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SECTION 6

SUMMARY OF EXAMPLES FROM OTHER INDUSTRIES

The provision of customer information is not confined to
the transit industry. Other industries such as airlines and
package delivery services provide time-sensitive customer
information. Several nontransit businesses were assessed
to learn how they provide customer information and what
technol ogies they use to provide the information. Unfortu-
nately, most of the businesses contacted were reluctant to
discuss their current or upcoming systems. The industries
investigated include package delivery services, airlines, and
wireless content providers.

6.1 PACKAGE DELIVERY SERVICES

6.1.1 United Parcel Service

United Parcel Service (UPS) tracks the location of pack-
ages by scanning bar codes on packages each time packages
arrive or leave afacility. UPSisableto track between 13 and
15 million packages aday. The evolution of its current track-
ing system began in the early 1990s when UPS was provid-
ing tracking services to corporations. Corporations had a
direct link to UPS that enabled them to track their packages.
By thelate 90s, UPSwas offering “real-time” tracking on the
Internet allowing all customers, whether corporationsor indi-
viduals, to have the same access that was once limited to cor-
porations only. In 1999, UPS started providing wireless
“real-time’ tracking for PDA users.

The decision to provide wireless tracking services was not
actually based on research or studies. The decision was made
by senior management, who wanted UPS to move forward
and to stay current with wireless communication technol ogy.
UPS projected that there would be financial benefits for pro-
viding wireless services. UPS had determined that tracking
through the Internet was reducing costs: each Internet inquiry
meant one less 1-800-number call charge for UPS. Hence,
going wireless would further reduce UPS's 1-800-number
call charges.

UPS's Track application allows the user to track up to
25 packages at the sametime. The user isprompted to enter the
tracking number of his or her packages, and the system then
displays the current status of the packages. The user has the
option to request more detailed information, such as when the
package arrived at and left various facilities en route to its
destination (see Figure 66).

UPS is dways in the process of improving its infrastruc-
ture. Its plans are to improve the estimated arrival time of
packages from the current 24 hours down to perhaps % hour.
Also, UPS has a premium (for fee) service for corporations
in which a number of functions and services are bundled
together. Thereisachargefor this service becauseit provides
detailed information on packages and has the ability to pro-
duce reports. UPS states that there was resistance to pay for
the premium service because subscribers believed that the
service should be covered by the shipping costs; however,
UPS is not aware if customers’ attitude toward paying for
premium service changed after using the service.

6.1.2 Federal Express

Another package delivery company that providesdetailed
tracking information to any user is Federal Express (FedEx).
FedEx offers two tracking services. The first is FedEx
Track, which is similar to UPS's service in which cus-
tomers are able to track up to 25 packages via the Internet.
FedEx’s Track application provides a detailed description
of the package's location throughout the package's entire
trip. The second tracking service offered by FedEx is FedEx
InSightsM,

InSight not only tracks inbound, outbound, and third-
party payer shipments, but it also automatically notifiesthe
customer of critical shipping events so that the customer
can take the necessary action. Notification of these events
can be by e-mail, fax, the Internet, or wireless devices.
InSight provides status summaries of international and
domestic shipments on one report because tracking is based
on addresses or account numbers—not on individual track-
ing numbers. Furthermore, InSight helps pinpoint customs
delays and delivery attempts then suggests recommended
actions to expedite delivery. Both tracking services are
offered to FedEx customers at no charge. Figures 67 and 68
show examples of FedEx InSight.

6.2 AIRLINE NOTIFICATION SERVICES

Airlines continue to invest in technology that automates
interactions with customers; this strategy has drawbacks,
but it also has benefits for the public. An example of such a
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Figure66. UPS shipping information.

promising automation technology is the flight-status notifica-
tion servicesthat are offered by most major United States car-
riers. Thedetails and sophisti cation of the servicesvary by air-
line, but the basic function is the same: it alows customersto
sign up for automatic notification on arrival and departure
times, including information about delays, gate changes,
and, sometimes, where baggage can be retrieved (1).

Currently, American, Continental, Delta, Northwest, and
United Airlinesand Travel ocity, Orbitz, and Expediaprovide
flight notification information to a variety of land-line and
wireless devices that can receive e-mail or text messages.
United’'s EasyUpdate service (www.ual.com/easyupdate)
offers more features than do the other airlines’ services,
including quiet times when the user does not want to receive
any message (e.g., on a home phone between 11 p.M. and
6 A.M.); notification about seat upgrades; and registration for
all flights, not for each individual trip. See Figures 69 and 70
for United’s service and Figure 71 for American’s Flight
Status Notification system.

The one drawback to these notification systems is the
timeframe within which the airline will send delay notifica-
tions. By the time a delay message is sent, the user may have
already left for the airport. Also, even if aflight is delayed,
the airline may suggest that the user still go to the airport in
case the status of the flight changes.

6.3 WIRELESS CONTENT PROVIDERS

6.3.1 Location-Based Advertising

Several companies are now providing advertising and
coupons to wireless PDAs and mobile phones based on the
devices' locations. The following describes two location-
based content services that take advantage of locating these
devices (2):

+ Vindigo provideslocation-based servicesin 35 markets
in the United States. Free software that is downloaded
to PDAs by registered users provides|ocation services,
such as directions to local shopping, restaurants, and
entertainment. The PDA’s location is combined with
information on what the user is searching for to send
targeted ads and coupons to the user. So, if the user is
searching for a movie theater in a particular neighbor-
hood, a coupon discounting the movies in that theater
could be provided to the PDA or cell phone user along
with directions to the theater.

+ go2Systems provides location-based information by
partnerships with major cellular providers. It provides
web portals, such as gozhotels.com and go2jiffy.com.
Web-enabled phones, PDAsand Blackberry RIM devices
can be used to access go2Systems location-based ser-
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Figure 67. FedEx InSght screen.

vices. If the user enters “Jiffy Lube,” the go2System
will provide the location closest to where the wireless
device is being operated.

6.3.2 Wireless Local Area Networks

High-speed wireless local area networks (WLANS) are
becoming commonplace throughout the world as an easy
way of “staying connected.” Airline clubs, hotels, and many
other businesses are taking advantage of WLANS to provide
their customers with Internet and e-mail services away from
the officeor at home. Thewireless Ethernet standard, 802.11b,
is being used to provide WLAN services. One commercial
version of thisstandard, called WiFi, ismaking it possiblefor
consumers to purchase consumer and food items using their
mobile phones (3): “If you would like to check your corpo-
rate e-mail while sipping a fresh cup of Decaf Mocha Java,
you' re probably already auser of MobileStar’ s public access
points found in 350 Starbucks Coffee locations now and
scheduled for 4,000 of the shops by summer’send” (4). The

approximate charge for thistype of wireless accessis $15.95
per month (200 minutes) or 20¢ per minute.

6.3.3 Zero-Sixty

While this company does not provide wirel ess services per
se to the transit industry, Zero-Sixty provides transit riders
with bus and train schedules specially formatted for PDAS.
Zero-Sixty buysthe schedulesfrom transit agencies, packages
thedata, and, inturn, sellsthe datato its customers. Zero-Sixty
receives the schedules from the transit agencies in a spread-
sheet format a week in advance of a schedule change. The
schedules are re-packaged and e-mailed to the customers.
The customers then download the schedules to their PDAS.
Customers pay $12 per schedule per year. Zero-Sixty aso
offers bundled services (access to more than one schedule)
for an annual fee of $34.95.

Thetransit schedul e application was devel oped in January
2002 and started operating in April 2002 for the Metro-
North and Long Island railroads. Zero-Sixty plansto provide
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Figure 70. United Airlines EasyUpdate message types and contact selection.

viawireless media actual estimated arrival times once there
isastandard platform for the handheld devices. It currently has
600 commuter rail and 300 subway subscribers to the ser-
vice, which started in June 2002. Zero-Sixty’ sgoa isto have
10,000 subscribers by mid-2003.

Zero-Sixty indicated that overall feedback from customers
has been positive. Zero-Sixty’ sfuture plansinclude providing
the following:

+ More station information such as fare, location, and
routes or lines serving particular stations;

* Maps;

« Actual arrival times;

+ Alertsof delays; and

 Alertsof atrain being X minutes away from acustomer’s
intended boarding location (thisfeatureis currently under
development).

6.3.4 Second Kiss Wireless

Second KissWireless' product, ShuttleGirl™, isacommer-
cialy available platform for wireless and portable transit
schedules and delivers information to travelers and com-
muters viaweb browsers, handheld devices, I nternet-enabled
mobile phones, and traditional telephones. As of December
2002, schedules are available for Amtrak’s Acelaand Metro-
liner services; GO Trangit's Stouffville GO Train and Bus
Service (in Toronto, Canada); Harvard University Shuttle Ser-
vices, LIRR’s Port Washington Branch; Massachusetts Bay
Transportation Authority’s Commuter Rail Service; Metra's
Electric Line (in the Chicago area); Southeastern Pennsylva
nia Transportation Authority (SEPTA) Regional Rail R5 and

R7 Lines; and Tri-County Commuter Rail Authority’s South
FloridaRail Corridor service.

6.3.5 Weather Channel

TheWesther Channel hastwo wirel ess services: MyWesather
and Notify! MyWeather provides weather information and
alerts for a particular area selected by the user. Information
such as severe weather watches and warnings is transmitted
to PDAs, cell phones, e-mail, or to a combination thereof.
There is no charge for MyWeather.

Notify! allows usersto get their choice of wegther aerts, to
select how to receive the alerts, and to select when they want
to receive them (see Figures 72 through 74). The user can
select the type of weather that is hisor her concern (e.g., rain,
snow, tornados, etc.); the severity of the condition; how to be
notified (i.e., by phone, PDA, fax, or e-mail); and when to be
notified. For example, when a tornado warning is issued at
3:00 A.M. inthe user’sarea, Notify! will call his or her home
phone so that he or she can take action for his or her family.
One feature of Notify! is the capability to select a “quiet”
time period, in which the user does not want to receive any
notifications (see Figure 72). Notify! isafree service. Notify!
Plusisalso availablefor acharge. Features of thisserviceare
shown in Figure 75.

The Weather Channel has recently come out with a new
application called Desktop Weather. This new application
provides current temperature continuously updated in the
user’s system tray; severe westher aerts that can be seen and
heard; complete current weather conditions; local radar maps;
and 12-hour forecasts. A subscription to Desktop Weather is
$3.99 per month or $29.99 per year.



87

. . an Home My Account Contact AA Login FAQ!Search [ G0
AmericanAirlines’ P Taai

fligiiE Ui n

Create Flight Status MNotification

Reservations
) i i 3 .
—— W A#Acomcanproactively notify you of American Create Flight Status Notification P
Travel Information ' Alrlines, American Eagle, or Message Delivery Options
——%  AmericanConnection® flight departure or arrival
us al e information. You can choose to
Net SAAver status and gate information, ¥\ hoose b =
& SM'-'HF Offers=™ y| receive a voice message to your phone, or & Text Message
AAdv = text message to a cell phone*, alphanumeric Deliver to: I Select Device s |
anlage b pager*, personal digital assistant (PDAS) or Device email or l‘—
regular email account, _text message address:
ml P‘ " Voice Message
= = — B * Devicemustbe capable of receiving email Phone Number: .
Cuslomer Service , Messages. (United States only) Code Humber
= TEST
About AA » Notice About Flight Status Notification: [
« We recommend you log in using your
Asdvantage number and password prior to Flight Information
adding flights for notification so you can easily Forgot your flight number?  View Schedules Wiew Current R ti
viewy your notification list the next time you
vistt A& com LCity or Aliport Code
« Notification request will not reflect any Hotify me of the | Deparure from j' Citgairport
changes o flight number that may occur I_
» If your flight number changes you will need to for Fllghl HumE-er _
delete your current request and then submit a (American Alrlines, American Eagle, and AmericanConnection® flights only™)

new request using the new flight number Departura  Amival Date: - INo\f - " 19 = I

American Airings will make all reasonable

effart to ensure you receive the requested Flight Hotifications can be made up to 90 days bafore a flight.
information in & timely manner, however, the Notificati

it o s it ication Preferences - Check all that =

limeliness and rekabilty of message delivery pRly

by your device service provider cannot be Send me flight statusfgate information |2 hours priorto =]
guaranteed r

scheduled depadurefamival time.

Be sure to check airport monitors for any last
minute updates since flight status and gate
information may change at any time

v Send me notification if departure/arival time ar gate information
changes. ™™

Click the test button to send 3 test message to the address or number
anterad

**Indicated as AA® on Fagers, FDAs and Cell Phones.

**Departure massages ara santwhen departure time changes more
than 15 minutes. Amival meszages are sentwhen amival time changes
maore than 10 minutes. Messaging for flights cancelled or reinstated
will be sent starting 2 days prior to the flight. I selected alone,
messaging for all other flight status changes will be zent starting 4
houes prior to scheduled deparure or arival time.

|

Copyright | Lecsl | P
AA

A -m' MORE »
Room

Figure71. American Airlines notification registration.



88

Notify! by The W

Personalized Weather Alerts - Anytime, Anywhere

Motify! by The Weather Channel has made it easy for you to get your choice of weather alerts, where you
want them, when you need them. Increase your peace of mind by knowing that you and your family will
receive severe weather alerts the instant they are issued for your area, For example, when a tornado
warning is issued at 3:00 a.m. in your area, Notify! will call your home phone so that you can take action for
your family.

In three sasy steps you can select:

@ Where Notify! by the The Weather Channel should contact you.
With your zip code, contact phone numbers, and e-mail addresses Notify! will know where to get in touch
with you in case of a weather alert.

IEa‘mrmmawammm =|—
Home Phane] [404~ - 555~ - fomon

Mobie Phone | [§78 . [E55 . [io05

ek e 70 s [ —

You can select up to 3 voice phones,

Pramary Fmad - R .

b frain@myisp.com " Pt iy 2 email accounts and a wireless text
Second Emall] |t @emisp com ¥ Pt evdy device on which to receive alerts.

W 1o F @ FOR, o prane.

Wi you clck red, we wil guide you rough e se process

€3 When the alerts you choose should be delivered.
Customize quiet times to receive phone calls only during the hours you choose, such as overnight for your
home phone.

Phone Number : [395™ - 565 - [0000 et qraon |

Nickname: [1ome Phone

Quiet Times: ¥ DoMNOT deliver to this contact point beh

Bpm ¥ Bpm =||Weekends ¥
T oom Stndsoom = = Your quiet times are fully

2. [12om =] and |Sem 2] |Weekends T customizable - you control
™ Hold messages and deliver when Quiet Time is over. when and where your alerts

- . - — are delivered.

Figure 72. Notify! contact information.



€ Wwhat types of alerts you would like to receive.
You will only be notified of the severe and predictive alerts that you choose,

"SR E VTR WY T (T a u = B |
Matkonal Wialher Service (NWS) Hioimre Pivoes Mot Pl Primary E-anall il il 1 Yroek Pivose

© Ehanty Flood sk I r = r 1= r

4 Barore IR0 EOrT Walns = " =4 r L =4

Waminge kxzued by tha NWE forcounties wihers there
) irsreed el of Grcer sorns with song,

Click on the alert name to see a brief description

r I i =3 1 1=
¥ r P - 14 ~
" r = - ~ 1=
r r P r F 1=
- 1= - L W 15

i =] r

- » 1

15 - L

r F r

™ » T

u 4 -

Choose the alerts which are important
to you and select which contact points
the alerts will be delivered to.

Figure 73. Notify! alert features.

Your subscription to Notify! by The Weather

Channel includes access to your personal NOTIFY :

Notify! web page. ek Bk (o, o b o b o o B b, b (340315

» Radar that updates every 5 minutes, focused
on the location you specify.

Changeladar (7

s Zoom in to see specific storms or zoom out to
get regional views.

s See the predicted path of storms to have
advanced warning of severe weather,

e Access all current weather alerts issued in the
U.s.

e Instantly access your alert and contact point

settings to make changes to your Notify!
service at any time.

Upgrade to Notify! Plus for custom weather
forecasts, health alerts, golf & ski forecasts
and more.

Learn more about Notify! Plus REd TOAE LA - & Mo R

Figure 74. Personal Notify! features.

89



90

Air Quality Fore

Select 8 reporting station to receive Yyour regeonal air guality forecasts. ®
Get a Regional Alr Quality Forecast for:
——— Daily EPA air quality forecast for your location
[GaTH] &9
Yaour Alr Quality Reporting Station:
Reporting Station |_add
Aants Remove
My Custom Forecast
Pleasa selact your custom waather thresholds for Afanta, GA, @
b 2 Imn
g Moderate or o Only Heav
1 Any Rain (eBirowmisids ® g v € No Alert
theth t lert wh
mu“““hms Whe .er_ynu want an al w en?\rer
any rain is forecast for your location
& Any z:lax:;::“ or £ WisEmnd or Only Strong & or only when the forecast calls for
Thunderstonms o Strong 3::::“‘,”,“ Thunderstorms Ll heavy rain
Thunderstarms & i : " forroed
Notfy! Plus wi =} u informed.
¥ |snow fy el v
Moderaste or Only Heavy
& any Snow © finiey Stob © Siiow ' Ho Alert
-@ Winter Frozen Precipitation
Any Winter
© frozen w :“I‘r Freezing " Only Sleet Mo Alert
Preciptation =
 Fog & Mo Alart
@ Windy Conditions
Greater than = Greater than Graater than
“ 15moh F 25 mph © 35 mph Sbeetey
li Feels Like
Wind Chill
© Less than 20F & LessthanOF € Less than -20 F Mo Alert
Heat Index
Greater than Greater than  Greater than
© sor © 1osF ® ner AN

Figure75. Notify! Plusfeatures.

6.4 REFERENCES AND ENDNOTES

FOR SECTION 6

3. “Wirca Launches Pay-by-Phone Software in Schlotzsky’s
Delis,” M-Commerce Times (www.mcommercetimes.com);
November 26, 2002.

1. Stellin, S. Paraphrased from “ Flight Delayed?Find Out Fast,” The 4. Sutherland, E. “Would Y ou LikeaWLAN Card with Y our Frap-

New York Times, Sunday Travel Section; December 1, 2002.

puccino, Sir?,” M-Commerce Times (www.mcommercetimes.

2. Sutherland, E. “Location-based Ads in the Real World,” com); August 2, 2001.
M-Commer ce Times (www.mcommercetimes.com); January 2,

2001.




	TCRP Report 92 – Strategies for Improved Traveler Information
	===============
	Back to TCRP Reports Page
	===============
	Project Description
	===============
	Section 6 - Summary of Examples from Other Industries
	6.1 Package Delivery Services
	6.2 Airline Notification Services
	6.3 Wireless Content Providers
	6.4 References and Endnotes for Section 6


