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From the Editors

Critical Communications

Click anywhere on the above image to view Editor-in-Chief Scott Bogren and Editor Rich Sampson’s
welcome to this edition of DigitalCT magazine.
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New on the CTPodcast

Winter 2015

Every month, the CTPodcast is home to a collection of thought-provoking, insightful discussion on key community and public transportation topics To subscribe to the CTPodcast, go to
http://ctpodcast.blogspot.com/ or search “The CTPodcast” in iTunes. Click on the microphone
beside each entry to listen.

The C
the C
CTAA
com
Podc
news

Finding the Zen Zone in San Francisco Transit: A Bus Driver’s
Perspective
In this edition of the CTPodcast, Driver Doug — trolley bus operator
and author — discusses his book, Finding Zen in San Francisco Transit: A Bus Driver’s Perspective. With 17 years of experience, Driver
Doug shares what it means to be, “packed, stacked and racked” during the morning and evening commutes, and the importance of finding each route’s “zen zone.” Also, he covers what it takes to be his
passenger of the day, the “invisible karmic ledger” and offers some
practical advise to transit system management and planners on how
to make everyone’s trips just a little easier. If you enjoy this podcast, I
think you’ll really like his book.
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AARP Public Policy Institute Policy Advisors Wendy Fox-Grage
and Jana Lynot
AARP recently published an important new resource entitled, Expanding Specialized Transportation: New Opportunities under the
Affordable Care Act. Here, the report’s authors — Wendy Fox-Grage
and Jana Lynott — discuss what they learned in the year’s worth of
writing and research on the report, as well as some vital takeaways
for community and public transportation operators, leaders and
advocates. The podcast covers promising practices and how these
new opportunities shape the future of what’s come to be known as
coordinated transportation. If you’d like to cut through the rhetoric
and better understand the real import of the Affordable Care Act for
community and public transit, this report and podcast are a great
place to start.
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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
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ASSISTANCE
AVAILABLE
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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
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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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From the Community

Winter 2015

There was a time in the not-too-distant past when many in the
community and public transportation field might have gasped at
being called infrastructure. Infrastructure, after all, was a term of
art reserved for public works programs like sewers and streets and
perhaps highways, roads and bridges. We — community and public
transit — are in the people business, or at least the business of moving people.
Indeed, community and public transportation is a people industry.
But a healthy dose of pragmatism, as well as an honest assessment of
what’s being said by elected officials around the country as the MAP21 reauthorization debate heats up, leads me to urge all community
and public transportation leaders and advocates to begin the type of
communications efforts that ensure that transit — in all of its forms
— is considered infrastructure. Good infrastructure makes a community a better place to live. Community and public transportation
is a prime element in good infrastructure,
Strictly defined, infrastructure refers to foundational elements in
an unspecified system. For surface transportation, such elements
include the various modes that encompass our network: transit,
streets, highways, bridges, rail, etc., — the so-called built surface
transportation environment. Yet there are unique aspects of transit’s
infrastructure. Unlike some of the other components in our nation’s
surface transportation network, community and public transit infrastructure is more than bricks and mortar, asphalt and concrete. Our
infrastructure is our drivers and vehicles and routes, as well as the
facilities, stations, stops and technology that make up community
and public transit. We bring human capital into the infrastructure
equation.
Community and public transit systems are an important ingredient
in this surface transportation infrastructure mix. Transit systems reduce private automobile usage every day by millions of cars. Further,
these systems — both rural or urban — are often the mobility lifeline
for seniors, people with disabilities, low-income individuals and others who either cannot or do not have access to an automobile. From
health care to employment, community and public transportation operators facilitate outstanding economic and life-changing outcomes

By Scott Bogren
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From the Community

across the nation, every day.
One reason the surface transportation
infrastructure issue has gained so much
traction in Washington with elected officials
is its direct connection to jobs and the economy. From improving access to employment
opportunities to actually stimulating job
growth — adequately building the nation’s
surface transportation infrastructure will
have a clear, positive impact on the American
economy. Some of the hardest hit sectors
in the American workforce — the construction trades — are precisely those that benefit
most from infrastructure investment.
Don’t underestimate the importance of
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the infrastructure definition. In the past two
years, 12 states have tired of waiting for real
federal investment in surface transportation,
and have instead chosen to raise infrastructure funding themselves — through gas tax
and transportation fee increases, largely.
Another half dozen are contemplating similar action this year. Yet only half of these are
considering public transportation as a recipient. Here in Washington, early action in the
114th Congress indicates that there remain
a number of members who do not consider
transit a part of the nation’s vital transportation infrastructure.
As we move into a period where transit
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leaders and advocates are once again asked
to tell the truth about transit and share the
real benefits and impact of cost-effective
and efficient community and public transportation, we must keep the infrastructure
angle primary in our communications. As has
always been the case, the most successful
transit communications strategies are those
carefully tailored to the audience. In today’s
political climate, that tailoring demands that
community and public transit’s vital role as
infrastructure investment take a central role.
Remember: A community is defined by its
infrastructure. We are infrastructure.
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From the Community

Winter 2015

The Rebranding Strategy
In an effort to build — or rebuild — a community or public transportation system’s
image, many communications professionals
would prescribe a rebranding process. Rebranding is an entire and complete image
overhaul, often incorporating new names,
logos, mission and vision. Timing rebranding efforts is vital and must take into account
significant changes to a system’s operations,
rolling stock and service area.
Here, Central Arkansas Transit Authority
General Manager Jarod Varner discusses the
rebranding effort now underway at his system
in Little Rock, Arkansas.
DigitalCT: Tell us about the Central Arkansas Transit Authority, its service area,
its service modes, and its history.
Jarod Varner: CATA was created by an
interlocal agreement in 1986 and currently
serves the cities of Little Rock, North Little
Rock, Maumelle, Sherwood, Jacksonville and
the County of Pulaski. CATA directly operates 26 fixed routes, the 3.4 mile River Rail
streetcar and Links paratransit services. The
agency carries nearly 3 million passengers
annually system wide.
DigitalCT: CATA is undergoing a full rebranding, which is just one facet of the

www.ctaa.org
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MOVE Central Arkansas strategic plan.
Talk about this overall effort – why the
rebranding and how is the agency going
about it?
Jarod Varner: MOVE Central Arkansas is
a comprehensive strategic planning initiative intended to define the vision for the
Central Arkansas Transit Authority (CATA)
and develop a roadmap for CATA to invest in
future transit service. The primary goals of
the MOVE effort are to articulate an agency
vision to create a transit system and set of
services that makes riding transit easier and
more desirable for more people in the community and to develop an agency funding
strategy that allows CATA to grow and develop in response to community needs and
desires for transit service. The image of the
agency will be critical in our endeavor to secure dedicated funding which will determine
whether or not the MOVE Central Arkansas
recommendations are implemented.
CATA is at a turning point as an agency
and as a service. Generally speaking, CATA
has been level funded for several years. The
Board of Directors decided that in order to
garner support for increased transit investment a bold plan to greatly improve the
customer experience and elevate the agency
in the eyes of the community would be nec-

Previous Page

essary. We began by hiring a consulting team
of national and local firms with expertise in
developing service and capital investment
plans for similar transit systems. We decided
early on that we wanted to leverage the
public and stakeholder involvement process
needed to create an exciting service plan for
the benefit of improving the agency brand as
well. The streamlined process has allowed us
to move more quickly and at a considerable
cost savings.
DigitalCT: This summer, CATA will reemerge as the Rock Region Metropolitan
Transit Authority. What has gone into
this rebranding? What lessons have you
learned?
Jarod Varner: The rebranding effort has
been a key piece to an overall reimagining
of transit in Central Arkansas. The rebranding process built upon a recently completed
public relations study which had provided us
with a deep understanding of the public per-
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From the Community
ceptions surrounding the agency and our services. We began with several brainstorming
sessions with our team of consultants and
CATA staff. We developed potential agency
names, themes, and images that characterize our region. The concepts were developed
and presented to our project Coordinating
Committee, which consists of representatives
of local governments, large employers, chambers of commerce, and academic institutions. The Board of Directors and a broader
group of staff were then engaged. Input from
these key groups allowed us to further narrow our options. Two agency names and four
design concepts were then included in formal and informal focus groups with diverse
audiences. The consulting team tested each
agency name, logo design and color palette.
Information was then provided to the Board
of Directors, who were prepared to make a
tough and impactful decision. While it is still
early in the process to provide many “lessons
learned,” I can say that we verified the value
in receiving input from diverse audiences
and learned to seek conflicting opinions. We
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are excited about the impending change to
Rock Region METRO.
DigitalCT: We mention in this edition of
DigitalCT that timing in all communications efforts is critical. How has timing
impacted your overall rebranding effort?
Jarod Varner: We strategically sequenced
the timing of the rebranding to coincide with
the rollout of major projects and a potential
dedicated funding initiative. We will begin
operating as Rock Region METRO at the
same time that we will be rolling out fifteen
(15) new CNG buses. The buses will be the
first in our fleet to include our new, modern
paint scheme. If all goes according to plan,
we will also begin providing free Wi-Fi and a
real-time passenger information system when
the new brand is launched. Our intention is
that the new brand and improved customer
experience will show the community that
transit is a worthy investment.
DigitalCT: How vital is communications,

Previous Page

in all of its forms, in both your agency’s
success as well as in the current strategic
plan and rebranding that’s underway?
Jarod Varner: Increasing communications
with our riders, stakeholders, and elected
officials has been a major focus of CATA
over the past 18 months. We have always had
positive relationships within the community,
but our Board of Director’s desire to reinvent
the agency provided a reason and tremendous opportunity to get out in front on important projects and issues. We’ve used the
development of MOVE to meet with as many
community groups, stakeholders, and elected
officials as possible. We feel that showing up
is half the battle and we are meeting with
as many groups face-to-face as possible.
Communicating with stakeholders including the development community, employers,
local and state governments, chambers of
commerce, civic organizations, and elected
officials has not only allowed us to educate
the community on the virtues of transit investment but also provided a significant level
of input into the MOVE Central Arkansas
strategic plan. This personal level of communication ensures that the community’s
fingerprints are on the plan, which increases
the likelihood of the recommendations being
implemented.
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Communication is the single greatest predictor for successful systems: those that communicate effectively are successful; those that
aren’t are stumbling — often badly. The systems that are succeeding
— as measured by investment, support, market growth, and image
— are those that have well conceived and developed communications
plans and efforts in place. These agencies and their leaders know how
to talk about their operations, their benefits, their value and their
future. They have adopted new communications methodologies, while
adapting existing messaging tactics. They are strategic and targeted in
their communications.
There has never been a time when good, effective communications
were more central to the success of a community or public transportation system. Or more challenging. The days of one’s annual communications plan being comprised of simply updating a route timetable and
ride guide are as far gone as the last federal gas tax increase — ahem,
1993.
Today your communications need to convey your organization’s values, take advantage of social media and make as much sense to your
community’s non-riders as your passengers. And everyone from frail
seniors to tired commuters to tech-savvy teenagers are appropriate
and valuable communications targets. It’s a time for communications
professionals, people who know how to do it right, on-time and onbudget (if there even is a budget!). You wouldn’t trust your operation’s
planning or dispatching to just anyone — yet many community and
public transit agencies practice communications without any plan or
goals.
Yet these successful communicators are few and far between. Too
many community and public transportation leaders fail to see the
value of effective communications programs, or have little time and
resources to devote to it. The result is missed opportunities and oftenstagnant transit systems. In communities where transit systems and
leaders fail to effectively communicate, it is common to see dwindling
support, stalled ridership and worse.

We Are Here to Help
www.ctaa.org
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CTAA’s Communications Corps

meet your needs.

The Community Transportation Association of America (CTAA) has the answer to this
communications challenge. Our team of communications staff — Scott Bogren, Rich Sampson and Tony Frederick — collectively has 50
years of transit experience focusing strictly
on effective, cost-effective communications.
From speeches and presentations to media
relations to social media — and much more
— CTAA’s communications team is ideally
suited to serve the entire public and community transportation industry in this most vital
endeavor. From urban to suburban to rural
operations, we have the skills to assist transit
systems, boards and leadership in developing
strategic, tactical communications, as well as
overall communications plans and programs.

Developing a Strategic — and Manageable
— Communications Plan: We help you develop
strategic communications goals and objectives,
and then craft a plan to reach them.

How Communications Corps Products Will
Help You
Communications strategies, in order to fully succeed, must be tailored to local conditions and objectives. CTAA’s Communications
Corps, therefore, encourages any transit systems, boards, associations or advocacy groups
to first schedule a quick discussion to determine the direction and scope of work. We also
pledge to do as much work as possible via the
phone and video conferencing to reduce costs.
The following list is a just a sample of what
the Communications Corps can do for you —
again, we’re happy to customize a program to

www.ctaa.org
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media approach to building your brand and
Building an Organizational Social Media taking control of your system’s image in your
Strategy: We’ll help you organize and stream- community.
line your agency’s social media usage and
develop organizational common-sense social
Catching the Digital Wave: It’s never too
media policies.
late to take your current communications offerings and move them into the digital realm.
Crisis Communications: Any number of in- The savings on printing alone, not to mention
stances and experiences can constitute a crisis, the increased flexibility, make this program
for example accidents, funding cuts, investiga- worthwhile.
tions, etc. We’ll help you develop a responsive
strategy to any such instances, as well as dealThe Logo Development Team: We’ll work
ing with local media.
with you, your agency and your community
to design (or redesign) the ideal organizational
Web Site Honing and Cleaning: We’ll take logo.
an in-depth look at your system’s site, offer
easy-to-implement improvements and align its The First Step...
content with organizational goals and objectives.
If after reading this article you’ve (rightfully) realized that communications is vital
Industry Analyses: For CTAA’s vendor, to your agency’s success and you’d like the
manufacturer and consulting members, our assistance of CTAA’s Communications Corps,
team will provide expert analysis on local, your first step is to contact us. Scott Bogren
state, regional and/or national community and can be reached directly at 202.247.1921/bopublic transportation trends, with an emphasis gren@ctaa.org. Once contact is made, we’ll
on policy, legislation, potential partnerships, schedule a quick meeting to discuss your sysfunding opportunities and more.
tem and its communications needs. Building
your system’s image, improving communicaThe Transit Image Makeover: We’ll help you tions and developing a real communications
develop and implement a full-fledged, multi- plan is as simple as taking that first step.
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By Scott Bogren
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Need Help
with Communications?

Contact us at 202.247.1921
or bogren@ctaa.org
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Communication Strategies in Action
Sometimes, understanding communications techniques is easier by seeing it in action. Here, we provide six short video examples of the
communications skills you’ll need to develop and hone to create the best possible outcomes from your conversations about transit —
whether they be with an elected official, a chamber of commerce, a newspaper editorial board or at church.

the issues in which they are particularly interested, and then draw a direct line to transit’s
role in that issue. If you’re the only one who
ends up doing the talking in a meeting, it
cannot be called a success.
It’s best to avoid industry jargon, acronyms
and too many statistics when talking about
transit with elected officials, local partners,
church groups or, really, anyone. Remind folks
of transit’s existence, and speak affirmatively
about the service and its multi-faceted benefits.
Finally, take along a single page of paper that
summarizes these talking points.

Before you go to a meeting, do your homework
and get familiar with the individuals and organizations with whom you’ll be meeting. By understanding their key issues, you have a natural opportunity to build a relationship and to further
your community and public transit goals.

If the only time an elected official or important
local partner hears from you is when you need
something, then you have not forged an ongoing
relationship upon which real communication
and mutual benefits can be derived. Part of being the local transit leader and advocate is being
a positive resources for all mobility issues.
We often forget that the most important part
of any conversation is actually listening. It’s always a good idea to simply ask the office holder

www.ctaa.org
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Talking generally about the value and importance of community and public transit in
meetings and public settings is always vital.
But today, you need to make sure that transit is
viewed as an integral part of the local surface
transportation infrastructure.
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Communication Strategies in Action

Communicating the value of transit to a
local business owner or private sector representative is different than discussions with
human service organizations or public sector
entities. Stressing transit’s role in moving
employees to work, attracting sought-after
candidates, delivering customers to stores
and other attributes of mobility options demonstrates you understand the importance of
return on investment.

It’s not enough to have a single meeting. Learn how to develop specific “follow-ups” to these key conversations that will help you build
a longer-term relationship that will prove beneficial down the road.

Have

TRANSIT

?

Questions?

?

Get

FREE
Research
Reports

?

@

tcrponline.org

Medical professionals might know the vital
role your system plays in serving their patients, ensuring appointments are kept and
re-admissions avoided.

Whatever your challenge, whatever you want to know,
chances are The Transit Cooperative Research Program (TCRP)
has already studied and researched it. We’ve compiled over
500 reports and products on a broad range of subjects in
public transportation. Get the information you need to make
your critical decisions. The resources are here. Use them.

Transit Cooperative Research Program
Solutions for Transit Professionals

The Transit Cooperative Research Program (TCRP)
is sponsored by the Federal Transit Administration.
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By Scott Bogren & Rich Sampson
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Need Help
with Communications?

Contact us at 202.247.1921
or bogren@ctaa.org
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By Scott Bogren
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Need Help
with Communications?

Contact us at 202.247.1921
or bogren@ctaa.org
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Louis XIV ruled France for 72 years, from
1638 to 1715 and is famously known for
his quote, “l’etat, c’est moi” – or, “I am the
state.” For nearly all community and public
transportation providers, speaking with the
same singularity of voice as the Sun King
is impossible, given that not only can the
system’s chief executive represent the agency,
but so too can its board of directors.
Determining how the organization’s staff
leadership and its appointed or elected board
communicate both with each other and with
governmental officials, the business community and the general public presents both
opportunities and challenges. Given that
no two transit organizations are the same –
or, as former Federal Transit Administrator
Jenna Dorn liked to say, “if you’ve seen one
transit provider, you’ve seen one transit provider” – there is a wide variety of strategies
and approaches in how transit professionals
communicate with their boards along with
an even broader set of tactics for how those
boards convey the needs and priorities of
their systems.
Determining A Board’s Role
The identity of a particular community or
public transportation provider plays a fundamental part in determining the type of role
its board of directors serves in relation to the
agency’s hired, permanent staff. Some boards
find their duties explicitly delineated in the
organization’s charter or bylaws, of which
some are established by an act of state, local

By Rich Sampson
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the American Association of Retired Persons
(AARP). “Knowledge and understanding of
public advocacy is important, but so is the
ability to communication with the public,
transit riders and specific audiences along
with some background training or experience
in the transportation field.”
Ann August

Stan Cooper

or regional legislation while others are codified by a vote of the board’s original members. Other systems feature a less formalized
body, functioning in an advisory capacity and
making decisions by consensus. Still others
fall somewhere in-between.
Regardless of the legal or procedural structures upon which they’re created, boards of
directors are intended to provide a long-term
vision for an organization, establishing a
roadmap for success and serving as advocates for the mission-driven board, while also
maintaining stability and institutional knowledge as individual staff come and go. They
do this by serving as an honest broker to
and from the community, who can advocate
for the system’s needs while not financially
linked to its performance by a paycheck.
Jim Moulton, Executive Director for Addison County Transit Resources (ACTR) in
Middlebury, Vt., outlines this succinct mission for a transit board: “to be innovative
ambassadors with broad skills to support,
inform and fund raise for the organization.”
In practice, that means providing input and
oversight of matters of policy, finance, legal
affairs and agenda.
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Jim Moulton

“The best roles for a board are advocacy,
policy and fiscal oversight of the agency,
and to be good advocates for transit policy
and legislation within the local and state
governments,” says Ann August, Executive
Director of the Birmingham-Jefferson County Transit Authority (BJCTA) in Birmingham,
Ala. “The board members should provide
the political insight, since In most cases the
chief executive will not necessarily come
from within the agency or the same City.
Therefore, Board members fill a critical role
to the overall agency.”
Meanwhile for Stan Cooper, a Director at Large for the New Mexico Passenger
Transportation Association (NMPTA), notes
the importance of a diverse board, one that
represents a range of constituencies and the
need to listen and respond to the audiences
they represent.
“I see the role of board members as pushing both advocacy stances and specific
legislation, while letting the organization
be aware of the needs of users and the community,” says Cooper, who represents older
New Mexicans on NMPTA’s board and previously served as a District Coordinator for
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Striking the Right Balance of Interest and
Involvement
Few transit professionals would describe
an active board of directors in a negative
light. Indeed, persons with a strong, proactive energy for working with an organization
can return immense dividends as they serve
as advocates and ambassadors for an agency
and the services it provides. The trick, however – according to experienced transit leaders – is channeling board members’ focus
and determination on setting the system’s
long-term direction and delivering key resources rather than delving into the day-today details of its operations.
“Most transit systems within urban and
rural environments have enough activities
taking place regarding advocacy that board
members can always be engaged, especially
those agency that do not receive state funding or even dedicated funding,” says August. “Finding alternative means of financing
these system is going to take everyone from
board members, the CEO and staff being
actively involved in the process.”
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Stan Cooper of the NAPTA board maintains that although the board has a crucial
job in setting the organization’s overall direction and mission, it has to trust the people it
hires to carry out it’s daily work.
“Once you find someone who knows and
understands what you want, it’s your job as a
board to back up their decisions and communicate with them regularly,” says Cooper.
For that reason, among the most crucial
decisions a board can make is the selection of its staff leadership. The identity and
direction the board intends to project for
an agency can be best realized through the
hiring of a leader that not only shares their
values and priorities, but also has developed
a strategy to make them a reality. Taking
into account the various traits of potential
executives – ranging from experience and
passion to organization and innovation – the
board’s most influential act in the system’s
operations is whom they decide will oversee
them. From there, the board’s role in regards
to operations is to maintain regular contact
with their top manager, support them when
needed – both publicly and privately – and
consider the executive’s status collectively
should concerns arise with their leadership.
ACTR’s Moulton describes his efforts to keep
his board of directors engaged includes “reporting monthly on achievements towards articulated strategic goals and sharing newsletters – both
internal and external – to promote connection.”
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The Role of the Board in Community Transit Agencies
By Lenna Kotke – Executive Director, Via Mobility Services, Boulder, Colo.
I’ve been fortunate to work with a high-functioning Board of Directors for much of
my career in community transportation. Our 17-member volunteer Board brings a
variety of experience and diverse connections to their role overseeing and providing strategic direction for Via Mobility Services. Board members deserve to have
clear expectations spelled out prior to their joining the Board.
“Connect with the heart of the mission” is the first expectation spelled out in our
communications with Board prospects. This could mean going on ride-alongs, visiting with customers, or sitting in the Call Center with reservationists. The point is to give them a direct
personal understanding of our mission and how Via impacts the lives of vulnerable individuals in our
communities.
The Board needs to operate at the 30,000-foot level, providing strategic thinking and goal-setting
within which staff can operate. There is no place for dabbling in the day-to-day operations of the
organization. Attending the annual strategic planning retreat is an important expectation for all Board
members. At these annual one-day events, the Board reviews financial projections, discusses emerging trends and challenges, and helps set the course for the future. For a non-profit agency such as
Via, Board expectations include helping to bring financial resources into the organization to ensure its
financial well-being and sustainability. We expect Board members to make an annual financial contribution to the organization and to participate in fundraising activities that suit their individual abilities
and interests. They also help present funding proposals in their local communities.
We also ask our Board members to promote Via in the community in both public and private settings,
by being ambassadors for the agency in the various communities they represent. Advocacy is a key
role for Board members, expanding understanding of the critical role mobility plays in the lives of
older adults and people with disabilities, as well as the importance of transit to the overall health and
livability of the community.
It is our job as staff to equip the Board members for these important roles. We provide an educational presentation or “big issue” discussion at every Board meeting. We give Board members the
opportunity to hear from our riders. We encourage them to identify the avenues that best allow them
to use their skills and connections to advance Via’s mission. And we provide ongoing encouragement
and support to their efforts. Our organization would not be where it is today without the dedication
and foresight of the community volunteers who have provided leadership to Via’s Board of Directors
throughout our 35-year history.
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Outreach: The Board’s Most
Important Job
Having chosen a chief executive chosen
to implement the board’s vision of how their
transit system should operate, the most essential work of board members is serving as
the public face of the agency in interactions
with elected officials, the business community and the public at large. In fact, many
board members are appointed to serve as
the representatives of those public officials.
In other cases, officeholders themselves fill
board roles themselves.
Surely, each board member brings their
own set of talents and experiences to their
participation in the group. Individually,
members communicate in different ways,
using different styles and may represent differing constituencies. A cohesive board will
identify and leverage these varying skills to
connect with overlapping segments of the
community. At the same time, while dialogue
and disagreements are welcome during board
deliberations, once decisions have been
made, a board should strive to communicate
the body’s vision with consistency and conviction.
“To be innovative ambassadors, board
members need speak to the human impact
of transit, advocate for broad investment
in transit as infrastructure, just like roads,
bridges, police, fire, prisons, etc.,” says
Moulton. “We don’t use all our roads but we
want them there if we need them. We hope
never to use the police or fire departments
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but we are glad they are there if we need
them. The same goes for transit.”
“���������������������������������������
 ��������������������������������������
I believe that a board should communicate with elected officials, especially since
most are appointed by the municipalities
they serve and know the dynamics of the local government and maybe event state government, as well,” says the BJCTA’s August.
“However, I do believe that the agency’s
strategic plan should dedicate the speakwith-one-voice concept, so everyone understands what the consistent message will be
when speaking with all communities, such as
business leaders or the general public.”
What To Say (And How to Say It)
As important as the board’s ability and
willingness to engage the community on
mobility needs, options and resources is its
grasp of the actual arguments it should make
to inspire supporters, persuade skeptics and
mollify opponents. For some transit board
members who come from sectors and organizations outside the transportation fields,
the wonky nuances of transit service may be
a big too unwieldy to spin as talking points.
Others aren’t natural media personalities,
who are good at assessing budget documents
but uncomfortable as spokespersons. As a
result, its crucial that transit board members
work closely with each other and with the
agency’s staff to assign duties and determine
the most effective messages.
For Ann August, focusing on transit’s economic benefits has been a successful plat-
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form for board members she’s worked with.
“Focus on the economic contributions,
how transit drives the economy, prevents
gridlock, improves air and water quality and
ensures that our communities stay connected,” says August. “To maintain sustainability
within the communities we serve, systems
need stable funding.”
Moulton adds that he’s found a trio of
positions that are easy to both explain and
understand: “First, public transportation
is an engine for economic, social and environmental health. Second, in our world,
most households need two wage earners to
survive and usually the two jobs are in different directions, requiring two cars to commute. However, a robust transit system can
allow a household to shed one vehicle and
reduce household expenses – a better budget
break than any possible tax reform. And finally, we all will eventually lose the ability to
drive; thus, we will all become transit users
in the future. Investments made in transit
are investments in our own personal transportation system.”
For individual board members, this means
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finding the right combination of audience,
venue and argument that aligns with their
background and strengths. A local employer
who serves on a board might be best utilized
by sharing a cup of coffee with a business
contact at a local diner, emphasizing employees who take the bus to get to work. Meanwhile, a governmental figure might be more
comfortable explaining funding options in a
large community forum. Successful boards
are built by taking advantage of the skill sets
of a diverse group of members.

Effectiveness Through Partnerships

“Set up point people on various aspects of
work,” says Cooper. “Get to know your entire
audience by using the contacts and networks
that board members bring with them and
then spend the time to keep those audiences
informed and involved.”

“To be effective, you have to work with
other partners that have influence and energy,” says Cooper, a veteran of numerous
boards as both a staff executive and a board
member. “Acknowledge the big picture of
goals and objectives and then help lead the
way to make them a reality.”

For any organization, a board of directors
can be a source of proactive leadership or a
point of acrimony, where habits and behaviors are hard to establish and even harder to
break. Ultimately, cultivating an effective,
engaged transit board isn’t a matter of procedure or strategy, but one of partnership,
where interests and talents converge to make
better decisions and ensure an organization’s
long-term sustainability.

Need Help
with Communications?

SUN is a group of CTAA members
operating public transit agencies
in small urban areas -- those with
populations between 50,000 and
200,000.
Our charge is to review the impacts of federal legislation on
small-urban transit systems, develop a legislative agenda and advocate for appropriations, policies
and regulations that help smallurban transit systems thrive.
For more information, visit

www.ctaa.org/sun
Contact us at 202.247.1921
or bogren@ctaa.org
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Tweeting a complaint or suggestion, even posting one on Facebook,
is old hat in the private sector. After all, you can use an app these
days to, say, hail a ride on Uber, Lyft or Sidecar. But if you encounter
a bad driver or surly ticket agent while riding public transportation,
there’s no app for that (or an easy way to tweet directly at an agency,
for that matter). Times are changing, though, and public transit
agencies are finally catching up.
This past December, New Jersey Transit decided to send some of
its front-line employees to get retrained in customer relations. Officials weren’t prompted by comments submitted through the usual
online form, however. They were spurred to action by tweets and
posts on Facebook. Employee behavior was a top issue on the agency’s social media dashboard.
The move is noteworthy. With 60,000 Twitter followers and another 43,000 friends on Facebook, NJ Transit has a fairly big social
media audience. It’s not enough to use these tools to push out service alerts and arrival times anymore. Instead, Twitter, Facebook and
other platforms have long-term strategic value as a monitoring tool
that can help transit agencies improve how their systems run and
increase the public’s trust in them.
“Transit providers can use aggregate mobile phone data and social
media posts to improve system management,” Sarah Kaufman, a
Digital Manager with New York University’s Rudin Center for Transportation, recently wrote in the report Co-Monitoring for Transit
Management.
For years, transit agencies have relied on periodic rider surveys to
gauge performance and interest in new transit projects and to monitor conditions, among other things. This method of data collection,
as the private sector can tell you, is outdated and inaccurate when
compared to real-time media posts. Social media has for a while now
been a powerful tool in the private sector, where 62 percent of consumers have used social media to report customer service issues and
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where nearly 30 percent of customers expect
a service response within one hour after they
contact a company via social media.
Kaufman recommends that transit agencies develop a “co-monitoring” system that
combines staff reports, data analysis and
social media to create an improved feedback
process, speed up awareness about transit
conditions, reduce the cost of infrastructure
monitoring, empower riders and improve
customer relations. In San Francisco, the
Bay Area Rapid Transit agency has already
been doing this for several years. The agency
receives between 200 and 300 messages via
Twitter every day from more than 70,000
followers. While many of the communications via social media can be resolved quickly
-- a train car smells funny or is too hot -- the
agency’s customer relations department has
been aggregating posts that deal with bigger
topics, according to Melissa Jordan, a communications representative with the agency.
“We are the canary in the coal mine,” she
says. “[We] make sure a big issue gets elevated to proper management.”

the issue of dealing with the digital divide
between passengers who use social media all
the time and others who aren’t digital at all.
Social media, with its anonymous participation, has also been shown to invite excessively critical posts.
But if transit agencies develop some basic
policy rules that set responsibilities, make
communications as accessible as possible,
keep the process transparent, and show that
the dialogue between the public and the
agency leads to accountable actions, the results could be a well managed transit system.
Now that’s something to tweet about.

Need Help
with Communications?

(This article originally appeared in the February 2015 edition of Governing Magazine and
its republished here with permission –ed)

Contact us at 202.247.1921
or bogren@ctaa.org

Using social media as a means to monitor
transit systems and their conditions, while
boosting public trust in transit, isn’t simple,
however. Kaufman points out a number of
pitfalls, from legal concerns over records
retention to a lack of resources to train staff
on using social tools in more sophisticated
ways, along with coordinating the information coming from different sources. There’s
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raising
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excellence

Community
transportation

training

Passenger Service and Safety (PASS)
The PASS program has become the industry standard in ensuring community transit drivers have
current expertise in passenger assistance techniques, sensitivity skills, and emergency preparedness. This program trains and certifies both drivers and their trainers. Drivers can now receive PASS
certification in a new two-part process consisting of both online and hands-on training – visit:
training.ctaa.org
Certified Community Transportation Supervisor (CCTS)
CCTS is a training and certification program for front-line transit supervisors. It addresses core
supervisory skills in human resource management, operations and safety management, and
performance monitoring.

The Center was created in 2014 in response to the
outpouring of interest in volunteerism related to the
delivery of transportation services to many population
groups including children, work force participants and
older adults. Each of the founders have extensive experience in studying, supporting, and delivering volunteer
transportation and are aware of the positive experience
of those who volunteer to provide services as well as
the many benefits accorded to those who receive the
services. The founders are: Community Transportation
Association of Washington, D.C.; the Beverly Foundation
of Albuquerque, N.M.; Ride Connection of Portland, Ore.;
CIMA Volunteers Insurance of Woodbridge, Va.; and
AlterNetWays of San Francisco, Calif.
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Professional Dispatching and Scheduling (PDS)
This course is relevant for any demand-responsive environment, whether urban or rural, general
public, paratransit or human services transportation. It expands proficiency in maximizing the
efficient delivery of demand-responsive transportation, conveying riders’ requests into affordable
and appropriate trips, and in making effective use of the system’s transportation resources.
Vehicle Maintenance Management and Inspection (VMMI)
The Vehicle Maintenance Management and Inspection training program promotes the community transportation industry’s commitment to safe, reliable transportation through building up
the professional skills of maintenance personnel and managers.
Certified Community Transit Manager (CCTM)
CCTM status marks the greatest performance and highest efficiency in the community transportation industry. It is proof of the ability to manage a comprehensive and dynamic community
transportation system. The program is built around a rigorous professional exam, for which we
offer a two-day study class.
Certified Transit Programs Administrator (CTPA)
Developed in partnership with the American Association of State Highway and Transportation
Officials (AASHTO), this professional certification program is designed exclusively for the state
agency personnel who work in our industry. Through a rigorous testing and evaluation process,
this certification affords states’ highest-caliber public servants with recognition for their knowledge and accomplishment In working with public and community transportation grant programs.

We can be your partner in developing customized training courses in any
area of critical need. We will help to meet
your customized training needs with our
own staff and resources, or will help you
identify and obtain the particular training
assistance you need for any conceivable
situation.
Program topics can be selected from the
existing courses or can be custom designed
based on the interests and needs of the
group. Several organizations with the same
needs may collaborate to reduce costs. All
courses are coordinated by our Training
Coordinator, who will also assist in identifying potential partnerships and collaborations.
Many of our courses are offered on-site at
different organizations, tailored to meet
specific needs. This on-site training is
convenient, cost effective and allows you
to assist in the design and delivery of the
program.
Join the organization that’s working for you
as it represents its members before Congress, working closely with Federal agencies advocating for equitable funding and
reasonable transportation policies. Join
now and save on training and certification
programs. Call Caryn Souza, Membership Director at 202.294.6527 or e-mail
souza@ctaa.org today!

Certified Safety and Security Officer (CSSO)
CTAA has developed the CSSO program as the first step in a two part process to provide accreditation to transit organizations in the critical areas of safety and security. In its essence, this
protocol allows for assessments by Certified Safety and Security Officers (CSSO) of their respective
transit systems prior to an on-site review by the CTAA accreditation panel. Following the review
and assuming the transit organization meets all eight areas of the program’s benchmarks, CTAA
For information on course offerings,
will then issue the organization a Community Transportation Safety and Security Certificate of
scheduling a session directly or developing
Accreditation, valid for three years. An excellent way to comply with the elements of FTA’s Transit customized training, email training@ctaa.org or
Bus Safety Program!
visit www.ctaa.org/training
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Where’s Transit Notes?
Many long-time readers of Community Transportation Magazine — in both its print and digital formats — might recognize that this is
the first edition of the publication in more than a decade to not include a Transit Notes section. This is no oversight. CTAA now provides both daily and bi-monthly collections of national transit news and notes in its twitter feed and FastMail e-newsletter, respectively. In other words, you don’t have to wait for the next edition of DigitalCT to get the community and public transportation news coverage you’ve come
to expect from us. Just follow @CTMag1 on twitter or subcribe for free to FastMail right on the CTAA website homepage at www.ctaa.org.

www.ctaa.org

CONTENTS

Previous Page

57

Next Page

About Us

ABOUT US
Community Transportation Magazine is the voice of the Community Transportation Association, a national association dedicated to making mobility alternatives available to all Americans. The Association’s
Board of Directors provides national leadership and direction for the Association. The Board relies on the
special expertise of its State and Tribal Delegate Council to assist in their important efforts.
OUR BOARD OF DIRECTORS: Rochelle Cotey, President; William McDonald, Vice President; Moses

New Benefits for Members!
Join Today!
Becoming a member of the Community Transportation Association of America presents an ever-growing pool of
benefits and services, including:

Stites, CCTM, Treasurer; Fred Schmidt, PhD., Secretary; Charles Carr; Ann Gilbert; Santo Grande, CCTM;
Jo Ann Hutchinson; Robert P. Koska; Dave Marsh; John McBeth; Elaine Wells; David White, CCTM; Barba-

• New Certified Safety and Security

ra Cline, CCTM; and William Osborne. Ex-Officio Directors: Dan Dirks CCTM; Reginald Knowlton, CCTM;
Richard Doyle; Roland Mross.

Manager (CSSM) Training
• Access to the Insurance Store at

OUR STATE & TRIBAL DELEGATE COUNCIL: Alabama • Taylor Rider; Alaska • John Kern, CCTM; Arizona • Jeff Meilbeck; Arkansas • Ken Savage; California • Ron Hughes; Colorado • Hank Braaksma, CCTM;

CTAA

Connecticut • Kim Dunham; Delaware • Ken Bock, CCTM; Florida • Steve Holmes; Hawaii • Harry Johnson;

• The Latest Policy Analysis and an

Georgia • Barbara Hurst; Idaho • Heather Wheeler; Illinois • Tom Zucker, CCTM; Indiana • Rebecca Allen,

Effective Voice in Washington

CCTM, CTSR; Iowa • Mark Little, CCTM; Kansas • R.E. (Tuck) Duncan; Kentucky • Beecher Hudson; Loui-

• Discounted PASS Driver Training

siana • Donna Lavigne; Maine • Jim Wood; Maryland • Nancy Norris, CCTM; Massachusetts • Anthony

and Certification

Ngethe; Michigan • Dan Wedge; Minnesota • Mike Ness; Mississippi • John Johnson;   Missouri • Dorothy Yeager, CCTM; Montana • Ron Wenger; Nebraska • Charles McGraw; Nevada • Debbie Dauenhauer
; New Hampshire • Van Chesnut; New Jersey • Carol Novrit, CCTM; New Mexico • David Harris, AICP;
New York • Damon Mustaca, CCTM; North Carolina • Randy Bass; North Dakota • Linda Freeman, CCTM;
Ohio • Kristina Reider, CCTM; Oklahoma • Charla Sloan, CCTM; Oregon • Julie Stephens, CCTM; Pennsylvania • Leeann MacWilliams, CCTM; Rhode Island • Mark Therrien; South Carolina • Lynnda Bassham;
South Dakota • Ronald Baumgart; Tennessee • Chris Kleehammer; Texas • Lyle Nelson; Utah • Todd

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

Beutler, CCTM; Vermont • Jim Moulton; Virginia • Josh Baker; Washington • Kelly Scalf; West Virginia •
David Bruffy; Wisconsin • Greg Seubert; Wyoming • Renae Jording, CCTM. Tribal Delgates: Eastern Band
of Cherokee Indians • Kathi Littlejohn; Navajo Nation • Lee Bigwater • Corky Sias
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