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I
INTRODUCTION

The Coordinated Transportation Plan Requirement

With the passage of federal transportation authorizing legislation (SAFETEA-LU) in
August 2005, three new or modified funding programs administered by the Federal
Transit Administration require a Coordinated Public Transit-Human Services
Transportation Plan and the competitive selection of projects for funding. The focus
of the planning is on the transportation mobility of the following target groups: 1)
older persons, 2) persons with disabilities and 3) persons from low income families.
The plan should recommend strategies that improve travel mobility by making
better use of federal programs across departments and agencies to meet the needs
of the target populations.

For Delaware County, this plan is being developed by the Delaware Area Transit
Agency (DATA).

New or Modified FTA Programs Included for the Planning

1. FTA Section 5310 Elderly Individuals and Individuals with Disabilities Program —
This existing program, administered by ODOT, is an existing formula program
that provides for public transportation capital projects planned, designed for and
carried out to meet the special needs of elderly Individuals and Individuals with
disabilities..

2. FTA Section 5316 Job Access and Reverse Commute Program — This modified
program focuses on improving access to transportation services to employment
and employment-related activities for welfare recipients and eligible low-income
individuals. This program provides financial assistance for transportation
services planned, designed and carried out to meet their transportation needs.

3. FTA Section 5317 New Freedom Program — This program aims to provide
additional tools to overcome existing barriers facing Americans with disabilities
seeking integration into the work force and full participation in society. The
program seeks to expand the transportation mobility options available to
persons with disabilities beyond the requirements of the Americans with
Disabilities Act of 1990.

To be eligible for funding, projects must be consistent with a locally-developed
Coordinated Public Transit-Human Services Transportation Plan. For Delaware
County, these funding programs are being administered by the Ohio Department of
Transportation.



Coordinated Public Transit-Human Services Transportation Plan

To establish eligibility for funding through these three programs for Federal Fiscal
Year 2007 (October 2006 through September 2007) and beyond, rural areas are
required to prepare a Coordinated Public Transit-Human Services Transportation
Plan. Projects to be funded through these three programs must be derived from this
locally developed plan. The plan must be developed through a planning process that
includes representatives of public, private and non-profit transportation and human
service providers and private transportation providers. Public outreach will target
especially older persons, persons with disabilities and people with low incomes.

The planning includes significant community outreach to the three target
populations, human service agencies and advocates serving the target populations
and providers of transportation and human services funded by other federal
programs.

The coordination plan must address the following required elements:

1. An assessment of available services that identifies current public, private and
non-profit providers

2. An assessment of transportation needs of older persons, persons with
disabilities and people with low incomes

3. Strategies and activities to address the gaps in services identified and
achieve efficiencies in service delivery

4. Relative priorities for implementation based on resources, time and feasibility
for implementing the specific strategies and activities identified in
development of the plan

The resulting plan will be approved locally by DATA. Completion of this plan will
enable Delaware County to compete with other Ohio Counties for project funding. It
is important to recognize that there are many other federal programs that fund
transportation services, the “Human Services” in the coordinated transportation
plan. The planning that is being conducted recognizes the need and challenge to
integrate other federal funding programs that support transportation services to the
target populations.

The development of the plan includes the following work tasks:
Task 1 - Develop Detailed Work Scope and Schedule
Task 2 - Establish a Human Services Advisory Committee and Outreach
Strategy

Task 3 - Inventory, Existing Transportation, Demographics, Development and
National Research

Task 4 - Propose and Prioritize Solutions and Strategies to Meet Needs, Close
Gaps and Reduce duplication

Task 5 - Prepare Draft Coordinated Public Transit-Human Services
Transportation Plan

Task 6 - Prepare Final Coordinated Public Transit-Human Services
Transportation Plan



Community outreach, collaboration and consensus building will be important in ensuring
that the coordination plan is responsive to needs and consistent with the resources that
are available.

The purpose of this report is to present the plan for coordinating public transit and
human services transportation services in Delaware County. The plan addresses
strategies and makes recommendations for action by which transportation services may
be coordinated among Public Transit and human services agencies in Delaware County.

The report is organized as follows:
I. Introduction
Il. Serving Customers with Mobility Needs
I1l. Unmet Needs, and Gaps and Overlaps in Transportation Services
IV. Community Outreach
V. Coordinating Transportation Services
VI. Moving Toward the Coordination of Transportation Services
VII. Strategies and Solutions for Coordinating Transportation Services
VIII. Transportation Coordination Plan and Conclusions
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SERVING CUSTOMERS
WITH MOBILITY NEEDS

THE TARGET POPULATIONS
OLDER PERSONS, PERSONS WITH DISABILITIES
AND PERSONS WITH LOW INCOMES

Transportation services are typically provided in communities and regions to help
people who do not have sufficient access to their own private transportation that meets
their mobility needs; in other words to reach the places they need for work, school,
shopping, personal business and other requirements. People who lack sufficient
mobility include the target populations in this coordinated planning, specifically older
persons, persons with disabilities and persons with low income. These are the
segments of the population typically unable to fully meet the need for mobility with
their own personal transportation. Communities develop transportation services to help
them more fully meet their mobility needs to get to and from the places they need to
reach.

THE S1ZE OF THE TARGET POPULATIONS
In 2006, Delaware County had a total population of approximately 156,000. According
to the 2000 Census of Population, the population of Delaware County was 109,989.

This represents a population gain since 2000 of 41.8% in Delaware County.

Older Persons

Looking first at older persons in the study area, there are 7,251 persons aged 65-74
years of age and 5,360 persons aged seventy-five or more years of age. Persons aged
sixty-five and older represent 8% of the total population in Delaware County. See Table
1.

Important indicators of mobility need among older persons are the following
characteristics:

v Persons with a disability

v Persons with low income (defined as 150% of the poverty level)

v Persons without access to a motor vehicle



Looking at the data in the following table shows:

65 to 74 75+
v Percent with a disability 20.2% 52.7%

Significantly, 20% of older persons aged 65 to 74 years of age have a disability, while
the percentage increases to 52% for older persons who are 75 or more years of age.
For 65 to 74 year-olds, 2 in 10 persons have a disability; for those 75 or more years of
age, more than 1 in 2 has a disability.

With regard to income status:

v For elderly persons, 13% of those aged 65-74 years and 16% of those aged 75
or more years of age have low income. 3% and 5% respectively are in
households without a car.

v For people with disabilities16% have low income. 7.5% are in households
without a car.

Persons with a Disability

In Delaware County, among the population 5 or more years of age, there are 13,756
with a disability. That represents 9.5% of the population of Delaware County, or nearly
one person in ten.

Low Income Persons

There are 10,500 people living in households with income below 150% of the poverty
level in Delaware County. That represents 6.8% of the population of Delaware County,
or nearly two persons in twenty-five. For the low income population, including older
persons and persons with disabilities, nearly 12% are in households without a car. That
is one household in eight.

Overlap among Target Populations

Looking at Census data, a picture of the overlap among all three target populations is
difficult to determine at best. However, as discussed above, people over the age of 65
years tend to be more disabled than the general public, since disability tends to
increase with age. As people age and retire, they are more likely to live in lower income
circumstances as well.

People with disabilities are more likely to live in a low income household than persons
without disabilities. All three target populations are less likely than the general
population to have a motor vehicle available to meet their mobility needs. Of particular
note is the significant increase in circumstances such as having a disability, living in a



low-income household and living in a household without a motor vehicle available as
people grow older, particularly persons 75 years of age. This shows the strong
tendency of people, as they age, to have less and less control over their personal
mobility.



Table 1
SELECTED DEMOGRAPHIC CHARACTERISTICS
Delaware County

Delaware United States
County (all (PUMS data
2006) Ohio (all 2006) from 2005)

Total Population 156,697 11,478,006 299,398,485
Universe: Workers 16 years and over in households 82,221 5,280,163 136,841,892
No vehicle available 816 151,889 5,742,111
Percent in households with no vehicle 1.0% 2.9% 4.2%
Population Age 65-74
Total Age 65-74 7,251 764,271 18,936,686
Percent Age 65-74 4.6% 6.7% 6.3%
Male 3,451 345,298 8,677,205
Female 3,800 418,973 10,259,481
With a disability 1,468 216,567 5,624,179
Percent with a disability 20.2% 28.3% 29.7%
Percent low-income* 13.2% 16.1% 17.3%
Percent in households with no vehicle* 3.0% 5.0% 6.4%
Population Age 75+
Total Age 75+ 5,360 763,808 18,254,318
Percent Age 75+ 3.4% 6.7% 6.1%
Male 2,149 282,031 6,929,470
Female 3,211 481,777 11,324,848
With a disability 2,826 361,385 8,942,911
Percent with a disability 52.7% 47.3% 49.0%
Percent low-income* 16.1% 22.3% 25.3%
Percent in households with no vehicle* 4.8% 13.4% 15.6%
Population with a disability
Universe: Population 5+ yrs, civilian noninst. 144,217 10,563,498 273,835,465
Total With a Disability 13,756 1,699,165 41,259,809
Male 6,341 789,552 19,362,246
Female 7,415 909,613 21,897,563
Percent low-income* 16.1% 33.8% 34.0%
Percent in households with no vehicle* 7.5% 13.1% 13.0%
Universe: Ethnic Data (16-64 yrs, civilian noninst.) 107,780 7,409,099 193,568,216
Low-income population (living in households with income below 150% of poverty level)
Universe: Pop for which Pov. Status deter. 153,451 11,156,019 291,531,091
Total low income 10,500 2,412,683 64,644,208
Percent low income 6.8% 21.6% 22.2%
Percent Male* 38.7% 43.3% 43.0%
Percent Female* 61.3% 56.7% 57.0%
Percent in households with no vehicle* 11.7% 17.2% 17.0%

N/A: data not available because number of sample cases is too small, or data for one or more counties are not
Source: U.S. Census Bureau American Community Survey, 2005 and 2006

*Based on Public Use Microdata Sample, only percentages are shown due to greater error

2005 Data are limited to the household population and exclude the population living in institutions, college




Looking at people with a disability:

e 9.5% who are 5 or more years of age have a disability,
e 20.2% who are between 65 and 74 years of age have a disability,
e 52.7% who are 75 or more years of age have a disability.

GEOGRAPHIC DISTRIBUTION OF THE TARGET POPULATIONS

Just as the socio-demographic circumstances of older persons, persons with disabilities
and persons in low-income families has an impact on mobility needs within
communities, so also does where these people live. Generally speaking, “dot
distribution” maps indicate the relative concentrations of target populations in urban
and suburban areas and the sparseness in less developed areas of Delaware County.
Typically, older persons are geographically distributed much like the general population.
This is somewhat less so for people with disabilities and considerably less so for people
with low incomes.

Looking first at persons 65 or more years of age, the concentration appears to be
relatively greater in the city of Delaware, as well as in the southern portion of Delaware
County—those communities near the Delaware-Franklin county line. The consistent
presence of persons 65 or more years of age in the less developed and more rural, far-
reaching townships of the county, though sparse, is worth noting as well.

Looking next at persons 5 or more years of age with a disability, the concentration is
similarly greater within the city of Delaware and Delaware Township limits, as well as
nearer to the county’s southern border. Also consistent is the presence, though in
lower numbers, of persons with disabilities in communities outside of the city of
Delaware and far from the Franklin County line.

Finally, looking at persons with income below 150% of the poverty level, the
concentrations are particularly greater in the city of Delaware and the southernmost
portion of the county. Beyond these two areas, the concentrations of persons in
poverty are low—nbut not insignificant.
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Figure 3
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In summary, looking at the three target populations that are being addressed in the
planning of coordinated transportation services, there are:

e 12,611 persons 65 or more years of age, of whom 4,294, or 34%, have a
disability

e 13,756 persons 5 or more years of age with a disability

e 10,500 persons in households with income less than 150% of the poverty level

FUTURE GROWTH AND DEVELOPMENT IN DELAWARE COUNTY

Of significance for Delaware County is the future growth and development of the
county. According the U.S. Census Bureau’s 2006 American Community Survey,
Delaware County is the fastest growing county in Ohio. In 2006, the population of
Delaware County was estimated to be 156,697, a 42.5% growth since 2000 when the
population was 109,989. During this period, the older adult population grew by 40%,
from 9,011 in 2000 to 12,611 in 2006.

Of even greater significance are projections of future, longer-term growth. The Census
Bureau projects that the population of Delaware County will be 215,482 in 2020, a 96%
increase. The Mid-Ohio Regional Planning Commission projects that the population will
be 209,003 in 2020, a 90% growth. With the growth of population comes a need for
additional public and agency transportation services.

The Scripps Gerontology Center at Miami University estimates that the population 60 or
more years of age will grow by even more. The 60+ population in Delaware County
wasl12,734 in 2000. They estimate that the 60+ population will grow to almost 43,000
in 2020. That represents a growth of 237%. The result will be a sizable growth in the
need for transportation services in Delaware County for older persons to maintain their
mobility and quality of life. (See appendix | for this information)

The significant growth occurring in Delaware County is resulting and will continue to
result from the migration of population from Franklin County to the south into Delaware
County. The growth in residential and non-residential development in the county is
shown in the maps in Figures 4 and 5, developed and published by MORPC. The growth
is most noticeable in looking at the areas of yellow (residential development) between
the two maps.
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Figure 4
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Figure 5
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11
UNMET NEEDS, AND GAPS AND
OVERLAPS IN TRANSPORTATION
SERVICES

TRANSPORTATION SERVICES IN DELAWARE COUNTY

While the general population meets its mobility needs with personal motor vehicles,
older persons, persons with disabilities and persons in low-income households have a
more difficult time meeting their needs with personal means of transportation. Hence,
historically, communities have developed transportation services that are available to
these people. These services include:

> Public transportation services
» Transportation services provided by not for profit human service agencies
> Private transportation services, such as taxi services.

To develop an understanding of the transportation services available to our target
populations, the information gathered through the transportation survey, directly from
transportation providers and other sources have been reviewed and analyzed.

Public Transportation Services in Delaware County

Public transportation services are provided in Delaware County by the Delaware Area
Transit Agency (DATA). DATA operates two kinds of routes:

e Deviated fixed routes
e Demand response

DATA’s deviated fixed route service, which operates along predetermined routes on a

fixed schedule, consists of one route into Franklin County on Route 23 and two routes
in Delaware—each going different directions on the same route. These services began
in December of 2007.

Its service area encompasses the entire county, and DATA is supported by its local
community through farebox revenue and other funding, such as contract revenue.

15



Both DATA’s deviated fixed route and demand response services are available on
weekdays from early morning until late afternoon. DATA currently does not provide
evening or weekend service.

DATA provided 45,457 demand response passenger trips in 2006. (See Table 2) In
calendar year 2006, DATA's total operating expenses were $854,360 for its demand
response service. Of DATA’s two revenue sources in 2006, $51,918 was in farebox
revenue and $76,808 was in other funding, such as contract revenue. There is not yet
corresponding data on fixed route service due to how recently the service began.

Table 2

Operating and Financial Characteristics
Delaware Area Transit Agency

Calendar Year 2006

Time Period Time Period Time Period
CY 2006 CY 2006 CY 2006
Jan to Dec Jan to Dec Jan to Dec
Fixed Route Demand Response Total
Operating Expenses
Total Operating Expenses $0 $854,360 $854,360
Operating Revenues
Farebox Revenues $0 $51,918 $51,918
Local Community Funding $0
Federal Funding - FTA 5311 $0
Other Funding (Contract Revenue) $0 $76,808 $76,808
Total Operating Revenues $0
Maximum # of Vehicles
In Service 0 10 10
Total 0 12 12
Span of Service (Time period in service)
Weekday 5:30 am to 7:00 pm | 6:00 am to 5:30 pm
Saturday
Sunday
Vehicle Miles of Service
Revenue Miles 0 327,619 327,619
Total Miles 0 394,311 394,311
Vehicle Hours of Service
Revenue Hours 0 18,968 18,968
Total Hours 0 21,480 21,480
Passenger Trips 0 45,457 45,457

Source: Ohio Department of Transporttion, Status of Transit in Ohio (July 2007).
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DATA'’s deviated fixed route service operates on weekdays only from 5:30 am until 7:00
pm. Its demand response service operates weekdays only from 6:00 am until 6:00 pm.

DATA'’s deviated fixed route service operates into northern Franklin County and links
with service operated by the Central Ohio Transit Authority (COTA) which provides
public transportation service in Franklin County. (See figure 6) Figure 6 shows the
pattern of trips, on a given day, that DATA provides with its demand response service.
Of significance is the concentration of trips in the City of Delaware, the US route 23
corridor and into Franklin County.

In addition to services for the general public, DATA provides services under contract to
a number of agencies and organizations in Delaware County. These include:

e Delaware Department of Job and Family Services (JFS)
e Delaware County Council for Older Adults
e Heritage Day Health Care Center

Human Service Agency Transportation Services

Historically, human service agencies have been responsive to their clients’ need for
transportation to reach agency services. A number of agencies have a long history of
providing transportation services for them. Many of these services are supported with
federal programs designed to offer social services to specific groups of people, such as
the target populations of older persons, persons with disabilities and persons in
households with low income.

Human service agency transportation services in Delaware County have been
documented to the extent practical for this planning through a survey of human service
agencies.

Transportation surveys were returned by eight (8) agencies in Delaware County. Of the
eight (8) agencies returning surveys, three (3) reported that they also offer services in
one or more surrounding counties as well. Seven (7) agencies returning surveys
reported that they offer some type of transportation services to their clients, the forms
of which include operating their own vehicles; purchasing or contracting for trips from
transportation providers, including transit agencies; purchasing tickets/tokens/passes
form a transit agency for client use; reimbursing clients for their travel; and reimbursing
staff for transporting clients.

17



Figure 6

. ..n;&...”_w.mmm.umup q&:mm_;ﬁé = \ ,\Jllfw,,\n(f ucyBuIL Lo ..IF:%.L o, = mmr_n..&,ﬁ gt TOSIPEN
feang sreso oh aonos ‘dmy uteld d _rco. SitTea 1 Uoleys m:o_c._:_om T uipjuely f
SRUpNIS Pucdiay pUT UEGIN - .. F ungng
) BT UL R peredasd ".. T .. 2
dm S ] >¢ fuag =
»:»@. ALvis n Q____?_Opwu?_» A :
ung,
A snqwinoD
E__w,mu
( ‘dm] wapey ; Sl 23uney
. 0
dm mmcw._ )
BUBRT - worn
,
| dm) Auagn
S Y ﬁ ‘dm] pioauon
J
‘dm] uoias) '
‘dm] anysyieg : ﬂ ,
BETCE )
Xouy|
‘dm] Japiod
“dm) uoysBury
‘dm] umoug
\
\ Ay
Lo ™
.
MOIIoIN
‘dm] Joupey
‘dmp piopxo
‘dm] uosdwoyy|
ealy so1neg ainoy paxid viva [ Nk ;
WRISAS BIN0Y PAXIH YIY( mee X~ ) M
puabe

ealy 92IAI9S pue Wa)sAs anoy paxid

Aouaby Jisuel] ealy alemeag

18



Figure 7
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Three (3) human service agencies provide extensive transportation services to clients of
their human service agency programs. These agencies are:

» Delaware County Board of Developmental Disabilities

» Delaware County Department of Job & Family Services
» Council for Older Adults of Delaware County

Nature and Type of Transportation Services Provided

Human service agencies are vigilant in helping their clients reach services. Their
operating budgets are tight, but they do what they can to help with access to services.
Most of the services being operated by human service agencies are small, and include
the services described above. Of the three agencies providing clients with extensive
transportation services, the Delaware County Board of Developmental Disabilities is the
only agency doing so by way of its own vehicles; the other two agencies purchase or
contract trips from transportation providers, including transit agencies.

Types and Days and Hours of Service

Agencies were asked about the type of service they offered. Fixed route and flexible
route service, as well as curb-to-curb, door-to-door, and door-thru-door service, is
offered. This service is typically operated with smaller vehicles, sometimes vans,
sometimes larger vehicles. Further, with door-to-door service, drivers assist riders
between their building and the vehicle. With curb-to-curb service, drivers typically will
not do this, but usually will assist riders with entry to and exit from vehicles.

Client transportation service, be it direct or arranged, provided by Delaware County

human service agencies operates on weekdays, beginning early in the morning and
ending late in the afternoon. There is no regular service provided nights or weekends.

Operating Expenses, Operating Levels and Vehicle Fleet

The three agencies responding to the survey that operate expansive transportation
services each spent more than $180,000 on transportation-related expenses in 2006,
with the average transportation expense of the three in 2006 being $356,000.
Delaware County Board of Mental Retardation maintained a fleet of thirty-five (35)
vehicles in 2006.
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Private Transportation Services

Private companies provide transportation for a number of reasons. The three most
common are taxi services, shuttle and limousine services, and ambulance services. In
addition, companies operate ambulette services and small vehicle, door-to-door
transportation. Taxi companies operate much like DATA in that anyone can use their
service, for the fare or fee that is charged. This is also the case with shuttle and
limousine services.

Private companies offer transportation services for clients of human service agency
programs. The cost of these services is typically paid by the agency. The largest
business for these companies is medical transportation services for people receiving
health care services that are paid by Medicare and Medicaid. In Ohio, medical

transportation services are regulated by the Ohio Medical Transportation Board. Public

transportation systems are exempt from these regulatory requirements, but human
service agencies are not.

A transportation survey was completed by one private company, the Delaware Cab
Company.

Operating its own fleet of ten vehicles, Delaware Cab Company and its paid drivers

provide curb-to-door and door-to-door transportation service—operating 500,000 miles

in 2006. In addition to Delaware County, Delaware Cab Company’s service area
includes Franklin, Knox, Marion, and Union Counties and is available weekdays and
Saturdays from early morning until late night. No service is available on Sundays.
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UNMET NEEDS — GAPS IN SERVICE — OVERLAPS IN SERVICE

The first section presented and analyzed the size, character and geographic distribution
of the target populations—older persons, persons with disabilities and persons with low
incomes. In the case of each of these population groups, mobility needs typically go
unmet because of personal travel circumstances. A preponderance of available data
points to the need for transportation services of some kind to help maintain mobility
and access to destinations throughout the region—particularly since there has been
found to be significant overlap among older persons, persons with disabilities and
persons with low income.

Unmet Transportation Needs

Community outreach activities have played a significant role in identifying unmet travel
needs in Delaware County. These activities began early in the project and have
included:

e Meetings of the project Advisory Committee

e The Delaware Cares Project

e Two workshops

The discussion of unmet needs represents a merging of the results from these
activities.

Unmet needs have been organized into the following six categories:
e Service Improvement Needs

Customer Service Needs

Customer Information Needs

Facilities and Vehicles Needs

Cost of Service and Payment Means

Ideas for New and Expanded Services

Service Improvement Needs fall into the following areas:

e A recognition that DATA’s transportation services are very valuable, but not
sufficient to meet all of the mobility needs that exist

e A general sense that transportation services need to be increased to provide a
greater level of mobility for people, especially people living in rural areas of the
county

e The need to maintain family and community connections that are complicated if
personal mobility is lacking or difficult

e Discretionary travel, such as shopping and going to restaurants, is very
important to older persons, persons with disabilities and persons from low
income households

e Transportation for grocery, social, recreational needs; should be across all
groups
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Travel assistance is especially important to older persons and persons with
disabilities, both in and out of vehicles and to and from vehicles

Group transportation for special events is not readily available.

Pre—schedule trips for senior hiking group — week or day ahead

Access to jobs generally

The difficulty of the mis-match of where people needing entry level jobs live,
especially in the City of Delaware, in relation to where their job opportunities are
The mismatch of homes and jobs for low income people is a challenging problem
and stands in the way of people achieving self-sufficiency.

Access to jobs in southern Delaware County and into Franklin county for
employments opportunities

Flexible transportation to work, seven days a week

Out of county medical trips are needed.

Uncoordinated appointments for medical service

Not enough capacity — needs to increase

Looking at Service Connections,

The linkage between DATA and COTA services in northern Franklin County is
important now and will be increasingly important in the future.

Looking at Service Timing,

Generally, increases in the days and hours that service operates are desired so
that present services can meet more travel needs.

Service earlier and later on weekdays

Service on Saturdays and Sundays

Changes in medical appointments are difficult to make.

Concentrations of trips at certain times of day (8-10 am; 3-5 pm)

Service that is flexible, affordable and accessible

Looking at Geographic Coverage,

DATA fixed route service coverage is reasonable, especially with its newly
introduced service in December 2007.

Greater coverage in rural areas requires demand response service which DATA
operates. However, DATA is under pressure as the county population grows. Its
capacity to increase service in rural areas of the county is limited.

Turning attention to Customer Service Needs,

People expect and deserve prompt and courteous customer service. This includes
customer service staff on telephones and the drivers of bus services.

With the pressure on DATA, there are times when DATA is not able to be
responsive as quickly and effectively as it would like.

Customer apprehension about using service — THE FIRST RIDE!

Fringes of county do not know transportation is available; think it's City of
Delaware only
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e Return medical trips; riders not ready when scheduled; will the bus come back?
e Lack of DATA service availability — denials: from 5 to 11-15 per day over last 3
years; now running at 100 per month or 10 per day

Focusing on Customer Information Needs
e Information is key to people using transportation services effectively, both
knowing what services are available and having the information they need to
make their use of a particular service successful.
e This information is also important for human service agency staff which needs to
help clients meet their mobility needs. Not all staff is well-informed about DATA
services.

Facility and Vehicle Needs are not particularly noteworthy. DATA has a capital program
to replace vehicles in an orderly manner.

With regard to Cost of Service and Payment Means
e There is no significant concern regarding the cost to ride DATA services.
e Taxi service is expensive for people on limited incomes.
e Customers and agencies do not necessarily know fares

Ideas for Adding and Enhancing Services
e Morrow County could hire Delaware County TANF participants for repair training
and work through JVS if transportation service was available.
Companion riders for people with Alzheimer’s disease
Volunteer drivers — training requirements
Comfort keepers — for trips to doctors, grocery
Seniors being able to trade in autos for transportation service

Gaps in Services

e Fringes of county, especially rural areas to the north, east and west of the City of
Delaware, do not know transportation is available; think it's City of Delaware
only;

Evenings and weekends — basic mobility; taxi is expensive

Affordable wheelchair transportation for weekends

Last minute medical appointments

Non-emergency medical transportation (NEMT) requires advance notice — 1 day,
2 days, 10 days

e Increased flexibility and capacity

25



Overlapping Services

e DATA and Delaware Cab have service concentrated in the City of Delaware, as
does the Delaware County board of Mental Retardation and Developmental
Disabilities

e JFS uses both DATA and taxicab services which overlap, especially in the City of
Delaware.

e Nursing homes and retirement centers with vehicles that could be integrated on
a selected basis.

e Hotel shuttle services could be integrated on a selected basis.

e Bob’s bus in Marion operates in Delaware County.

e Concentrations of trips at certain times of day (8-10 am; 3-5 pm)

DESTINATIONS THAT TARGET POPULATIONS NEED TO REACH

As land use and development and the supporting highway system have changed over
recent decades, so too have the locations to which the general population and our
target populations need to reach changes as well.

Locations that people want to reach include:
e Retail services

Wholesale and manufacturing

Terminals and utilities

Transportation facilities

Public buildings

Retail services are the locations that target populations need to reach to meet their
personal needs for shopping, banking and other personal needs. Retail centers and
nursing homes are areas that low income persons need to reach for jobs. But unlike
the maps of where older persons and persons with disabilities live, persons with low
income are more concentrated in the City of Delaware. While Figure 8 shows that there
are major employers in the city as well, major employers are also found in the southern
area of the county as well. Further, low income persons also need to reach job
opportunities in Franklin County, including the Interstate 270 and other areas in
northern Franklin County.

Adding destinations such as healthcare services, hotels/motels, and nursing homes
following similar patterns as area major employers, the spatial mismatch of where
target populations are living versus where they are trying to go becomes quite clear.
(See Figures 9-11)
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Figure 8
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Figure 9
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Figure 10

. T \ . Hanl el o .__e . TOSIPEIN
0TS G0 $81d BIOWL ‘dmy ueld 1r uipjueld :
1 EN6U9 G 3nos snquwinied
K e 1§ unang
SHPMS [ELOIEay pUB LB B
p Ry Ay A pedalg od = P
(&) dm \iee
ALBRIAIMNM _FIVIT
UMOISAUNOL ,M,y\a
uigng N
< ‘dml waleH sl 23uneus
N
BUBr uoIn
‘dm] pioouo)
“dm) uojusll
‘dmy saysyieg
) N s
18 Ly
alemelag : % % mm
/ “dmL ol
Xouy
dm] Jspod 1
“dmy uoysBury
‘dm) umosg
_/,
/ N ar
MOIIop
i ‘dm) Joupey
Al pIoiX0
‘dm ) uosdwoy |
ealny so1eg 2oy paxid viva [ n
foey a1eg yjesy sofeyy  [H] .H 3|ysy o
puabar pﬁ, ologquep
sapi|ioe aJe) yijeaH Jolely :
(ealy 201M9S
Kouabiy Jisuel) ealy ateme|oq Uoley

29



;F%nwkﬂzuz qqmmg_dn___._ﬁz‘ hll \ .& el /\’ﬂfdmﬂ\,hj CBQ..__EH.._D.S o Plri:.-mw,._ o, =) lﬂﬂ@%@.‘ UOSIDEIN
JUCEH SHC et MRl dmy uield ‘dm1 uopusig ‘dm] uoseys (U uipjueld f
rearg s 50 ares ‘s iasann f by F ulignag
) JpD By g paoeday o i : A fued ~
B dm B|IBIsang \ XY :
ALERIAINA JiviE i
UMOJSBUNGT, | ggdwnion Y ;
: g\_.h_._n_._o w
< “dm| WapeH ; \ﬂ s|liHieaunelyS
N « :
( “dm] abuein Y
[FEln] uomn
Y cdm) Auegn =
\
eol _/ ‘dm) plosuod
|
‘dm] uojuaa] nqu sl
g (] ulpag
— \ S 4
- NG -
dmy | Sl ‘_mv@mo
m_l.v alemelag | A o Z R
> 2y & aemelag /
LL I aa ‘dmy ojols
e e G
Xouy] m v g \
‘i Jspod b N 1
“dm) uoysBury BN |
dm) umoig
L
C— N
/\L b L ..4 -
) 7
{
¥«
MOJIoR gl
“dm
L G | Joupey
‘da] uosdwoy |
ealy soias sinoy paxid viva [ n_
swo Buisiny =P uanEmf._
pu ab a1 “dm | osoquep
sawioH BuisinN ,’.
‘ealy adlAesg
Kouaby ysuel] eaty ajemejaq _ oty

30



1V
COMMUNITY OUTREACH

Community outreach activities have been central to looking at how well the broad range
of transportation services in Delaware County are doing meeting the mobility needs of
residents, particularly older persons, persons with disabilities and persons with low
income. These three groups are, in fact, among the people who have the greatest
difficulty meeting their needs to travel with a personal motor vehicle.

Community outreach activities have included the following:

e A project advisory committee

e Two half-day workshops among stakeholders with an interest in transportation
services in Delaware County

e A public forum for stakeholders and the public to learn about the plan for
coordinating transportation service

ADVISORY COMMITTEE

The project advisory committee met during the project. The Purpose of the Advisory
Committee was:
e Identification of organizations and stakeholders that should be involved in the
coordination planning
e Advocacy for outreach and involvement in the planning process
e Participation in general community outreach, workshops and public forum
e Access to transportation needs analyses and studies focusing on target
populations
e Focus of unmet needs, gaps in service, overlapping services, overcoming
barriers, solutions and priorities

COMMUNITY OUTREACH WORKSHOPS
Two half-day workshops were held to bring stakeholders together to discuss issues,

express desires for change, evaluate alternative approaches to coordinating
transportation services and reaching consensus.
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First Workshop

The purpose of the first workshop was to review early technical work; engage in
collaborative conversations about the state of community transportation services and to
complete this assessment using the Federal Transit Administration, United We Ride’s
Framework for Action.

Second Workshop

The purpose of the second workshop was to review further technical work, engage in
collaborative conversations about alternative solutions and strategies and reach
consensus on priorities and actions.

PUBLIC FORUM
The purpose of the public forum, which occurred toward the end of the project, after a

draft plan was available, was to present the draft plan recommendations, priorities and
action steps; and accept questions and comments.
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V
COORDINATING
TRANSPORTATION SERVICES

There are a myriad of federal programs that provide funding for the delivery of
transportation services to older persons, persons with disabilities and persons in low
income families. At the federal level, over sixty (60) separate programs have been
identified. Within the U.S. Department of Transportation’s Federal Transit
Administration, financial assistance programs for the support of local public
transportation services have been in place and evolving for some forty years.

It was in the late 1960’s and early 1970’s that the ownership and delivery of public
transportation services shifted from the private to the public sector, as the private
market for transportation services was no longer profitable. But, communities
recognized that not all people would be able to meet their mobility needs without some
level of public transportation services. Consequently, local communities took over
ownership and control. Over time, local communities and state governments developed
programs by which local communities could set up new agencies to control and operate
public transportation

As a result of actions over that last thirty-five years or so, the following has occurred to
provide financial assistance to public transportation systems in metropolitan areas:

e The Delaware Area Transit Agency (DATA) is a public transportation agency,
created consistent with the Ohio Revised Code and serves all of Delaware
County.

e The legislature of the state of Ohio has funded programs to support the delivery
of public transportation services across the state, in urban and rural counties.

e The Federal Transit Administration funds for operating and capital assistance
from its 5311 Rural Public Transportation Program.

In addition, new Federal Transit Administration programs were introduced or modified
in 2005 with passage of SAFETEA-LU, namely the 5310 Elderly and Disabled Individuals,
the 5316 Job Access and Reverse Commute and the 5317 New Freedom programs.

Further, there are a large number of programs across government departments and
agencies that provide human services for persons in need. Many of these programs
provide services to older persons, persons with disabilities and persons in low income
families. In over sixty of the financial assistance programs, transportation services may
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be provided by human service agencies to help clients get access to program services.
Typically, the provision of transportation services is elective by the agencies providing
services, not mandatory.

It is generally agreed that there are insufficient resources available from local, state and
federal sources and through private funding and contributed services to meet the
mobility needs of older persons, persons with disabilities and persons in low income
families. Further, it is generally accepted that transportation services offered
independently of one another, servicing older persons, persons with disabilities and
persons in low income families operate in the same neighborhoods, especially during
weekdays morning and afternoon hours as clients are transported to agency services.

DEVELOPING A FAMILY OF TRANSPORTATION SERVICES

Transportation services available to people with mobility needs can take various forms.
Typically, transportation services include fixed route bus service such as is operated by
DATA. DATA’s service includes paratransit service, sometimes called door to door or
demand responsive service. By whatever name, this service distinguishes itself from
fixed route in that smaller vehicles respond to the specific trip patterns that people need
to make. Such service may include driver assistance for customers to get on and off a
vehicle or to and from a vehicle. In rarer circumstances, assistance is provided “through
the door”. Through the door service is usually provided by human service agencies
rather than public transportation systems.

The concept of a “family of transportation services’ is rooted in and recognizes the
notion that transportation services should be responsive to the specific needs of
customers, the variety of trips that they need to make, and the urban-suburban-rural
character of the area within which the services are provided. The concept recognizes
that older persons, persons with disabilities and persons in low income circumstances
may have very different needs and services may need to be tailored to be responsive to
those needs. Without being comprehensive, these may include:

The lack of access to a motor vehicle

A disability which prevents them from driving

Not having family members or friends available to help them travel locally
Inability to walk a reasonable distance to a bus stop or to be able to wait at a
bus stop during hot or cold weather

e Living in an area where urban fixed route bus service is not feasible

Figure 12 presents a chart that characterizes the concept as it relates to the travel
mobility and needs of older persons.
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Figure 12
A Family of Transportation Services Concep
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Source: Transit Cooperative Research Program Report #82, Improving Publicit ptios for Older
Persons.

Older persons are able to make independent travel decisions as long as they are
healthy and able to move about independently outside their homes. However, as their
ability to move about their community independently diminishes, they require
alternative means of transportation to maintain their ability to meet travel needs and
quality of life. With a family of transportation services available in a community, the
services are available to do this.

An important element of the concept is customer service that recognizes the need for
information, training and planning so older persons, persons with disabilities and
persons with low income are able to make the most effective use of the transportation
services that are available in the community.

WHAT IS TRANSPORTATION COORDINATION?

The coordination of transportation services focuses on bringing together in a community
all of the key people and organizations that have responsibility for helping people meet
their mobility needs in ways that permit decisions about what services are offered and
who offers them are driven by an understanding of who are the customers, what are
their needs and what kinds of services under which circumstances can be most cost-
effective and cost-efficient in meeting those needs safely and responsively. The key to
transportation coordination success is cooperation, collaboration; consensus building
and vision (see Figure 13).
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Figure 13

The Key to Transportation Coordination
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Transportation coordination, as expressed to figure 4, works best in circumstances
where the following conditions exist:

e Customers and meeting their needs are the number one focus.

e There is strong leadership among the key stakeholders and a shared
commitment to organize and deliver coordinated services together and reach
consensus in setting priorities and taking action.

e Transportation providers work cooperatively and collaboratively with human
service agencies to understand the needs and requirements of the agencies and
their clients.

e Social service agencies work cooperatively and collaboratively with transportation
providers to understand the responsibilities of delivering transportation services
in a complex environment.

e The agencies and communities, including taxpayers, which provide funding for
transportation services are satisfied with the development and delivery of
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services, the use of funding for eligible purposes, and the reporting of results
and the use of specifically targeted funding programs

TRANSPORTATION COORDINATION ALREADY IN PLACE

It is important to recognize the types of coordination that are already in place before
moving on to consider the alternatives for future coordination strategies. The following
provides an overview of some of the key findings to date and how they can impact on
the various coordination options that can be considered. The focus is on the current
state of coordination between public transit and human services because this provides
us with the opportunity to explore strategies that build upon the existing base of
coordination activities. The following examines the current situation.

Inter-Agency Contracting for Transportation Services

There are extensive contracting relationships for transportation services among the
agencies and organizations in Delaware County. Six (6) agencies in Delaware County
reported contracts they have active to provide transportation services to other agencies.
These are:

e Ergon Employment Solutions/The Alpha Group of Delaware, Inc.: Delaware Cab
Company, through the Delaware County Board of Developmental Disabilities

e Helpline of Delaware and Morrow Counties, Inc.: Delaware Cab Company

e Sarah Moore Home + Healthcare Center: MedCorp

e Delaware Department of Job and Family Services: Delaware Cab Company and
DATA

e Council for Older Adults of Delaware County: Delaware Cab Company ($43,523
POS for 2006; no longer a provider) and DATA ($35,452 POS for 2006; $108,000
grant)

e Delaware-Morrow Mental Health & Recovery Services Board: Central Ohio Mental
Health Center, Annie’s Outreach Center and Recovery & Prevention Resources

In addition, as reported earlier, DATA has contracts with
e Delaware Department of Job and Family Services (JFS)
e Delaware County Council for Older Adults
e Heritage Day Health Care Center

37



VI
MOVING TOWARD THE
COORDINATION OF
TRANSPORTATION SERVICES

When considering strategies and solutions for transportation service coordination
focused on increasing the travel mobility of older persons, persons with disabilities and
low income persons, and the general public, the deviated fixed route and demand-
response public transportation services offered by DATA in Delaware County should be
viewed as the backbone of any system of coordinated transportation services in the
region. Focused on the City of Delaware and the U.S. Route 23 corridor into northern
Franklin County, there is a level and coverage of deviated fixed route services available
to the general public and therefore older persons, persons with disabilities and low
income persons that affords them fundamental mobility that would not otherwise be
available for them to meet their travel needs. We have found that human service
agencies help their clients, in a number of ways, to use these services. The value of
public transportation services to helping people meet their mobility needs cannot be
emphasized enough.

Any program to coordinate transportation services should be built on the fixed route
services that are in place. These services should be used to the maximum extent
possible, since there is little or no cost associated with more people using the services.
The capability to meet mobility needs is there and should be used.

DATA'’s deviated fixed-route and demand-response service cannot be expected to meet
all mobility needs. In reality, to better meet mobility needs, DATA and human service
agencies in the region can work better together to coordinate the development and
delivery of transportation services.

This section begins with a discussion of Mobility Management because it is an essential
part of the coordination planning process.

MOBILITY MANAGEMENT

Mobility Management should be the overarching strategy or overall approach to the
coordination of transportation services. Mobility management consists of short-range
planning and management activities and projects for improving coordination among
public transportation and other transportation service providers in a county or region.

38



Hence, mobility management is a program which strives to match people with mobility
needs with the resources that can meet their needs with the least cost. It includes
everything from mileage re-imbursement (for trips it is less expensive for family and
friends to provide than sending a bus out) to travel training to enable people to use the
least expensive option for their travel and to know when a DATA deviated fixed route or
demand-response bus might be available for their trip.

It represents a shift in focus from the operation and management of separate
transportation services to one of customers, their mobility needs and offering and
coordinating the family of transportation services that enables communities to meet
those mobility needs in safe, effective, efficient and responsive ways. A good structural
representation of mobility management is presented in Figure 14.

Figure 14
A Mobility Management Concept

Mobility Management Center

Y

In-house Activities Contracted Activities
Planning Travel Services
Service Design

; Information Systems

Quality Control
Evaluation/Updating

Customer
Feedback

Fixed Service & £  Escorted @M Emergency
Routes Routes Services Services

Source: TransitCooperative Research Program Report #82, Improving Public Transit Options for Older
Persons.

The current transportation legislation (SAFETEA-LU), mobility management is
recognized as a key element in the delivery of transportation services in a county or
region and has been made eligible for capital financial assistance. Thus, federal funds
may be used to move the development of mobility management and transportation
coordination forward with funding from present programs. Local matching funds
required are low; the federal share is 80% with a 20% local share of total capital costs.
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The following provides four representative examples of the many types of activities that
can be considered for mobility management funding in Federal Transit Administration
programs — 5316 — Job Access and Reverse Commute, 5317 — New Freedom and 5310
— Elderly and disabled Persons, based on published FTA Circulars for federal funding:

e The promotion, enhancement, and facilitation of access to transportation
services, including the integration and coordination of services for individuals
with disabilities, older adults, and low-income individuals;

e The provision of coordination services, including employer-oriented
Transportation Management Organizations’ and Human Service Organizations’
customer-oriented travel navigator systems and neighborhood travel
coordination activities such as coordinating individualized travel training and trip
planning activities for customers;

e The development and operation of one-stop transportation traveler call centers
to coordinate transportation information on all travel modes and to manage
eligibility requirements and arrangements for customers among supporting
programs; and

e Operational planning for the acquisition of intelligent transportation technologies
to help plan and operate coordinated systems inclusive of Geographic
Information Systems (GIS) mapping, Global Positioning System Technology,
coordinated vehicle scheduling, dispatching and monitoring technologies as well
as technologies to track costs and billing in a coordinated system and single
smart customer payment systems (acquisition of technology is also eligible as a
stand alone capital expense).

Each of the above “approved mobility management activities” could be successfully
applied in Delaware County.

A major recommendation emerging from the plan development effort to date is that the
region should shift the focus of transportation services to mobility management, instead
of continuing with the “silo model” - where separate agencies develop, fund and
operate independent transportation services, focused narrowly on meeting the needs of
their own agency’s clients without concern for other transportation services in the
community or other agencies that are also providing human services to their clients.

The pacing of the shift in focus to mobility management will depend upon the ability of

the participating agencies to work effectively together and their commitment to moving
forward on the selected coordination activities.

40



COLLABORATIVE MOBILITY MANAGEMENT AND TRAVEL
PLANNING

Mobility management shifts the focus from operating individual transportation services
to helping people with unmet mobility needs. This means that transportation services
are designed, developed and delivered to meet the mobility needs of people in the
region. And those needs can be very different across the target populations. For
example, the mobility requirements of a young mother with two young children in the
City of Delaware are very different from an elderly couple in their eighties, living in a
rural area of Delaware County who are no longer able to drive and do not have family
or friends who are able to help them significantly. Both have mobility needs that are
important. How specific trips are provided would not necessarily be the same.

In a mobility management setting, proactive trip planning is a key activity. See Figure
15.

Mobility Management for Workforce Development and Training

Mobility management in the environment of the Ohio Works First (OWF) program would
focus on the mobility need of low income people finding a job and providing the most
responsive, cost-effective transportation available. A key element is addressing the
transportation options early as employment and training options are developed by job
developers and Ohio Works First participants. . This means that the mobility manager is
a partner with the job developer in offering the best recommendations to low income
people who need a job that they are able to reach on a daily basis.

Mobility Management and Maintaining Quality of Life

As people age and lose their ability to drive safely, community transportation
alternatives should be available for their use so that they are able to continue to travel
where they need to go. For this to happen effectively and seamlessly, travel mobility
planning should occur so that older persons are prepared for a transition from driving to
using non-driving alternatives. Communities should plan to be ready for these
transitions as well. This will require the participation of older persons themselves, family
members, medical professionals, social service professionals and mobility managers,
acting together, to make sound decisions about maintaining mobility while reducing or
curtailing driving. For older persons, the objective needs to be finding a way to maintain
mobility and independence while relying on a personal vehicle les and less.
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DELAWARE’'S FRAMEWORK FOR ACTION: A COMMUNITY
ASSESSMENT

This Community Assessment Survey for Delaware County has used the Framework for
Action developed by the Federal Transit Administration’s United We Ride program. The
assessment has been designed to help understand the state of transportation
coordination in a community and to help agencies work toward improving
transportation coordination among public transit and human services agencies. This
Assessment is an early element in the transportation coordination planning that has just
started.

The Community Assessment was completed a community outreach workshop held on
Friday, November 16, 2007. The workshop is part of the community outreach plan
being undertaken as part of the development of a Coordinated Public Transit — Human
Services Transportation Plan for Delaware County.

The Assessment focuses on five areas that are critical to the successful coordination of
Transportation services among public transit and human services agencies. The five
areas are:

Making Things Happen by Working Together

Taking Stock of Community Needs and Moving Forward
Putting Customers First

Adapting Funding for Greater Mobility

Moving People Efficiently

abrwNpE

The report contains the following sections:
e Focus of the Self Assessment

e Results of the Self-Assessment
e Implications for Transportation Coordination in Delaware County

43



FOCUS OF THE ASSESSMENT

The assessment provides a snapshot of the state of transportation coordination in
Delaware County at the time the assessment was completed. Each section of the
assessment focuses on a different area of transportation coordination. Within each
section, there are a number of factors that stakeholders are asked to rate according to
the following scale:

Progress Rating (circle one rating that best describes your program)

Needs to Begin €3 Needs Substantial Action 4+¥ Needs Some Action )% Done Well

Making Things Happen by Working Together

This section focuses on the manner and extent to which key individuals and organizations
hare catalysts for envisioning, organizing, and sustaining a coordinated transportation
system that provides mobility and access to transportation for all. There are five factors
that are rated.

Taking Stock of Community Needs and Moving Forward

This section focuses on the state of assessing the coordination of transportation services. This
includes resources available, services provided, mobility needs of target populations,
opportunities for improvement and the capacity of human service agencies to coordinate
transportation services. There are ten factors that are rated.

Putting Customers First

This section focuses on customers, including people with disabilities, older adults, and low-
income riders, the extent to which they have convenient and accessible means of accessing
information about transportation services, and their involvement in the evaluation of services
and identification of their mobility needs. There are five factors that are rated.

Adapting Funding for Greater Mobility
This section focuses on the use of innovative procedures to support transportation services by

combining various state, federal, and local funds, creating customer friendly payment
systems while maintaining consistent reporting and accounting procedures across programs.
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Moving People Efficiently

This section focuses on the presence of multi-modal and multi-provider transportation
networks that are seamless for the customer and also operationally and organizationally
sound for the providers.

RESULTS OF THE ASSESSMENT
Overall Results of the Assessment

Figure 16 below presents the overall assessment completed during the workshop, for
each of the five sections. Please see Appendix | for details.

Figure 16

ﬂ ( . Overall Community Self-Assessment # .
FRAMEWORK FOR ACTION: DELAWARE COUNTY
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Section 3: E After reviewing each of the g ss5es5ing our progress, my overall evaluath of how well we are doing in the area of
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Clearly, stakeholders at the workshop believe that Delaware County has considerable
opportunity to improve the coordination of transportation services. In no section is the
consensus overall rating higher than “Needs Significant Action”. However, several
ratings within sections are higher. Stakeholders recognize that Delaware County has
worked diligently over the years to develop a sound public transportation system in the
county, the Delaware Area Transit Agency. Further, they also recognize that individual
agencies are likely each doing a good job of responding to the mobility needs of their
specific clients, but inter-agency approaches need considerable development to stretch
transportation resources further to meet mobility needs that remain unmet.

RESULTS OF THE ASSESSMENT BY SECTION

Section 1 — Making Things Happen by Working Together

Stakeholders believe that some good work has been done, although most of the factors
are rated as “Needs Substantial Action”, recognizing that in two sections the rating
approaches “Needs Some Action” in one and right at “Needs some Action” in the other.

There is a lot of good transportation service being provided, but not in through a
coordinated system. In focusing separately on the needs of older persons, persons with
disabilities and low income people, coordination and flexibility have gotten lost, but not
the vision. Further, the way you do business and coordinate things has changed;
especially communication (email, etc.). The group agreed that it is good that we realize
that we need coordination.

Consensus Rating: Needs substantial action

Section 2 — Taking Stock of Community Needs and Moving Forward

In this section, the ratings varied from low to mid-range. Most of the factors were rated
in the middle range. Of the ten factors, stakeholders rated one as “Needs to Begin”,
four as “Needs Substantial Action”, one as “Needs to Begin”, two as “Needs Some
Action”, one as “Needs to Begin” and two as “Needs Substantial Action and Needs some
Action” combined.

Stakeholders wonder what in total is in place today and what does it mean? What is
included in a “transportation system”? There needs to be one coordinated agency (to
do the evaluating, etc.). There is not enough information-sharing because each agency
is doing this on their own. One growing pain is the need for increased communication

Consensus Rating: NMNeeds Substantial Action
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Section 3 — Putting Customers First

In this section, with the exception of one factor that was rated “Needs to Begin and
Needs Substantial Action” combined, all factors were rated at or close to “Needs to
Begin”.

Stakeholders observed that they do not have a clear idea what other systems do for
their clientele. Further, people don't know how to get transportation for that particular
day. Also, from a customer standpoint, the countywide transit system could do better in
meeting customer needs. Customers’ quality of life issues are key; needs and wants are
equally important. Customers need to be put first.

Consensus Rating: Needs to Beqgin

Section 4 — Adapting Funding for Greater Maobility

In this section, both factors were rated as “Needs to Begin”.

Stakeholders wondered if software program models exist for these to track financial
data across programs and to automate billing. The basis for billing may need to change.
DATA currently bills by mile. Getting different mechanisms to work together is key.

It is achievable; but it will be difficult.

Consensus Rating: Needs to Begin

Section 5 — Moving People Efficiently

In this section, all factors were rated “Needs to Begin™

Stakeholders recognized that no central coordination among agencies is in place.
Facilities have seen some centralization, but not on a broad basis or seamlessly

Consensus Rating: Needs to Beqgin
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IMPLICATIONS FOR TRANSPORTATION COORDINATION
IN DELAWARE COUNTY

What Does It All Mean?

Stakeholders observed that there is inter-dependence among the sections and that
communication is a thread running through all sections. Serving customers is a common
interest that brings people to the table. Since resources are limited, efficiency of
operations is necessary. The future will require flexible and adaptable use of funding
structures.

Priorities for Transportation Coordination Planning

Stakeholders were asked to express their sense of priorities at two levels. First, what
section is the top priority? Stakeholders were asked to pick their first and second
priorities. And, secondly, they were asked to express their top priority factor within each

section.

Priority Section

Looking first at section priorities, they are as follows:

Priority Score = 8.5: Section 1 - Making Things Happen by Working Together

Priority Score = 8.5: Section 3 - Putting Customers First

Priority Score = 4.0: Section 5 - Moving People Efficiently

Priority Score = 2.0: Section 2 - Taking Stock of Community Needs and Moving Forward
Priority Score = 0.0: Section 4 - Adapting Funding for Greater Mobility

arwpdpRE

While action in each of the five sections is important, the priorities established at the
workshop point to what stakeholders believe is of paramount importance:

“Working Together” and “Putting Customers First

Priority Factor within the Tree Top Priority Sections

1. Section 1 - Making Things Happen by Working Together Arority Score = 8.5

Factor 4 — Is there sustained support for coordinated transportation planning among elected
officials, agency administrators and other community leaders? Score = 9

2. Section 3 - Putting Customers First Priority Score = 8.5

Factor 19 — Are customer ideas and concerns gathered at each step of the coordination
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process? Is customer satisfaction data collected regularly? Score = 10

3. Section 5 - Moving People Efficiently Priority Score = 4.0

Factor 25 — Is there a centralized dlispatch system to handle requests for transportation
senvices from agencies and inaividuals? Score = 11

Priority Factor within Remaining Sections

4. Section 2 - Taking Stock of Community Needs and Moving Forward Prority Score = 2.0

Factor 7 — Is there a process for identifying duplication of services, underused assets, and
service gaps? Score = 11

5. Section 4 - Adapting Funding for Greater Mobility Priority Score = 0.0

Factor 21 — Is there a strateqy for systematic tracking of financial data across
programs? Score = 11

SUMMARY

Stakeholders have identified the following as the top priorities areas.

Moving the Coordination of Transportation Services
Forward Collaboratively

Putting Customers First

Moving People Efficiently

Looking at top priorities within each of these three sections, the following factors
emerged.

Factor 4 — Is there sustained support for coordinated transportation planning among
elected officials, agency administrators and other community leaders?
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Priority Score = 9

Factor 19 — Are customer Ideas and concerns gathered at each step of the
coordlination process? 1s customer satisfaction data collected regularly?

Priority Score = 10

Factor 25 — [Is there a centralized dispatch system to handle requests for
transportation services from agencies and inaividuals?

Prionity Score = 11

Further, in summary, remaining top priority factors are:

Factor 7 — Is there a process for identifying duplication of services, underused
assets, and service gaps?  Priority Score = 11

Factor 21 — Is there a strategy for systematic tracking of financial data
across programs?  Priority Score = 11

General Concluding Observation

If the transportation coordination focus is closely
on the top priority sections and factors within them,
other necessary actions will be developed as a natural consequence.
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Vil
STRATEGIES AND SOLUTIONS FOR
COORDINATING TRANSPORTATION SERVICES

TRANSPORTATION COORDINATION STRATEGIES

The coordination of transportation services in Delaware County was considered and evaluated
through the following strategies:

e Do Nothing
e Central Information Source
e Central Trip Planner/Broker
e Coordinate Administrative and Operational Transportation Functions
e Add New Services
o Consolidation of All Transportation Services
Do Nothing

Nothing would change; no efforts would be made to improve transportation services through
better coordination among public transit and human services agencies, both in the delivery and
management of services and the purchase of services. In other words, the action would be the
status quo.

Central Information Source

To improve access to diverse and separately-operated transportation services, people needing
transportation services are able to contact a single source, via telephone or computer, to find
out how they may get a ride to meet a specific transportation need. Information on
transportation services that may be available to them would be provided so they could make
contacts to see if they could get a ride.

Central Trip Planner and Trip Broker

The delivery of transportation services would continue to be provided by separate
transportation providers. However, a transportation broker would exist to coordinate the
delivery of transportation services among participating providers and purchasers. Providers
would use the broker to provide selected client trips for other providers and/or use the broker
to find providers that would provide a trip for one of their clients.

Coordinate Administrative and Operational Transportation Functions

Selected functions in the delivery of transportation services would be improved by taking
advantage of resources and capabilities that may be common among the providers. These
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common functions could include vehicle fueling; vehicle maintenance; driver training;
scheduling of trips and assignment of vehicles among participating transportation providers;
tracking and reporting of operations; financial tracking, billing and payment.

Add New Services

Transportation services that are not currently being offered would be introduced. These could
include services that fill gaps in existing services; introduce a new type of service not currently
available; services that would meet a need without providing transportation, such as package
delivery.

Consolidation of All Transportation Services

The delivery and management of all transportation services and associated functions would be
organized within one organization or agency. Agencies formerly providing direct services would
contract with this agency for their transportation needs. Agencies that formerly purchased
transportation services from one or more providers would purchase their transportation through
this agency.

WORKSHOP RESULTS OF THE EVALUATION OF TRANSPORTATION
COORDINATION STRATEIGES

The results of the evaluation of these strategies by workshop participants are presented in
Figure 16. Stakeholder believe that the best approach for coordinating transportation services
among public transit (DATA) and the county’s human services agencies is to focus on the
following:

e Coordinating administrative and operational functions among agencies
e Setting up a system for the delivery of transportation services across agencies

The details of the force field analysis are presented in Appendix I11. The consensus reached
among stakeholders is striking. With fifteen participants in the workshop, all fifteen felt that the
coordination of transportation services functions among participating agencies is the top
priority. The clear second priority is the establishment of a trip planning and brokerage system.

This is consistent with the results of the Community Assessment of the state of transportation
coordination in Delaware County. There is strong interest among stakeholders in

e Moving the Coordination of Transportation Services Forward Collaboratively
e Putting Customers First
e Moving People Efficiently

The results of the second workshop express how stakeholders believe implementation of
coordinated transportation services should move forward.
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Figure 16

RESULTS OF WORKSHOP PRIORITY RATING AND VOTES
Transportation Coordination Alternatives
Delaware County

Transportation Coordination Alternative Priority Rating and Votes

Central Information Source

Priority Rating 0
First Priority Votes 0
Second Priority Votes 0

Trip Planning/Brokerage

Priority Rating 4.5
First Priority Votes 0
Second Priority Votes 9

Coordination of Administrative and
Operations Functions

Priority Rating 15.0
First Priority Votes 15
Second Priority Votes 0

Adding New Services

Priority Rating 3.8
First Priority Votes 0
Second Priority Votes 6

Consolidation

Priority Rating 0

First Priority Votes 0

Second Priority Votes 0
Total Votes Cast

First Priority 15

Second Priority 15
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ORGANIZATIONAL AND INFORMATION STRATEIGES

For transportation coordination to move forward effectively, an organizational,
management and service delivery structure must be established. This is what can be
viewed as a First-Order Strategy. Strategies designated as First Order are those that
require and involve fundamental decisions that must be made at the beginning of the
transportation coordination implementation process. There are two key first order
strategies:

e Leadership — Implementation - Organizational Structure — This refers to
the need to have an organizational structure in place as the region begins to
move forward on the selected coordination activities. The discussion of this
recommendation includes the presentation of three different alternative
organizational structures and some examples of best practices that help to
illustrate the organizational arrangements that have been used and the types of
coordination activities which have been implemented.

e Centralized Communication - Information — Trip Scheduling — One
Number Access — this topic is designated as first order because there are
important decisions to be made regarding the means for providing essential
transportation resource information to the target groups, including the possibility
of one number access. In this case there are two alternatives to be considered as
part of the implementation — that can be characterized as the choice between a
gradual low cost approach and a more comprehensive approach involving the
extensive use of technology.

Leadership
Implementation
Organizational Structure

One of the most important “Lessons Learned” from our peer reviews from other regions
is that in order for coordination to be successful, there must be a strong and dynamic
“local champion” taking the lead in coordinating services. Without a single agency or
individual taking charge and following through with a vision to transform services,
major paradigm shifts would not have occurred. A strong leader with vision and the
ability to persevere during the difficult implementation challenges is a necessary
ingredient for transportation services to proceed under a new “mind set.”

From the earlier discussion of Transportation Coordination Already in Place, we

have pointed out that both DATA and human service agencies in Delaware County have
already taken steps to work together. Therefore, further advances in coordination
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between public transit and human service transportation can build upon the existing
working relationships that have been established.

It is important to note that a leadership role for DATA does not mean that DATA would
automatically become responsible for “managing” coordination activities or providing
transportation services above and beyond what they are currently providing. In the next
subsection we present three options for the selection of a Mobility Manager with DATA
as public transit agencies being one of the options.

It is anticipated that the leadership role will be one that both provides a driving force in
moving toward mobility management and keeps stakeholders at the table building
consensus and making decisions. The first step in the process will involve the formation
of an organizational structure that will actually serve as the mobility manager.

Strategies for Organizing
For Mobility Management

There are three basic organizational strategies to be considered for taking the
responsibility for mobility management in the region:

e Public Transit Agency (DATA)
e Existing Human Service or Umbrella Agency
e New Non-Profit Transportation Agency/Broker

Since there is such a diversity of coordination activities that can take place under the
title of mobility management, it is important that whichever organizational alternative is
ultimately selected has the capability to undertake the required role. The following
provides some best practices examples of the different ways that public transit and
human service agencies have worked together in a mobility management arrangement.

Public Transit Agency as the Mobility Manager

Under this organizational alternative, DATA would take the initiative and the
responsibility for all mobility management activities. The actual operations associated
with the selected activities could be carried out completely in-house or by a contractor
depending upon the requirements for mobility management and the capabilities of the
organization. The following provides an example of a transit agency that took on the
responsibility for developing and operating a Call Center for participating human service
agencies.
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The Rapid (the Grand Rapids area transit agency) is the lead agency for coordination
planning in the region. In early 2007, The Rapid initiated its centralized program called
RideLink. The RideLink collaboration offers a centralized call and scheduling system for
participating agencies. Currently, agencies can elect to subscribe all or some of their
vehicles to the program. The original intention was to increase capacity and reduce
costs for the participating agencies; on the whole, more service could be offered by
reducing overhead costs of scheduling and dispatch.

The program began with the Area Agency on Aging and grew so quickly that the
program had to be slowed down. The service was overwhelmed with calls from all the
agencies clients and had to be scaled back to just one agency, which was then
increased by one participating agency per month until all the agencies were back on
board. In the one month in January of 2007 that all the services were united by the
RideLink program, they handled more calls and rides than all the services had handled
individually, even given that they had hit their capacity ceiling.

Existing Human Service or Umbrella Agency as Mobility Manager

Another strategy to organize for taking on the responsibility for mobility management is
an existing human service or umbrella agency. The following provides an example of a

situation where an umbrella agency took on the responsibility for the development and

implementation of unique coordinated human — public transit services.

Ride DuPage — Chicago, IL - In the Chicago area, Ride DuPage is the name of
DuPage County’s coordinated public transit human services transportation service.
There are a variety of participants in Ride DuPage including Pace (the transit agency
serving DuPage County), the County’s Department of Human Services, a joint group
known as the Naperville/Lisle Area Transportation Partners (City of Naperville, the
townships of Naperville and Lisle, and the Naperville Park District) and the Village of
Glen Ellyn.

The DuPage Inter-Agency Paratransit Coordinating Council, established in 1996, has
been the key organization which was instrumental in the development and
implementation of the current coordinated transportation system in the county. The
IAPCC is made up of the following committees:

e The Advocacy Committee advocates on behalf of county-wide efforts to
secure funds for transportation services, to communicate between DuPage
Mayors and Managers and IAPCC for joint goal-setting, and to develop joint
public-private partnerships.

e The Consumer Advisory Committee serves as the liaison between the
consumer and the DuPage Inter-Agency Paratransit Coordinating Council.
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e The Finance Committee oversees the development of the finance plan for the
coordinated transportation system, financial commitments from sponsors, and
dues for the council.

e The Operations Committee oversees the development of the coordinated
transportation system and its management and operation plan.

e The Marketing Committee establishes a marketing plan to inform potential
users about the coordinated transportation system and inform potential sponsors
and the general public about the system.

Membership in the IAPCC is extensive and includes seven townships, six cities, fifteen
villages and nineteen other agencies/organizations (including the lllinois Department of
Transportation and Department of Human Services).

The service is provided by a private contractor (Veolia Transportation) under contract to
Pace, but unlike ADA Paratransit and Dial-a-Ride, users of Ride DuPage will be assigned
to either an accessible paratransit vehicle (operated by Veolia) or to a local taxi
company (303 Taxi or Alliance Taxi), depending upon which is more cost-effective. Pace
is responsible for managing and monitoring all of the paratransit services provided by
Veolia. As part of this responsibility, Pace allocates the cost of providing Ride DuPage
services to all of the participating agencies according to a cost-sharing formula. Note
that the ADA, Dial-A-Ride, and human service agency trips are all merged together
under the contracts with Veolia Transportation. As a result, ADA paratransit trips, Dial-
A-Ride trips, and human service agency-sponsored trips are co-mingled on the vehicles
operated by Veolia, leading to a more effective utilization of the fleet.

New Non-Profit Transportation Agency/Broker as Mobility Manager

The third organizational strategy for a mobility manager is the development of new
non-profit transportation agency devoted to serving the needs of the target population.
This agency would work in close cooperation with the existing public transit agency,
and could provide specialized services to the transit agency whenever it is cost-
effective. The following example cites the experience of two non-profit transportation
agencies that were formed specifically to meet the needs of human service agencies.

Special Transit and Seniors’ Resource Center — Denver, CO - Several agencies
are involved with the human-service transportation network in the Denver-Boulder
metropolitan area. This includes organizations that focus on transportation and those
with a human-service mission. A framework of a county-based broker system was
established several years ago to address specialized transportation needs. Special
Transit is the broker for Boulder County and Seniors’ Resource Center is the broker for
Jefferson County.
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Both organizations have been quite successful. They have worked collaboratively with
other organizations and public agencies to increase the cost-effectiveness of their
operations and identify new funding sources for transportation services. Both agencies
report that they follow all leads for opportunities to work with other agencies and taking
an active role in the community. It is common at Special Transit for Board members to
sit on other Boards, or for Special Transit to solicit Board members from elected officials
or from other non-profit boards. Seniors’ Resource groups work with the local agencies
serving people with developmental disabilities.

Both Special Transit and Seniors’ Resource Center actively worked to identify the true
cost of transportation and explain to governmental jurisdictions and human service
agencies what the cost of service is and how it is valuable to the communities or
programs. Both have a solid base of support from the communities they serve
(although it varies by community) and have been reasonably successful at increasing
the proportion of the trip costs that are paid for by human service programs.

Riders and board members have been actively involved in sharing their stories of how
the service benefits them. Presentations are made to community groups, and some
tools (slide shows, brochures) have been developed to assist in this.

Both agencies have focused on how they increase mobility of riders, actively looking for
ways to contract for service if others can provide it less expensively. They have started
mileage reimbursement programs (to reduce costs for family or friends to transport
riders), broker trips to taxis, and done travel training to transfer riders to less expensive
modes of transportation.

Both agencies have pursued contracts for service in which they make a profit. The best
example of this is competing with the private for-profit transportation providers to
operate portions of the RTD paratransit service. Special Transit has had the contract
for RTD paratransit service in Boulder County for several years; both agencies plan to
bid in the 2007 procurement for these services.

ACCESS - Pittsburgh, PA - Pittsburgh's ACCESS program is one of the longest-
running public paratransit programs in the country. Since it was established as a
brokerage 1979, ACCESS has provided paratransit, shared-ride, and door-to-door
transportation to residents of Allegheny County. ACCESS is open to the general public,
but most passengers are either seniors or persons with disabilities. Nearly all of the
human service agencies in Allegheny County now purchase transportation through
ACCESS. Trips are provided through contracts with a variety of for-profit and nonprofit
authorized carriers chosen through a competitive bidding process. Three nonprofit and
seven for-profit carriers currently contract with ACCESS.

As the best practices examples above show, there are different ways that transit
agencies and human service organizations can work together in a mobility management
framework. The benefits of coordination and the potential obstacles to implementation
for each of the three organizational structures are presented in Chapter VI.
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Strategies for Centralized Communication
One Number Access - Information — Trip Scheduling

Getting a ride to meet a travel need should be the same for everyone, a phone call or a
mouse click away. Information and scheduling should be centralized either with an
existing service, such as 211 or with a newly developed service.

Anyone should be able to make one contact (phone or computer) and know how and
with whom they can make a trip, at what cost, and have the trip scheduled and
confirmed before the contact is completed.

This area is a first order strategy because it deals with the fundamental issue of
providing usable information to the target population (customers) and providing clear
and straight-forward access to transportation services. As noted earlier, information is
the key to people using transportation services effectively, both knowing what services
are available and having the information they need to make their use of a particular
service successful.

There are three strategies ranging from low tech to high tech. At the lower end of the
scale, a county or region may simply develop a Transportation Resource Directory. Or,
telephone reference services may also be provided directly as customers or clients call
for information. Typically, this telephone service is for information and referral only. The
highest order alternative would be what is more and more being called a “One Number
Access” service. With “One Number Access” a customer or client calls a central number,
is able to receive the information one needs on available services and is then put in
touch with a transportation provider that is able to provide the desired transportation to
meet the need. In a fully developed and integrated system, the customer or client need
make only one phone call.

The Transportation Resource Directory is a document which may be available at a web
site or only in hard copy, containing readily accessible and usable information on the
transportation services that are available to the target populations. The information
usually includes the contact number for the transportation providers, eligibility criteria,
service area and hours of service. It is critical that the information in the directory be
kept up-to-date with regularly scheduled follow-ups with each provider. Using the
directory, any individual or their representative can quickly identify which providers
service their area and can contact the provider directly to arrange for a ride. For a best
practices example of a Transportation Resource Directory see the one developed for
DuPage County at: http://www.dupageco.org/humanservices/generic.cfm?doc_id=481

The high technology approach combines one number access and the extensive use of
technology in transportation operations and administration. In Portage County, Ohio, as
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an example, the Portage Area Regional Transportation Authority is planning and
designing a The Travel Management Coordination Center for Portage and Geauga
counties. This represents a high tech approach to the provision of “One Number
Access” for information on and the scheduling of transportation services. PARTA has
received demonstration funding to develop a Travel Management Coordination Center
(TMCC) as a state-of-the-art, centralized call center that serves as a convenient access
point for all consumers who require transportation, trip planning, real-time traveler
information, and automatic trip reservations. The concept calls for use of the most up-
to-date ITS technology which includes interactive voice response (IVR), trip requests via
the internet, and online trip planning.

Depending upon the amount of transportation information that is available through the
TMCC, the successful implementation of this project (which is dependent upon future
federal funding) would represent the “highest tech” version of centralized information
and “One Number Access”.

SERVICE DELIVERY STRATEGIES

These transportation coordination strategies are where the “rubber meets the road”.
They are often referred to as Second Order strategies meaning that they are usually
implemented under the umbrella of an organized mobility management system. They
are not necessarily mutually exclusive. They may be pursued in parallel with one
another, or they may be implemented together. However, it is usually advisable that
these alternatives be pursued once organization for mobility management is in place.

Technology Development
Strategies

Technology development strategies focus on taking maximum advantage of technology
to move mobility management forward. The following provides a brief overview of the
technology that is available to help transit agencies and human service agencies as they
move forward on mobility management.

The basic technologies that are important to the proper functioning of a coordinated
system include:

e Automatic Vehicle Location — allows for accurate information about the specific
location of the vehicle at a particular point in time, e.g., when a customer boards
the vehicle
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e Computer-Aided Dispatch — used to assist in dispatching vehicles and is typically
integrated with AVL and other information management technologies, such as
scheduling and routing software

e Mobile Data Terminals/Mobile Data Computers — a small on-board computer and
interface that links the driver to an agency’s computer network through wireless
communications

e Coordination and Integration Software — technology that helps agencies with
scheduling, routing, billing and reporting. Typical applications include
coordinating paratransit routes and schedules within a single agency or among
multiple agencies, and coordinating billing among multiple agencies.

Tools that Improve Productivity

Tools that improve productivity use new software to improve paratransit service
scheduling and service delivery. This includes state-of-the-art trip reservation and
scheduling systems and recently developed software that can be used to optimize the
mix of dedicated and non-dedicated (typically taxis) vehicles to achieve the lowest cost
per trip. The efficiency gains can be used to expand the services provided to meet the
highest priority needs of the target population.

Some of the key features of new paratransit scheduling software that help to support
coordination include:

e The capability to schedule two distinct services (ADA/human services paratransit
and a general public demand-response service) with the same software, and to
generate separate reports on each service.

e Budget management features for various human services funding agencies
paying for client trips on the paratransit service (i.e. estimated cost of the trip
being scheduled is subtracted from the funding agency’s budget so that
schedulers can manage expenditure). This includes the ability to optimize use of
funding agencies’ allocated service hours per day by selecting the least expensive
way of serving trip requests (through shared rides, for example).

Automatic Vehicle Location and Mobile Data Terminals

Automatic vehicle location systems and mobile data terminals have become an accepted
part of paratransit operations in the United States. It is estimated that the majority of
large and medium sized agencies either have this equipment or are planning to
purchase it. This technology is an essential part of making the best use of the new
paratransit scheduling software features described above. This includes real-time
database updating as well.
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MDTs are used to transmit messages and information to drivers, to make schedule
changes, and for drivers to transmit information, including time of arrival at pick-up and
drop-off locations and requests to approve no-shows.

AVL is used in paratransit service as a dispatching aid on an exception basis, for
example to help identify a vehicle that can accommodate a new trip, another vehicle
that is running behind schedule, to assist lost drivers, to verify that a driver requesting
a no-show is in the correct location, and similar functions. In some systems, AVL is
also used to help identify vehicles that are in danger of falling behind schedule and as a
tool to verify on-time performance as signaled by drivers using MDTSs.

Automated scheduling and dispatching software for door to door transportation services
is important. DATA uses an automated capability developed in-house, but is preparing
to purchase such software. These systems typically provide the following functionality:

e Client database management such as keeping track of multiple addresses,
special service requirements, eligibility status, funding sources, payment options
and other important information specific to each customer.

e Customer service representatives can take casual and subscription bookings and
maintain complete records of previous trips.

e Individual trips can be scheduled in real time, while a client is on the phone.

e Batch scheduling, optimizing schedules based on pre-defined cost and service
quality parameters.

e Dispatchers can monitor all events and schedule changes that occur on the day
of service and assign or reassign vehicles and drivers as required.

The Trip Sharing and Vehicle Sharing
Strategies

Trip sharing and vehicle sharing offers opportunities to make more effective and
efficient use of transportation capabilities in the region, increase trip-making, save
money, and reduce duplication of services in geographic areas within the region.

Trip sharing refers to the commingling of public and human service agency clients on a
vehicle. This is a common practice in most coordinated systems which will lead to a
higher productivity and a lower cost per trip.

Vehicle sharing or the joint use of vehicles can affect total fleet requirements. Joint use
of vehicles should be considered separately from the concept of trip sharing where two

or more agencies agree that their customers can ride on any of their vehicles based on

scheduling and routing efficiency.

Overview of National Best Practices - Vehicle Sharing.
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DARTS, Dakota Area Resources and Transportation Services - DARTS, in West
Saint Paul, Minnesota, is a private, non-profit human service agency with 37 vehicles.
DARTS shares the operation of a Section 5310 vehicle with the City of Farmington
Senior Center and St. Michael's Church. DARTS applied for the 5310 vehicle, paid the
local match, and pays insurance and maintenance costs. DARTS operates the vehicle
Monday through Thursday. The City of Farmington Senior Center operates the vehicle
on Fridays and for special after hours and weekend events, providing the driver and
paying for fuel and a maintenance and insurance fee. St. Michael's Church operates the
vehicle on weekends using volunteer drivers; they pay for the fuel. All drivers operating
the vehicle must complete DARTS drivers’ training program and be certified by DARTS.

Non-Dedicated Vehicle
Strategies

A recently completed Transit Cooperative Research Program project, Optimal Split of
Dedicated and Non-Dedicated Service for Demand-Responsive Paratransit, explored the
potential use of non-dedicated vehicles , such as taxis, as part of the service mix for a
paratransit operation, and the potential for offering the opportunity for substantial
savings in the cost of transportation service.

Before proceeding, it is appropriate to first define what is commonly understood as
dedlicated service and non-dedicated service. These definitions are provided below.

e Dedicated Service -- This is an operation where the vehicles are dedicated to
exclusively the transportation of customers of a transportation program (or
coordinated set of programs) during a specified period of time. The trips
scheduled or dispatched to dedicated paratransit vehicles are typically controlled
by one entity — either the responsible organization, its call center or broker
contractor, or its operations contractor (for that system or a specific service
area).

¢ Non-Dedicated Service -- This is an operation where the vehicles used to
provide paratransit service do not exclusively provide transportation for the
customers of a particular transportation program (or coordinated set of
programs); hence, these vehicles are also used to transport other passengers.
The most common example is a taxicab operation that can be called upon to
serve a particular trip or a set of trips from a transportation program, but is
otherwise free to serve general public trips (dispatched from the base office or
flagged from the street) or trips from another contract.
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One of the products of the TCRP B-30 project is a spreadsheet-based computer model
that is intended to assist in answering a number of questions regarding the use of non-
dedicated vehicles in a paratransit service delivery system, such as:

1. Is it cost-effective to use non-dedicated vehicles as part of the service delivery
system?

2. What roles are most appropriate for Non-Dedicated Vehicles?
» Peak service augmentation to level out the dedicated vehicle run structure
» Handling longer trips that would otherwise reduce the productivity of
dedicated vehicle operations
» Providing service during evenings and other low demand periods

3. Given the dedicated vehicle cost and operating environment, and estimates of
the cost and availability of Non-Dedicated Vehicle service, a key question is the
optimal split of trips assigned to Dedicated and Non-Dedicated Vehicles. In other
words, what “service mix” results in minimizing the overall cost per trip?

Overview of National Best Practices

The following best practice illustrates the benefits of using on-Dedicated Vehicles in
a specialized transportation services operation in Arlington County, VA The service,
STAR, is operated by the Arlington County Department of Transportation.

Arlington County is located across the Potomac River from Washington DC. At the
urging of its ADA paratransit-eligible residents, Arlington County in 1999 set up a
service, called STAR, to provide these residents with a non-ADA alternative to the
Washington Metropolitan Area Transit Authority’s MetroAccess ADA paratransit service.
To be eligible for STAR, a person must be a resident of Arlington County, and have
already been certified as ADA paratransit eligible by MetroAccess. Reservations are
taken by the County’s call center contractor, and are either scheduled onto 10
dedicated vehicles operated by two contractors (Diamond — 6 vehicles, and Answers,
Inc — 6 vehicles), or assigned to Red Top Taxi for dispatching onto non-dedicated
taxicabs (including regular and accessible taxicabs).

One of the interesting aspects of this program is that most trips are served by Red Top
Taxi. For example, of the 108,809 trips in FY 05 (Jul-Jun), 82,750 trips (including
66,659 ambulatory trips and 16,091 wheelchair trips) or 76% of all trips were assigned
to the non-dedicated service provider. This is the highest percentage of non-dedicated
trips among all of the case studies, and they were all carried by a taxi operator. In
Arlington County, Red Top had the resources to accommodate this volume of trips with
20 accessible taxis and 304 regular taxis (sedans). They also continue to invest in
additional regular and accessible resources to match the growing demand. Moreover,
Red Top’s management believes in providing nothing less than highly-trained drivers.
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The County achieves a considerable cost savings due to a service mix with a high
percentage of non-dedicated trips carried by Red Top, since their cost per trip in FY
2005 ($20.50) was 37% less than Diamond ($32.46) and 21% lower than Answers
($25.96). It should also be noted that Red Top, with their 20 accessible taxis,
transported 74% of all wheelchair trips during FY 2005, virtually the same percentage
as the overall rate for all trips.

Service Delivery Function
Strategies

Service delivery function strategies represent all functional areas where collaboration among
agencies can achieve improvements in efficiency and effectiveness.

This alternative includes all of the functional areas associated with transportation
service delivery — administration, operations and maintenance. For the most part,
coordination of operations will be an integral part of the earlier strategies including new
paratransit scheduling software and trip sharing — vehicle sharing. Collaboration among
agencies in the areas of administration and maintenance are encouraged to create cost-
efficiencies by sharing services, purchasing power and administrative resources. Two of
the areas are:

e Joint Purchasing
e Sharing Resources

Joint purchasing

Joint purchasing focuses on coordinating functions commonly undertaken by multiple
organizations as a way to achieve greater cost efficiency and eliminate redundant
activities. Community transportation operators, for example, could consolidate vehicle
maintenance, purchase of insurance, driver training, and substance abuse testing.
Through group-purchasing of common products or services, participating entities may
increase purchasing power, and receive preferential service and prices.

Sharing resources
Sharing resources involves the shared purchase and/or use of resources such as

vehicles and facilities; support services such as software, driver training, drug testing,
program management; and policies, procedures, and implementation plans.
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Overview of National Best Practices

Maintenance - DARTS in Dakota County, Minnesota maintains vehicles for 80-90
organizations. DARTS recognized the need for reasonably priced, high quality
maintenance services and in an effort to offset internal maintenance costs, successfully
marketed maintenance services to other providers.

Fuel - The Kanawha Valley Regional Transit Authority (KRT) in Charleston, West
Virginia implemented a bulk purchase fuel program that allowed tax exempt public and
non-profit entities receiving FTA funds to purchase lower cost fuel from KRT. KRT
administers the program for qualified eligible recipients.

Insurance - In Washington State, the Non-Profit Insurance Program (NPIP)
administers a Joint Insurance Purchasing program. NPIP members jointly purchase
insurance and claims adjustment, risk management consulting, and loss prevention
services. Primary benefits are lower insurance premiums and stable access to the
insurance market.

Computer Hardware and Software — DARTS, discussed above under Maintenance,
orchestrated the joint purchase of Trapeze paratransit software upgrades and new
hardware for several of its counterpart county-based providers serving other suburban
counties in the Twin Cities area. DARTS allows other community transportation service
providers to use its paratransit scheduling software via a multiple-site license of Trapeze
PASS. One organization, The Elder Ride, accepted DARTS’ offer and now rents Trapeze
PASS from DARTS.

Volunteer Driver and Escort Program
Strategies

Since operating costs associated with the driver of a vehicle can represent up to 70% or
so of the total operating costs of transportation services, it is important to find low-cost
services that can make a difference. Volunteer driver programs offer the opportunity to
significantly reduce these costs. Volunteer driver programs typically provide mileage
reimbursement to individuals who operate their own vehicles when transporting
individuals to places they need to reach. Medical appointments are typically one of the
priority trip purposes. Further, many times volunteer services focus on the travel needs
of older persons more than other target populations. The benefit is that labor and
capital costs are reduced.

Volunteer escort programs have volunteers accompanying riders to/from their
destination on transit or paratransit service. Where escorts are helpful for older persons
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or persons with disabilities who are traveling, again, volunteer escorts can meet the
need and save considerable costs.

Volunteer driver programs can be implemented at a variety of scales. While a
countywide or regional program has significant benefits, such programs are also
valuable when implemented by a single organization such as a church or agency or by a
community.

Overview of National Best Practices

Two volunteer driver and one escort programs are presented below:

e Enabling Transportation
¢ Ride Connection
e Shepherd Center Escort Transportation

Ride Connection in Portland, Oregon is probably the most extensive and fully-
developed volunteer driver program in the country. Ride Connection is a non-profit,
community service organization run for and by older adults that developed a volunteer
driver program to meet the special needs of older adults. Ride Connection includes a
network of over thirty agencies and over 370 volunteers providing in excess of 358,000
annual rides to 10,500 individuals, and is considered one of the best volunteer
transportation services on the west coast.

Enabling Transportation in Mesa, Arizona was started to expand transportation
alternatives for older adults in Mesa, Mesa Senior Services implemented a new program
called E£.7. (Enabling Transportation) in 2000. Modeled after a program developed in
Riverside, California, ET is a mileage reimbursement program that enables older
persons in Mesa to choose their own volunteer driver to provide them with
transportation services and reimburse their volunteer driver with funding provided to
them by the City of Mesa. Volunteer drivers are recruited directly by the participating
resident and may be a neighbor or friend. Travel is reimbursed on a per mile of travel
basis. The City of Mesa pays the participating resident and the resident pays the driver.

ET is available to Mesa residents who are 65 or more years of age. Eligible residents
complete a program application and an agreement to participate in the program. By
executing the agreement, residents agree to recruit their own volunteer driver,
reimburse their volunteer driver for miles operated, keep and submit mileage
reimbursement forms monthly, and abide by all ET program policies.

Residents are encouraged to ride with other ET residents. Drivers with multiple
passengers may be reimbursed at higher rate per mile traveled.
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Shepherd Center Escort Transportation in Kalamazoo, Michigan has operated since
1989. The Shepherd's Center in Kalamazoo, Michigan provides escort transportation
service to senior citizens in their community. Escort transportation involves a volunteer
driving an elderly person to a medical appointment, escorting them inside to their
doctor, waiting for them, and then bringing them home. The program began with a
$20,000 local grant, and 12 participating churches each providing five volunteers. Since
then, the program has grown to 42 churches providing in kind and financial aid, and
120 volunteer drivers. Service is available Monday through Thursday, from 8:00am to
4:00pm. Shepherd's Escort Transportation provided 4,162 one way passenger trips to
258 clients in 2000. The program coordinates with the local paratransit system, senior
centers, adult day care facilities, hospitals, and other organizations.

Taxi Subsidy Program
Strategies

Taxi subsidy programs typically involve an arrangement between a sponsoring
organization (or its agent) and a participating taxi company or companies. These
programs accept and accommodate requests from sponsored customers, clients, or
residents and/or accept vouchers provided by the sponsoring organization to riders as
partial payment for the trip.

Most taxi subsidy programs focus on seniors and/or persons with disabilities residing
within the sponsoring municipality (or agency service area), but some are available to
general public residents as well. Human service agencies that employ this strategy
generally limited taxi subsidies to agency clientele or program participants.

Overview of National Best Practices

Two subsidized taxi fare programs are discussed below:

e DuPage County Pilot Il subsidized Taxi Service
e Accessible Raleigh Transportation Program

The DuPage County Pilot 11 Subsidized Taxi Service is a nearly county-wide,
user-side taxi subsidy program. Each sponsor defines its eligibility criteria and decides
how much to charge for a voucher/coupon that is worth $5.00 towards a taxi fare.
Service is available 24 hours per day, 365 days per year anywhere in DuPage County.
The Regional Transportation District (RTD) in Denver established the access-a-Cab
service in response to a high denial rate on paratransit services and to reduce the per
trip cost of its ADA paratransit service. Customers call RTD’s ADA paratransit call center
(managed by First Transit) to request an access-a-Cab trip. Trips cost a flat $7.00 per
trip.
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Accessible Raleigh Transportation Program, Raleigh, North Carolina - The City of
Raleigh provides three primary public transportation services: regular fixed-route bus
service, parallel federally-mandated ADA service, and a supplemental dial-a-ride
program that provides expanded ADA service throughout the city any time of day. The
two ADA services have been operating since 1990 and comprise the “Accessible Raleigh
Transportation Program,” or “ART.” Both ADA services are provided by local taxis, at
subsidized rates described in detail below

There are over 40 taxi companies in the City of Raleigh. A city ordinance was passed
that requires all companies with six or more vehicles to participate in the program, to
be eligible for a taxi license. The passenger fare for ADA service is $1.50 and is paid
with coupons purchased from the City (cash is not accepted). Taxi companies turn
these coupons into the City to be reimbursed for the full cost of the ride (at their
regular rates). Taxi's record what the fare would be if it were a regular ride, and are
paid the full amount by the City. Taxi fares are standardized and regulated by the City.

The Accessible Raleigh Transportation Program is the federally required ADA service
that parallels fixed route service and is known as “Tier 2” ADA service. The
supplemental ADA service is referred to as “Tier 1.” Tier 1 is, essentially, a subsidy for
a ride via taxi. Instead of paying directly for a taxi with their own cash, patrons
deemed eligible for ADA service can obtain scrip from the city to pay for their ride,
receiving $25 in value for $12. There is no call broker — people call a taxi company
directly, and taxis are available throughout the city, 24 hours a day, 7 days a week, 365
days a year. Taxi companies then turn in this scrip to the city for cash reimbursement
(for the full unsubsidized cost of the ride). Eligibility requirements are the same for Tier
1 and Tier 2.

Private Vehicle
Strategies

With the reform of public assistance programs for low income families in the late 1990s,
attention has been focused on the importance of reliable transportation so that low
income individuals may get to job and other training programs and get to and from
work reliably. In fact, for low income persons, ownership and operation of a private
motor vehicle is, at best, very difficult and, at worst, not an option under normal
circumstances. Recognizing the value of personal mobility and the reality that available
transportation services are not always responsive to mobility needs, a number and
variety of private vehicle programs have developed.

Private vehicle programs may involve elements of the following:

e Purchase of a vehicle
e One-time repairs on major mechanical components of a vehicle
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e Maintenance programs to maintain vehicle reliability
e Loans for the purchase of a vehicle and associated training in family finances

Overview of National Best Practices

Wheels to Work is a program of Rockingham Community Action and Good News
Garage in New Hampshire. Lack of dependable transportation presents a significant
barrier to consistent employment for many low-income workers. Wheels to Work, a
joint venture of Rockingham Community Action and Good News Garage, New
Hampshire, provides low-income families with dependable transportation at affordable
terms. The program offers tax credits to companies that support the program and car
loan recipients receive budget and car maintenance training.

The mission of Wheels to Work (W2W) is to promote self-reliance and the development
of a productive workforce in New Hampshire by providing low-income workers who lack
reliable transportation with dependable cars at affordable terms.

Car ownership programs for low-income workers have been developed in a number of
other states. But New Hampshire has the unique advantage of offering tax credits to
companies that support Wheels to Work. The tax credits, which are authorized by the
New Hampshire Community Development Finance Authority, may be applied against
one or more of the following state business taxes: Business Enterprise Tax, Business
Profits Tax, and Insurance Premium Tax.

With Wheels to Work, the tax credits apply in two ways:

e Car dealers donating cars to the program receive state business tax credits equal
to 75 percent of the trade-in value of the vehicle.

e Companies providing financial support receive state business tax credits equal to
75 percent of the contribution.

Most Welfare to Work participants who qualify for a small loan receive an education on
having a car loan and the importance of having good credit and paying bills on time.
Rockingham Community Action (the program sponsor) oversees the loans on the
vehicles as second lien holder on the title in the state of New Hampshire next to the
financial institution. W2W is also listed as additional insured or lost payee on the
insurance policy for the participant so they receive regular updates on coverage and
payments.

Good News Garage - Good News Garage's mission is to provide low-income

working individuals with affordable-reliable transportation. The program started in New
Hampshire in 1996 and has since expanded to Vermont, Connecticut and
Massachusetts. Good News Garage inspects and repairs donated cars, trucks and vans.
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The vehicles are then provided to low-income individuals or families. Those donated
cars that are not a good fit for a low-income family go to auction.

Good News Garage offers the opportunity for a higher tax deduction than most

other car charities. This is because Good News Garage provides these donated cars,
trucks and vans to low-income families. When this happens the car donor may deduct
the 'fair market' value. Most other organizations that take car donation sell all the cars
at auction. If your donated car is sold at auction the car donor receives what the car
sell for. The 'fair market' value is usually higher.

Good News Garage estimates that it has transformed the lives of more than 2,000
families and individuals for whom the lack of transportation was a barrier to economic
independence.
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VIl
TRANSPORTATION COORDINATION
PLAN

The plan for coordinating public transit and human services transportation in Delaware
County is presented below. First, recommendations for the organization, management
and information services are presented. These are followed by recommendations for the
collaborative delivery of specific transportation services.

The following presents a list of the actions that are recommended for the coordination
of public transit and humans services transportation and mobility management:

e Recommended Action #1 - CREATE A COUNTYWIDE MOBILITY MANAGEMENT
SYSTEM That Shifts The Central Focus Of Transportation Services From
Operations To Meeting Customer Needs

e Recommended Action #2 — ORGANIZE AND SUSTAIN A SUSTAINABLE MOBILITY
MANAGEMENT ORGANIZATION That Achieves Full Implementation Of Mobility
Management And Transportation Coordination Capability And Potential

e Recommended Action #3 - CENTRALIZE INFORMATION TO PROVIDE A SINGLE
POINT OF ACCESS For People With Mobility Needs To Access Transportation
Services In The Region

e Recommended Action #4 - INVEST IN TECHNOLOGICAL RESOURCES AND
CAPABILITIES To Achieve Maximum Cost-Effectiveness Of Mobility Management
Services

e Recommended Action #5 - IMPROVE SPECIFIC SEGMENTS OF
TRANSPORTATION SERVICE ORGANIZATION, OPERATION AND DELIVERY In A
Timely Manner as Funding is Available and Mobility Management Partners are
Able to put Agreements into Place

e Recommended Action #6 — MAINTAIN AND EXPAND THE LEVEL AND COVERAGE
OF PUBLIC TRANSPORTAITON SERVICES To Ensure That Delaware County Has
Strong Public Transportation Services That Form The Base Upon Which
Coordinated Transportation Services Are Built
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e Recommended Action #7 — ENSURE THAT THE CONTINUITY AND GROWTH OF
EXISTING SECTION 5310 — ELDERLY AND INDIVIDUALS WITH DISABILITIES IS
MAINTAINED So That Services And Capital Needs, Consistent With The
Coordination Plan, Are Not Interrupted, Especially Where Coordinated Service
Delivery Is Already In Place

e Recommended Action #8 — ENSURE THAT NEW SECTION 5316 AND 5317
PROJECTS EXPAND CURRENT TRANSPORTATION SERVICES Expands The
Mobility Of People With Disabilities And People In Low Income Families

e Recommended Action #9 - MONITOR PROGRESS AND PERSEVERE IN THE FACE
OF OBSTACLES AND DISAPPOINTMENTS To Give Mobility Management And
Transportation Coordination Full Opportunity To Develop And Transform
Community Transportation Services In Delaware County

RECOMMENDED ACTION #1 - CREATE A COUNTYWIDE
MOBILITY MANAGEMENT SYSTEM That Shifts The Central Focus Of
Transportation Services From Operations To Meeting Customer Needs

The focus of meeting the mobility needs of people in the Delaware County
should shift from a system of decentralized transportation service providers
to a centralized mobility management system of collaborating agencies
focused on meeting the mobility needs of people in Delaware County.

The mobility needs of people in the county should be met by a centralized mobility
management system that focuses on the needs of customers first rather than the
operation of individual transportation service providers.

» Delaware County should shift the focus of transportation services from operating
services to meeting customer needs.

» The culture and approach to transportation service delivery needs to change, from
single agency to collaborative multi-agency delivery

» DATA should be the key leader in this movement; in fact, DATA should be the
driving force.

» The community will look to DATA for leadership, direction and change.

A countywide leadership structure and organization should be created to
implement the shift from transportation operations to mobility management.
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» The community needs leadership — from DATA and other key human service
agencies in the region

» DATA is the single agency in Delaware County whose mission is meeting mobility
needs.

» The structure and organization can develop incrementally.

» Coordination actions can proceed at two levels
o The broad organizational change and actions required
o0 Incremental changes in service delivery by agencies beginning to collaborate
on specific actions that are logically part of a larger whole

Development of the leadership structure and organization will require
incremental actions, time and resources to support its development. The
incremental development, organizationally, should include

» Creation of a Transportation Coordination Leadership Council of agencies with
significant investments in transportation.

» Membership on the Transportation Coordination Leadership Council should be
invited and require a Memorandum of Understanding among the members

» Formal recognition of DATA as the lead organization for mobility management
and transportation coordination in Delaware County charged with responsibility
of managing and coordinating the delivery of transportation services.

» The transition to mobility management should occur incrementally

e To provide the central point of access to services, broker the trips among
participating transportation providers and provide a trip reservation to the
customer

e To selectively consolidate the delivery of transportation services among
fewer transportation providers, taking advantage of the desire of some
agencies to get out of the business of transportation

e To sustain a mobility management agency that integrates the diverse
activities associated with the cost-effective and cost-efficient delivery of
coordinated transportation services

RECOMMENDED ACTION #2 — ORGANIZE AND SUSTAIN
A SUSTAINABLE MOBILITY MANAGEMENT ORGANIZATION That
Achieves Full Implementation Of Mobility Management And Transportation
Coordination Capability And Potential
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The mobility management organization should focus on the following functional
activities, consistent with stakeholder consensus:

» Coordinate Administrative and Operational Transportation Functions
e Selected functions in the delivery of transportation services would be

improved by taking advantage of resources and capabilities that may be
common among the providers.

e These common functions could include vehicle fueling; vehicle maintenance;
driver training; scheduling of trips and assignment of vehicles among
participating transportation providers; tracking and reporting of operations;
financial tracking, billing and payment.

» Central Trip Planner and Trip Broker

e The delivery of transportation services would continue to be provided by
separate transportation providers. However, a transportation broker would
exist to coordinate the delivery of transportation services among participating
providers and purchasers.

e Providers would use the broker to provide selected client trips for other
providers and/or use the broker to find providers that would provide a trip for
one of their clients.

» Central Information Source
e To improve access to diverse and separately-operated transportation services,
people needing transportation services would be able to contact a single
source, via telephone or computer, to find out how they may get a ride to
meet a specific transportation need.
e Information on transportation services that may be available to them would
be provided so they could make contacts to see if they could get a ride.

Additional activities should be pursued as opportunities present themselves and
resources are available. These would include:

» Add New Services
e Transportation services that are not currently being offered would be
introduced. These could include services that fill gaps in existing services;
introduce a new type of service not currently available; services that would
meet a need without providing transportation, such as package delivery.

» Consolidation of All Transportation Services
e The delivery and management of all transportation services and associated

functions would be organized within one organization or agency.
e Agencies formerly providing direct services would contract with this agency
for their transportation needs.
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e Agencies that formerly purchased transportation services from one or more
providers would purchase their transportation through this agency.

While consolidation of transportation services is an extremely low priority among
stakeholders, opportunities may arise as some agencies with an investment in
transportation services decide they would rather rely on a central mobility
manager instead.

An organizational structure that includes the following areas is recommended:

e Customer Services — Information and registration, Trip reservations, Travel
mobility planning and training

e Transportation Services — Trip brokering, Vehicle scheduling, Service
management, tracking and monitoring

e Planning and development — Evaluation and reporting, Contracts
e Budget and finance — Budgets and finance, Fiscal management

As the central mobility manager, DATA’'s management structure should grow and evolve
as mobility management responsibilities are formalized and implemented.

RECOMMENDED ACTION #3 - CENTRALIZE
INFORMATION TO PROVIDE A SINGLE POINT OF ACCESS For
People With Mobility Needs To Access Transportation Services In The
Region

This system would centralize information on available transportation services
and put people with needs in direct contact with the transportation
provider(s) best able to meet a specific mobility need.

The system should integrate information and referral, trip reservations and
trip scheduling so that when a person is done, they have their ride arranged.

e (etting a ride to meet a travel need should be the same for everyone, via a
single telephone call or through access to a single web site.

e Information and scheduling should be centralized logically with DATA working in

partnership with other stakeholders, resulting in enhancements and/or
expansions of existing information and referral services.
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e Anyone in Delaware County should be able to make one contact (phone or
computer) and know how and with whom they can make a trip, at what cost,
and have the trip scheduled and confirmed before the contact is completed.

e DATA should work collaboratively with the information and referral service in
Delaware County and other human service agencies to move toward the
integration of information and referral functions with trip scheduling among
multiple agencies and transportation providers.

Since mobility management is an eligible activity in the Sections 5310 — Elderly and
Disabled, 5316 — Job Access and Reverse Commute and 5317 — New Freedom
programs, DATA should work collaboratively, including key human service agency
partners in the implementation of mobility management, using multiple funding sources
to achieve this.

An additional source of funding that should be considered seriously is the Ohio
Department of Transportation’s Ohio Coordination Program. Financial resources from
the human services community should be brought to the table as well, for two purposes
at least: 1) for matching funds for federal and state funding and 2) to bring sufficient
resources together to be effective in establishing and stabilizing the mobility
management system.

Technology development should be closely coordinated with existing information and
referral capabilities, so that there would be a seamless integration, migration and
expansion of information and referral to a robust one-stop center for access to multi-
agency delivery of transportation services.

RECOMMENDED ACTION #4 - INVEST IN

TECHNOLOGICAL RESOURCES AND CAPABILITIES To Achieve
Maximum Cost-Effectiveness Of Mobility Management Services

The following technologies should form the core technologies that support the proper
functioning of a coordinated system:

e Automatic Vehicle Location — accurate information about the specific location of
vehicles at particular points in time

e Computer-Aided Dispatch — assistance in dispatching vehicles, integrated with
AVL and other information management technologies, such as scheduling and
routing software
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e Mobile Data Terminals/Mobile Data Computers — small on-board computer and
interface that links the driver to an agency’s computer network through wireless
communications

o Coordination and Integration Software — technology that supports agency
scheduling, routing, billing and reporting in a multiple agency environment.

DATA is in the process of purchasing software that should support multi-agency trip
planning, brokering and functional coordination of transportation services. This will
position DATA well for mobility management implementation.

RECOMMENDED ACTION #5 - /MPROVE SPECIFIC

SEGMENTS OF TRANSPORTATION SERVICE ORGANIZATION,
OPERATION AND DELIVERY In A Timely Manner as Funding is Available
and Mobility Management Partners are Able to put Agreements into Place

It is important to remember that the core transportation services provided by public
transportation systems, namely DATA, should be at the center of mobility management
and coordinated transportation service delivery. Strategies for specific actions to deliver
coordinated transportation services should include:

e Maintaining and improving public transportation services and access to
these services to maximize the responsiveness and value to older persons and
persons with disabilities

e Maintaining and improving public transportation services to maximize
responsiveness and value to persons with low income who need to reach
employers that are located in areas not easily reachable with fixed route services

e Trip sharing — Vehicle Sharing
0 Make the best use of collaborative multi-agency transportation capabilities
in the region, to increase trip-making, save money and reduce duplication

e Maximizing Value of Non-Dedicated Vehicles
o Collaboration means finding ways that vehicles in service to a specific
client group only can be used for other clients as well. Private sector
resources such as taxi services can fill key gaps in services.

e Service Delivery Functions — Administration — Operations —
Maintenance — Trip Scheduling and Vehicle dispatching
0 These are all functional areas where collaboration among agencies can
achieve improvements in efficiency and effectiveness.
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Volunteer Driver and Escort Programs
o Itis important to find low-cost services that can make a difference.

Taxi Fare Subsidy Programs
o0 Taxi service in Delaware County can play a key role in meeting mobility
needs and provides a level of flexible capability that DATA and human
service agencies cannot easily provide.

Private Vehicle Programs
o Private vehicle programs may fill voids in transportation service coverage
where transportation services would not be cost effective. Care must be
taken that these programs include all elements of vehicle ownership,
operation and maintenance.

Capital Development Programs
o Capital programs, especially the purchase of new or replacement vehicles,
should be targeted to fill voids in transportation service coverage where
transportation services would not be cost effective. Opportunities for
multiple agency projects should be encouraged and accorded high priority.

o Capital development programs that provide the infrastructure and
equipment necessary to improve and strengthen coordinated public
transportation and human services transportation programs

Consistent with priorities established through community outreach, specific
improvements should include:

Cooperative trip sharing across agencies providing transportation services
Sharing of vehicle and service resources across agency programs

Joint purchasing agreements for vehicles, fuel and other materials and supplies
Training programs for customer service, vehicle operations and safety,
administration of drug and alcohol programs

Introduction of selected new services, especially to fulfill unmet needs and
reduce gaps in current transportation services

Consolidation of administrative and operational functions as agencies decide to
purchase rather than operate transportation services

Development and enhancement of existing travel and mobility training programs
for customers with disabilities who may safely use fixed route public
transportation services

Mobility planning programs, especially for older persons, to ensure that people
are able to take maximum advantage of community transportation services to
maintain their mobility and quality of life
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Stakeholders should focus attention on inter - agency projects that strengthen and
expand mobility management and the coordination of transportation services,
minimizing the overlap in services, reducing the duplication of services and focusing
new or expanded services on filling gaps that public transportation services may not be
able to address.

Use of the Federal Transit Administration’s 5320, 5316 and 5317 programs should be
maximized to fill gaps in services, reduce overlap and meet critical unmet transportation
needs.

In the process of selecting projects for funding, priority should be given to those
projects which offer the greatest impact in moving mobility management forward. Care
should also be taken to fit project initiatives to addressing the most significant unmet
transportation needs, gaps in services and overlaps in services that have been
identified.

RECOMMENDED ACTION #6 — MAINTAIN AND EXPAND
THE LEVEL AND COVERAGE OF PUBLIC TRANSPORTAITON

SERVICES To Ensure That The Region Has A Strong Network of Public
Transportation Services That forms the Base Upon Which Coordinated
Transportation Services are Built

e Maintain and increase the coverage of deviated fixed route service as Delaware
County continues to develop at a rapid rate and development densities
surrounding the City of Delaware and in the State Route 23 corridor increase.

¢ Maintain and increase demand-response service as the number of older persons
and persons with disabilities continues to increase as the population county
grows

e Continue to increase local funding of DATA's transportation services, since the
need for service already outstrips DATA capacity to meet those needs.

e Address now the need for a stable local financial base for DATA, including a
dedicated property or sales tax voted by Delaware County residents.

RECOMMENDED ACTION #7 — ENSURE THAT THE
CONTINUITY AND GROWTH OF EXISTING SECTION 5310 —
ELDERLY AND INDIVIDUALS WITH DISABILITIES PROJECTS IS

MAINTAINED so that services and capital needs, consistent with the
coordination plan, are not interrupted, especially where coordinated service
delivery is already in place
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Section 5310 — High priority should be given to future projects that replace capital
equipment maintain and improve services supported with 5310 vehicles that fulfill
unmet needs and fill gaps in transportation services.

Section 5310 - Implementation of mobility management should receive high priority.
In addition to mobility management, the following eligible projects should receive
high priority:

o Transit-related intelligent transportation system (ITS) improvements.

o Capital expenses so that social service agencies can obtain vehicles to
transport the elderly and disabled. Vehicle procurement for human/social
service agencies has been the traditional criterion for this program. The
vehicles are necessary to meet the unmet needs or gaps in service of the
public transportation provider if there is one available in the area.

RECOMMENDED ACTION #8 — ENSURE THAT NEW

SECTION 5316 AND 5317 PROJECTS EXPAND CURRENT

TRANSPORTATION SERVICES expands the mobility of people with
disabilities and people in low income families

High priority should be given to projects that improve services and programs that
support transportation services providing transportation access to jobs and job
training services, through namely the competitive selection process managed
through the Ohio Department of Transportation.

High priority should be given to programs that serve people with disabilities beyond
ADA minimum requirements where such services meet additional unmet needs.

High priority should be given to capital projects that improve the physical
environment that people with disabilities must navigate to effectively use fixed route
bus services

High priority should be given to projects that improve access to jobs in areas where
there are gaps in transportation services.

Implementation of mobility management should receive high priority.
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RECOMMENDED ACTION #9 - MONITOR PROGRESS
AND PERSEVERE IN THE FACE OF OBSTACLES AND
DISAPPOINTMENTS to give mobility management and transportation
coordination full opportunity to develop and transform community
transportation services in the region

e Introducing mobility management and transportation coordination in a broad,
regional manner will have its ups and downs and difficulties. Be prepared to respond
proactively with an eye toward the long-term benefit of community transportation
services rather letting difficulties stall or interrupt progress.

e For success long-term, the shorter-term obstacles, problems and unexpected
setbacks should be accepted as the price of longer-term success.

e Progress and service delivery need to be monitored so that success and failure can
be measured and evaluated and corrective actions can be taken. Clear measureable
evaluation criteria needs to be developed across public transportation and human
services transportation programs.
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INTEGRATION OF UNMET NEEDS; GAPS AND
OVERLAPS IN TRANSPORTATION SERVICES AND
STRATEGIES AND SOLUTIONS

Figure 17 presents a chart that provide a picture of which strategies and solutions have
general and specific impacts on the target populations of older persons, persons with
disabilities and low income persons. The needs of the target populations are presented
in the following categories:

e Unmet travel needs
e Gaps in transportation services
o Days and hours
0 Service coverage
o Other gaps
e OQverlaps in transportation services

Strategies and solutions are organized in the following categories:

e First order mobility management actions

e Public transportation services
o Capacity increases
0 Increased days and hours of service
0 Extended service coverage

e Second order mobility management actions
o Technology development

Trip sharing

Vehicle sharing

Non-dedicated vehicles

Service delivery functions

Volunteer driver and escort programs

Taxi subsidies

Private vehicle programs

Capital development

O O0OO0OO0OO0OO0OO0Oo

83



Figure 17

UNMET NEEDS; GAPS IN SERVICE; OVERLAPS IN TRANSPORTATION SERVICES; AND STRATEGIES AND SOLUTIONS
Transportation Coordination - Mobility Management Implementation Matrix for Delaware County
STRATEGIES AND SOLUTIONS
First Order Mobility Management Actions Public Transportation Services Second Order Transportation Coordination Actions
Information,
Shift to Mobility Trip Brokering Increase | Extended Technology and Non- Service Volunteer Private
Mobility Management and Service Technology Capacity | Days and| Coverage Capital Trip Vehicle | Dedicated Delivery Driver/Escort Taxi Vehicle
UNMET NEEDS, GAPS IN SERVICE AND OVERLAPS IN SERVICE Management Agency Scheduling Development Increase Hours Area Development | Sharing | Sharing Vehicles Functions Programs Subsidies | Programs
[
UNMET NEEDS X X X X
ED - Access to medical services X X X X X X X X X
ED - Basic mobility in support of quality of life X X X X X X X X X
ED - LI - Discretionary travel such as shoping, personal needs, X X X X X X X
resaurants, etc.
LI- Access to medical care, including children X X X X X X X
LI - Job access generally, but especially in southern Delaware
County and northern Franklin County X X X X X X X
LI - Mismatch of residence and location of jobs X X X X X X
LI - Multiple stops on door to door service, with childcare X X X X X
LI- ED - Acce;s from Delaware County to Franklin County for X X X X X X
medical services
LI - ED - Access to jobs, espceially with child care involved X X X X X
LI - ED - delays caused by paratransit late pickups X X X X
LI - ED - Inter-regional access - Links with COTA X X X X
LI - ED - Transfer connections between DATA and COTA X X X
LI - ED - Travel asistance X X X
GAPS IN TRANSPORTATION SERVICE X X X X
Days and Hours of Service X X X X
LI - Earlier morning service X X X X X
LI - Evening service X X X X X
LI - ED - Lack of a 24/7 private provider X
LI - ED - Saturday and Sundayservice X X
Service Coverage X X X X
LI - ED - Lack of connectlon and integration of METRO and
PARTA services, for transfers between services
LI - ED - Underserved areas in in rural portions of Delaware
County X X X X X X
Other Gaps X X X X
Need for more travel training capability, for older persons and X X
persons with disabilities
Integration of information and referral services and trip X X
scheduling for access to transportation services
Periodic excessive waiting time for paratransit service X X X X X X
Quality of customer service X X
Access to Morrow County for Delaware County Job and
Family Service supported job training X X X X X X X
Unreliability of Medicaid/ MCP transportaiton services X X X X X
Access from rural areas to county government services,
including workforce development X X X X X X




Figure 18

IMPLEMENTATION TIMELINE - Coordinated Transportation in Delaware County

CALENDAR YEAR 2008

CALENDAR YEAR 2009

Implementation Activity

First Second Third

Fourth

First

Second

Third

Fourth

CALENDAR
YEAR 2010

CALENDAR
YEAR 2011

CALENDAR
YEAR 2012

\
Recommended Action #1 - CREATE A COUNTYWIDE MOBILITY MANAGEMENT SYSTEM That Shifts

The Central Focus Of Transportation Services From Operations To Meeting Customer

Needs
\ \ \ \ \ \ \ \ \

Call meeting of potential public transit and human service agency partners

S>>>>>>

Conduct sufficient meetings of Transportation Coordination Leadership Council to establish vision, mission, focus
and leadership

SSSS>>> | S>>>>>>

S>>>>>>

S>>>>>>

S>>>>>>

>S>>>>>>

Develop and execute memoranda of understanding among participating partners and communicate to key
community leaders

S3>5535> | >333555>

S>5555>>

>S>>>>>>

>S>>>5>5>>

>S>>5>>>

\
Recommended Action #2 — ORGANIZE AND SUSTAIN A PERMANENT MOBILITY MANAGEMENT

ORGANIZATION That Achieves Full Implementation Of Mobility Management And Transportation
Coordination Capability And Potential

Conduct monthly meetings of Transportation Coordination Advisory Councils to maintain close communication
with all potential coordination partners

S>>>>>>

S>>>>>>

S>>>>>>

S>>>>>>

S>>>>>>

S>>>>>>

S>>>>>>

S>>>>>>

S>>>>>>

Develop and execute memoranda of understanding among participating partners and communicate

S55555> | 335555>

Based on memoranda of understanding, determine specific form of not-for-profit organization as independent or
under the umbrella of a lead agency

Formally designate DATA as the mobility manager for Delaware County

Confirm vision, mission and foucs of new organization

Provide funding and add DATA staffing as required

Establish form and content for specific coordination services agreements for mobility management

S55555> | 335555>

SE55555> | 335555>

Execute specific service agreements among participating agencies of interest

Recommended Action #3 — CENTRALIZE INFORMATION TO PROVIDE A SINGLE POINT OF ACCESS

For Peaple With Mobility Needs To Access Transportation Services In The Region

Determine and meet with agencies that provide transportation information services

>S>5>5555>

S>55555>

Explore alternative approaches to centralization

>S>55555>

S>55555>

S>55555>

S>55555>

Pursue implementation of preferred approach through TCLC

Execute required agreements among participating agencies of interest

Determine potential sources of funding for implementation

>S>5>5555>

S>55555>

Implement and manage on an on-going basis

>S>55555>

S>55555>

S>55555>

S>55555>

S55555>

>S>5>5555>

S5555>>

SS5555>

Recommended Action #4 - INVEST IN TECHNOLOGICAL RESOURCES AND CAPABILITIES To Achieve

Maximum Cost-Effectiveness Of Mobility Management Services

Review and determine key technologies that must be in place for effective mobility management among mutiple
partners

S55555> | 335555>

Determine potential sources of funding for implementation

>S>>>>>>

>S>>55>>

S>5>555>>

Implement and manage on an on-going basis

>S>>>55>>

>S>5>555>>

>S>5>5>55>>

S>5>555>>

>S>5>555>>

>S>>5>5>>

S>555>>

S5555>>

Recommended Action #5 - /IMPROVE SPECIFIC SEGMENTS OF TRANSPORTATION SERVICE

ORGANIZATION, OPERATION AND DELIVERY In A Timely Manner as Funding is Available and Mobility
Management Partners are Able to put Agreements in Place

Review and confirm specific implementation actions and priorities

S>>>>>>

S>>>>>>

S>>>>>>

S>>>>>>

Integrate specific activities and services into the mobility management system as opportunities and funding
emerge

>S>>>5>5>>

>S>5>5>5>>>

S>5>5>5>5>>

S>5>555>>

S>5>555>>

>S>>5>>5>>

SS555>>

SS555>>

Develop and encourage implementation of high priority services

>S>55555>

S>55555>

>S>55555>

S>55555>

S55555>

>S>5>5555>

S55555>

S55555>

Execute implementation service agreements as required

>S>55555>

>S>55555>

>S>55555>

S>55555>

S>55555>

>S>5>5555>

S55555>

SS5555>

Recommended Action #6 — MAINTAIN AND EXPAND THE LEVEL AND COVERAGE OF PUBLIC
TRANSPORTATION SERVICES To Ensure That Delaware County Has Strong Public Transportation
Services That Form the Base Upon Which Coordinated Transportation Services are Built

Use all available funding programs among public transit and human service agency partners to take maximum
advantage of existing public transportation services, especially fixed-route services

SOSSSS> | SSSSS>> | SSSSS>>

S>>>>>>

S>>>>>>

S>>>>>>

S>>>>>>

S>>>>>>

>S>>>>>>

S>>>>>>

S>>>>>>

Modify and expand fixed route public transportation services to the maximum extent feasible to address unmet
needs and reduce gaps in transportation services

>S>>>55>>

>S>5>555>>

S>5>555>>

>S>>>>>>

>S>>5>55>>

Recommended Action #7 — ENSURE THAT THE CONTINUITY OF EXISTING SECTION 5310 AND 5316
PROJECTS 1S MAINTAINED so that services and capital needs, consistent with the coordination plan,
are not interrupted, especially where coordinated service delivery is a

Assess all existing projects for consistency with vsision, mission of and priorities for mobility management

>S>>>>>>

SS>>>>>

>S>>>>>>

S>>>>>>

S>S>5>5>5>>

Invite collaborative implemention of strategies and projects

S>>>>>>

S>>>>>>

S>>>>>>

S>>>>>>

S>>>>>>

Support projects that strengthen and further mobility management

S>>>>>>

S>>>>>>

S>>>>>>

S>>>>>>

S>>>>>>

\
Recommended Action #8 — ENSURE THAT NEW SECTION 5316 AND 5317 PROJECTS EXPAND
CURRENT TRANSPORTATION SERVICES expands the mobility of people with disabilities and people in
low income families

Assess project opportunities for consistency with vsision, mission of and priorities for mobility management

>>5>5555>

S>55555>

>S>55555>

>>5>555>>

S>55555>

Invite collaborative implementatation of strategies and projects

>S>5>555>>

S>55555>

>S>5>5555>

>S>5>555>>

>S>5>5555>

Support projects that strengthen and further mobility management

>S>5>5555>

S>55555>

>S>5>5555>

>>5>555>>

>S>55555>

Recommended Action #9 — MONITOR PROGRESS AND PERSEVERE IN THE FACE OF OBSTACLES AND
DISAPPOINTMENTS To Give Mobility Management And Transportation Coordination Full Opportunity
To Develop And Transform Community Transportation Services In Summit and Port

Establish evaluation standards and measurement criteria

>S>>>>>>

>S>>>>>>

SS>>>>>

>S>>>>>>

>S>>>>>>

>S>>>>>>

Develop and implement the mobility management evaluation program

>S>>>>>>

>S>>>>>>

SSS>>>>

>S>>>>>>

>S>>>>>>

>S>>>>>>

Report to mobility management partners and the community on a regular basis

>S>>>>>>

>S>>>>>>

S>5>>5>>>

>S>>>>>>

S>>>>>>

S>S>>5>5>>
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APPENDIX 1

Demographic Characteristics of the Delaware County Population
Present and Future
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FAST FACTS

e Delaware County
Y and its 60+ Population

WWW,.SCRIPPS.MUOHIO.EDU

e Almost 12% of Delaware County’s populationis age 60+
(or 12,734 individuals)

¢ By the year 2020, there will be almost 43,000 individuals age 60+ in
Delaware County (This is a 237 percent increase in the 60+ population)

e More than 7 in 10 individuals age 85+ are female

e Disability increases with age: Only 3% of 60-69 year olds have
a severe disability, compared to 44% of those 90+

e Over one third of individuals age 60+ have at least one disability

e By 2020, almost 3,000 individuals age 60+ with a severe disability
will reside in Delaware County

e Almost 9% of the age 60+ population live in poverty
e Less than 4% of individuals age 60+ are racial or ethnic minorities
e Of men age 60+, 81% are married, compared to only 54% of women

e More than one half of individuals age 60+ have 12 or fewer years
of education

o Of women age 60+, 35% live alone, compared to 13% of men

SCRI PPS 396 UPHAM HALL MIAMI

A MIAMI UNIVERSITY UNIVERSITY
SO Ay i . ORD, Ol 45056
GERONTOLOGY CENTER gﬁ(‘;NEP{SB) et Sl S i

Source: Scripps Gerontology Center, Miami University, Ohio.

92



APPENDIX 11

Framework for Action Assessment
Delaware County

Assessment Chart Results from the November 2007 Workshop

93



& brganizations a talysts for envisioning, organizing, and sygtaining a coordinated system that provides
mobility and ames (& ransporiaﬁon for all

Have le nd organizations defined the need for change and articulated a new vision
the delivery of coordinated transportation services?

Needs to Begin €3 Needs tial Action 1 ¥ Needs Some Action L& Done Well

2 -~

2.1sa governing framework in place that brings together providers, agencies, and consumers?

Are there clear guidellnes that all embrace?

Progress Rating |
3 Needs Substantial Action +¥ Needs Some Action % Done Well |

A O

-

3. Does the governing framework cover the entire community p
and maintain strong relationships with neighboring communities and state agencies?

Progress Rating

/Needs to Begin €7 Needs Substantial Action +¥ Needs Some Action & Done Well

g o

Progress Rating ‘
/PNeeds to Begin €7 Needs Substantial Action 3 Needs Some Action 2% Done Well |

] o

. 5. Is there positive momentum? Is there growing interest in and commitment
to coordinate human service transportation trips and maximize resources?

[Progress Rating (crcie one rating that best describes your program) |
Phsads to Begin @) Neods Substantial Action 13 Neads Soma Action 3 Dona Well

0 y 3
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S

y Needs and Moving Forward

Driving Factor: A completed and requiarly updated community transportation assessment process identifies assets, expenditures,
services provided, duplication of services, specific mability needs of the various target populations, and opportunities for improvement. It
a 5

ssesses the capacity of human service agencies to coordinate transportation sewf‘ assessment is used for planning and action.

Is there an inventory of community transportation resources and programs that fund
portation services?

Progress Rating
ds to Begin €3 Needs Subst on 13 Needs Action ik Done Well

2 R A \_D O

. Js there a process for identifying duplication of services, underused assets, and service

atin
Action +¥ Needs Some Action 0% Done Well

> (o

| /°Needs to Begin 2 Needs Subg

Cg ) < = o

. Has the use of technology in the transportation system been assessed to determine whether
vestment in transportation technology may improve services and/or reduce costs?

|§. Are the specific transportation needs of various target populations well documented? ]
Progress Rating SR e S ﬁ'
/Needs to Begin €3 Needs Substantial Action 3 Needs Some Action )k Done Well |

| O . SarE et

| | Progress Rating |
| [Meed bstantial Action  +» Needs Some Action % Done Well |

o 0

10. Are transportation line items included in the annual budgets for all human service
programs that provide transportation services?

’7 Progress Ratii BT J
PNeeds to Begin €5 Needs Substantial Action £ Needs Some Action i Done Well

Rt 3 .

95



11. Have transportation users and other stakeholders participated in the community
transportation assessment process?

E Progress Rating o 1
| /Needs to Begin € Needs Substantial Acti ¥ Needs Some Action Done Well |

“ o

12. Is there a strategic plan with a clear mission and goals? Are the assessment results used to

develop a set of realistic actions that improve coordination?

' Progress Rating
Needs to Begin % Needs Substantial Action 1% Needs Some Action Z% Done Well |

Y (3) Y o

13. Is clear data systematically gathered on core performance issues such as cost per delivered
trip, ridership, and on-time performance? Is the data systematically analyzed to determine how

costs can be lowered and performance improved?

Progress Rating
/Needs to Begin €2 Needs Substantial Action +¥ Needs Some Action #0& Done Well

4 3 F @

14. Is the plan for human services transportation coordination linked to and supported by other
plans such as the Regional Transportation Plan, State Transportation Improvement Plan, human
service program plans, and other state and local plans?

Progress Rating
ZPNeeds to Begin €2 Needs Substantial Action 4% Needs Some Action L% Done Well

3 (3% 5 ©

of coordination? Are the results communicated

data being collected on the

Progres: n

/PNeeds to Begin €9 Needs S i tion 13 Needs Some Action 0k Done Well
2 ﬁ.j O
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Driving Factor: Custorm
of smassmg information,

q:ls. Doeg the transportation system have an array of user-friendly and accessible information
sources

Progress Rating i
_ /PNeeds to Begin % Needs Substantial Action +¥ Needs Some Action ¥% Done Well
[17._Are travel training and consumer education programs available on an ongoing basis? 1
Fo5 Progress Rafing
5 i : ntial Action > Needs Some Action ¥% Done Well

/ o)

18. Is there a seamless payment system that supports user-friendly services and promotes
customer choice of the most cost-effective service?

Progress Rating
PNeeds to Begin €2 Needs Substantial Action +3 Needs Some Action % Done Well
mer ideas and con gathered at each step of the coordination process? Is
stomer satisfaction data colle ularly?
Progress Rating IR : :
Needs Substantial Action £ Needs Some Action X Done Well _
A ‘eting and communications programs used to build awareness and encourage
| greater use of the services?
\.
' € Needs Substantial Action 3 Needs Some Action . = %% Dane Well

(* 3 L ain O
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Factor: Innovative accounting procedures are often employed to support transportation services by combining various state,

federal, and local funds. This strategy creates customer friendly payment systems while maintaining consistent reporting and accounting
procedures across programs.

| {PNeeds to Begin_ _ ¥ Needs Substantial Action 1} Needs Some Action & Done Well

22. Is there an automated billing system in place that supports the seamless payment system
@ [and other contracting mechanisms?

Se¥E W _ el
£Needs to Begin 7 Needs Substantial Action 13 Needs Some Action ¥ Done Well

|16 0 ¢ ¢
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Section 5: Moving People Efficient!

Driving Factors: Muitimodal and multi-provider transportation networks are being created that are seamless for the customer but
operationally and organizationally sound for the providers.

23. Has an arrangement among diverse transportation providers been created to offer flexible
services that are seamless to customers? *

Progress Rating

L #*Needs to Begin €7 Needs Substantial Action £ Needs Some Action 4.k Done Well
. 24. Are support services coordinated to lower costs and ease management burdens? i
Progress Rating e
/Needs to Begin __ € Needs Substantial Action £} Needs Some Action 3% Done Well

/9',@1 O 0

s there a centralized dispatch system to handle requests for transportation services from
ncies and indjviduals?

0 o 0%0®
e Progress Rating

#Needs to Begin €3 Needs Substantial Action 13 Needs Some Action 3 Done Well

/&, ‘ 0 0

26. Have facilities been located to promote safe, seamless, and cost-effective transportation

services?

| Progress Rating ' ‘
| /Needs to Begin €3 Needs Substantial Action +3 Needs Some Action % Done Well

I / & o
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ﬂ ( . Overall Community Self-Assessment # .
FRAMEWORK FOR ACTION: DELAWARE COUNTY

n by Working Together is:
C+ Needs Some Action 0 Done Well

ds and Moving Forward is:

" D Noeds Substantial Action % Needs Some Action ik Done Well

and OUN Progress, iy
Putting Customers First is:
@M@am % Needs Some Action i0f Done Well

Section 1: Evaluation: Afer revs each of th and '_mm,mmumﬂmmu“maﬂmﬂ

sing our progress, my overall eval '_dmmmmoﬁwmmr‘d‘ :

Section 3: E Atar each of the y il evaluation of haw well we are doing in the area of

[ Saction 4: Evaluation: After eviewing each of the questions and o oroaress, oy ovarall avaluation ofhow well ws are daing in fhe area of
japting Funding for G Mobility is:
SF Neads to Begin “\p Needs Substantial Action ¢ Needs Some Action 0§ Done Well __

Section 5: Aler \g each of the questions and
‘ Moving People Efficiently is:

) Noods Substantial Action + Needs Some Action ¢ Done Well __

o)

our progress, my overall evaluabion of haw well we are doing In the area of

|
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APPENDIX 111

Force Field Analysis Charts

Results from the December 2007 Workshop

CONSIDERATION OF FORCES RELATED TO
CHANGES AND ACTIONS FOR
TRANSPORTATION COORDINATION STRATEGIES
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Force Field Analysis

Central Information Source

Delaware County

Forces Driving Change

ACTION

Forces Restraining Change

Provides more service (I)

I. Expand service
(hours, fleet)

Costs (time, effort, and money) (V)

Increases efficiency (Il)

Increases service reliability (cooperation)

(In

Il. Coordinate trips
between agencies and
services and
destination

Loss of control

Conflicting goals (rules and regulations)

(1)

Improved confidence (customer)

Ill. Understand goals

IV. Educate

Education (perception- more complex, info
dissemination) (IV)

Increased revenue

V. Use funding more
efficiently

Opportunity for new sources of funding (as
aresult of coordination)
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Force Field Analysis

Central Trip Planner and Trip Broker
Delaware County

Forces Driving Change ACTION Forces Restraining Change
Consensus on
Ease use to customer calling one place broker (who- where) |Loss of control
Maximizes resources- human and material |Standardizing Conflicting rules/regulations
Promotes use of alternative/choice in operating
transportation procedures Operating procedures not standardized

Lack of ownership may minimize

Matches transportation with trip type Develop budget commitment (money and priority)
Whomever assumes broker role has
Least costly alternative Establishing funding|increased costs (ongoing) and
commitments responsibility to know requirements of

Requires strong partnerships between all

(broker, funding sources, providers, and
Advisory council riders)

Market and educate
consumer and

community

Staff development of
broker

Liability protections
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Force Field Analysis

Coordinate Administrative and Operational Functions

Delaware County

Forces Driving Change

ACTION

Forces Restraining Change

Fuel/maintenance purchase in bulk

I. Getting all the
players to the table

Scheduling/technology

Safety would improve with standardized
training across agencies

Saving resources, being "green"

Il. Create the hub to
implement and
expand coordination

Funding may be tied to data collection and
reporting of services. Different funding

Employee benefits: would they change if
the actual employer changes due to
consolidation?

Increased, accurate data collection-
reported to agencies providing

Help people get where they need to be (VII)

Consumer needs to take priority

Decreased confusion for consumer with
one entity coordinating and explaining
transportation

Ill. Determine what
each "player" will
bring to this
coordination (i.e.
technological support,
vehicles, etc.)

To educate public, re: change will be
different

Agencies losing some control

Blending of profit/not for profit/government
agencies and companies together

"Matches need [c with a line above it"] type
of trans."

IV. Marketing and
education to public of
this new model

V. Understand and
[fulfill requirement
each entity is required
to complete

VI. Exploring
alternative funding for
new model

VII. Helping people get
where they need to be
will increase staff
development and
understanding of all
regulations
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Force Field Analysis

Add New Services

Delaware County

Forces Driving Change ACTION Forces Restraining Change
I. Tax levy for
Unmet needs identified (I, 1) transportation Lack of funding (1)
New service would be dedicated to meet  [services

identified needs (ll)

Lack of capacity (I, II, 1)

Educational opportunities to highlight

Il. Encourage new

programs (1V) vendors Lack of information (V)
Demand on services based on changing Number of people to utilize service might
demographics (V) limit return on investment

Ill. Add buses, Working with service providers/employees

Congested times (V)

vehicles and drivers

to provide flexibility (V)

IV. Public agency

Market issues (number of jobs)

educational
campaign

V. Work with

chambers and

economic
development to look
at flexibility issues
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Force Field Analysis

Consolidation of All Transportation Services

Delaware County

Forces Driving Change

ACTION

Forces Restraining Change

Better use of investment

Unused capacity

Get the players to the
table: providers,
purchasers, elected
officials, governing

Priorities across agencies

Public perception- sharing rides not on
MRDD bus?

board, MOU
Maximizes fully use of resources Turf issues
Easy access for customers (one-stop Policies and
shopping) procedures Loss of agency identity
Improves efficiencies- impact on quality of
service Budgets Personal touch- loss

More transportation

Insurance pool

Lack of competition- less incentive to keep
costs affordable

Rapid growth- need for planning

Gas prices

Transportation is not a core business

Staffing

Engage state
consolidation group

Expectations

A bad idea?

Revenue source restraints

Educate the public

Shared liability insurance

New or existing
organization?

Lack of organization and staffing
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	The resulting plan will be approved locally by DATA. Completion of this plan will enable Delaware County to compete with other Ohio Counties for project funding. It is important to recognize that there are many other federal programs that fund transportation services, the “Human Services” in the coordinated transportation plan. The planning that is being conducted recognizes the need and challenge to integrate other federal funding programs that support transportation services to the target populations.




