
START Begin the call flow – typically the point at which 

the system answers.

END CALL
The point at which the system disconnects 

from the call, either by hanging up or by 

transferring control of the call somewhere else.

ANI Capture Pre-defined process (not separately defined 

within this call flow).

Decision or “branching” point within the call 

flow, depending on the listed conditions.

1005_GenericGreeting

“Welcome to My 5-1-1.”

A “play prompt”, in which the system provides 

information, but does not solicit or accept 

caller input.

1010_Agency

“Is your trip on „BART‟, or 

„Muni‟? <pause> You can 

also say, „I‟m not sure.‟”

A “dialogue state”, in which the system 

provides information, then solicits and accepts 

caller input. (Next action will depend on caller 

input.)

DB_LoadAgency

Lines

A “data hit”, in which the system sends or 

receives data from a database, Web service, 

or other data repository.

MY511
Off-page reference. The flow moves to the 

corresponding “incoming” label on another 

page.

BART
Off-page reference. The flow moves from the 

corresponding “outgoing” label on another 

page.



START

ANI Capture

Registered 

Number?

[[Success]]

[[Yes]]

1000_MyFiveGreeting

“Welcome to My 5-1-1. 

Are you calling about a 

stored trip?”

1005_GenericGreeting

“Welcome to My 5-1-1.”

[[No]]

MY511

“Yes”

1010_Agency

“Is your trip on „BART‟, or 

„Muni‟? <pause> You can 

also say, „I‟m not sure.‟”

“No”

1011_BARTvsMuni

“BART is the area‟s regional subway system, 

serving not only San Francisco but surrounding 

Bay Area communities as well. BART trains 

typically contain 8 to 10 cars, and operate from 

the lower level platforms of shared BART and 

Muni stations. If you are beginning or ending 

your trip outside the city of San Francisco, 

choose BART at the Main Menu.

Muni operates the local subway and bus 

system strictly within the city of San Francisco. 

Muni buses, and the historic F line streetcar, 

operate at street level, while Muni trains depart 

shared BART and Muni stations from the upper 

platform level bt operate at street level in the 

outlying neighbourhoods..

If you‟re still not sure which system you‟ll be 

riding, we suggest you consult a system route 

map, either online or in the station, or ask a 

station agent for assistance.”

“I‟m not sure.”

DB_LoadAgency

Lines

“BART”

“Muni”

BART

[[BART]]

MUNI

[[MUNI]]



BART

1050_ChooseBARTLine

“Now, I need to know which BART train. All lines 

except Orange pass through the city of San 

Francisco. When you hear the BART line you 

want, just say its colour:

· The RED line, between Richmond-and Daly 

City/Millbrae.

· The ORANGE line, between Richmond and 

Fremont.

· The YELLOW line, between Pittsburg/Bay 

Point and San Francisco Airport.

· The GREEN line, between Fremont an Daly 

City.

· The BLUE line, between Dublin/Pleasanton 

and Millbrae.”

DB_LoadLine

StationsTimes

“[[Colour]]”

1055_ChooseBART

Direction

“<N/E/W/S> bound, 

toward <Terminus>, 

or <opposite 

direction> bound, 

toward <Terminus>?”

1060_ChooseBART

Station

“And the station name? 

<pause> You can also 

say “Choose from a list.”

Station valid for 

this line?

“[[Station name]]”

[[No]]

1061_StationNotOn

ThisLine

“Sorry, that station is 

not part of the 

<colour> line. Please 

try again.”

Station valid for 

day of week?

[[Yes]]

[[No]]

1062_OnlyServed

OnDays

“Sorry, the <colour> line 

serves that station only on 

<weekdays/weekends>. 

Please try again.”

Train within 90 

minutes?

1070_NoTrains

“There are no <N/E/W/S>-

bound trains on the <colour> 

line arriving at <station> 

within the next 90 minutes.”
[[No]]

MORE

BINFO
[[Yes]]

BLIST
“Choose...list.”

BSV



BLIST

2000_BListIntro

“Here are the stations, in 

order, for the <N/E/W/S>-

bound <colour> line. When 

you hear the one you want, 

say „that one.‟”

2005_StationBList

“<StationOne>,

<Station Two>,

….

<Last Station>.

To hear the list again, say 

„repeat‟. Otherwise, please tell 

me which station you‟d like.”

“Repeat.”

BSV

“<Station Name>”

2050_TrainInfo

“The next two <N/E/W/S>-

bound trains on the <colour> 

line arrive at the <station 

name> station in 

<numbermins> minutes, and 

<numbermins> minutes.

BINFO

2500_MoreTrains

“Would you like to 

check additional 

arrival times?”

2505_StaywithAgency

“BART or Muni?”

“Yes”

9999_Goodbye

“Thanks for calling 

Bay Area 5-1-1. 

G‟bye!”

“No”

END CALL

BART

“BART”

MUNI

“Muni”

MORE



MUNI

3000_MuniBusRail

“Okay, San Francisco 

Muni. By „bus‟, „light 

rail‟, or „cable car‟?”

3001_DBLoad

MuniBusLines

3002_DBLoad

MuniMetro

Lines

3003_DBLoad

Muni

CableCarLines

“Bus”

“Light rail”

“Cable Car”

3015_MuniStop

“And the stop or 

station? <pause> 

You can also say 

“choose from a list.”

3010_LineNum

“Now, please tell me 

the letter or number 

of the bus or train 

you‟re riding.”

3012_MuniInbount

Outbound

“Inbound or 

Outbound? <pause> 

You can also say “I‟m 

not sure.”

3013_InboundVSOutbound

“Inbound buses and trains travel 

from northern and western 

neighbourhoods toward the bay, 

and in some cases, continue along 

the bayshore toward Bayview and 

Sunnydale.

Outbound buses and trains originate 

near the bay, at the Embarcadero or 

points beyond such as Bayview or 

Sunnydale, and travel away from 

downtown toward western and 

northern neighbourhoods.”

“I‟m not sure.”

“Inbound”

“Outbound”

Valid?

“[[Bus/train line]]”

3011_InvalidMuni

Line

“That Muni line isn‟t 

currently active. Let‟s try 

again.”

[[No]][[Yes]]

MUNIC

“Choose from a list.”

MUNIS

“Stop/Station”

LINE

3016_Load

StopsStations



Station valid for 

this line?

Station valid for 

time of day?

[[Yes]]

3061_StationNotOn

ThisLine

“Sorry, that station is 

not served by this 

Muni line. Please try 

again.”

[[No]]
LINE

3052_StationNotOnThisLine

“Sorry, that station is not served by 

this Muni line during late night and 

early morning hours. In most cases, 

an „OWL‟ version of the line is 

available at street level. Try your 

request again, either with a different 

line, or by adding OWL to the line 

name or number --- for example, „N, 

OWL‟ or ‟24, OWL‟.”

[[No]]

3053_NoTrainsin90

“There are no <In/Out>-

bound trains on the <line 

name> line serving this 

stop within the next 90 

minutes.”

Within 90 minutes?

Train or Bus?

Train on this line 

within 90 minutes?

[[Bus]]

[[Train]]
3070_NoBus

“There are no <In/Out>-

bound buses on the 

<number> line arriving at 

<stop> within the next 90 

minutes.”

[[No]]

MORE

3075_NextBuses

“The next three <In/Out>-

bound buses on the 

<number> line arrive at the 

<stop name> stop in <1
st
 

mins>, <2
nd

 mins>, and <3
rd

 

mins> minutes. 
[[Yes]]

3075_SearchAll

MuniTrainLines

Stop or station?

[[No]]

[[Stop]]

3080_NextTrains

“The next three <in/Out>-

bound trains on the <line 

name> line arrive at the <stop/

station name> <station/stop> 

in <1
st
 mins>, <2

nd
 mins>, and 

<3
rd

 mins> minutes.”

[[Yes]]

[[Station]]

Any <In/Out>-

bound trains 

within 90?

[[No]]

3053_NoTrainsin90

“There are no <In/Out>-

bound trains serving 

this station within the 

next 90 minutes.”

3099_AltTrains

“There are no <In/Out>-bound 

trains on the <line name> at this 

station within the next 90 

minutes, but there is an <In/

Out>-bound <line name> train 

arriving in <1
st
 mins> and an  <In/

Out>-bound <line name> train 

arriving in <1
st
 mins>.”

[[Yes]]

MUNIC



MUNIS

5005_MListIntro

“Here are the stations, in 

order, for the <In/Out>-

bound <line name> line. 

When you hear the one you 

want, say „that one.‟”

5020_StationMList

“<StationOne>,

<Station Two>,

….

<Last Station>.

To hear the list again, say 

„repeat‟. Otherwise, please tell 

me which station you‟d like.”

“Repeat.”

MUNIC

“<Stop/Station name>”

5000_AllMuniorWheelchair

“Would you like to hear all 

stops along this line, or only 

wheelchair accessible?”

5010_MListIntro

“Here are the wheelchari-

accessible stations, in order, 

for the <In/Out>-bound <line 

name> line. When you hear 

the one you want, say „that 

one.‟”

Filter Station 

List


	My511.vsd
	Legend
	Greeting-Agency
	BART
	BART Lists/Info
	MUNI
	MUNIC
	MUNIS


