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This edition of DigitalCT continues our series 
highlighting innovations and solutions in 
community and public transportation. Each of 
our six elements of leadership is comprised of 
prime examples of innovative solutions, and is 
marked with our Symbol of Solutions that has 
appeared in each edition in this series.
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From the Editor-in-Chief

Learning from Transit’s Innovative Leaders

Click anywhere on the above image to view Editor-in-Chief Scott Bogren’s video editor’s note.

http://www.ctaa.org
http://www.youtube.com/watch?v=4aC3a3vZUKw 
http://www.youtube.com/watch?v=4aC3a3vZUKw 
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Passenger Transportation. 

Used by More than 550 Agencies.

End-to-End Solution. Amazing Customer Support. 

888-840-8791         routematch.com888-840-8791         routematch.com791

Proudly Serving CTAA Member Organizations

Fixed Route    Real- me Traveler Informa on 

Demand Response   Mobility Management

Fleet Management   Mobile Data Solu ons

Business Analy cs    Vehicle Asset Management    

F

D

F

B

R

M

M

V

http://www.ctaa.org
http://www.routematch.com


www.ctaa.org CONTENTS 5

CDTLS can provide funding in 
support of transportation facil-
ity construction or renovation. 
Across the country local transit 
services are building facilities 
and promoting economic devel-
opment through transportation. 
Sustainable economic develop-
ment can be dependent on an 
intermodal transportation system 
that includes rail or bus. Financing 
is meant to facilitate or enhance 
community transportation activi-
ties and to promote intermodal 
activities and mobility.

CDTLS is dedicated to improv-
ing mobility opportunities and 
enhancing economic development 
through community transportation.

Why use CDTLS?
• Flexible financing options
• Negotiable interest rates
• Key partnerships

A special loan 

fund to develop 

transportation 

facilities and 

multi-modal 

centers to improve 

community 

mobility and 

enhance economic 

development

PLANNING & 

TECHNICAL 

ASSISTANCE 

AVAILABLE

Financing available with negotiable 
terms and low interest rates.

Eligible Applicants: Private com-
panies, non-profit organizations, 
and state or local governments 
supporting community transporta-
tion and intermodal activities.

Criteria: Adequate collateral and 
a priority of promoting economic 
development in low-income areas.

For further information or a loan 
application contact:

Dale J. Marsico, CCTM
1341 G Street, NW, 10th Floor
Washington, DC 20005
Tel: 202.415.9682
Fax: 202.737.9197
E-mail: marsico@ctaa.org
Web: www.ctaa.org
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Capture the nostalgia of a 

Hometown trolley

Villager, Mainstreet, and the  
new low-floor models  

– Carriage and Streetcar –  
are proudly manufactured by  

Double K, Inc.

ClassiC looks, Modern PerforManCe

715-478-5090 
e-mail: kristina@hometowntrolley.com 

hometowntrolley.com

DBE/WBE Certified
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June 2-7, 2013

EXPO
COMMUNITY TRANSPORTATION

ALBUQUERQUE
NM

The Community Transportation Association of America’s Annual EXPO 
Conference will be coming to Albuquerque, New Mexico June 2-7, 2013.

The Community Transportation EXPO is a meeting place for people who want to expand 
their horizons on issues of mobility, transportation and how to build strong communities. 
People that attend EXPO are operators of community transportation systems, drivers, su-
pervisors, dispatchers, local planners, mobility managers, workforce development profes-
sionals, elected officials, federal, state and local government administrators and anyone 
interested in building a more mobile society.

The conference has several elements:

•	 The National Community Transportation Roadeo
•	 One, two or three day intensive training sessions
•	 The Community Transportation Trade Fair
•	 Professional Development Sessions on vital mobility issues, and
•	 Dynamic general sessions

For the latest details on EXPO 2013, visit www.ctaa.org/expo

www.ctaa.org CONTENTS 1Previous Page Next Page

In the meantime, expand your familiarity with the work of community and 
public transportation providers across the Land of Enchantment by re-viewing 
our Summer 2012 edition of DigitalCT...(click on the image to the left)

http://www.ctaa.org
http://www.ctaa.org/expo
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=3201&z=60
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The Elements of Innovative 
Transit Leadership

In this edition of DigitalCT focused on innovative transit leadership – and inspired by risk-taking and innovation 
inherent among the leaders we profile – we’ve organized the key elements of leadership into six distinct content 
areas and four unique content formats. Our goal is to provide you with innovative, fresh ideas and perspectives 
using a variety of communicative approaches. 
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800.866.0004

TO LEARN MORE, GO TO:
SURE-LOK.COM/GO2

*patent pending

All operators and drivers should be concerned when a rider boards 
with O2. Oxygen cylinders that are hand carried, slung on a chair 
or placed on the vehicle floor are a liability and extremely 
hazardous. A sudden turn or collision can send tanks flying, 
resulting in impact injuries to the rider, other passengers or 
the driver. If the tank is compromised and flammable gas fills 
the vehicle compartment, everybody on board is in grave danger.  

The safe and secure GO2 floor mounts to L-Track fittings 
when it is needed and where it is needed.  It holds O2 
cylinders size M2 to E keeping them visible and accessible to the 
passenger -- so they can breathe easy too.

BREATHE EASY

http://www.ctaa.org
http://www.sure-lok.com/go2
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A Look at the Data:

Survey Results from Transit Leaders & Industry
Earlier this year,  DigitalCT conducted a survey of both a sample of transit leaders and the larger community and public 
transportation industry. We asked them what elements of innovative leadership they considered to be most crucial. The 
charts below demonstrate some consensus between the two groups that Creative Partnerships, Service Design and 
Affordability were viewed as the most essential, with slight variation on the relative roles of Policy-Making and Applied 
Technology.  The results of that question are provided in the charts of innovation leaders (left) and the overall industry (right).

Note: survey results compiled by SurveyMonkey

http://www.ctaa.org
http://www.surveymonkey.com/
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A Look at the Data:

Survey Results from Transit Leaders & Industry
We also asked the same groups to quantify their overall level of optimism of the future of the community and public 
transportation industry. As you’ll notice below, the innovative leaders group (left) were collectively far more optimistic about 
where we’re heading than the general industry (right). Perhaps in the following pages of this edition of DigitalCT, you’ll 
uncover why these leaders are so hopeful about the future of mobility.

Note: survey results compiled by SurveyMonkey

http://www.ctaa.org
http://www.surveymonkey.com/
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A Look at the Data:

Survey Results from Transit Leaders & Industry
Within the survey of the community and public transportation industry, we also asked respondents to share topics, issues 
and trends they would like to see DigitalCT and RAIL magazines cover in the upcoming year. The following are the results of 
that query, many of which you’ll see emerge in the lists, podcasts, profiles and Q&As compiled in this issue of DigitalCT, while 
others will find their way into future editions of both publications.

•	 Very	interested	in	how	technology	can	help	
with	productive	partnerships;

•	 Paratransit	safety!;
•	 Helping	to	spread	the	word	about	the	cru-
cial	need	for	more	public	transit	services;	

•	 Effective	media	campaigns	promoting	both	
public	transit	and	green	alternative	ways	to	
get	around	(intercity	and	interstate)	(i.e.,	
bikeways,	biking,	pedestrian	paths,	shuttle	
buses,	monorails,	light	rail,	trolleys,	etc.);

•	 Transportation	for	communities	that	have	a	
mix	of	suburban	and	rural	areas;

•	 Alternatives	to	fixed-route	service	in	all	
communities	

•	 Better	utilization	of	existing	infrastructure	
provided	by	the	private	sector	–	ie.	taxis;

•	 Multimodal	mobility	management	that	re-
ally	works;

•	 Keep	featuring	as	stories	about	innovative	
new	services	as	possible;

•	 Having	different	agencies	from	a	variety	of	
settings	share	ideas	and	new	service	con-
cepts,	can	plant	seeds	that	will	grow	into	

something		new	and	creative.	This	is	a	key	
component	to	driving	innovation	across	the	
entire	nation;

•	 Leveraging	partnerships,	technology,	and	
service	design	jointly	to	improve	mobility	
options	community-wide;

•	 Leveraging	public	private	partnerships	in	
small-urban	markets;

•	 MAP-21	operating	assistance	under	5310;
•	 Employment	transportation	innovation	in	
use	of	taxis;

•	 Social	media	for	ride	matching;
•	 Innovative	models	for	veteran	collabora-
tions	and	coordination;

•	 Improve	design	of	transit	vehicles;
•	 How	to	serve	the	growing	senior	commu-
nity;

•	 Open	source	software	and	civic	technology	
to	implement	affordable	solutions	for	com-
munity	transportation	systems;

•	 Professional	development	needs	vary	widely	
between	community	transportation	systems	
based	not	only	on	the	size	of	the	commu-

nity,	but	also	on	the	differences	between	
states	in	investment,	policies,	laws,	and	
transit	culture.	I	would	be	interested	in	un-
derstanding	more	about	those	differences;

•	 Role	of	data	files	(schedules)	and	real-time	
capability	for	folks	with	smartphones	won-
dering	when	that	bus	will	arrive;	

•	 First-mile/last-mile	services	to	feed	main-
line	transit	stops	for	connections	to	work	or	
home?	I’m	hearing	that	MAP-21	will	starve	
rural	transit	of	capital	replacement	funding;

•	 Research	into	increasing	paratransit	system	
effectiveness;

•	 Solar-powered	electric	transportation;	
•	 Safe	use	of	taxis	in	transit;
•	 Analysis	of	new	regulations	implemented	
in	SAFETEA-LU	and	MAP	21	–	pros	and	
cons;

•	 Begin	forming	arguments	for	expansion	
of	policy	and	legislation	that	supports	and	
enhances	innovations	and	data	to	force	
change	and	removing	those	things	that	de-
tract	from	innovation.

http://www.ctaa.org
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Creative Partnerships
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Name: Jim Moulton, CCTS
Title: Executive Director
Organization: Addison County 
Transit Resources
Location: Middlebury, Vt.

To	hear	Jim	Moulton	
describe	his	organiza-
tion’s	strategy	to	expand	
service	and	improve	
efficiency	over	the	past	
decade	is	to	understand	
an	approach	grounded	
in	common-sense	
solutions.	Moulton,	
who	has	served	as	

the	Executive	Director	of	Addison	County	
Transit	Resources	(ACTR)	for	the	past	11	
years,	stresses	innovation	through	a	funda-
mental	understanding	of	the	needs	of	the	
service	market.	In	the	process,	ACTR	has	

cultivated	partnerships	with	two	neighboring	
transit	providers	and	is	in	the	opening	stages	
of	implementing	a	rural	Transportation	De-
mand	Management	program,	all	while	boost-
ing	ridership	and	controlling	costs.	

ACTR	serves	a	primarily	rural	region	in	
western	Vermont	between	Burlington	to	the	
north	and	Rutland	to	the	south	as	well	as	
the	smaller	campus	community	of	Middle-
bury	–	home	to	its	namesake	college	–	ACTR	
carried	more	than	175,000	riders	last	year,	
no	small	achievement	considering	the	entire	
population	of	Addison	County	is	just	under	
37,000	residents.	Although	the	system	had	
established	a	solid	operation	of	deviated	
fixed-route	bus	lines	in	addition	to	demand-
response	paratransit	service,	Moulton	and	
his	colleagues	considered	ways	their	sys-
tem	could	have	a	greater	impact	in	Addison	
County	and	beyond.

Partnerships Provide Connectivity

In	2003,	as	part	of	the	organization’s	

continuing	outreach	to	local	elected	officials	
and	community	leaders,	ACTR	identified	the	
need	for	additional	options	for	commuters	
to	reach	workplace	locations	in	and	around	
Burlington	–	the	state’s	largest	city	–	as	well	
as	business	parks	in	between.	In	2004,	the	
system	formed	a	partnership	with	the	Chit-
tenden	County	Transportation	Authority	
(CCTA),	the	Burlington	based	transit	pro-
vider,	and	co-created	the	Burlington-Middle-
bury	LINK	Express	along	the	Route	7	cor-
ridor	between	the	two	communities.	Initially	
launched	as	weekday	commuter	service	oper-
ated	solely	by	CCTA,	the	route	was	unusual	
as	it	was	co-marketed	by	both	organizations,	
including	within	ACTR’s	printed	and	web-
site	schedules.	Then,	in	2006,	ACTR	began	
operation	of	Saturday	LINK	service,	which	
was	initially	requested	by	students	at	Middle-

Profile

Leadership is often viewed as a singular trait of character, but true leadership 
involves building consensus and finding mutual interest between key players. In 
today’s environment of constrained investment sources and growing needs, true 
transit leaders cultivate unique and lasting partnerships to both provide better 
service and achieve efficient operations.

http://www.ctaa.org
http://actr-vt.org/
http://actr-vt.org/
http://www.cctaride.org/
http://www.cctaride.org/
http://actr-vt.org/burlington-link-express-map/
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bury	College,	who	provided	the	local	match	
funds	to	the	benefit	of	the	general	public.	
This	effort	created	a	unique	six-day-per-week	
service,	with	ACTR	operating	the	weekend	
route	and	CCTA	the	weekday	service.	After	
establishing	they	LINK	Express,	in	2006	
ACTR	reached	out	to	their	counterparts	at	
the	Marble	Valley	Regional	Transit	District	

(MVRTD),	which	provides	transit	service	
in	–	and	around	–	Rutland.	While	the	goal	
of	providing	greater	connectivity	between	
Addison	County	and	nearby	communities	
remained	the	same,	service	between	Middle-
bury	and	Rutland	required	a	different	frame-
work.	Although	fixed-route	commuter	service	
met	the	needs	of	riders	travelling	to	and	from	
Burlington,	lower	residential	density	between	
Middlebury	and	Rutland	required	route	de-
viation	as	well	as	a	shared	operations	strat-
egy	–	what	Moulton	dubs	“mirrored	service”	
–	for	what	ultimately	became	the	Rutland-
Middlebury	Connector.	ACTR	and	MVRTD	
each	operate	one	roundtrip	on	weekday	
mornings	and	evenings	–	functionally	creat-
ing	two	roundtrips	for	the	riders	during	each	
commuting	period.		They	also	split	an	ad-
ditional	mid-day	roundtrip	that	operates	on	
Tuesdays	and	Fridays.	The	Connector	does	
not	provide	weekend	service.	Plans	for	mid-
day	and	weekend	service	expansion,	however,	
call	for	additional	mirrored	service.

More	recently,	in	2012,	ACTR	and	CCTA	
partnered	again	to	create	the	116	Commuter	
route.	This	route	connects	the	two	larger	
communities	via	Bristol	and	Hinesburg,	the	
latter	of	which	features	a	large	concentration	
of	both	employment	and	employees.	This	
route	is	operated	in	a	third	configuration,	
again	based	on	market	need.	ACTR	operates	
one	round-trip	each	morning	and	evening	
from	Middlebury	through	Hinesburg	to	Bur-
lington.		CCTA	operates	one	roundtrip	from	
Burlington	to	Hinesburg	and	back.		Thus	in	
Hinesburg,	where	demand	is	highest,	riders	

have	two	trip	options	–	one	from	each	agen-
cy	–	while,	between	Hinesburg	and	Middle-
bury,	where	demand	is	lower,	riders	currently	
have	one	trip	option.

Although	all	three	services	have	differing	
operational	structures,	“the	most	important	
aspect	of	each	service	design	was	to	maxi-
mize	connectivity	based	on	market	need,”	
says	Mouton.	“That	was	the	crucial	factor.	It	
took	a	lot	of	collaboration	to	have	the	service	
feel	seamless	and	that	drives	the	success	of	
each	route	today.”

To	that	end,	the	Burlington-Middlebury	
LINK	Express,	the	116	Commuter	and	the	
Rutland–Middlebury	Connector	all	feature	
joint	marketing	and	promotion,	schedules,	
fares,	websites,	bus	stops	and	transit	hubs	
with	their	respective	counterpart	systems.	
According	to	Moulton,	that	high	degree	of	
cohesion	helps	eliminate	customer	trepida-
tion	about	using	the	blended	services	and	
demonstrates	the	overall	commitment	of	Ver-
mont’s	transit	providers	to	provide	the	most	
effective	and	connected	mobility	options,	

http://www.ctaa.org
http://www.thebus.com/
http://actr-vt.org/rutland-connector-map/
http://actr-vt.org/rutland-connector-map/
http://actr-vt.org/116-commuter-map/
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Creative Partnerships

regardless	of	ownership.

	“It’s	about	helping	people	get	from	point	A	
to	point	B,	and	we	have	to	provide	a	compel-
ling	choice	for	our	riders	to	use	our	service,”	
says	Moulton,	who	also	serves	as	the	Chair	
of	the	Vermont	Public	Transit	Association,	as	
well	as	CTAA’s	State	Delegate	for	Vermont.	
“Territorial	distinctions	are	irrelevant	to	pas-
sengers.	They	just	need	to	know	they’ll	be	
able	to	get	where	they	need	to	go.”

Complimenting Transit with TDM

In	some	communities,	transit	providers	
view	Transportation	Demand	Management	
(TDM)	programs	as	direct	competitors	and	
offer	little	interaction	with	organized	vanpool	
and	carpool	efforts.	In	Middlebury,	ACTR	
staff	members	viewed	the	chance	to	establish	
a	TDM	program	in	Addison	County	as	an	op-
portunity	to	better	meet	the	mobility	needs	
of	the	region.	In	the	summer	of	2012,	the	
agency	was	selected	by	a	private	foundation	
to	receive	a	competitive	grant,	supplemented	
by	investment	from	the	Vermont	Agency	of	

Transportation,	to	establish	the	first	rural	
TDM	pilot	program	in	Vermont,	and	one	of	
only	a	few	nationwide.	

Traditionally,	TDM	programs	are	usually	
found	in	metropolitan	regions,	where	sig-
nificant	numbers	of	people	going	to	a	single	
job	site	or	employment	district	lend	them-
selves	more	easily	to	vanpools	and	carpools.	
In	rural	areas	like	Addison	County,	however,	
ACTR	has	learned	more	individual-to-indi-
vidual	relationships	are	the	key	to	sustain-
able	transportation	options,	including	ride-
sharing	and	carsharing	programs,	as	well	as	
improved	bicycle	and	pedestrian	infrastruc-
ture.	All	the	while,	the	system	is	learning	
more	about	the	mobility	needs	of	the	com-
munity	–	a	process	that	avoids	the	need	to	
bring	in	outside	consultants	to	uncover	what	
they’re	learning	firsthand.	

“We	have	a	wide	understanding	of	our	role	
as	a	mobility	manager,”	explains	Moulton.	
“We	sensed	a	need	where	we	could	help	
people	get	to	their	jobs	easier	and	more	
affordably	through	TDM,	and	its	one	that	
enhances	our	role	as	the	organizer	of	trans-
portation	options	in	Addison	County.”

Irrefutable Logic

Individually,	the	collection	of	local	tran-
sit	service,	regional	connector	routes	and	
TDM	options	contain	unique	and	significant	
distinctiveness	essential	to	their	success.	But	
for	Jim	Moulton	and	ACTR,	when	work-
ing	in	concert,	they	form	an	intentional	and	
long-standing	means	to	increase	awareness	

of	the	value	of	improved	mobility	in	Addison	
County	as	well	as	throughout	Vermont	and	
the	rest	of	the	nation.

“We’ve	always	looked	at	our	organizational	
mission	as	improving	the	economic,	social	
and	environmental	health	of	Addison	Coun-
ty,”	says	Moulton,	who	ultimately	would	like	
to	see	an	even	more	comprehensive	approach	
to	sustainable	transportation	across	the	state	
where	the	average	Vermont	household	could	
reduce	car	ownership	to	one	vehicle.	APTA	
currently	places	the	annual	cost	of	owning	
one	vehicle	for	a	year	at	more	than	$10,000.		
Without	parking	fees,	Moulton	estimates	
that	cost	in	Addison	County	at	$7,800	–	a	
figure	that,	when	multiplied	by	even	just	
10	percent	of	the	county’s	60,000	vehiclen	
would	yield	more	than	$20	million	per	year	
in	cost	savings.	

“With	that	level	of	investment”,	Moulton	
half-jokingly	proclaims,	“ACTR	could	serve	
every	residence	in	the	county	with	transit	
service	every	15	minutes.”	

Moulton	notes	his	back-of-the-napkin	
calculations	aren’t	intended	to	recommend	
immediate	policy	change,	but,	rather,	to	edu-
cate	people	and	reinforce	the	latent	value	on	
different	mobility	priorities.

“Each	service	we	provide	is	an	educational	
opportunity	for	people	to	learn	about	–	and	
rethink	–	their	transportation	options,”	says	
Moulton.	“We	learn	more	about	those	needs	
every	day.	In	the	end,	we’re	just	trying	to	do	
the	logical	thing.”

http://www.ctaa.org
http://www.vpta.net/
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List
Name: Jerome Phillips, CCTM
Title: Executive Director
Organization: Faith-Based 
Foundation Collaborative
Location: Camden, N.J.

For	the	past	several	years,	the	Camden	
County	Workforce	Investment	Board	(CC-
WIB)	has	been	working	closely	with	the	faith-
based	community	around	developing	a	project	
that	enables	houses	of	worship	to	use	their	
vehicles	in	support	of	community	transporta-
tion.		Initially,	the	thinking	was	that	we	would	
need	to	establish	a	single	set	of	standards	in	
areas	such	as	vehicle	age,	usage,	insurance,	
driver	education,	etc.	to	which	all	participat-
ing	FBOs	would	agree,	and	if	organizations	
met	these	requirements,	they	could	provide	
services	to	the	community.		

In	early	2006,	the	US	Department	of	Trans-
portation	circulated	a	Request	for	Propos-
als	(RFP)	for	state	and	local	communities	to	
develop	a	system	for	using	state-of-the	art	
technology	to	increase	coordination	promote	
efficiencies	and	improve	human	service	trans-
portation.	The	model	for	this	coordinated	
system	is	called	a	Travel	Management	Coordi-
nation	Center.	The	CCWIB	saw	this	RFP	as	
an	opportunity	not	only	to	enhance	the	exist-
ing	county-wide	human	service	transportation	
provider	network	but	also	to	move	forward	
on	the	agenda	for	developing	its	concept	for	
a	faith-based	transportation	network.		For-
tunately,	the	CCWIB	was	one	of	eight	sites	

selected	to	develop	a	plan	for	a	Travel	Man-
agement	Coordination	Center	(TMCC).			

In	July	of	2007,	a	visit	from	Yehuda	Gross,	
ITS	Transit	Program	Manager	with	the	US	
Department	of	Transportation	and	head	of	our	
grant	at	the	federal	level,	prompted	a	shift	in	
the	discussion	around	how	the	CCWIB	might	
approach	structuring	a	faith-based	transpor-
tation	network.	Because	technology	brings	
significant	flexibility	for	how	transportation	
systems	can	be	structured—whereby	all	infor-
mation	such	as	number	of	vans,	availability	
of	specific	vehicles	for	trips	by	day/hours	and	
type	of	services	can	be	instantaneously	pro-
cessed	and	coordinated—it	became	clear	that	
the	FBOs	would	no	longer	need	to	comply	
with	one	set	of	standards.		Rather,	we	now	
have	the	flexibility	of	customizing	the	FBOs’	
participation	based	on	their	priorities	and	
availability.		

The Collaborative Concept

Shortly	thereafter,	the	CCWIB	and	its	Cam-
den	City	Initiatives	Committee	began	organiz-
ing	brainstorming	sessions	with	key	leaders	
from	the	faith-based	community	and	the	City	
of	Camden.		Through	this	process	a	number	
of	terrific	ideas	surfaced	—most	importantly	
the	concept	of	creating	an	FBO	Foundation	
Collaborative	for	Community	Transportation.		
This	Collaborative	could	provide	the	organiz-
ing	framework	for	incorporating	the	many	
ideas	that	had	been	discussed	over	the	past	
several	years	into	a	coordinated	system.		The	
value	of	an	“FBFC	is	significant:

•	First,	forming	a	non-
profit	entity	will	provide	
the	means	for	receiving	
government,	corporate	and	
foundation	funding	that	
that	is	used	in	support	of	
the	faith-based	organiza-
tions’	participation	in	the	Travel	Management	
Coordination	Center	(TMCC).	

•	Second,	an	FBO	Foundation	Collabora-
tive	would	become	the	institutional	framework	
that	faith-based	organizations	could	join.		The	
Collaborative	would	also	more	clearly	define	
the	role	of	FBOs,	underscoring	the	impor-
tance	and	value	that	the	faith-based	com-
munity	brings	to	the	TMCC.		Through	the	
Collaborative,	a	clear	process	for	how	various	
houses	of	worship	and	other	non	profits	would	
participate	would	also	be	established,	ensuring	
FBOs	could	become	involved	in	ways	that	sup-
port	their	individual	and	collective	missions.			

Role of the FBO Foundation Collaborative

The	FBO	Collaborative	will	be	made	up	of	a	

Cp
Creative 
Parnerships

1

Creative Partnerships

http://www.ctaa.org
http://www.ccwib.com/projects/transportationtmcc.html
http://www.ccwib.com/projects/transportationtmcc.html
http://www.ccwib.com/
http://www.ccwib.com/


www.ctaa.org CONTENTS 17

total	of	five	faith-based	vehicles	in	year	one.	

The	faith-based	participant	organizations	
will	provide	transportation	gap	service	in	
collaboration	with	the	other	providers	in	the	
TMCC	such	as;	Sen-Han,	Transit	and	South	
Jersey	Transit	Authority	(SJTA).

Participating FBO’s / Non Profits

•	Rev.	Rodney	Bush-Rowland	Macedonia	
Baptist	Church

•	G.	Ronald	Green,	New	Life		CDC

•	Emery	Troy,	Dooley	House	–	Non	Profit

•	Rev,	Floyd	White,	Woodland	Community	
Development	Corp.

Initially,	the	goal	of	the	FBFC	will	be	to	
work	with	each	faith-based	organization	to	as-
sist	them	with	defining	their	level	of	participa-
tion.		This	consists	of	two	parts:	determining	
which	services	the	FBO	would	need	to	provide	
and	when	those	services	are	needed	in	the	
community.		

Summary

The	following	is	a	brief	summary	of	the	
responsibilities	of	the	FBO	Foundation	Col-
laborative

•	Function	as	the	convener	of	the	faith-
based	community’s	participation	in	the	proj-
ect,	once	operational.

•	Identify	and	support	each	of	the	participat-
ing	FBOs,	particularly	in	the	initial	stages	of	
implementing	the	project.

•	Establish	clear	processes	that	ensure	full	
access	and	participation	of	the	faith-based	
community	in	the	TMCC	county-wide.	Func-
tion	as	the	Fiscal	Agent	for	all	faith	based	
grants	and	foundation	funds.

•	Develop	By-laws.		

•	Provide	written	reports	to	the	Camden	
County	Workforce	Investment	Board	(CC-
WIB)	and	the	TMCC	on	a	monthly	or	quar-
terly	basis	as	needed.

Proposed Structure for the Faith-Based 
Collaborative

To	carry	out	the	role	of	the	convener	and	
oversight	body	for	the	faith-based	community’s	
participation	in	the	project,	we	are	proposing	
that	the	Collaborative	form	a	501(c)(3).	(The	
CCWIB	has	formed	a	Faith	Based	Foundation	
Collaborative	and	is	awaiting	C3	status	from	
the	IRS.)

Executive Board

The	Board	will	be	charged	with	carrying	out	
all	responsibilities	of	the	not-for-profit,	as	well	
as	supporting	the	administrative,	advisory	and	
operational	functions	for	providing	transporta-
tion	services.		(The	Executive	Board	has	been	
established)

Collaborative Start-Up

Initially,	the	Executive	Board	will	be	chaired	
by	Rev,	Floyd	White.	A	transition	strategy	will	
be	developed	for	how	the	Collaborative	will	
move	from	the	hands	of	the	WIB	to	the	faith-
based	community	as	the	Collaborative	devel-
ops	from	the	start-up	phase	to	becoming	fully	
operational.		The	Executive	Board	will	meet	
monthly.
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The Camden County United We Ride Team accepts 
award at the 2011 Tri-County Economic Development 
Summit. From left to right: Robert Schiavinato, President, 
UOSS, Edward MCDonnell, Freeholder Deputy Director, 
Bart Mueller, Executive Director, SJTA, Carol Miller, Direc-
tor of Transportation Services SJTA, Janet Moran, WIB 
Chair, Jerome Phillips, WIB Project Manager, Freeholder 
Director, Louis Cappelli Jr.

http://www.ctaa.org
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List
Name: Heather Wheeler
Title: Executive Director
Organization: Community 
Transportation Association of 
Idaho
Location: Boise, Idaho

Community Transporta-
tion Association of Idaho 
Executive Director Heather 
Wheeler offers a list of her 
top tips in making com-
munity and public transit 
meaningful in the commu-
nity, and improving transit’s 
image in the community. 
In other words, how to sell 

transit in communities where it is not second 
nature. 

•	Understand	the	community	and	its	trans-
portation	needs/aspirations/dreams

•	Understand	what	existing	transportation	
resources	exist	within	the	community	(senior	
centers,	schools,	head	start	programs,	hos-
pitals	or	medical	clinics,	etc	with	a	vehicle,	
funds	for	transportation	trips,	or	both)

•	Think	outside	of	the	box	on	how	those	
existing	resources	could	be	leveraged	to	meet	
the	community’s	transportation	needs/aspira-
tions/dreams

•	Reach	out	to	the	business	partners	to	
discuss	any	or	all	of	the	above	items.	Start	

with	the	busi-
ness	partners	
who	are	the	
low hanging 
fruit	and	then	
reach	out	to	
the	others.

Participate	in	
the	local	chambers	of	commerce	events	and	
especially	their	transportation	committees

•	Established	an	Elected Officials on the 
Move group,	where	elected	officials	–	city	
council,	county	commissioners,	mayors,	state	
legislators,	congressional	staff	–	actually	take	
a	trip	on	at	least	one	of	the	transportation	
options	available	in	their	geographic	area

•	Develop	and	send	press	releases	to	media	
contacts	statewide	about	local	public	trans-
portation	agencies	receiving	grants,	national	
awards,	promotional	events,	or	ridership	
milestones.

Profile
Names: Brenda Schweitzer, 
CCTM & Mike Mullaney
Title: Executive Director & As-
sistant Director
Organization: Brookings Area 
Transit Authority (BATA)
Location: Brookings, S.D.

Brookings,	S.D.,	is	a	town	of	just	over	
20,000,	on	the	eastern	side	of	the	state,	
about	a	half-hour	from	the	Minnesota	line.	

Home	to	South	Dakota	
State	University,	Brookings	
is	a	vibrant,	charming	com-
munity	that	has	preserved	
its	downtown	area,	enjoys	
low	unemployment	(a	tad	
over	3	percent)	and	is	home	
to	the	Brookings	Area	Tran-
sit	Authority	(BATA).	

BATA	operates	a	fully	demand-response	
service,	covering	all	of	Brookings	County.	
Over	the	past	seven	years	BATA’s	ridership	
has	grown	80	percent,	from	65,068	one-
way	rides	to	116,951.	With	this	growth	and	
success,	BATA	finds	itself	responding	to	
increased	demand.

“We’d	like	to	do	more,”	says	BATA	Ex-
ecutive	Director	Brenda	Schweitzer.	“Our	
service	area	is	large	—	the	next	community	
might	be	35	miles	away	—	and	we	still	find	
that	for	a	lot	of	people	in	our	area,	the	lack	
of	adequate	transportation	is	their	biggest	
barrier	to	a	job.”

http://www.ctaa.org
http://ctai.org/
http://ctai.org/
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According	to	Schweitzer	and	Assistant	
Director,	Mike	Mullaney,	the	agency’s	next	
challenge	is	to	break	down	jurisdictional	
boundaries	and	enhance	BATA’s	regional	
presence.	

“As	the	regional	center	for	education,	
health	care	and	employment,	Brookings	
draws	people	in	from	surrounding	towns	and	
even	surrounding	counties,”	says	Schweitzer.	
“Our	service	is	a	key	component	in	a	regional	
strategy.”

Mullaney	agrees:	“The	local	partners	and	
supporters	we	have	will	help	us	meet	this	
challenge.”

Indeed,	in	helping	to	build	BATA’s	service,	
Schweitzer	and	
her	colleagues	
have	cultivated	an	
impressive	array	of	
local	community	
partners	that	sup-
port	the	commu-
nity’s	key	mobility	

provider	in	numerous	ways.		

Building Local Support

“We	know	support	from	the	community	is	
just	so	vital	—	it’s	really	the	biggest	effort	
we’ve	undertaken	here,”	says	Schweitzer.	Not	
surprisingly,	she	selected	creative	partnership	
and	community	support	as	the	most	crucial	
elements	of	community	and	public	transpor-
tation	innovation.

In	many	ways,	BATA	leadership	views	this	
process	as	one	of	educating	the	community	
about	the	service,	its	customers	and	the	out-
comes	effective	mobility	creates.	

“We	know	a	lot	about	what	we	do,”	says	
Schweitzer.	“But	we	need	to	share	this	un-
derstanding.	We	can’t	assume	people	in	the	
community	—	whether	it’s	a	local	business	
or	an	elected	official	—	get	it.	We	have	to	
educate	people.”

A	focus	for	BATA’s	education	efforts	is	be-
ing	accountable	and	transparent.	

“In	educating	staff	and	the	community,	it	
must	include	an	understanding	of	how	the	
federal	program	works;	our	limitations	and	
our	opportunities,”	says	Schweitzer.	“Our	
data	is	public	knowledge.	We	feel	it’s	very	
important	that	our	staff	have	a	firm	under-
standing	of	what	our	federal	and	state	direc-
tives	are,	as	well.”		

One	tactic	that	both	Schweitzer	and	Mul-
laney	recommend	is	to	learn	how	to	build	

local	partners	by	seeing	what	such	entities	
already	support.	What	service	projects	get	
funded?	Where	is	local	economic	develop-
ment	funding	flowing?	Getting	a	handle	on	
how	these	monies	flow	is	a	road	map	for	
building	local	collaborations	focusing	on	
community	and	public	transit.	They	also	
agree	that	BATA	tries	to	look	at	potential	
partnerships	from	both	sides	of	the	equation,	
attempting	to	find	those	instances	where	
both	transit	and	its	partner	benefit.

Mullaney	offers	the	local	United	Way	
chapter	as	a	case	in	point.	“We	learned	that	
the	United	Way	is,	in	many	ways,	the	heart	
of	the	community,”	says	Mullaney.	“We	fol-
lowed	their	service,	looked	at	the	types	of	
outcomes	they	sought	and	developed	roles	
for	transit	to	help	make	those	success	stories	
happen.”

In	addition	to	local	organizations	like	the	
United	Way,	Schweitzer	recommends	that	
transit	advocates	look	for	any	and	all	ways	
to	become	part	of	the	community.	Toward	
that	end,	she	is	a	member	of	the	Optimists,	
on	the	Brookings	Backpack	Executive	Board	
and	the	president	of	Leadership	Brooking	
through	the	Chamber	of	Commerce.	Mul-
laney	and	other	staff	belongs	to	the	Volga	Li-
ons	Club.	Several	staff	members	have	partic-

http://www.ctaa.org
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ipated	in	the	Leadership	Brookings	program,	
which	encourages	attendees	to	take	an	active	
leadership	role	in	their	community.

“We	think	it’s	really	important	for	transit	
employees	to	have	the	time	to	participate	in	
the	community,	to	be	a	real	part	of	things,”	
says	Schweitzer.	“It’s	important	for	recogni-
tion	and	it	really	enhances	the	system’s	im-
age.”

It	is	tough,	if	not	impossible,	to	build	a	
positive	community	image	for	transit	with-
out	well	trained	front-line	employees.	Driv-
ers	and	dispatchers	are	most	often	the	most	
visible	face	of	the	transit	agency	out	in	the	
community,	and	BATA	makes	sure	they’re	
trained	to	make	these	encounters	a	positive	
for	the	organization.

The Importance of Training

The	first	and	most	primary	component	in	
BATA’s	training	program,	according	to	both	
Schweitzer	and	Mullaney,	is	the	continuous	
covering	of	the	system’s	goals,	vision	and	
mission	with	all	staff.

“We’ve	seen	that	an	educated,	trained	staff	
member	will	help	educate	the	community,”	
says	Schweitzer.	“We	make	sure	all	our	staff	
and	well-informed	about	the	agency.”	Mul-
laney	is	a	certified	trainer	for	PASS.

At	BATA,	it	all	starts	with	the	hiring	pro-
cess,	where	the	agency	places	an	emphasis	
on	attitude.	Successful	current	employees	
are	encouraged	to	recruit	people	they	know	

and	their	friends.	

“Personalities	are	really	important,”	says	
Schweitzer.	

“We	encourage	staff	to	help	recruit,	to	help	
us	develop	the	agency	from	the	inside	out,”	
says	Mullaney.

Another	important	facet:	it’s	not	unusual	
for	both	Mullaney	and	Schweitzer	to	find	
themselves	behind	the	wheel	of	a	BATA	
vehicle.	In	doing	so,	they	better	understand	
the	daily	challenges	the	agency’s	drivers	and	
dispatchers	confront.

Focusing on the Customers

“In	the	transit	business,	you	never	know	
who	you’re	going	to	touch,”	says	Mullany.	
“The	big	picture	goes	far	beyond	just	who’s	
riding	and	to	be	successful,	a	transit	agency	
has	to	understand	this.”

Schweitzer	agrees:	“It’s	about	quality	of	
life,	dignity	and	respect.	It’s	really	much	big-
ger	than	you	think.”

At	BATA,	a	focus	on	the	customer	—	with	
an	understanding	that	the	concept	of	cus-
tomer	goes	beyond	just	who’s	riding,	and	
covers	who’s	benefitting	from	each	success-
ful	trip	—	is	the	driving	force	behind	a	suc-
cessful	rural	transit	system	that	is	constantly	
evolving	along	with	its	service	area.	

“You	must	make	yourself	a	real	part	of	the	
community,”	sums	up	Schweitzer.	

Profile
Names: Carole Richardson
Title: Project Manager
Organization: David Evans & 
Associates
Location: Northwest Oregon

It’s	no	surprise	that	Carole	Richardson	
would	select	creative	partnerships	as	the	
most	crucial	element	in	transit	innovation.	
The	project	she	manages	—	the	Northwest	
Oregon	Transit	Alliance	—	is	a	five-transit	
agency	partnership	designed	to	improve	con-
nectivity	and	extend	mobility.	The	Alliance’s	
very	foundation	is	partnerships,	and	last	
September	the	project’s	North	by	Northwest	
Connector	was	awarded	the	Oregon	Transit	
Association’s	TransitInnovation	Award.

“The	Connector	creates	a	situation	where	
five	local	transit	agencies	can	strengthen	
their	funding	requests,	build	local	support	
and	better	serve	their	communities	and	cus-
tomers,”	says	Richardson,	who	manages	the	

http://www.ctaa.org
http://www.deainc.com/
http://www.deainc.com/
http://www.nworegontransit.org/
http://www.nworegontransit.org/
http://www.oregontransit.com/
http://www.oregontransit.com/


www.ctaa.org CONTENTS 21

Cp
Creative 
Parnerships

1

project	for	David	Evans	and	Associates.	“The	
regional	approach	they’ve	taken	has	proven	
successful.”

The	five	transit	agencies	—	Columbia	
County	Rider,	Sunset	Empire	Transportation	
District,	Tillamook	County	Transit	District,	
Lincoln	County	Transit	and	Benton	County	
Rural	Transit	—	won	funding	for	the	North	
by	Northwest	Connector	through	a	$3.5	
million	U.S.	Department	of	Energy	General	
Innovation	Fund	grant	over	a	three-year	pe-
riod.	The	program’s	goal	is	to	examine	ways	
to	sustain	the	program	after	the	funds	expire	
and	is	the	first	of	its	kind	to	be	funded	by	
the	Energy	Department.	Already,	the	Con-
nector	is	looking	at	new	revenues	from	sales	
of	regional	advertising	and	visitor’s	passes,	
charitable	contributions,	Oregon’s	energy	tax	
credit	program,	tribal	partnerships,	business	
sponsorships	and	more.

Early	performance	numbers	indicate	there	
is	considerable	reason	for	optimism	that	the	
regionalized	system	will	be	successful.		Av-
erage	weekday	ridership	in	2012	was	up	6	

percent	from	the	prior	year.	Average	Saturday	
ridership	was	up	58	percent,	and	average	
Sunday	ridership	more	than	doubled.	The	
transit	alliance	expects	a	regional	advertising	
and	marketing	campaign,	which	will	begin	
this	spring,	will	attract	even	more	riders.	

“The	biggest	strength	the	Connector	has	
is	that	its	five	partners	have	always	believed	

they	could	do	this,”	says	Richardson.	“They	
built	this	coordinated	partnership	for	the	
long	term,	and	even	developed	a	501(c)	3	
nonprofit	foundation	to	help	with	fundrais-
ing	and	promotion.”

Building the Partnership

The	five	transit	partners	in	the	North	by	

From left to right: Jay Flint, Executive Director, Sunset Empire Transportation District; Janet Wright, Director, Columbia 
County Rider; Cynda Bruce, Program Director, Lincoln County Transit; Sharon Fipps, Transit Manager, Benton County 
Rural Transit (Not pictured is Doug Pilant, General Manager for Tillamook County Transportation District)

http://www.ctaa.org
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Northwest	Connector	had	established	their	
services,	in	many	ways,	to	serve	transit-
dependent	populations	in	their	service	areas.	
For	older	adults,	people	with	disabilities	and	
low-income	residents,	these	service	were	
thriving.	

“As	the	five	systems	have	matured,	they’ve	
all	sought,	in	their	own	way,	to	better	serve	
local	commuters	as	well	as	visitors	and	tour-
ists	and	help	manage	increasing	coastal	traf-
fic	in	their	communities,”	says	Richardson.	
“This	regional	approach	just	makes	sense	as	
it	allows	all	the	partners	to	now	offer	in-
creased	mobility	options.”

	To	make	this	objective	a	reality,	the	Con-
nector	has	added	the	following	services:

•	Weekend	service	has	been	added	where	
previously	it	was	unavailable;	

•	The	five	transit	agencies	have	refined	
their	schedules	to	reduce	wait	points	at	
transfer	locations;

•	In	one	case,	the	need	for	transfers	has	

been	eliminated	altogether.	Trips	between	
Tillamook	and	Lincoln	City	no	longer	trans-
fer	between	transit	operators	in	Otis.	The	
more	convenient	scheduling	has	led	to	a	dra-
matic	ridership	increase	on	service	between	
the	two	communities;	

•	In	March,	a	new	visitor	pass	program	will	
be	launched	offering	one	round-trip	to	the	
coast	from	the	I-5	corridor	on	the	Connec-
tor	system,	and	unlimited	travel	between	the	
coastal	communities	ranging	from	Astoria	
to	Yachats.		A	three	day	visitor	pass	will	cost	
$25;	seven	day	passes	will	be	$30	each.		

•	To	help	build	ridership,	this	spring	new	
bus	stop	signage	and	furnishings	will	arrive	
at	key	stop	locations.	Equally	as	important,	
overall	system	branding	with	consistent	
system	imagery	is	set	to	significantly	enhance	
the	Connector’s	profile.	

“A	key	aspect	of	the	innovative	coordina-
tion	between	the	five	partners	is	how	the	
Connector	brands	and	markets	a	single,	
seamless	service,”	says	Richardson.	“This	
regional	approach	is	vital	for	the	system	to	
become	an	asset	for	local	economic	develop-
ment,	and	establishing	public-private	part-
nerships	for	sustainability.”

Looking to the Future

With	sustainability	and	growth	such	a	
challenge	for	many	transit	operators	in	these	
days	of	constrained	federal,	state	and	local	
investment,	the	North	by	Northwest	Con-

nector	concept	is	a	great	example	of	what	
Richardson	calls,	strength	in	numbers.

The	five	members	came	to	the	table	look-
ing	to	cooperate,	to	raise	transit	awareness	
and	to	build	a	regional	model,”	says	Richard-
son.	“They	also	knew	that	this	was	going	to	
be	extra	work.”

In	the	end,	the	project	has	come	this	far	
because	leadership	at	the	five	transit	sys-
tems,	according	to	Richardson,	was	cus-
tomer-oriented	and	willing	to	take	a	risk.	
By	banding	together,	they	could	not	only	
increase	the	regional	scope	of	local	transit	
service	and	better	serve	their	customers	and	
communities,	they	could	also	enhance	local	
political	support.	

“Together,	the	transit	systems	engaged	in	
robust	market	analysis	taking	into	account	
both	visitors	to	the	region	and	regional	com-
mute	sheds,”	says	Richardson.	“They	under-
stood,	right	away,	that	this	effort	could	be	a	
real	asset	to	each	of	them.”
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Q: Tell us about the Coastal Bend region 
of Texas. How does the unique nature of 
the service area impact how the Transpor-
tation Coordination Network of the Coast-
al Bend makes local mobility a reality?

A:	The	Coastal	Bend	Region	is	located	in	
South	Texas	and	consists	of	twelve	coun-
ties.	The	region	covers	11,507	square	miles	
and	has	a	combined	population	of	571,987	
according	to	the	2010	Census.	The	only	
urbanized	area	is	the	City	of	Corpus	Christi.		
Within	the	service	area,	there	is	one	Urban	
provider	and	three	Rural	Transit	Districts

The	uniqueness	of	the	region,	the	distance	
and	population	density	makes	the	mobility	
of	residents	a	challenge	that	TCN	address	

through	the	development	of	coor-
dinated	services,	joint	ventures	and	
on-going	engagement	of	the	multiple	
stakeholders	of	the	region.

Q: How are you and your agency devel-
oping regional transit concepts and pro-
grams?

A:	During	2011,	TCN	lead	the	regional	
effort	that	developed	the	“Regional	Public	
Transportation	Coordination	Plan	2011	for	
the	Coastal	Bend	Region:		Transportation	
Critical	Needs	Assessment	&	Strategic	Plan	
(RPTCP	2011).”		The	RPTCP	was	complet-
ed	and	approved	by	the	region’s	stakeholders	
December	2011	and	benefitted	from	tremen-
dous	public	involvement	and	input	includ-
ing	transit	providers,	stakeholders,	and	over	
1100	users	of	public	transportation.		Based	
on	the	combined	responses,	the	RPTCP	
guides	the	development	of	transit	concepts	
and	programs	in	the	region.		Through	the	in-
clusive	engagement	and	participation	of	the	
region’s	stakeholders,	modifications/adapta-
tions	are	integrated	on	an	on-going	basis.	

Q: What’s the top trip priority for 
TCNCB? How has this changed (if it has) 
in the last decade?

A: The	RPTCP	identified	six	(6)	critical	
needs:		

•	 Lack	of	Transportation	services	outside	
of	standard	work	hours	in	the	majority	of	
rural	areas;

•	 Comprehensive	coordinated	transporta-
tion	services;

•	 Coordinated	innovative	transportation	
activities;

•	 Targeted,	ongoing	and	consistent	educa-
tion	for	the	region	;

•	 Advocate	for	reduced	mobility	costs	for	
residents	in	rural	areas;	and

•	 Improve	rural	infrastructure	and	service	
capacity	

In	2000	the	Coastal	Bend	Council	of	Gov-
ernment,	through	the	Transportation	Steer-
ing	Committee	(that	later	became	the	cur-
rent	Transportation	Coordination	Network	of	
the	Coastal	Bend,	a	non-profit	corporation),	
commissioned	the	Coastal	Bend	Inter-Coun-
ty	Transportation	Coordination	Plan.	The	
objectives	where	to	1)	improve	inter-county	
transportation	services	and	2)	to	coordinate	
activities	of	various	agencies	involved	in	re-
gional	transportation.

The	principal	change	is	the	expansion	of	
meeting	the	transportation	mobility	of	resi-
dents	through	both	a	systems	change	and	
a	greater	focus	on	the	individual	needs	of	
consumers.		

Q: You’ve recently led an effort through a 

Q&A
Names: Martin Ornelas
Title: Director
Organization: Transportation 
Coordination Network of the 
Coastal Bend
Location: Alice, Texas
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CTAA Joblinks Mobility Institute to de-
velop employment transportation connec-
tions in the Coastal Bend. Tell us about 
this process and where you see it headed.

A:	First,	we	are	overjoyed	and	honored	to	
have	been	selected	to	participate	in	CTAA’s	
Joblinks	Mobility	Institute.	The	process	has	
been	both	rewarding	and	challenging	in	that	
it	has	brought	together	new	partners	to	the	
table	and	moved	us	collectively	to	think	dif-
ferently	about	how	to	identify	the	problem,	
refine	the	approach	and	tackle	on	a	possible	
solution.	The	commitment	of	those	in	the	
region	to	make	this	successful	is	overwhelm-
ing	through	their	commitment	of	time,	effort	
and	resources.	As	we	refine	the	focus	to	
making	public	transportation	convenient	and	
affordable	to	employment	related	destina-
tions,	we	envision	integrating	the	availability	
of	skills	exploration	and	job	training	oppor-
tunities	in	the	selected	pilot	counties.	The	
long	term	hope	is	to	expand	the	team	and	
identify	other	natural	partners	that	combined	
can	build	on	the	outcomes	of	the	pilot	effort	
and	work	towards	a	sustainable	effort	and	an	
expansion	into	the	other	counties	within	the	
region.	

Q: What types of local partnerships and 
community support are the biggest pri-
orities for regional transit in the Coastal 
Bend?

A:	The	types	of	partnership	that	are	a	prior-
ity	in	the	region	are	those	that	connect	to	
the	current	economic	growth	in	the	Coastal	

Bend	region.	Expanding	existing	priorities	to	
the	training	and	employment	needs	of	the	
existing	and	future	workforce	must	guide	
these	efforts.	This	focus	must	include	tran-
sit	providers,	stakeholders,	non-traditional	
transit	providers	as	well	as	economic	devel-
opment,	chambers	of	commerce,	workforce	
development	and	small/large	employers	in	
the	region.	Through	the	building	of	strong	
community	support,	the	regional	infrastruc-
ture	will	be	responsive	to	the	mobility	needs	
of	residents	of	the	Coastal	Bend	for	employ-
ment,	training,	medical	and	other	destina-
tions	as	needed.

The Coastal Bend Joblinks Mobility Institute team (from left to right): Martha Garcia , Marin Ornelas, Crystal Garcia, 
Rufino Martinez, Anne Cunningham, Gloria Ramos and Brigida Gonzalez

http://www.ctaa.org


www.ctaa.org CONTENTS 25

Service Design

Sd
Service Design

2
Name: Albert Eby
Title: Director
Organization: Cape Fear Pub-

lic Transportation Authority (Wave Transit) 
Location: Wilmington, N.C.

Q: Tell us about your 
system, the Wilmington 
region and what you 
consider to be the most 
significant innovations 
from a transit perspec-
tive.

A: The	Cape	Fear	Public	Transportation	
Authority	(Wave	Transit)	provides	public	
transportation	in	Southeastern	North	Caroli-
na.	The	current	service	area	of	Wave	Transit	
is	199	square	miles	including	all	of	New	Ha-
nover	County,	portions	of	Southern	Pender	
County	and	portions	of	Northern	Brunswick	
County.	Wave	Transit	has	authority	to	serve	
an	area	up	to	30	miles	outside	the	limits	
of	New	Hanover	County,	as	extended	from	
time-	to-time.	

Created	in	1974,	the	Wilmington	Transit	
Authority	(WTA)	was	initially	implemented	
to	provide	public	transportation	to	the	citi-
zens	of	the	Wilmington	area.	In	December	
2002,	the	WTA	adopted	the	name	Wave	
Transit,	as	well	as	a	new	logo	and	color	
scheme	for	the	Authority.	This	change	re-
flected	a	new	vision	for	public	transportation	

in	the	region.	
Capitalizing	on	
our	costal	en-
vironment,	the	
name	Wave	al-
lowed	greater	name	recognition	throughout	
the	area	and	positively	represented	public	
transportation	throughout	the	region.

Rapid	sprawl	and	rising	traffic	congestion	
throughout	the	region	led	the	City	of	Wilm-
ington	and	New	Hanover	County	to	enter	
into	an	historic	agreement	in	June	2003.	The	
city	and	county	merged	the	WTA	and	New	
Hanover	Transportation	Services	to	form	the	
Wilmington/New	Hanover	Transportation	
Agency	(WNHTA).	This	agreement	merged	
the	respective	organizations	for	one	year,	in	
order	to	provide	oversight	of	both	agencies	
under	one	public	transportation	entity.

In	July	of	2004	the	WNHTA,	the	WTA	and	
NHTS	were	dissolved	and	a	new	transpor-
tation	Authority	was	created.	The	merged	
entity	officially	became	the	Cape	Fear	Public	
Transportation	Authority,	but	kept	the	name	
Wave	Transit.	The	Authority	is	governed	by	
11	members	appointed	by	the	New	Hanover	
County	Commissioners	and	the	Wilmington	
City	Council.	Wave	Transit	currently	pro-
vides	both	directly	operated	and	contracted	
services	for	operation	of	the	system.	The	
Authority	provides	fixed	route	and	paratran-
sit	Service	to	New	Hanover	County,	N.C.,	as	
well	as	service	to	Northern	Brunswick	Coun-
ty.	The	Authority	is	also	under	contract	to	
the	University	of	North	Carolina	Wilmington	

Q&A

As leaders strive to develop 
responsive and efficient mobility 
options, it is more apparent than 
ever that what worked in the past 
is no longer what’s needed for 
today. The leaders we feature in this 
section deploy creative mechanisms 
to provide service that are grounded 
in the needs of their communities as 
the a priori factor.
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(UNCW)	to	provide	public	transportation	
services	on	campus	and	around	the	univer-
sity.	

The	Authority	mostly	serves	a	transit	de-
pendent	population.	Capturing	choice	riders	
is	a	challenge	in	a	small-urban	area	which	
does	not	experience	much	traffic	conges-
tion.	The	Authority	was	classified	as	a	TMA	
following	the	2010	census.	During	the	
summer,	tourists	to	area	beaches	swell	the	
population	and	traffic	congestion	is	prob-
lematic.	UNCW	is	home	to	approximately	
15,000	students	who	contribute	to	increased	
congestion	during	the	school	year.

Wave	Transit	is	one	of	a	handful	of	transit	
agencies	nationwide	with	its	own	founda-
tion.	The	Making	Waves	Foundation	—	a	
501(c)3	—	was	created	in	2010	to	minimize	
taxpayer	subsidies	and	ensure	that	cost	was	
not	a	factor	in	individuals	accessing	transit	
services	in	the	region.	The	foundation	is	
managed	in-house	and	100	percent	of	dona-
tions	go	directly	to	providing	transportation	
subsidies.	

Q: Change is always a challenge. How do 
you manage change at WAVE and make it 
work for the agency and community?

A: The	Authority	is	no	stranger	to	
change.	Becoming	a	TMA	and	changes	to	
FTA	requirements	are	currently	challeng-
ing	Wave	Transit.	Route	restructuring	on	a	
more	regular	basis	in	order	to	keep	up	with	
changing	demographics,	maintaining	sched-
ule	adherence	and	serving	a	rapidly	grow-

ing	community	are	also	challenging.	Lack	
of	support	from	local	elected	officials	for	a	
dedicated	source	of	funding	is	also	an	is-
sue.	The	Authority	was	created	by	the	city	
and	county	without	a	fund	balance	and	cash	
flow	is	constantly	burdensome.	

Our	ability	to	manage	change	is	greatly	
responsible	for	the	Authority	entering	our	
ninth	year.	We	are	not	afraid	of	change	
and	do	not	fear	failure.	We	have	been	suc-
cessful	in	managing	change	by	thoroughly	
evaluating	our	options	and	making	informed	
decisions.	We	regularly	discuss	what	works	
with	our	peers	and	understand	the	options	
before	us.	We	are	led	by	a	diverse	and	en-
gaged	volunteer	board	that	has	thrived	since	
our	inception.	Also,	we	have	an	educated	
and	talented	staff	that	work	well	together	in	
achieving	our	shared	goal.	Public	outreach	
has	been	a	major	focus	for	Wave	Transit	in	
managing	change	and	we	take	the	public’s	
suggestions	seriously.			

Q: In terms of innovative service de-
sign, why are concepts like vanpooling, 
car sharing and even bike sharing being 
considered? How does affordability over-
lap with service design in community and 
public transit?

A:	Wave	Transit	is	the	smallest	transit	
system	in	North	Carolina	that	provides	
vanpooling.	The	Wave	Pool	currently	has	
two	vans	in	operation	to	Jacksonville	and	
Elizabethtown.	Two	additional	vanpools	
to	Elizabethtown	will	be	implemented	in	

early	2013.	Outreach	and	success	with	the	
Wave	Pool,	we	believe,	will	continue	to	lead	
to	a	growing	and	successful	vanpool	pro-
gram.	Car	and	bike	sharing	are	focuses	of	
the	MPO	and	UNCW	and	Wave	Transit	is	
involved	in	the	efforts.	

Affordability	for	the	Wave	Pool	is	an	easy	
sell.	We	operate	our	vans	with	less	than	a	10	
percent	subsidy	compared	to	a	75	percent	
subsidy	for	our	fixed	routes.	Service	design	
among	all	of	our	programs	is	a	balancing	
act.	Sometimes	this	works	to	our	advan-
tage.	Paratransit	is	a	good	example.	We	are	
able	to	spread	our	paratransit	passengers	
over	a	wide	variety	of	rural	and	human	ser-
vice	transit	programs	to	minimize	our	5307	
complementary	paratransit.	We	are	also	able	
to	leverage	our	foundation	as	local	match	
for	human	service	transportation.	The	Wave	
Pool	program	also	works	to	our	advantage	on	

http://www.ctaa.org
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a	per-passenger	basis.	If	the	vanpool	pro-
gram	were	to	become	so	large	as	to	jeopar-
dize	funding	that	could	be	used	on	our	fixed	
routes,	we	may	be	challenged.	Our	goal	is	
to	have	a	mix	of	transit	offerings	that	most	
closely	meet	the	needs	of	our	passengers	and	
community.

Q: How about technology, how does it 
play a role in innovation at WAVE. How 
do you ensure that technologies that are 
brought on-board provide real benefit?

A: Technology	plays	a	huge	role	at	Wave	
Transit.	UNCW	limits	parking	permits	to	
students	who	reside	outside	a	one-mile	radi-
us	of	the	campus,	which	allows	the	universi-
ty	to	manage	parking	and	maximize	precious	
green	space.	This	philosophy	led	to	the	Se-
ahawk	Shuttle	which	transported	more	than	
326,000	students	in	FY	2012.	The	contract	
also	relies	heavily	on	our	ability	to	provide	
technological	innovations	to	UNCW,	which	
we	incorporate	system-wide.	In	working	with	
the	UNCW	Computer	Science	Department,	
we	have	two	professors	who	have	implement-
ed	—	along	with	their	students	—	a	real-time	
text	messaging	program	and	real-time	bus	
schedule	information	on	our	website.	All	of	
these	efforts	were	done	at	a	minimal	initial	
cost	with	no	recurring	costs.	The	UNCW	
Computer	Science	Department	also	setup	
our	real-time	bus	signage	at	Forden	Sta-
tion,	which	provides	real-time	arrival	and	
departure	at	bus	slips	and	on	displays	in	our	
lobby.	Amtrak	and	Greyhound	schedules	are	
also	on	screens	at	Forden	Station,	where	

intercity	service	is	provided.	

Of	the	technologies	we	have	implemented	
and	mentioned	above,	all	have	been	a	huge	
success.	We	monitor	text	messages	sent	and	
received	as	well	as	web	page	hits	to	deter-
mine	success.	We	also	listen	to	feedback	
from	passengers.	When	a	technological	
system	is	down,	we	feel	the	repercussions	via	
increased	call	volume.	Utilizing	local	univer-
sity	talent	also	ensures	that	systems	are	not	
down	for	an	extended	period	of	time.	We	feel	
that	we	are	well	ahead	of	peer	systems	when	
it	comes	to	technology	and	are	able	to	offer	
the	services	at	a	fraction	of	the	cost	of	out-
side	providers.	Forden	Station	also	offers	free	
wi-fi.

Q: What is the overall impact on cus-
tomer service of new services, applied 
technology, CNG, etc? And when you 
consider customers, what do you consider 
beyond the passengers?

A:	Of	the	new	services	provided,	customer	
service	has	been	the	most	impactful.	Treat-
ing	our	passengers	like	customers	has	paid	
a	huge	benefit	and	increased	ridership	and	
public	support	have	been	the	result.	Technol-
ogy	has	complemented	our	customer	service	
well,	and	is	well	received	and	useful.	We	are	
currently	in	construction	of	a	new	mainte-
nance	facility	that	will	include	a	CNG	fuel-
ing	station.	Early	feedback	from	our	study	
and	commitment	to	CNG	have	been	positive.	
We	will	be	one	of	the	first	transit	fleets	in	
the	state	to	utilize	CNG	and	offer	the	larg-

est	CNG	bus	fleet	in	North	Carolina.	While	
route	restructuring	may	be	painful	when	
implemented	due	to	the	change	and	the	
amount	of	time	to	upgrade	on-street	facilities	
and	technology,	changes	on	a	regular	basis	
allow	modifications	to	remain	minimal	and	
allow	us	to	adhere	to	our	schedules	as	well	
as	continue	to	meet	the	needs	of	the	com-
munity.	

While	our	passengers	are	considered	our	
core	customer	base,	our	perception	by	the	
community	plays	a	great	role	in	our	suc-
cess.	We	must	consider	the	services	we	offer	
and	their	successes	in	order	to	ensure	that	
the	community	will	be	willing	to	continue	us	
financially.	We	currently	have	a	strong	public	
perception,	which	is	challenging	in	a	retire-
ment/conservative	community.	

http://www.ctaa.org
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Podcast
Name: Josh Baker, CCTM
Title: Transit Coordinator
Organization: New River 
Valley Community Services
Location: Radford, Va.

New	River	Valley	Community	
Services	provides	community	
and	public	transit	options	in	a	
four	country	region	in	south-
western	Virginia.	Josh	Baker	
–	the	organization’s	transit	co-
ordinator	–	joined	DigitalCT	
Editor	Rich	Sampson	for	an	
extensive	podcast	discus-
sion	on	how	the	organization	
meets	the	region’s	varying	
needs	with	a	range	or	mobility	
options.	Click	here	to	listen	to	
the	podcast.

List
Name: Bill Lowe
Title: Transit Director
Organization: Ottawa County 
Transportation Authority
Location: Oak Harbor, Ohio

DigitalCT asked Bill 
Lowe, Transit Director 
at the Ottawa County 
Transportation Author-
ity in Oak Harbor, 
Ohio, to focus on 
common-sense service 
design in commu-
nity and public transit. 

Lowe developed a bullet-point list of his top 
tips on how to craft sustainable local collabora-
tions that impact not only service design but 
also affordability. We also asked him to cover 
what skills are necessary to build these partner-
ships. 

I’ve	done	my	level	best	to	provide	what	I	think	
my	transit	peers	need	to	know	to	develop	suc-
cessful	collaboration.	I	believe	the	process	of	
developing	local	collaborative	partnerships	is	
probably	more	valuable	in	terms	of	sustain-
ability	than	the	solutions	themselves.	The	
trust	and	capacity	to	solve	problems	across	
agencies	that	is	developed	in	the	process	is	
vitally	important	because	things	change	and	
each	solution	is	accompanied	by	a	new	set	of	
challenges.	Here	is	my	bullet-point	list:				

•	Determine	who	provides	specialized	trans-

portation	
and/or	
subsidies	in	
your	service	
area	and	
schedule	a	
face-to-face	meeting	with	the	decision	mak-
ers.	The	purpose	of	these	initial	meetings	is	
to	develop	a	genuine	understanding	of	the	
needs	of	their	constituents	and	the	chal-
lenges	their	organization	faces	in	terms	of	
satisfying	those	transportation	needs.	Listen-
ing	with	the	intent	of	genuinely	understand-
ing	their	needs	and	challenges	is	critical	
versus	listening	as	a	social	courtesy	while	
waiting	for	the	opportunity	to	convince	them	
that	they	should	use	your	system.	Sustain-
able	local	collaboration	requires	trust	and	a	
commitment	to	creating	mutually	beneficial	
outcomes	that	fully	satisfy	—	perhaps	better	
said	as	aligned	in	working	toward	fully	sat-
isfying	because	the	needs	grow	and	change	
continuously	—	the	needs	of	the	transit	
riders/passengers	and	the	respective	orga-
nizations	in	partnership.	You	must	take	the	
time	to	overtly	identify	and	agree	upon	the	
outcomes	you	intend	to	produce	and	define	
how	these	outcomes	are	beneficial	to	all	
stakeholders.	

•	Our	system	provides	only	demand-response	
service.	Like	all	transit	systems	we	want	
our	vehicles	to	be	full	of	passengers	at	all	
times.	To	accomplish	this	end	we	work	with	
our	partners	to	understand	the	program	
requirements	of	our	specialized	service	pas-
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sengers	—	particularly	the	start/end	times	of	
programs	like	day	habilitation,	reoccurring	
senior	center	events,	sheltered	workshops,	
etc.	—	and	this	enables	us	to	negotiate	
things	like	staggered	drop-off/pick-up	times	
that	allow	us	to	group	passengers	while	still	
satisfying	the	staffing	and	billing	require-
ments	of	the	agencies	for	which	we	are	
providing	these	services.	This	works	because	
each	of	the	coordinating	agencies	clearly	un-
derstands	that	their	transportation	costs	are	
reduced	when	multiple	agencies	share	the	
same	vehicle.

•	Our	drivers,	dispatchers	and	schedulers	
participate	in	activities	such	as	community	
leadership	programs,	joint	training	oppor-
tunities,	behavior	support	meetings	and	
individual	service	plan	meetings.	Our	staff	is	
regularly	scheduled	to	participate	in	cross-
agency	projects	and	planning	activities.	They	
also	frequently	volunteer	to	participate	in	
fund	raising	campaigns	and	community	ser-
vice	activities.

•	We	regularly	schedule	meetings	with	

specialized	service	partners	to	explain	our	
service	to	their	constituents	and	help	these	
people	complete	applications	for	various	
fare-subsidy	programs.

•	We	actively	investigate	opportunities	to	
share	common	operating	costs	across	agen-
cies.	For	example	we	share	IT	and	garbage	
removal/recycling	costs	with	other	agencies.

Skills Needed

•	Systems	thinking	–	the	ability	to	consider	
the	largest	possible	context	when	making	
service-design	decisions.

•	Ability	to	subordinate	one’s	ego	—	innova-
tion	is	often	stifled	simply	because	we	are	
committed	to	a	particular	perception.

•	Recognizing	and	reducing/eliminating	sub-
optimization	and	duplication.

•	Thoroughly	understanding	the	various	
methods	of	establishing	fees	for	service	con-
tracts	–	per	hour,	trip,	person,	mile	and	fully	
allocated.	You	must	be	able	to	provide	service	
that	meets	their	needs	at	the	lowest	possible	
cost.

Q&A
Name: Carolyn Conley
Title: GoBus Manager
Organization: Hockling - 
Athens - Perry Community 
Action Program (HAPCAP)
Location: Glouster, Ohio
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Carolyn Conley – who 
oversees the GoBus service 
for HAPCAP – discusses 
how to utilize marketing, 
branding and social media 
to facilitate community 
ownership of transit service 
and reach out to new and 
younger riders.

Q: Please provide a brief description of 
HAPCAP and how it serves the commu-
nity.

A:	Hocking		Athens	Perry	Community	Ac-
tion	is	a	nonprofit	corporation	that	develops,	
manages,	and	provides	services	and	support	
to	individuals	and	families	who	lack	suffi-
cient	financial	resources	to	meet	their	basic	
needs	or	to	provide	the	quality	of	life	they	
desire.	Most	services	are	funded	through	
federal	and	state	resources	but	are	supple-
mented	through	donations,	local	levies,	pri-
vate	grants,	and	fundraising	efforts.	We	run	a	
variety	of	programs	including	transportation	
services,	the	regional	food	bank,	Head	Start,	
Emergency	Heating	Assistance	Program	
(HEAP),	and	weatherization	programs	–	just
to	name	a	few.

Q: HAPCAP brands its service as GoBus. 
Can you tell us a little about how that 
branding and marketing approach came 
about and what it means?

A:	The	design	and	development	of	the	Go-

http://www.ctaa.org
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Bus	brand	was	started	from	the	ground	up.	
We	knew	we	wanted	the	image	to	be	fun,	
witty,	and	give	the	sense	of	convenience.	We	
wanted	a	price	tag	that	was	affordable	and	
easy	to	understand.	Creating	a	feeling	of	
community	ownership	was	also	important.	
The	name	had	to	be	simple	to	remember	
and	easy	to	recognize.		It	was	from	these	
ideas	and	HAPCAP’s	mission	to	service	the	
community	that	we	came	up	with	the	name	
“GoBus”	and	the	$10	ticket	price.

Q: How can transit providers work to 
make their services more fun and appeal-
ing to customers while also building a 
sense of ownership of the service?

A:	Unfortunately,	public	service	includ-
ing	public	transit	have	become	somewhat	
stigmatized.	I	think	transit	providers	should	
move	away	from	names,	acronyms,	and	logos	
that	portray	public	service	and	public	transit	
to	make	their	service	more	fun	and	appeal-
ing.	Asking	for	riders	and	the	general	public	
input	on	a	name,	logo,	etc.	is	a	great	way	to	
get	the	community	involved.	Having	an	up-
to-date	user-friendly	website	can	also	make	a	
big	difference.	Some	of	these	improvements	

can	be	done	with	little	cost	to	the	transit	pro-
vider.	Good	customer	service	also	goes	a	long	
way.	Being	accessible	to	riders	so	they	can
make	suggestions	or	comments	and	respond-
ing	to	people	quickly	and	directly	helps	build	
community	ownership.

Q: Why must a marketing and branding 
effort be always renewed and refreshed in 
the community?

A:	While	some	elements	in	your	marketing	
should	have	a	consistent	look	and	message,	
other	elements	should	refreshed	regularly.	
You	want	people	to	look	at	your	message	to	
see	what	has	changed.	Marketing	should	also	
target	the	audience	you	are	speaking	to.

Q: How can transit providers reach out 
to younger riders, especially in university 
and campus communities?
A:	Take	your	message	to	them.	Younger	rid-
ers	and	university	students	are	not	likely	to	
seek	you	out	–	you	must	go	to	them.	So-
cial	media	is	a	great	tool	to	target	younger	
groups.	Posts	on	social	media	can	inform	
passengers	and	potential	passengers	about	
your	service	but	is	also	a	place	to	have	fun	

and	give	your	service	a	personality	of	its	own.	
Your	posts	don’t	always	have	to	be	about	the	
service,	they	can	be	trivia	questions,	fun	
transportation	facts,	pictures	of	the	future	of
transportation,	etc.	Social	media	also	allows	
passengers	to	express	their	thoughts	and	
ideas	to	you.	And	best	of	all	–	it’s	free.

Q: What policies and strategies could 
help other systems like yours design and 
implement more responsive and effective 
service?

A:	Any	policies	should	put	customers/pas-
sengers	first.	Don’t	be	afraid	to	break	away	
from	the	way	it	has	always	been	done.	We	
have	the	technology	and	the	information	to	
achieve	better	systems	and	better	solution.	
Work	with	community	partners	and	passen-
gers	to	set	and	achieve	goals.

http://www.ctaa.org
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Profile
Name: Ron Kilcoyne
Title: Executive Director
Organization: Lane Transit 
District
Location: Eugene, Ore.

Eugene,	Oregon’s	
Lane	Transit	District	
is	a	system	known	for	
innovation.	In	1985	it	
became	the	first	transit	
operator	in	the	nation	
with	a	100	percent	ac-
cessible	fixed-route	bus	
fleet.	More	recently,	in	
2007	it	added	Bus	Rapid	
Transit	—	known	locally	

as	EmX	—	to	its	family	of	services.	In	2011,	
EmX	service	was	extended.	With	both	the	
University	of	Oregon	and	Lane	Community	
College	within	its	environs,	Eugene	is	a	com-
munity	that	has	embraced	transit.

The	Eugene	metropolitan	statistical	area	en-
compasses	parts	of	Lane	County	and	includes	

nearby	Springfield,	Oregon.	All	told,	the	
service	area	population	for	LTD	is	350,000,	
which	makes	the	region	the	state’s	second	
largest	region,	behind	Portland	to	the	north.	

Ron	Kilcoyne	has	been	Lane	Transit	Dis-
trict’s	(LTD)	Executive	Director	for	the	past	
year-and-a-half,	having	made	previous	stops	
in	Bridgeport,	Connecticut	and	in	Santa	
Clarita,	Calif.	

“Eugene	and	its	residents	are	open	to	using	
alternatives	to	driving,	from	walking	and	bik-
ing	to	riding	the	bus,”	says	Kilcoyne.	“What’s	
more,	our	buses	are	often	full,	even	at	odd	
times	away	from	peak	class	periods.”

Transit’s	success	in	Eugene	is	due	to	the	
two	colleges,	each	with	restrictive	parking	
policies,	as	well	as	a	general	acceptance,	
observes	Kilcoyne.	The	local	government,	as	
well,	has	long	been	supportive	of	LTD.	With	
its	prominent	community	image	and	soaring	
ridership,	LTD	leadership	has	cultivated	good	
working	relationships	with	local	leaders.

“There’s	just	a	lot	of	local	cooperation	here	
when	it	comes	to	transit,”	says	Kilcoyne.	
“From	city	manager	to	county	administrators	
to	the	mayor,	transportation	is	a	priority.”

EmX: Small-Urban BRT

The	success	of	LTD,	which	was	founded	
in	1970,	is	clearly	in	its	innovation	and	its	
willingness	to	continuously	adapt.	There	is	no	
greater	example	of	this	than	both	its	launch-
ing	in	2007	and	expansion	in	2011	of	the	
EmX	BRT	system.	Last	year,	LTD	won	federal	
investment	to	further	expand	EmX	service	to	
West	Eugene	with	$75	million	in	small	starts	
funds.	

Taking	on	the	challenge	of	BRT	was	not	an	
easy	decision,	but	Kilcoyne	sees	it	as	a	natural	
progression	for	the	agency.

“Even	though	some	critics	argued	that	BRT	
was	only	for	really	large	cities,	transit	and	
local	leadership	here	understood	it	was	a	
risk	worth	taking,”	says	Kilcoyne.	“We	are	all	
proud	of	this	agency’s	local	role	as	a	leader	
and	innovator	and	EmX	is	a	great	example	of	
those	qualities.”

EmX	was	the	first	full-scale	adoption	of	
BRT	in	a	small-urban	area	in	the	U.S.	In	
2008,	the	line	enjoyed	more	than	1.5	million	
passengers.	In	2009,	EmX	carried	its	4	mil-
lionth	rider.	Last	year,	the	overall	ridership	
tally	eclipsed	12	million.

“We’ve	found	that	with	BRT,	we	can	carry	
three	times	the	passengers	that	fixed-route	
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bus	service	can	carry	in	identical	route	seg-
ments,”	says	Kilcoyne.	

EmX	is	not	the	only	example	of	LTD’s	in-
novation.	More	than	80	local	businesses,	
with	the	addition	of	the	University	of	Oregon	
and	Lane	Community	College,	participate	
in	LTD’s	universal	or	eco	pass	program.	The	
agency	has	launched	what	it	calls	its	Point	2	
Point	Solutions	program	that	promotes	and	
coordinates	all	forms	of	local	transportation	
beyond	the	single-occupant	vehicle.	LTD	ini-
tiated	recently	a	one	call-one	click	United	We	
Ride	project.	

Innovative Leadership

Throughout	his	career	in	leading	a	vari-
ety	of	public	transit	agencies,	Kilcoyne	has	
developed	some	time-tested	theories	about	
how	transit	systems	innovate.	Here	are	his	
thoughts.

Vision:	There	are	a	number	of	moving	parts	
to	any	sized	transit	agency.	But	a	commonly	
shared	vision	among	leaders	—	both	in	the	
community	and	within	the	transit	agency	—	is	
vital.	Innovation	is	only	possible	when	com-
mon	goals	and	objectives	are	shared	and	have	
been	established	with	local	input.	

Persistence, Patience and Perseverance:	
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Profile
Name: Ehren Bingaman 
Title: Executive Director
Organization: Central Indiana 
Regional Transportation 
Authority
Location: Indianapolis, Ind.

The	Central	
Indiana	Re-
gional	Transit	
Authority	
(CIRTA)	is	a	
partnership	
that	is	fast	
approaching	
a	decade	of	

advocating,	educating	and	organizing	around	
bringing	the	10-county	region	—	with	In-
dianapolis	at	its	hub	—	a	sustainable,	inter-

Transit	advocates,	from	system	leaders	to	
local	champions,	must	understand	that	
achieving	innovation	often	takes	time	and	
even	overcoming	some	failures	along	the	way.	
Advocates	quietly	working	behind	the	scenes,	
chipping	away,	can	make	all	the	difference.	

Learning to Listen:	Pay	attention	to	what	
motivates	elected	officials	and	decision	mak-
ers.	Don’t	miss	the	chance	to	connect	your	
innovative	transit	solution	with	a	local	chal-
lenge.	Be	flexible	enough	in	both	your	think-
ing	and	your	actions	to	achieve	consensus.	
Your	innovation	must	be	responsive	to	the	
community’s	needs.

modal	and	regional	transit	network.	CIRTA’s	
ultimate	goal	is	to	design,	build,	operate	and	
maintain	a	regional	network	of	transporta-
tion	alternatives.	

Ehren	Bingaman,	CIRTA’s	Executive	
Director,	believes	the	organization’s	truest	
innovation	is	its	desire	to	move	beyond	the	
status	quo.	“CIRTA	is	accountable	to	the	
future	of	the	Central	Indiana	region,”	says	
Bingaman.	“And	in	pursuit	of	that	future,	we	
find	ourselves	engaged	and	interacting	with	
everyone.”	Planners,	the	business	communi-
ty,	elected	officials,	local	citizens,	the	media	
and,	of	course,	local	transit	providers	are	
all	now	fully	cooperating	toward	the	future	
CIRTA	is	pursuing.	

In	addition	to	Indianapolis,	CIRTA	finds	
itself	working	with	surrounding	counties	that	
have	different	mobility	challenges	than	those	
in	the	city.	Rural	and	paratransit	operators	in	
these	counties,	according	to	Bingaman,	have	
an	important	role	in	regional	transportation	
and	must	be	brought	into	the	agency’s	plans.

“We’ve	demonstrated	a	willingness	to	talk	
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to	anyone,	to	educate	local	residents	about	
what,	exactly,	is	transit	and	how	it	can	im-
prove	their	community,”	says	Bingaman.	
“What’s	needed	now	is	a	funding	source.”	

First Step: The Vision

Currently,	CIRTA	provides	regional	ride-
sharing	services	with	its	Commuter	Connect	
service	—	through	a	partnership	with	the	
Indianapolis	MPO	and	the	local	urban	tran-
sit	operator,	IndyGo.	In	the	last	18	months	
Commuter	Connect	has	grown	from	eight	to	
23	vanpools	and	active	participation	in	their	
rideshare	database	is	close	to	60	percent.	
Yet	ridesharing	is	just	one	component	of	a	
more	expansive	definition	of	transit	to	which	
CIRTA	adheres.

“We	include	everything	in	our	definition	of	
transit,	anything	that’s	not	driving	alone	in	
a	car,”	says	Bingaman.	“CIRTA	has	demon-
strated	a	willingness	to	talk	to	anyone,	to	be	
educators	and	to	redefining	regional	transit.”	

From	commute	corridors	to	shared-ride	

opportunities,	bike-share	to	complete	streets,	
CIRTA	focuses	on	systems,	and	not	neces-
sarily	on	projects.	

Involving the Business Community

CIRTA,	the	Indy	MPO,	and	IndyGo	have	
found	a	vital	partner	in	the	Central	Indiana	
business	community.	Initially,	CIRTA	hoped	
local	business	partners	would	engage	in	the	
process	with	two	clear	goals:	1:	to	amplify	
the	positive	message	about	transit;	and	2:	
to	allow	them	to	come	to	their	own	conclu-
sions.	

“We	invited	them	to	become	involved,	but	
also	gave	them	the	space	to	make	up	their	
mind	about	the	benefits	transit	could	offer	
the	region,”	says	Bingaman.	

Led	by	the	Greater	Indianapolis	Chamber	
of	Commerce	and	the	Central	Indiana	Cor-
porate	Partnership,	Central	Indiana	business	
interests	undertook	a	cost-benefit	analysis	
of	the	regional	transportation	network.	The	
data	that	emerged	convinced	them	that	there	
was	value	in	the	concept,	and,	accordingly,	
they’ve	become	advocates.	

“We	do	believe	that	our	efforts	on	plan-
ning,	public	engagement	and	financial	analy-
sis	show	that	a	connected,	regional	transpor-
tation	network	is	the	right	way	to	go	here	in	
Central	Indiana.		That’s	the	heart	of	the	Indy	
Connect	regional	transportation	plan,”	says	
Bingaman.

Making Change a Partner

Change	is	at	the	heart	of	the	Indy	Connect	
plan.	The	agency	acknowledges	the	efforts	
of	current	local	transit	operators	throughout	
the	region,	yet	yearns	to	augment	existing	
services	and	to	offer	more	—	and	different	
—	alternatives.	To	make	that	happen,	CIRTA	
takes	the	job	of	engaging	the	community	as	a	
priority.

“There	is	a	difference	between	engagement	
and	outreach,”	says	Bingaman.	“We’re	trying	
to	build	ownership	of	the	regional	mobility	
system,	so	we	know	we	need	to	do	more	than	
just	outreach.”

Toward	that	end,	all	of	the	partners,	CIR-
TA,	the	MPO,	IndyGo,	the	City	of	India-
napolis	and	surrounding	communities	are	
keen	on	ensuring	that	housing	and	energy	
policies	overlap	with	regional	transit	plan-
ning.	Land-use	planning	that	makes	the	most	
of	transportation	improvements,	too,	is	also	a	
vital	focus.	

“When	you	take	it	all	together,	what	we’re	
really	talking	about	is	a	quality	of	life	discus-
sion,”	says	Bingaman.

http://www.ctaa.org
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Working Toward that Elusive Funding 
Source

Next	month,	CIRTA	will	be	part	of	a	larger	
group	of	organizations	—	known	as	Indy	
Connect	—	that	will	host	a	series	of	meet-
ings	with	local	residents	about	their	options	
in	building	a	regional	mobility	network.	
They’ll	no	doubt	look	at	such	concepts	as	
light	rail,	bus	rapid	transit,	corridor	trans-
portation	studies	and	more.	As	these	critical	
discussions	progress,	and	as	the	regional	
transportation	options	solidify,	the	focus	will	
surely	shift	to	finance,	and	thus	to	the	Indi-
ana	General	Assembly.	

Indianapolis	Mayor	Greg	Ballard	an-
nounced	last	November	that,	“Now	is	the	
time,”	to	create	a	mass	transit	system	in	
Central	Indiana.	The	goal	is	to	simply	al-
low	residents	to	have	the	opportunity	to	tax	
themselves	to	build	the	system.	The	goal:	
a	transit	referendum	in	Central	Indiana	in	
November	2014.	

“Central	Indiana	needs	to	make	invest-
ments	for	the	future,	not	for	who	we	are	to-
day,	but	who	want	to	be	tomorrow.	The	Indy	
Connect	plan	is	a	community	owned	vision.		
If	we	can	get	to	a	place	where	citizens	have	a	
voice	in	deciding	to	make	this	investment,	it	
will	be	a	great	step	forward	for	our	region.”		

Sd
Service Design

2Video
Name: Carolyn Jeskey
Title: Director – Joblinks 
Employment Transportation 
Center
Organization: Community 
Transportation Association
Location: Washington, D.C.

Carolyn	Jeskey	–	Director	of	the	Community	
Transportation	Association’s	Joblinks	Em-
ployment	Transportation	Center	–	discusses	
how	the	Joblinks	program	focuses	on	innova-
tive	organizational	philosophies	ranging	from	
design	thinking	to	end-user	focus.	Carolyn	
joins	DigitalCT	Editor-in-Chief	Scott	Bogren	
for	a	two-part	video	discussion	on	how	to	
utilize	design	thinking	principles	in	providing	
mobility	services	(click	on	video	links	below).

PART 1

PART 2

http://www.ctaa.org
http://www.indy.gov/egov/mayor/Pages/home.aspx
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=17&z=40
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=17&z=40
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=17&z=40
http://www.youtube.com/watch?v=S8pvpmJ9aDs
http://www.youtube.com/watch?v=qjXUBM32gSA
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Podcast
Name: Amber Blake
Title: Multimodal Administrator
Organization: City of Durango
Location: Durango, Colo.

Amber	Blake,	Mul-
timodal	Administra-
tor	for	the	city	of	
Durango,	Colorado,	
discusses	the	impor-
tance	of	the	city’s	
recently	completed	
multimodal	transpor-
tation	master	plan	
and	its	impact	on	the	
community.	From	au-
diting	the	local	bike	
and	walk	network,	
to	holding	75	meet-

ings,	Blake	looks	at	the	process	of	develop-
ing	multimodal	plans	designed	to	shift	local	
travel	patterns	away	from	single-occupant	
vehicles	and	onto	transit,	shared	rides,	bikes	

and	walking.	According	to	Blake,	multi-mod-
al	approaches	greatly	enhance	affordability	
to	all	involved:	passengers,	the	community	
and	stakeholders.	Click	here	to	listen	to	the	
podcast.

Affordability

Q&A
Name: B. Taylor Rider
Title: Director of 
Transportation
Organization: Baldwin Rural 
Area Transportation System 
(BRATS)
Location: Robertsdale, Ala.

Serving Baldwin County in 
southern Ala. – including 
the Gulf Coast – Baldwin 
Rural Area Transportation 
System (BRATS) provides 
a mix of rural and intercity 
connectivity and is often 
known as the city of Roadeo 
champions, due to their 

multiple CTAA Driver of the Year award win-
ners. The county’s transportation director, Tay-

lor Rider, shares some insights on the system’s 
ability to connect the region.

Q: BRATS is strategically located within 
a region experiencing significant popula-
tion growth; how does BRATS respond to 
this growth while maintaining affordable, 
efficient service?

A: You	must	try	real	hard	to	be	creative	
and	add	to	your	revenue	base	and	still	stay	
within	federal	guidelines;	for	example,	com-
muter	routes,	contract	service	routes	–	spe-
cial	needs,	aging	groups,	etc.	–	educational	
routes,	and	special	events	when	the	custom-
er	pays	fare.

Q: How can you change mindsets about 
community and public transit by reinforc-
ing the inherent value you provide to the 
region in terms of access to jobs, health 
care, community services and more?

A: We	have	been	real	successful	with	this	
by	offering	the	services	that	I	mentioned	

These days, nothing connects transit leaders more with elected officials at all 
levels of government than their ability to explain how and why their services are 
an affordable investment for their constituents. The twin pillars of affordability – 
efficient operations to justify public investment and the value riders receive from 
access to mobility options – are as crucial considerations as any for today’s transit 
leaders.

http://www.ctaa.org
http://www.durangogov.org/
http://ctpodcast.blogspot.com/2013/01/amber-blake-city-of-durango-colo.html 
http://ctpodcast.blogspot.com/2013/01/amber-blake-city-of-durango-colo.html 
http://www.co.baldwin.al.us/Pageview.asp?edit_id=174
http://www.co.baldwin.al.us/Pageview.asp?edit_id=174
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above	with	
aging	groups,	
mental	health,	
and	special	
need	groups,	
festivals,	and	
educational	
routes.	Too	
many	social	
service	groups	
try	to	do	their	
own	transit	and	

we	encourage	all	of	them	in	Baldwin	County	
to	utilize	the	service	that	we	already	have	in	
place	via	a	contract.

Q: BRATS connects Baldwin County with 
important population and job centers 
throughout the region – such as Mobile, 
Alabama’s beach communities and Pen-
sacola, Fla. How do these regional con-
nections reinforce the importance of 
BRATS within – and beyond – Baldwin 
County?

A:	We	are	well	respected	in	the	region	from	
Pensacola	to	Mobile	because	we	stay	in	
touch	with	and	participate	in	regional	activi-
ties	and	events.	We	work	closely	with	MPO	
and	TPO	Groups	as	well	as	many	Chamber	
of	Commerce	organization.

Q: How do software applications – such as 
those BRATS has recently installed through 
RouteMatch – help your system both im-
prove efficiency and provide better service?

A:	It	helps	tremendously;	once	the	order	is	
taken	from	the	citizens	by	our	scheduling	
departments,	it	flows	from	there	to	driver	
manifest,	monitors	in	buses,	and	accounting.	
The	statistical	data	is	gathered	and	saved	for	
all	of	the	many	reports	required	by	federal	and	
state	governments.	Once	a	customer	is	in	the	
system,	all	information	remains	there	until	
removed.

Q: Tell us a little about the challenge of 
crafting creative, proactive strategies to 
build support for BRATS while also work-
ing within the limitations of constrained 
budgets at all levels of government along 
with required regulations and guidelines?

A:	I	pretty	much	answered	in	number	one;	
just	be	proactive	and	try	your	best	to	get	as	
many	facets	of	government	involved	to	sup-
port	your	efforts.	We	work	with	14	counties	
and	municipalities.

Over the years, BRATS has fielded three 
different drivers in the National Commu-
nity Transportation Roadeo who won the an-
nual Driver of the Year award. How does 
the success of BRATS drivers in national 
Roadeo competitions demonstrate the 
system’s commitment to not only its driv-
ers, but also providing the highest levels of 
customer service?

A:	Safety	has	always	been	our	number	one	
objective,	so	we	put	a	lot	of	effort	into	this	
aspect	of	our	operation.	When	you	empha-

List
Name: Jennifer Woodall, CCTM
Title: Transit Director
Organization: Tri-State Transit 
Authority
Location: Huntington, W.Va.

We asked Jennifer Wood-
all with Huntington, 
West Virginia’s Tri-State 
Transit Authority to list 
her top tips on seamlessly 
and fully coordinating 
non-emergency medi-
cal transportation with 
traditional public transit. 

size	safety	training,	your	drivers	are	becom-
ing	excellent	drivers	and	better	employees.	
Customers	like	for	their	drivers	to	be	safe	
and	courteous	while	responding	to	their	
many	needs.	It	really	becomes	contagious	
and	everyone	wants	to	get	better	and	better	
at	what	they	do;	healthy	competition	is	good.	
National,	state,	county,	and	municipal	recog-
nitions	helps	too.

http://www.ctaa.org
http://www.routematch.com/
http://www.tta-wv.com/
http://www.tta-wv.com/
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What opportunities 
should communities 
be looking for? What 
pitfalls are out there? 
How can an agency 
get elected officials at 

the local and state level involved? How to cre-
ate win-win situations? 

As	I	have	spent	time	debating	how	to	answer	
your	questions,	my	first	thought	was	that	
this	is	like	asking	a	running	back	how	he	got	
through	the	defensive	line	and	ran	90	yards	
for	a	touchdown.	I	think	most	players	would	
say	something	to	the	extent	of,	I	just	saw	
an	opening,	evaded	a	few	tackles	and	kept	
running.	That	is	pretty	much	how	I	would	
sum	up	coordinating	non-emergency	medi-
cal	transportation	(NEMT)	in	public	transit.	
That	being	said,	I	have	managed	to	come	up	
with	a	few	highlights	to	share,	organized	by	
topic:

General Tips on Coordinating Transit and 
NEMT
	
•	Consider	your	deviated	fixed-routes	as	ways	
to	augment	NEMT	service.	For	example,	
maybe	a	customer	travels	via	bus	to	an	ap-
pointment	and	returns	via	a	mini-van	and	
vice	versa.

•	Create	NEMT	routes	when	possible,	
picking	up	as	many	people	going	to	a	major	
medical	complex	or	dialysis	center	as	you	can	
coordinate.

Opportunities

•	Contract	with	agencies	other	than	tradi-
tional	health	and	human	service	agencies	
—	for	example	United	Mine	Workers,	behav-
ioral	health	centers,	adult	day	cares,	etc.

•	It’s	important	to	find	opportunities	and	
partners	with	whom	you	will	be	able	to	nego-
tiate	your	rates.

Potential Pitfalls 

•	Reimbursement	rates;

•	Cancellations	and	no-shows	—	from	both	
customer	and	doctor;

•	Be	aware	of	fully	allocated	costs.

How to Get Elected Officials at the Local 
and State Levels Involved

•	You	get	elected	officials	involved	by	being	
part	of	the	community;

•	Provide	information	and	updates	to	elected	
officials;

•	Attend	their	meetings;

•	Explain	the	importance	of	preventive	care.

Creating Win-Win Situations

•	Visit	with	clinics,	doctors,	dialysis	centers,	
senior	centers,	high-rise	and	assisted	living	
facilities,	health	departments,	DHHR	offices,	
and	social	workers	in	your	service	area.

•	Provide	printed	information	for	them	to	
post	in	their	offices.

•	Host	a	reception	for	social	workers	from	
area	hospitals	and	medical	facilities	to	in-
form	them	of	the	service	you	have	available.

•	Be	diligent	with	dialysis	centers.	Dialysis	
can	become	all-consuming	to	NEMT,	try	to	
get	several	customers	coordinated	for	the	
same	schedule	at	the	same	center.

•	Communicate	the	importance	of	efficiency	
—	for	example	scheduling	multiple	people	
during	the	same	time	frame.

http://www.ctaa.org
http://www.umwa.org/
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Video
Name: Dale J. Marsico, 
CCTM
Title: Executive Director
Organization: Community 
Transportation Association
Location: Washington, D.C.

Dale	J.	Marsico,	CCTM,	joins	DigitalCT	
Editor	Rich	Sampson	for	a	discussion	on	in-
novative	financing	options	available	through	
the	Association	in	the	context	of	local	match	
funding	and	covering	operating	expenses	
when	working	with	reimbursement	pro-
grams.	(click	on	video	link	below).

The perfect compliment to Digital CT is our bi-weekly E-Newsletter, CT Fast Mail. De-
livering the latest news on transit policy from the nation’s capitol, developments from 
across the country, research and analysis publications and information on resources 
and technical assistance from the Community Transportation Association and other 
partners, CT Fast Mail is the most direct location for the most relevant news and up-
dates in the industry.

And it’s free to sign-up! Simply send an email to fastmail@ctaa.org and you’ll be con-
nected with the next issue of CT Fast Mail. In the meantime, view the latest edition at 
www.ctaa.org.

Podcast
Name: Dennis Johnson
Title: Executive Vice President
Organization: Children’s 
Health Fund
Location: New York, N.Y.

Dennis Johnson, Executive Vice President with 
the Children’s Health Fund, talks with the CT-
Podcast about the organization’s work on health-
care and advocacy for America’s most vulnerable 
children. Mobility and transportation, according 
to Johnson, are key components in ensuring suc-

cessful long-term health care 
outcomes for children in both 
urban and rural settings. John-
son cites some of his agency’s 
research that found that more 
than 3 million children, in a 
single year, missed vital health 
care appointments due to a lack 
of transportation. “The connec-

tion between health and mobility is especially 
important in the context of health care reform,” 
says Johnson. Click here to listen to the podcast.

http://www.ctaa.org
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=53&z=36
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=53&z=36
http://www.youtube.com/watch?v=CeX5SAkwJFE
mailto:fastmail%40ctaa.org?subject=Sign%20Me%20up%20for%20Fast%20Mail%21
http://www.ctaa.org
http://www.childrenshealthfund.org/
http://www.childrenshealthfund.org/
http://ctpodcast.blogspot.com/2013/02/dennis-johnson-executive-vice-president.html
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Name: Steve Spradling
Title: Transit Director
Organization: Oklahoma 
State University
Location: Stillwater, Okla.

Oklahoma State University 
Transit Director Steve Spra-
dling details the system’s 
adoption of CNG and other 
applied technologies.

Q: Tell us about you, your 
agency and the community 
you serve.

A:	I	am	a	graduate	of	Oklahoma	State	Univer-
sity	and	a	22-year	resident	of	Stillwater.		Still-
water	is	a	city	of	just	under	50,000,	but	grow-
ing	rapidly.	It	still	has	a	small	town	feel	with	
most	of	the	big-city	attractions,	especially	the	
draw	of	our	OSU	Cowboy	sports.	Stillwater	was	
recently	designated	as	a	retirement	community,	
which	I	believe	will	add	even	more	importance	
to	the	transit	service	we	provide	for	the	city.

Q: Why the transition to CNG? Please 
characterize that transition and how it has 
impacted your service. Tell us about cost 
savings, community/rider response, system 
image enhancement, etc.

A:	Our	transition	to	CNG	has	been	well	worth	
the	effort.	The	buses	are	cleaner,	quieter	–	
which	is	very	important	when	driving	through	

campus	–	and	are	saving	us	money	on	fuel	
costs.	We	have	an	abundance	of	natural	gas	in	
Oklahoma,	so	it	makes	sense	to	use	it	and	sup-
port	our	state	economy	while	also	reaping	the	
other	benefits.	We	are	currently	using	approxi-
mately	100,000	GGE	gasoline	gallon	equiva-
lents	of	CNG	with	an	average	cost	savings	
more	than	$1	per	gallon.	In	one	year	we	can	
save	more	than	$100,000	on	fuel	alone.	It	has	
enhanced	our	image	as	a	leader	in	the	transit	
industry	by	committing	fully	to	CNG	and	the	
public	response	has	been	great.

Q: What other types of technology are you 
deploying at your agency? How important 
are these technologies to the system’s fu-
ture?

A:	We	are	using	automatic	vehicle	location	on	
our	buses	through	a	partnership	with	Ride	Sys-
tems	to	offer	real-time	vehicle	locations	to	our	
riders.	We	also	have	video	on	all	route	buses	for	
passenger	and	driver	safety	and	we	use	a	wire-
less	scheduling	and	reservation	system	for	our	
paratransit	buses	to	improve	scheduling.	The	
drivers	use	a	digital	tablet	for	passenger	infor-
mation	and	the	schedule	is	loaded	automati-
cally	to	the	device	by	the	dispatcher.	Social	
media	is	also	used	to	inform	riders	of	important	
transit	information.	We	will	continue	to	seek	

When viewed not as toy, but an 
essential element of providing 
reliable and responsive transit 
service, technological applications 
are vital tools for contemporary 
transit professionals. Technology 
is far more than software and 
computers. The most successful 
leaders determine their system’s 
technology needs before rushing to 
acquire new software and gadgets, 
and utilize them in a manner that 
serves the needs of their community 
first and IT departments after.

http://www.ctaa.org
http://www.parking.okstate.edu/
http://www.parking.okstate.edu/
http://ridesystems.webs.com/
http://ridesystems.webs.com/
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out	new	technologies	to	improve	customer	
service	as	they	become	available	because	it	is	
important	to	our	future.

Q: Clearly, you and your organization are not 
fearful of change. How important is risk taking 
and embracing change in building a successful 
transit operation and in becoming an effective 
organizational leader?

A:	In	an	academic	setting	it	is	very	important	
to	stay	up-to-date	with	technology	to	satisfy	
our	customer	needs,	because	a	lot	of	students	
ride	out	of	convenience	and	for	sustainability	
reasons	rather	than	necessity.	We	need	to	show	
that	we	are	leading	the	way	as	a	university	tran-
sit	system.

Q: You selected applied technology as the 
most crucial element of innovation in com-
munity and public transportation. Explain 
why?

A:	I	believe	there	is	an	expectation	from	our	
passengers	to	be	innovative	and	meet	their	
needs	and	we	are	very	customer-service	ori-
ented.

Podcast
Name: John Walsh
Title: Chief Executive Officer
Organization: Vehicle 
Production Group
Location: Mishawaka, Ind.

John	Walsh,	Chief	Executive	
Officer	of	the	Vehicle	Pro-
duction	Group	discusses	his	
company’s	MV-1	–	a	pur-
pose-built,	ADA-compliant	
and	Altoona-tested	vehicle	
that’s	built	on	one	of	the	na-
tion’s	most	technologically	
advanced	production	lines	

in	Mishawaka,	Indiana.	
Walsh	covers	the	MV-1’s	
ability	to	extend	local	
transit	systems’	scarce	
operating	funding	as	
well	as	the	recent	Fed-
eral	Transit	Administra-
tion	ruling	on	Chrysler	

mini-vans	and	Buy	America.

Click	here	to	listen	to	the	podcast.

Podcast

Name: Ian Shackleton
Title: Vice President of Sales 
and Marketing
Organization: Proterra
Location: Greenville, S.C.

Proterra	Vice	Presi-
dent	of	Sales	and	
Marketing	Ian	
Shackleton	joins	the	
CTPodcast	to	discuss	
his	company’s	inno-
vative	electric	bat-
tery	buses.	With	its	
fast-charge	and	even	
en-route	charging,	
Proterra	has	taken	a	radically	new	approach	
to	transit	bus	technology	that	it	believes	will	
help	redefine	public	transportation.	In	this	
lively	talk,	Shackleton	discusses	Proterra’s	
many	innovations	and	how	its	buses	not	only	
passed	Altoona	testing	–	the	first	all-electric	
vehicle	to	do	so	–	but	their	impact	on	operat-
ing	expenses,	maintenance	costs	and	custom-
er/community	reaction.	

“We’d	rather	carry	passengers	than	batteries,”	
says	Shackleton.

Click	here	to	listen	to	the	podcast.

http://www.ctaa.org
http://www.vpgautos.com/
http://www.vpgautos.com/
http://ctpodcast.blogspot.com/2013/01/john-walsh-vehicle-production-group.html
www.proterra.com
http://ctpodcast.blogspot.com/2013/01/ian-shackelton-proterra-vp-sales.html
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List
Name: Rochelle Ferguson, CCTM
Title: Executive Director
Organization: Palmetto 
Breeze
Location: Bluffton, S.C.

Palmetto	Breeze	is	an	innovator	because	the	
system	is	actively	involved	in	so	many	aspects	
of	the	community.	According	to	Executive	
Director	Rochelle	Ferguson,	the	organization	is	
involved	in	the	HUD	Homeless	Count,	provid-
ing	services	for	various	human	service	agen-
cies	like	the	Council	on	Aging,	Disabilities	and	
Special	Needs,	the	women’s	shelter,	etc.	She	
says,	“Palmetto	Breeze	is	also	involved	in	the	
business	community	as	it	connects	people	with	
employment	centers	on	a	daily	basis.	At	one	
time	we	were	on	the	verge	of	bankruptcy	and	
today	we	have	money	in	reserve	for	emergen-
cies.”	Here	she	shares	her	top	ten	tips	on	how	
to	cultivate	organizational	strength	in	many	
areas:

1.	A	member	of	the	Council	of	Governments	

sits	on	the	
LRTA	Board	
of	Directors	as	
an	ex-officio	
member	and	a	
member	of	our	
Board	sits	on	
the	Transporta-

tion	Committee	at	the	COG.
2.	Palmetto	Breeze	is	actively	involved	in	emer-
gency	management	preparedness,	response,	
and	recovery.		It	is	a	great	tool	to	segue	back	to	
the	need	for	public	transit	because	when	you	
are	involved	at	this	level	you	are	seen	as	a	criti-
cal	component	of	the	community.
3.	We	have	received	the	Government	Finance	
Officers	Association	award	for	the	last	two	
consecutive	years.		This	gives	credibility	to	
our	funders	regarding	the	management	of	our	
organization.
4.	The	Palmetto	Breeze	Annual	Report	is	
distributed	by	the	Board	of	Directors	to	our	
funders.	Again,	credibility	and	communication	
about	the	status	of	our	organizational	capabili-
ties.

5.	Because	of	our	partnership	
with	the	COGs	in	our	region,	
there	has	been	a	tremendous	
amount	of	grant	dollars	that	
have	flowed	through	our	
region	in	an	effort	to	improve	
public	transit	services.
6.	Innovative	for	us	has	been	
the	purchase	of	MCI	motor-
coaches	to	transport	our	pas-
sengers	to	employment	centers.	Several	of	our	
routes	are	100	miles	one	way.	A	few	years	ago	
it	was	a	challenge	to	convince	the	powers	that	
be	that	we	needed	motorcoaches	in	our	fleet	
because	of	the	distance	involved	in	the	com-
mute.	The	motorcoaches	have	proven	them-
selves	invaluable	in	our	daily	operations	and	it	
was	a	total	game	changer	in	the	continuation	
of	this	organization.
7.	Don’t	accept	no	and	say	yes	to	as	much	as	
possible.	At	every	meeting	give	people	your	
business	card.	A	business	card	translates	to	
new	opportunities.	It	is	so	important	to	es-
tablish	relationships	with	organizations	and	
people.

Military historians often describe historic commanders’ ability to balance strategy 
and tactics. Transit leaders must provide the same capability to think about their 
system’s long-term direction as well as oversee the day-to-day functions of their 
organizations. By instilling a organizational culture that assumes some measure 
of risk in new thinking while also putting the right people and policies in place to 
provide reliable and effective service, transit leaders can be master strategists and 
solid tacticians at the same time.

http://www.ctaa.org
http://www.palmettobreezetransit.com/
http://www.palmettobreezetransit.com/
http://www.mcicoach.com/
http://www.mcicoach.com/
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8.	Times	are	tough,	have	other	people	take	a	
critical	look	at	your	budget	to	see	where	you	
can	cut	expenses	and	increase	revenues.		An	
outside	perspective	may	be	something	to	con-
sider.
9.	Great	managers	have	an	excellent	overall	
focus	of	public	transit,	but	are	experts	on	one	
or	two	specific	topics	of	their	business.		Gain	
more	knowledge	on	areas	that	interest	you.
10. It	all	comes	back	to	customers,	employees,	
and	SAFETY.		Go	above	and	beyond	what	is	
expected.

Q&A
Name: Eric Gleason
Title: Director of Public 
Transportation
Organization: Texas 
Department of Transportation
Location: Austin, Texas

Texas DOT’s Director of Public 
Transportation Eric Gleason, 
Discusses the Texas	Transit	
Leadership	Initiative

Q: Tell us about yourself, Tx-
DOT’s Transit Division, and 
its goals and objectives

A:	I	have	more	than	30	years	of	professional	
experience	in	public	transportation,	the	last	
almost	eight	of	which	as	TxDOT’s	Director	
of	Public	Transportation.	In	this	position,	we	
are	mostly	focused	on	the	rural	and	smaller	
urban	areas	of	Texas,	based	on	the	state	and	
federal	grant	programs	we	administer.

My	belief	in	the	value	and	potential	of	public	
transportation	is	shaped	largely	on	my	previ-
ous	experience	work	for	transit	systems	in	
the	Portland,	Ore.	and	Seattle,	Wash.	areas.		
While	Texas	can	present	a	real	challenge	to	
those	beliefs,	that	challenge	is	far	surpassed	
by	the	sheer	commitment	and	creativity	of	
Texas	transit	leadership	in	these	areas	and	
the	diversity	of	operating	environments	with	
which	they	grapple	every	day.

The	Public	Transportation	Division	is	one	
relatively	small	piece	of	one	of	the	largest	
DOTs	in	the	country.	Our	annual	program	of	
$90	million	is	dwarfed	by	a	$9	billion	agency	
budget	largely	focused	on	maintenance	and	
construction	of	highway	infrastructure.	Our	
activities	support	a	critical	mobility	need	
primarily	in	the	rural	and	small	urban	areas	
of	Texas	and	directly	contribute	to	the	de-
partment’s	overall	goals.	To	maintain	a	safe	
system,	address	congestion,	connect	Texas	
communities,	and	become	a	best-in-class	
state	agency.

Our	mission:	To	work	with	others	to	ensure	
access	to	a	system	of	public	transportation	
options	primarily	for	individuals	in	rural	and	
small	urban	areas	of	Texas	who,	by	circum-
stance	or	choice,	require	assistance	with	
their	mobility	needs.	We	provide	grants,	
technical	assistance,	training	and	program	
oversight	to	support	delivery	of	public	trans-
portation	services.

We	have	four	goals:

•	 Obtain	Federal	and	State	funding	for	
Public	Transportation	grant	programs;

•	 Distribute	funds	to	eligible	applicants	for	
worthwhile	projects;

•	 Ensure	compliance	with	funding	program	
requirements;

•	 Promote	training,	coordinated	planning,	
partnerships	and	best	practices.

The	Division	reports	monthly	progress	on	
major	project	efforts	–	for	example,	imple-
menting	MAP-21	changes	and	requirements	
–	amount	and	status	of	grant	funds	received,	
compliance	program	efforts,	and	the	impacts	
of	our	programs	on	traditional	industry	indi-
cators	such	as	ridership	and	safety.

Q: Tell us about your agency’s leadership 
training – how did it get started, how does 
it work, etc.

A:	The	Texas	Transit	Leadership	Initiative	is	
the	result	of	a	collaborative	effort	between	
TxDOT,	the	Transit	Industry	in	Texas,	and	
the	Texas	Transportation	Institute	(TTI).	The	

http://www.ctaa.org
http://www.txdot.gov/inside-txdot/division/public-transportation.html
http://www.txdot.gov/inside-txdot/division/public-transportation.html
http://www.dot.state.tx.us/drivers_vehicles/public_transit/leadership_initiative.htm
http://www.dot.state.tx.us/drivers_vehicles/public_transit/leadership_initiative.htm
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effort	be-
gan	four	
years	ago,	
initiated	
by	Tx-
DOT	and	
quickly	
embraced	
by	the	

industry.	TTI’s	contributions	to	the	effort	are	
enormous,	including	research	of	our	needs	
and	existing	leadership	products,	facilitating	
our	discussions	on	what	needed	to	be	done,	
and	implementation	of	the	first	element	of	
the	initiative,	the	Texas	Transit	Leadership	
Seminar	now	in	its	third	consecutive	year.

Early	on	in	the	effort	we	reached	out	to	the	
Eno	Center	for	Transportation	Leadership	
and	its	director	at	that	time,	Dr.	Barbara	
Gannon.	Twice	each	year,	Eno	conducts	na-
tionally-based	Transit	Executive	training,	and	
we	were	impressed	with	Dr.	Gannon’s	indi-
vidualized	approach	to	leadership	training.	
We	wanted	a	product	that	was	tailored	to	the	
individual,	relevant	to	the	challenges	of	rural	
and	small	urban	area	public	transportation,	
and	had	multiple	elements	included,	rather	
than	the	traditional	one and done	training	
found	elsewhere.			

The	goal	was	simple	and	based	on	the	belief	
that	with	all	the	challenges	confronting	the	
industry,	there	is	no	substitute	for	strong,	ef-
fective	leadership.	We	were	interested	in	not	
only	giving	long	time	leaders	an	opportunity	
to	sharpen	their	skills,	but	to	also	identify	

the	next	cadre	of	up-and-coming	leaders	to	
ensure	a	smooth	succession	process	over	
time.	The	course	includes	a	pre-course	as-
sessment	and	one-on-one	with	an	instructor	
prior	to	the	class.	The	class	itself	includes	
a	first	session	of	four	days	with	a	two-day	
follow	up	session	several	months	later.	The	
follow	up	is	a	chance	to	reinforce	elements	
of	the	first	session	and	an	opportunity	to	in-
troduce	new	topics.	Guest	speakers	include	
industry	experts	from	around	the	country	
and	longtime	leadership	from	Texas.

To-date	more	than	70	individuals	have	com-
pleted	the	training.	Evaluations	have	been	
overwhelmingly	positive.	

Q: Does this program help with the de-
velopment of sustainable and effective 
partnerships at the local level for transit 
systems?

A:	Yes.	One	of	the	unique	elements	of	this	
training	is	the	combination	of	individual	
development	in	a	group	setting,	while	dis-
cussing	what	it	takes	to	be	successful	and	
the	resources	available	to	help.	Participants	
become	aware	of	the	talents	they	bring	to	
their	leadership	position,	what	values	drive	
their	behaviors	and	decision	making,	their	
personal	hot	buttons,	and	the	context	they	
are	leading	in.	All	these	things	contribute	to	
an	awareness	of	something	they	can	control	
–	their	actions	in	an	effective	partnership.	
They	also	develop	a	strong	network	among	
their	peers	and	talk	about	all	the	resources	
that	they	have	available	to	help	them	do	their	

jobs.	Finally,	the	course	focuses	on	taking	
deliberate	steps	to	create	their	legacy	as	a	
leader	and	the	importance	of	succession	
planning	as	a	way	of	sustaining	their	values	
and	beliefs	after	their	departure.

Q: How does a program like this relate to 
innovation and leadership in the transit 
field?

A: We	believe	our	seminar	to	be	unique	and	
innovative	within	the	myriad	of	leadership	
training	opportunities	available.	It	is	delib-
erately	designed	to	foster	individual	growth	
and	awareness	of	what	talents,	experiences,	
values,	and	beliefs	shape	their	behavior	as	
leaders.	Through	coaching	and	continuous	
interaction,	Dr.	Gannon	and	her	associates	
develop	personal	relationships	with	indi-
vidual	participants	that	allow	them	during	
the	course	to	identify	with	individual	student	
needs	and	challenges.	The	entire	underlying	
dynamic	of	the	course	is	to	promote	innova-
tion	and	strong	effective	leadership.

Additionally,	a	second	element	of	the	overall	

http://www.ctaa.org
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initiative	is	in	the	early	planning	stages	–	a	
Leadership	Challenge	Forum.	This	effort	will	
bring	leaders	from	across	the	state	together	
to	work	on	issues	of	statewide	importance	
and	concentrate	on	best	practice	examples	
from	around	the	country	to	allow	us	to	ad-
dressing	issues	such	as	workforce	develop-
ment	and	retention,	state	of	good	repair,	and	
education	and	awareness.	This	effort	will	
serve	to	reinforce	their	role	in	statewide	is-
sues.

Q: Why is leadership so important right 
now?

A:	Never	have	the	challenges	and	com-
plexities	of	building	a	strong,	vibrant,	and	
sustainable	system	of	public	transportation	
options	across	the	state	been	greater.	Popula-
tion	growth,	changes	in	the	distribution	of	
population,	and	changes	in	demographics	
are	creating	tremendous	pressures	on	Texas’	
rural	and	small	urban	programs.	Leaders	
who	initiate	action,	are	secure	and	confident	
in	the	face	of	uncertainty,	collaborate	with	
others	in	their	decision-making	processes,	

accept	and	expect	accountability	from	others	
in	everything	they	do,	and	understand	the	
context	that	they	are	leading	in	are	absolute-
ly	essential	to	the	future	success	of	public	
transportation	in	Texas.	Our	Transit	Leader-
ship	Seminar	is	designed	to	get	current	and	
future	leaders	started	on	that	path.		

Q: Where to go for more info?

A:	Persons	interested	in	more	information	on	
this	program	can	e-mail	me	at	eric.gleason@
txdot.gov	or	call	me	at	512.374.5233.		

An	other	significant	effort	underway	in	our	
division	is	an	ongoing	shift	away	from	a	
business	model	and	culture	driven	by	the	
regulatory	responsibilities	that	come	with	
the	programs	we	administer.	This	is	a	model	
characterized	by	TxDOT-centric	decision	
making	and	compliance.	We	believe	that	if	
we	do	our	job	well,	we	can	reinvent	ourselves	
around	a	business	model	based	on	customer	
service,	collaborative	decision-making,	and	
stewardship,	and	still	fulfill	our	regulatory	
responsibilities.	This	is	a	sea	change	for	our	
program,	and	absolutely	essential	to	building	
a	sustainable	partnership	with	public	trans-
portation	providers	and	stakeholders	around	
the	state.	We	are	focused	on	building	trust	
and	credibility	through	the	actions	we	take	
on	a	daily	basis.
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Pace	Suburban	Bus	Ser-
vice	–	which	operates	in	the	
Chicagoland	area	–prides	it-
self	on	continually	respond-
ing	to	the	region’s	needs	
with	new	strategies	and	
methodologies.	Here,	Bar-
bara	Ladner	–	the	system’s	
Business	Development	

Manager	–	provides	a	list	of	tips	to	routinely	
thinking	creatively	based	on	the	organiza-
tion’s	mission:

1.	 You	don’t	have	to	look	very	hard	to	find	
opportunities

2.	 Know	your	customers	so	you	can	stand	in	
their	shoes	and	listen	to	your	customers.	
Often	their	ideas	and	input	will	generate	
positive	results.

3.	 Little	changes	or	small	innovations	often	
reap	the	greatest	results.	It	is	not	always	
necessary	to	dream	big.

4.	 “Business	as	usual”	will	NEVER	pay	off.
5.	 Think	fast	–	you	will	often	surprise	your-
self	with	the	plethora	of	positive	ideas	
that	will	create	positive	consequences.

6.	 Look	to	experts	outside	your	industry	–	
for	us	it	is	transportation	for	solutions	

List
Name: Barbara Ladner
Title: Business Development 
Manager
Organization: Pace Suburban 
Bus Service
Location: Arlington Heights, Ill.

Organizational Development

http://www.ctaa.org
mailto:eric.gleason@txdot.gov
mailto:eric.gleason@txdot.gov
http://www.pacebus.com/
http://www.pacebus.com/
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and	ideas.	As	much	as	
I	would	like	to	say	that	
our	industry	is	rocket	
science,	it	is	not!

7.	 Partnerships	some-
times	develop	from	
the	oddest	combina-
tions.	It	is	like	a	jigsaw	
puzzle;	all	the	pieces	are	oddly	shaped	
and	generally	non-conforming	but	to-
gether	they	create	a	beautiful	and	often	
moving	picture

8.	 Focus	on	training	within	your	team.	Al-
low	them	to	explore	new	roles.	

9.	 Allow	them	to	be	creative.	Empower	
them	to	reach	further.

10.	Don’t	be	afraid	to	think	outside	the	bus.	
There	is	no	shame	in	saying	you	can	do	it	
better.

11.	A	difficult	subject	is	funding	–	lack	of	
it,	declining	levels,	restrictive	regula-
tions.	So	be	creative	and	look	to	partner	
with	those	who	may	have	access	to	funds	
which	you	cannot	acquire.	It	goes	back	to	
partnerships;	they	are	critical.

Od
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Video 
Names: Len Cahill & 
Stephanee Smith
Titles: Director of Profes-
sional Development Services 
& Training Coordinator
Organization: Community 
Transportation Association
Location: Washington, D.C.

Len	Cahill	and	Stephanee	Smith	of	the	
Community	Transportation	Association’s	
Professional	Development	Services	program	
join	DigitalCT	Editor-in-Chief	Scott	Bogren	
for	a	conversation	on	the	importance	of	
training	and	certification	in	organizational	
development,	especially	in	regards	to	safety.	
(click	on	video	link	below).

Video 
Names: Kelly Shawn, CCTM
Title: Roadeo Coordinator
Organization: Community 
Transportation Association
Location: Washington, D.C.

Kelly	Shawn	–	Coordinator	of	the	annual	
National	Community	Transportation	Roadeo	
joins	DigitalCT	Editor-in-Chief	Scott	Bo-
gren	to	discuss	the	Roadeo	and	it’s	role	as	
an	event	emphasizing	passenger	safety	and	
customer	service	(click	on	video	link	below).

http://www.ctaa.org
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=32&z=36
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=32&z=36
http://www.youtube.com/watch?v=rrAAuSj2sdU
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=3336&z=120
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=3336&z=120
http://www.youtube.com/watch?v=R0QRGetrcBg
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ARE YOU READY?

Test Your Skills in Passenger Service and Safety Among the Nation’s Best Drivers at
the 24th Annual National Community Transportation Roadeo
June 1 – 2, 2013 – Albuquerque, N.M.

Full details available at www.ctaa.org/expo 

http://www.ctaa.org
http://www.ctaa.org/expo
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6 Podcast
Name: Hon. Evan Goyke
Title: Assemblyman
Organization: Wisconsin 
State Legislature
Location: Madison, Wis.

List
Name: Jeff Harris
Title: Transit Division Manager
Organization: Region 6 
Planning Commission
Location: Marshalltown, Iowa

Jeff Harris is the 
manager for Iowa’s 
Region 6 Planning 
Commission’s Transit 
Division – known as 
Peoplerides – operat-
ing in Hardin, Mar-
shall, Poweshiek and 
Tama counties. Here, 
he shares his top tips 
for policies that sup-

port successful rural transit.

1)	Embrace	technology	–	this	doesn’t	mean	
being	on	the	bleeding	edge	of	technology,	
but	be	aware	of	what	is	available	and	if	not	
personally	able	to	take	advantage	of	it,	find	
staff	that	can/will.

2)	Find	good	people	and	hire	them	when	you	
can,	even	if	you	don’t	have	a	perfect	fit	for	
them	at	the	time.	Good	employees	are	hard	
to	find,	and	worth	keeping.

3)	Constantly	look	for	ways	to	enhance	or	
maximize	service,	for	example:

•	 We	started	a	weekly	trip	to	University	of	

Recently	sworn-in	Wis-
consin	Assemblyman	Evan	
Goyke	discusses	his	views	
on	community	and	public	
transit.	Representing	the	
18th	District	in	one	of	the	
state’s	most	diverse	regions	
along	Milwaukee’s	north	
side,	Goyke	is	proud	to	say,	
“I’m	a	bus	rider.”		

Assemblyman	Goyke	advises	transit	profes-
sionals	and	advocates	on	how	to	work	with	
elected	officials	—	stressing	the	importance	
of	having	them	ride	the	system.	He	also	cov-
ers	his	transportation	goals	for	the	term	and	
challenges	he	expects	in	Madison.	Click	here	
to	listen	to	the	podcast.

Transit leaders must forge a 
delicate blend of involvement 
from their boards of directors, 
riders, community stakeholders, 
partnering agencies and elected 
officials in order to shape their 
system’s future direction, then 
codify those preferences in policy 
decisions. When that process is 
grounded in the needs of the
community, new strategies, trends 
and investments will follow.

http://www.ctaa.org
http://legis.wisconsin.gov/Pages/leg-info.aspx?d=18&h=A
http://legis.wisconsin.gov/Pages/default.aspx
http://legis.wisconsin.gov/Pages/default.aspx
http://www.nationalrtap.org/region6/Home.aspx
http://www.nationalrtap.org/region6/Home.aspx
http://www.nationalrtap.org/region6/Peoplerides/RideInformationandHoursofOperation.aspx
http://web1.ctaa.org/webmodules/webarticles/articlefiles/goyke.mp3
http://web1.ctaa.org/webmodules/webarticles/articlefiles/goyke.mp3
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Iowa	Medical	Clinics	
at	a	reduced	rate	to	en-
courage	area	residents	
to	combine	rides	to	the	
clinics;
•	 Our	Grinnell	

Iowa	Southside Shuttle effort	to	combine	
demand-response	service	from	residential	
areas	to	a	new	economic	center	located	
on	the	south	edge	of	town;

•	 We	established	a	weekly	loop	service	at	
discounted	rated	for	rural	residents	from/
to	three	commercial	hubs	in	the	county.

4.	Be	engaged	with	local	groups,	such	as	se-
nior	advisory	councils,	Career	Development	
Centers,	care	facility	associations,	emergency	
management	teams,	community	colleges,	
hospitals.	Whatever	is	driving	the	transporta-
tion	needs	of	your	area.

5.	Join	and	participate	in	state	and	national	
transit	organizations,	they	can	be	quite	help-
ful.

Q: Characterize the importance of this 
partnership between energy and transpor-
tation. How did it emerge, how has it been 
fostered and how do you see it moving 
into the future. Is this a model that should 
be adopted in other states?

A:	In	a	current	grant	($500,000)	that	our	
Division	has	been	awarded	from	the	U.S.	
Department	of	Energy,	we	will	assist	both	
public-	and	private-sector	fleets	to	convert	to	
gaseous	fuels	by	sharing	lessons	learned	and	
identifying	problems	through	the	following	
initiatives:	policy,	barrier	reduction,	safety	
and	training	and	marketing/outreach.	We	are	
particularly	attentive	to	technical	aspects	of	
implementation	and	ongoing	technical	sup-
port.	Over	the	two-year	term	of	this	project,	
our	Division	will	work	to	advance	our	Gov-
ernor’s	commitment	to	implement	natural	
gas	vehicles	into	the	state	fleet	and	work	to	
provide	more	natural	gas	and	propane	ve-
hicles	on	the	state	price	agreement,	which	
is	available	to	all	public	entities.	Likewise,	
we	will	work	on	financial	models	that	justify	
the	switch	to	gaseous	fuels.	Our	office	also	

Q&A
Name: Colin Messer
Title: Energy Program 
Manager
Organization: New Mexico 
Energy, Minerals and Natural 
Resources Department
Location: Santa Fe, N.M.

Colin Messer, Energy Program Manager with 
the New Mexico Energy, Minerals and Natu-
ral Resources Department Discusses Alter-

native Fuels for 
Transit

Q: Tell us about 
you, your De-
partment and its 
affiliation with 
community and 
public transit in 
New Mexico. 

A:	Our	department/division	works	with	
alternative	transportation	fuels	and	is	very	
much	involved	with	promoting	New	Mexico-
produced	natural	gas	and	propane.	The	
New	Mexico	Energy,	Minerals	and	Natural	
Resources	Department/Energy	Conserva-
tion	and	Management	Division	helped	fund	
the	start-up	of	Santa	Fe	Trails	in	1992	with	
infrastructure,	vehicles	and	training.	We	also	
have	provided	technical	and	financial	sup-
port	ever	since	to	Santa	Fe	Trails,	as	well	
as	to	other	public	entities	throughout	New	
Mexico	such	as	ABQRide	in	Albuquerque	
with	their	natural	gas	bus	implementation,	
including	technician	training	and	the	City	
of	Socorro	with	infrastructure	and	vehicle	
funding.	The	Department	also	participates	
in	events	such	as	the	annual	New	Mexico	
Passenger	Transit	Association	conference	
and	promote	vehicle-miles	travelled	(VMT)	
reduction	with	rideshare	programs	funding	
from	the	U.S.	Department	of	Energy.	We	
intend	to	expand	this	effort	in	the	coming	
year	by	including	vanpool	and	other	options	
through	information	consolidation	and	out-
reach.

http://www.ctaa.org
http://www.emnrd.state.nm.us/
http://www.emnrd.state.nm.us/
http://www.emnrd.state.nm.us/
http://nmpta.com/
http://nmpta.com/
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promotes	energy	efficiency	and	has	assisted	
in	the	development	of	advanced	powertrain	
technologies	such	as	flywheel	storage	and	hy-
draulic	drives,	which	has	been	embraced	by	
Sandia	National	Laboratories	and	two	state	
universities.	This	technology	has	great	poten-
tial	in	the	transit	sector	and	is	far	less	expen-
sive	and	more	practical	that	electro-chemical	
(battery)	storage.	All	of	these	efforts	are	
replicable	in	other	states.

Q: What other state departments could 
develop similar partnerships?

A:	We	are	working	with	New	Mexico	Depart-
ment	of	Transportation	and	General	Services	
Department,	both	of	which	have	large	fleets	
and	are	strategically	located	for	refueling	
infrastructure	sites.

Q: What role should/can the private sector 
play in similar cooperative agreements? 

A:	Working	with	the	flywheel	storage/hydrau-
lic	drive	designer	in	conjunction	with	the	
national	labs	and	state	universities,	we	hope	
to	advance	the	technology	into	the	private	
sector.	These	efforts	are	making	good	prog-
ress	and	may	develop	rapidly	in	the	com-
ing	year.	We	have	also	worked	closely	with	
industry	over	the	past	two	decades	to	develop	
and	improve	natural	gas	and	propane	engines	
operating	at	high	altitude.

Q: How well does transit – both specifi-
cally in N.M. and generally – capitalize 
on the real benefits and outcomes it cre-

ates and how can the transit industry do a 
better job of communicating these positive 
end results and transform them back into 
investments in the infrastructure?

A:	Santa	Fe	Trails	has	led	the	way	in	com-
pressed	natural	gas	transit	since	1992.	We	
have	learned	hard	lessons	regarding	technol-
ogy	and	fleet	management.	Santa	Fe	Trails,	
with	funding	from	our	Division,	was	the	first	
property	to	incorporate	natural	gas	Honda	
Civics	into	its	paratransit	fleet.	These	ve-
hicles	have	been	very	cost	effective	and	well	
received	by	the	ambulatory	Santa	Fe	Ride	
patrons.	Other	natural	gas	vehicle	platforms	
are	being	implemented	throughout	the	tran-
sit	division	and	other	City	of	Santa	Fe	divi-
sions.	City	of	Socorro	and	Albuquerque	have	
benefitted	from	Santa	Fe’s	experiences.

Q: You selected policy-making as the most 
critical element in innovation in transit. 
Why? And how does your work amplify 
this importance?

A:	This	is	a	large	issue.	Educating	elected	of-
ficials	by	providing	real-world	solutions	and	
demonstrating	a	strong	commitment	from	
dedicated	individuals	is	critical.	Our	overall	
division	and	individual	staff	commitment	to	
the	programs	that	we	fund	has	been	critical	
to	keeping	the	programs	running	success-
fully.	In	New	Mexico,	gaseous	alternative	
fuels	provide	tax	revenues	and	jobs.	Despite	
this	fact,	getting	decision	makers	to	embrace	
the	technology	is	a	never-ending	struggle.	We	
are	constantly	asked	to	justify	our	mission	

economically.	For	example,	if	the	policy	mak-
ers	hear	from	the	natural	gas	producers	that	
natural	gas	vehicles	will	stimulate	business,	
then	the	case	is	made.	We	are	currently	at	
this	juncture.	And	it’s	about	time!

Santa Fe Trails has been a leader in using compressed 
natural gas and alternative fuels, as demonstrated here 
by Santa Fe Trails Transit Director Jon Bulthuis.
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Profile
Name: Tom Phillips
Title: Executive Director
Organization: Polk Transit / 
Citrus Connection
Location: Bartow, Fla.
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In our Illuminating 
New Solutions issue of 
DigitalCT, we profiled 
Polk Transit’s My Ride 
initiative to refocus the 
system to become more 
responsive and efficient. 
Since then, implementa-
tion of the My Ride plan 

is underway. We asked the system’s Executive 
Director, Tom Phillips, to update us on the 
effort’s progress. 

We	have	secured	funding	arrangements	for	
free	rides	for	Legoland,	Polk	State	College,	
Southeastern	University,	Everest	University,	

PACE	Center	for	Girls	and	the	Learning	
Resource	Center.		We	implemented	a	day	
pass-based	system	with	no	validated	custom-
er	complaints,	ending	30	years	of	transfers.	
We	have	live	violin	music	on	the	bus,	Disney	
caricature	artists	draw	passengers	on	the	
bus,	live	painting	on	the	bus,	poetry	slams	on	
the	bus	and	flash	mob	fashion	shows	at	our	
downtown	terminal.	Our	ridership	has	in-
creased	over	27	percent	from	the	year	prior.

Diversity	of	funding	sources	is	key	today.	
Our	transit	agency	has	no	less	than	7	pri-
vate	funding	partners.	When	we	came	in	
$240,000	under	budget,	increased	rider-
ship	by	27	percent	and	decreased	our	cost	
per	revenue	hour,	we	put	the	statistics	on	a	
bus	wrap	to	let	the	entire	community	know	
about	what	kind	of	bus	company	they	have!	
We	branded	our	TDP	to	secure	buy	in	for	a	
2014	referendum.	Most	importantly,	we	have	
decided	that	marketing	a	bus	company	in	
today’s	environment	requires	a	transit	agency	
to	go	on	the	offensive	with	marketing	and	
outreach.		

I	believe	that	Citrus	Connection	and	Polk	
Transit	are	redefining	the	small-urban	transit	

List
Name: Jan Dempsey
Title: Mobility Management 
Coordinator
Organization: Seven Valleys 
Health Coalition
Location: Cortland, N.Y.

Sometimes, the mere fact 
that there exists a mobility 
manager attempting to raise 
the awareness of transit 
and the need for transit is, 
in and of itself, an impor-
tant form of transit leader-
ship and innovation. Jan 
Dempsey, Mobility Man-

agement Coordinator for Seven Valleys Health 
Coalition in Cortland, N.Y., falls squarely into 
this category. 

Increasing	awareness	and	respect	for	all	
modes	of	transportation	is	one	of	my	priori-
ties,	since	I	don’t	think	we	can	have	a	viable	
transportation	network	unless	people	in	the	
community	place	a	high	value	on	it.	So	edu-
cation	and	marketing	has	been	important	to	
our	program	from	the	start.	Here	are	some	
ideas	and	innovations	we’ve	tried:

market	in	the	United	States.	We	have	been	
featured	over	40	times	in	the	Lakeland	Led-
ger	in	the	last	12	months,	received	national	
attention	for	our	Legoland	funding	deal,	and	
our	branded	TDP	is	now	being	copied	across	
the	country.

http://www.ctaa.org
http://www.polktransit.org/
http://www.ridecitrus.com/content/
http://web1.ctaa.org/webmodules/webarticles/articlefiles/Fall12DigitalCT_Polk.pdf
http://web1.ctaa.org/webmodules/webarticles/articlefiles/Fall12DigitalCT_Polk.pdf
http://web1.ctaa.org/webmodules/webarticles/articlefiles/Fall12DigitalCT_Polk.pdf
http://florida.legoland.com/
http://www.polk.edu/Pages/PSC_welcome.aspx
http://www.seu.edu/
http://everestuniversity.edu/
http://pacecenter.org/
http://www.lrcpolk.com/
http://www.lrcpolk.com/
http://www.sevenvalleyshealth.org/index.html
http://www.sevenvalleyshealth.org/index.html


www.ctaa.org CONTENTS 51

•	Super Saturdays	–	started	a	trial	bus	service	
on	the	first	Saturday	of	February,	March,	April	
and	June	of	2011.	Coordinated	the	service	to	
coincide	with	several	festivals	taking	place	on	
those	days	and	received	sponsorship	funding	
from	the	festival	organizers.	We	also	received	
funding	from	various	businesses	and	organiza-
tions.	We	created	a	discount	card	for	riders	
with	23	local	businesses	participating.	Started	
a	Bus Buddy	program	for	new	riders	using	
volunteers.

• Blog, Facebook, Twitter	–	Started	a	blog	in	
April	2011	and	try	to	update	daily	with	news,	
articles,	links,	videos,	quotes,	and	book	re-
views.	Also	use	FB	(Way2Go	Cortland)	and	
Twitter	to	share	the	same	news.

•	Way2Go Cortland	–	borrowed	Way2Go	from	
neighboring	Tompkins	County	but	designed	a	
new	logo.	All	of	our	advertising	and	giveaways	
(magnets,	lip	balms)	uses	the	Way2Go	Cort-
land	logo.

•	Moving Cortland	–	working	with	the	County	
Health	Department,	Cooperative	Extension,	

Healthy	Places	and	Sustainable	Cortland,	an	
event	was	created	to	coincide	with	Moving-
Planet.org’s	day	to	move	beyond	fossil	fuels.	
We	created	a	week-long	event,	using	a	bingo	
card	denoting	various	activities,	to	promote	
walking,	bicycling,	taking	the	bus	and	buy-
ing	local.	Prizes,	donated	by	local	businesses,	
were	awarded	in	a	drawing,	to	those	who	
had	completed	their	bingo	cards.	Our	“Bus	
Buddy”	program	was	formalized	with	RSVP	
volunteers	providing	the	assistance.	Advertis-
ing	included	the	taping	of	a	30	minute	show	
which	ran	on	the	local	cable	access	channel.

•		Website	–	our	Way2Go	Cortland	website	
was	launched	in	October	2011.	The	Mobility	
Management	Coordinator	has	been	trained	to	
update	the	site	so	it	can	be	updated	frequent-
ly.	One	feature	that	has	garnered	quite	a	bit	of	
interest	is	our	Way2Go	Cortland	Stars	–	those	
folks	in	our	community	who	walk,	bicycle,	
and	take	the	bus	to	work.

•	Mobility Visioning Workshop & Let’s Talk 
Transportation forum	–	As	part	of	our	CTAA	
Technical	Assistance	Grant,	which	was	
awarded	in	2011,	we	conducted	a	visioning	
workshop	in	January	2012,	where	37	repre-
sentatives	of	human	service	agencies,	elected	
officials	and	business	leaders	came	together	
to	discuss	transportation	challenges.	In	Octo-
ber	2012	we	had	an	open	forum/listening	ses-
sion	to	which	the	public	was	invited.	We	had	
a	panel	representing	planning,	transit,	local	
colleges,	police,	and	the	City	of	Cortland	re-
sponding	to	questions	submitted	at	the	forum.

•	Bus design	–	working	on	a	new	design	for	
the	buses	which	would	be	more	amenable	to	
bus	advertising	and	that	would	also	create	a	
different	image	for	public	transit.

•	Winter Route	–	a	new	route	expanding	
service	to	evenings	and	weekends	and	to	a	
major	employer	in	the	county	(Greek	Peak	
Mountain	Resort)	started	in	December	2012	
and	has	been	advertised	in	every	medium,	in-
cluding	a	radio	interview	with	the	MMC	and	
radio	ads	using	the	voice	of	the	MMC.	Using	
the	Chamber	of	Commerce’s	mass	mailing	we	
were	able	to	get	500	flyers	into	the	hands	of	
employers	throughout	the	county.

•	Light it Up Cortland	–	for	an	Americorps	
training	on	sustainability,	volunteers	were	
sent	out	to	downtown	neighborhoods	to	dis-
tribute	bags	that	included	a	CFL	light	bulb	
and	info	on	ways	to	save	energy.	We	were	able	
to	put	our	transportation	cards	and	a	copy	of	
the	new	Winter	Route	schedule	in	each	bag.	
We	are	always	looking	at	ways	to	partner	with	
other	organizations.

•	Marketing	is	ongoing	and	must	use	every	
means	at	our	disposal	–	speaking	to	groups,	
newspaper	articles,	radio	ads,	social	media,	
email,	and	the	low-tech	posting	of	flyers.
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Q&A
Name: Erika Mazza
Title: Planning Director
Organization: Northern 
Arizona Intergovernmental 
Public Transportation Authority
Location: Flagstaff, Ariz.
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Policy-Making

Erika Mazza, Planning 
Director for the Northern 
Arizona Intergovernmental 
Public Transportation Au-
thority discusses the connec-
tion between policy making, 
planning and transit success.

Q: Tell us about you, your 
region, your agency and its 

role in developing community and public 
transportation in Northern Arizona. 

A:	The	Northern	Arizona	Intergovernmental	
Public	Transportation	Authority	(NAIPTA)	
is	the	transit	agency	in	Northern	Arizona	
operating	the	Mountain	Line,	Mountain	Lift	
and	Mountain	Link	systems	in	Flagstaff,	
Ariz.	NAIPTA	also	coordinates	with	Campus	
Shuttle	Service	at	Northern	Arizona	Univer-
sity.	Founded	in	2001,	NAIPTA	currently	op-
erates	22	fixed-route	buses	and	8	paratransit	
vans,	with	more	than	70	full-	and	part-time	
employees	and	nearly	1.8	million	riders	last	
fiscal	year.

Q: What efforts have you/your agency un-

dertaken to join land use and transit? 

A: NAIPTA	is	undertaking	long-range	plan-
ning	efforts	while	the	community	is	also	en-
gaging	in	a	regional	comprehensive	planning	
process.	NAIPTA	staff	has	been	engaged	in	
the	regional	process	and	has	emphasized	
transit	development	that	is	complementary	
and	in	conjunction	with	the	land	use	plan-
ning	efforts.	The	community	has	embraced	
the	Activity	Center	concept	and	is	working	
off	of	the	access	and	accessibility	to	these	
major	shopping/employment/	destination	
nodes.	We	are	also	paying	special	attention	
to	complete	streets	and	advocating,	along	
with	the	Flagstaff	Metropolitan	Planning	
Organization	(FMPO),	greater	roadway	con-
nections	and	linkages.	The	considerations	of	
roadway	linkages	is	substantial	to	Flagstaff,	
as	there	are	many	development	areas	that	
have	traditional	suburban	development	pat-
terns	–	this	type	of	development	pattern	is	
not	conducive	to	mass	transit.	 

Q: Why is sustainability so vital in these 
efforts?

A: The	community	embraces	sustainability	
on	many	fronts.	In	2008,	the	voters	passed	
five	ballot	measures	for	a	dedicated	transit	
sales	tax.	One	of	the	measures	was	to	fund	
hybrid	electric	buses.	Since	this	vote,	we	
have	grown	our	fleet	to	an	almost	all	hybrid	
electric	fleet.	Our	proposed	plans	for	route	
expansion	include	a	High	Capacity	–	BRT	
style	–	route	extending	beyond	the	Northern	

Arizona	University	campus	through	down-
town,	and	out	to	East	Flagstaff	and	the	
Flagstaff	Mall.		This	new	15-to-20	minute	
route	will	encourage	people	to	take	the	bus	
and	use	our	system	as	their	second	car.	This	
initiative	will	hopefully	aid	in	reducing	con-
gestion	and	maintaining	our	good	air	quality.

Q: Who are the main partners/collabora-
tors that you and your agency turn to in 
this important work? How did you find 
these partners and how have you fostered 
plans that benefit them, as well as transit?

A:	Our	partners	are	Northern	Arizona	Uni-
versity,	the	City	of	Flagstaff,	Coconino	
County,	and	Arizona	Department	of	Trans-
portation,	to	name	a	few.	We	have	recently	
brought	on	Coconino	Community	College	to	
our	executive	board	and	have	reached	out	to	
communities	especially	along	the	I-40	cor-
ridor	for	potential	transit	expansion	opportu-
nities.	We	work	closely	with	our	partners	on	
transit	solutions	as	they	are	concerned	with	
Flagstaff ’s	growth,	economic	vitality,	conges-
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tion,	and	parking.		

Our	partnership	with	ADOT	is	one;	as	a	
recipient	of	grant	funds,	and	also	as	a	stake-
holder	along	the	state	routes	within	Flag-
staff.	Our	funding	relationship	with	both	
ADOT	and	FTA	is	quite	strong;	we	believe	
we	have	established	ourselves	as	a	proven	
transit	system	that	gets	results.	

Q: You selected “Policy-making” as the 
most crucial element of innovation in 
community and public transportation. 
Explain this choice and how it manifests 
itself in the work of NAIPTA. 

A:	Policy	Making	is	one	of	the	crucial	ele-
ments	of	innovative	transit	planning	within	
the	region,	but	it	cannot	stand	alone.	We	
have	worked	tirelessly	on	our	relationships,	
our	advocacy	for	transit,	and	our	support	
within	and	for	the	community.	As	previously	
described,	one	positive	example	is	the	rela-
tionship	with	the	regional	planning	process	
and	setting	strong	policies	for	transit	plan-

ning	at	the	regional	and	local	level.	Another	
way	“policy	making”	strengthens	our	delivery	
of	transit	services	is	our	relationship	with	our	
Board	of	Directors	and	our	Technical	Adviso-
ry	Committee.	We	continue	to	work	through	
challenges,	implement	policies	that	address	
issues	or	opportunities,	and	we	are	constant-
ly	evaluating	and	proposing	modifications	to	
make	our	system	stronger,	faster,	and	more	
responsive.	We	could	not	do	this	without	the	
support	of	our	executive	committees.		

Q: In terms of innovation and leadership, 
what advice could you share with your col-
leagues around the nation about your suc-
cesses and your agency’s ongoing efforts?

A: A	great	deal	of	NAIPTA’s	success	is	driven	
by	the	positive	working	relationships	we	have	
established	with	key	partners.	Our	ability	to	
develop	innovative	transit	solutions	for	our	
riders	often	hinges	on	local	decision	makers	
like	the	City	of	Flagstaff,	Coconino	County	
and	Northern	Arizona	University.	By	develop-
ing	an	honest,	open	and	mutually	beneficial	
relationship	with	these	partners,	NAIPTA	
has	been	successful	in	remaining	focused	on	
our	mission	of	Getting You Where You Want 
To Go.
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Opinion
Name: David Raphael
Title: Principal
Organization: Community 
Mobility Services
Location: Portland, Ore.

David Raphael is the founder for former 
executive director of the Community Trans-
portation Association of America. Today, he is 
a medical transportation consultant, working 
with states to better manage their Medicaid 
transportation services. 

Coordinated Care May Hinge on the One 
Percent Transportation Solution

Patient	transport	may	be	the	most	im-
portant	health	care	issue	that	you’ve	never	
thought	about.		Transportation	access	issues	
will	be	critical	to	the	success	of	health	care	
reform	in	Oregon,	and	deserve	more	serious	
consideration	in	discussions	going	forward.

Governor	Kitzhaber’s	bold	attempt	to	trans-
form	the	state’s	health	care	system	seeks	
to	improve	the	health	of	Oregonians,	while	
slowing	increases	in	the	cost	of	their	care.		
His	coordinated	care	concept	promotes	the	
integration	of	patient	services	and	empha-
sizes	keeping	people	healthy,	not	just	treat-
ing	them	when	they	are	sick.	None	of	these	
objectives	are	possible	if	people	are	unable	to	
get	to	and	from	services.		
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Access	to	
health	care	
involves	more	
than	just	hav-
ing	insurance	
or	living	close	
to	a	medical	
facility.	Many	
Oregonians	
don’t	drive	.	.	
.	they	depend	
on	public	or	
community	
transit	to	go	

to	doctors	and	to	get	around.		For	two	de-
cades,	the	state’s	Medicaid	transportation	
program	has	been	nationally	recognized	for	
its	effectiveness	in	assuring	access	to	care,	
coordinating	providers	and	controlling	costs.	
This	system	has	been	built	on	effective	state	
management,	and	relies	on	a	network	of	
community-based	brokers	to	navigate	our	
fragmented	transportation	system	and	exist-
ing	bus	service	to	hold	down	costs.

That’s	why	it	is	surprising	that	transporta-
tion	access	has	been	put	on	a	back	burner	in	
the	transformation	process.	Keeping	people	
healthy	involves	more	than	an	occasional	
trip	to	the	doctor.	There	is	plenty	of	evi-
dence	that	improved	mobility	contributes	
to	physical	and	mental	health.	For	example,	
access	to	preventive	care,	fresh	and	afford-
able	groceries,	pharmacies,	and	recreation	is	
important	in	maintaining	healthy	individuals	
and	communities.

Similarly,	poorly	managed	medical	trans-
portation	has	been	shown	to	affect	patient	
outcomes	and	contributes	to	escalating	
health	care	costs.	Examples	include	un-
necessary	emergency	rooms	visits,	excessive	
patient	no-shows	and	missed	appointments,	
and	the	inability	to	discharge	patients	on	
time	and	release	hospital	beds.		

The	fact	is	that	non-emergency	medical	
transport	has	not	been	a	budget	buster,	so	it	
has	gotten	little	attention	in	the	whole	trans-
formation	scheme.	Traditionally,	transporta-
tion	amounts	to	only	1	percent	of	the	state’s	
Medicaid	expenditures	–	roughly	$40	million	
out	of	a	$4	billion	annual	budget.	But	ignor-
ing	this	vital	component	underestimates	the	
contributions	a	well-managed	patient	trans-
portation	system	can	make	to	the	Governor’s	
vision	of	a	coordinated	and	cost-effective	
health	care	system.		

The	danger	here	is	that	the	state	will	get	
out	of	the	transportation	business	and	simply	
turn	responsibilities	over	to	inexperienced	
and	overwhelmed	community	care	organiza-
tions	(CCOs).	Oregon’s	15	newly-created	
CCOs	are	just	ramping	up	to	meet	Kitzha-
ber’s	challenge,	and	are	poorly	equipped	for	
this	unfamiliar	task.		

Fortunately,	there	is	still	time	to	do	some-
thing	about	the	situation.	Patient	transport	
responsibilities	won’t	be	transferred	to	the	
CCOs	until	July	of	this	year.	In	the	mean-
time,	a	high	level	task	force	should	be	con-

vened	to	oversee	the	transition.	The	charge	
should	be	to	look	at	ways	that	the	existing	
Medicaid	transportation	brokerage	system	
can	be	strengthened	rather	than	dismantled.		
It	should	also	explore	how	to	deal	with	exist-
ing	gaps	in	transport	services	–	especially	in	
rural	Oregon	–	and	to	assure	that	cost-ef-
fective	patient	access	is	available	in	all	CCO	
service	areas.	The	Governor	needs	to	take	
charge	to	insure	that	this	bold	experiment	
succeeds,	and	isn’t	undermined	for	want	of	a	
ride.
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Postlude: Succinct Advice from 

Innovative Transit Leaders in Their Own Words

“The most important aspect of 
each service design was to maximize 
connectivity based on market need”	–	
Jim	Moulton

“Each service we provide is an 
educational opportunity for people 
to learn about – and rethink – their 
transportation options”	–	Jim	Moulton

“Understand the community and 
its transportation needs/aspirations/
dreams”	–	Heather	Wheeler

“We know a lot about what we 
do. But we need to share this 
understanding. We can’t assume people 
in the community — whether it’s a 
local business or an elected official — 
get it. We have to educate people.”	–	
Barbara	Schweitzer

“This regional approach is vital 
for the system to become an asset for 
local economic development, and 
establishing public-private partnerships 
for sustainability.”	–	Carole	Richardson

“We are not afraid of change and 
do not fear failure. We have been 
successful in managing change by 
thoroughly evaluating our options and 
making informed decisions.”	–	Albert	
Eby

“Affordability for the Wave Pool is an 
easy sell. We operate our vans with less 
than a 10 percent subsidy compared 
to a 75 percent subsidy for our fixed 
routes.”	–	Albert	Eby

“Listening with the intent of 
genuinely understanding their needs 
and challenges is critical versus 
listening as a social courtesy while 
waiting for the opportunity to convince 
them that they should use your system.”	
–	Bill	Lowe

“I think transit providers should move 
away from names, acronyms, and logos 
that portray public service and public 
transit to make their service more fun 
and appealing.”	–	Carolyn	Conley

“Any policies should put customers/
passengers first. Don’t be afraid to break 
away from the way it has always been 
done.”	–	Carolyn	Conley

“We’ve found that with BRT, we 
can carry three times the passengers 
that fixed-route bus service can carry 
in identical route segments.”	–	Ron	
Kilcoyne	

“We’ve demonstrated a willingness 
to talk to anyone, to educate local 
residents about what, exactly, is 
transit and how it can improve their 
community.”	–	Ehren	Bingaman	

http://www.ctaa.org
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“There is a difference between 
engagement and outreach. We’re trying 
to build ownership of the regional 
mobility system, so we know we need to 
do more than just outreach.”	–	Ehren	
Bingaman

“In an academic setting it is very 
important to stay up-to-date with 
technology to satisfy our customer 
needs, because a lot of students ride out 
of convenience and for sustainability 
reasons rather than necessity. We need 
to show that we are leading the way 
as a university transit system.”	–	Steve	
Spradling

“Palmetto Breeze is actively 
involved in emergency management 
preparedness, response, and recovery.  It 
is a great tool to segue back to the need 
for public transit because when you are 
involved at this level you are seen as a 
critical component of the community.”	
–	Rochelle	Ferguson	

“Never have the challenges and 
complexities of building a strong, 
vibrant, and sustainable system of 
public transportation options across the 
state been greater.”	–	Eric	Gleason

“We believe that if we do our job 
well, we can reinvent ourselves around 
a business model based on customer 
service, collaborative decision-making, 
and stewardship, and still fulfill our 
regulatory responsibilities.”	–	Eric	
Gleason

“Little changes or small innovations 
often reap the greatest results. It is 
not always necessary to dream big.”	–	
Barbara	Ladner

“Be engaged with local groups, such 
as senior advisory councils, Career 
Development Centers, care facility 
associations, emergency management 
teams, community colleges, hospitals. 
Whatever is driving the transportation 
needs of your area.”	–	Jeff	Harris

“Educating elected officials by 
providing real-world solutions and 
demonstrating a strong commitment 
from dedicated individuals is critical.”	
–	Colin	Messer

“We have decided that marketing a 
bus company in today’s environment 
requires a transit agency to go on the 
offensive with marketing and outreach.”	
–	Tom	Phillips

In Their Own Words

“Increasing awareness and respect for 
all modes of transportation is one of my 
priorities, since I don’t think we can 
have a viable transportation network 
unless people in the community place a 
high value on it.”	–	Jan	Dempsey

“We have worked tirelessly on our 
relationships, our advocacy for transit, 
and our support within and for the 
community.	“	–	Erika	Mazza

“Access to preventive care, fresh and 
affordable groceries, pharmacies, and 
recreation is important in maintaining 
healthy individuals and communities.”	
–	David	Raphael

http://www.ctaa.org
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Eden, N.C. Launches First Transit Service 
in 60 Years

Serving	the	Two	Rivers	region	in	and	around	
Eden,	North	Carolina,	the	Skat	Transit	Sys-
tem	began	service	on	Monday,	Jan.	7.	The	
service	operates	from	7:00	a.m.	–	8:00	p.m.	
Mondays	through	Saturdays	and	fares	are	set	
at	$1	per	trip.	Investment	for	the	system	is	
provided	through	a	partnership	of	the	North	
Carolina	Department	of	Transportation	and	
Aging,	Disability	&	Transit	Services	of	Rock-
ingham	County.	

Eden	last	saw	regular	community	transit	
service	in	the	1950s,	with	local	business	and	
community	leaders	seeking	the	return	of	reg-
ularly	scheduled	mobility	options	in	recent	
years.	Skat	buses	serve	the	17	designated	
stops	on	the	system’s	loop-route	every	hour,	
including	the	Morehead	Memorial	Hospital,	
medical	offices,	senior	services	locations,	
retail	districts	and	residential	areas.	

“The	quality	of	life	is	going	to	go	up,”	said	
Lee	Covington,	Executive	Director	of	Aging,	

Disability	and	Transit	Services.	“Folks’	hap-
piness	is	going	to	go	up.	And	hopefully,	their	
health	will	go	up;	so	just	a	huge	impact	on	
the	citizens	of	Eden.”

“Gas	is	$3.35	a	gallon,	and	it’s	only	$1	to	
get	on	that	bus;	so	it’s	a	great	bargain,”	said	
Eden	Economic	Development	Director	Mike	
Dougherty.	“It	helps	when	I	have	a	retailer	
coming,	and	I	can	tell	them,	‘We	have	a	
public	transportation	system	that	will	drop	
people	off	in	the	shopping	center	where	
you’ll	be.’”

Waco Transit Expands Nighttime Service 
Hours

Seeking	to	improve	access	to	mobility	to	late-
night	workers	and	students	in	Waco,	Texas,	
the	city’s	transit	system	–	Waco	Transit	–	
expanded	its	service	hours	from	Monday	to	
Saturday	between	9	p.m.	to	11:30	p.m.,	via	a	
new	demand-response	van	service	beginning	
on	Jan.	7.	The	initiative	–	known	as	Evening	
LINK	–	is	the	result	of	a	partnership	be-
tween	Waco	Transit	and	the	Heart	of	Texas	
Workforce	Board	geared	to	workers	in	the	
retail,	food	service,	health	care	and	manufac-
turing	industries	as	well	as	students	at	Baylor	

University,	McLennan	Community	College	
and	Texas	State	Technical	College.

Investment	for	the	program	is	provided	by	
Waco	Transit,	the	Texas	Department	of	
Transportation,	the	Heart	of	Texas	Workforce	
Board,	McLennan	Community	College,Texas	
State	Technical	College	and	several	local	em-
ployers.	Evening	LINK	utilizes	14-passenger	
vans	to	transport	riders	within	a	five-mile	ra-
dius	of	Greater	Waco	with	24-hour	advance	
reservations.	Waco	Transit’s	fixed-route	tran-
sit	operates	from	5:15	a.m.	to	7:15	p.m.	on	
weekdays	and	an	hour	later	on	Saturdays.	

“I	believe	it’s	going	to	bust	out	completely	
once	word	gets	out,”	said	Natalie	James,	
Waco	Transit	Director	of	Service	Develop-
ment.	“It’s	going	to	be	booked.”

“It’s	a	really	big	problem,	and	it	doesn’t	just	
affect	one	person,”	said	Julie	Talbert,	Con-
tract	Manager	for	the	Heart	of	Texas	Work-
force	Board.	“It	may	affect	four	other	people	
who	rely	on	one	person	for	a	ride.”

Valley Regional Transit Resumes Shuttle 
to College of Western Idaho Campuses

After	debuting	its	Route	55	College	of	West-
ern	Idaho	(CWI)	Shuttle	in	late	November	
2012,	Valley	Regional	Transit	(VRT)	–	which	
serves	the	Nampa,	Idaho	region	–	resumed	
the	service	for	the	spring	semester	in	mid-
January.	The	route	links	the	Canyon	County	
Center,	the	Micron	Center	for	Professional	
Technical	Education	and	the	Aspen	Class-
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room	Building	with	the	main	CWI	campus	
in	Nampa.	While	the	route	is	geared	to	CWI	
students,	faculty	and	staff	–	who	can	obtain	
a	free	pass	for	the	service	at	the	college’s	
One	Stop	Student	Services	office,	it’s	open	to	
the	public.	

“Many	of	our	students	attend	classes	at	mul-
tiple	campus	locations,”	said	CWI	President	
Bert	Glandon.	“Providing	transportation	be-
tween	the	locations	supports	our	mission	to	
be	accessible	and	VRT	was	a	natural	partner	
in	providing	reliable	and	safe	means	for	the	
CWI	community.”

San Antonio Begins Primo BRT Service

On	Dec.	17,	2012,	San	Antonio’s	VIA	Metro-
politan	Transit	initiated	its	Primo	bus	rapid	
transit	(BRT),	the	city’s	first	high-capacity	
transit	route.	From	6:00	a.m.	to	6:00	p.m.,	
every	day,	Primo	buses	serve	the	seven	de-
signed	stops	between	the	South	Texas	Medi-
cal	Center	Transit	Center	and	the	Westside	
Multimodal	Transit	Center,	before	continu-
ing	on	a	loop	on	Commerce	and	Market	
streets	through	downtown	San	Antonio.	
Every	third	bus	on	the	corridor	bypasses	the	

Medical	Center	to	serve	the	University	of	
Texas	–	San	Antonio.	VIA	also	operates	the	
Medlink	Circulator	at	the	Medical	Center	
campus,	to	connect	Primo	stops	with	other	
medical	buildings	at	the	site.

Primo’s	articulated	buses	are	20	feet	longer	
than	the	rest	of	VIA’s	fixed-route	bus	fleet	
–	offering	greater	passenger	capacity	–	as	
well	as	improved	amenities,	such	as	level	
boarding,	WiFi	capability	and	bicycle	storage	
locations.	Investment	for	Primo’s	capital	up-
grades	was	provided	through	a	mix	of	federal,	
state	and	local	funds.	Like	many	similar	BRT	
systems,	Primo	features	advanced	fare	col-
lection	techniques,	traffic	signal	priority	and	
real-time	passenger	information	systems.	

“San	Antonio	finally	is	moving	quickly	toward	
a	balanced	transportation	network	that	gives	
people	choices	between	cars	and	public	tran-
sit,	and	between	suburban	living	and	life	in	
a	revitalized	central	city,”	said	Bexar	County	
Judge	Nelson	Wolff.	“It’s	a	step	forward	in	
public	transit.	A	major	step	forward.”

Bluefield Area Transit Begins New Transit 
Facility Construction

With	construction	underway	at	a	former	
Eagle	Truck	Lines	facility	off	Interstate	77	
in	Mercer	County,	W.Va.,	Bluefield	Area	
Transit	–	which	serves	Bluefield	and	Mercer	
County	–	is	not	only	moving	closer	to	moving	
into	its	new	administration	and	maintenance	
location	that	can	accommodate	its	growing	
service	levels,	but	could	also	serve	as	a	cata-
lyst	for	development	on	the	larger	33-acre	
site,	which	is	owned	by	the	city	of	Bluefield.	
Much	of	the	infrastructure	necessary	for	the	
system’s	maintenance	needs	was	already	con-
figured	by	the	previous	tenant,	although	new	
vehicle	wash	and	maintenance	equipment	
will	be	installed,	along	with	a	fueling	station.		
Five	new	administrative	offices	along	with	a	
35-person	capacity	training	room	will	also	be	
included	with	the	project.

Construction	on	the	$2.7	million	project	is	
expected	to	be	completed	by	this	fall,	and	is	
supported	by	investment	from	the	Federal	
Transit	Administration	and	the	West	Virginia	
Division	of	Public	Transit.	Bluefield	Area	
Transit	currently	operates	a	total	of	24	buses	
out	of	a	former	railroad	freight	depot	near	
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New Benefits for Members! 
Join Today!

Becoming a member of the Communi-
ty Transportation Association of Amer-
ica presents an ever-growing pool of 
benefits and services, including:

•	 New Certified Safety and Security 
Manager (CSSM) Training

•	 Access to the Insurance Store at 
CTAA

•	 The Latest Policy Analysis and an 
Effective Voice in Washington

•	 Technical Assistance Programs and 
Information Resources

•	 Discounted PASS Driver Training 
and Certification

Become a member of the Community 
Transportation Association today by 
contacting our Membership Director, 
Caryn Souza, at 202.294.6527 or 
souza@ctaa.org, or visit www.ctaa.
org/join.

the	city’s	historic	downtown.		The	city	of	
Bluefield	will	encourage	development	of	the	
larger	site	by	installing	new	roadways,	land-
scaping	and	old-fashioned	street	lights	simi-
lar	to	that	found	in	downtown.

“When	the	work	is	done,	this	entire	entrance	
area	will	look	a	lot	different,”	said	Bluefield	
Area	Transit	Director	Patrick	McKinney.	
“The	road	coming	into	the	facility	will	be	
tree-lined	and	it	will	be	lit	with	old	time	
street	lights	similar	to	the	ones	in	the	down-
town.	It	will	change	the	look	of	this	entire	
area.”

(For more information on Bluefield Area Transit, 
click	here to see the Transit Across West Vir-
ginia edition of DigitalCT – ed)

Bluefield Area Transit’s new administration and maintenance facility is under construction at this former Eagle Truck 
Lines site (above), which will also be redeveloped into a new business and retail district. Below, the system’s current 
facility in a former railroad freight depot.
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$6.99 US

$10 Canada

$6.99 US
$10 Canada

Intermodalism...
Economic Development...

Land Use and Values...

The only publication 
telling the real story of 

today’s passenger rail revival

 For subscription information 
contact Scott Bogren at 

bogren@ctaa.org

Sign up for our 
monthly FastMail for 
RAIL Enewsletter by 

emailing   
fastmailrail@ctaa.org

DigitalCT and Full Accessibility
As with everything we do at CTAA, we strive to ensure that our 
publications are fully accessible to everyone. In the production of 
this digital publication, we only employ widely used technology 
that comes standard with most computers. The pdf files we 
create are those most commonly used by readers of such files. 
That said, we know that we can always improve this publication’s 
accessibility and we’d like your help. We want everyone to be able 
to make best use of this digital magazine. If we can provide any of 
the articles or content in a different format, please let us know at 
cteditor@ctaa.org.
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An Exciting Member Benefit: Take Control of 
Your Insurance

The Insurance Store at CTAA offers a menu of  insurance and employee ben-
efits products and services available to CTAA members through leading insur-
ance professionals at Arthur J Gallagher Risk Management Services, Inc. and 
Gallagher Benefit Services, Inc., subsidiaries of  Arthur J. Gallagher & Co.

Through group buying power, CTAA members can obtain more comprehensive 
coverage, superior customer service, state-of-the-art risk management services 
and more competitive insurance pricing for their employees and their systems.

Take control of  your insurance; own it, don’t rent it.

Technical Assistance

How do you know if  you have the right amount of  insurance? The Insurance 
Store at CTAA can provide you tools to help evaluate your current program 
through a variety of  techniques including coverage analysis and comparison, 
loss analysis and forecasting.  Contact us now for a comprehensive confidential 
insurance review.

Risk Management Services

Our goal is to help you manage your overall cost of  risk, and obtaining insur-
ance coverage is only one part of  that. The Insurance Store at CTAA can sup-
port your objectives by managing the claims-handling process, by helping you 
identify major areas of  exposure, and by bringing you additional ways of  man-
aging risk. 

 Visit The Insurance Store at CTAA for Full Details

ABOUT US

Community Transportation Magazine is the voice of the Community 
Transportation Association, a national association dedicated to making 
mobility alternatives available to all Americans. The Association’s Board 
of Directors provides national leadership and direction for the Associa-

tion. The Board relies on the special expertise of its State and Tribal 
Delegate Council to assist in their important efforts.

OUR BOARD OF DIRECTORS:  Ann Gilbert, President; Barbara Cline, 
CCTM, Vice President; Moses Stites, CCTM, Treasurer; William Mc-
Donald, Secretary; Ann August; Charles Carr; Rochelle Cotey; Santo 
Grande, CCTM; Robert P. Koska; Dave Marsh; John McBeth; Elaine 
Wells; Fred Schmidt, PhD.; David White, CCTM and William Osborne. 
Ex-Officio Directors: Dan Dirks CCTM; Jo Ann Hutchinson, Reginald 
Knowlton, CCTM; Richard Doyle; Roland Mross.  

OUR STATE & TRIBAL DELEGATE COUNCIL: Alabama • Taylor 
Rider;  Alaska • John Kern, CCTM;  Arizona • Jeff Meilbeck;  Arkan-
sas • Betty Bradshaw;  California • Jeff Webster;  Colorado • Hank 
Braaksma, CCTM; Connecticut • Doug Holcomb; Delaware • Ken 
Bock, CCTM; Florida • Cathy Brown; Georgia • Barbara Hurst; Hawaii • 
George Reioux, CSSO; Idaho • Heather Wheeler; Illinois • Tom Zucker, 
CCTM;  Indiana • Rebecca Allen, CCTM, CTSR;  Iowa • Mark Little, 
CCTM; Kansas • R.E. (Tuck) Duncan; Kentucky • Beecher Hudson;  Loui-
siana • Donna Lavigne;  Maine • Jim Wood;  Maryland • Nancy Norris, 
CCTM;  Massachusetts • Jack Mastrangelo;  Michigan • Dan Wedge;  
Minnesota • Mike Ness;  Mississippi • John Johnson;   Missouri • Doro-
thy Yeager, CCTM;  Montana • Ron Wenger;  Nebraska • Kathi Schildt;  
Nevada  • Debbie Dauenhauer ;  New Hampshire • Van Chesnut;  New 
Jersey • Carol Norvis, CCTM; New Mexico • David Harris, AICP;  New 
York • Damon Mustaca, CCTM; North  Carolina • Randy Bass;  North 
Dakota • Linda Freeman, CCTM;  Ohio • Kristina Reider;  Oklahoma • 
Charla Sloan, CCTM;  Pennsylvania • William Peterson, CCTM;  Rhode 
Island • Doug Wood;  South Carolina • Lynnda Bassham;  South 
Dakota • Ronald Baumgart;  Tennessee • Chris Kleehammer;  Texas 
• Lyle Nelson;  Utah • Todd Beutler, CCTM;  Vermont • Jim Moulton;  
Virginia • Curtis Andrews;  Washington • Kelly Scalf;  West Virginia • 
David Bruffy;  Wisconsin • Greg Seubert. Tribal Delgates: Eastern Band 
of Cherokee Indians • Kathi Littlejohn; Navajo Nation • Lee Bigwater; 
Sitka Tribe of Alaska • Camille Ferguson
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