
1

Use of SmartTraveler in Improving Delivery of Customer 

Service with Fewer Resources

Howard P. Benn

Montgomery County Transit ï
Ride On

Rockville, MD



2

Use of SmartTraveler in Improving Delivery of 

Customer Service with Fewer Resources

Å1995 Partnership: Montgomery County, 
FTA, MTA and vendors Fairchild 
Industries (Orbital Sciences/ACS/Xerox) 
and Eagle Systems

ÅIntegrate Traffic and Transit Operations

ÅDevelop First Generation Orbcad 
CAD/AVL and Colorgraphic GIS Mapping 
Application (CGMap)

Transit Intelligent Transportation 

Systems in Montgomery County
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Use of SmartTraveler in Improving Delivery of 

Customer Service with Fewer Resources

ÅTraffic/Transit Operations co - located in 
the Transportation Management Center 
(TMC) Under the Auspices of the 
Advanced Transportation Management 
System (ATMS)

ÅIntegrated Computer System: 
Traffic/Transit Operational Functions 
Executed from Within Same System. 

ÅCGMap ïTraffic Signal & Bus Locations 
and Status Viewed and Manipulated on 
Integrated Workstations.
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Use of SmartTraveler in Improving Delivery of 

Customer Service with Fewer Resources

Application Development was In -House 
or Vendor -Assisted

Route/Scheduling óSoftwareô (Excel) and R&S Data 
Interface into CAD/AVL developed by Montgomery 
County Employees.

Traffic Signal Priority for Transit Buses: 
Traffic/Transit integration at system level 
developed by Vendor/County Partnership

Signs of the Times Project: County employee 
developed.
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Use of SmartTraveler in Improving Delivery of 

Customer Service with Fewer Resources

Signs of the Times

ÅDelivery of Real Time bus arrival information on 

Variable Message Signs

ÅFirst sign deployed September 14, 1998 ïóEOBô Bus 

Stop. Subsequent deployments: Lakeforest Transit 

Center, Montgomery Mall, Bethesda Metro Station, 

various other bus stops 

ÅData Formatted for LED Display sent via spread 

spectrum radio to receiver at sign location

ÅLocation Information Every 5 minutes, Schedule 

Deviation at 5 Minute Threshold Late 1 Min Early
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Use of SmartTraveler in Improving Delivery of 

Customer Service with Fewer Resources

CAD/AVL Communications Upgrade

System shortcomings were apparent by 2000:

üData not ñRealò enough for customer information

üRadio System and Communications Infrastructure not 

sized for a growing transit system ïOne Data Channel 

and Two Voice Channels

üProprietary non-industry standard hardware and 

software system not suitable for integration

üNew features and enhancements prohibitively 

expensive to engineer into system (system not built with 

enhancements in mind)
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Use of SmartTraveler in Improving Delivery of 

Customer Service with Fewer Resources

CAD/AVL Communication Upgrade
Upgrade Process and Payoff:

Outside consultant study (Macro Corporation) 

Showed old system not meeting needs. 

Identified paths to the future. 

Various vendors and products reviewed.

Functional Needs and Solutions Presented:

Customer Information with Real Time Update 

Every 30-45 Seconds

Second Data Channel with Location/Schedule Adherence in 

every data poll

Additional Dispatch Capabilities ïthird voice channel, two-

way text messages, pull-out pull-in monitoring, selective 

route mapping, graphical headway display, etc.

Computer System Integrity ïindustry standard 

components.
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Use of SmartTraveler in Improving Delivery of 

Customer Service with Fewer Resources

CAD/AVL Communication Upgrade

ÅEnhancements and Integration ïThe New OrbCAD

Onboard Customer Information ïAutomatic Stop 

Announcement (audio & visual) 

Automatic Passenger Counter

Farebox & Destination Sign Integration

Onboard Mechanical Systems Monitoring 

Enhanced Data Collection/Reporting Capabilities

Industry Standard Signal Priority Capabilities

Integration With Trapeze Scheduling Packages 

Development of SmartTraveler Plus®
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Use of SmartTraveler in Improving Delivery of 

Customer Service with Fewer Resources

SmartTraveler & Ride On Real Time

ÅSmartTravler Plus is a customer information system using data 

from the OrbCAD system ïbranded Ride On Real Time by 

Montgomery County

ÅSame real time data that is used by dispatchers is available with 

minimal time delay on the internet

ÅUsed by customers and 311 call takers

ÅBus stop based information system ïnext arrival predictions
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Use of SmartTraveler in Improving Delivery of 

Customer Service with Fewer Resources

RIDE ON Real Time is Transitôs name for the eight components of its ATIS ï
Automated Traveler Information System. ATIS will provide real time 
information about individual Ride On trips on its 77 routes. The eight 
components are:

É SmartTraveler ïthis is an internet/web based information system 
developed by ACS/Xerox. Automatic notification available.

É SmartTraveler Mobile (smartphone/PDA) application . Similar to #1, but 
tailored to hand -held screens. 

É 3rd Party Mobile (smartphone/PDA) application . Similar to #2, but 
tailored to hand -held screens and done by 3rd parties (not ACS/Xerox, 
developer of SmartTraveler).

É Signs of the Times ïthese are electronic display signs, typically to be 
mounted in shelters, which display real time arrival/departure 
information for the buses serving that particular stop.

É Bus Stop Numbers ðphone . Each of Ride Onôs 4854 stops is identified 
by individual 5 -digit numbers. An IVR system, reached by calling 240 -
777 -RIDE (7433) or other phone number, will provide arrival 
information for forthcoming buses

É Bus Stop Numbers ðregular text . Riders will be able to send a text 
message to 2407777433 (or another number) and using the individual 
5-digit number, receive a text reply with arrival information for 
forthcoming buses. An e -mail service rather than texting is also 
available.


