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TDOT HELP M ISSION STATEMENT

The mission ofHELP is to minimize traffic congestion, promote the safe movement of people
and products, and improve the travel environment. We work in partnership with emergency
response agencies and other TDOT units as part of a highway incident management team. We
are ommitted to performing our duties in a professional manner.
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SECTION 1

INTRODUCTION

The HELP program, which operates in Chattanooga, Knoxville, Memphis and Nashville, is a core component of
Tennessee Department of Transportation& (TDOT) SmartWay Program. The purpose of SmartWay is to reduce
traffic congestion, the problems caused by congestion, and to improve the operating efficiency, effectiveness, and
safety of Tennesseebs transportation system.

The SmartWay Program traffic cameras are operated from T DOT 6 s  rTengporatioraManagement Centers
(TMC) located as follows:

Region | Region Il Region lll Region IV
7345 Region Lane P.O. Box 22368 6601 Centennial Drive 5344 Boswell Ave.
Knoxville, TN 37914 Chattanooga, TN37421 Nashville, TN 37243 Memphis, TN 38120
865-594-2403 423-892-3430 615-350-4300 901-537-2991

Region Il is currently operating traffic cameras at a temporary site on the regiondé sampus while a permanent TMC
facility is being built off campus. The Memphis TMC is not located on the Region IV campus. Each TMC has a
Transportation Operations Manager, along with a staff of TMC Operators, TMC Supervisors and Dispatchers.
Currently, the TMCs are operating on a weekly schedule of three shifts. A goal of the statewide SmartWay Program
is to staff the TMCs on a 24/7 schedule. Region | and Region Il are preparing to implement this endeavor.

Exhibit 1: TDOT Regional and District Boundaries

REGION 4 REGION 3 REGION 2 REGION 1

The HELP Program is a component of incident management in Tennessee and is beginning its eleventh year of
operation as of July, 2010. Recent improvements in highway incident management in our state are due in large part
to the work of local and state law enforcement agencies, fire services, rescue squads, emergency medical services,
emergency communication centers, emergency management agencies, towing and recovery companies, news media,
transportation planning organizations, and other agencies and organizations with responsibilities for highway
response, planning, and operations.

This annual report descr iHoogran arid bummanzes the work accompaniedfby tieD O T
HELP personnel during the past state fiscal year beginning July 1, 2009 and ending June 30, 2010. TDOT is very



proud of these accomplishments; however, as noted in the mission statement, HELP i s part of
management tdeisioms. within TOIT,raleng with other state and local agencies, also played critical
roles in keeping Teneffeiendyaddafsly r oadways operating

We recognize and thank the individual police officers, troopers, fire fighters, emergency medical technicians
(EMTSs), rescue squad members, 911 operators, police and fire dispatchers, tow truck operators, traffic reporters,
transportation planners, and others who support the HELP program and assist-the HELP personnel. As a result of the
combined efforts of these entities and to maintain compliance with the National Traffic Incident Management
Coalition (NTIMC) National Unified Goal (NUG) process, the Office of Incident Management along with the

assistance of other divisions in TDOT proposes
standard, consistent operations and cooperative efforts for the safe, quick removal of highway crashes and spilled
cargo from Tennesseebs interstates within ninety

The FY 2009-10 HELP Annual Report depicts resources committed to the program, numbers and types of services
provided to motorists, customer evaluations, and the program costs, benefits, and funding sources.

TDOT has begun the implementation of a new program system to improve the effectiveness of the Transportation
Management Centers and the statewide HELP Program. The purpose of the new program system is to seek an
internet based traffic incident locator, along with activity and reporting capabilities. This system will provide real-
time location information and reporting of traffic incidents and HELP Truck activity.

The system has been integrated with the statewide TMCs for traffic incident management, monitoring and control.
This concept will provide a collaborative environment by combining the existing TMC Operators and the HELP
Truck application into a new integrated solution, allowing both entities to team together to manage and record a
highway incident.

Beginning in January, 2010, Middle Tennessee was the first region to have the XIRGO Technologies model XT-
2000G IntelliPort GPS/AVL units (created by Gannett Fleming (The Vanus Group) installed onto several HELP
Trucks to begin the phasing in of the new system.

The internet based system will locate HELP Trucks by the use of the GPS/AVL device and will be displayed on a
map alongside the incident location with information being entered by the TMC personnel. The map will merge the
two types of data used in the TMC onto one seamless map display. This system will eventually eliminate all current
hand written documentations by the HELP Truck Operators; data entry functions will be done by the Dispatcher and/
or TMC Operator. The Dispatcher and/or TMC Operator will be required to record all data in the new system. All
information will be communicated to the TMC Dispatcher via radio communications with the HELP Truck
Operators. In December, 2010, we anticipate full statewide participation with all TMCs using the internet based
system.
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[-240 EB @ Perkirs Road, Memphis, Tennessee




The HELP

SECTION 2

ROLES AND RESPONSIBILITIES OF THE HELP PATROL
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largest metropolitan areas, (Chattanooga, Knoxville, Memphis, and Nashville) from early morning to late evening,
seven days a week. The HELP service is provided with three shifts of operators, working supervisors, and
dispatchers. The operating hours are from 6:00 AM to 8:30 PM on Monday, 5:00 AM to 10:30 PM, Tuesday through

Friday, 8:30 AM to 8:30 PM on Saturday and 9:30 AM to 8:30 PM on Sunday.

Exhibit 2: Tennessee Help Routes (Statewide)

KNOXVILLE INTERSTATE
[-40
I-75
1-140
1-275
1-640
Total miles served during
HELP Route *peak 43 miles
hours
NASHVILLE INTERSTATE
1-24
1-40
1-65
1-440
Total miles served during
HELP Route *peak hours 48 miles

CHATTANOOGA INTERSTATE
-24
1-75
1-124
Total miles served
during HELP Route 48 miles
*peak hours
MEMPHIS INTERSTATE
1-40
[-55
1-240
Total miles served
during HELP Route 44 miles

*peak hours

*Peak hours are morning and afternoon hours where commuter traffic volumes are at their highest.



These close-in patrol routes, which are adjusted by the working supervisors in response to prevailing conditions,
allow prompt response to incidents that would otherwise cause widespread and prolonged congestion, secondary
crashes, and related problems. Although rural roads and secondary routes are not part of the close-in patrol routes for
the HELP program, the HELP units also respond to requests from local law enforcement agencies and/or the
Tennessee Highway Patrol (THP) to assist with crashes and other emergencies outside of the normal patrol areas.
The total number of miles serviced by the statewide HELP Program during peak hours is 183.08 miles.

The Metropolitan Nashville Public Works Incident Response Unit is another emergency assistance service for the
Nashville Metropolitan area that plays a role in the incident management arena of providing assistance to the HELP
Truck Operators, and responding to incidents on non-freeway routes.

The clearance and response times for HELP assisted lane blockage incidents is approximately 95% statewide for all
incidents (major and minor) incidents cleared within ninety (90) minutes. HELP Operators are usually the first
responders at the scene of a major or minor incident. Without the assistance of the HELP Operator, such incidents
could often impose potential danger to the public, as well as other emergency operators. In Tennessee, the HELP
Supervisors and Operators also work closely with local towing companies to ensure the safety of the public is their
first priority, and to implement quick clearance of the roadways.

[-440 WB @ the 6XR/R Overpass near Glen Rose Ave Nashville

Photo displays the Tennessee HELP Truck Operator providing traffic control while the West Nashville Towing and
Recovery maneuvered the removal a transport truck embedded in the columns of a bridge/overpass in Nashville.

The Middle Tennessee Task Force Committee emphasizes coordination between agencies in every meeting,
therefore, once on the incident scene these fifirst r e s p o nwill eammubicate with each other making it less
difficult to open lanes as soon as possible.



The safety of Operators and their trucks are always on point, as indicated in the following photos. The following
incident took place on 1-240 South, around Mile Marker 28 in Memphis. A HELP Operator stopped to assist a
stranded motorist who had run out of gas. After the Operator stepped out of the vehicle, another motorist driving a
SUV at a high rate of speed on the shoulder slammed the back of the HELP Truck. The HELP Operator was safe,
but the truck was damaged.

[-240 South around Nle Marker 28, Memphis, TN
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The HELP operators and supervisors are specially trained and equipped for the many kinds of emergencies
encountered on Tennesseeds mnizabled vehidesto majorycrashes. aAUl eflthe d  r
operators and supervisors are certified emergency
throughout the fiscal year. The HELP services are provided without charge and the HELP operators do not accept

tips. The operators give postage-paid "comment cards" to each motorist receiving assistance and we encourage
motorists to fill out and mail the card as soon as possible after the incident.



During FY 2009-10, HELP Operators were also called on to assist with special events across the State which created
exceptional demands on the transportation program. Special events assisted by HELP patrol are displayed in the
following illustrations:

¢

In August 20®@ and March 2Q0, Knoxville HELP Operators assisted the THP with traffic
control and motorists assistance for the NASCAR races that brought thousands of fans to the
Bristol Motor Speedway and surrounding areas. Assistance is provided for three days with extended work
shifts during the Bristol Motor Speedwagvent

During the University of Tennessee Football season, the HELP Operators provide assistance to motorists
and traffic control for seven home games. The
voume before and after the game.

Region | HELP Trucks were used to assist the -Tities area during the North Carolina rockslideThe
selected Operators/orked twelve hourshift five days a week during the Christmas holidays 2009 until
April, 2010.

During a snow storm, Region | HELP Trucksvas called to Washington County to assist stranded
motorists on rural stretchsof interstate.

The Chattanooga HELP Unit annually works in conjunction with the THP, local law enforcement, and numerous
other agencies to manage the traffic flow on 1-24 during the mid-June Bonnaroo Music Festival near Manchester,
TN. During FY 2009-10, the Chattanooga HELP Unit assisted the THP in the Homeland Security Check Point for
twenty-four (24) hours, providing traffic control, message boards and lights. The Chattanooga HELP Program is a
champion in participating in special events in the city as well as providing roadway assistance in HELP designated

areas on the urban roadways. The following is a list of other special events by the Chattanooga HELP Units:

*

AHan Acr oss Tjding proBram vitle ath&r agencies and states to promote safety for motoring
public and law enforcement)

Ooltewah, Independence Day Celebration (provided message boards around event)

THP Brake Checkfor the Industry Day (provided message boards and lights to ensure traffic moved
safely)

Tow Show Downtown Chattanooga (this event was
Program Recovery Class in the wrecker ordinance)

CornbreadFestival, SouthPittsburg (provided message boards and lights to ensure traffic moved safety)

Groundhog Shadow Day (partnered with a local high school to teach students about the HELP Program
and to stay in school)

Three States Three Mountains Bike Race (provide mesdag@ds to keep traffic moving and bikers safe)
River City Triathlon Race (provided message boards to keep traffic moaithensure safety)



The Nashville HELP Program, which serves the largest geographical area during peak hours, participated in the
Fourth of July celebration and fireworks display in downtown Nashville by operating special patrols with the THP
and the Nashville Metropolitan Police Department. The Nashville HELP Program has participated in numerous
special events such as:

Film Shootfor t h e Trmaofvfiieg @ontr ol 0O

Kings Lane Elementary School, Nashville, TN., Safety Program Day

Provided traffic control for the Trail of Tears Motorcycle Ride

Provided support and presence for the signing of the 2009 Revised Tennessee Hi§afedyPlan

* & & o o

accident

*

Recovery

In April, provided traffic control and emergency responskiring the 1000 year flood in Nashville
Earth Day Public Awareness Event

Hispanic Community Safety Awareness (provided motorist safety tips)

* & & o o

Participated in multtagencyinter-operability scenarios &training exerciseas shown below

Multi - Agency InterOperability Training ExercisegRegion IIl), Nashville

3

Provided escort assistande the burial of a Spring Hill, Police Officerwhose death resulted from a car

Assistedin the training exercise of an over turned truck sponsored by West Nashville Towing and

Participated i n numilei oSuasf el Bleetewne elhr itvhien gB aRrroegr am



The Memphis HELP Unit peak hour service area is smaller than Chattanooga and Nashville, yet their total fiscal year
mileage comes in second as compared to all the regions. The Memphis HELP Program has participated in several

special events such as:

¢ Provided traffic control fnomeroddodcasions Sport Par kods

+ Participated in Career Day at several elementaghools
¢ Provided HELP Truck for exhibition on Earth Day in Jackson

Region 1V HELP Patrol assists local law enforcement by providing traffic management on 1-40 near the Madison
Ave., exit, in Memphis, containing traffic to one lane due to an incident. The cone setup is in accordance with the
Manual on Uniform Traffic Control Devices (MUTCD) for Streets and Highways, Section 61, Control of Traffic

through Traffic Incident Management Areas

[-40 WB @ Madison Ave., Memphis




Exhibit 3 shows a HELP operator with his truck and a display of standard equipment available to assist the operator

and other incident responders. ( Wh e n

Al n

Installed Equipment

Two-way radio w/repeater
CB radio

Police radio (supervisors)
Public address system

« Emergency vehicle package
(lights, siren, etc.)

o Air compressor

o 3500 watt generator

Portable Equipment and Tools

Tow straps and chains .
Reflector zed traffic cones

Portable traffic control signs .
Roadway flares

Fluorescent traffic control flags .
Traffic control paddles .
Sockets, wrenches, screw drivers o

Ball peen hammer, sledge
hammer, pry bar, hack saw

Air impact wrench, portable air
hose, lug-lock removal tool
Portable air tank

Jacks, wheel chocks

25-foot jumper cables

Supplies
Gasoline and diesel fuel « Assorted fuses, hose clamps, nuts,
Water bolts, clips
Fire extinguishers « Electrical tape, duct tape,

Absorbent material mechanical wire

Medical
« Oxygen kit
« Automated external defibrillator

First aid/trauma kit
Blankets, flat cloth sheets

Personal Equipment
Reflective vest « Cell phone

Hard Hat

Exhibit 3: HELP Operator, Truck, and Equipment, Nashville, TN

s e r valwaye wed their fefeective pestsy) at or s

« 20-foot self-retracting air hose
« Halogen work lights; spot light
« Front-facing video camera (some

vehicles)

Battery booster pack

Push brooms, shovels

300-foot measuring tape
Camera

Portable flood light

Leaf blower (some vehicles)
Radiological monitoring device

Marking paint
Area maps and phone directories
Motorist comment cards

Eye wash kit

Flashlight

10



Exhibit 4 shows a HELP supervisor heavy-duty pickup truck with much of the same equipment and the capacity to
transport passengers when necessary.

Exhibit 4: HELP Supervisor Truck, Regions Il and IV
' P 2w

The HELP operators utilize a language interpreting service contracted by the State of Tennessee to more readily

assist motorists with limited English proficiency. The HELP oper ator uses a APoI
ascertain the native language spoken by the motorist. The HELP operator contacts the language interpreters services

via cellul ar tel ephone uti |l i Zhemgp Oaerator 8p8aks Qvith a mompary e r
operator and states the type of language interpretation needed. The company operator serves as a facilitator between

the HELP operator and the motorist. Although there has not been a large demand for this service, it is reassuring to

know when needed the Department has services in place to assist any stranded motorist on our urban roadways.

The Office of Incident Management (OIM) produced and continues to distribute throughout the state a brochure
directed to motorists explainingTennesseeds A Mo vi@ll7) a showh ia Appeldik B.AMoGirt a
vehicle off the roadway in Tennessee is not only a law, but it helps clear crashes quickly, reduces congestion and
improves safety conditions for all motorists and emergency responders.

Each TDOT Region is equipped with an incident response trailer to be used as an onsite command post for long term
major highway incidents.

11



Exhibit 5: HELP Incident Response Trailers (Region 1V) Memphis, TN

12



Overturned Lumber Truck on440at Lovell Rd.,Knoxville, TN




SECTION 3

STATEWIDE RESOURCES AND OUTPUT

Exhibit 6B describes the resources committed to the HELP program and the program output for FY 2009-2010, with
definitions for key terms used throughout the report.

The following pages provide a statistical review of HELP performances during FY 2009-2010, recognizing the
numbers do not capture the full extent of the work
tagging an abandoned vehicle or changing a flat tire on the shoulder of the roadway without any complications.
However, the next stop may involve multiple vehicles, an overturned truck, spilled fuel or cargo, serious injuries, or
the need to make immediate decisions to close ramps, lanes, or even an entire freeway. Even during routine stops
HELP operators must contend with traffic operating at high speeds, high levels of noise, exhaust fumes, wind, and
sometimes adverse weather, all of which make the job especially challenging and potentially hazardous. Along with
the adversities the HELP operators have to deal with during a regular traffic stop, they are retrieving data with the use
of a pencil and clipboard holding the data collection form in place. This process for collecting data from service
stops has not changed since the inception of the program. As stated earlier in the report, the Department is
implementing the final details in updating the data collection process for the HELP program. The objective of this
project is to improve the effectiveness of the HELP program, and to have the ability to create and retrieve real time
data in a timely manner utilizing staff from the TMC, leaving the operators to concentrate on keeping lanes open on
the roadway. Another service provided by HELP operators is inspecting and tagging abandoned vehicles on

Tennesseebs roadways. The taggi ng-16d03, which statecalvebideisi s i
considered abandoned if it remains illegally on public property, and T.C.A. 55-16-111, which states the law
aut horizes removal of illegally stEpbp@yd or parked v

Underlying all of the numbers and the details about the HELP program are two prioritiesd safetyand quick clearance
of incidents.

Exhi bi't 6 A: T Dv@hicke dotittn at t ended

TENNESSEE DEPARTMENT OF TRANSPORTATION

UNATTENDED VEHICLE NOTICE

Your vehicle has been tagged by the Tennessee Department of Transportation’s HELP Patrol for Highway Incident
Management.

Tennessee law provides for removal of a vehicle when an operator has reasonable grounds to believe it has been
ABANDONED or if it is CREATING A TRAFFIC HAZARD.

A vehicle is considered abandoned if it remains illegally on public property per T.C.A. Section 55-16-103

This vehicle should be removed as soon as possible to prevent it from being damaged by accident or vandalism

The law authorizes removal of illegally stopped or parked vehicles at owner's expense, T.C.A. Section 55-16-111.

To promote safety and protect property, this vehicle was checked

Date +20 Time: am. p.m. By Unit #

DT-1692

14



Exhibit 6B: StatewideResources andDutput

Operating positions * 67
Trucks * 79
Route miles * 183
Operator shifts worked * 11,371
Vehicle miles driven ° 2,615,785
Stops recorded ° 80,977
Trucks per position 0.9
Miles driven per position 39,042
Miles driven per operator shift 172
Miles driven per truck 33,111
Stops per authorized position 1,209
Stops per route mile 442
Stops per operator shift 7.1
Number of special events 31

! Operating positions: Number of authorized positions for HELP operators, supervisors, and dispatchers. The number of personnel actually
in service varied on a daily basis depending on various factors: vacancies and the numbers in training, on annual/sick leave, or otherwise not
available for their regular assignment.

2Trucks: Number of specially equipped HELP operator and supervisor vehicles available for patrols.

®Route miles: Centerline mileage for routes that are patrolled by HELP trucks on a routine basis and during peak hours. Where routes overlap
for more frequent service (shorter headways) on a particular roadway segment, the mileage is counted only once. The actual route miles
patrolled vary from day-to-day and during each day in response to changing traffic conditions, weather, and the number of incidents that
require HELP trucks on-scene for extended periods.

* Operator shifts worked: Number of operator and supervisor daily reports (Log Sheets) completed during the year, regardless of the time
worked during the shift. (The scheduled hours per shift are higher for some shifts than for others, and sometimes shifts are shortened for
training or administrative purposes or lengthened to cover exceptional traffic demands.)

®Vehicle miles driven: Difference between mileage at the beginning and end of the year for all of the specially equipped HELP trucks, which
includes miles driven for training purposes, moving vehicles to the site of special events, and other miles off the regular routes.

% Stops recorded: Total number of patrol stops recorded on all of the Operator Daily Reports (Log Sheets).

15



During the Flood on 24 East Nashville TN
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Fiscal Year: 200910
Exhibit 7: HELP Operators Daily Report Data

Fegion 1
30857
Region 4
3 01%
M Region 1 2085%
Fegion 2 20.86%
B FRegion 3 26.33%
M Region<4 31.91%
Total:  100.00%
Region 2
20 86%
Region 3
26.38%
Percent of 80,977 Stops
) Region 1 Region 2 Region 3 Region 4
Statewide Number Knoxville Chattanooga Nashville Memphis
Of Stops
Number Percent Number Percent Number Percent Number Percent
80,977 16,881 20.8% 16,894 20.9% 21,362 26.4% 25,840 31.9%




Fiscal Year: 200910
Exhibit 8: Causes for Stops

8T

Fbandoned
“ehicle Fire 15.07%
0.31% Crashes
Pedestrian_l 10.17%
0.06%
Other W Abandoned  15.07%
6.40% Crashes 1017%
B Debris 6.12%
B Disabled 61.86%
B Other 6.40%
Pedestran 0.06%
M ‘khicle Fire  0.31%
Total: 100.00%
Debris
Disabled
61.86%
Statewide Region 17 Knoxville Region 27 Chattanooga Region 37 Nashville Region 4 7 Memphis
Number Percent Number Percent Number Percent Number Percent Number Percent
Crashes 8,367 10.2% 989 5.9% 2,117 12.5% 2,844 13.2% 2,417 9.0%
Vehicle Fire 255 0.3% 46 0.3% 43 0.3% 78 0.4% 88 0.3%
Disabled Vehicle 50,892 61.9% 10,105 59.8% 10,815 63.7% 11,979 55.7% 17,993 67.0%
Abandoned Vehicle 12,402 15.1% 2,668 15.8% 1,191 7.0% 4,109 19.1% 4,434 16.5%
Debris 5,038 6.1% 1,782 10.5% 1,314 7.7% 944 4.4% 998 3.7%
Pedestrian 50 0.1% 16 0.1% 12 0.1% 13 0.1% 9 0.0%
Other 5,266 6.4% 1,287 7.6% 1,498 8.8% 1,550 7.2% 931 3.5%
Total* 82,270 100.0% 16,893 100.0% 16,990 100.0% 21,517 100.0% 26,870 100.0%
*For some stops more than one "cause™ can be recorded on the Log Sheet. Thus, the total shown here is the total number of "causes."

The total number of "stops” was: 80,977
Note Percentages in this table and all subsequent tables and charts may not total to exactly 100% due to rounding.
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Fiscal Year:

2009-10

Exhibit 9 : Services Provided, Listed in Order of Statewide Frequency

Statewide Region 1 Region 2 Region 3 Region 4
Knoxville Chattanooga Nashville Memphis
Number Percent Number Percent Number Percent Number Percent Number Percent
Provided Traffic Control 24,342 20.8% 2,609 11.4% | 13,311 36.1% 5,871 21.7% 2,551 8.5%
Tagged Abandoned Vehicle 13,261 11.3% 2,222 9.7% 1,742 4.7% 4,076 15.0% 5,221 17.4%
Mechanical Assistance 8,906 7.6% 2,553 11.2% 1,915 5.29%) 1,591 5.9% 2,847 9.5%
Changed Tire 11,543 9.9% 1,822 8.0% 1,676 4.5% 3,356 12.4% 4,689 15.6%
Provided Fuel 9,988 8.5% 2,090 9.1% 1,772 4.8% 2,524 9.3% 3,602 12.0%
Provided Directions 11,671 10.0% 1,912 8.4% 9,174 24.9% 415 1.5% 170 0.6%
No Service - Occupied 10,450 8.9% 2,674 11.7% 477 1.3% 3,070 11.3% 4,229 14.1%
Removed Debris 5,831 5.0% 1,919 8.4% 1,576 4.3% 1,169 4.3% 1,167 3.9%
Relocated Vehicle From Traffic Lane 3,348 2.9% 454 2.0% 1,025 2.8%) 1,013 3.7% 856 2.9%
Notified Law Enforcement 1,585 1.4% 529 2.3% 378 1.0% 439 1.6% 239 0.8%
Called Wrecker 1,079 0.9% 261 1.1% 136 0.4% 447 1.6% 235 0.8%
Provided Use Of Cell Phone 1,128 1.0% 263 1.1% 274 0.7% 221 0.8% 370 1.2%
Provided Fluids 2,065 1.8% 539 2.4% 422 1.1% 322 1.2% 782 2.6%
Jump Start 2,980 2.5% 628 2.7% 551 1.5%) 644 2.4% 1,157 3.9%
Relocated To Safer Location 2,570 2.2% 435 1.9% 837 2.3% 992 3.7% 306 1.0%
Wecker Towed Abandoned Vehicle 40 0.0% 3 0.0% 8 0.0% 18| 0.1% 11 0.0%
Other 1,761 1.5% 526 2.3% 530 1.4% 248 0.9% 457 1.5%
Unable To Locate 928 0.8% 551 2.4% 280 0.8% 70, 0.3% 27 0.1%
No Service - Abandoned 1,625 1.4% 535 2.3% 247 0.7% 234 0.9% 609 2.0%
Transported Motorist 419 0.4% 86 0.4% 122 0.3% 80, 0.3% 131 0.4%
Secured Load 379 0.3% 78 0.3% 152 0.4%) 85 0.3% 64 0.2%
Applied Absorbent 403 0.3% 81 0.4% 145 0.4% 117 0.4% 60 0.2%
Performed First Aid 372 0.3% 51 0.2% 95 0.3% 41 0.2% 185 0.6%
Extinguish Fire 83 0.1% 15 0.1% 27 0.1% 19 0.1% 22 0.1%
Notified TDOT For Road Repair 108 0.1% 47 0.2% 9 0.0% 45 0.2% 7 0.0%
Totals 116,865 100.0% 22,883 19.6% 36,881 31.6% 27,107 23.2% 29,994 25.7%
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Fiscal Year: 200910

Exhibit 10: Types of Vehicles Assisted

MOTORCY CLE
TRAILER 0.43%
061% . HOT APPLICABLE
TRACTOR TRAILER 5554

225% OTHER M WMOTORCYCLE 0.43%

SINGLE UNIT TRUCE T 003 WOT APPLICABLE £.58%

1.10% M OTHER 0.02%

FAAELIS B FASSENGER 50734

0LES% B FICKURAAN 0615

PICKUPMAN RWiBUS 068 %

20.61% M SINGLE UNITTRUCKE  1.10%

M TRACTOR TRAILER 225

B TRAILER 06145

Tatal: 100.00 %

PAG SEMGER
50734
Statewide Region 1 Region 2 Region 3 Region 4
Knoxville Chattanooga Nashville Memphis
Number Percent | Number Percent Number Percent Number Percent Number Percent

Passenger 48,365 59.7% 8,875 52.6% 8,726 51.7% 12,206 57.1% 18,558 71.8%
Pickup/Van 23,979 29.6% 5,563 33.0% 5,059 29.9% 7,044 33.0% 6,313 24.4%
Tractor Trailer 1,820 2.2% 348 2.1% 617 3.7% 523 2.4% 332 1.3%
Single Unit Truck 893 1.1% 229 1.4% 307 1.8% 256 1.2% 101 0.4%
RV/Bus 551 0.7% 171 1.0% 136 0.8% 166 0.8% 78 0.3%
Motorcycle 346 0.4% 104 0.6% 98 0.6% 82 0.4% 62 0.2%
Trailer 491 0.6% 89 0.5% 235 1.4% 156 0.79% 11 0.09%4
No Vehicle 4519 5.6% 1,492 8.8% 1,716 10.2% 926 4.3% 385 1.5%
Other 13 0.0% 10 0.1% 0 0.0% 3 0.0% 0 0.0%
Totals 80,977 100.0% 16,881 100.0% 16,894 100.0% 21,362 100.0% 25,840 100.0%
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Fiscal Year: 200910
Exhibit 11: Origin of Registration for Assisted Vehicles

(Based On Licenses Plates)
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— Total 100.0°%
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Statewide Region 1 Region 2 Region 3 Region 4
Knoxville Chattanooga Nashville Memphis
Number Percent Number Percent Number Percent Number Percent Number Percent
Tennessee 58,070 85.6% 11,675 93.2% 9,839 74.4% 17,339 92.5% 19,217 82.5%
Mississippi 2,903 4.3% 32 0.3% 56 0.4% 90 0.5% 2,725 11.7%
Georgia 2,606 3.8% 180 1.4% 2,195 16.6% 164 0.9% 67 0.3%
Arkansas 893 1.3% 20 0.2% 9 0.1% 46 0.2% 818 3.5%
Alabama 733 1.1% 86 0.7% 390 2.9% 171 0.9% 86 0.4%
Kentucky 649 1.0% 187 1.5% 109 0.8%) 321 1.7% 32 0.1%
Florida 646 1.0% 146 1.2% 296 2.2%) 154 0.8% 50 0.2%
Ilinois 462 0.7% 71 0.6% 101 0.8% 181 1.0% 109 0.5%
Texas 454 0.7% 60 0.5% 121 0.9% 134 0.7% 139 0.6%
Indiana 392 0.6% 71 0.6% 117 0.9% 155 0.8% 49 0.2%
Other 4,419 6.5% 1,157 9.2% 1,779 13.4% 979 5.2% 504 2.2%
Total: 67,808 100% 12,528 100% 13,233 100% 18,755 100% 23,292 100%

Note: This table does not include stops where no vehicle was involved nor does it include stops wherecthadeinidicense tag.




Fiscal Year: 200910

Exhibit 12: Lanes Blocked When HELP Truck Arrived

One Lane
Two Lanes 12.1
24
Three + Lanes
1.1
B One Lane 12.1%
Shouldersihdedian 82.07%
B Three + Lanes 1.1%
B Two Lanes 29%
Total: 100.0%
Shoulders Median
83.9
Statewide Region 1 Region 2 Region 3 Region 4
Knoxville Chattanooga Nashville Memphis
Number Percent Number Percent Number Percent Number Percent Number Percent
One Lane 9,941 12.1% 2,286 13.4% 2,347 13.4% 2,890 13.3% 2,418 10.3%
Two Lanes 2,366 2.9% 478 2.8% 641 3.7% 689 3.2% 558 2.4%
Three + Lanes 878 1.1% 125 0.7% 388 2.2% 193 0.9% 172 0.8%
Shoulder/Median 68,953 83.9% 14,126 83.0% 14,134 80.7% 17,880 82.6% 22,813 96.8%
Total 82,138 100.0% 17,015 100.0% 17,510 100.0% 21,652 100.0% 23,557 100.0%
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Fiscal Year: 200910
Exhibit 13: Time at the Incident Site

(Calculation based on Recorded Arrival and Departure Times)

Bk
0K
i
o H 500
G 0K 10000
£ B 1500
& W 2000
y 30K W z5.00
= 20,00
5 ok W 500
£ W 4000
a
10K
ok i
.00 10.00 15.00 20.00 25.00 30.00 35.00 40 00
Time In Minutes
Statewide Region 1 Region 2 Region 3 Region 4
Knoxville Chattanoooa Nashville Memphis
Number Percent | Number Percent Number Percent Number Percent Number Percent
0-5 54,387 58.1% 11,869 60.5% 11,033 58.5% 14,253 55.9% 17,232 58.0%
6-10 17,122 18.3% 3,618 18.5% 3,654 19.4% 3,654 14.3% 6,196 20.8%
11-15 8,440 9.0% 1,577 8.0% 1,572 8.3% 2,666 10.5% 2,630 8.8%
16 - 20 5,971 6.4% 1,121 5.7% 1,109 5.9% 2,107 8.3% 1,634 5.5%
21-25 3,921 4.2% 6971 3.6% 738 3.9% 1,426 5.6% 1,060 3.6%
26 - 30 1,868 2.0% 344 1.8% 379 2.0% 647 2.5% 494 1.7%
31+ 1,978 2.1% 371 1.9% 368 2.0% 755 3.0% 478 1.6%
Total 93,687 100% 19,607 100% 18,853 100% 25,508 100% 29,724 100%




Saw And Changed Route

Fiscal Year: 200910
Exhibit 14: How the Need for Assistance Was FirdDiscovered by the HELP Operator

36850
Cther
TR0

etz (7 (FGllEE B Orove Up On Route £9.9%

L Motified By HELP Dispatch 22 4%
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1.785.0 M Hetified By Palice 0.5%

Motified By HELP Dispatch | W Cther g

18,1300 Saw And Changed Route 453

Total: 100.0%

Orowe Up On Route
56 582 0
Statewide Region 1 Region 2 Region 3 Region 4
Knoxville Chattanooga Nashville Memphis
Number Percent Number Percent Number Percent Number Percent Number Percent

Drove Up On Route 56,582 70.1% 9,913 59 9,394 55.7% 15,716 73.6% 21,559 83.5%
Saw and Changed Route 3,685 4.6% 1,314 8 1,092 6.5% 501 2.3% 778 3.0%
Notified By HELP Dispatch 18,150 22.5% 5,085 30 5,816 34.5% 4,224 19.8% 3,025 11.7%
Notified By Other HELP 1,785 2.2% 272 2 460 2.7% 698 3.3% 355 1.4%
Notified By Police 267 0.3% 1 0 48 0.3% 158 0.7% 60 0.2%
Other 278 0.3% 106 1 68 0.4% 58 0.3% 46 0.2%
Total 80,747 100% 16,691 100 16,878 100.0% 21,355 100.0% 25,823 100.0%
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SECTION 4

HELP COMMENT CARD DATA

The information in this section is from 2,065 comment cards received by TDOT from motorists that received
assistance from HELP operators. Each card is entered into the HELP database weekly during each fiscal year

allowing the staff to review the number of comments cards received from each region.

The HELP operators and shift supervisors sometimes distribute postage-paid comment cards to customers,
recognizing that handing out comment cards may be precluded by more important considerationsd safety, prompt

restorat.i

on

of

traffic fl

ow,

or

respect

f or be

available to receive a comment card for activities such as directing traffic, removing debris, tagging an abandoned
vehicle, or notifying other agencies that assistance is needed.
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Fiscal Year. 200910

Exhibit 15: Comment Cards Received From Each Region As Percent of Total

Region/Count
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5 200
"
E GO0 W 1.00
E 2.00
o [ i)
; aon W <400
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g
“ 200
0
1.00 2.00 3.00 4.00
Region
Regions
StateWide 1 3 4
Total 2,065 285 539 848 393
100% 14% 26% 41% 19%
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Court of Cards
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Exhibit 16:

Fiscal Year: 2009-10

Response to:"For what reason did you need assistance?"

Fl

2.00

Region
W 100 00 W I00 W 400
Regions
StateWide 1 2 3 4

Accident 66 11 28 15 12
3.3% 3.6% 5.7% 1.8% 3.2%
Flat Tire 1,031 151 187 462 231
51.2% 49.9% 37.9% 54.6% 62.1%
Mechanical 276 46 75 115 40
Problem 13.7% 15.3% 15.1% 13.6% 10.8%
Other 145 21 38 62 24
7.2% 7.0% 7.7% 7.4% 6.5%
Out of Gas 497 74 167 191 65
24.6% 24.3% 33.7% 22.7% 17.5%
Total 2,015 303 495 845 372
100% 100.0% 100.0% 100.0% 100.0%
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ar: 2009-10

Exhibit 17: Where was your Vehicle when the HELP unit arrived?

200 400
Region/Location
W Comple kly o be ol 0 On b e sheuder [ On e ramp B Gn bedighlsheuider @ (U 100 blockig 2 Elgﬁmmfﬁm'ﬂ
Regions
Statewide 1 2 3 4
Completely off the road 136 20 34 41 41
6.9% 6.8% 7.3% 5.0% 10.9%
On the left shoulder 228 25 39 95 69
11.5% 8.5% 8.3% 11.5% 18.1%
On the ramp 111 24 22 39 26
5.6% 8.1% 4.7% 4.7% 6.9%
On the right shoulder 1,472 225 373 636 238
74.4% 76.0% 79.0% 76.6% 62.7%
On the road, blocking a traffic 15 2 3 8 2
lane 0.8% 0.7% 0.7% 1.0% 0.5%
On the road, partially blocking a 15 0 1 11 3
traffic lane 0.8% 0.0% 0.2% 1.3% 0.8%
Total 1,977 296 472 830 379
100.0% 100.0% 100.0% 100.0% 100.0%




Fiscal Year 200910

Exhibit 18: Response to:"Did the HELP operator assist you in a courteous manner?"
1000 ]
b
£
E 200
3
2
3 A M 100
2.00
Z = 300
é | 4.00
1.00 2.00 .00 4.00
Region & Courteous Manner
Statewide Region 1 Region 2 Region 3 Region 4
Knoxville Chattanooga Nashville Memphis
Number | Percent | Number | Percent Number | Percent | Numbe | Percent | Number |Percent
Yes 1,979 99.4% 293 | 99.7% 492 [ 99.6% 829 99.5% 365 | 98.6%
No 12 0.6% 1 0.3% 2 0.4% 4 0.5% 5 1.4%
Total 1,991 | 100.0% 294 | 100.0% 494 | 100.0% 833 | 100.0% 370 | 100.0%
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Fiscal Year 200910
Exhibit 19: Response to:"How would you rate the HELP Service?"

5 0
o Excellert
% 40
B Good
E W Poor
L
200
100
1
2.00 4.00
Region/Seryice Ratings
Regions
Statewide 1 2 3 4
Excellent 1,900 284 481 782 353
95.4% 96.5% 97.4% 93.9% 95.4%
Good 85 8 13 49 15
4.3% 2.8% 2.6% 5.9% 4.1%
Poor 1 0 0 1 0
0.1% 0.0% 0.0% 0.1% 0.0%
Others 5 2 0 1 2
0.3% 0.7% 0.0% 0.1% 0.6%
Total 1,991 294 494 833 370
100.0% 100.0% 100.0% 100.0% 100.0%




Stakeholder Comments

The HELP Comment Card includes a space for the motorist to add written comments if they chbese
excerpts inExhibit 20 include representative comments from each of the four cities and from each month of the
year. Comment cards are available for review upon request.

TDOT also receives customer feedback throughads, letters, phone calls, and personal conversations with
citizens, law enforcement officers, fire and emergency medical services personnel, tow truck operators, and local
transportation officials. A few commenisth fair ratings wergeceived during the year, mostly from motorists

who had to wait longer thathey expected or thought that the HELP operator was not sufficiently helpful. A few
motorists reported actions that were perceived as unsafe or unnecessarily disruptive to traffic flow, and HELP
supervisors and managers addressed all such complaintstigrangbthoroughly. However, the comments from

all sources duringrY 2009-2010 were overwhelmingly positiveExhibit 20 displays a list of some of comments
received during the fiscal year.
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Exhibit 20: Excerpts from the HELP Comment Cards

Date .
Helped Comment Route City
6/30/10 Very nice, Great help. Would havebeenlate for meeting,but Operator got me right 1-40 | Knoxville
ontime!

6/22/10 The man that stoppedto help uswasoutstanding. He went way beyondwhat was I-75 | Chattanooga
expected.

6/13/10 |1 wasneverso happyto see ayellow truck! I-24 | Nashville

5/19/10 The HELP OperatO( that helped me and my kidswassuchge nt | eman a 1-40 | Memphis
blessed have met him.Thanks.

511410 | was completely overwhelmed. He took over and helped and | was off anghning. I-75 | Chattanooga

Thanks!
4/2410 [Wonderful help for my scared 17 year olddaughter. 1-40 | Knoxville
3/17/10 | Awesome Thank you very much! I-75 | Chattanooga
3/2710 Thank God for TDOT and people likethe HELP Operator. He was very helpful and 1-440 | Nashville
courteous.
2/17/10 | The HELP Operator was very nice andwonderful. Thank you for this service. [-240 | Memphis

2/5/10 | Very nice and veryprofessional. 1-640 | Knoxville
1/27/10 |He was my angel! [-40 | Memphis
122110 Oqtstandmg service. | was so thankful for the.helpl had no idea how long lwas I-24 | Chattanooga

going to walk to get gas. Please never end this road assistance prograhtianks!
12/3109| | like the service and the guy that came to my rescue. May God blesisn!! 1-40 | Nashville
12/18/09 | He was aGodsend! I-275 | Knoxville
11/28/09 | The man that helped me was very nice and | am very thankful fohim and the help. I-75 | Chattanooga
11/6/09 |This is a verygoad service provided by NashvilleTDOT. I1-24 | Nashville
10/14/09 | The response time was excellent. We greathppreciate theservice 1-40 | Knoxville
9/12/® |What a great service. Very professional gentleman. Thanks a bunch! 1-40 | Memphis

8/2/09 I felt truly bles.sed to look up and sethe HELP unit given that | had not called. This 1-140 | Knoxville

is an outstanding use of taxpayer dollars
8/12/09 |1 am very grateful for this service. "Wonderful and Awesome." ThanksMemphis. 1-240 | Memphis
711509 Re_ally appreciated the fast, convenient andriendly service provided by theHELP I-75 | Chattanooga
unit. Thank you.
2/2/09 Being new to the area from Ann Arbor, Michigan, | was glad Memphis hashe 1240 | Memphis

HELP program. Thank you.
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Section5

Costs, Benefits, and Funding Sources

The total operating expenditures for the HELP program during FY 2009-2010 were approximately $7.3
million 1 including salaries and related costs, vehicle operation and maintenance, fuel, supplies, and other
operating costs. Amortization of the trucks and equipment adds approximately $800,000 per year to the
costs of the program, for a total annual cost of approximately $8.1 million. (The $800,000 estimate for
the annualized cost of the trucks is based on an average useful life of five years for the HELP operator
trucks. Based on experience to date, many of the trucks will be kept in service even longer.)

These resources generate benefits for all highway users and others who would otherwise suffer because of
the crashes, disabled vehicles, debris in the roadway congestion, or other conditions rectified by the
HELP operators.

The TDOT HELP Program profile is as follows:

Exhibit 21: HELP Truck Data and Personnel

Region 1 Region 2 Region 3 Region 4 Total
Operators 10 10 17 15 52
Supervisors 4 4 4 4 16
Dispatchers 4 4 5 4 17
Reg. Coord. 1 1 1 1 4
Total Personnel 19 19 27 24 89
Oper. Trucks 11 11 18 15 55
Sprv. Trucks 4 5 4 4 17
Reg. Coord. 1 1 1 3
Support Trucks 1 1 1 2 5
Total Trucks 17 17 24 22 80
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Benefits

The benefits of the HELP program are categorized in Exhibit 22. For some of those benefit categories, a
direct economic value could be estimated with a high degree of confidence. For other categories the
economic benefits would be more difficult to determine and would require many assumptions. TDOT has
not attempted a detailed economic benefits analysis of the HELP program, but studies of similar programs
in other states have concluded that the quantifiable benefits far exceed the costs. These other studies have
found benefit-cost ratios ranging from at least 3:1 to 20:1 or even higher. One study concluded that the
benefit-cost ratio was more than 36:1."

The 2009 Urban Mobility Report prepared by the Texas Transportation Institute (TTI) examined the

causes and costs of traffic congestion in 85 U.S. urban areas, including Memphis and Nashville.” This

report includes an esti mat e of the cost savings attributable
congestion, including the HELP patrols in Memphis and Nashville. Based just on the reduced travel

delays and fuel savings from avoided congestion the TTI study concluded that the benefits generated by

the HELP patrols in Memphis totaled to approximately $21.2 million for calendar year 2007. For

Nashville, the estimated benefits were approximately $19.6 million. The TTI estimates of the HELP

program benefits for reduced travel delays and fuel savings in just the two cities is $40.8 million versus

the actual statewide operational costs of $7.3 million.

As noted above, the TTI study did not attempt to assign any value to the reduced risks of secondary
crashes, improved safety for other incident responders or motorists in distress, avoided air or water
pollution, improved transportation system security, or the goodwill created when an out-of-state motorist
is assisted, not to mention the benefits for the Tennessee citizens and visitors who received direct
assistance from a HELP operator.

Funding Sources

Most of the startup costs for the HELP program, including the initial purchase of trucks and equipment,
were paid with federal funds, primarily under a program known as Congestion Mitigation and Air Quality
(CMAQ). The CMAQ funds, administered by the Federal Highway Administration, were allocated for
use in Knoxville, Memphis, and Nashville because those cities were not in compliance with certain
federal air quality standards. Chattanooga was in compliance and did not receive CMAQ allocations.
TDOT used Federal Surface Transportation Program (STP) funds for the startup in Chattanooga.

The operating costs for HELP during FY 2009-2010 were covered with state and federal Surface
Transportation Program funds. In the future, TDOT plans to use a mixture of state and federal funds, all
of which will come from highway user taxes. ®

! Fenno, David W. and Michael Ogden. Freeway Service Patrols, State of the Practice, Transportation Research Record 1634
Transportation Research Board, 1998.

2 Texas Transportation Institute, 2009 Annual Urban Mobility Study2009. (http:/mobility.tamu.edu)

3 TDOT also considered, but decided against, charging motorists for services such as changing tires or providing fuel. Several
equally important factors influenced that decision. First, the HELP operators would have to handle cash or prepare an invoice
for the motorist, extending the time of exposure to hazardous circumstances for both the HELP operator and the motorist.
Likewise, other motorists would be distracted for a longer period, with the associated disruption of traffic and risks of secondary
crashes. Further, some motorists might want to refuse the service if a fee were charged, causing continued delays and hazards
for others. Finally, the administrative costs of collecting, securing, depositing, and accounting for payments and bills could
easily exceed the amounts received. TDOT believes that the public interest is best served by clearing the roadway and getting
stranded motorists back on their way as quickly as possible
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Exhibit 22: Benefits of the HELP Program for Tennessee Taxpayers

Benefits

HELP Service

Provide traffic control

Tagged Abandoned Vehicle

Mechanical assistance 7,932 -= Direct

Change tire 10,243

Provide fuel 9,187 = Indirect
No service i ¢c/h®3d& [welll be| ng

Remove debris from roadway 5,200 = Incidental
Provide directions 1,576

Relocate vehicle from traffic lane| 3,035

Provide use of cell phone 1,014
Notify law enforcement 1,351
Provide fluids 1,769
Transport motorist 372
Secure load 338
Perform first aid 350
Apply absorbent 366
Extinguish fire 74

Note: In addition to the above benefits for all Tennessee taxpayers, more than 58,070 Tennessee motorists (and more than 9,738
motorists from other states) received direct assistance from HELP (changed tire, fuel, first aid, etc.) during FY 2009-2010.
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Appendix B: HELP Comment Card

Please answer the following questions concerning 5. How long did you wait before the HELP unit
the HELP program. When finished, please mail. arrived? minutes

No postage ired. " :
0 PAIRS TequG 6. How would you rate the HELP service?

O Excellent O Good Q Fair 0O Poor

1. When did you receive help from the HELP unit?

Date Time AM.-PM. 7. Did the HELP operator assist you in a courteous
manner’

) Whs : P r :

2. What route ; mile marker OYes O No

3. For what reason did you need assistance?
Q Accident O Flat Tire

O Out of Gas O Mechanical Problem
Q Other

Comments:

4. Where was your vehicle when the HELP unit
arrived!
0 On the road, blocking a traffic lane

QO On the road, partially blocking a traffic lane
O On the shoulder (

left; __ right)

QO Completely off the road Q On the ramp Name(optional)
NO POSTAGE
NECESSARY
IF MAILED
IN THE
UNITED STATES

[ ST
e e A
FIRST-CLASS MAIL PERMIT NO 131 NASHVILLE TN e 0 ik me e ]
POSTAGE WILL BE PAID BY ADDRESSEE AT ORI
e oo ==ocs A - sl
R SRS RIS
B —— oy

TENNESSEE DEPARTMENT OF TRANSPORTATION
TRANSPORTATION MANAGEMENT CENTER

6603 CENTENNIAL BOULEVARD

NASHVILLE TN 37209-9915
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Region IV Supervisor HELP TruckMemphis TN
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TENNESSEE REGIONAL HELP COORDINATORS

Region |
Mickey Campbell, HELP Coordinator

David Wortham, Assistant HELP Coordinator
7238 Region Lane

Knoxville, TN 37914

Telephone Number: 865-594-2714

Region 11
Robert Van Horn

Lacy Word, Assistant HELP Coordinator
4005 Cromwell Rd.

Chattanooga, TN 37421

Telephone Number: 423-510-1689

Region 111
Robert Allen, HELP Coordinator

Emerson Boguskie, Assistant HELP Coordinator
6603 Centennial Blvd., TMC Bldg. R

Nashville, TN 37243

Telephone Number: 615-350-4337

Region IV
John Thomas, HELP Coordinator

Carlton Towles, Assistant HELP Coordinator
5336 Boswell Ave.

Memphis, TN 38120

Telephone Number: 731-935-0312
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For Additional Information C ontact:

Mr. Frank Horne, Director
Tennessee Department of Transportation
Office of Incident Management
6603 Centennial Blvd., TMC Bldg. R
Nashville, TN 37243
Telephone Number: 615-350-3306
Fax Number: 615-350-3384

Or

Ms. Ollie Jackson, Program Manager
Tennessee Department of Transportation
Office of Incident Management
6603 Centennial Blvd., TMC Bldg. R
Nashville, TN 37243
Telephone Number: 615-350-3438
Fax Number: 615-350-3384

39



