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Table of Acronyms

ACRONYM MEANING

ADEQ Arizona Department of Environmental Quality

ADOA Arizona Department of Administration

ALERT Arizona Local Emergency Response Team

AMBER America’s Missing: Broadcast Emergency Response

AZTech Arizona regional traffic management partnership

CAD Computer Assisted Dispatch

Cam-Cam Camera Cameleon/Cameleon Client Software

CCTV Closed Circuit Television

D-Cam Dynamic Message Sign Cameleon/Cameleon Client Software

DMS Dynamic Message Sign

DPS Department of Public Safety

DR# Damage Report Number

DTT Dynamic Travel Time

EIT Engineer in Training

EOC Emergency Operations Center

ERS Event Reporting System

FHWA Federal Highway Administration

GUI Graphical User Interface

HAZMAT Hazardous Materials

ICM Integrated Corridor Management

ID Identification

IM Incident Management

ITD Intermodal Transportation Division (of ADOT)

ITG Information Technology Group (of ADOT)
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ACRONYM MEANING

ITIS International Traveler Information Systems

ITS Intelligent Transportation Systems

IVR Interactive Voice Response

MAG Maricopa Association of Governments

MCDOT Maricopa County Department of Transportation

MCSO Maricopa County Sheriff’s Office

MP Mile Post

NAP Notification Assistance Program

NNI Notice of Necessity to Improve

Org Organization (ADOT)

PeCoS PErformance COntrolled System

PIO Public Information Officer

PTZ Pan, tilt, zoom

REACT Regional Emergency Action Coordinating Team (Maricopa County)

ROW Right of way

RWIS Road Weather Information System

SAT System Acceptance Test

Sit-Rep Situation Report

SR State Route

TMC Traffic Management Center

TOC Traffic Operations Center

US United States

VM Virtual machine

IRU Incident Response Unit
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Mission, Vision, Goals, and Strategies

Arizona Department of Transportation

The Arizona Department of Transportation (ADOT) is a multi-modal transportation agency

serving one of the fastest growing areas of the country. ADOT is responsible for planning,

building and operating a complex highway system.

Our Mission

To provide a safe, efficient, cost-effective transportation system. 

Our Vision

The standard of excellence for transportation systems and services. 

Our Goals

 Maximize available resources to provide essential services to ADOT’s Customers.

 Identify and explain the need for new, sustainable funding opportunities dedicated to

multimodal transportation projects.

Our Strategies

 Prioritize and focus on the products and services most critical to serving the public,

collecting revenue, and maintaining the transportation infrastructure. 

 Align the organization structure to optimize effectiveness and reduce costs.

 Increase efficiency of service delivery processes and systems.

 Refine ADOT’s performance measures.

 Research, evaluate, and explain alternative funding sources to help finance and

maintain a multimodal transportation system. 

Our Values

 Accountability: We take responsibility for our actions.

 Integrity: We hold ourselves to the highest ethical and professional standards.

 Respect: We treat everyone with respect and dignity. 
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Traffic Operations Center 

The Traffic Operations Center (TOC) monitors traffic flow for more than 6,000 miles of roads

across the entire state highway system. With nine traffic operators working 24 hours a day,

seven days a week, ADOT TOC is now among the country’s fastest, most efficient traffic

operations centers.

Through the use of cameras and Dynamic Message Signs (DMS), along with collaboration from

the Department of Public Safety (DPS) and other local law enforcement agencies, traffic

operators monitor and update the Event Reporting System (ERS)/511 system with any potential

incidents that may impact traffic to aid in providing a safe, efficient, cost-effective

transportation system. 

Traffic Operations Center Mission

To be the central point of traffic information for internal and external customers, including

various law enforcement agencies and the motoring public; to reduce congestion and

secondary incidents through traffic management.

Traffic Operations Center Vision

To be a leader in traffic and incident management nationwide, setting standards for traffic and

incident monitoring, communications and management.

Traffic Operations Center Goals

 Quickly and accurately distribute information to ADOT personnel, law enforcement and

the motoring public.

 Initiate and document ADOT response to unplanned incidents. 

 Reduce and manage motorist travel times.

 Mitigate secondary incidents through active traffic management. 

Our Strategies

 Utilize ADOT Intelligent Transportation Systems (ITS) to inform the public of

obstructions, closures, and congestion. 

 Effectively communicate with ADOT Communications and other organizations, DPS and

various other law enforcement agencies.

 Actively manage traffic congestion and provide alternate routes when available.
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Traffic Operations Center Control Room

Control Room Staff

Control Room Operator - Operators are responsible for simultaneously operating a multi-

channel radio console, computer terminal, and multi-line telephone while also maintaining

incident reports and records. They are responsible for receiving, coordinating and disseminating

critical information from various sources, including AMBER (America’s Missing: Broadcast

Emergency Response) Alert notification to the public; creating messages to display on dynamic

message signs (DMS); dispatching IRU (Incident Response Unit) members; documenting agency

response and entering data into the Motorola Flex CAD system and ERS (Event Reporting

System) regarding incidents, planned construction, and rush hour information, which is in turn

announced on the 511 telephone for the public. Operators also actively manage traffic flow

within the instrumented freeway system via a sophisticated computer-based system, including

remotely controlled closed-circuit television cameras and dynamic message signs from a

workstation. 

Control Room Shift Supervisor - Shift supervisors are responsible for the efficient operation
of the control room, including serving as a TOC operator when needed. Shift supervisors are

tasked with providing and maintaining the quality assurance and control for their shift. They

have responsibility for the selection and placement of messages on DMS boards during an

active incident, are expected to provide answers to incident-related questions, and to make

decisions for shift coverage. Shift supervisors provide input to modification of the Control Room

Operations Manual and Training Manual. They also make decisions related to mediation

between field personnel, TOC operators and/or other local agencies such as DPS, fire, and city

and county enforcement departments.

Operations Supervisor - The control room supervisor is responsible for daily activities and

efficient operation of the TOC control room. The Operations Supervisor has the authority to

make daily operational decisions, hire and terminate TOC operators and shift supervisors,

provide administrative and technical expertise to TOC personnel, and develop and maintain

effective monitoring and evaluation procedures for the TOC control room. The control room

supervisor will assure program conformance to established objectives and directives, work with

a diverse group of technical personnel in resolving interagency and departmental operational

problems, develop incident management scenarios and subsequent actions required by

different governmental agencies, and prepare and present training for joint sessions of state,

county, and municipal personnel.
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Control Room Layout and Equipment

The control room is a 2,100 square-foot room equipped with state-of-the-art workstations and

monitoring equipment. This room serves as the central location within Arizona for any incident

or congestion that may impact traffic along the more than 6,000 miles of highways served by

ADOT throughout the state. 

Control room operators can access any application needed to manage an incident from each

workstation. Operators are able to control functions throughout the entire room, such as

lighting, changing video feeds on the video wall, or granting visitors access to the TOC facility

and control room. 

Video Wall

The Video Wall is comprised of 40 individual 55-inch flat panel, zero-edge monitors, and is

operated by ten controllers, one for every four monitors. The video wall has the capability of

displaying up to 160 separate video feeds simultaneously. Operators may choose up to seven

different display layouts, and may change the incoming feeds to the video wall through the use

of Camera Cameleon (Cam-Cam), which is loaded on each workstation. 

Operator Workstations

There are four operator workstations, each equipped with eight, 23-inch flat panel monitors, 

one local computer, two microphones, four sets of speakers, an Extron Digital Crosspoint

Matrix Switcher, two keyboards with two accompanying mouse controllers, one telephone, and

a Motorola MCC 7500 Elite Dispatch Radio Console with a headset jack. 

Each workstation can be electronically adjusted to meet the ergonomic needs of each individual

operator, allowing for both sitting and standing positions. Each operator has also been issued a

rolling cabinet, an individual keyboard with accompanying mouse, and an adjustable ergonomic

rolling chair. 

Extron Digital Crosspoint Matrix Switcher

Each workstation is divided into two virtual displays, one using six monitors for virtual machine

(VM), ERS, Radio, Tunnel Software, AIPhone, and Cameleon Client Software, Motorola Flex CAD,

and another using two monitors for DPS CAD. In order to allow each operator the flexibility of

setting up an effective workstation to his or her needs, an Extron Digital Crosspoint Matrix
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Switcher has been installed to allow operators to control the display order of each virtual

monitor without impacting the setup of the physical computer. 

Printers/ Copiers

The Control Room is equipped with two laser printers located at the end of the metro and rural

workstations. 

Phone Lines

Each operator workstation is equipped with a multi-line phone. There are two dedicated toll-

free lines for anyone calling from outside of the Phoenix Metropolitan area, as well as a three

line rollover system for local callers. There is a local number for DPS and two more local

numbers for other Phoenix Metropolitan law enforcement agencies. 

There are three additional phones in the control room; these are direct dials to Phoenix Fire,

Northern Region Dispatch for DPS, and Southern Regional Dispatch for DPS; they are labeled as

such. The Red Phoenix Fire phone can be located at the right end of the ”Metro One”

workstation and the two DPS phones can be located at the ”Rural One” workstation.

AIPhone IS-Software

The TOC facility is equipped with an AIPHone IS-Software for building security. Cameras,

sensors, and two-way radio boxes are located at the East and South Gates, the main exterior

doors, the East and South interior doors, and both entrances to the control room. Operators

have the capability of viewing the security cameras, speaking with an individual at an exterior

door, and granting access to the grounds from any of the 4 operator workstations. Should there

be a computer system failure, hardwired controls are located between the front two

workstations and can be used to operate the radio boxes and doors. 

ADOT XPanel

ADOT XPanel is an application on each workstation computer; there are also two physical

control panels located between the metro and rural workstations. From the Xpanel an operator

may control power to the video wall, audio output to the individual workstations, and lighting

and various other functions throughout the room. 
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Virtual Machine Software (VMWare) and Remote Desktop

Each workstation utilizes VMWare software to access Remote Desktops allowing each operator

to have his or her own “virtual computer” (VM) that may be customized to individual needs.

Each virtual computer has all the capabilities of a physical computer while allowing the

operator to function from any of the four workstations. 

Microsoft Office Suite

Each virtual computer has the Microsoft Office Suite, so an operator may use any variety of

applications such as Outlook, Excel, Word, and Access.

Event Reporting Systems (ERS)

ERS is a web-based application that can be accessed from both the VM and physical computer.

This is the core system that allows ADOT to collect, process, and disseminate accurate and

timely information to the 511 roadway information phone line as well as www.az511.com.

Operators, ADOT construction, and ADOT maintenance organizations (orgs) all use this

application to input information about both planned and unplanned incidents that may impact

the highways. 

Motorola Flex CAD

The Motorola Flex Computer Aided Dispatch (CAD) system is a modern dispatch system and has

now been implemented by the ADOT Traffic Operations Center, Enforcement Compliance

Division (ECD), and the Arizona Department of Public Safety. The Flex CAD system is utilized to

document all incident management response and maintain status of patrol personnel in the

field.

Cameleon Client Software

The Cameleon ITS Client Software controls the Dynamic Message Signs (DMS) as well as the

closed circuit television (CCTV) cameras and acts as the decision support system to activate

countermeasures in the event of a wrong way (WW) vehicle. All three systems (DMS, CCTV,

WW) now function from a single client interface.

Flux Client

The Flux Client software handles video analytics used to detect wrong way vehicles.

Additionally, each time a detection occurs the Flux system stores a 20 second video clip from

the thermal camera in which the detection occurred.

http://www.az511.com
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Notification Assistance Program (NAP)

ADOT has seven separate districts, each with multiple maintenance organizations. The

Notification Assistance Program (NAP) is used as a central location to access, update and

publish the various call lists for the maintenance organizations and their individual call-out

procedures. 

PageGate Graphical User Interface (GUI) Client 

PageGate is the primary notification program used to notify and request personnel of incidents

on ADOT’s right of way.  

PageHelperApp

PageHelperAPP was developed by Shift Supervisor David Guagliardo and is used to assist in

organizing and developing the standard format for notifications to ADOT administration and

executive staff. 

Control Room Gadget

The Control Room Gadget was developed Operator Vincent Irwin and serves as a central

location for links and shortcuts to various tools. It serves as an efficient method of launching

applications and accessing reference materials. 

ADOT Tunnel Software

The Tunnel software allows operators to monitor and control various functions throughout the

I-10 Deck Park Tunnel, such as lighting, activation of fans, and lane indicators to warn oncoming

traffic of potential hazards and blocked lanes in the tunnel. 

Department of Public Safety Computer Aided Dispatch (CAD) System

Operators have limited access to the Computer Aided Dispatch System (CAD) used to track

dispatched calls for DPS officers located throughout the state. This information allows

operators to provide quick, accurate information out to responding ADOT units and to the

public. CAD also serves as a direct line of communication to DPS dispatchers allowing operators

to report any otherwise unreported incidents they observe while monitoring the highway

system. 

Motorola MCC 7500 Elite Dispatch Radio Console

Each of the four operator workstations is equipped with a Motorola MCC 7500 Elite Dispatch

Radio Console, complete with dedicated microphone and speakers.  These radios allow for

communication between the operator and other ADOT personnel throughout the state. 



TOC Control Room Equipment and Software

6

Closed-Circuit Television Systems (CCTV)

Closed-Circuit Television (CCTV) cameras are located along the Phoenix and Tucson Metro

highway systems. Still images from these cameras are uploaded to www.AZ511.com. Live feeds

are also available to local news agencies for “Live Action Shots.” The CCTV cameras are used for

traffic and incident detection, traffic management, and incident verification. 

Purpose: To utilize the ADOT CCTV cameras to their fullest extent in a manner that best assists

Arizona travelers.

Scope: This TOC regulation is to establish guidelines for use of all ADOT CCTV highway cameras. 

Authority: Guidelines set forth in these procedures will be upheld by shift and Operations

Supervisors with support from the Operations Manager assigned to the Traffic Operations

Center. 

Definitions:

 Cameleon Client – Software used to control the CCTV cameras throughout the state. 

 Pan – rotation in a horizontal plane.

 Tilt – rotation in a vertical plane.

 Zoom – the adjustment of a focal length.

General: 

Operators will use the CCTV cameras primarily for traffic management and incident detection

and verification. Operators have first priority in the operation of the cameras in the Phoenix

Metro District and shared priority with DPS in the Tucson District. 

Guidelines:

Because the feeds from these cameras are supplied to www.AZ511.com and local media the

following guidelines have been established: 

 ADOT CCTV highway cameras will only be used to locate and monitor the traffic flow of

ADOT right of way for active traffic management.

http://www.AZ511.com
http://www.AZ511.com
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 ADOT CCTV highway cameras shall not be zoomed in on details such as license plates

and/or individuals, within or outside vehicles. ADOT CCTV highway cameras shall not be

zoomed in on Private Property.

 Local government agencies that have access to view the ADOT CCTV highway cameras

may request assistance from TOC operators when attempting to view incidents on

arterial streets but must follow the guidelines set forth in these procedures.

Quality Assurance:

Shift supervisors and/or the designated operator for each shift will monitor the CCTV cameras

to provide quality assurance and to ensure compliance with the guidelines set forth in these

procedures. 

AZTech Guidelines for Requesting ADOT CCTV Highway Cameras/Feed

AZTech is a regional traffic management partnership within the Phoenix Metropolitan Area. All

of the major governmental transportation agencies in the region are members as well as public

safety agencies and several private technology and media companies. 

This coalition, led by the Maricopa County Department of Transportation (MCDOT) and ADOT,

along with several collaborating committees, guides the application of ITS technologies for

managing regional traffic. The AZTech website is at http://www.aztech.org/trafmgmt/rog.aspx. 

Purpose: To utilize the ADOT CCTV cameras to their fullest extent in a manner that best assists

Arizona travelers.

Scope: To establish guidelines for all members of AZTech with access to the ADOT CCTV

highway cameras to operate with the same expectations and standards as ADOT Traffic

Operations Center. 

Authority: Guidelines set forth in these procedures will be upheld by the TOC operators, shift

and Operations Supervisors with support from the Operations Manager assigned to the Traffic

Operations Center.  The AZTech guidelines for Video Feed and Camera Control may be viewed

at http://www.aztech.org/docs/curr/CCTVDevice 11-16-06.pdf. 

General: 

http://www.aztech.org/trafmgmt/rog.aspx
http://www.aztech.org/docs/curr/CCTVDevice
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TOC operators, as the primary users of the CCTV cameras, have access to pan, tilt, zoom (PTZ)

each camera for incident verification, traffic and incident detection. At the request of an

AZTech partner, TOC operators may assist with incident detection on a non-ADOT right of way. 

Guidelines:

 TOC Operators will remain “super-users” of ADOT CCTV highway cameras. Other users

with PTZ access include DPS and several members of ADOT’s upper management. 

 All other users are restricted to view-only access.

 If AZTech Committee agencies would like to view an incident on non-ADOT right of way,

they will call the control room at 602-257-1563.

 The requesting party will advise the TOC operator who answers the phone of their name

and what agency he or she works for. 

 The TOC operator will attempt to view the requested area for a period not to exceed 5

minutes. After this time is up, the ADOT cameras will resume viewing ADOT right of way. 

 The priority of the TOC control room, its operators, and ADOT equipment is to ensure

the safety and flow of traffic on ADOT right of way.  

 Operators will not utilize or authorize the usage of ADOT highway CCTV cameras to view

private property and or identify individuals involved in any incident. 

Quality Assurance:

TOC operators and shift supervisors will monitor the CCTV cameras to provide quality assurance

for compliance with the guidelines set forth in these procedures. Any violation of these

guidelines will be reported to the TOC control room supervisor and subsequently the Assistant

State Engineer assigned to the Traffic Operations Center for review. 
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Dynamic Message Boards (DMS Boards)

Dynamic Message Sign (DMS) Boards display electronically generated messages for information

dissemination to the traveling public. Each DMS may be used individually or as part of a system

to mitigate traffic.

Within the control room, the DMS boards are controlled through the use of the Cameleon

Client Software. Cameleon allows for multiple messages to be displayed at various priority

levels, as well as allowing two-panel message displays.

Purpose:  To provide drivers with information about traffic, roadway conditions, Amber Alerts,

and public service announcements. 

Scope: This TOC regulation applies to all DMS boards statewide. 

Authority: Guidelines set forth in these procedures will be upheld by Shift supervisors and the

Operations Supervisors with support from the Operations Manager assigned to the Traffic

Operations Center. 

Definition:

 Travel Times – Through various data collection methods and a travel time algorithm,

DMS boards are automatically activated Monday through Friday during peak travel

times. Messages are displayed throughout the Phoenix Metro and Tucson Metro DMS

boards.

Activation of a DMS board

Operators will activate and deactivate DMS boards either as a scheduled request or in response

to an unplanned incident. 

Priority Level

DMS boards have 10 separate priority levels; the importance of the message will dictate at

what level that message will be sent. With level 1 being the highest priority and 10 being the

lowest, Cameleon will display message on the DMS according to the highest priority message. 

Travel Times are automatically activated between 5:00 AM and 11:00 PM Monday through

Friday, and 7:00 AM to 9:00 PM on Saturday and Sunday. The ten priority levels are broken

down into two groups (High and Low) and will interact with the Travel Times accordingly:
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High Priority Level encompasses levels one through three and overwrites the travel times: 

1. Automated Wrong Way messages.

2. Active unplanned closures of ADOT roads.

3. Active planned closures of ADOT roads.

Low Priority Level encompasses levels four through ten and alternates messages with travel

times: 

4. Active unplanned lane restrictions, or ramp closures (crashes, debris, etc.).

5. Active planned lane restrictions, or ramp closures (construction, roadway maintenance).

6. Sweeper activity messages, Amber Alerts, Blue Alerts, and Silver Alerts.

7. Event Messages. 

8. Pre-warning construction messages.

9. High pollution advisories, Public service announcements.

10. Travel Time.

Dual Panel Display

Operators should utilize a dual panel message for any incident/situation in which motorists

would benefit from additional information. 

Procedure for Acceptable Verbiage and Abbreviations:

In accordance with the Federal Highway Administration’s (FHWA) Manual on Uniform Traffic

Control Devices (MUTCD), only traffic, operational, regulatory, warning, and guidance

information may be displayed on dynamic message signs (DMS).  This includes messages for

incident management, route diversion, adverse weather warnings, lane/ramp/roadway control,

travel times, and destination guidance.

Other applications include safety related messages such as emergency homeland security

messages as well as Amber Alert, Silver Alert, and Blue Alert messages.

Dynamic message signs (DMS) shall not be used for any non-transportation or non-safety

related purpose such as advertisement or to support a private entity.
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Planned DMS Activation

Planned messages for scheduled roadwork, construction projects, and public announcements

for DMS requests should be scheduled 48 hours in advance. These are handled by the

Transportation Engineer Specialist who provides operation support and coordinates planned

events to mitigate non-recurring congestion. The Traffic Engineer Specialist provides a detailed

daily summary of DMS boards that are to be activated, which will include:

 What message is to be displayed.

 Which DMS boards will be used.

 What time the sign will be activated/deactivated.

ADEQ Notifications/High Pollution Advisories:

The Arizona Department of Environmental Quality (ADEQ) Air Quality Division’s mission is to

protect and enhance public health and the environment by controlling present and future

sources of air pollution. The Traffic Operations Center has been asked to assist by activating the

DMS boards throughout the Phoenix Metro area with a public announcement notifying the

public of a “High Pollution Advisory” and to urge motorists to carpool or use alternative

methods of transportation. 

Operators will receive daily e-mail notifications about the Air Quality Forecast for the next three

days and High Pollution Advisories when ADEQ has deemed necessary. Operators will activate

DMS messages listed on the daily DMS summary for maximum public notification. Operators

will also notify the ADOT Communications public information officer (PIO) on duty so that a

floodgate notification may be activated. 

Quality Assurance: Shift supervisors and/or the designated operator for each shift will monitor

all active DMS boards for accuracy, verbiage, and location to ensure optimal impact for active

traffic management. 
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TOC Staffing and Training

Control Room Staffing

Purpose: To ensure that the TOC remains operational 24 hours a day, 365 days a year.

Scope:  This TOC regulation applies to the control room. 

Authority: This will be enforced by the shift supervisors and Operations Supervisor with support

from the Operations Manager and will coincide with the Arizona State Employee Handbook.

This regulation may be viewed at

http://www.hr.az.gov/PDF/Statewide Employee Handbook.pdf. 

Definitions:

 Shift - A shift is defined as eight working hours and includes one 15 minute break with

5 minute breaks every hour. There are three shifts within the control room:

o Night Shift -  10:00 pm to 6:00 am 

o Day Shift -   6:00 am to 2:00 pm 

o Afternoon Shift -  2:00 pm to 10:00 pm 

 Business day - For scheduling purposes, each 24-hour period, beginning with the

“Night Shift” at 10:00 pm.

 Business Week - Each seven-day period beginning with the “Night Shift” on “Saturday”

business day.

 Atomic Clock - The clock located over the “break room” door to be used as the

“official time” for the start and stop of a shift.

 On Time - To be considered “on-time” for a shift, operators must be at their

workstation, prepared to manage an incident, when the Atomic Clock reaches the

official start time of that shift.

http://www.hr.az.gov/PDF/Statewide
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Guidelines

 Shift supervisors are responsible for creating the schedule for their respective shifts.

 Shift supervisors are responsible for approving leave and finding coverage when

necessary.

 Any scheduling conflicts will be resolved by the control room supervisor. 

 Each shift will have a minimum of two people, one of whom must be a certified

operator. 

All operators are expected to report for their shift on time, unless otherwise approved by the

shift supervisor or control room supervisor.
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Training and Certification

Purpose

The purpose of this procedure is to establish the standard training and certification program for

TOC Operations Staff. 

Background

The TOC controls the Freeway Management Systems, monitors incidents, and dispatches

statewide forces. It is critical that all control room personnel obtain and maintain a specific

degree of skill, ability, and performance to operate the TOC. Services for the public including

the Department of Public Safety (DPS), local police departments, fire departments, emergency

medical services, ADOT maintenance districts, and others must be provided at all times. It is

critical for ADOT to retain certified operators to support the functions of the TOC. 

Scope

This procedure applies to all TOC Operators, Shift Supervisors, and the Operations Supervisor.

Procedure

 First 2 weeks

o During the first two weeks of a new Operator’s employment at the TOC, they will

work directly with the Shift Supervisor of their assign shift. During this time, new

Operators will receive training related to setting up their workspace and general

responsibilities of Operations Staff at the TOC.

 Following 2 – 4 weeks

o After the initial two weeks working with the Operations Supervisor, new

Operators will begin working directly with the Shift Supervisor on their assigned

shift.

o The Shift Supervisor may assign an experienced Operator to oversee training if

they are not available.

o Each day, the Shift Supervisor or Operator overseeing the training must

complete the appropriate column of the Weekly Training Checklist (Exhibit 1.) as

well as the Daily Instructor Notes (Exhibit 2.).

o The source document is an Excel workbook named TOC New Operator Training

and can be found in a shared network drive at the link below:

 \\dot.state.az\adotfiles\TSMO\TOC\ControlRoom\Documents\Certifications
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 Continued Training

o New Operators must demonstrate proficiency in the following:

 Discerning information from the DPS CAD system

 Utilizing CCTV cameras to locate incidents

 Identification of DMS to active in response to incidents

 Developing appropriate messages to post on DMS

 Incident documentation

 Agency notification and callout procedures

o Once a new Operator has completed all required training, and demonstrated

proficiency in the key areas listed above, the Operator  and their Shift Supervisor

must complete the Operator Initial Certification Checklist which can be found at

the link below:

 \\dot.state.az\adotfiles\TSMO\TOC\ControlRoom\Documents\Certifications
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Exhibit 1. Weekly Training Checklist
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Incident Management

Incident Management

Unplanned events

Purpose: The primary responsibility of the control room is to provide statewide traffic and

incident management (IM) support while providing traveler information.

Scope: This TOC procedure applies to all active, unplanned events.

Authority: Guidelines set forth in this procedure will be upheld by shift supervisors and the

Operations Supervisors with support from the Operations Manager assigned to the Traffic

Operations Center. 

Definitions and Abbreviations:

 ERS – Event Reporting Systems

 Motorola/Spillman Flex – Computer aided dispatch software used to dispatch ADOT

personnel and document their response

 Planned event – Any scheduled event (construction, road maintenance, or striping).

 Unplanned event – Any event not scheduled (crashes, disabled vehicles, or roadway

damage).

Quality Control: 

Shift Supervisors will review all Level 1 incidents to on a weekly basis to ensure that the quality

level and correct prioritization of incidents is upheld.
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Allocation of Duties

Operators are responsible for simultaneously operating multiple systems, actively managing

traffic flow, and keeping the traveling public informed of events that could impact traffic. The

control room has three distinct allocations of duties: Metro 1, Metro 2, and Rural (includes

Rural 1 and 2). 

Purpose: To establish an allocation of duties based on “best practices” for efficiency, routine,

and functionality for a 3- to 4-person shift. 

Scope: These TOC guidelines will apply to TOC operators on duty. 

Authority: Guidelines set forth in this procedure will be upheld by shift supervisors and the

Operations Supervisors with support from the Operations Manager assigned to the Traffic

Operations Center. 

Allocation of Duties:

 Metro 1/IRU Dispatch – Focusses on the Metro Phoenix area with the primary function

of dispatching the Incident Response Unit (IRU) and documenting incident management

response for all incidents occurring within Central District. Metro 1 functions include but

are not limited to:

 Creating Motorola/Spillman CAD event and documenting incident

response.

 Maintaining regular radio communication with IRU personnel.

 Status checks should be performed at minimum of once every hour an

IRU unit is on duty and not currently assigned to a call or task.

 Metro 2 – Focusses primarily on the metro Phoenix area in performing critical incident

management tasks, but will also assist Rural as needed. Metro 2 functions include but

are not limited to (NOTE: If Metro 2 is not staffed, these responsibilities fall to Metro 1):

 Answering incoming phone calls on the metro are phone lines

 Creating ERS entries and sending admin email notifications through ERS

 Looking for incidents on CCTV cameras

 Activating DMS
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 Sending notifications to and dispatching non IRU personnel as needed

 Serve as the backup for Operators working at Metro 1 and Rural

 Rural – Encompasses anything in the State of Arizona outside of Metro Phoenix. The

functions of Rural include but are not limited to:

 Incident documentation via Motorola/Spillman flex CAD

 Entering incidents into ERS

 Activation of DMS boards

 Sending notifications and dispatching ADOT personnel outside of Central

District

 Admin Notifications for incidents outside of Central district

 Answering the Rural phone lines

Note – In the event that four operators are scheduled, Rural may be divided up into Northern

and Southern Regions with Rural 1 working Northern and Rural 2 working Southern. 
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Event Documentation 

Purpose: 

To standardize documentation of ADOT’s incident management response and event reporting

through the Motorola/Spillman Flex CAD system. 

Scope: 

These guidelines apply to the use of Event Reporting System for documentation of incidents.

Authority: 

Guidelines set forth in this TOC procedure will be upheld by shift supervisors and the

Operations Supervisor with support from the Operations Manager assigned to the Traffic

Operations Center.

Procedure:

All incident management documentation must be done within the Flex CAD system. The full

manual can be located on the TOC network drive at the link below.

\\dot.state.az\adotfiles\TSMO\TOC\Operations Manuals and Guidelines

Additionally,  a quick reference document has been created by Shift Supervisor David

Guagliardo to provide some quick guidance on the basic use of the Flex CAD system. That

document can also be found at the same link (above) and is titled “CADQuickRef”.

An event must also be created in ERS for any incident or scheduled event that may affect traffic

flow.

Creating an event by right-clicking on the map:

If you are able to identify the location on a map, you may find it easiest to simply right-click

on the map and select the proper road segment from the drop-down list that appears.
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While the Event Stamp window will create the event in ERS,  however, the event will not be

publically available on the 511 system until the  button has been clicked on Manage

Event window. This window is broken into the following sections; Location, Event Stamp,

Lane Closure, Responders, Details, Broadcast, and Internal Notes. The following is an

explanation of each section.

Location:

The location section allows users to set the appropriate direction of travel, reference

location, and whether the event is at, near, beyond, or before a specific milepost.

Remember, the available drop-down options are in reference to the location pin that is

visible on the mini-map. To update the location of the visible pin on the map, users will

need type the updated location (with correct syntax) into the Location-Lookup search bar

on the mini-map.

Event Stamp:
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The Event Stamp section allows users to set the source, event status (reported, confirmed,

and ended being the key status selections), event type, event severity, event subtype, a

major event that may correspond with this event, the even start time, and event end time.

**Note: No end time is needed for an unplanned event like a crash.

Lane Closures:

Currently, Operators should not utilize the lane diagram in this section to indicate which

lanes are blocked. Instead, choose the appropriate event subtype in the Event Stamp

section to indicate which lanes are blocked.

For mainline full closures of an ADOT road, be sure to check the “Full Closure” box. Also, be

sure to uncheck the box once a mainline lane of travel has reopened. This checkbox should

not be used for ramp or interchange closures. 

Details:
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**NOTE: This section is all publically visible information. “Public Details” should never contain

personal information or cell phone numbers.

The Public Details text box allows Operators to provide additional information (like detour

routes) that can may not be represented in other information fields. 

The Details section is also where vehicle dimension restrictions should be entered. It is very

important that this information is correct as it affects the ADOT EPRO system and will

incorrectly issue or deny permits to commercial vehicles if this information is incorrect.

Broadcast

The Broadcast section provides a preview of the message that will be sent to Email and SMS

distribution groups as well as the public facing API which provides information to

www.az511.gov and sends notifications to subscribers. By default, only the “API” option is

selected as the event information must be sent to the API in order for the event to appear

on the public website.

http://www.az511.gov
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Internal Email and SMS are utilized to send push notifications to groups defined within the

ERS/511 system and are not dependent on recipients also subscribing for notifications from

www.az511.gov. 

Quality Control:

Shift supervisors will review incidents to ensure compliance with this procedure. 

http://www.az511.gov
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Call-Out Procedures

Purpose: To communicate and coordinate a request of service from DPS or other law

enforcement, or the general public to the appropriate ADOT Organization. 

Scope: These TOC guidelines apply to all notifications to ADOT personnel.

Authority: Guidelines set forth in this procedure will be upheld by shift supervisors and the

Operations Supervisors with support from the Operations Manager assigned to the Traffic

Operations Center. 

Definitions: 

 PageGate – Primary notification program used to notify and request ADOT personnel

 Notification Assistance Program (NAP) – The primary software application used to

access update and publish the various call lists for maintenance organizations and their

call-out procedures.

Call-Outs

The call-out actions an operator will take vary depending on the request and the ADOT

organization responding. The primary source of this information is the NAP program. If NAP is

down, or the organization requested is not part of the NAP program, the binders located

between the consoles may be used to help operators find the information. These binders are

separated by maintenance districts, signal groups, signing groups, and statewide groups.

Call-Out Notification Format

When initiating a Call-Out request, operators need to have the following information available:

 Route (e.g., I-10, I-17, SR 51, SR 69, SR 89A, US 191, etc.).

 Direction of travel (North, South, East, West).

 Milepost ( e.g., MP 191) and or cross street (e.g., Washington St.) when in Central

District.

 Incident details (type of crash or event).

 Type of assistance needed.

 ERS number.

 DR# (If available at time of request),
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PageGate Notification Example

For PageGate requests to maintenance organizations (orgs) the following format should be

adopted:

 I-40 WB at MP 80 – Crash off roadway, 20ft of ROW
1
 fence damaged, ERS #4200 –

Operator I. 

 I-17 SB at MP 145.5 (7
th
 St) – rollover crash, 1 post and 3ft of guardrail damaged. ERS

#5302 DR#2013-9123456. – Operator I. 

IRU Callouts

The incident response unit (IRU) is currently comprised 2 shifts that patrol Central District ADOT

roads. Their current hours of operation are 5:00 AM to 8:00PM, Monday through Friday.

Outside of those hours, they remain “on-call” and serve as the first point of contact to respond

to requests for traffic control, infrastructure damage, or debris removal. They should not be

contacted for traffic signal issues, sign knock downs, or irrigation leaks.

Contacting IRU personnel during working hours:

 As IRU members are on patrol, TOC Operators should contact them via radio on the

“ADOT – TOC” channel

 All IRU members are issued mobile devices with access to Flex CAD so there shouldn’t

be any need to send incident information via text or email notification

Contacting IRU personnel outside of working hours:

 To contact the “on-call” IRU personnel, simply send a notification to the ADOT IRU

contact group in PageGate.

 

                                                     
1
 ROW stands for “right of way.”
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Admin Notifications

Admin Notifications are notifications to ADOT Administrative officials (Admin Major) and local

District Administrators. Admin notifications will be sent for incidents meeting the criteria listed

below.

The following list requires an Operator to select  within ERS and click the

 button sending an email notification to TOCAdminMajor@azdot.gov. 

 Any unplanned level 1 crash incident including fatal incidents and road closures

 Any incident blocking 1 or more mainline lanes of an interstate

 Any incident blocking 1 or more mainline lanes of an ADOT roadway in Central District

 Any incident resulting in the closure of an interchange ramp connecting ADOT roadways

The following items require a TOC Operator to manually send an email with relevant

information to TOCAdminMajor@azdot.gov. 

 Any evacuation order within the State of Arizona

 Amber/Blue/Silver Alerts

Quality Control:

Shift supervisors will review notifications to assure the quality of the information provided on

notifications. 
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Additional Information Notifications

Overview:

ADOT executives, including District Engineers and Traffic Systems Management and Operations

leadership (TSM&O), would like more information regarding high impact events that affect

ADOT maintained roadways. 

Background:

With the reorganization of agency resources, agency leadership is now more involved and the

demand for relevant information pertaining to incident management is now greater than ever.

Purpose:

To provide clear, direct information to key leadership personnel with current information

related to ongoing incidents affecting ADOT roadways.

Authority:

Guidelines set forth in this procedure will be upheld by shift supervisors and the Operations

Supervisors with support from the Operations Manager assigned to the Traffic Operations

Center.

Definitions:

 High Impact Event – Any Level 1 Closure

 Closure – Any time a complete direction of travel, of an ADOT roadway, is blocked. (i.e.

none of the travel lanes, for that direction of travel, may be used by traffic)

Procedure:

 Once ADOT personnel, or DPS troopers, advise they are on scene at an incident, and

establish a traffic control plan, an Operator at the TOC will gather the information listed

below.

1. Name of ADOT Incident Commander (IC)

2. Contact phone number for the ADOT IC

3. The exact milepost to milepost rang of the closure

4. The detour route or plan (examples: “traffic detoured onto right shoulder”, or a

street by street detour list)

5. A brief update about the incident that includes an estimate for re-opening

(examples: “Cleanup operations are underway for 500 gallons of fuel that has

leaked out of the tanker truck.” Or “This will be an extended closure as DPS

conducts a criminal investigation for the 2 vehicle fatal crash.”)

 Once this information has been ascertained, an Operator will type it into an e-mail

addressed to TOC (Admin More Info) with the subject, “Additional info on the closure of

[highway of incident]”.
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Emergency Management Group

The ADOT Emergency Management Group manages business processes during emergencies that

impact ADOT facilities or right of way. Their responsibilities include establishment of the

Department Operations Center (DOC), operation of the Web Emergency Operations Center

(WebEOC) system, generation of Situation Reports (Sit-Reps), coordination and participation in

preparedness exercises, statewide emergency management training for ADOT personnel, and

emergency response coordination. 

There are certain types of major incidents in which the ADOT Emergency Management will

require a notification in addition to the normal notification sent to the Admin Major group.

Those incidents include: 

 Any incident which requires FHWA to be notified.

 Land based fire in which ADOT resources are dispatched for assistance. This includes brush

fires and/or wildfires that were caused by vehicle fires.

 Any Report of an explosive device or terrorist threat including incidents involving an active

shooter. 

 Any incident resulting in the injury or death of 6 or more people.

 Hazmat incident causing a road closure.

 Any incident which results in the closure of an ADOT roadway for 3 hours.

 Any water release from any dam or spillway.

 Any incident causing an evacuation. 

 High impact incidents that may draw media attention.

 Any Notification of Emergency Alerts for Palo Verde Nuclear Generating Station.

 Injury or fatal crashes involving an ADOT employee or a first responder including tow

operators, roadway maintenance personnel, or any public works personnel. 

If an incident meets any of the above criteria, operators will send a text notification to the adot-

emergency-management notification group via the PageGate notification system. If you do not

receive a callback within 5 minutes, call the Emergency Manager.
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Travel Times

ADOT has been actively developing freeway travel time estimates since 2008 to be displayed on

DMS boards visible to the largest number of freeway weekday commuters on the most heavily

traveled freeway corridors in the Phoenix and Tucson areas. Through the use of various data

collection methods and a programmed algorithm, travel times are calculated and displayed on

DMS boards throughout the Phoenix and Tucson areas for the motoring public. 

Purpose: To provide the motoring public with an accurate time of travel to various locations

during the weekday rush hours. 

Scope: These guidelines are to ensure the quality of the travel times provided by the

automated system, as well to as establish a method of tracking the times provided.

Authority: Guidelines set forth in this procedure will be upheld by shift supervisors and the

Operations Supervisors with support from the Operations Manager assigned to the Traffic

Operations Center.

Definitions: 

 Weekday Commute – from 5:00am to 11:00pm, Monday through Friday

 Weekend Commute – from 7:00am to 9:00pm, Saturday and Sunday

 Travel Time – the estimated time to travel between two points, as calculated by an

established algorithm. 

 Dynamic Travel Time (DTT) Extend – The web portal used to view and extend travel

times. 

General:

Operators have the responsibility to ensure the validity of the provided times and take the

necessary actions should it be discovered the times are incorrect. This includes but is not

limited to notifying technical support and overriding the display of incorrect times. 

Procedure: 
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During the hours of 5:00 a.m. to 11:00 p.m. on weekdays and 7:00 a.m. to 9:00 p.m. on

weekends, operators are tasked with monitoring the travel times messages. These are

automatically displayed on the DMS boards, with the CCTV system, and the DTT Extend web

portal. 

Should an operator observe a malfunction of the Travel Times System, the operator will do the

following:

 Verify messages are actually displayed on the DMS boards via CCTV.

 Notify technical support.

 If possible blank the DMS board until the issue has been corrected.

 Shift supervisors or the control room supervisor will notify the TOC (Travel Times) group

via email if the issue is expected to last for an extended period of time. 

Operators have the capability to activate or extend the travel times in event of heavy traffic

outside the established rush hours through use of the DTT Extend web portal. 

 Operators should notify the shift supervisor and or control room supervisor prior to

taking action.

Quality Control: 

Shift supervisors will check with the operators to ensure compliance with this procedure. Shift

supervisors will also use the TOC control room Video Wall preset display to monitor DMS

currently displaying travel times. 






