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NEW HORIZONS
b

Editor’s Note

forInto
Community
Transportation:
the Storm
Strategies for Changing Times

Ten years ago, we published an
edition of Community Transportation
Magazine focusing on the transportation needs of older Americans entitled, The Gathering Storm. In that
publication, we editorialized that the
gathering storm of senior citizens
would, in the future, change the way
we all think about community and
public transportation.

transportation; new planning methods;
new coordinated partnerships; and new
ways of serving our communities. Doing
b
what we’ve always done is not going to
cut it. To both serve the additional people
seeking transit services and continue
serving those we’ve always served, we’re
going to have to make some changes.

NEW HORIZONS

for Community Transportation:
Strategies for Changing Times

Well, we were correct — and that
gathering storm is no longer out there
on the horizon, it’s right here, right
now. What’s worse, the storm has arrived at precisely the worst possible
time. Demographics, health care trends and policies and the Great
Recession have swirled together, creating a tempest that threatens
the very survival of many a community and public transit agency.
Raised fares, service cuts, laid off workers and less mobile lives are
all strewn about in the wake of the arrived storm.

In today’s environment, a key to survival for community and public transportation is the continuum that begins with
affordability and builds to sustainability.

Anyone who’s been in severe weather knows the unpredictability
of such situations. When we wrote The Gathering Storm, we had no
idea how the extensive use of outpatient medicine for treatments we
never expected would be done outside either a hospital or a skilled
nursing facility would impact transit demand. This demand affects
all kinds of patients regardless of their ages. Our recent article on
dialysis transportation reflects how the expected challenges we plan
for can easily be over taken by events and new technologies.
What’s needed is nothing short of a new way to do this business we
call community transportation — new ways of providing affordable
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NEW HORIZONS
b

for Community Transportation:
Strategies for Changing Times
New Horizons Keys

VALUE — Determining the true cost of business.
PRICING — Lowering your cost to be competitive.
FINANCE — Finding more affordable ways to move your passengers.
NEGOTIATION — Winning through persuasion.
ACCOUNTABILITY — Building a recordkeeping and reporting process.
SKILLS — Focusing on quality service improvements.
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Transit leaders, managers and advocates must be able to logically
and systematically defend and explain both the cost and the outcome
of their mobility services, always with an emphasis on maximum
affordability. Without affordability, there is little chance for sustainability.
These are demanding and challenging times for any type of investments in the public sector. Traditional transit resources have been
severely impacted by the lingering effects of the economic crisis. In
this environment, community and public transportation must examine resource development from new perspectives. Again, affordability
concepts that include better management of available resources and
technologies are crucial.
These strategies included in this edition of DigitalCT are designed
to inspire hope and a renewed spirit of innovation. Many of those
profiled here aren’t just “thinking outside the box,” they’re “living
outside the box.”
That’s what our new program, New Horizons for Community Transportation: Strategies for Changing Times, is all about. Providing you
with the skills, ideas and finance tools to build more affordable local
transit solutions that lead transit providers to a more sustainable future. Like the predecessor Competitive Edge program, New Horizons
will help you better assess the costs of the transit service you provide
and arm you with practical business and negotiating skills. New Horizons will help you foster local partnerships that work, and finance
new, affordable additions to your transit options.
No doubt, change can be intimidating and uncomfortable. Yet a
failure to both acknowledge and embrace the change that’s right in
front of us — the storm — is a failure to our core values and to the
people we serve.
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EXPO 2013
Albuquerque, N.M.
June 2 – June 7, 2013
www.ctaa.org

This special edition of DigitalCT magazine is a product of the
National Resource Center for Human Service Transportation
Coordination (NRC), housed at the Community Transportation
Association of America. It is produced through a cooperative
agreement with the Federal Transit Administration, U.S. Department
of Transportation. Opinions expressed in the content of this
magazine are those of the authors, and do not reflect any official
statement or position of the Federal government.
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NovuS for DemaND reSpoNSe

Demand Response

Solutions

NOVUS gives you the tools to run your demand response
organization efficiently, productively, cost-effectively and securely from any location.
From call taking to scheduling to dispatching, NOVUS is easy to use and designed with your needs in mind.

NOVUS for Demand Response:
• Intuitive, web-based and easy-to-use system
• Powerful, yet simplistic automated
scheduling tools

• Create the perfect balance between customer
service and productivity levels that’s right for
your operation

• Scalable for any size transportation organization

• Accurate and meaningful statistics every time

• Provides secure access to remote offices,

• Coordinated service capabilities provide

organizations and employees

a tightly integrated end-to-end solution

For more info, please visit:

www.trapezegroup.com/novus
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Voices from the Community

Voices from the Community
An interactive way to hear directly from experts in the
community and public transit field
The NRC's Chris Zeilinger and Sheryl Gross-Glaser
CTAA has long been advocate for the virtues of coordination, cooperation, collaboration
and partnership in the community and public transit field. This discussion with the National Resource Center on Human Service Transportation Coordination's (NRC) Director
Chris Zeilinger and Coordination Specialist Sheryl Gross-Glaser focuses on Performance
Measures in coordination. How can we measure – both quantitatively and qualitatively –
the real impact of successful coordination endeavors. Here, we cover results, outcomes and
tangible benefits. To visit the Performance Measures webinars discussed in this podcast,
click here. For a list of United We Ride Coordination Ambassadors, click here. To the listen
to the discussion, click the microphone to the right.
National Roadeo Driver of the Year Ron Stewart
Community and public transportation drivers are the face of the transit industry. In this
podcast, Scott Bogren talks with Ron Stewart, a driver with the Baldwin Rural Area Transit
System in Robertsdale, Ala., and winner of the 2012 National Community Transportation
Roadeo’s Otis Reed Jr. Driver of the Year. Stewart discusses how competing in the roadeo
prepares him for his job, getting to know his passengers and the special care that must be
taken with seniors, people with disabilities and dialysis patients. To the listen to the interview, click the microphone to the right.
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The CT Podcast
The Community Transportation Podcast is a new information tool from
the Community Transportation Association of America. Take a listen as
CTAA Communications Director Scott Bogren discusses some facet of
community and public transportation with experts in the field. The CT
Podcast is a great way to learn about key issues, innovations, breaking
news and fresh approaches. You can access the CT Podcast in two ways:
1. The CT Podcast Blog Page
2. Subscribe to the CT Podcast on iTunes.
Here’s who has joined the Podcast this month:
Americans For Transit’s Andrew Austin
Just two weeks young, Americans For Transit (A4T) is dedicated to organizing and mobilizing transit riders.
Reconnecting America’s Sasha Forbes
Two weeks ago, Reconnecting America released an excellent report, Putting Transit to Work in Main Street America: How Smaller Cities and Rural
Places are Using Transit.
Treasure Valley Transit’s Terri Lindenberg
CTAA’s 2012 Rural Community Transportation System of the Year is Treasure Valley Transit, an 8-county transit system serving Southwest Idaho
Jarrett Walker, Author, Human Transit
Jarrett Walker, author of the book, Human Transit, as well as the Human
Transit blog.
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Transportation Lending Services
Financing

Transportation Facilities
& Multimodal Centers
A special loan
fund to develop
transportation
facilities and
multi-modal
centers to improve
community
mobility and
enhance economic
development
PLANNING &
TECHNICAL
ASSISTANCE
AVAILABLE

www.ctaa.org

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

Financing available with negotiable
terms and low interest rates.

CDTLS is dedicated to improving mobility opportunities and
enhancing economic development
through community transportation.

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

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

CONTENTS

Eligible Applicants: Private companies, non-profit organizations,
and state or local governments
supporting community transportation 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:

EQUAL OPPORTUNITY LENDER

T R AN SP OR TAT I ON FAC I LITIE S & M U LTI- M O DA L C ENTE R S

Community Development
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The perfect compliment to Digital CT is our bi-weekly ENewsletter, CT Fast Mail. Delivering 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 updates in
the industry.
And it’s free to sign-up! Simply send an email to fastmail@ctaa.
org and you’ll be connected with the next issue of CT Fast
Mail. In the meantime, view the latest edition at www.ctaa.org.
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Profiles in Collaboration

Starting From Collaboration:
Inter-County Coordination in Northeastern North Carolina
By Rich Sampson
The finger-like peninsulas carved-out by
inlets and branches of the Albemarle Sound
in Northeastern North Carolina – not far
from where the Wright Brothers launched
their historic flight in Kitty Hawk – have long
supported a vibrant agricultural region. The
area – one of the oldest settled regions on
the East Coast – has long considered itself a
collection of people who were, and are, in it
together. Accordingly, the notions of boundaries and jurisdictions mattered less than the
work that could be accomplished in tandem.
It’s not surprising, therefore, that the InterCounty Public Transportation Authority
(ICPTA) has evolved over more than 30 years
with a similar ethos: providing high-quality
transportation in the five-county Albemarle
region.
From Health Care Origins
In 1978, a group of local leaders in four
counties surrounding the Albemarle Sound
– Camden, Chowan, Pasquotank and Perquimans – came together in the hopes of
connecting residents in their respective
communities with health care services. That
effort became the ICPTA, which launched

www.ctaa.org
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The ICPTA provides demand-response service over a five-county region in Northeastern North Carolina.

service that year as part of Albemarle Regional Health Services (ARHS) with only a
couple vehicles, providing demand-response
service across the four-county area. From its
inception, locally, the notion that constructing a service any differently – or that county
boundaries marked any formal barrier to
mobility – was counter-intuitive. After all,
agricultural supplies and output moved between communities, counties and states with

Previous Page

great ease. Why should people be treated any
differently?
“Most of our local elected officials at the
time came from an agricultural background,”
says Herb Mullen, CCTM, Director of Transportation for the ICPTA. “These leaders
realized the cost savings of creating regional
solutions.”
Within its first year, the system had added
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Camden, Chowan, Currituck, Pasquotank and Perquimans counties abut the Abermarle Sound and are all served by the ICPTA.

another four vehicles, and was broadening
its mission to include access to employment,
community services, shopping, recreation
and more extensive medical transportation
locations. Currituck County joined the network in 1986 to further expand the system’s
reach. Today, the ICPTA encompasses a
29-vehicle fleet with more than 40 full- and
part-time employees, and carried more than
100,000 passengers in its 2011 fiscal year.
Anyone can ride anywhere in the five-county
area for $3. Meanwhile, its demand-response
operations have been augmented by contracted service for local and regional service
programs, medical trips outside of the fivecounty region, same-day service in Elizabeth
City as well as subscription and commuter
travel. Inasmuch as the system’s structure

www.ctaa.org

CONTENTS

has grown to reflect new needs and opportunities, its still finds its foundations in the
regional mindset that marked its inception.
“It’s a view of one or more entities providing seamless transportation services, not
divided by geographic or governmental barriers,” says Mullen.
Diversifying Investment
For an operation that focusing on offering
a range of services across a multi-county region, the ICPTA benefits from a diverse and
robust streams of investments from a variety
of sources. The North Carolina Department
of Transportation (NCDOT) contributes
resources from a trio of transit investment
programs: its Elderly and Disadvantaged

Previous Page

Transportation Assistance Program (EDTAP),
Rural General Public Program (RGP) and
Environmental Management Plan (EMP).
Likewise, the system receives investment
through three federally-supported programs:
the Federal Transit Administration’s 5310,
5311 and Job Access and Reverse Commute
(JARC) programs, along with the Home and
Community Care Block Grant (HCCBG)
through the Department of Housing and Urban Development (HUD). At the local level,
the five county governments provide funding
through their respective Medicaid programs
as well as general fund revenues and specific
contracted service. Moreover, Monarch – a
local, non-profit mental health program –
and Skills, Inc., a developmental workshop,
also deliver revenue tailored to the system in
exchange for service for their customers.
In all, it’s a multi-faceted approach to realizing investment that’s consistent with the
agency’s cross-cutting service framework,
built on a healthy blend of medical, employment, school, social and shopping trips.
According to Mullen, it has not only allowed
ICPTA to expand service options for riders,
but also make the organization less dependent on individual investment streams. That
fiscal flexibility allows the system to avoid
service cutbacks as various jurisdictions and
funding programs encounter strict budget
decisions by changing political leadership.
“By diversifying our funding sources, we’ve
been able to keep our focus on where it
needs to be: increasing mobility options for
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Profiles in Collaboration
regional trips,” says Mullen. “Combined resources allow for more efficient and effective
use of capital resources.”
A Model for Regionalism
Moving forward, the ICPTA is focusing
on integrating new technology – such as
scheduling and dispatch software through
RouteMatch, automatic vehicle location terminals from Mentor Engineering and Seon’s
surveillance cameras – leaders and officials
at the state level are considering how the
system’s model might help improve mobility
elsewhere in North Carolina. In its 2011 legislative session, the North Carolina General
Assembly passed a mandate for the NCDOT
to “study the feasibility and appropriateness
of developing regional transit systems.” The
motivation for the measure is the success of
systems such as the ICPTA.
Interestingly, while other regional transit
networks might be fostered by implementing a model similar to the ICPTA’s, one of
the systems that started it all is concerned
that any forthcoming policy guidelines not
stifle the sort of innovation and collaboration
that has make the network a success from its
beginnings.
“It is our hope that forth coming legislation
and funding will enhance not hinder future
mobility options to our service area.”
A Tradition of Collaboration
From its earliest days a pioneering settle-
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ment in colonial America, the Albemarle
region has succeeded by developing partnerships that produce results. The experience of
the ICPTA’s three decades of leadership and
innovation as a regional mobility provider
speak to the validity of the region’s identity.
By gradually incorporating a diverse set of
constituencies, destinations and investment
sources, transportation options in Northeastern North Carolina – and beyond – have
never been stronger.

each other and our transit system. These
relationships offer stability and unity for the
entire region and encourage us to work with
multiple counties and regional partners.
Without their support and leadership none of
what we do would be possible.”

“The success of ICPTA’s regional structure
can be directly attributed to the positive partnerships our local elected officials share with

Previous Page
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Profiles in Cooperation

Practicality Over Formality:
Making Collaboration a Reality on Michigan’s Upper Peninsula
By Rich Sampson
Along the southern shores of Lake Superior – as part of Michigan’s Upper Peninsula
– rests the small city of Munising, and a
transit system that prides itself on exceeding
the attitudinal and administrative barriers
that inhibit true collaboration and coordination elsewhere. ALTRAN – or Alger County
Transit, which serves both within and beyond its namesake county where Munising is
located – is guided by the spirit that defines
much of those who live and work in the Upper Peninsula, or the U.P. to locals: a cando approach that focuses on solutions first
and eschews rigid formalities. That’s why
it’s not uncommon to find ALTRAN vehicles
dropping off auto parts to repair shops on
a deadhead return trip, or shuttling local
library books between local branches on an
ALTRAN bus.
ALTRAN’s serves the mobility needs of
Alger County with demand-response service
six days a week, between 6:00 a.m. and 6:00
p.m. on weekdays, and limited service on
weekends. However, it’s hardly unusual to
find ALTRAN vehicles making informal trips
far beyond the system’s published operating
hours, which Executive Director Rochelle
Cotey attributes to the system’s drivers,

www.ctaa.org
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who are trained in the PASS program, who
volunteer their time to connect passengers
with hard-to-schedule rides. Since 1982,
ALTRAN has found this work – providing
mobility to Alger County residents – to be
the foundational mission of its operation.
Indeed, more than a quarter of the county’s
9,200 residents are transported by the system each year, a market penetration few
transit systems can rival.
Partnering Across Boundaries
ALTRAN has found new and different
ways to serve Alger County better by providing connections elsewhere in the U.P., and
does so through innovative and unconventional partnerships and service models. To
that end, the most significant development
occurred in 1988, when the transit providers operating in the 15-county U.P. region
signed a simple, one-page agreement that
allowed them to provide service across each
other’s borders. That simple structure of
regional connectivity – which received the
go-ahead from the Michigan Department of
Transportation – allowed ALTRAN to provide
connections outside Alger County’s boundaries, and in particular, to the Marquette
General Hospital located in the neighboring
county of the same name as the hospital.
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With the cross-county service agreement
in place, ALTRAN’s leadership cultivated a
partnership with Marquette General Health
System – which oversees the hospital, the
largest medical center in the U.P. – to pro-
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vide operating support for trips from Alger
County to the facility. Today, ALTRAN provides three daily roundtrips from Munising
to Marquette General, occasionally picking
up passengers in Marquette County while en
route. Cotey points to the agreement as the
lynchpin in making the service possible.
“We benefit from working together,” says
Cotey, who notes that ALTRAN will often
share vehicles with Marquette County’s transit authority, Marq-Tran when either system
needs a spare vehicle due to maintenance.
“It’s a win-win for everybody: we all provide
better service, and it’s more cost-effective at
the same time.”
That same mindset that has allowed the
medical transportation service to flourish has
fostered similar partnerships with private,
non-profit and public sector entities. A case
in point is ALTRAN’s informal relationships
with auto repair shops and mechanics along
Route 28, the main thoroughfare for the
hour-long trip between Munising and Marquette. Since the system usually takes people
to appointments at Marquette General in
the morning and then returns to bring them
home in the late afternoon, vehicles were
usually deadheading on the return trip in the
morning. With the system’s ability to easily
procure parts and supplies for its transit operation, it reached out to garages and dealerships on the route and offered to deliver any
supplies and parts they needed while passing
by on their deadhead runs in exchange for a
small handling fee. Not only does the outside

www.ctaa.org
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revenue generate income – that can be used
as local share – to help support the service,
but it also generates goodwill among the local business community as a sign ALTRAN
is an involved and engaged presence in the
region. A similar arrangement has allowed
ALTRAN to serve as the de-facto bookmobile
for Alger County, transferring books between
the county’s public library in Munising and
community- and faith-based organizations
throughout the area.
“We’ve found that it’s much easier for local officials and the voters who elect them
to support our service when they hear from
local businesses and constituents that we’ve
had a role in making their lives easier,” explains Cotey.

vehicle picks them up. The passengers benefit from free parking and lower gas costs,
while the gas station finds a steady stream of
loyal customers, underscoring the system’s
practicality trumping formality. Cotey secured the free parking with the gas station
without the need for a formal contract.

Fresh Ways of Doing Business

Elsewhere, the agency also manages the
county’s senior service and emergency asThe expansive partnership model isn’t
sistance programs, as well as daily rides to
limited to just auto parts and library books,
but today encompasses a wide-ranging menu and from special education programs for
of programs and services carrying more than children ranging from 2 to 18, trips to local
cultural events and institutions and sum110,000 riders each year that further solidimertime. The public library pays an annual
fies ALTRAN’s role in the community and
fee to ATLRAN for free transportation for
region. In addition to regular daily service
people in the County who need rides to and
to medical appointments in Marquette, the
from the library. Frequently, ALTRAN is able
system also operates an employment transportation route to link Alger County workers to co-mingle its riders, with seniors sharing
the same vehicle as elementary school stuwith jobs across county lines. The service –
dents, and workers riding the same bus as
supported through investment through the
Job Access and Reverse Commute program – those heading to medical appointments. Like
connects between 16 and 24 riders with their crossing county lines, it’s one of the typical
barriers to coordination that ALTRAN is able
jobs each workday. Several riders park their
cars at a local gas station where an ALTRAN to bypass with relative ease. Cotey points to a
flexible approach to business for their abil-
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ity to innovate and respond to community
needs.
“We can’t put limitations on how we serve
people,” says Cotey. “We have to utilize innovative business models and think outside the
box in order to survive. But, ultimately, it’s
about helping people here achieve a quality
of life that works for them.”
A flexible approach, combined with the
leadership to take some risks and thinks differently about transit creates successful outcomes and sustainability. in the meantime,
Cotey and her colleagues at ALTRAN continue to seek out and establish new ways of
serving Alger County and the larger region.
Even though the system envisions its service
model as a demand-response provider, it is
moving forward with plans for a dedicated
transit center in downtown Munising that
will serve as a focal point for ALTRAN’s
operations in the city. The agency already
owns a cold storage – meaning non-heated
– facility next to their operations building
for storage of vehicles and parts. A section
is set aside for the City’s Public Works Department to store parts so they don’t have to
travel three miles to their facility daily, for
which ALTRAN does not charge. For years,
ALTRAN has developed a good working
relationship with the City of Munising, and
they have provided an annual appropriation
for ALTRAN’s operating to service the people
in the City. Its ongoing effort to remain an
active participant in the community. The
system also recently established a seasonal
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operation serving the nearby Grand Island
National Recreation Area, a part of the
Hiawatha National Forest, and collaborates
with the U.S. Forest Service and with the
Picture Rocks National Lakeshore in providing the service, as well as the Federal Transit
Administration’s Section 5320 Transit in
Parks Program, where funding was given
for the partnership with both the Forest and
Park Services.

to pick them up,” says Cotey. “But you can’t
be afraid of doing everything you can to find
more revenue to support your operations.
Our service goes a long way, and we have to
be as efficient and inventive as possible to be
there for our passengers.“

Doing What It Takes
When combined, ALTRANS’ myriad programs and services at once seem both wholly
consistent with the mission of most community and public transit systems – to meet
mobility needs, responsively and efficiently
– and entirely unconventional, as the agency
nimbly fosters mobility across many jurisdictional boundaries, comfortably shares rides
among diverse segments of the community
and incorporates unique methods of service
delivery. Cotey notes their brand of flexible
operations isn’t easy, requiring “several years
of good seed money to establish an efficient
program.”
But if a transportation provider is open
to new approaches, willing to take the risks
inherent in new partnerships and prepared to
spend the years – and sometimes decades –
to build a lasting presence for transit in their
communities, it can find new and unexpected ways to fill an even greater role.

Rochelle Cotey

“If we have a seat available, we’ll be there
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Profiles in Coordination

A Connected, Coordinated Corridor:
A High-Capacity Model of Transportation Coordination
By Rich Sampson
As a term of art, coordination in the community and public transit realm usually
refers to efforts to improve partnerships and
overcome barriers in the provision of human
service transportation options. Such collaborative partnerships are rarely considered
through the lens of higher capacity transit
service, the type provided through the joint
work of Community Transit and Everett
Transit on the Swift Bus Rapid Transit (BRT)
line between Everett and Shoreline, Wash.
BRT projects like Swift are often considered light-rail light systems, as they share
many of the same service hallmarks of rail
transit operations: dedicated infrastructure,
designated stations, high-tech vehicles. But
in many ways, the collaboration between
Community Transit and Everett Transit to
make Swift a reality includes elements often are associated with coordinated human
services transportation programs: regional
connectivity, customer service and accessibility, among other defining aspects.
Two Systems Serving Snohomish As One
Community Transit is the county-wide
transit provider in Snohomish County, locat-
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ed north of Seattle along the Puget Sound,
and hosts the third-largest population in the
state. Meanwhile, Everett – the largest city
in Snohomish County – has always benefited
from its own transit provider, dating back
to the Everett City Lines streetcars, which
originated in 1893. Today, that local service
is provided by Everett Transit. Its countywide counterpart – Community Transit – began operations in 1976, as the county’s other
communities sought similar levels of transit
access already enjoyed in Everett.
As demand rose in the late 1990s and
early 2000s for greater transit access along
the State Route 99 corridor that connected
downtown Everett with Lynnwood, Edmonds
and Shoreline, the two agencies sought to
improve options along the route that would
enhance mobility in both Everett and Snohomish County. Although rail transit options were considered as officials from both
systems engaged community leaders and
citizens to determine how such an improved
service would be structured, the effort ultimately settled on substantially upgrading the
bus service already provided by Community
Transit’s Route 100 line.
Working together to secure federal and
state investment – along with local support
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from Snohomish County and the City of
Everett – the $29 million project opened in
2009 and was dubbed Swift to distinguish it
from the extant operations of both systems.
The new BRT service lowered trip times over
the previous Route 100 through seven miles
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Swift utilizes dedicated station stops to deliniate a permanent
place for transit.

of transit-only lanes on State Route 99, and
other 10 miles where buses receive priority
at traffic signals, producing a 17-mile transit
line. It also offered enhanced trip frequency
– 10 minutes on weekdays and 20 minutes
on Saturdays – as well passenger amenities
through 12 dedicated station stops in each
direction, and higher-capacity via a fleet of
15, 62-foot articulated buses each capable of
holding up to 80 passengers per-trip.
“It’s a way of using buses and the infrastructure around them a little bit differently
than the traditional bus,” said Martin Munguia, a spokesman for Community Transit.
“We feel very proud about being innovative.”
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Connectivity Through A Card

quent, high-quality service.

From its outset, Swift was intended to
serve as an instrument of connectivity, not
just in Everett and Snohomish County,
but throughout the Puget Sound and Pacific Northwest regions. Every Swift station
includes connections to at least one other
route operated by either Community Transit
or Everett Transit. Sound Transit – Puget
Sound’s multi-county regional transit entity
– offers connects to its Express bus routes
at five Swift stations in Everett, while King
County Metro Transit operates seven different bus lines into Swift’s southern terminus at the Aurora Village Transit Center in
Shoreline.

“It’s really an important transportation
hub for the county,” says Everett Mayor Ray
Stephanson.

But the crown jewel of connectivity is Everett Station, the multi-modal transportation
center opened in 2002 in downtown Everett that connects Swift riders with Amtrak’s
Cascades and Empire Builder trains serving
destinations including Vancouver, British Columbia, Chicago, Ill., Seattle, and Oregon’s
population centers of Portland, Salem and
Eugene. Moreover, Sound Transit operates
Sounder commuter rail south to Seattle on
weekdays and Greyhound and Northwestern
Trailways provide regional and national intercity bus service. At the same time, Island
Transit provides service from Everett Station
to Island County while Skagit Transit does
the same to its namesake county. In all, that’s
eight different transportation providers delivering connections in Everett, directly feeding
riders from a bevy of origins to Swift’s fre-
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Easier still is how those passengers pay for
their trips: the ORCA card. The multi-system
fare card’s mission is contained in its name,
One Regional Card for All (ORCA, also a
nod to the distinctive species of whale often
found in the Puget Sound). All Swift buses
accept the ORCA card, as do Community
Transit, Everett Transit, King County Metro
and Sound Transit – including local rail
transit services such as Sounder – along with
the Washington State Ferry system. The card
stores the value added by riders using cash or
credit through online, phone and mail sources and service offices, vending machines and
retail locations. ORCA also automatically
includes a free two-hour transfer window
between bus routes.
ORCA Cards provide a single fare media for several transit
providers in the Puget Sound region, including Swift BRT.
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Profiles in Coordination
Minn., the Swift fleet includes 3 doors per
bus for quicker loading and unloading, wider
seats and aisles, bicycle racks and a passive
restraint system for passengers in wheelchairs and similar mobility devices.
Ramps at the front door easily deploy to
allow access to the vehicle from Swift’s lowlevel station platforms. The buses’ designated wheelchair positions allow passengers
to automatically set their mobility device into
the securement area without assistance from
the driver, providing those riders with more
control over their own safety and reducing
delays in travel times for all travelers.

Swift stations feature low-platform boarding for ease of access.

“It’s really the most cost-effective way and
you don’t have to worry about cash,” Everett
Transit Director Tom Hingson said about the
ORCA card.
Swift Means Greater Accessibility
Not only did the introduction of Swift BRT
service improve frequency and trip times on
the route between Everett and Shoreline, but
the upgraded BRT vehicle technology also
enhanced riders’ ability to more easy access
the buses. Built by New Flyer in St. Cloud,
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“This fast, frequent service on this busy
corridor has changed
peoples’ bus riding
habits,” says Community Transit CEO Joyce
Eleanor. “We are excited
that more people have
access to Swift.”

ultimate operation that improved connectivity, enhanced ease-of-use and focused on
greater accessibility for all riders. Those are
foundational elements of coordination that
are just as true whether the service is a highcapacity BRT route or a demand-response
van service in a rural area.
“What we’ve been able to do with Swift is
to show that good planning and good partnership can bring major improvements to
our transportation system quickly and affordably,” says Community Transit’s Joyce Eleanor.
Everett Station (below) not only hosts Swift BRT buses, but
intercity and commuter rail, intercity and regional bus carriers
and a plethora of local bus systems.

Collaboration in Action
Today, more than
3,500 riders access
the 17-mile Swift BRT
service each day. The
project’s current success was made possible
through a committed
partnership between
two transit providers,
and fostered through an
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Social Media for Transit
Engaging New Communications Techniques
Community engagement – in a variety of
methods – is key to successful community
integration. Social media is a cost-effective
way to enhance a transit system’s engagement
activities and is another form of connectivity.
This report is excerpted from TCRP Synthesis
Report 99 – Uses of Social Media in Public
Transportation
By Susan Bregman
Social media provide transit agencies with
an unparalleled opportunity to connect with
their customers. These connections may take
many forms, but they all can help agencies
personalize what can otherwise appear like
a faceless bureaucracy. “Social media,” also
called social networking or Web 2.0, refers
to a group of web-based applications that
encourage users to interact with one another.
Examples include blogs, social and professional networking sites such as Facebook and
LinkedIn, micro-blogging site Twitter, mediasharing sites such as YouTube and Flickr,
and location-based sites such as Foursquare.
Transit agencies have begun to adopt these
networking tools, and their reasons for doing
so typically fall into five broad categories.
• Timely updates — Social media enable
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agencies to share real-time service information and weather advisories with their riders.
• Public information — Many transit organizations use social media to provide the
public with information about services, fares,
and long-range planning projects.
• Citizen engagement — Transportation
organizations are taking advantage of the
interactive aspects of social media to connect
with their customers in an informal way.
• Employee recognition — Social networking can be an effective tool for recognizing
current workers and recruiting new employees.
• Entertainment — Lastly, social media
can be fun. Agencies often use social media
to display a personal touch and to entertain
their riders through songs, videos, and contests.
This synthesis explores the use of social
media among transit agencies and documents successful practices in the United
States and Canada. Information was gathered through a literature review, an online
survey, and case examples. Because the field
of social media is still evolving, the literature review featured information from on-
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line sources, including blog posts, websites,
conference presentations, and electronic
journals and publications covering technology and governance. Thirty-nine transportation providers in the United States and
Canada were invited to participate in an
online survey. Only transit organizations
known to use one or more social media plat-
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Social media for Transit
forms were asked to participate. Responses
were received from 34 transit operators in
the United States and Canada and one U.S.
transportation management association,
for a response rate of 90%. Based on survey
results, six case examples were developed to
describe innovative and successful practices
in more detail. Case example interviews were
conducted by telephone.

videos, and user-generated content has created accessibility challenges.

Despite the stated advantages to using social networking, industry experts and survey
respondents identified a series of barriers
and concerns, including the following:

• Archiving and records retention — Industry analysts believe it is only a matter of time
before social media posts become subject to
the same record-keeping and disclosure rules
that apply to e-mail and paper records.

• Resource requirements — Although setting up social media sites is generally free,
web pages require ongoing maintenance and
monitoring. Agencies responding to the survey said that staff availability was the greatest
barrier to adopting social media.
• Managing employee access — As the line
between personal and professional lives continues to soften, public- and private-sector
organizations are taking actions to address
employee use of social media.
• Responding to online criticism — Survey
respondents expressed concern that social
media would expose them to criticism from
frustrated riders and disgruntled employees.
• Accessibility — Internet accessibility for
people with disabilities has improved substantially over the past few years, but social
media applications have not completely
caught up. The heavy reliance on graphics,
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• Security — Information technology
professionals and Internet security experts
are increasingly concerned that social media
can increase an organization’s exposure to
a range of cyber threats, from spam to malware.

• User privacy — Although public agencies generally have privacy policies governing
collection and use of personal information
on their own websites, social media sites on
third-party platforms are typically governed
by the privacy policy of the application.
• Changing social media landscape — Expert opinions about the future of social media vary, but all agree that interactive media
are here to stay. The challenge for transit
organizations is to keep track of changes in
this dynamic environment and to adapt accordingly.
Summary: Uses of Social Media in Public
Transportation
Although the practice is not universal,
many public agencies have adopted social
media policies to provide guidance for addressing some or all of these issues. Among
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the agencies responding to the survey, 27%
had a social media policy, while more than
half (58%) had one in development.
Surveyed agencies identified resource requirements as a particular concern. To gain
a better understanding of resource requirements, agency responses were analyzed
based on operating setting (large urban versus small urban/rural). As might be expected,
large urban agencies devoted more staff resources to social media than those operating
in smaller environments. More than half of
the large urban agencies responding to this
question allocated at least 40 hours, or the
equivalent of one week per month, to social
media activities; 23% reported an investment
of more than 80 hours per month. Small
agencies generally devoted less staff time to
social media and the vast majority (86%) reported a commitment of 40 hours per month
or fewer.
Surveyed agencies offered a wealth of advice and lessons learned through the online
survey and the follow-up case examples. Key
lessons are summarized here.
• Keep social media in perspective — For
many agencies, social media users are believed to represent only a small segment of
the rider population. Although this market
is likely to grow in the future, agencies still
stressed the importance of integrating social
media with more traditional forms of rider
communication.
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• Consider the organizational impacts —
Several agencies emphasized the importance
of obtaining the necessary internal approvals before implementing social media campaigns.
• Identify the real costs — While social
media applications are generally free, or
require minimal investment, the long-term
costs of maintaining the sites can be substantial in terms of staff requirements.
• Find the right voice — The language of
social media tends to be informal and conversational. Agencies recommended avoiding
jargon, using humor if possible, and generally sounding like a person instead of an
agency. Although everyone makes mistakes,
agencies also emphasized the importance of
acknowledging errors and taking responsibility.
• Listen, listen, listen — Social media can
provide agencies with unfiltered customer
feedback. If they are willing to listen to their
riders, agencies can learn what they are doing right and what they are doing wrong.
• Respect the strengths of social media —
Social media are not simply a new channel
for traditional communications. The agencies using social media most successfully
tailored their messages to take advantage of
the unique strengths of each social medium
platform. Twitter, for example, can be best for
immediate communications, although blogs
may encourage more in-depth conversations.
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• Have fun — Posting entertaining content can remind customers about the people
behind the agency’s seemingly impenetrable
brick wall and help the organization build
stronger relationships with its community of
riders and stakeholders.
• Just get started — Agencies followed different paths to social media. Some agencies
used a measured approach, and others have
just jumped in. However, no matter how they
got there, agencies agreed that social media
were worth trying.
The synthesis study identified several gaps
in knowledge or areas for additional research. These are summarized here.
• Social media policy — Although industry
experts believe that having a social media
policy is critical, only one out of four transit
properties participating in the survey had
such guidance in place. Additional research
could help to identify elements of a social
media policy that are relevant to public transit agencies.
• Social media metrics — Most of the
surveyed agencies measured the effectiveness of their social media activities by using
built-in metrics, such as counting “friends”
or followers, and by using a third-party application such as Google Analytics. Although
these metrics can provide a good overview of
activity, they do not provide the information
agencies may need to better understand the
effectiveness of their social media activities.
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Additional research could provide transit
agencies with the tools for estimating the
costs and benefits of social media, perhaps
by including sample metrics or performance
indicators drawn from other industries.
• Internet security — Industry experts
consistently emphasized the vulnerability of
social media applications to security threats,
including viruses and malware. Additional
research could help determine whether
social media leave transit agencies especially
vulnerable to cyber-threats and, if so, recommend appropriate actions.
• Access for people with disabilities —
While federal agencies are required to conform to Section 508 accessibility guidelines
for their web applications, some analysts
argue that these rules do not apply to government use of privately owned social media
sites such as Twitter and Facebook. Additional research could help organizations identify
features to improve the accessibility of social
media sites and contribute to the debate
about how federal accessibility rules apply to
social media.
• Multicultural issues — The characteristics of social media users are not yet well
documented and questions remain about
whether social media platforms can bridge
the digital divide, or the perceived gap
between people who have access to information technology and those who do not.
Although not conclusive, research suggests
that social media attract users from multiple
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demographic categories. Further research
could provide more data on the demographics of social media users and help determine
whether public transportation agencies need
to take additional actions to ensure that all
riders can access online information and
social networking sites.
• Integration with other agency activities
— Despite the growth in mobile applications
and traveler and citizen information services,
only a few responding agencies reported integrating social media with these programs.
Additional research could quantify the
potential for better coordinating social media
with other platforms for providing agency
information.
• Revenue potential — Industry experts
anticipate growth in several areas, including
location-based technology and social-buying
services. Additional research could help identify revenue opportunities associated with
these applications.

Susan Bregman is a consultant with Oak
Square Resources, LLC in Brighton, Mass.
She authors an excellent blog – The Transit
Wire – and her Twitter handle is @TheTransitWire.

An Exciting Member Benefit: Take Control of
Your Insurance
The Insurance Store at CTAA offers a menu of insurance and employee benefits products and services available to CTAA members through leading insurance 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 insurance coverage is only one part of that. The Insurance Store at CTAA can support your objectives by managing the claims-handling process, by helping you
identify major areas of exposure, and by bringing you additional ways of managing risk.

Visit The Insurance Store at CTAA for Full Details
www.ctaa.org
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Elements of Successful Transit Campaigns

Six Things Most Successful Transit Campaigns
Have In Common
Good Jobs First and Americans for Transit
have developed and are disseminating a helpful publication entitled, Organizing Transit Riders: A How-To Manual (http://www.
goodjobsfirst.org/sites/default/files/docs/pdf/
transitmanual.pdf). One section of the publication covers the six common attributes that
these organizing campaigns share, which is
excerpted — with permission — below. In an
edition of DigitalCT dedicated to cooperation, collaborations and partnerships, building
relationships with customers, constituents and
communities is vital.
1. Organized Riders
History is clear (as you might guess from
the thrust of this manual): the people who
depend upon transit have the most powerful
and effective voices. As you will read in the
interviews and case studies here (http://www.
goodjobsfirst.org/sites/default/files/docs/pdf/
transitmanual.pdf) , riders talking to fellow
riders to identify key issues and work together for solutions is the heart of any successful campaign. It is also critical to building
enduring organizations of people who care
the most and will keep fighting the hardest.
Although it is clear from the history of ballot
initiatives that lots of people who mainly get
around by car will vote to tax themselves for
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transit (http://www.cfte.org/), they only do so
because they have been convinced that transit really matters to many members of their
community and to their regional economy.
And although it is also clear that pollsters
and targeted messaging can help win campaigns, that is only true because it is the
voices of organized riders being amplified.
2. An Institutional Base Sponsor
In developing this publication, we found a
fantastic rainbow of transit rider groups and
almost all of them were projects of nonprofit
groups with broader missions. The oldest such groups, profiled here (http://www.
goodjobsfirst.org/sites/default/files/docs/pdf/
transitmanual.pdf) in interviews, include the
Straphangers Campaign in New York, a project of NYPIRG (a student-led environmental
group) and the Bus Riders Union in Los
Angeles, a project of the Labor/Community
Strategy Center (which runs diverse socialjustice campaigns). The Transportation
Equity Network of the Gamaliel Foundation,
a faith-based CBO network, had the greatest
number of participating groups. We also had
participants from national groups as diverse
as Transit Riders for Public Transportation (a
network sponsored by environmental justice
organizations), the Partnership for Working
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Families and Jobs with Justice (two activist
labor/community networks), the Sierra Club
(the large environmental group), USAction
(whose state affiliates are often known as
Citizen Action), the Industrial Areas Foundation (the nation’s oldest faith-based CBO
network), PICO (another faith-based network)—even the International Workers of
the World or “Wobblies.” We also found rider
campaigns sponsored by stand-alone nonprofits whose main concerns include affordable housing, civil rights, disability rights,
consumer rights, and the environment.
Although there are a few groups founded
purely for transit rider advocacy, such as
Transit for Livable Communities in the Twin
Cities, they are the exception.
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3. Policy Research and Advocacy
Expertise
Almost every successful group or campaign
we’ve encountered has either in-house capacity or a coalition partner that can analyze
the intricacies of transportation funding
and bureaucracies. Public transportation is
not exactly rocket science, but with funding
coming from federal, state and local sources
—and sometimes from multiple programs
within a given level of government — coalitions do need to know the rules about money
and who controls it. Expertise can usually
be accessed from transit worker unions or
from groups such as universities or environmental organizations, or from Smart Growth
America or Transportation for America or
their state or local affiliates — the U.S. is
blessed with a lot of transportation wonks.
So if your coalition does not yet include such
skills, chances are you can find them quickly.
CTAA can also provide this type of assistance
— ed.
4. Employer Support
We are astonished that there is not yet a
national movement of employers demanding
better transit service. But in some successful campaigns, individual local employers or
groups such as local Chambers of Commerce
have played a good role, making public
endorsements and sometimes giving financial support. We gather that companies have
motives both pragmatic (traffic congestion
makes transit critical, or low-wage employ-
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ees can’t afford cars) and idealistic (taking
pride in being green). Because we think this
is such an under-realized area for building
support for transit, Good Jobs First is now
undertaking a project to develop a national
list of pro-transit employers, and to write
case studies on how some have effectively
organized themselves for transit. We expect
to complete it by the middle of 2012. CTAA’s
Joblinks program has developed an excellent collection of resources and tools to help
build employer support for transit. You can
access those tools here.
5. Passion and Creativity
In the interviews and case studies here,
you will read about mock funerals, civil
disobedience, civil rights lawsuits, Lenten
fish fries, gag fortune cookies, Abe Lincolns,
Halloween treats, student protests, phone
texting, prayer vigils—and lots of bus riding,
leafleting, door-knocking and phone banking.
Because transit is a public utility, a familiar
space, and such a vital lifeline for so many
people, it encourages bold, creative ways
of organizing. Making campaigns fun and
events memorable are, of course, staples of
successful community organizing. But because transit spans so many neighborhoods
and because constituent issues can be so varied, rider organizing offers a really big canvas
of possibilities.

transit unions like the Transport Workers
Union realize that not every rider loves their
bus driver or transit operator. As riders form
groups and build coalitions, they usually
build strong ties to transit worker unions—
and come to see insensitive transit agencies
and unresponsive elected officials as the real
problem. Another area where we think transit
organizing can be improved (besides among
employers) is among unions whose members
depend on transit (but do not work on it).
In most urban centers of the U.S. there are
many members of unions—SEIU, AFSCME,
AFT, UFCW, Unite Here and others—who
depend on transit, but they have never been
asked as a group to join rider campaigns! See
our Organizing Checklists chapter for ideas.

6. Community-Labor Solidarity
The Amalgamated Transit Union and other

Previous Page

24

Next Page

Fostering Public Sector Innovation

That Can-Do Attitude:
Fostering Entrepreneurship in the Public Sector
By Zachary Byrum
It is no secret that nonprofit organizations
in the public sector differ from private sector
companies in their ability to innovate. While
companies usually measure profit as their
bottom-line success and must hold themselves accountable for mistakes, non-profits
are typically service providers that use bench
marks and people as their motivation, which
can render them accountable for slow progress and errors. Such accountability may discourage nonprofits from entrepreneurship.
In today’s challenging public-sector environment, nonprofits must innovate to expedite
and improve their services by fostering an
environment that encourages entrepreneurship through its organizational structure. The
article, Stimulating Entrepreneurial Practices
in the Public Sector: The Roles of Organizational Characteristics, by Younhee Kim advocates nonprofits creating a work environment where employees and managers openly
engage one another to spark creativity. Fueled by an easily accessible team where ideas
are uninhibited by rigid rules and hierarchy,
nonprofits can increase their capability to
prepare for, and surmount, new challenges.
The typical bureaucratic organizational
hierarchy – where the top executives are
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inaccessible to the public and, often, employees – is an ineffective model for innovation. An employee trying to gather an executive audience for a new idea may encounter
administrative delays, [undermined] communications, and greater transaction costs.
Kim advocates that organizations should
flatten the hierarchy, bringing those who can
implement new ideas closer towards those
who may create new ideas. Not only does
this accelerate the pace at which ideas can
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be communicated to executives, but also
improves workplace mentality by fostering
closer relationships between manager and
employee.
To further spark ingenuity, Kim argues,
organizations should empower their employees by decreasing formalization and making
procedures more flexible. Formalization in
the form of regulations that provide stability and prevent unexpected consequences is
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necessary; however, employees should be allowed to branch out of their job descriptions
in moderate degrees. Such rigidity in objectives causes organizations to be defensive
and adopt rigid behavioral patterns. Pigeonholing employees to the same roles will not
only reduce risk-taking [and innovation] but
can discourage proactive propensities when
confronted with an unfamiliar challenge.
Flexibility is key for greater possibility of
adopting innovative and risk-taking opportunities as quickly as possible through structural and managerial changes. Managers, with
increased autonomy to make decisions for
projects to come to fruition, working closely
with empowered employees is one way to
increase flexibility and make the power structure less rigid.
One very useful step in inspiring creativity is through participatory decision making. When managers and employees with
different specializations come together to
tackle a problem, an eclectic mix of different minds is summoned, each with their
own perspective. According to Kim, diffusing
the power of decision making to all levels
of employees”can increase work satisfaction and encourage innovative approaches.
Managers should also promote incentives for
employees to reach new benchmarks. While
financial awards should be avoided, employment recognition and promotions, as well as
emotional rewards such as self-sacrifice and
self-satisfaction, could be offered for entrepreneurial ideas. Another way to encourage
team work while providing an emotional re-
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Innovation in the Public-Sector Synopsis/Sources

•

Public sector should be tolerant of failures from risky innovation for the sake of
competitiveness and unexpected change. Encourage your employees to go out
on a limb once in a while.

•

Eliminate structural and practical barriers to flexibility and prompt actions for innovation, providing tools and incentives for entrepreneurial projects, and developing an entrepreneurial climate.

•

Organizational structure should be more fluid than mechanic, allowing better
communication and cooperation between levels of power; power structure
should become flexible and less hierarchical.

•

Allowing more autonomy for workers and managers that extend past assigned
procedural duties promotes innovation.

•

Participatory decision making between employees and positions allows different perspectives to work together. Combining participation with specialization can result in the most qualified workers in certain areas coming together,
further increasing the likelihood of innovation

•

Incentives for entrepreneurship can be offered, however it would be best if they
were non-financial, such as recognition and promotion, due to public sector
constraints. Accountability is important to establish trust with the public and
political entities.

•

Perceived competition between organizations with similar goals can foster innovation.
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ward is to create perceived competition. Let
an organization engage in friendly competition with another organization, whether the
other is aware or not, to reach benchmarks
or overcome challenges quicker and more
efficiently. A job could become more fun and
“perceived competition would generate more
positive reactions towards entrepreneurship.”
These steps towards reorganization all work
towards a non-profit that can improve their
efficiency and scope in their service towards
the public.
This article is the first in a planned series
examining change in the public and nonprofit
arenas. Look for a forthcoming, regularly-updated Change bookshelf to be announced soon
at www.ctaa.org – ed.
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Understanding Professional Employer Organizations

The Four Oxen and the Lion:
Understanding Professional Employer Organizations
In an edition of DigitalCT focusing on creative alliances and change, the following
article provides information on how some
organizations have lowered their overhead by
working with a Professional Employer Organization.
By David Ellis
A Lion used to prowl about a field in which
four oxen dwelt. Many a time he tried to
attack them; but whenever he came near
they turned their tails to one another, so
that whichever way he approached them
he was met by the horns of one of them. At
last, however, they fell a-quarrelling among
themselves, and each went off to pasture
alone in a separate corner of the field. Then
the Lion attacked them one-by-one and soon
made an end of all four.
United we stand, divided we fall.
Could all the new 2014 regulations and
employer requirements be compared to
Aesop’s Lion. Are we all perceptive enough
to pull together and stay allied, learning the
best from the Oxen? All of our best efforts
to provide for our employees, while simple
in concept become complex in execution.
Regulations that seem appropriate to large
and complex organizations, also may apply
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to many of our operations, causing us to
allocate scarce human and capital resources
to meeting these worthwhile but complex
requirements.
Have the Oxen a contemporary equivalent?
Aren’t we in the coordination business,
haven’t we been working throughout the
years to maximize the effect of each resource
available to us? Aren’t we the “horns out”
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group? Is there another avenue for us to
travel that allows us to band together in
strength, meeting our needs and those of our
employee team members in a cost and effort
efficient manner?
A Professional Employer Organization
(PEO) is a single-source provider of
integrated services which enable business
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owners to cost-effectively outsource the
management of employee benefits, payroll,
workers’ compensation and other strategic
services. The PEO does this by hiring a
client company’s employees, thus becoming
their employer of record for tax purposes,
health benefit and workers’ compensation
insurance purposes. This practice is known
as co-employment. The PEO provides
professional resources across its member
base, including workers’ compensation risk
Mmnagement and claim management,
HR resources and support for individual
state unemployment compensation claim
processes and compliance with federal and
state employer regulations and statutes.
In a co-employment relationship, the PEO
becomes the employer of record for tax
purposes, filing paperwork under its own
identification numbers. The client company
continues to direct the employees’ day-to-day
activities. Some PEOs may charge a service
fee for taking over the human resources
and payroll functions of the client company,
while other PEOs do not charge a separate
management fee. This fee, if charged, is in
addition to the normal employee overhead
costs, such as the employer’s share of
FICA, Medicare, and unemployment
insurance withholding. The PEO also
will interface with governmental agencies
requesting employment related information
for the company’s employees, for example
Unemployment Wage Verifications and the
year-end issuance of W2s, completed and
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distributed to company employees by the
PEO.
The PEO, negotiating on behalf of its
members, entering into the insurance
market for coverage, purchases for a much
larger group, following the basic insurance
principle of spreading the risk over a large
number of individuals, is able to secure
a much more cost-efficient process for
many reasons. The larger the group, the
more actuarially credible, the larger the
geographic footprint of the group, and the
larger number individuals and companies
participating in the group all provide greater
flexibility for an underwriting insurance
company. Consequently, these cost benefits
generally only available to defined very large
employers, become available to all of the
member companies of the PEO.
Some PEOs have moved forward to meet
the 2014 requirements on behalf of their
members. When you explore the PEO
Option as a resource for your operation,
look not only to their capacity to assist
with the challenges that presently exist, but
inquire as to their future plans in assisting
members with meeting new and ever
changing requirements as we move forward
in a changing regulatory and statutory
environment.

Why A PEO Makes Sense

Enjoy Your Annual Workers’ Compensation
Renewal Process
Processing Quarterly Reports
Working Through Unsupported Worker’s
Compensation Claims
Finding Affordable Comprehensive
Employee Benefits

Web Resources

National Association of
Professional Employer Organizations Risk Partners, Inc. / PEO
Professional Employer Organizations:
What’s The Story by Michael H. Bolt
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New and Expanded Joblinks Resources
By Carolyn Jeskey
Joblinks recently announced a number of new
resources available to assist transportation providers and workforce professionals in providing
limited income earners and job seekers access
to work and training. These resources can help
build bridges between mobility providers and
workforce development to ensure job access
for those who need it most.
Free Training for Workforce Professionals
To effectively collaborate with partners in the
employment and job training arena, youre going to need specific skills.
Workforce Investment Boards (WIBs) and
Transportation: Getting People to Work
This dynamic, self-paced online training for
WIBs, their staff and partners helps local

workforce development leaders understand and
respond to employment transportation challenges in their region, as well as establish formal and informal partnerships with transportation providers to plan, fund, and implement
responsive solutions. The modules are also
linked to Employment Transportation Fundamentals (a guide to the fundamentals for employment transportation) for in-depth learning.
Employment Transportation Fundamentals
This guide explores the fundamentals of employment transportation, including its role in
the success of job seekers, low-income workers, and employers; how it is planned and
funded; and how workforce development professionals can contribute their perspectives
and knowledge to growing and sustaining job
access transportation. Included are links to
useful resources and strategies from around
the country.
Transportation Solutions: Strategies for
Employment-Related Mobility
This in-person training for workforce development agency directors and program managers
teaches low-cost strategies, on-the-ground solutions, tools, and promising practices that you
can apply in your agency to help job seekers
and low-income workers find transportation to
jobs and training. Contact joblinks@ctaa.org to
bring this training to your community.
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Sector Based Approaches to Meeting Workers’
Transportation Needs
Sector-based strategies that focus on specific
industries such as health care, manufacturing,
and service industry jobs, are gaining traction as a way to help low-wage earners and
job seekers improve their short- and long-term
employment opportunities. The transportation
access needs of workers within each sector is
as varied as their work requirements. Joblinks
recently completed a series of briefs focusing
on the issues and challenges of workers within
sectors most likely to provide employment opportunities for limited income earners (construction, health care, home health care, hotel,
manufacturing and retail). The briefs describe
collaborative efforts between transportation
and workforce to respond to the access needs
of individuals working in and training in each
sector.
Resources for Transit Providers
It all about partnering. Partnering with businesses, economic development agencies, community colleges and workforce development
organizations is essential for mobility providers
in developing responsive job access services.
Joblinks has assembled extensive information
on working with each key stakeholder. These
innovative responses my just encourage you to
go forth and partner!
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Voices from the Field:
The Ambassador Perspective
Since its inception, the National Resource
Center for Human Services Transportation Coordination has included, as a key component in
its technical assistance efforts, 10 regional coordination ambassadors charged with advancing cooperative, collaborative mobility strategies at the regional, state and local level. These
individuals — each with unique, advanced expertise and experience in the mobility field —
have facilitated numerous mobility solutions.
By working with leaders and individuals, the
NRC Ambassadors have proven themselves invaluable assets in connecting Americans across
the country with jobs, employment training,
health care, human and social services and so
much more.

1) Based on your experience, what types
of partnerships are the most essential/
conducive to coordination?
Ambassador Jeanne Erickson: Informal,
positive working relationships between public
and private/human services transportation
providers grease the wheels for effective partnerships.

In Region 8, Metropolitan Planning OrganizaIn an edition of DigitalCT devoted to best prac- tions and local government collaboration has
tices and tools in building innovative, commu- been very effective in
large- and small-urban
nity-based partnerships and collaborations, we
areas. A part of this
thought it best to go directly to those working
is the fact that Area
on these issues every day, across the nation.
Agencies on Aging are
Each Ambassador’s answers to our question reoften located in the
veals much about his or her areas of expertise,
MPO. Senior services
as well as the need for affordable, sustainable,
are often the key eleright-sized solutions tailored to each commument in coordinated
nity. For a complete directory of the NRC Amtransportation serbassadors, go here. For a fuller understanding
vices.
of the Ambassadors’ areas of expertise, each of
the Ambassadors’ individual website is linked
Ambassador Dan Dirks: Local transit has to
on their first response.
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be a major and involved player in coordination of transportation solutions. In
rural and small urban
areas this is just
about automatic because these transit
systems won’t survive
without cooperation and collaboration.
Ambassador Rex
Knowlton: Successful coordination efforts occur only when
strong partnerships
are in place. Often
the partnerships are
driven locally by a
passionate individual
(s) or agency (ies).
Ambassador Margi Ness: Local leaders
should be able to determine what is best for
their area and agencies need to be flexible
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and allow this control
whenever possible. If
state agencies don’t buy
into coordination, it is
very hard to get local
coordination started
and maintained.
Ambassador James
McLary: The partnerships that are most effective are those that coordinate services and
vehicles. They are few and far between, but
when they happen they are effective.
Ambassador Roland Mross: The most successful partnerships are those that involve the
key providers and consumers of transportation
services. The key ingredients remain strong
leadership, respect among the partners and
commitment to making things work, hopefully
through innovation
and creativity. Focus
on the customer remains the main goal.
While not always
universal, those partnerships with direct
elected official involvement tend to be
more successful.
Ambassador Barbara Singleton: Coordination works best when all partners stay focused
on improving the service for the customers.
All focus should remain on increasing the
availability and effectiveness of the transportation to consumers.
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2) Describe the key elements most common in successful coordination models.
Ambassador Erickson: Start with congenial
and engaged partners who trust each other if
at all possible. Begin by looking for the points
of agreement rather than those which separate the group members. No hidden agendas.
Bring out the issues once a level of comfort is
established.
Make sure the right people are there from the
beginning. Who are the right people? Those
who are needed to make good decisions is a
good definition.
Ambassador Dirks: Keep it simple and coordinate activities like bus washing, fuel purchasing and developing common operational
procedures among all the providers. Once
relationships are established and a history
develops attacking complex issues is more doable.
Ambassador Jo Ann Hutchinson:
•

Local leadership

•

Willingness to set
aside one’s own
interest to share
resources and think
outside the bus

•

Framework for
local dialogue

Ambassador McLary: Trust and openness.
Ambassador Mross: The key elements are
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leadership, trust among partners, willingness
to overcome barriers, and a clear focus on
serving customers. It is very important to find
positives in the community, examples of successful partnerships and examples of where
people work well together.
Ambassador Ness:
•

Willingness to try something new

•

Trust level high

•

Effective communication methods
established

•

Stakeholders willing to share resources

Ambassador
Singleton: All
partners being
honest and willing
to compromise for
the good of the
effort, and all are
willing to sacrifice
control in order to
improve services
for those that need a ride.
3) What challenges are most prevalent for
people attempting to improve coordination?
Ambassador Dirks: There are too many examples of great coordination efforts failing
after the person(s) leading the effort move
to a new job or challenge. You have to have a
champion at the staff level and at the policy
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level for coordination to succeed initially.  
However, that support needs to broaden
among each participating agency that will
benefit. There needs to be a key staff and
policy makers sold on the coordination efforts
from every partner and willing to dedicate
the necessary time.
Ambassador McLary: Turfism and the excuse
that we tried that and it didn’t work.
Ambassador Mross: I am often asked by local communities for examples or models of
successful coordination in other communities and while the experience over the past
six years can provide such examples, I find it
more productive to focus on what fits the local history, culture, political process and other
possible examples where other local partnering produced successful results.
Ambassador Ness:
The we’ve always done it like this attitude
Ambassador Singleton: Control issues are
still the biggest challenge.
Ambassador Beverly Ward: Lack of trust
often gets in the way, usually represented by
the argument that they don’t understand our
clients. Also, fear of losing scarce resources.
5) What Does Mobility Management Mean
to You?
Ambassador Erickson: Coordination of services is much easier with a mobility manager
in the mix. Having that person with the big
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picture in mind moves things along far more
quickly.
Ambassador Dirks: Coordination works best
when there is an active and participatory coordination committee composed of key staff
and policy makers to provide oversight and review activities. A mobility manager or ombudsperson being the public face of the group is
important to setting direction of coordination
and mobility management efforts.
Ambassador Hutchinson: Mobility management is the key to successful coordination. It
creates the opportunity to design customerdriven and desired modes for the delivery of
coordinated transportation.
Ambassador Knowlton: Mobility Management is a key component of effective coordination, but also is an important end point in
areas without effective coordination. As the
mobility management discipline continues
to develop, we need to evolve with it, including focusing on Mobility Management efforts
where coordination efforts aren’t the top priority.
Ambassador
McLary: Coordination is an important
piece of Mobility
Management and is
necessary for most
programs. The coordination piece allows
the sharing of trips
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and vehicles.
Ambassador Mross: Mobility management is
central to the coordination process. It is very
important that the mobility manager or mobility management process be removed from the
provider’s responsibility to focus on customer
needs.
Ambassador Ness: I think mobility management focuses on rider needs.
Ambassador
Ward: Collaboration and mobility
management best
intersect when
organizations and
individuals constantly seek to
expand their portfolios. This isn’t
just about expanding the fleet, but
expanding mobility options.
5) How can policy-makers better support
collaborative, innovative mobility partnerships?
Ambassador Erickson: Start with the individuals most involved such as the public
and human services transportation agencies.
Participate in the local or state coordination
council to some degree.
Take a look at the work that has already been
done in your community before deciding to
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start all over again. We don’t need more studies.
Ambassador Dirks: Having a policy makers
that have political pull, working in a bipartisan manner can make coordination efforts
much easier and have a more lasting effect.  

•

Alleviate regulatory barriers

Ambassador Ward: Policy-makers need to
understand that real-world issues require realworld solutions.

“We tried that and it didn’t work”

Ambassador Hutchinson: Technical assistance needs to be available to reinforce innovation strategies for coordination and mobility
management.

“We’ve always done it like this”

Ambassador Knowlton: all agencies that
touch transportation as part of any federal
funding need to come together to find common ground on mobility partnerships.
Ambassador McLary: In order for coordination to work, all agencies need buy-in to support regional and local programs.
Ambassador Mross: It may be time to move
away from the coordination process and focus
more on innovation. Vehicle loan programs,
car and ride sharing, use of vouchers on alternative transportation options, and the expansion of the volunteer driver network are examples. We may find more use of the existing
private vehicle, especially in small communities. Where possible, we need to support more
regionalization of mobility networks.

“They don’t understand our clients”

“Once relationships are established and a history develops attacking complex issues is more doable.”
-Ambassador Dan Dirks

All partners being honest and willing to compromise for the
good of the effort, and all are willing to sacrifice control in order to improve services for those that need a ride.

Ambassador Ness:

Ambassador Barbara Singleton,

•

Provide resources and investment

•

Allow greater flexibility in how service is
provided
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on the elements that define successful coordination partnerships
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to the trip.
“People say rural public transit doesn’t
work,” says Anna Grady, an employee at
NRG Systems, which manufactures wind
energy assessment equipment in Hinesburg,
a small community southeast of Burlington.
“But we’re joining many others to prove it’s
doable.”
Connecticut Expects Economic Boost
from Development around New Bus Line
Vermont Creates Rural Commuter Line
Vermont’s new 116 commuter bus line is
proving itself to be a big hit. Traveling on
Route 116, the bus line, which so far operates two buses, travels through four towns
carrying riders to-and-from Burlington. One
bus is operated by the Chittenden County
Transportation Authority and the other by
Addison County Transit Resources. Because
the agencies are on opposite ends of the
route, they are able to connect small-town
residents with jobs in the city, and vice versa.

The new CTfastrak is Connecticut’s transit hope for economic revitalization. After
three governors, more than a dozen years,
and $400 million of federal funds, the new
bus line is expected to transport thousands
of passengers from New Britain to Hartford.
Every three to six minutes (during peak
hours), the buses will arrive at one of 11
stations. The project will also contain a fivemile trail for pedestrians and cyclists. Furthermore, it will connect to over 110 miles of
transit routes.

Commuters appreciate taking a more ecofriendly option of transportation, relieving
themselves of higher gas and car expenses,
and having a bit more time to themselves;
the time spent not driving, for many commuters, is spent sleeping, reading, or letting
their minds wander on the bus as they gaze
at the scenic Vermont landscape.
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MV1 Launches in D.C.
Next month, Washington D.C. will begin
to see new MV1 vehicles on the road. The
MV1—Mobility Vehicle 1—is working to
share transit duties with vans that have been
converted for wheelchair access; the main
difference is that the MV1 undergoes no
conversion because it is the first vehicle designed specifically for wheelchairs. Designers
crafted it with shorter boarding times, safety,
and convenience in mind.
The MV1 features a shallow, pull-out ramp
with an anti-slip surface, as opposed to the
conventional lift. Though smaller for improved maneuverability in congestion, the
van can seat up to four passengers, a wide

The ridership has been high enough for the
bus line to contemplate adding larger buses

www.ctaa.org

Building the bus line will create an estimated
4,000 construction jobs. When service beings in 2014, significant economic development in areas through which the 9.4-mile
line travels is expected, especially in Hartford’s Parkville Station and downtown New
Britain. Governor Malloy regards the line,
in congruence with new railcars in southern
Connecticut, as the “way to turning the page
on years of neglect.”
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doorway, and a relatively spacious interior. Its
fuel economy has been improved as compared to other conversion vans. MetroAccess
will seek feedback from riders when service
begins next month.
New Bus Route Alleviates Shipyard
Traffic, Transports Workers
Workers causing traffic at a shipyard in Kittery, Maine now have a bus route to reduce
congestions. The project, called the Clipper
Connection, was started after Kittery residents complained to the Town Council about
shipyard traffic blocking roads and driveways.
The bus route will run through five towns in
Maine and New
Hampshire, from
7:00 a.m. to 3:00
p.m. The routes
will carry passengers from Dover
and Somersworth,
N.H., – the
former of which
hosts connections to Amtrak’s
Downeaster trains
between Portland and Boston
– and Berwick,
South Berwick
and Eliot, to the
shipyard.
Surveying the
shipyard worker’s
commuting hab-
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its, Deborah White, a public information
worker at the shipyard, found that 90 percent of the vehicles at daytime shift change
“have only one occupant and travel to Dover,
Somersworth, South Berwick and Eliot.”
Currently, there are two busses in service,
one that travels from Dover and one from
Somersworth onto Route 236; the Dover bus
only carries 12 passengers at the moment.
Little advertising for the service is what has
kept ridership low.
The Cooperative Alliance for Seacoast
Transportation (COAST) has been awaiting
a $640,000 grant from the Department of
Transportation, which is expected to fund
the Clipper Connection for three years. Ridership should be able to take care of funding
after the route gains more momentum. A trip
to any location costs $3 to any location, or
$120 for a month long pass. The monthly
pass comes with emergency rides home, as
well.
Nonprofit Helps Tulsa Seniors with
Transit Coupons
Ability Resources Inc., is helping seniors retain their independence through Tulsa Transit Lift coupons. Tulsa Transit Lift assists
seniors with getting to medical appointments
and errands. Ability Resources Inc.’s Transportation Assistance Program for Seniors,
or TAPS, provides vouchers for hundreds
of Tulsan seniors over 60. The vouchers do
not cover the entirety of the Lift’s cost, but
provides a predetermined amount of coupons
each month. The amount of money each
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adult receives ranges; some on dialysis can
even qualify for up to $90 because frequent
medical appointments. Last year 18,505 $3
coupons were distributed to 301 adults.
Mechelle Meeks, TAPS supervisor says
that “this is a way to supplement. It doesn’t
meet all their needs, but it helps them to get
around.”
Along with the TAPS service, Ability Resources Inc. also provides case management
for peer counseling, independent living skills
training, and equipment donation. They offer a nursing home transition program for
people who could live in the community but
are in a nursing home. Considering that the
cost of serving adults in a nursing home is
three times as much as the Ability’s offered
programs, TAPS is hailed as a large state
fund saver.
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Cost-Saving Taxis to be Implemented in
White Plains, N.Y.

New Benefits for Members! Join Today!

A new taxi program is being offered in White
Plains’ ParaTransit transportation program
for people with disabilities in Westchester
County. The current ParaTransit program
makes 220,000 van trips annually on average, and has 5,500 registered users. However it costs the county about $50 per trip.
The new taxi program will cost 8-10$ to the
county, is estimated to make 8,300 trips annually, and will save $300,000 a year. Both
the van and taxi cost $4 per trip for riders.

Becoming a member of the Community Transportation Association of
America presents an ever-growing pool of benefits and services, including:

Thus far, the taxis have been a success, with
520 riders since April 2. County Executive
Robert P. Astorino says, “this is an example
of how smart actions by government can
deliver better service at a lower cost.”

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.

•
•
•
•
•

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

As the program gains more ridership, the
county is looking to expand beyond White
Plains into northern Westchester.
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The only publication
telling the real story of
today’s passenger rail revival

ANNOUNCING

The Competitive Edge:

Making Community and Public Transit
the Best Alternative for Medical Transportation

$6.99 US
$10 Canada

Today there is never-before-seen complexity in the non-emergency medical transportation field. Limited
$6.99 US
$10 Canada

For subscription information
contact Scott Bogren at
bogren@ctaa.org

funding combined with growing patient loads has states seeking intermediaries that can control costs
through competition. Community and public transportation providers must become efficient, safe, costeffective and accountable to maintain these important medical transportation services. The Community
Transportation Association, in response to requests from its members, is introducing a new initiative this
fall —the Competitive Edge — which will give community and public transit providers the tools, resources
and benefits they need to make them central players in this new medical transportation environment. Here’s
what the Competitive Edge encompasses:

1

Sign up for our
monthly FastMail for
RAIL Enewsletter by
emailing
fastmailrail@ctaa.org

2

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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The Competitive Edge Training
CTAA has developed an all-new training course that combines and
emphasizes the following topics:
• Value: Determining the true cost of service
• Pricing: Lowering your costs to be competitive
• Negotiation: Winning through persuasion
• Accountability: Building a recordkeeping and reporting process
• Training: Focusing on the patient
Access to the Transit Industry’s Best Resources and Training
You don’t need to have all the answers, you need to have access to
them when you need them. Here’s how the Competitve Edge helps:
• Peers and Information Sharing: CTAA will put you in contact with
your industry peers, where you can learn from experience
• On-Line Library and Resource Holdings: The most timely resources, news and research, all housed on CTAA’s medical transportation website
• CTAA staff: Our professional staff are always available to offer
analysis and insight
• Important training and certification programs such as the Certified Safety and Security Manager, PASS Driver Certification, and
the soon-to-be released Medi-PASS Driver Certification.
Valuable CTAA Member Benefits
As part of the Competitive Edge initiative, the Association has
developed a cohesive set of benefits to ensure your operation is
efficient and cost-effective:
• The Insurance Store: Through an exclusive agreement with Arthur
J. Gallagher Insurance, members can access the best coverage at
the lowest price
• Energy Program: CTAA members pay less for fuel and energy with
our FleetCards program and other energy management initiatives

Please go to www.ctaa.org/competitiveedge to learn how you can bring the Competitive Edge to your state. As
always, CTAA training staff are available to help tailor this new program to your precise needs. Please call Charles
Dickson at 202.247.8356 or email dickson@ctaa.org for all the details on this unique opportunity!
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