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Executive Summary

Introductory Statement

The focus of this report is on travel infoermation (especially motorist) and travel related
information provided by the State of Washington. This study determines whether the
information being disseminated to the public needs improvement in terms of
timeliness and adequacy. Further, the report investigates alternative means to
disseminate travel related public information throughout the state, and presents a plan
for implementing those means that best serve agency goals and objectives.

The foliowing state agencies were identified as those providing the public with infor-
mation that can affect travel efficiency.

Washington State Department of Transportation
Department of Commerce and Economic Development
Department of Fisheries

Department of Game

Washington State Parks and Recreation Commission
State Patrol

Emergency Services

Among the participating agencies, the Washington State Department of Transporta-
tion, WSDOT, and the Department of Commerce and Economic Development occupy a
leadership role.

As stated above, the information provided can affect travel efficiency; but in many
cases, to make the best use of energy consumption and state resources, travelers

must rely on a variety of sources through an assortment of unrelated distribution chan-
nets.

The public information departments of the seven above mentioned Washington State
agencies were interviewed 1o determine agency requirements, responsibilities and
responses to public information needs. This review determined that the agencies
themseives are frustrated by the knowledge that the current public information
dissemination programs are not able to meet the public need. They are not providing
the level of guidance, warnings and general assistance to either residents or visitors
of the state that they themseives deem necessary. In addition, there are several new
responsibilities and associated objectives that they must now face.



These agencies are now viewed as having the responsibility to minimize travel, while
at the same time making travel more energy efficient, to provide better recreational
safety, to decrease the number of violations of fish and game law, and to encourage
more, as well as more efficient, use of state rescurces.

In addition, the Department of Commerce and Economic Development has new and
vital charges to increase tourism through increased advertising of state resources. To
support this effort, DCED has undertaken an extensive promotional and advertising
campaign. The success of such a campaign is dependent upon the kind of follow up
information dissemination available once visitors arrive in Washington State. Using ex-
isting procedures, dissemination will consist principally of increased tefephone infor-
mation and additional printed materials.

The need for a greater volume of comprehensive information dissemination and more
direct targeting to specific audiences is apparent. Yet state agencies are faced with a
severe problem. While being asked to accept these new information dissemination re-
quirements, they are at the same time being told to hold down operating costs. In the
face of budget constraints it is difficult to meet even the historical information
dissemination needs.



Conclusions

Four specific opportunities were found. First, an expansion of information dissemina-
tion is needed. The demand for some agency publications is far greater than the
number being supplied. Many of these publications are good sources of basic informa-
tion, such as the State Highway Map and Guide to Parks. In addition, an expanded use
of toll free telephone numbers for such services as pass condition reporting, a
reinstitution of the salmon hot line, or an expansion of the popular “Sno-Line” would
help. Also, for information which changes frequently, increased use of broadcasting
would be beneticial, including the localized low power radio broadcasts of Highway
Advisory Radioc (HAR).

Expansion of printed materials will satisfy some information dissemination needs. To
maximize the DCED media and promotional campaigns, there must be printed informa-
tion available for those thousands of visitors who enter our state. State agencies are
planning on the dissemination of some materials, but no out of the ordinary program
is planned. The DCED has made a major commitment to increase public access to
telephone and printed information. Peopie outside of or within Washington State can
call a toll free number to have their questions answered and have printed materials
sent to them. DCED’s access to other state agency information is general and they
will not be able to deal with up to the minute or complex details. Dissemination
through printed information and telephones reaches a point of diminishing returns if it
does not become part of an information system. A system which can easily respond to
generalized and specific details of subjects with up to the minute, complete informa-
tion is necessary to serve the public and provide a return on investment for the state.

The second opportunity is to shift the emphasis of information toward the point of
origin of the user decision. Efficient travel information dissemination assists the
public in making better decisions by providing the necessary information at the right
time. Information is needed either to inform about conditions related to the travel ob-
jective or to travel! itself. There are three opportunities for disseminating information to
travelers: (1) before they depart (origin), (2) as they travel (enroute}, and (3} when they
arrive (destination).

Travel information is most efficient if it is received at the point of origin. Consequent-
ly, the recommendation is to concentrate on providing much more timely, accurate
point of origin information.



The third opportunity is to consolidate agency information dissemination efforts. All
agencies involved in this project provide travel related information. The value of each
agency's information is enhanced when it is provided in conjunction with the informa-
tion from other agencies. For example, a person planning a trip needs to know routes
of travel, road conditions and, in many cases, accommodations, events and points of
interest information. Currently, this type of information is provided by six different
state agencies. The public must contact each agency for their information.

Agencies could stil! continue to function somewhat independently while providing
some consolidated information. For example, each agency couid develop its own data.
then through consclidation of printed, telephone and advanced electronic techniques,
could supply the public with answers to specific requests.

The fourth opportunity is the use of electronic audio and video information dissemina-
tion. The use of electronics has much potential in providing consoclidated, accurate in-
formation at an econcmical cost. Therefore, much of the detail of this report wili con-
centrate on whether and how the use of electronics is feasible for the state.

Briefly summarized, the following points were found:

1. The information currently being disseminated to the public needs to be con-
solidated, updated and changed on a regular basis.

2. Current methods do not have the flexibility required to meet these demands.

3. Costs to use current dissemination methods to meet information updating re-
quirements is prohibitive.

4. New electronic technologies allow for cost efficient updating, changing and con-
solidating of information.

5. New technologies allow for fuel savings by reducing trips made unnecessarily
because of inadequate, or incorrect information.



Recommendations

This report recommends that a pilot project of an electronic information system be
funded. This project will test the validity of electronic information in fulfilling the
state's public information needs.

It is also recommended that the state undertake a feasibility study to determine the
likelihood of a statewide owned and operated communication network. The network’'s
purpose would be to satisfy not only public information requirements, but state
operating communication needs. It is presently estimated that the state spends 12
million dollars a year for long distance service. It is expected that a state-owned or
tightty managed, leased network wiil not only expand capacity, but reduce costs as
weil.



|. Purposes and Objectives

General

This report explores the nature and content of the information now being

disseminated by several of Washington State's public agencies, and evaluates whether
the current information content and methods of dissemination used meet the informa-
tion dissemination purposes and objectives of these agencies. There are two pre-
defined primary objectives for these agencies. The first is to evaluate ways to
minimize operating expenses. The second is to evaluate ways to provide the kind of in-
formation dissemination that wiil maximize efficient use of energy by travelers in the
State of Washington through the reduction of unnecessary driving associated with in-
adequate, inaccurate information. In addition, the report's research effort revealed
several other related agency objectives which must also be considered.

In particular, the ways to minimize operating expenses have to be evaluated in light of
agency information dissemination purposes, objectives, and responsibilities. The
results of the research conducted in this study (see Appendix) show that a number of
Washington State agencies are faced with a deterioration in their ability to meet the
public needs for which they are responsible. Consequently, this report first conciudes
what kind of changes could move Washington State agencies closer to fulfilling these
reponsibilities and associated objectives. The report's second stage is then to
evaluate the relative benefits of these possible changes, in order to find the change
path most likely to minimize operating expenses, while promoting energy efficiency
and the other agency objectives and responsibitities.

The potential changes that are discussed in this report will affect agency operations
for several years. In addition, as the Research Report (see Appendix} shows, the néeed
for change is immediate. Consequently, this study has attempted to define a program
that can be implemented quickly, while the relative benefits are considered over a
longer period.



Procedures

The following agencies participated in the process of reaching the conclusions offered
in this report and are also the agencies that will participate in any further study and/or
subsequent implementations related to these conclusions:

Department of Transportation (WSDOT)

Department of Commerce & Economic Development (DCED)
Department of Fisheries (Fisheries)

Department of Game (Game)

Washington State Parks & Recreation Commission (State Parks)
State Patrol (SP)

Emergency Services (ES)

While a more in-depth research effort involving public participation might have been
desirable, this was beyond the work scope and budget for this project. It should be
noted, however, that those persons participating in the survey process are trained pro-
fessionals who deal with addressing the information needs of the public on a daily
basis. it is their business to know what kind of information the public needs.

To begin the process, a review was conducted among the public information depart-
ments of the seven participating agencies. This review had four purposes:

1. To identify how public information dissemination needs are currently being handl-
ed.

2. To identify agency opinions regarding to the adequacy or inadequacy of current
public information dissemination.

3. To establish what, if any, changes or additions to agency objectives were needed to
enhance public information dissemination.

4. To identity how much agencies were currentty spending for public information
dissemination.



The Research Report also provides the following information about current operations:
1. The types of information being disseminated.

2. The methods used for dissemination.

3. Problems being encountered by agencies.

The review process consisted of a survey questionnaire which was administered in an
informal manner to the Public Information officer, or other designated official from
each of the participating agencies. The informal approach encouraged expansive
discussion in each area. Samples of each of the information pieces distributed by an
individual agency were collected and discussed with the agency representative.

A summary of the research results is contained in Chapter I, Current Methods of Pro-
viding Information to Motorists, and the full Research Report is contained in the Ap-
pendix.

Alternative methods to meet agency purposes and objectives were examined and are
explained in Chapter 3, Alternative Systems. The remaining chapters examine the
costs, benefits, and considerations of electronic information systems, specific applica-
tions to Washington, and funding.



Summary Statement of Existing Situation

Washington State agencies are concerned about meeting their public mandate to pro-
vide timely and accurate information within their respective areas of responsibility.
Concerns are being raised by the agencies themselves. Although no study was con-
ducted with regard to public perception of how well the agencies are doing,
knowledge by the agency professionals of shortcomings suggests the possibility of
considerable public dissatisfaction. In addition, shortcomings are apparent in the
areas of enhancing public utilization of state resources, creating energy efficient travel
and promoting the state. While these shortcomings will not necessarily create serious
public dissatisfaction, they represent significant missed economic opportunities for
the state. When you consider that travel related income is Washington'’s third largest
industry, the importance of efficient information can be appreciated.

Primary among those raising communication concerns is the Department of Transpor-
tation, WSDOT. Their management of the state’s highway system affects an almost
universal statewide population base: all users of the major travel corridors (most
residents and nearly all out of state visitors). The WSDOT charge includes the long
standing critical issue of highway safety, and the newer, increasingly crucial issue of
energy conservation. With travel running into the millions of miles, WSDOT has con-
siderable responsibilities to meet. Local and commuter traffic needs such as busy
hour traffic controller information and busy hour emergency bulietins, have substantial
coverage, and were not identified as the main areas to be addressed. The main focus

of this report is related to energy efficiency and better utilization of state resources
from statewide travel.

in addition, the Department of Commerce and Economic Development recognizes the
need to better communicate state benefits and resources, not only to promote better

utitization of state resources by residents of the state, but also for encouraging tourist
use.

Other agencies managing other state facilities and resources also have respon-
sibilities over large population groups, and many of the issues they are concerned
with also are critical: public safety, adherence to regulations and crdinances, energy
efficiency, and effective use of resources. The separate responsibilities of WSDOT and
the other agencies, when considered together, amount to a highiy significant impact
on the people of Washington State and the state itself.



Public information requirements related to these responsibilities are virtually as
critical as the responsibilities themselves. For the public to conduct themselves in a
safe and lawful manner, for people to expend energy resources most wisely, for them
to make the best use of public facilities, people must first know what regulations are
in effect, what practices are recommended, and what opportunities are available to
them.

Enforcement and supervision, necessary to uphold instituted provisions, are in turn
largely dependent upon public information for their effectiveness. Stipulations not well
communicated or sufficiently publicized leave many issues open to question that
would otherwise be easily settled, and in more severe cases allow what should be
clear violations of law to become defensible. A sample case in point is revised fishing
restrictions not available to the fishermen within the time frame of the regulation.

To these ends, promoting and reinforcing preferred public actions, Washington State
agencies are engaged in as comprehensive a set of information programs as current
individual budget allocations will allow, using traditional methods of production and
dissemination. The shared concern is that not enough is being done now, and future
information demands will create further deficiencies.



The Timeliness Issue

One aspect of this report’s conclusions is that the application of electronics and a
computerized, networked information system may be the best answer to agency infor-
mation dissemination needs. If the decision is made to proceed with this computeriz-
ed, networked system, there appear to be some significant advantages to acting quick-
ly because of the network considerations. In addition, the time required to develop a
statewide network is significant, and the need for better dissemination is immediate.
Although some of the need can be significantiy addressed with a computer system
without a network, such a system would fall far below the relative benefits of a net-
worked structure. There exists a definite limit to the number of frequencies or com-
municator channels that may be assigned. If the state were to act too siowly in its
move for a public information network, it is possible that the majority of state informa-
tional paths would depend on the good will of sources beyond the state’s control. For
example, most available TV and radio frequency assignments have already been made
within the state.

Timely coordination with the FCC can reserve for the state the most optimum freguen-
Cy assignments for its use, and perhaps sub-assignments. A delay, on the other hand,
may find these assignments committed to other users.



ll. Current Methods of Providing information to Motorists

Current Practices
An Overview

Much research has been done regarding travel related information dissemination. The
reference section of this report lists some of this research. Most of the results show
that, currently, motorist and visitor information programs throughout the U.S. are
primarily devoted to enroute dissemination. Efforts to improve these programs have
been focused on augmenting official highway signing and providing information
centers along highways, continuing the enroute emphasis.

Recent studies have stressed the need to establish in each state a comprehensive
system for providing information regarding goods, services, facilities, and significant
attractions—in addition to directional and regulatory information. The recommenda-
tions offered throughout a variety of reports consistently favor more extensive signing
programs, and are consistently aimed at futfilling information needs during travel.

An FHWA report, No. RD-80/010, “Motorist Needs For Services Information On In-
terstate and Federal-Aid Primary Highways (see References section of this report) led
to the conceptualization of a prototype goods/services/attractions information system.
The basic design intent was to satisfy travelers' information needs, using existing in-
formation transmission techniques. The system is characterized as multimedia (not
relying on a single transmission technique) and incremental (handling different infor-
mation ievels by different techniques). These characteristics are important to the ef-
fectiveness of a travel information system, according to a 1979 USDOT Task Force
study.

The prototype system is comprised of four information components:

1. General Service Signs— generic identification

2. Specific Service Signs (Logo Signing)—brand information

3. Official Business Signs —standarized and authorized for highway locations
4. Information Centers



It is stated that this recommended system would not satisfy all information needs; the
ditferences would have to be made up by the use of hard copy information sources for
both pre-trip planning and in-trip use. The system relies heavily on signing and posted
displays. The recommended information centers—unmanned versions —are collec-
tions of business signs, advertising posters, and printed maps housed in special
display structures, buildings, or kiosks.

Unmanned information centers along interstate and primary systems have been
established in several states, including California, Oregon, and Vermont, whose
systems have been the subject of a number of studies. These installations typically
are iocated in safety rest areas, and offer availability and directional information regar-
ding a wide range of goods, services, facilities, and trave! attractions in the general
regions.

The State of Washington has placed travelers’ information display frames in all of their
37 interstate rest areas. WSDOT, the agency in charge of this information, has ex-
perienced some difficulty in maintaining and updating the information units in these
unmanned locations.

A number of states, including the State of Washington, provide manned information
centers. These centers are typically situated near points of entry and serve mainty as
visitor orientation and welcome centers. The manned facilities reportedly have been
successful in this application.

Information Needs

By examining a cross section of documentation regarding motorist and travel informa-
tion, it becomes apparent that there are three basic categories of information needs:

1. Routing
2. Goods & Services
3. Destinations

Within the above categories lie the recognized assortment of information
types—directional, regulatory, advisory, etc. Traveler Considerations within the three
categories are listed in Table 1.



Primary Travel Needs Listing

Routing

Highways &
Connecting
Roads

Transportation
Alternatives

Rest
Areas

Goods & Services

Types

Availability/
Accessibility

Conditions

Table 1

Destinations

Bescriptions

Availabitity/
Accessibility

Conditions

Table 1: Traveling Public —Primary Travel Needs Listing

Comprehensive travel information requires a wide array of topics related to the sub-
lects listed above. Tables 2, 3 and 4 include lists of topics compiied from previous

studies and other literature regarding travel information requirements. Topics are ar-
ranged under subject headings.

Routing

Participating Agencies: DOT, SP, ES

Highways &
Connecting Roads

Locations
Transitions
Conditions
Priysical
Weather
Status
Detays
Closures
Features

Alternatives

Transportation

Alternatives

Locations
Routing
Schedutes
Fares
Detays

For:

Ferries

Table 2

Rest Areas

Locations
Facilities
Information

Public Transit

Intercity Bus

Intercity Rail
Carpool/Vanpeool
{Park & Ride)

Table 2: Information Requirements tor Routing



Goods & Services

Participating Agencies: DOT, DCED, State Parks, SP, ES

Types

Routine
Fuel
Food
Lodging
Camping
Telephone
{communications)
Information

Emergency

State Patrol

Police

Medical
{hospital)
{ambulance)}

Tewing

Repair

Fire

Supplementary
Laundry
Cleaning
Post Office
Bank
Etc

Availability!
Accessibility

Location
Distance
Travel Time
Return
Contacts

Alternatives

Table 3

Conditions

Types

Brands

Quality

Hours

Prices

Credit Cards
(acceptance)

Handicapped
{accessifacility)

Response

Table 3: Information Requirements for Goods & Services

Destinations

Tabie 4

Participating Agencies: DOT, Fisheries, DCED. Game, State Parks. (ES)

Descriptions

Types
Scenic
Historical
Rereational
Parks

{include U.5)

Urban Centers
Rural Communities
Campsites

Facilities
Lodging
Camping
Goods
Services
Events
Activities
Transporiation

Attractions

Availabitity/
Accessability

Location
Distance
Travel Time
Return
Contact

Alternatives

Conditions

Weather

Regulations

Fees

Hours

Avaitability
(vacancy}
(reservations)

Licensing

Events
Activities
(levet, quality)

Table 4: Information Requirements for Destinations

10
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Current Information Emphasis

In line with current practices nationwide, most travel related information in
Washington State is disseminated enroute and at destinations. The emphasis is on
directional and advisory routing information, supplemented with identification of
goods and services along major corridors. Some directional, regulatory, advisory, and
promotional information is available for pre-trip planning (at trip origin) through printed
maps, brochures, telephone information services, and broadcasts. {See examples in
Figure 1 below.)

Examples of Public Information Materials Figure 1
From Five State Agencies

- R o I [ — 198182 o
1961 HUNTING SEASONS b sasen PARKS || ton state SaLwon
L HIGHWAY MAP Wit
GUIDE | | oo N
. =
-~ | [
{‘ »
b ! !
R |- Fisheries
HELP STOP POACHING State Parks
TOL. FREF PUADMING MDILIRE — = mbn o,

Game




Three zones of information dissemination are shown in Table 5. Listed under the zone
headings are the categories and types of information most emphasized within each
zone, and the agencies most actively involved in providing that information.

Current Information Emphasis Table 5
Target Zones: Origin Destination
Categories: Routing, Goods &

Destination Services
Types: Promotional Regulatory

DCED, Fisheries, Game,

State Parks State Parks,

{SFPj

Directional,
Advisory
DOT, SP

Regulatory
Fisheries, Game,
State Parks

: Primary
= Area of
Emphasis

12



Types and Methods of Information Currently Being Disseminated

The current state agency public information. situation is detailed in the Appendix. A
summary of the situation is presented here as a point of departure for the evaluation
and investigation of possible alternatives that follows.

Among the participating agencies, the types of information offered range from
marketing persuasion to emergency assistance. The principal headings are tisted with
corresponding categories in Table 6. Note that some categories fall under more than
one heading. These entries are not strictly duplicated but reflect implicit variables of
emphasis, manner of presentation, or (agency) source.

Types of information Offered By Table &
Seven State of Washington Agencies

1. Promotional recreation, sightseeing, tours, facilities,
goods and services

2. Directional routing, locations, road conditions (and
other selection criteria)

3. Regulatory travel-related, activity-related

4, Advisory weather, road accessibility, availabilities
(of resources or facilities)

5. Safety weather, road conditions, other travel/
activity-related hazards, emergency
procedures

6. Assistance motorist, other travel-related aid, emergency
services

7. Transportation public-multimodal {especially ferry system)

8. Goods and Services locations, facitities, availabilities/

reservations

13



The entries in Table 6 form a comprehensive list of information types needed by
travelers —especially those traveling across the state or to remote areas, or who may
use state facilities/resources while traveling, or who may combine state regutated ac-
tivities with their travel. The cross section of state agencies contributing to the list ac-
counts for its comprehensiveness. Adeguate traveler information coverage requires
this kind of distributed input. Multiagency contributions are indexed in Table 7. Three
types of symbols indicate varying degrees of contribution.

Information Types Table 7

Agencies

DOT Fisheries DCED Game State SP ES

Parks

Promotional | _ ]
Directional - = - L] . *
Goods & Services L L] n
Transpertation Aiternatives @
Regulatory . | [ |
Advisory . L] Z
Safety L] = n ®
Assistance = O ]
® Regular B Emphasis/ —. Conditionai/

Practice Specialization Limited

The picture then, is that of at least seven state agencies contributing variously to
eight types of traveler information.

14



Product and Content

The current information product is similar among ali the agencies. Traditional forms
are generally used, with a heavy reliance on printed matter. There is some audio
{voice) communication, using telephone information operators and limited applications
of recorded announcements over Highway Advisory Radio {HAR). Printed materials in-
clude pamphlets and brochures, press releases, and paid advertising. Within the cur-
rent materials published by the agencies for direct public distribution, there are ap-
proximately 600 pages of text, 100 maps, 250 photos, and 75 charts and tables. Fixed
signing is prepared and installed by several agencies, most extensively by the DOT in
their highway/motorist information program.

WSDOT Highway Advisory Radio System, instalied in 1978, enables motorists to tune
in the 1610 KHz frequency on their regular AM radios and receive information regar-
ding roadway conditions on Snoqualmie Pass. A remote controlled low power broad-
cast transmitter located near the highway, sends continually updated recorded driving
information. WSDOT maintenance staff record brief reports for broadcast on the HAR
transmitters.

The HAR system is designed to suppiement the Sno-Line telephone service, which
provides pre-trip pass information. Updated information is provided at North Bend and
Cle Elum on either side of the pass through HAR.

Highway Advisory Radio, a specific application low power radio (LPR), provides audio
information to listeners within a limited coverage area, typically a cne or two mile
range. HAR broadcasts information to motorists, generally regarding highway traffic
and road conditions. It is an FCC licensed localized one-way service operated over
one or both of two AM radio frequencies: 530 KHz and 1610 KHz. These frequencies,
just below and above the standard AM broadcast band (540-1600 KHz), can be received
at the edges of the tuning ranges of most AM receivers. HAR is authorized for use by
agencies of state and local governments.

15
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Highway Advisory Radio systems consist of a low power AM transmitter, a cable or
vertical monopole antenna, and a continuous format tape recorder/playback unit.
Typically, the AM transmitter is interconnected to the tape unit via leased telephone
lines. Messages may consist of travel-related information, but currently at least, com-
mercial messages and advertising are prohibited. Because of the localized nature of
the service, motorists must be notified by appropriate signing when approaching an
area of HAR coverage in order that they may tune their radios to the proper frequency.
Specific provisions inctude:

1. HAR locations “shall be restricted to the immediate vicinity of the following
specified areas: air, train, and bus transportation terminals, public parks and
historical sites, bridges, tunnels, and any intersection of a Federal Interstate
Highway with any other Interstate, Federal, State, or local highway.”

2. HAR message content is restricted to “noncommercial voice information pertaining
to traffic and road conditions, traffic hazard and travel advisories, directions,
availability of lodging, rest stops and service stations, and descriptions of local
points of interest.”

Distribution

Direct outlets for printed materiais have been established in highway rest areas by the
DOT, and in Visitor information Centers by the DCED. Other distribution means are
direct mail, telephone and the press {including broadcast media). Direct mail often is
actually indirect—sent first to other state agencies, county and municipal agencies,
licensing agents, and retail outlets for the final distribution step. Primary printed
materials are produced by individual agencies in quantities on the order of 50,000 to
350,000 for each piece, in some cases several pieces per agency. DOT, Fisheries, and
Game currently have the lead in quantities produced.

Table 8 summarizes the contents of currert agency information material.



Summary of Current Agency Information Table 8
Type of Material Amount Published

Text Pages (Alphanumeric) 600

Maps 75-100

Photos - 200-250

Charts 60-75

Audio

HAR-—seasonal, pass related

Telephone —access during business hours, plus speciai purpose lines

Changeable Message Signs—two locations

For a more detailed description of agency information practices, please refer to the
Research Report in the Appendix.
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Status of Current Public Information Dissemination — A Summary

A review of the information now provided by State agencies reveals an excellent
utilization of existing operating budgets using today’s standard information tools. In-
home/at-business data is provided with press releases, telephone, direct mail, and
printed materials. A review of the material available shows that it does allow in-
dividuals to trip plan. Two problems exist, however. Most of the necessary information
comes from pamphiets, brochures and maps, which may or may not reflect the latest
conditions. These materials are reasonably well maintained, given the resources
available, but the time from data gathering through printing and distribution, plus the
time between data updates, can sericusly jecpardize the accuracy and timeliness for
trip planning. User telephone calls and agency press releases provide some updating,
but the information is determined usually well in advance and cannot guarantee high
reliability to the trip planner.

The second problem is the amount of effort required by users. They must coordinate a
variety of information to derive a composite trip plan to suit their specific interests
and needs. This composite plan must come from their own sorting and calculating,
working with usually very general and often incompiete information. Studies have
shown that the vast majority will not take those steps.

Agency information products and processes were evaluated in terms of a set of effec-
tiveness criteria to determine current program performance and capabilities for
meeting agency goals. These criteria, plus several functional attributes, comprise what
are identified in this report as 11 primary considerations related to successful agency
information dissemination:

1. Targeting 7. Timing

2. Content 8. Usability

3. Consolidating 9. Reliability

4. Distributing 10. Quality

5. Updating 11. Data Gathering
6. Formatting
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The following is a discussion of how well the primary communication considerations
are addressed with current information disseminaton procedures. Much of the discus-
sion will center on printed materials, since agency public information programs cur-
rently rely primarily on print techniques.

Targeting

The principal objective of targeting is to ensure that specific information is received
by those who need it or want it. This objective can partially be satisfied with present
printed materials and advertising media efforts. Current means satisfy the need to
create interest but often fail when specific information is needed. To expand the pre-
sent means to incliude all, individual needs would have to be considered in each
publication; every item of importance would have to be included. Even if such a
something-for-everyone approach were possible, it would make it difficult for in-
dividuals to sort out the portion of information that they needed. There is also no op-
portunity for one-to-one response to individual requests. However, a document that
began to consolidate various state information may prove useful as a starting point.

Similarly, emphasis cannot be tailored to changing personal needs or specific ¢ir-
cumstances. If agency priorities shift from one item to another, printed materials can
stay in step only if they are reprinted. There can be no varied highlighting of the most
significant points of reference as user concerns vary.

Content

Adequate content is difficuit to provide and manage under existing procedures. With
printed matter, the materials currently prepared and presented to the public have been
necessarily Hmited.

For information materials to be truly comprehensive, they generally must involve a
large body of information—more than any agency would want to publish or present at
one time, or more than anyone would want to read or listen to. In fact, no matter how
complete a publication or announcement is, it is always somewhat incomplete. Not
everything can be accounted for in a single instance, and with the inflexibility of print,
anything left out is likely to remain left out for some time.
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The requirement for comprehensiveness leads to a high level of detail and an awkward
amount of complexity. Within a single offering it is difficult to achieve an appropriate
balance between overloading and insufficiency. It is a question of accommodating
both depth of inquiry and ease of access. This is particularly true with trip planning
documents that are general as opposed to ones tailored to the individual's trip plan.

Consolidating

The principal objective in consolidation is to complete the information request in as
few steps as possible—from the user’s perspective. Existing dissemination pro-
cedures do not lend themselves well to consolidation. Efforts to cost-effectively com-
bine information from separate agencies are hampered using print techniques. Pro-
blems of content volume and complexity would be exaggerated by melding of multiple
information sets. In those instances where agency information needs could be put into
a consolidated package, a labor intensive costly process would be involved, to pro-
duce an information source subject to its inherent updating and timeliness probiems.

Distributing

Current distribution is not covering demand. Improvements in distribution frequency
and reach would require increases in quantities of printed materials and the number of
outlets. Ignoring the timeliness and updating probiems of printed materials, such in-
creases would enable better distribution timing as well as more availability and ac-
cess.

Amounts of information and numbers of outlets available have been considered less
than adequate in recent years, and totals have been reduced in several significant
cases this year compared to last year. Stili, volumes are substantial and costs are
straining budgets. Increasing quantities and distribution seems out of the question.
Yet to improve communication with the public, it appears necessary to make more
text, maps, photos, charts, and voice announcements more readily available to more
peopie.



Updating

Printed materials, once produced, cannot be readily changed. Follow up notices and
inserts can be issued noting items to be deleted or offering additions and substitu-
tions, but follow up procedures introduce the same difficuities that are present in the
initial publication process.

Information can be no more current than it was at the time of the latest printing. A
follow up is only temporary, setting the scene for more follow ups. Each statement in
print teaves itself open for revision. Therefore, a major drawback of hardcopy media is
the possibiliy of information being out of date, many months out of date by the time it
is read by the user.

Revisions coming at different intervals would mean reprinting and re-distributing un-
changed material as frequentiy as revised material. The greater the amount of un-
changed content at each point of revision, the greater the impact to updating costs.

Although follow ups may not require complete reprinting, the production/distribution
steps are always the same. Reduced content will not necessarily mean a commen-
surate reduction in costs. Distribution, in particular, may see no reduction when
reprinted materials are sent to as many locations as in the original or other previous
distribution.

Also, there are several difficuities with partial reprinting: (1) Updates may not reach
their intended destinations, people who are using or will use previous, related

materials. Or, updates may arrive too late for use by the intended receivers. A good ex-

ample ot this problem is changes in fishing river closures and openings. {2} A series
of related documents can easily become separated from each other. If part of a series
is misplaced by the user, the remaining documents may be of little value, If only the
parent (original) document remains, it may be unknown which of its provisions are stili
in effect and which are not. If supplements are all that remain, only revisions can be
confirmed. Unchanged provisions, the base set of information, are then unavailable
uniess accurately remembered. (3) After several updates have been issued, outdated

pieces may still be in circulation and availabie at distribution outiets. In many distribu-

tion racks old materials remain mixed with the new, especially when maintenance of
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racks is left up to second or third parties. The public has no way of knowing whether
the latest material encountered is actually the latest produced. Any piece of informa-
tion newer than what people have previously received is likely to be construed as the
last word on the subject.

Reprints require the same procedures as required for previous editions: print produc-
tion, printing, and distribution. As situations and regulations change, updates continue
to be needed, demanding renewed cycles of effort.

Few solutions using current dissemination procedures are available. The use of
telephone and broadcast communications can provide announcements of changes and
perhaps brief descriptions of revised conditions. However, these are primarily sup-
plemental measures. New guidebooks, regulations handbooks, etc. must be published
to pin down revised provisions. Every page of revisions costs at least as much in time,
materials, and distribution as every comparable page before it.

Formatting

The principal objective in formatting is to-create the information needed by a user in
an easy to read, consolidated format. This means that in many cases the user does
not want to be concerned with who has the information, but rather answers to the
questions. For example, if the user wishes to know about a particular park, its fishing
conditions, available campsites, weather and the best way to get there, formatting
ought to present it in a consolidated form. Printed material has a fixed format per user
presentation. Fixed printed formatting presents the opportunity to provide interest in
an activity or place and even present great detail such as fishing regulations. The pro-
blem occurs in the amount of material which can be needed in order to answer
specific requests.

Further Considerations

Comments regarding the information dissemination considerations of (7) Timing,

(8) Usability, (3} Reliability, (10) Quality and (11} Data Gathering appear in Table 12 of
Chapter {V. The preceding statements, however, constitute the main body of conclu-
sions related in this chapter, and embody most of the impacts of these last five
categories.



Expansion of Current Dissemination Procedures

Printed material is excelient for some applications. As a permanent reference for basic
information that does not need to be updated often, there is no real substitute. An ex-
pansion of printed materials dissemination would enhance advertising and distribution
since current public demand exceeds supply. This would increase the promotion and
identification of state resources. At the same time, any large scale expansion of print
output to increase either the people served or the frequency of service will be time
consuming and costly.

The Research Report quantified $89,500 annual costs associated with printing and
mailing. This included only a portion of agency print material direct costs and no
costs for design production or other labor. Consequently, it is clear that more than
$100,000 is being spent per year in direct costs alone. This is in the face of serious
budget cuts that have significantly reduced this expenditure. The report also shows
that demand is exceeding supply. The tendency is that an anticipated two year supply

gets used in less than a year. Therefore, it appears reasonable to assume that an addi-

tional $100,000 of materiais per year would be used. Based upcon Department of
Fisheries data in the Research Report, a one agency brochure would cost 12 cents for
printing and mailing. Therefore, $100,000 would add some 850,000 pieces of literature,
ignoring other associated labor costs. The main negative benefit of this expense is
that several of the brochures attempt to disseminate information that is out of date by
the time it is received. (An exampie is the Fisheries brochure that contains sport
fishing regulations.) Consequently, some care should be exercised in what kind of
printed material is expanded. It is also questionable as to what degree additional
printed material witl enhance the public’s use of state resources.

increased use of fixed or quasi fixed signage would provide opportunities similar to
those for printed materials. In addition, regulation warnings, fee requirements, facility
availability, support facility identification and emergency and recreational conditions,

could be better disseminated with increased signage. Several problems exist, however.

First, the updating problem is only solved with a labor intensive expense, that is, the
cost of the personnel to keep the sign information up to date. In addition, the probiem
of vandalism exists at locations where a significant amount of traffic is not present.
Third, fixed signage often cannot be changed to reflect changing conditions; instead it
must be replaced.
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Expanded use of public telephone cali in is also a viable consideration. For example, a
reinstitution of the very popular “satmon hotline” would be a natural addition.
However, because of its labor intensive nature, plus the cost to make it toli free, the
Department of Fisheries found it to be too costly. Their problem highlights a signifi-
cant cost of telephone call in. This procedure requires the use of operators to answer
the calls, which is a very expensive service. Based on industry standard of a $15.00
operator loaded hourly rate, each operator position would cost $31,200 per year. To
cover information dissemination requirements in this manner quickly escalates costs.
Even with consolidation, the problem is not solved, since the consolidated request,
covering more information, would take longer and tend to require additional operators.

An increased use of broadcasting would be beneficial, but it does not appear a viable
answer for most information objectives for three primary reasons. First, there is no
control over when (what time of day, what day of the week) the free of charge public
service messages are broadcast; therefore these spots cannot be relied upon to
deliver the information in a timely manner. Second, the spots that are paid for are ex-
pensive because they must be bought in saturation (sufficient quantities and times of
day) in order to reach significant numbers of people. Third, it is virtually impossible to
broadcast a consolidated set of information about an activity in one spot. Radio and
TV, therefore, are basically limited to promotional advertising or emergency conditions
broadcasting.

DCED is undertaking an extensive nationa! promotional advertising campaign. The
return on such a campaign is very dependent upon what kind of follow up information
dissemination occurs. Using existing procedures, the follow up would be either very
costly telephone procedures, or dependence upon increased printed materials. As
discussed, from the standpoint of actually increasing the use of state resources,
printed materials have some serious limitations.

In summary, some expansion of printed material may have relative benefits for some
of the historical information dissemination objectives. In addition, if DCED continues
to institute a radio and TV promotional campaign, to maximize the benefits of such a
campaign, there must be follow up information dissemination to provide travelers and
tourists the necessary details to encourage the action promoted by the campaign. Ex-



clusive of support of the DCED campaign, it appears that some $100,000 to $200,000
per year would have to be added to affect even minimal improvements. Looking into

the future, the problem with traditional media is even greater because of the labor in-

tensive nature of the expenses. This means that each year the cost of providing the
same total level of service increases significantly, and as poputation increases, it
means even higher increases to maintain the per capita level of service.
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Changing the Information Dissemination Emphasis

Virtually all of the agency responsibilities are related in some way to travel. The infor-
mation is either to inform about travel related conditions or abaout travel itself. In addi-
tion, the highly important agency objectives are to (1) increase, as well as cause more
efficient use of state resources, and (2) cause more efficient use of energy resources.

As noted earlier, there are three opportunities to disseminate this information:

{1) before the traveler departs {(origin), (2) as the traveler travels (enroute), and (3) when
the traveler arrives (destination). The only significant way to accomplish the agency
objectives is to influence a traveler’s original travel decisions. This means getting the
messages to travelers before they begin traveling, that is, “point of origin” informa-
tion. Even more specifically, the information must precede travel decisions. In addi-
tion, the information must be packaged and targeted to the specific travel options be-
ing considered {and those that should be considered) by the traveler. If the information
sources are multiple, and users must collate the information around their own seiec-
tion of possibilities, no significant stimulation of trip planning occurs. Table 9 depicts
the diminishing potential to inform that occurs throughout the travel sequence.

information Zones Table 8

1. Origin (Pre-Trip Planning)

Potential of learning everything currently in effect and some predictions of chang-
ing conditions that refate to an intended trip.

Common Devices: Tetephone, Media. Mail, Maps, and Other Printed Matter

2. Enroute {In-Trip Planning)

Need to learn anything not previously covered, plus information regarding chang-
ed conditions and/or changed intentions.

Common Devices: Phone, Signing, Radio, Printed Matter, Information Centers

3. Destination (Also Origin For Return Trip)
Need to confirm status of conditions/situations previously Jearned about and/or
need to learn further specifics regarding facilities/activities, plus pre-trip planning

for return.

Common Devices: Staff, Printed Matter, Signing, Telephone




Except for changes in conditions that actually occur while the traveler is enroute, in-
formation designed to infiuence the travel decision needs to be received at the point
of origin. Timely, accurate point of origin information can greatly assist agencies in
meeting their objectives of improved utilization of state resources and more efficient
use of energy. To find out that a recreational site is closed after arriving there (destina-
tion} is clearly not efficient use of state resources or energy.

A trip planning oriented information system needs to incorporate information regar-
ding all three zones if energy efficiency and improved utilization of state resources is
desired. However, reliance on current dissemination methods would be difficult.
Printed material, such as a trip planning highway book, would have to be introduced.
fn order to cover all of the situations associated with each particular trip possibility, it
would be a voluminous document, one that would be out of date by the time it was
printed.

Travel Efficiency Planning

In order for any travel related information dissemination system to cause energy effi-
ciencies, said information system must either (1) eliminate trips that would have other-
wise taken place, (2) shorten the trips taken, or (3) increase the miles per gallon of
gasoline, or increase other aspects of vehicular machine efficiency. This planning and
advisory information, properly presented, could have a significant impact on unwanted,
unneeded and energy wasteful trips. Closures of roads, mountain passes, national
parks, ski areas, gas stations, stores, etc., or filied recreational areas, hotels, sporting
and other events, etc., can all interfere with trips that should be avoided, or shortened.

Trip planning can generate significant reductions in both commercia! and recreational
travel, especially if coupled with “closure” and “facility full” types of information. An
information dissemination system intended to reduce energy consumption must not
only provide the necessary information for trip planning, but provide it in a format that
will encourage its use. In addition, the necessary information must be timely, up to
date, and require a minimurn of effort by the user.

Initial selection of routes, lodging, rest stops, stop overs, etc., should be made before
departure. In most cases, preference for known routes over unfamiliar ones far
outweighs mileage saving considerations. Consequently, to effect mileage saving in-
itial trip planning, the public must be provided three things. First, in-home/at-business
data must be available that directly identifies the alternative routes for their trips and
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the miles for each. Second, to alleviate the insecurities about unknown routes, or for
routes known to have potential hazards such as road closures, the in-home/at-
business data must identify reasonable enroute options for potentially hazardous
routes, and identify such things as gas station, lodging and rest stop information for
all of the routes. Third, in order to gain and maintain use of this information, the
public must be given assurance that the information is accurate and up to date.

Three zones of trip planning opportunities are indicated in Table 10.

Trip Planning Opportunities Table 10

1. Origin
First level (best building-in) opportunity tor creating traveling efficiencies.
Thorough planning can prevent or reduce problems such as:

a. Following incorrect, unwanted, or unsafe route of travel,

b. Being unprepared for circumstances encountered,

¢. Not taking advantage of enroute/destination opportunities and conveniences,
d. Failing to observe restrictions, requirements, regulations.

2. Enroute
Second level opportunity for creating traveling efficiencies.

First order or follow through planning at this fevel ¢an fill in missing information
and/or provide updates to changeable information. Trave! disruptions may be
alleviated.

3. Destination

Last opportunity to gain travel information for other than return trip or destination
alternatives.

At this level, inconvenient, troublesome, or even hazardous circumstances may be
encountered. Difficuities may include:

a. Lack of accommodations

b. Crowded conditions

¢. Insutficient resources (goods, services, facilities)
d. Unexpected restrictions, regulations

e. Opportunities unprepared for

f. Lack of tocal or site information/guidance

Circumstances may lead to seeking another destination which may offer turther
disappointment, especially if sufficient planning is not begun (or cannot begin)
before travel is resumed.

28



29

Without true trip planning, the agency objective of causing energy and state resource
utilization efficiency cannot really take place. Promotional campaigns, without trip
planning, can stimulate desire, but the trip planning component appears to be essen-
tial to maximizing the process. The only traditional form that can facilitate trip plann-
ing is printed material. However, the documents would have to present a combination
of information from several different agencies. With each agency printing its own trip
planning information, a redundant and ineffective system would result. Without con-
solidation of agency information, there is little opportunity to effectively implement
point of origin trip planning.

In addition to point of origin trip planning, enroute updating needs to be considered. A
review of existing information dissemination indicates the information can be much
more timely and accurate than point of origin data, primarily because the emergency
or immediacy nature of much of the information has always demanded that it be on
the spot coverage. However, two problems exist. First, much of the information is not
acquired in enough advance of incidents to eliminate back tracking. For example, a
sign at a campsite gate saying "‘closed” has no trip planning or route updating value.
The second problem is that littie identification of alternatives is associated with in-
route information. The orientation of the information dissemination is one of “what not
to do™ and very little of “what to do in lieu”. Here also, the conclusion is that existing
operating budgets are directed toward removing hazards or inconveniences but do not
contain the dimension that induces energy reductions.

It should be realized, however, that enroute information is not a good substitute for
point of origin information. The information system must minimize the need for
enroute travel plan changes. The more available, accurate, and up to date the initial in-
formation, the less likely the plans will have to be modified after departure. Of course,
there will always be unsuspected weather, road closures, road blocking, accidents,
etc., that cannot be anticipated. To reduce energy consumption, the information
system must do more than notify the public of such conditions. The system must do
so in time for route changes without back tracking and must also identify for each
traveler's destination, the most efficient optional route. Some of these options can and
should be identifed as contingencies to the initial trip plan before they occur. Other
on-the-spot advice should also be available. The key, again, is timely and accurate in-
formation.



Consider the weekend, weeknight shopper and local recreation seeker. Energy waste
comes in the form of “facility full” and "facility closed” and “road jammed” trips.
Again, point of origin data that is accurate and up to date and easy to use, with timely
in-route updates, is the key to reducing such trips.
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Consolidation of Agency Efforts

By combining agency information disseminations, trip planning documents could be
attempted. There are significant problems, however, in consolidating printed material.
When reviewing the following example, consider the problem of keeping such
documents timely, accurate and up to date. The time required to print, change and
reformat does not give printed material anywhere near the necessary flexibility.

A hypothetical example follows, in order to illustrate what kind of information con-
solidation, coordination and collation is required in order to effectively create trip
ptanning.

Visualize the Washington Stale Department of Transportation introducing a Trip Plan-
ning Highway Book that would contain several levels of information. It would include a
section for personal vehicular travel that would provide specific routing and miieage
options for numerous locations across the state.

Statements to road type are not enough. In addition, costs based on miles and travel
times should be included as well as road conditions which should be explained in
terms that directly assist the trip planner. Such information needs to be interpreted as
to impact on trip planning.

The bock should also include an identification of in-route support services such as
food, gas and lodging. Also, it would include the cost and scheduies of public ground
transportation options and possibly airline travel options, for comparisons to cost and
time of the personal vehicle trip ptan. Next, there should be an appendix section for all
trip routes that require use of the ferry system that provides estimated departure re-
quirements that would fit ferry departures.

Second, WSDOT would then have a most difficult task of finding some way to keep
the trip planning beok current through the use of bulletins, supplementary inserts, dai-
ly radio broadcasts, i.e., “This is your Highway Department with today’s updates to the
WSDOT Trip Planning Manual . . .” Third, WSDOT would have to ensure that access to
the trip ptanning bocks would be easy, a “one in every home —if you ever travel” kind
of concept. Fourth, people wouid have to be encouraged to use the publication via
promotional broadcasts. Fifth, the book’s structure would have to be very simpie to
use. Without these steps to encourage use, and to ensure that the information is cur-
rent, it would receive limited use.



Department of Fisheries would then augment the WSDOT Trip Planning Book (not with
its own publication) with licensing requirements, fishing opportunities, and any
associated trave! or fishing restriction information. It would have to be somehow cor-
related with the trip route options in the WSDOT book.

Department of Game & Washington State Parks and Recreation Commission would
provide the same kind of augmentation to the WSDOT Trip Planning Book as was
discussed for Fisheries.

The expense of the preceeding printed material scenario, not to mention the inherent
problems in making it effective, suggests that it is not a viable option. This example,
however, does provide a good perspective of what information is needed.
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Electronic and Graphic Information Systems

New electronic technology available today affords a high degree of communications
flexibility and range. The basic forms of this technology are familiar in the home, in
business, industrial, scientific, educational, and commercial broadcasting applica-
tions. These applications rely increasingly on computerized automation and data
management.

The communications devices used include data and word processing systems, video
recording and reproduction systems, closed-circuit television, high speed electrostatic
printers, various solid state displays and voice synthesis. Distribution techniques in-
clude radio frequency transmission, cabie systems, microwave links and teiephone
lines.

Although proven in other fields, these types of devices and distribution techniques
have so far found only limited direct application in public information programs. In this
regard, electronic communications components and systems appear as new
technological options to be considered as potential extensions of existing agency
dissemination systems.

The range of available technological options includes:

1. Display/Qutput Components & Systems
a. Video displays (cathode ray tubes —CRT's)
b. Eiectronic alphanumeric displays {solid state LED’s, LCD's, etc.)
¢. Television systems

(1) Cable TV

(2) Low power TV

{3) Videotext

Computer terminals

Voice synthesis telephone systems

Citizens Radio Service

Electrostatic printers (including laser technology)

So ~a



2. Communication Links
a. Telephone lines
b. Microwave links
¢. Dedicated cable hookups
d. Radio frequency transmission (RF)
e. Satellite communication
f. TV broadcast “piggyback’™ transmission (““flyback transmission")

Display/Output Components & Systems

Video dispiays (CRT's) are comparable to home television receivers, except that they
typically offer higher resolution (better picture quality) longer life, and greater reliabili-
ty. (Video monitors, special purpose units, are designed to accept direct video signals,
bypassing the broadcast tuner circuits that are standard in TV sets.} The range of im-
ages that can be reproduced on CRT’s is the widest of any display currently available:
alphanumeric, graphic, and photographic. Images can be shown in black and white,
multiple colors, or full color. Image sources can be videotape, videodisk, computer
disk or other storage devices, computer text or graphics generator, or live video
camera.

Video Display Examples Figure 2

" -March Calendar Of Events
" % Or« For Other Months

.-~ Entar Number For Selection

[,

"Date -, . :Location : 7--Descript'lon .

- 1. Wkends Yakims - Horsa Bacing
‘2 Whends - Kannewick Horse Racing :
3.3 - " -Gpokane -Boys & Girls State

© “B" Bashetball
- “Fournaments .
.. -Tacoma --Boys & Girls State -
) - .UYa pasketpatll
"0 s . " Tournaments
© .+ 'Spokana  -Custers Arts & oo
I . Traftg Show
* *Kennewlck Columbla Center .
. : -Boat Show :
D —
: . & Ta Scrotl Up - s
L% To Scroll Down . -7 - )

Alphanumeric
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Video Display Examples Figure 2 cont.

" Parks & Recraation Areas
£nter Number For Selaction

.- Northwest
SR 45T
ﬁ = S

7. For City Listing
8. For County Listing

Graphic

‘Welcome To Washington State
Press Start For information Categories

Photographic

Electronic alphanumeric displays are comprised of segmented characters or arrays of
dots, using either light emitting diodes (LED’s), fiquid crystal displays (LCD's), or gas
discharge or incandescent elements. These displays, all essentially solid state, are
noted for their tast response, long life and high reliability. The segmented types can
produce alphanumerics only; the dot array (dot matrix) types can produce simple
graphics in addition to alphanumerics. LED’s are available in several colors. LCD’s and
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other types can be colored by using filters in front of them. A major difference bet-
ween LCD's and the other displays is that LCD’s require an external light source. Im-
ages are computer generated, with characters, text, and graphics stored in computer
memory or peripheral storage devices.

Electronic Alphanumeric Display Eiements Figure 3

Segmented character elemen? for
electronically displaying letiers
and numerals. Can be LED, LCD,
or electromechanical device.

Display segments salectively
energized to create alpha
characters.

b 4
; 4

A continuous matrix of dots for electronically displaying ietters,
numerals and simple graphles. Can be an LED, LCD, or
electromechanical device.

dsasss

Display elements selectively
energized to create numerals and
letters. in these examples, the
numerals are single stroke 5X7
dot characters; the letters are
double stroke 6X7 characters.

Television systems are a means to reach the public through available video com-
munications channels. The output is a video image displayed on a standard television
set. Depending on the system used, images can be alphanumeric, graphic, or
photographic—in black and white or color. Distribution is by cable and/or radio fre-
quency transmission. The alternatives include;



Cable TV is in widespread use throughout the State of Washington. Installations offer
a choice of channels in addition to what is available from television stations in a given
area. Cable systems can carry photographic and computer graphic images in color.
And two-way communication can be carried over phone lines, providing an interactive
capability.

Low power TV (LPTV) is a new television service proposed by the Federal Communica-
tions Commission in September, 1981. Stations under this sanction will operate on the
same channels as standard broadcast stations but with greatly reduced power and
therefore a severely limited range. Low power stations will operate at 10 watts for

UHF, compared to the hundreds of thousands of watts authorized for conventional sta-

tions. Effective range will be approximately 25 miles, compared to the hundreds of
miles that conventional transmitters can reach.

The purpose of the low power ruling is to make television broadcasting more readily
available to local groups and individuals, especially for presentation of public service
programming. LPTV is intended to be community television. Low power stations can
be originating or non-originating (in terms of programs); they can be commerciat or
non-commercial. Full color pictures in motion and with sound are carried by LPTV
systems just as they are by conventional broadcasting, and LPTV technical quality
must meet established broadcast standards.

Videotext television information systems are in operation throughout much of Europe
and Canada and are now being tested in several parts of the U.S. These systems
display still color images generated usuaily by computer graphics systems. There are
two kinds of systems:

1. Teletext—a one-way broadcast oriented system which sends pages of information
that the TV viewer chooses as it goes by.

2. Viewdata—a two-way TV/telephone system which allows the viewer to request
specific information and to instruct the computer system to carry out a transaction
such as making a reservation, ordering merchandise, or transferring money.

Teletext is a broadcast oriented system. The information is sent by a television station
during the flyback time (blanking) in the video scan of regular TV programming. The
user's TV/terminal has a sophisticated processing capabitity allowing it to decode the
transmitted frames and grab the ones designated by the user. The frames are con-
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stantly updated from the broadcast stations. The teletext user does not interact with
the central computer, only with his or her local terminal. This system is limited in the
number of pages it can transmit in a practical time period. Typically about 800 pages
of information are availabie.

Viewdata uses the home telephone to connect the TV/terminal to a computer center.
The viewer selects the desired information either from menus or by requesting the
desired information with a keypad. The request goes over the phone line to the com-
puter, then the central computer sends back a page (or screen) of information.
Viewdata systems could have as many as 200,000 pages of information on line.

Example of Videotext Page of Information Figure 4
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Computer terminals allow interaction between users and information sources. Displays

are CRT's, black and white or color. Images are computer graphics, and limited anima-
tion is possible but not full motion. Selections, responses, and other user commands
are entered on the terminal keyboard, typically patterned after a typewriter keyboard.

Voice synthesis telephone systems provide information to callers using speech
generated by computer operated solid state devices. Voice sounds and intonation can
be sutficiently natural that they are difficult to distinguish from tape recorded
messages. A major advantage over tape recordings is that a wide variety of built in
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responses can be accessed instantly, allowing interaction with callers. Touch keys or
dials are used to code in user qustions and responses. Another advantage is that
system responses can be selected and automated by computer keyboard entry; no
recording, editing, or tape duplicating is necessary. Also, there are few mechanical
devices to wear out.

Citizens Radio Service uses Citizens Band Radic (CB) as a wide area communication
system to aid motorists. The primary value of this option is enroute emergency infor-
mation dissemination, helping agencies to meet their objectives associated with
emergencies. CB might be a worthwhile answer to this need, but its characteristics
and application would be of minimal assistance to the main objectives being
evaluated in this report, namely travel related energy efficiency, and more efficient use
of state resources.

Electrostatic printers can make detailed black and white or color hardcopies in a mat-
ter of seconds. These devices, similar to plain paper dry copiers, are faster than im-
pact printers, and can reproduce more complex graphics than the much slower pen
plotters. CRT graphics, as well as alphanumerics, can be reproduced on electrostatic
prints.
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Communication Links

Telephone lines in various grades can carry voice, data, and limited video signals.
Lines can be dedicated (leased} or non-dedicated (“dial up” or “ring down”). Dedicated
lines aliow a constant stream of information to be transmitted. Dial-up lines are used
for intermittent system communication just as they are for regular telephone calls, and
charges are less than for dedicated lines. Computer graphics and video images can be
sent over the same voice grade lines that carry ordinary calls. No special line equaliza-
tion or signal enhancement is needed. The only drawback is that the pictures must be
stills. Images can be in color, but motion currently is not possible. The major advan-
tages of telephone lines are their affordability and availability. Phone lines provide a
network already in place that reaches virtually every part of the state.

Microwave links empioy transmitters and receivers that send radio signals from point
to point without the use of lines or cables. Large dish-shaped antennas are used to
transmit and receive frequencies that approach the visible light spectrum. The nature
of these microwave frequencies accounts for the fact that, as with light waves, signals
travel only in straight lines; they wiil not follow the curvature of the earth. This line-of-
sight transmission charactertistic requires that antennas be placed in direct line with
each other. The nearly-light qualities of microwaves mean that they cannot travel
through the opague materiais that lower frequency radio waves can penetrate.

Microwave transmission can carry all signals that telephone lines will accommodate
(voice, data, video stills), plus full, real time video signals that are needed for motion.
Unlike telephone systems, microwave facilities are established only as they are need-
ed. And when established, they typically are dedicated to the use that prompted their
existence. Therefore, service cannot be leased from existing microwave networks. New
networking will require new microwave links.

Dedicated cable hookups can carry anything from limited data transmission to high
quality video signals, depending on the type of lines or cable used. A cable network, or
partial network, would require overhead or underground installation from every source
or distribution point selected to every intended destination point. As in the case of
microwave, there are no existing installations available for lease. New network
hookups wili require new network facilities.
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There are existing cable installations offered to numerous homes and businesses
throughout Washington State. These have been set up, and are continuing to be set up
by private firms primarily to provide subscribers with television reception or additional
channel choices that otherwise (through wireless RF transmission) wouid be
unavailable. There is at least some planned accommodation of public information
dissemination over these cable systems. The connections to private outiets and the
provision for public information suggest that these cable operations can be ap-
propriate extensions of a primary statewide public information network.

Radio frequency transmission can be carried through cables but is most often thought
of as wireless communication. in either case, separate channels are aliocated, defined
by the frequency or frequencies used. In the wireless mode, a finite number of fre-
guencies have been identified in the RF portion of the etectromagnetic spectrum. Na-
tional and international faw calls for government assignment and regulation of the
limited frequency availabilities to protect the public interest in this highly vatuable
resource. Most of the possible frequency assignments have been made, leaving
limited opportunities for acquiring additional rights to use of the "“airwaves”. Current
allocations include standard broadcast, marine, police, transportation, amateur, citizen
band, and emergency communication bands.

RF cable transmission possibilities are limited only by the number of cables instalied
and the capacity of each cable. It is possible for a single cable to accommodate the
full range of RF frequencies, making cable transmission vastly more expandable than

wireless. The drawback to cabie technology is the cost, and often the difficulty, of in-
staltation.

Cable systems require transmitters and receivers plus hardwire connections (includes
fiber optics). Wireless systems require only transmitters and receivers. Though
wireless transmitters tend to be more costly than cable transmitters, total cable
system costs can more than offset the difference. Fiber optics are also now a viable
option to standard RF cable transmissions, and for many applications could be
superior.

RF wireless applications inctude full power and low power broadcasting. As with cable
hookups, low power radio and television can be appropriate extensions of a primary
statewide public information network.
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Satellite communication is most appropriate for interstate as well as intercontinental
transmission. Earth stations beam signals to and receive signals from orbiting com-
munications receiver-transmitters that in effect act as reflectors, bouncing the signals
received to iocations as far as halfway around the world from the originating stations.
Microwave signals are used due to their line of sight characteristic which eliminates
the chance of causing interference in directions other than those specified. Because
of the relatively high cost of satellite communication and its special appropriateness
for tong distance transmission, it currently at least is not a practical consideration for
intrastate use.

TV piggyback transmission is a means to incorporate additional picture information in-
to the normal picture-sound signal televised by standard broadcast stations. A portion
of this additional information is inserted during a brief lapse in scanning between
each frame of the regular picture. This is the flyback time, the instant when the elec-
tron beam bombarding the inside of the picture tube moves abruptly from the end of a
scan at the bottom of the screen to the beginning of the next scan at the top of the
screen. The picture signal is blanked during flyback so that the upward trace is not
seen. The flyback/blanking portion of the TV signal is really no signal at all. It usually
carries no picture information, but it can. There is room to insert a very limited amount
of picture (no sound) compared to what is used for the regulariy televised images. So
tittle can be accommodated that a single still frame must be built up from a series of
fiyback transmissions. The stills that are formed are invisible except to special
decoders attached to TV sets. Piggybacking of stilt video information does not affect
normal TV transmission or recept.on.

Flyback transmission is the technology behind videotext systems. lts application in
the U.S. is currently so limited that its use as part of a public information system can-
not yet be considered practical. A significant limitation is the restriction to still im-
ages. Presentations are limited to lists and static diagrams without the ability to
overlay, animate, or otherwise dynamically highlight user-specific content.
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impact of New Electronic Information Systems

A review of the dissemination methods embodied in the new electronic information
system technology, and of its costs, suggests that this may represent the most feasi-
ble way to move closer to agency information dissemination objectives. The use of
electronics minimizes several of the problems inherent in conventional methods. The
information is much easier to update and keep accurate, easier to consolidate dif-
ferent sets of information and its capital intensive nature suggest the potential for
long run cost savings.

Reproduction devices, displays, and communications links that are fully or primarily
electronic contribute to three basic advantages over standard print, commercial broad-
cast, and public contact applications:

1. Flexible formats
2. Non-repetitive production/distribution processes
3. Dedicated channeis

Flexible Formats

Electronic systems provide a ready means to enter, revise and update the information
they handle. Both the data base and the manner in which the data are presented can
be easily manipulated by using electronic controls. Presentation can be altered in
terms of the type of output selected and in terms of the content and format used with
a given output. System controls include computer keyboards, light pens, and graphics
tablets. Keyboards, patterned after electric typewriters, provide a means to enter
alphanumerics and some simple graphics into a system, and to control system func-
tions. Light pens and graphics tablets enable images to be drawn on display screens
or other digitizing surtaces for storage and subsequent display.

Non-Repetitive Processes
Electronic dissemination allows information changes to be made up to the time of

presentation, even during presentation if necessary. Changes can be made over and
over with limited effect on dissemination costs. When partial information changes are
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needed, only the changes are dealt with while the remaining content is left alone.
Since the electronic system can produce hardcopy when required, system hardcopy is
produced from the same data base that supports CRT's and other displays, hardcopy
output is automatically updated in step with display output.

Dedicated Channels

Electronic distribution costs are primarily a matter of initial facilities capitalization.
Once in place, a system delivers information continuously with only minimum addi-
tional expenditures required, in some cases for ieased lines and also for routine
system maintenance. The number of times information is transmitted has no cost im-
pact.

-An electronic distribution system dedicated to agency use would be a dependable,
controliable, always available means of public information dissemination. Channels
could be directed to key outlet locations with the assurance that atl necessary infor-
mation and updates could be delivered without conflicting with operational budget
constraints.

Further Considerations

When current methods of information dissemination were reviewed, several of the 11
basic dissemination considerations were discussed, such as Targeting, Content, ease
of Consolidation, ease of Distributing, and ease of Updating. The following is a review
of those same considerations for an electronic information system.

Targeting

Electronics afford a wide margin of seiectivity. Individual needs and specific cir-
cumstances can be targeted by easily modified preprogramming. Dissemination can
be matched to a current situation, then as new situations arise, adjustments can be
readily made to maintain targeting effectiveness. Both content and emphasis can be
manipulated to advantage.

Where means are provided for public interaction with the system, selectivity ¢an be
user controlled. information output can be taitored to individual needs upon request.
Sorting and identification of information details are reduced to a few simple selections
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made from a brief set of choices listed on the displays. The system does the bulk of
the work. The public is never confronted with the full maze of information possibilities.
This query-related process puts public contact with the information program on more
of a personalized basis, thereby upgrading both efficiency and effectiveness.

Content

Electronic systems can accommodate a comprehensive amount of information without
creating a dissemination overioad. With electronics, information storage, processing,
and distribution can be handled selectively. Content is consistently deait with in a
piecemeal fashion, rarely as a whole. There never needs to be a concern about
publishing everything at once, only what is needed at a given time. Additions, dele-
tions, and revisions are made as they are needed.

From the public point of view, there is the advantage of having a full set of informa-
tion available at once, that is always available for review, in whatever depth is
necessary. A widely variable range of output is possible because of the flexibility of
electronic information processing. This flexibility virtually eliminates concerns regar-
ding overwhelming the public with complexity or failing to provide them with sufficient
detail.

Consolidating

Combining information from separate agencies into a single package is a practical ap-
proach given an electronic system to aid assembly, organization, and dissemination.
The flexibility that makes a single comprehensive set of information reasonable also
makes the consolidation and coordination of muitipte sets reasonable.

From the agency standpoint, total volume is stratified. Each agency’s information set
is just as accesshile as every other set. Yet various combinations can be put together
instantly for internal review and processing or for output to the public.

From the user’'s standpoint, information combinations are presented that answer a full
set of questions related to a particular need, regardless of which agencies are called
upon to supply the information. In the case of video displays, specific information can
be superimposed over a base set of information.



As an example, a video response to a request for salmon fishing information might be
composed of three levels of overlaid information:

1. A portion of a state highway map
2. The designated fishery boundaries
3. Regulations in effect and other relevant instructional/directional information

The highway map, the base element of information, would show the latest road condi-
tions along major state arteries, including any closures and recommended detours in
effect. This information level and the primary directional information in level three
would be provided by and updated by WSDOT. Fisheries information in levels two and
three and secondary directional information in level three would be the responsibility
of the Department of Fisheries.

Actual levels would not be apparent; the viewer would see a composite image in-
cluding graphics and inserted alphanumerics. Questions asked about other activities
would result in other selectively overlaid presentations, in most cases a base map
again with varying added information depending on the subject. A succession of im-
ages would offer additional details regarding regulations and directions if necessary,
and locations and descriptions of goods and services.

Distributing

There is no system cost related to repetitious use of electronic systems, since the
cost is in data gathering, storing, and creating the electronic system itself. Transmis-
sion costs are only the power to send the signal. Distribution frequency can be taken
to the maximum without need for increased labor or materials. Increases in distribu-
tion reach require additional outlets which may mean increased capital costs, but
once established, these outlets can be used repeatedly without further affecting or on-
ly nominally affecting costs.

Updating

The cost of keeping electronically disseminated information current can be cost effec-
tive. Alphanumeric updates are easy to make, requiring minimal labor. New entries are
typed on a keyboard and then a few additional keys are used to add instructions regar-
ding disposition of the entries. Graphic updates require more effort, but stiit the in-
volvement can become routine with proper training.
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An important advantage offered by electronics is the ability to update selectively.
Regardiess of when revisions are needed, they can be handled easiiy—item by item,
agency by agency. There is Ittle advantage in walting for changes to accumulate; there
is no need to reprocess unrevised information.

Formatting

An important ingredient in the electronic system is the use of graphics to assist
travelers in visualizing location and positioning of geographical relationships and
travel distances. Graphic content also aids mental imagery which contributes to effec-
tively promoting state resources to the visitor.

Graphic presentation is an outstanding directional aid for all three categories of
traveler information, that is Routing, Goods and Services, and Destination.



Impact of Consolidation

As already mentioned, the Research Report shows that all agencies are involved in

trave! or travel related information dissemination. The value of each agency’s informa-

tion is, therefore, enhanced when it is provided in conjunction with the information
from other agencies.

An approach that seems to offer a series of benefits is consolidation of their public
communication processes. If duplicated production efforts and parallel distribution ac-
tivities could be reduced or eliminated, more comprehensive programs could be car-
ried out without necessarily increasing costs. Also, if multiagency information were
provided through a single source with common outlets, a more complete picture could
be made immediately available to the public, increasing effectiveness and actually
lessening overall demands on information programs {less fragmentation, less confu-
sion—leading to less frequency of need). Correlated to this approach is the use of
technological advancements to aid consolidation. An automated system for instance,
with built-in electronic communication channels would facilitate management of a
combined program, provide more assured public access and quicker response to
needs, and would curtail additicnal labor costs. Before ideas regarding electronically
operated systems are pursued, however, there are consolidation issues to examine.

For consoclidation to be reasonable, there must be a functional relationship among the
individual agencies’ public information goals. The connection can be (1) consistency
of purpose, (2) message reinforcement or cumulative effect, (3) time and place coin-
cidence, (4) shared audience, (5) interdependency or interaction of information con-
tent, or any combination of these relationships.

Although the agencies considered here are diversified, they do share some significant
common ground. First of all, most if not all of the public information they disseminate
is aimed at a composite public category: TRAVELERS. This category, often considered
the reaim of WSDOT, DCED, and the State Patrol, generally is not thought to be align-
ed with other agencies. What must be remembered is that almost all users of state
facilities and resources are also travelers. Travel, therefore, is regularly affected by the
policies, procedures, and information processes of an assortment of the state's gover-
ning bodies. In this regard, then, travelers are viewed not only in a generic sense, as
people on the move, but also in a number of specific senses related to activities
throughout travel and at the cuimination of travel.
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A more complete definition of traveling is especially useful when considering trips that
involve stopovers and/or activities away from home, office, or other known local
destinations. In these cases, travel needs and, therefore, travel information re-
quirements, go beyond basic directional, regulatory, and goods and services
categories. Because most state managed destinations are remote from major popula-
tion centers, most travel to those locations is extensive enough that further informa-
tion assistance is necessary for assurance of safe, successful trips. When this
relatively distant, activity-related travel coincides with an agency jurisdiction such as
fisheries, game, or state parks, the value of information consolidation becomes ap-
parent.

Several interagency relationships are implicit within the framework of the TRAVELERS
category:

1. Consistency of Purpose

All agencies are united in a commitment to increase travel efficiency and improve
the use of Washington State resources.

2. Message Reinforcement

Information provided by W3DOT directly correlates to the lesser degree of informa-
tion provided by other agencies. There is a beneficial cumulative effect among the
energy, resource, and regulatory messages distributed by the agencies.

3. Time and Pléce Coincidence

Need for information from one agency regularly corresponds to a need for informa-
tion from one or more of the other agencies. The time and place of these needs is
often coincidental, suggesting a benefit from common access.

4, Shared Audience

Target audiences are variously shared by pairs and groups of agencies due to
public information needs that overlap agency jurisdictions. A point of reference
common to all agencies is “the traveling public.”
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5. Information Interaction

Conditions, regulations, and other provisions reported by an individual agency otten
affect situations reported by the other agencies. An example of informaticn in-
terdependency: avaitability of routes, facilities, and goods and services.

The following, Table 11, summarizes the objectives of consolidating agency informa.
tion dissemination activities.

Consolidated Objectives Table 11
Reduce/inhibit Increase/Promote

Use Of Fuel Economic Develpoment

Length Of Travel Tourism

Compiaints Satety

Disappointments Convenience

Unlawful Practices Approved Procedures

Effective, Use Of Facilities/Attractions
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Previous sections of this report have identified state agency responsibilities and objec-
tives, have made findings as to the information dissemination options available, have
concluded the advantages and disadvantages of each, and have used these findings in
order to come to a recommended course of action. This section contains a relative
benefit analysis of those findings and conclusions which places some degree of quan-
tification on the advantages and disadvantages of the different dissemination options.

This section’s analysis is an evaluation of the relative benefits between courses of ac-
tion. This analysis is not, therefore, an engineering economic selection study between
two or more alternative solutions. The kind of infoermation for a quantitative cost ver-
sus benefits analysis generally found in an engineering economic selection was not
available for this type of project.

Dissemination Alternatives

Agencies currently use the following six information dissemination procedures in
order to meet information dissemination requirements:

1. Mailed Printed Materials (Direct Mail)

2. Picked Up Printed Materials (Pamphlets/Brochures)

3. Fixed and Quasi Fixed, Hand Changed Signing (Variable
Message Signs such as the Ferry Signs)

4. General Audience Video Broadcasts (Advertising Compaigns)

. General Audience Audio Broadcasts (Press Releases)

6. Specific Audience Audio Broadcasts (Sno-Line, HAR, etc.)

o

In addition to traditional procedures are new procedures identified by the research
conducted for this project. This research indicates that agencies could now also use
computer processed and accessed information systems. This new technology
generically provides:

7. Interactive dissemination processes
8. Variable information through computer video graphics and video pictures
8. Computer access to, and generation of traditionat information procedures
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The options for expansion of information are:

1. Expansion of traditional methods.
2. Application of the new electronic dissemination procedures along with the em-
phasis change and consclidation approach.

Each alternative is evaluated in light of the procedures that each step would use and
how well the result would enhance meeting the information dissemination considera-
tions identified in Chapter |li. The evaluation looks at both current and long run im-
pacts. In most cases, the conlusions are generalities where specific dollar costs are
not possible. Consequently, this relative benefit analysis, for the most part, will have
to be gqualitative and subjective in nature.

The basic goal for an electronic system has to be in-home access to information.
Such a goal can be realized if the state begins to establish its legal access and com-
mits the funds necessary to develop such a system soon. [f realized, there will be vir-
tually complete public access through telephones, computers and television sets
within the state, the single responsibility being to keep accurate information at major
geographic centers throughout the state. It must also be understood that some ex-
isting information dissemination techniques must be kept even if electronic systems
are installed. The principal cost benefit in going to electronics is in the need to ex-
pand public access to information.



The Existing Approach

Information
Management
Consideration

I. Identification and
Gathering of Raw
informaticn

Il. Intormation
Manipulation,
Formatting
and Storage

ill. information
Dissemination

IV. Information
Upagate

V. Information
Access

Relative
Benefits/
Opportunities

Needs are known

(1) Provide for staff
review

(2) Easy to communi-
cate between
cooperating parties

(1) Provides reference
materals

{2) Flexibility in access
once disseminated

{3} Provides atiractive
presentation of
materiais

Information is in
traditional. familiar
forms

Relative
Problems/Cost
Inetficiencies

(1) Time and staff
consumption
{2} Data management

{1} Misplaced in-
formation

{2} Redundant
coilection

(3) Costiy to revise
(4) Difficutt and
costly to manipulate
and analyze

{1) Stow. not timely
{2) Low reliability

of reaching target
audience

{3} Ditficult to coor-
dinate between
agencies. therefore
redundant information
and costly dupli-
cation of effort

(4) Very few cost
efficiencies with
expanded coverage
(S} No ¢hance of
satisfying a majority
of public need

(1) Redundant printing
of unchanged
information

(1) It is often
ditticult for user to
secure information
{2} Source of partic-
ular information is
often unknown or
unclear. User must
go several places

Table 12

Impact

(1) Costs are known
(2} Easly influenced
by budget cuts

High and visable
costs results in
reduced effort

(1) Traveler following
incorrect. unwanted
Or unnecessary

routes of travel

{2) Unintended vicla-
tions of restrictions,
requirements and
regutations

{3) Unnecessary iraveier
inconvenignces

and hazards and lack
of preparedness

4} Missed recreational
activities or use of
conveniences

{5) Tendency for prod-
uction/dissemination
quantity to be held
down and use of good
intormation discouraged
{6) Unnecessary
complaints

{11 Migher costs

2] Also leads to
impacts {11.(2.(3},

(4} and (6) ot Hil. above

Creates the tend-

ency not to use

which {eads to impacts
(11.42).(31{4) and (B)

of 11l. above, even
thaugh the irormation
is in traditional,
tamiliar forms
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The Electronic Approach

information
Management
Cansideration

i. Igentification and
Gathering of Raw
information

il information
Manipulation,
Formatting
and Starage

I Information
Dissemination

IV information
Update

V. Information
Access

Relative
Benefits/
Opportunities

Use of electronic
network for data
gathering

{1) Electronically
stored

(2} Redundant col-
fection greatiy
reduced

(3} Eiectronicalty
maniputated and
verified

(1) Very fast dissem-
ination

(2) Can have high
reliability of reaching
target audience

(3) Virtually eliminates
duplication of effort
(4) Large cost effic-
iencies with expanded
coverage

(5) More public access

(1} Zero redundancy
necessary
(2) Updates can be
immediate

{1} intormation will
eventually go to user
with in-home access
{2) Source of informa-
tion will be clear

and found in the
home or in a state
jotation

Relative
ProblemsiCost

' nefficiencies

(1) Needs are not
completely known
{2) Not alt state staff
are mentally or tech-
nically ready

(1) Staff training

(2) System breakdowns
{31 Change in some
information formats

(1) Not all people

will have immediate
access

(2) People will need

te learn how io access
infermation

(3) Printed reference
materials are

limited

Added stale
responsibilities

(1} Information is in
less tamiliar non-
traditional forms

{2} Source. i.e. access
sites, requires more
positive action by
the public

Table 13

Impact

(1) Reduced cost for
information gathering
(2) More recent data
(3) Danger of hidden
COSts

More efficient
agency information
rnanipulation format-
ting and storage
costs

(1) Improved. energy
efficient travel

2) Improved enforce-
ment of restrictions,
requirements and
reguiations

(3) Improved traveler
preparedness for
hazards and less
inconveniences

{4) More and better
use of state resources
{5} Expanded guantity of
information. This will
lead to lower

relative costs

(6) Fewer complaints
(7) Better service to
public

(B) For an extended
period of time. both
existing and electronic
systems will need to
be maintained

(1) Can reduce the
cost of information
updating

(2) Also leads to
impacts {1}.{2).(3),
(4) and {6} of 1IN
above

{1} Information wikt be
much easier 0 use
and understand which
would tead to
impacts (1),(2).(3),

{4) and (6) of 1.
above

{2) Public may have
some resistance 1o
using
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Summary

Information
Management
Consideration

VI. Summary Effect On
Information Quantity, Quality,
Usability Content and
Operating Costs

Existing Approach

(1) Quantity, quality content
and usability is less than
with electronics

(2) Missed agency goals

(3) Little creation of energy
efficient travel and tower
than possible use of

state resources

(4) Cost inefficiencies in

data gathering. maniputation,

tormatting storage. dis-
sarination, and updating
(5 State staff is familiar
with current methods

(6) The public expects
certain existing materials

Table 14

Electronic Approach

(1) Better quantity, quality, and
more cost effective

{2) Electronics would have the
capacity to do many new
things at no additional cost,
beyond those for increasing
the use of state resources,
creating travel related energy
efficiencies and creating
cost efficiencies

(3) Electronics could be a
revenue generator for

the state

(4) Electronics allows for
customized service

{5) Electronics would greatly
increase and enhance the
public image and the real
and public perceived value
of the agency’s informaticn
dissemination work, thus
encoeuraging better funding
of agency operations

(6) Requires a larger fixed
non-reversible dollar com-
mitment

(7) Reguires more planning
and research than traditional
methods

(8) Public acceptance is

not known

(9) Public education program
will have to be undertaken
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Using New Electronic Techniques

New technological options involve some form of computerized data processing coup-
led with electronic information dissemination. The flexibility and capacity of a com-
puter/electronic system could make one system capable of handling many of the
needs of the state. Consequently, in terms of economic benefit, the consolidation ap-
proach is the way to apply this analysis, i.e., one system to be shared by all agencies.
It shoutd not be interpreted that this alternative necessarily means a centralized com-
puter system, which houses all data from all agencies, with each agency accessing
some kind of central data base. in the current age of the greatly expanded capabilities
of decentralized microprocessors, linked by communication paths, the targe centraliz-
ed systems have varying degrees of applicability.

The existing approach to public information dissemination is based principally on
printed materials and staff time. It should also be noted that if dissemination is to be
expanded, these two areas are the most logical choices if alternatives are not
developed. Printed materials and staff time increases and carries with them an almost
proportionate increase in operating costs, while the electronic approach affords the
possibility of increasing dissemination without proportionate increases beyond the in-
itial investment. Electronic systems can provide not only zero cost change over the
producing life of the system, but the absolute doliar cost of computer systems per unit
of information disseminated is falling each year.

The state electronic information system, to be practical, must be founded on the struc-
ture of the state providing electronic access in key areas. People will either travel to
the state location, or remotely access the data from the state computer(s} through
telephones, computers or cable TV. Such a system expands public access to accurate
information, yet places dissemination responsibilities largely in the hands of the user.
There are three principal cost issues that must be addressed in order to evaluate the
practicality of this goal. First, is the cost of developing the hardware and software for
such a network. The second is the cost to maintain the system —staff and hard-
ware/software. Finally, what the costs will be for sending information from Olympia to
the key information areas.
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Developmental Costs

If the state agrees that the lack of information is preventing the public from receiving
necessary information and that the lack of same is having adverse economic etffects,
then the electronics alternative is worth pursuing. Based upon our evaluation of the
agencies we interviewed, they have such a low financial commitment to information
that an electronic system cannot be justified by reducing current operating costs. On
the other hand, even a moderate expansion of existing systems does not seem war-
ranted without serious consideration of electronic alternatives.

As mentioned previously, the goal of a state electronic system is to provide citizens
and visitors alike with electronic information from their home, motel room, and at key
state locations. Technically, the system requires that the state deliver information at
certain locations in the state and then interface that data with remote peripherat elec-
tronic equipment located in that area. The peripheral equipment includes walk-in ac-
cess stations on state property, home and business computers that can communicate
with the state equipment, the telephone, which can deliver voice synthesis responses,
and interfaces with cabie and broadcast TV stations.

The costs for the state are to provide the data to major information centers. The
dissemination or access to the data becomes the users responsibility. Costs for a
system that can satisfy the needs of the agencies involved in this project fall into
three phased actions.

1. An information center located on existing state property where some information is
updated remotely and other data requires a local effort. Base system, $250,000 and
$60,000 per information center. (This is outlined in Chapter V.)

2. System modification at the remote information centers which allows local
telephone, computer and television interface. $20,000 to $50,000 per site.

3. A statewide communication network which aliows all updates from Olympia and
carries other state agency data. The costs for this portion of a system wilt have to
be determined at a later date.

The cost of state information centers will vary to some degree based on the popula-
tion in the area. The variable is the number of user stations made available and the
number of peopie that can remotely interact with the state data base at one time. This



means that a system in Seattle may need to be larger than a Yakima site. At this
point, however, without actual use data we are estimating the need for 21 systems
located at strategic points in the state for comparative purposes.

It should be noted that the emphasis of the information system is based on point of
origin and key intercept points. Therefore, we are not recommending that remote areas
such as “rest stops” be the principal point of information storage. We do see,
however, certain rest stops as being users of the information located at the informa-
tion center areas.

The following information centers are based on population statewide coverage and an-
ticipated use. To expand the system beyond this list is most likely not to be cost ef-
fective unless phase 1ll, networking, is put into effect. With a sophisticated networking
system, the costs to add !ocations will be reduced to make it practical for smaller
communities to receive information locally as well. There are also other ways for other
state agencies to carry some public information in these smaller communities if
necessary.

Information Initial Information Initial
Storage Sites Costs™ Storage Sites Costs*
Aberdeen - 3 80,000 Renton $ 80,000
Anacortes 80,000 Seattle 200,000
Bellevue 100,000 Shelton 80,000
Bremerton 80,000 Spokane 80,000
Centralia 80,000 Tacoma 80,000
Ellenshurg 80,000 Vancouver 80,000
Everett 80,000 Walla Walla 80,000
Kennewick 80,000 Wenaichee 80,000
Moses Lake 80,000 Yakima ' 80,000
Olympia 80,000

Port Angeles 80,000 Total $ 1,820,000

*Initial costs are based on equipment being located in existing state facilities. No
housing costs for the equipment has been budgeted. Above costs do inciude limited
local remote access to state information centers.
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Maintenance Costs

The costs to maintain the system fall into two areas. First, state staff time to keep the

information up to date, and second, the costs required to maintain scftware and hard-
ware.

There will be no additional state agency staff time required to maintain the electronic
information data base unless the level of information is dramatically increased. It is
expected that the electronic system will not only keep a lid on existing costs, but
couid even marginally decrease operating costs. With an electronic system, a consis-
tent public information program can be undertaken with minimum operating expense.
Further, it is anticipated that existing staff can be trained to update information within
the electronic system.

The costs to maintain hardware and software for a system like the one proposed here,
will be approximately 10 to 12 percent of the total project cost per year. Therefore, a
$2,000,000 state project will run approximately $200,000 per year.

Networking Costs

The means of communicating from Olympia to the remote information centers
throughout the state is a facior that must be considered. While the system outlined
here can use telephone lines as the iink between centers, it is the expansion of effort
that must be considered now. Networking is concerned with two areas. First, the
means of getting from Olympia to the state information centers, and second, getting
information from these centers to the public.

First, the system outlined in this report can adequately be updated by telephone line
with {ittle or no added costs to the state. Existing phone connections from Olympia to
state offices can be used and time required for updating will be small. The justifica-
tion for expanding to a more sophisticated communication link will have to be justified
by the state deciding to carry all state related communications on its own or a leased
high technology network. This is an option that should be given serious consideration
because of limited availability of links that can be issued by government agencies.
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Access from the state information centers to remote sites will take place principally
through telephone, cable and broadcast TV links. The telephone line will serve as a
link for voice synthesis responses, other computers, and in some cases the home
television set. By the state providing a local or regional call or even an 800 number,
the public can have access 10 necessary information at a cost savings. With the
telephone as the link, there are limitations to the types of images that can be transmit-
ted. Alphanumeric messages and some simple computer graphics can be sent.
Photographic or moving images, via telephone, are not practical at this time. The cost
factor for the state for telephone access is limited and, therefore, has not been con-
sidered as a cost factor for this project.

Second, through cable, perhaps broadcast TV interfaces, the state can deliver two-way
communication to remote sites. The image quality and flexibility with cable can be
every bit as good as the information being provided at the state information centers.
The image quality with broadcast TV “Viewdata" is limited to simple graphics and
aiphanumeric messages. The cable TV and telephone links will be the most important
state links in the network, primarily because of availability and voiume. The typical
new cable TV franchise provides for a number of two-way communication links and for
a number of public service channels. While there is not much the state can do with
the telephone, there is much that can be done to secure cable TV access. The state
should, either through negotiation or legislation, secure a to-be-determined number of
channels for public information. There is limited, and perhaps no costs, for a cable
franchise to add this feature to its own network. It is important to undertake this effort
now in order not to be locked out later for technical or financial reasons.

If local broadcast stations are willing to carry state information on their “'Viewdata”
channels, we certainily do encourage it. If “Viewdata" is to grow in the U.S. it will have
to be a financial success. Because of its limited capacity we doubt "“Viewdata” can be
counted on for long range needs.

The state needs to initiate action in the networking area. There will be limited
operating costs associated with remote access if the state secures its position in the
market. If too much time passes before activity, costs to lease space will be pro-
hibitive because of the capacity need to secure public access. We have not budgeted
networking costs as pan of this project.
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Cost/Benefit

The costs of the 21 statewide information centers is in the $2,000,000 range with an
annual hardware/software maintenance cost of $200,000. Applying an electronic pro-
cessing industry capital life assumption of 10 years and an interest rate of 15 percent,
the annual operating costs would be around $500,000 per year, including maintenance.
The costs of the electronic system must be compared to the alternative traditional
methods. The cost question must also consider whether an expenditure of this kind in
any form is needed.

The cost comparison between electronics and traditional means can be drawn if
public information is to be expanded from its present level. There will always be a
need for people to prepare the information and for printed materials to be made
available. The costs to expand the traditional telephone or printed material programs
is relative to the degree of expansion. The commitment level can grow to whatever
level the state were to let it. It is safe to figure that each telephone call will cost the
state one dollar to three doliars in staff time alone. Each piece of custom literature
sent will cost between 50 cents and one dollar to process and distribute. For example,
the Secretary of State Office for the State of Washington spends in excess of $400,000
for their voters information pamphiet, which is mailed to the 1,800,00 households in
the state. This represents one mailing of the same piece of literature to all state
households. There is no point in considering the costs of a major expansion of tradi-
tional information methods.

The second issue is whether or not a major expansion of information access is need-
ed. It can be argued that people are "“getting by” without it, so therefore it is not need-
ed. The principal purpose of an expansion effort has to be either to save the state
operating costs or increase revenues. Because this kind of project has never been
undertaken before, it is not possible to site direct parallels. But we can look to the
private sector and o other related public service fields for direction. The communica-
tion explosion is taking place not because it’'s a new gimmick, but because it saves
businesses and people time and money. New technology saves money because it pro-
vides information in a timely, easy to access and accurate way far more efficiently
than traditional means. By being more efficient it saves in labor intensive efforts. By
being meore timely it helps avoid errors, and allows better decisions. Because it's easy
to access from the home, business and other areas, people can gather consolidated
yet pointed information when they need it. Real time updated information allows peo-



ple to avoid mistakes before they happen and by being more aware of opportunities,
they spend their time doing what they enjoy rather than iocoking for things to do. As a
resuit, airlines have been able to reduce operating costs and provide their customers
with more convenient services. Public transit agencies have been abie to reduce
operating costs and increase revenues. Businesses have cut down on travel expen-
ditures. The reasons list can go on to include virtually all types of businesses in the
United States.

The largest revenue opportunity for the State of Washington is in increasing residemt
and tourist travel expenditures. This state does not have the central attractions, e.g.
Disneyland, that other states have. Washington offers any number of interesting,
scenic, northwest, cultural and participatory activities. Washington attractions tend to
be small and personal and are spread all over the state. Tourist doflars will soon be
this states second largest industry which accounts for 2.4 billion doltars annually in
Washington State. An information system that costs $500,000 a year that can en-
courage people to stay longer and spend more won't take long to more than pay for
itself.

As menticned previously, reductions in current operating costs for the exclusive pur-
pose of providing public information is not likely to account for a $500,000 annual sav-
ings. The straight reductions on personnel and materials could easily run in the

$100,000 to $150,000 area. if the system is, however, expanded to include the transmis-

sion of other state agency data and include operational and public information data,
the cooperating costs conclusion would be much different. We cannot guantify the
economic impact of reductions in energy consumption, law enforcement and
maintenance that wilt occur from a statewide information system at this time. The on-
ty way of measuring these types of impacts will be to demonstrate the system, then
analyze results.

Considering quality issues, attempts to “‘quantify” quality in terms of units of benefit,
does, of course, involve a great degree of subjectivity. To be a worthwhile input into
decision making, these must relate to “significant” quality distinctions in terms of
perceived customer value or operational benefits. Quality is a measurement of essen-
tial characteristics or attributes that may not be considered under the typical
cost/benefit analysis. In this case, however, the state has the responsibility of pro-
viding the public with information. Therefore, it is responsible to consider
characteristics like usability, content, customer impact and reliability. In considering
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these characteristics for this study, one significant point emerged. The quality of infor-
mation dissemination is fundamentally dependent upon how easy it is to access and
how timely and accurate it is. An example of costly and irritating impacts are when
conflicting information about road conditions on a mountain pass, or a message to a
traveler that an open recreation spot was closed and a closed one open are provided.
A conceptual example of quality is a TV monitor readout of a strip highway map com-
bined with a highway construction report showing the availabiliiy of hotels, motels,
recreational areas, and fishing conditions at the available recreational sites, all provid-
ed in the home. Such a package of information would create multipie benefits to both
user and state agencies that would not exist if this information were not so packaged.
It would facilitate and enhance energy efficiency, better utitization of state resources
and provide a positive feedback to cost efficient joint venture operations between
state agencies and the private sector. The state has enough population. The subject is
now complex and important enough to conclude that traditional means of information
dissemination cannot provide guality information according to today’s standards.



V. Specific Applications in Washington State— . 64
Conducting a Demonstration Project

Previous chapters have concluded that an electronic information system could be a
cost effective dissemination method. However, since an electronic system like the one
needed does not exist, it is recommended that a pilot project to further test the
feasibility of such a system be undertaken. This chapter discusses what should be
considered for such a pilot project, and identifies its basic characteristics and ex-
pected results. The second part of this chapter expands from the considerations
related to the pilot project, into a discussion of the main considerations affecting a
statewide application of such a system.

A Pilot Project

The pilot project’s primary mission is to test public use and acceptance and the ability
of several public agencies to coordinate their dissemination efforts. Technology that
has proven to be reliable and useful in other applications is available for a pilot pro-
ject.

Project Purpose
A pilot project must be influenced by the following purposes:

* Measure resident and visitor use

* Measure economic impacts

* Establish interagency working relationships

* Create public awareness

* Satisfy the needs of the user and state agencies
* Provide data to complete a cost benefit anatysis

Information Contributors

All agencies should be encouraged to be information contributors. As this report has
discussed, the greater the joint participation, the better the application. In particular
the following agencies should participate:

* Washington State Depariment of Transportation
* Department of Commerce & Economic Development
* Department of Fisheries
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* Department of Game
* Washington State Parks & Recreation Commission
* Others if able

Information Formats

The information provided to the public must be deveioped from the users’ point of
view. Therefore, information must be consolidated from alj cooperating agencies and
b2 provided as an integrated information system. Further, the delivery must be precise,
yet comprehensive.

In order to accomplish a pilot project, the following system characteristics need to be
provided:

* Provide consolidation information based on user needs.

* Provide accurate, up to the minute information {real time data).

* Allow multiple user access to data base.

* Must be easy to use and easily updated.

* The system must provide visual images in alphanumeric, computer graphic and
possibly photographic forms. Audio and hardcopy features shou!d be able to be ad-

ded to the system.

* The system shouid be expandable to allow maximum remote public access to the
same data base.

Electronic Alternatives Available for a Pilot Project

The type of electronic information systems available are discussed in Chapter Iil. The
principal user form for a statewide information system has to be a TV monitor. The
monitor is the only form that can generate the complexity of information needed at g
reasonable speed. QOther peripheral technologies such as large scale displays, hard-
copy printers and voice synthesis features can be added, but will not serve the prin-
cipal roie in a state system.
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The next decision has to be the means and costs of getting information onto the
monitors. Costs are greater for a full color rather than black and white system. In-
creases in cost also occur when a system provides computer graphics and
Photographic images in addition to alphanumeric messages. To test the fow end of
the spectrum, a black and white ailphanumeric system, which could cost 60 percent of
the more compiex system, is not recommended. The nature of the data being provided
dictates a color system with full capabilities as the principal format. There will be peo-
ple who can access the same data base in a simpler form, but it shouid not be fimited
during the pilot project phase.

The goal for public access to the state information system is to ultimately provide in-
formation into every home and most businesses in the state. The accomplishment of
this goal relies on the placement of data in key information centers throughout the
state, which will aliow the public to request information needs. The only practical way
to begin this process is to locate information on state property and disperse data to
users (individuals, cable and broadcast TV stations) in the area, It js important that the
State place tight control on the data during the piiot phase. After the system is runn-
ing correctly, it can then be opened up for more access.

Pilot Project Locations

The most desirable locations for the pilot project would be places having concentra-
tions of people with immediate need for a variety of travel rejated information. This
project is best tested in such an environment, especially when the people using the
System are visitors and unfamiljar with our state. If the system can provide its
usefulness under such conditions then it wouid appear worthy of expansion to more
use by residents of the State of Washington. Therefore, the recommended iocations
are at key points of entry. These locations will also have the most immediate impact
Oon increasing state revenues.

State Information Centers:

* Spokane

* Vancouver

* Bilaine

* Olympia

Sea-Tac International Airport



System Characteristics

* Color TV monitors

Systems capability must include full color, alphanumeric messages, photographs
and computer generated graphics

* User keypad

* Hardcopy alphanumeric printers

* Up to the minute information from Olympia

The Demonstration System Figure s

;l?."i\‘

e . < —

Siate
Agencies

Data Coliec;ion

The pilot project system must be able to collect information by recording the following
types of information:

* Number of users (by day and time)

* Programs used (completed and partial)
* Demographics of users

* Satisfaction of users
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Pilot Project Costs

There needs to be two phases to the pilot project. The first phase sets up the base or
first operating system. This phase organizes the data, develops the software and hard-
ware, trains staff and debuggs the system. The second phase moves the system into
public use. It is estimated that the following budgets will cover the pilot project.

Phase | —Base System, $250,000
Phase Il — Public Sites, $60,000 per site

The project time allowed for Phase | shouid be four to six months. Phase Il can occur
concurrently, or follow after Phase | evaluation. Phase Il wili require an additional four
to six months, if it follows Phase .

A Statewide System

The pilot project’s purpose is to demonstrate the public acceptance of computer
generated information. However, the best cost/benefits will come if a statewide
system with multiple points of public and state agency access is created. There are
three considerations that follow the pilot project. First is expanding access to more
state areas. Second is expanding the public access te the information center's data
base. Third is deciding on the communication network which will connect all these in-
formation centers. The decision on expansion to other areas needs to wait until after
the pilot project evaluation. The work on public access and networking can begin once
the decision to proceed with a pilot project has been made.

The two principal means of access by the public to the information centers wil| be
telephone lines (computer to computer) and cable TV (state information center to
cabie TV transmitter to home). The growth of the small computer industry is tremen-
dous. Each computer that has the ability to communicate beyond itself to remote sites
can tap into the state system. There is really nothing that needs to be done about this
expansion except plan to allow remote access. '

The situation with cable TV franchises is different. The new cable installations include
40 to 105 channels and provide for two-way communication on some of these chan-
nels. Two-way communication aliows the user, from their home, to capture selected
information or query a remote data base to shop, bank, be entertained and hopefully
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gather public information from the state. With each franchise the municipalities and
states involved must approve licenses. Typically, each issued ficense today includes a
number of public use channels. The state needs to pass legisiation or negotiate with
each new or renewed franchise for the right to have selected channels reserved ex-
clusivety for state information. The time to do this is now, before the use of cable cat-
ches on as it is projected to do over the next ten years. Today, 50 to 105 channels is
more than necessary; in ten years it won't be enough.

The issue of networking requires a separate discussion. Networking is the area where
the state stands to save the greatest amount of operating revenues, but only if the use
of the network expands beyond the subject areas discussed in this report. The infor-
mation system described here, which connects Olympia to some 21 other areas in the -
State, can be adequately and cost effectively maintained by telephone tines.

If, on the other hand, the State of Washington relies on a leased voice and data com-
munication network for all its communication, it will be faced with rapidly growing
costs and the possibility of a system that because of costs will limit public com-
munication within the state. The state will find it difficult to stabilize or lower its an-
nual network operating costs as new, more efficient communication technology
becomes more widely used. The state has not conducted a complete evaluation of cur-
rent network costs, but available data indicate that they are in the $12 miflion range
annually, for long distance services alone. Therefore, it is recommended that the state
pursue the feasibility of implementing its own communication network.

Network Outline
The system is visualized as something like this:

First, these would be a state controlied communication link to major state properties.
The technology would most likely consist of microwave and fiber optics. The state
could purchase, or lease, the system and operate it or have an outside firm manage it.
The link would connect state offices, ports of entry and other state facilities
throughout the state.



Second, the state network could iocally interface with other city and county systems,
€.g. cable television, broadcast stations, and even major retail and busmess locations.
Access to the network would be through:

State agency equipment

In-home cable television

Local telephone call via voice synthesis

* Home, institutional, and business computers

Conceptual State Communication Network Figure 6
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Such a network would allow all persons with access to a telephone, computer, or two
way cable television hookup to find most of the information they need from all state
agencies. Presently, private communication networking in this state is such that
legislation and commitment of resources can create a public network. As more cable
TV, microwave and other communication network licenses are issued, without the
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state having made its position clear, the opportunity will decrease. Uitimately, what
will happen, if action is not taken soon, is that the state will experience annually in-
creasing costs and miss the chance to provide comprehensive and inexpensive con-
tact with the people of this state.

Summary Comments

In conclusion, there are a number of principal tasks that need to be undertaken to
determine the feasibility of a statewide public network;

* The pilot project would have to be instalied and evaluated.

* Present state lease costs for voice and data communication would have to be
coliected.

* A determination would be needed regarding opportunities for creating efficiency
through improved communications.

* Legislation should be passed which allows free public access to all non-broadcast
communication networks.

* The conceptual public network identified in this report wouid have to be expanded
to include:

- Drawings and/or tables of a proposed network layout and its connections to
geographic regions throughout the state. These drawings andfor tables would have
to identify the technology options, the backbone route and spurs of the network.
The number of channels ailocated to each band would have to be identified per
each leg of the route. All path profiles, terminal locations, tower and antenna re-
quirements, hop distances in miles, and functional block diagrams of equipment
to be used at each site would have to be identified.

- A mutual interference analysis of the available microwave bands required by the
state. This work would have to identify if there is sufficient channel space
available to provide present and future loads without interference from either ex-
isting microwave systems.



- A rainfall attenuation curve responding to those frequency bands and the rainfall
attenuation that can exist. This task should determine proper iengths, fade margin,
and antenna heights to assure maximum propagation reliability.

- A detailed capital cost estimate for alternative networks. This estimate would have
to address the:

Cost of each site

Cost for each link

Cost for each channel drop

Cost for channel inserts

Total estimate for installation of entire system
Recurring costs

Operating costs

Maintenance costs

- A description of methods of expansion.
- An in-depth overview of FCC rules and regulations.

- A cost comparison of state owned and maintained facilities and channels versus
the leasing of such services from private instrastate carriers.
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Problems of Installing and Maintaining Electronic Systems

There are probtems associated with the installation and maintenance of traditiona! or
electronic information systems. While the electronic system cuts down on labor inten-
sive efforts and expands dissemination, it establishes a set of conditions that must be
managed. Electronic systems require people to enter new information, and also soft-
ware and hardware must be maintained.

Information Entry

Exisitng state staff will have to be trained to operate the electronic system. This will
not be a major undertaking as most software programs today are designed with the

user, rather than the technician, in mind. Once training has been completed, new infor-

mation will have to be put into the system as necessary. The state staff will be able to
put in more information quicker and in greater detall than ever before. The only time
impact will be in the collection of information that previously had been ignored or had
no way of being put into an information system, e.g. a two hour wait at the downtown
Seattle ferry terminal. It is anticipated that each state agency will be responsible for
updating the information they are responsible for.

There should be no increase in personnel costs and quite likely cost reductions will
take place after the system has been installed. The personnel required will be of the
same types and classifications that currently exist in each state agency.

Software Maintenance

As programs change in structure, the software may need to be modified. For example,
if an events schedule changes or if the format it is presented in is modified, this most
likely will not require software change. On the other hand, if the state decides to add
listings of motel availabilities on a route or tap into the U.S. Weather Bureau informa-
tion, this will require a software change. An industry standard for figuring software
changes of an evolving active system is 5 to 8 percent of the cost of the system per
year. Software changes are, however, most often optional costs that can be controlled
based on budget availabilities.
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Hardware Maintenance

The reliability of computer systems grows each year. Today's computer systems run in
the 96 percent to 98 percent reliability range. To figure on repair and replacement
parts, an industry standard is in the 10 to 12 percent of cost range. This work typically
would be accomplished by a private subcontractor.

Another issue to consider is the environmental conditions for state information
centers. There has been much accomplished over the last few years to account for
adverse weather conditions and vandaiism. Assuming the system is located indoors in
some kind of controlled heat environment, there is really nothing special that needs to
be done to the location. If the unit is located outdoors, then dirt, temperature, and
moisture need to be considered. These environmental factors have been dealt with
successfully in the past and shou!d not be considered a deterrent for the state.

The most vulnerable location for any equipment is an out of the way, dark environment
without people around. A state location with staff should experience little if no van-
dalism. Systems are built to handle rough use by children and enthusiastic people.
Units located out of doors in an activity area similar to a bank cash machine will
receive some abuse, but again not serious enough not to consider drive-up informa-
tion centers. The out of the way “rest stop” could be another story. An information
unit can take some abuse by installing breakaway keypads, covering TV monitors with
plastic and leaving out the hardcopy feature. If, however, someone used a biow torch,
dynamite or a chain saw, the unit wouid receive considerable damage. There are ways
to make the system vandal resistent, but not vandal proot. The “rest stop” type of in-
stallation will have to be given special design considerations such as instailing it out-
side under the lights, or installing unauthorized access signals to the state patrol or
sirens. It seems likely that the information available at the rest stops ought to be tied
specifically to the motorist needs and, therefore might be simpier than an information
center location,

Routine abuse costs can be accommodated for in the hardware maintenance budget.
Major vandalism will need to be covered by insurance or on an as needed basis. If cer-
tain locations appear to be expensive to maintain, obviously they need to be avoided.
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Successful information/transaction systems have been instalied by banks all over the
United States. The airport and public transportation industries are also beginning to
use electronic systems in public places. Adverse environmental conditions shouid not
affect the success of an electronic information system.
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VI. Operations of an Electronic Information System

Creating a statewide electronic information system requires the satisfaction of three
principai roles: (1) locating the required funding for a demonstration, and a statewide
program; (2) locating the hardware/software system that can satisfy the project needs;
and (3) crediting the state management process for maintaining the system.

Funding

The funding sources for a project such as this will have to come from public funding.
It is unlikely that private sector sources that incorporate advertising or some kind of
transactions (e.g. motel reservations) will pay for the system. If private sector informa-
tion is brought into the system, it could help cut some of the annual operating costs,
however.

Public funding can come from federal highway sources if it is part of the state’s an-
nual allocation of FHWA funds. Special FHWA grants may be a possibility, but in the
present political climate it wili be difficult. The other option is to secure funds from
budgets or special appropriations of the state agencies that will be involved in the pro-
ject. The proportion of funding will obviously need to be decided by the state. it does
seem, however, that the Washington State Department of Transportation and the
Department of Commerce and Economic Development, because of their public infor-
mation responsibilities, are the obvious agencies to assume a majority of the funding
responsiblility.

An option to the direct purchase of the system would be to lease for a five year period.
Leasing will cost the state more, but would not require the initial capital outlay.



Locating the Hardware/Software System

The state electronic information system will require some custom work, but mostly in
the software area. The hardware required to operate a state system, as described In
this document, exists. The operating software for the hardware system is aiso
available on the market. The only customer software activity needed is incorporating
the user programs. While this type of software is time consuming, there is no
unknown risks in creating it for the state project. The time required to develop the
software is predictable.

Normal procurement processes will locate the contractor needed to develop the state
system.

The Management Process

One major organizational point is that all cooperating agencies must be responsibie
for updating their own routine information. Further, it is not necessary to hire
specialized technicians to use the equipment. Present staff, who have information
responsibilities, can be trained to operate the equipment. The next major factor is
deciding on who should be responsibie for the electronic system. There is not a clear
line of total responsibility. The Department of Transportation and DCED have the
greatest need for the electronic system, but for different functions. While DCED has
the responsibility of informing peopie before they become a motorist, DOT then pro-
vides information on routes of travel, Even if all cooperating agencies are paying for
operations of the system, their needs to be a division of responsibility for overall
management of the system. From an information management perspective, it seems
that DCED should assume the responsibility of the system. From maintenance and in-
formation center locations perspectives, it seems logical to have DOT assume respon-
sibility.

If a joint agreement is not possible, it then becomes a state decision as to who should
have overall management responsibilities. From the perspective of the authors of this
document, either agency could handie it. However, DCED would have to increase staff
to accommodate the task.
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lium Associates Research Report

l. introduction

The Washington State Department of Transportation (DOT), Washington State
Transportation Center (TRAC), Forum Communications, Inc. and llium Associates, Inc.
selected several state agencies to interview regarding information communication re-
quirements. The agencies selected were those identified as having the greatest need
to communicate their information to the traveiing public. Those agencies were:

Department of Transportation (DOT)

Department of Fisheries (Fisheries)

Department of Commerce & Economic Development (DCED)
Department of Game (Game)

Washington State Parks & Recreation Commission (State Parks)
State Patrol (SP) :

Emergency Services (ES)

A team from llium Associates, Inc., Forum Communications, Inc. and DOT conducted
fact-finding discussions with representatives from each of the above mentioned agen-
cies. A survey questionnaire (see Appendix to Research Report) was developed and ad-
ministered in an informal manner to Public Information officers or other designated of-
ticials from each of the participating agencies. The questionnaire was administered in-
formaliy in order to encourage an elaboration of the points being addressed in the
discussion. Discussions were held in-person and followed by supplemental telephone
interviews. The discussions were quite fruitful because, without exception, each agen-
Cy was cooperative, helpful and eager to supply the team with answers and sugges-
tions.



il. Results

Generally speaking, each state agency has its own public affairs office which is

charged with disseminating information to the public. Each agency, however, has a dif-
ferent type of information that it needs to communicate; for exampie, the Department of
Fisheries has a need to communicate immediate emergency regulations whereas the
Deparment of Commerce and Economic Development needs to communicate the
benefits of visiting the State of Washington on a more long-term and constant basis.
Figure 2-1 illustrates the differences and similarities between the interviewed agencies
regarding the nature of information required for dissemination.

Requirements for Information Dissemination Figure 2-1

DOT Fisheries  DCED Game Parks SP ES

On-going X X 0

Seasonal X X X X

Intermitient X X X X

Immediate O X O X X
- Long Term X X 0

Short Term O X X X

Changing 0 X | 0 X X

Static X X X

X = always
O = occasionally

All agencies interviewed provide information to the public in some form or another. All
of the agencies provide the various media with press releases, but that responsbility is
the only one which is handled similarly within each agency. Although several agencies
publish informational brochures/pamphiets, each agency has its own method of prepar-



ing, publishing and distributing the pamphiets. These differences will be identified and
discussed in a tater section of this report. Figure 2-2 lists those information tools utiliz-
ed by each of the various agencies.

Information Tools

Press

Agency Releases
Dept. of Transportation X
Dept.of Fisheries X
Dept. of Commerces X
Economic Devel.
Dept. of Game X
Parks & Recrea. X
Commission
State Patrol X
Emergency
Services X

Telephone

“Sno-Line"”

toll-free in

winter, re:
pass conditions

Nothing formai

MNothing formal

Nothing formal
for information-
anly violations
reports-toll
free line

Reservation
systemn for certain
state parks

Nothing formal

Mothing formai

Direct
Mail

Construction
information
comptled & sent
out monthiy

Mail all reguiatory
pamphlets to
sporis stores,

licensing facilities

& sports clubs, orgs.

By request and to
all chambers &
visitors bureaus

Regulatory
brochures mailed
to licensing
facilities & anyone
who requests

By reguest

Nothing tormal

Nothing format

Pamphlets/
Brochures

Ferry schedules,
maps. carpocling
brochure

1 regulation
booklet-40 pgs.
(Sport Fish)

Several “lure”
brochures mailed
to tourist bureaus

Trapping regs.,
hunting regs.,
fishing regs.,
several 1time
efforts

1informational
brochure per patk
& parks & rec.
guide

Drunk driving,
speeding-educ.
type per grani
with tederal
agency

Very little-
Mt. St. Helens
ash fallout

Figure 2-2

Other

Bulietin boards
in rest areas,
radig, changeable
message signs

About to institute
campaign with
television &
print media

Radio network
far
emergency use




With decreasing revenues and escalating costs, most agencies are faced with stretch-
ing budget dollars as far as possible. This has resulted in cutbacks in information activi-
ty budgets whereby only those informational items considered completely necessary are
being included within the information package. For example, in the past, various divi-
sions within the Department of Game produced some one-time informational pieces,
e.g., the wildlife recreation area map. This type of activity and information piece is no
longer being undertaken. In fact, the regulatory pamphiets that are produced every year
by the Department of Game for hunters and game fishermen have even had to be re-
vamped to save money. Al agencies are looking for ways to save costs while still pro-
viding the necessary information to the public.

The following discussion individually examines each agency’s information tools and
process.

Department of Transportation (DOT)

Telephone Information

During the winter season, the DOT operates a telephone recorded message service to
distribute information regarding pass conditions. This service is availabie In ten cities:
Seattle, Bellingham, Everett, Ellensburg, Tacoma, Olympia, Longview/Kelso, Wenatchee,
Spokane and Yakima. The service is not toll-free because operating a toll-free service is
much more expensive than operating the ten lines. The service is set up by Pacific Nor-
thwest Bell. The service is also given some indirect distribution in that the radio stations
call the number and broadcast the information on the air. The cost for operating “Sno-
Line” is $14,000 to $19,000 per year. There are 900,000 to 1.2 million calls a year depen-
ding on severity of the winter.

The weather conditions are reported by the Highway Maintenance Crews to either Cen-
tral Dispatch (Radio 10) in Seattle or Radio 5 in Yakima. These offices then compile a
voice report and record it on the telephone answering equipment 6 times a day. The
highway maintenance crews are already out sanding and plowing the highways; but
these reports are considered a collateral duty. t is estimated that they spend 2 to 3
hours a day gathering and delivering the information to the dispatchers. At times, the
crew is out of range for using their radios and must find a pay phone to cali the infor-
mation into the dispatcher. The same information which is used on Sno-Line is also
recorded for the highway advisory radio. The radio communication will be discussed
under a separate heading.



Direct Mail

The direct mail by the Department of Transportation consists of two items. The first is
a monthly compilation of construction activities affecting the state highways. it is
mailed to state agencies and other interested groups, such as AAA, American
Automobile Association of Washington. The information is gathered from within the
Department — from the Construction office which acts as the project administrator for
state construction projects. The Public Affairs office has the responsibitity of re-
writing the report so that the technical language is taken out and it becomes
understandable to the layman. The report is several pages long and contains only the
state construction activity of major importance; no city/county projects are included.
This project takes the Pubtic Affairs staff 3 to 4 person days. It is then copied in-
house. According to the Public Affairs office, this information piece is not as effective
as it could be because it is to detailed for a general audience, yet not detailed enough
for the newspapers. Currentty there are plans to re-vamp the piece and combine it with
the “motorist information report” which basically contains the same construction ac-
tivity information, but also includes safety tips, symbol information and reminders
about chains, etc. This will then be disseminated to a wider audience. At this time. the
motorist information report goes to motorist organizations like AAA. When re-vamped,
it will also go to governmental agencies and trucking organizations as weil. The infor-
mation for these two direct mail pieces are currently on computer. It is entered on the
computer by DOT engineers, primarily for Construction office use; therefore, it is in
technical form and language. The probiem that the Public Affairs staff faces is how to
extract the necessary public information from the technical language that exists on
the computer.

Another direct mail piece involves bicycling information. This service is provided to
persons who phone or write the Depariment of Transportation and ask for bicycling
route information. They are sent a pamphlet which details the bicycle route, the pave-
ment conditions. the grade of the highway, gas, food and lodging information. DOT
receives between 500 and 1000 requests a year for this information. The Public Affairs
Office would rather publish one bocklet for the State of scenic bike paths/routes. At
this time, it is handled part-time by one clerk on request. It is one of the publications
currently being reviewed for its cost-effectiveness.



Pamphlets/Brochures

We have already mentioned the bicycle trip information brochure which is sent out on
request.

There is also a map of the state highways published by DOT. They publish 500,000 every
other year at a cost of $72.000. Approximately one-half of these maps are distributed by
the Department of Commerce and Economic Development; the remainder are distributed
to district offices of DOT, Chambers of Commerce, Parks and by response to requests
from the public.

Quite recently the department published a public transportation map for the state. It has
been distributed to the public through statewide travel organizations, and DOT is
presently looking for other places to distribute the maps. The test run was 20,000 copies
for $1,800.

Other

There are numerous other ways that DOT distributes information to the public. DOT is
responsible for signs along the highway. Obviously, there are the regulatory signs for
which DOT personnel are responsible. There is also some gas, food and lodging infor-
mation disseminated via a special “logo sign” program. The DOT has an outdoor adver-
tising staff of three fuli-time persons and four part-time persons. Their responsibilities
include administering the federal and state regulations regarding billboards on the
highway and administering the logo sign program which produces revenue for the motor
vehicle fund. The logo sign program provides for space on signs constructed by the DOT
for gas, food or lodging advertisers. The program is limited to highways outside urban
areas. -

Another dissemination method is through the highway rest areas. They include bulletin
boards where the maps are posted as well as signs regarding activities around the state.
Currently, the boards are not of uniform size, and updating is not done with any fre-
quency due to lack of funds. Vandalism has been a problem, but with better lighting
and preventive maintenance, conditions have improved somewhat.



Additionally, DOT operates HAR—Highway Advisory Radio. This service provides infor-
mation about weather and road conditions that affect motorists crossing Snoqualmie
Pass. Highway maintenance crews record the information for continuous broadcast over
low power radio. There is a sign along the highway in North Bend for eastbound traffic
and a sign along the highway in Cle Elum for westbound traffic, which blink to signal
drivers to tune in to a radio broadcast of conditions on the pass. Because it is a sup-
plementary responsibiiity of the highway maintenance crew, the report is not updated as
often as is desirable. For that reason, conflicting information may be disseminated over
the radio, on signs, and by state highway patrolmen.

The last dissemination method utilized by DOT is the changeable message sign. Cur-
rently, signs are located at two sites. One is at the ferry terminal in Anacortes, but ap-
parently is not changed as often as possible. The other sign is located at district 4 on
I-5, near Vancouver, Washington. This sign seems to be utilized property most of the
time.

Department of Fisheries (Fisheries)
Tetephone Information

For the general public, no formal telephone information service exists at Fisheries.
The department does operate a hotiine for commercial fishermen and buyers. Up until
1979, Fisheries operated a “salmon hotline” which supplied the general public as well
as the news media with information on where the sport salmon catches were occurr-
ing. The salmon hotline was too successful and too costly; therefore was discon-
tinued. It had utilized 3 lines and averaged 1000 cails every 3 days during peak season.

The news media still calls to get information on where the best fishing is located. The
catch data is reported to Fisheries by department sport samplers, One Public Affairs
officer then compiles the information which takes approximately one-haif a day. The
news media calls on Mondays and Thursdays to receive the information.

Interestingty, Department of Social & Health Services (DSHS) has its own hotline re-
garding red tide. This is considered a health problem and responsibility for informing
the public is delegated to DSHS.



Direct Mail

The regulatory pamphlets which will be discussed in the next sections are directly
mailed to all sporting goods stores, marinas, sports organizations, and wherever
licenses are issued. Out of the 350,000 pamphiets printed, 250,000 are maiied out for a
mailing cost of $4,500.

Pamphlets/Brochures

Fisheries produces one brochure each year which contains the sport fishing regula-
tions for the year. They produce 350,000 copies a year for a cost of $40,000. The
amount printed is a reduction from 500,000. Because the recent court decisions
regarding Indian and commercial fishing rights has had a tremendous effect on
management of the resources, the general attitude is that the pamphlet is a forecast
for the season. 1t is not lasting through the season by any means—it is out-of-date
almost as soon as it is printed. Due to the complex regulations now in effect, there is
more in-season management required and as a direct result, more emergency regula-
tions and closures are issued. Fisheries must rely on the media to deliver the informa-
tion because many times the closure order may be ordered at noon to go into effect at 6
p.m. This year, for example, there were 206 emergency regulations issued. Fisheries con-
siders this to be their biggest problem. Although they inform local media and their own
patrol personnel immediately, the information is not effectively disseminated. Fisheries
also mail general news releases to other media around the state, but many times, the
new regulation is already in effect when they mail out the release; therefore they must
rely heavily on the broadcast media for dissemination.

Other

The Fisheries patro! personnel also disseminate information. They are, however, primari-
ly in charge of enforcing the regulations.



Department of Commerce & Economic Development (DCED)
Telephone Information

Currently, there is no formal telephone service. Out-of-state companies interested in
locating in Washington or tourists may call for information. They are then referred to
whichever division can best help them with their questions.

Direct Mail

Lure brochure material is mailed to Chambers of Commerce and information centers
around the state as well as to people who request information. The DCED is now in the
process of evaluating a/f material put out by the department; therefore, we are not sure
what will continue to be produced and/or mailed. Rather than simply mailing a packet
of material to interested persons, DCED is looking at preparing personalized letters to
accompany the material.

Pamphlets/Brochures

Because DCED is re-evaluating everything that has been or is now being produced, what
we will now describe may not continue {0 exist or may be changed.

The bulk of material is lure brochures—those pamphlets lauding the beauty, and ac-
tivities in Washington. They alse print two calendars of events each year. They print a
service brochure of 30-36 pages which contains a map, list of historical sites, parks and
tourist attractions.

This department also disseminates a bulk of material prepared by other departments,
and private industry, i.e., ski resort information.

Other

The department is looking at opening more information centers around the state. it

plans to open four information centers at ports of entry around the state as a kick-off to
this plan.

DCED has a budget item of $4.5 million doliars to be used to launch an advertising
awareness campaign to lure tourists from neighboring states and Canada. Once here,



DCED has given thought to utilizing low power radio in areas around the state to broad-
cast attractions, or historical sites in the area. It is not doing this at the present time.

Depariment of Game (Game)
Telephone Information

The Department of Game has a hotline for reporting violations of hunting or game
fishing regulations, but no formal information service line. They do receive some calls
regarding where to go, where to purchase licenses and what the regulations are.

Direct Mail

The Department of Game mails their reguiatory brochures to all licensing agencies at
the beginning of the season. Because of budget constraints, this is the only mailing that
takes place.

Pamphlets/Brochures

Each year, just before hunting season opens Game produces a brochure of hunting
regulations and areas where hunting is allowed. It is produced on newsprint in red and
black, and sent to all licensing agencies (900} in the state. The department views the
gathering of the information as the responsibiiity of the hunter or fisherman. Unlike
the Department of Fisheries. Game does not change regulations very often, therefore;
most hunters know where to get information or they rely on prior knowledge.

Game also produces a Game fish regulatory booklet yearly which is distributed {o the
same licensing bureaus. In Washington, fishing is regulated by both the Deparment of
Game for game fishing and the Department of Fisheries for sports fish and commercial
fish. Depending on the type of fishing one will do, he may reguire two licenses. There
is also a game bird and waterfow! regulatory bookiet which is separate from the main

hunting pamphlet. In addition, a trapping regulation booklet and a gold panning regula-

tion booklet are produced.

In the past, Game has produced a wildlife recreation area map as well as cther one-
time information pieces; but because of budget restructuring, this is no ionger gone.
At the present time, they still have a stock of the wildlife recreation map; therefore,
these are still being distributed.

10
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Other

Game used to host a booth at the Puyallup Fair. but this has been cut out due to lack
of budget.

Parks and Recreation Commission (State Parks)
Telephone Information

During the summer season, State Parks operates a toll-free information number to give
tourist/travelers information about state parks. Additionally, in 1980 they contracted to
utilize a combination computer reservation system and park information center through
the tolt free number. Five operators and a supervisor were the permanent staff personnel
assigned,; relief time and catch-up for computer down-time was handled by other perma-
nent staff members. Average time to make a reservation was three minutes for those
who had necessary information, but double that amount for those who had guestions;
therefore overall the average call length was five minutes for reservations and two
minutes for information only. A report by State Parks estimated 12 to 15 operators were
needed at certain times in order to respond promptly. There were complaints regarding
the lines being busy. The staff commented that the computer response time was very
slow. The costs for the program were estimated by the contractor to be $35,000 for pro-
gram development and $2,000/month for the four months of operation or $8,000. The ac-
tual cost was $35,000 for program development per the contract, but $117,475 over the
four months. State Parks only paid $30,388 of the $117,475. Cost estimates for the 1981
season were $192,129 which were prohibitive under current budget restrictions; therefore
State Parks used a manual reservation system in conjunction with the toll free informa-
tion number at a cost of $89,000. Three operators manned the phones from May 1
through June 18; this was increased to four operators June 18 through September 4.
Response time was two minutes. Callers were told to write directly to the park fourteen
days in advance and pay a $2.00 reservation fee, or appear in person at the park 24
hours in advance of needing a site. The difference in the two systems, therefore, is that
the manual system can only tell the person where to send his reservation request and
fee. It cannot tell him how much space is available at the park or instantly reserve space
for him.

Both the computerized and manual systems were used only in 15 parks of the 104 parks.
but these represent over 1/3 of the available campsites.
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Many calils are received requesting U.S. Park Service information. These are generaily
referred to the U.S. Park Service toll free number, but when the U.S. Park information is
available, the operator may give it rather than referring the caller to another number.

Direct Mail

No direct mail program is currently in effect. State Parks does answer inquiries; but due
to a limited mail/postage budget, many inquiries are now being routed to various agen-
cies to also send requested material, such as DOT highway maps.

Pamphlets/Brochures

A guide to Parks was produced in the spring of 1981. There were 84,000 printed to last
for two years, printing costs were $18,000. The guide lists state parks and recreational
areas, as well as park regulations. It includes maps of park locations and a listing of ac-
tivities offered at these state parks. Additionally, handouts for each park are being com-
pleted. Of 104 parks, 50 now have these handouts. They are one color, two-sided, (some
with a fold out panel) pamphlets that describe the park and the activities that are of-
fered. These are being designed and produced in-house.

Other

At times. State Parks uses a two-sided board at the ferry terminal to indicate that the
state park at Moran is full. A couple of parks have low power radio capability, but
the message remains static.

State Patrol (SP)

There is no formal information system. The patrol receives calis every time there is a
noise that people do not recognize, or a major traffic tie-up.

The patrol also receives a large number of “Sno-Line” calls. They refer 99% of them
back to the DOT Sno-Line. The patroi does not want to deal with these calls and would

like DOT to extend the number of lines available for Sno-Line.

Direct Mail

There is no direct mail program.



Pamphlets/Brochures

They produce a few brochures dealing with traffic safety, liquor and driving, etc. They
distribute these at tiquor stores and state patrol offices. In the past, they were used in
conjunction with the Traffic Safety Education Department program within the Patrql.
Because of budget cutbacks, that department has been eliminated, therefore the
distribution network for the brochures has been severely limited.

Other

The majority of the public information provided by the Patrol is related to accidents and
is sent out to news media, especially radio stations for immediate delivery to the public.

Many Puget Sound radio stations have a phone with a special bell that goes off when
the patrol has a major traffic problem to report. This system is called Sig-Alert. SP may
also suggest alternate routing or a time scheduie for how long may be required to clean
up the tie-up.

The State Patrol also has a stide show that was produced for $45,000 that deais with
traffic safety—drugs and drinking while driving. This is still being shown in high
schools around the state.

The Patrol produces about 30 public service announcements each year for the broadcast
media. It deals educationally with problems such as speeding, seat belts, alcoho! and
drugs.

An experiment called Operation CARE (Combined Accident Reduction Effort) was con-
ducted over the 3 major summer holidays for 2 years (1979 and 1980}. It was essentially a
communication network in Bellevue. it consisted of an automatic phone and statewide
toll free number given only to media. The media phoned in and was given weather infor-
mation, traffic reports, accident reports and safety advice when necessary. They received
500 to 600 calls each holiday period. The program cost $15,000 to $20,000 over the two
year period. Because of the budgetary problem, they cut it out this year.

Emergency Services (ES)
Telephone Information

Currently, no formal program exists.

13



Direct Maif
They do not maintain a formal program.
Pamphlets/Brochures

A few brochures relating to volcanic ash fallout and what to do in a volcanic eruption
were produced after Mount St. Helens erupted. Generally, however, there is no public in-
formation distributed from this office unless there is an emergency situation, i.e., earth-
quake, nuclear disaster, major floods. ES has procured a number of pamphlets entitied
“Disaster Driving” from the Federal Emergency Management Agency. These pamphlets
are distributed to county agencies around the state and to individuals by request

Other

The Emergency Services office maintains an emergency broadcast system which was
given $25,000 in 1981 to revamp its communication network capabilities. The new net-
work will allow the entire state to receive emergency messages and allow different
regions to deliver localized emergency broadcast information. The new system will be
formally inaugurated March 4, 1982. The agency also maintains a communication center
that constantly monitors teletypes, emergency radio systems, ham radio frequencies
and {aw enforcement communications as well as monitoring the national weather
system.

14
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Specific Agency Suggestions For Change

The above results are an overall look at what exists. The following will be those ideas
and suggestions that agency personnel have identified as desirable.

10.

A computerized listing of park campsite availabilities.

Low power radio broadcasts of pass weather conditions in Seattle and Yakima or
Ellensburg in addition to North Bend and Cle Elum.

Some kind of warning system of road conditions around the state including major
construction delay probiems and suggested alternate routing.

Immediate and on-the-spot notice of emergency fishing regulations.

Radio (low power) broadcasts of events/sites in the immediate area.

Private industry information—i.e., gas, food and lodging locations, operational
hours, and availability.

Immediate area information such as gas, food, todging, hospital, state patrol, bank
locations; and emergency telephone numbers where help can be reached.
Licensing (sport information—where to obtain, costs, state rules and areas to gol.
Ability to direct people to other parks or facilities in area when one park is full.
Highway safety tips—chains required, etc.
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IV. Conclusions

The audience to whom the various state agencies are addressing their information has
been broadly defined as the traveling public for purposes of this study. An examination
of that definition reveals that the traveling public includes:

. fishermen

hunters, trappers

. touristsivacationers

. nature lovers

campers

. hikers/mountain climbers

. bicyclists

. skiers, snowmobiles, snow-shoers
. commercial truckers

business travelers

D W N D AWM
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Their interests may be varied, but their information needs have some similarities. They
need to know where they can stay while they are traveling, what kinds of delays there
may be due to weather, construction or accidents and what services are available in a
given location. It would be economically and physically infeasible for one agency to be
able to compile and disseminate all the desired information using a manual method.
Circumstances change too quickly, not to mention the budgetary and manpower con-
straints.

As a result of the fact-finding sessions conducted, we have identified the following infor-
mation needs as those that the agencies currently provide in some form, or that they
would like to provide. These information needs have been ranked as: mandatory, very
useful, useful, or helpful.

DOoT

1. road locations mandatory
2. road conditions very useful
3. ferry schedules & fees mandatory
4. ferry delays very usefut
5. road closures/delays very useful
6. rest area locations useful

7. gas, food, lodging locations very useful
8. avallability/characteristics of todging/food services useful



Fisheries

licensing requirementsi/fees
salmon fishing regulations
regulatory changes
successful fishing spots

P~

DCED

scenic attractions

historical sites

lodging, camping areas

recreational activities

locations of banks, hospitals, police
stations and post offices within '
tourist areas

IR S A

Game

1. licensing requirementsifees
2. hunting, trapping, fishing reguiations
3. areas to hunt, fish, bird-waich, etc.

State Parks

. park locations

park attractions

campsite availability

fees

park regulations

other recreational activities,
sites in park areas

. alternative lodging

8. U.S. Park service parks

(<IN I N N

-J

SP

1. emergency road/weather conditions
2. accident problems
3. safety tips

mandatory
mandatory
mandatory
useful

mandatory
mandatory
very useful
mandatory

useful

mandatory
mandatory
useful

mandatory
very useful
mandatory
mandatory
mandatory

very useful
very useful
very useful

mandatory
mandatory
useful

17
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ES ‘
1. emergency situation tips useful
2. disaster relocation/relief mandatory

Based on the identified information needs of the traveling public, llium would recom-
mend the following overall goal for the future:

Work with other state agencies to present a cohesive information package that allows
the public access to as much of the information as it needs from one convenient source.

We further recommend that the following specific agency objectives would help to im-
plement such a cohesive information package.

DOT: Make traveling through Washington easy, pleasant and enjoyable.

1. Provide a state highway map that is current, easy to use and contains pertinent an-
cillary data such as park locations, rest stops, etc.

Deliver with up-to-the-minute reports on road conditions and/or closures/delays.
Provide easily accessible ferry schedules and fee requirements.

Provide up-to-the-minute information on ferry delays and shutdowns.

Provide gas, food and lodging location information.

moewn

Fisheries: Make fishing in Washington an exciting and enjoyable experience.

1. Provide fee schedule, licensing requirements and fishing reguiation information in as
many places as possible to allow easy access.

2. Immediately notify fishermen of regulatory changes {on-the-spot).

3. Identify and inform fishermen of successful fishing areas/crowded places, alternative
spots to try.

DCED: Lure tourists and travelers to explore Washington State with ease.

1. Provide detailed recreational information.
a. activities available at sites
b. fee to expect
c¢. locations
d. transportation available



e. lodging available at sites (public and private)
f. other services available at sites (post ofc., gas, food, etc))
2. Provide easily accessible information at ports of entry.

Game: Make hunting and fishing in Washington an enjoyable experience.

1. Provide fee scheduie, licensing requirements and hunting/fishing and trapping infor-

mation in as many locations as possible,
2. identify and inform public of successful areas for hunting/fishing/trapping and en-
joyable out-of-doors.

State Parks: Make visiting state parks and other state forest areas an experience that
will be repeated.

1. Provide location information, fee information and park regulation information in as
many areas as possible.

2. Provide instant reservation capability.

Provide aiternative information regarding surrounding areas (lodging).

4. Provide recreation information for both parks and surrounding area.

W

SP: Make highway travel through Washington State safe and easy.

1. Keep public informed of weather conditions.
2. Provide alternate route information when emergency situation arises.
3. Provide accident delay information

ES: Provide information for a traveler caught in an emergency situation.
1. Be able to immediately reach travelers who are caught away from home in a

statewide emergency.
2. Provide safety information in hazardous conditions.
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M|NES Worogement Adonenng ane Commonications Research and Design

October 28, 1981

State of Washington
Transportation Information Project

Draft Questionnaire

Brief Introduction to explain purpose of project and visit to agency.

1.

Do you provide information directly to the public?  Yes Ko
If yes, in what form?

-over telephone

~published pamphlets, brochures

~direct mail

-press releases

~other, specify
If no, do you provide information to other agencies/departments
that do provide the information to the public? 1If so, in what form?

-over telephone

-inter-departmental memos

-pfficial releases, letters

-on computer

-other, specify

Is information dissemination your only responsibility? 1If so, are
there other people on the staff who share this responsibility? 1If
so, how many?

Do you have any idea in terms of hours or percentage of time spent,
how much time is devoted to information dissemination?

Can you give me any idea of the amount of information you send out
each year? )

Explain the process that you go through to collect and prepare the
information for release.

Are there any problems with this process?

Are there any improvements to the process that you would like to
suggest?

How do you deliver the information to the public or other agency?
If the information is given directly to the public, are there any

suggestions you would like to make regarding how the public receives
the information?



State of Washington
Draft Questionnaire

10.

11.

12,

13.

14.

15,

16.

17.

If the information is given to another agency, do you know what
happens to the information after it has left your hands? Do you
have any kind of control on it once it has left your office?

What is the turn-around time from collection of information and
final delivery to the public or other agency?

Do you have a budget for this service? What is that budget and
how 1s it broken down? Is this amount a true reflection of the
information budget or are there some costs picked up by other
departments, budgets? Is this a standard budget compared to
other years?

Do you receive calls or letters from ocut-of-state tourists asking
for information?

If so, what information do they ask for? Do you have to refer them
to another agency, department or phone number? If so, to whom are
they referred? Would you rather have all the information at hand?

Do you receive calls or letters from Washington residents requesting
information?

If so, what information do they request? Do you have to refer them
to other agencies,departments or phone numbers? If so, to whom are
they referred? Would you rather have all the information at hand?

Do you know what areas of the state these calls come from?

If you could provide constant, up-to-date information to the con-
sumer, what information would you want to provide?

How often do you update information? 1Is there a need to do it more/
less frequently? From a time standpoint, could you do it more fre-
quently? From an availability of new information standpoint, could
you do it more frequently?

Do you use a computer now? If so, what kind of system is it? Who
enters the data? How easy is it to use? How reliable is it? Do
you feel confident that the information entered has been received
and transmitted properly?



