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        How to Use
In our transition from print to electronic media, our aim is provide the same in-depth and unique content that is the hallmark of 

Community Transportation Magazine, with added tools, resources and benefits made possible by digital publishing. 

Here’s how some of those tools and elements work together to help you navigate DigitalCT:

The Navigation Bar

    At the bottom of each page of DigitalCT is a handy display of options that aid you in moving through the magazine. From left to right: 

  A convenient link to the Community Transportation Association of America webpage – www.ctaa.org transports you directly to the premier web location for the most updated       
  and in-depth set of resources available on community and public transportation; 

   Our CONTENTS button returns you to our dynamic and easy-to-use Table of Contents page, where you can select your next feature article or department to explore;

    The PREVIOUS PAGE button – and corresponding arrow – sends you back to the page before the current one;

    Identify your current page location with our PAGE NUMBER display;

  And, like the PREVIOUS button and arrow, our NEXT PAGE and arrow move you to the next page in order.

Table of Contents 

The single most useful aspect of DigitalCT is our integrated and clickable Table of Contents page. Here, everything is a hyperlink to wisk you away to your desired page or article. Any page number, line of text or 
picture is active to make your navigation easier. And, if you accidentally select the wrong page, just use the CONTENTS button at the bottom to send you back home.

Click Away!

A digital publication isn’t of much value if it doesn’t speed you along to the unparalleled collection of resources available on the web. So, we’ve provided in-text links – highlighted in gold boxes – to any relevant 
organization, program or piece of information that might be informative and useful to you as you’re reading. So, feel free to treat any gold text box, logo, photo, etc., as a convenient gateway to additional information.

Sights and Sounds

One of the most exciting elements of a digital publication is the opportunity to point to video, audio, Powerpoint presentations and other interactive elements to enhance the more customary words and graphics. 
So, we’ve included a set of relevant connections to videos, sound clips and presentation files that would have never been possible in a printed magazine. 

DIGITAL------------------
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From the Editor-in-Chief

Welcome to the Premere Issue of DIGITAL CT

In keeping with the innovative and exciting spirit of our new digital publication, click anywhere on 
the above image to view Editor-in-Chief Scott Bogren’s video editor’s note.

http://www.ctaa.org
http://www.youtube.com/watch?v=7D6eipx3po8
http://www.youtube.com/watch?v=7D6eipx3po8
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Voices from the Community

The Coles County Council on Aging has oper-
ated a successful dial-a-ride public transportation 
system since 1991. It has been our pleasure to 
actively participate in moving the people of Coles 
County. In rural central Illinois where we’re lo-
cated, if you don’t have access to your own car 
your ability to access vital services — work, doc-
tors, social service agencies, groceries, etc. — can 
be extremely limited. That’s where we come in.

Yet despite our successful efforts, there were 
still some local residents that we just couldn’t 
serve. Three years ago, we began to take a seri-
ous look at our dreaded trip-denial log. For so 
long, we saw only our inability to meet the needs 
of our passengers when the log was reviewed — 
and we always found it frustrating. We continued 
to meet as many needs as we could through our 
creative dispatchers and dedicated drivers, none 
of whom like to refuse a request for a ride. 

In 2008, with the assistance of the Illinois 
Public Transportation Association and a group of 
dedicated local state legislators, we secured the 
Illinois Downstate Operating Assistance Program 
which gave us the investment we needed to in-
crease our hours and expand services to the loca-
tions we consistently saw on our trip-denial log. 

We were all – board, staff and passengers –excit-
ed about the added services, yet we still had un-
met demand. It turned out that something we’d 
been doing all along to facilitate out-of-county 
trips was the way to meet these needs.

For many years our dial-a-ride program coor-
dinated trips with other transit providers in sur-
rounding counties to urban areas – for special-
ized medical appointments, education and even 
jobs. While always a challenge, these collabora-
tive efforts were always appreciated and at the 
end of the day we knew they impacted our pas-
sengers’ quality of life. From this coordinated ef-
fort, we created a broader initiative we now know 
as mobility management.

Although used frequently, the words Mobility 
Management, until recently, seemed to have no 
clear impact on our passengers, the environment 
and the local economy. Our challenge was to un-
derstand what mobility management could mean 
to our passengers in rural Central Illinois. Adop-
tion of mobility management has allowed us to 
dramatically reduce our trip denial log. For our 
passengers, however, mobility management has 
more a more personal meaning: integrity, abil-
ity, dignity, power, control, capability, access and 
most of all, freedom.

This year the Coles County Council on Aging 

was awarded a three-year grant to provide mo-
bility management services in Coles County as 
well as nine additional Illinois counties — Cum-
berland, Clark, Macon, Champaign, Vermilion, 
Shelby, Douglas, Piatt and Moultrie. With this 
new opportunity we will build new relationships 
with existing transportation providers such as 
public providers, workforce development agen-

By Susan Starwalt, CCTM

Coles County’s mobility management effort serves 10 
counties, found in the blue, green and pink sections on the 
above map of Illinois.

Embracing Mobility Management to 
Better Serve Customers and Communities

http://www.ctaa.org
http://www.colescouncilonaging.org/
http://www.ipta-net.org/
http://www.ipta-net.org/
http://www.dot.state.il.us/dpit/index.html
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cies, human service agencies, organized faith-
based providers and more to better serve our 
passengers. Through these providers we will inte-
grate transportation providers, professionals and 
transportation demand. We are already becoming 
a connection through which a local resident will 
be able to access transportation by simply making 
one telephone call.  

According to our state program manager, Dave 
Spacek, at the Illinois Department of Transporta-
tion, “the interesting aspect of mobility manage-
ment is that it can describe a whole array of initia-
tives that allow for maximum flexibility at the state 
and local level in the quest to meet a customer’s 
individual transportation needs. It is this flexibility 
that we feel will create innovation and targeted 
programs and initiatives that will be responsive to 
best meeting the needs of our customers.” 

The synergy that we have built using mobility 
management techniques has allowed us to serve 
more people, more efficiently. It has also helped 
us in being responsive and flexible to the ever 
changing needs of our passengers and their local 
communities. Our continued mobility manage-
ment activities will be innovative and diverse, 
coordinate multiple transportation providers, 
provide personalized service and prioritize the 
individual needs of our passengers. We know our 
work changes lives by allowing for freedom of 
movement.

Susan Starwalt, CCTM, has worked with the 
Coles County Council on Aging, Inc. and Dial-A-
Ride for the past 12 years.

Stay tuned to www.ctaa.org for details on registration and 
other conference information as EXPO returns !

$6.99 US

$10 Canada

$6.99 US
$10 Canada
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telling the real story of 

today’s passenger rail revival

 For subscription information 
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mailto:bogren%40ctaa.org?subject=RAIL%20Magazine
http://railmagazine.org/
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Voices from the Community

At the EXPO 2010 in Long Beach, Calif., 
Amy Van Dorn – Transit Manager for the 
Marin County Transit District in San Rafael, 
Calif., presented at the Partnership for Mobil-
ity Management’s Workshop on Mobility Man-
agement. Part of her presentation is excerpted 
here. Please visit here to watch the full video 
of this important mobility management work-
shop.

“We’re an evolving agency. As a transit 
operator, we are mobility managers if we’re 
really doing our jobs. 

I work in Marin County, which is the 
county just north of San Francisco. It’s not 
a growing county, but it is an aging county. 
And our transit agency just took over respon-
sibility for local bus service over the last five 
years and we’ve seen a growing need for se-
nior transportation and we’ve gotten a series 
of grants. We’ve been coordinating from early 
on with Health and Human Services but 
we also made the decision early on that the 
transit agency is going to take responsibility 
of implementing the program and hiring the 
person to managing it. 

We’re a relatively new, fully functioning 
transit agency serving both a rural population 
and a suburbanized, urban corridor along the 
major north-south highway. It might be inter-
esting for you to know a little bit about our 
geography in that the population is concen-
trated along that corridor with access be-
tween communities limited to getting on and 
off the highway. But we’re very, very hilly and 
it takes quite a while to get to west Marin. 
Between the urban area there are mountains 
that people have built homes on, and given 
the economic climate and the property tax 
situation in California, people are aging in 
place. 

This has been a long-term process that we 
are at the cusp of implementing, but I want 
to tell you how we got here. We’ve always 
done our best to serve beyond the ADA-man-
date for paratransit. And we moved forward 
with the principle that we needed to broaden 
the number of choices available and keep 
people on fixed-route transit as long as pos-
sible but, of course, they need to have access 
to the fixed-route system. 

When I started with the agency about six 
years ago, there were no accessible taxis in 
Marin County. Then, a couple of years after 
that, one of the providers bought their own, 
and we got a grant from the metropolitan 

planning organization to do a study on pro-
viding enhanced taxi programs for social ser-
vices and paratransit. Through that process 
and through working collaboratively with the 
taxi operators and the Department of Human 
Services, we were able to develop a strategy 
that leads to a mobility management pro-
gram, which we’re implementing now. 

What we did was get money to purchase 
four accessible taxis; we ordered them and 
put them in place so we could lease them 
to one of the taxi cooperatives in the county 
and have been managing that program.

We’ve been working with our paratransit 
provider to contract with the taxi operators to 
use the taxi service to provide non-mandated 
paratransit service that was needed to meet 
all of the requests for service and had more 
flexibility in scheduling both mandated and 
non-mandated trips. We also supported the 
purchase of insurance and the paratransit 
operator provided training. But that flex-
ibility is just the very beginning of where we 
started. 

One of the things we made sure of with the 
purchase of the accessible taxis is we made 
sure they were available 24 hours a day, 
whereas those purchased independently by 
the local provider were only available from, 
say, 8:00 a.m. to 3 p.m. 

Coincidently, we also received a Caltrans 
planning grant we applied for some time ago, 
and with the Department of Human Ser-
vices, we completed a senior mobility action 

An Evolving Path to Mobility Management

By Amy Van Dorn

http://www.ctaa.org
http://www.marintransit.org/
http://web1.ctaa.org/webmodules/webarticles//anmviewer.asp?a=2002&z=95
http://www.co.marin.ca.us/depts/HH/main/ss/index.cfm
http://www.co.marin.ca.us/depts/HH/main/ss/index.cfm
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plan. An advisory committee was developed 
to provide focus groups and public meet-
ings with the idea to use the stakeholder 
participation as a jumping-off point to form 
a mobility management consortium. Mean-
while, a series of New Freedom grants to hire 
a mobility manager, and not with the idea 
that he was the only person to be doing the 
mobility management. He developed for us a 
combined paratransit/mobility management 
RFP, with the idea that we would shoot for 
efficiencies of service and find scheduling 
software they are utilizing in the Santa Clara 
Valley for the mobility management part. 

The idea was to maximize the existing 
resources through that process and reduce 
or eliminate duplication on the paratransit 
side and mobility management will grow out 
of that. With this year’s New Freedom grant, 
we received investment to start a volunteer 
driver program and that will be part of the 
mobility management program as well, work-
ing closely with our current providers. 

Where we’re going next will be the imple-
mentation of pre-paid accounts, where 
people can either donate a vehicle and get 
credit or put some money aside for a family 
member so they can have a bank they can 
draw from for trips. And the idea is to pro-
vide service not just for paratransit but also 
for seniors. 

Another potential funding source for us is 
the vehicle-licensing fee in California, where 
we’re allowed to put before the voters pro-
posals for how to spend those fees. We are 

proposing to spend it on providing service to 
seniors 80 and above, regardless of whether 
they qualify for paratransit. (That $10 in-
crease in vehicle registration fee was approved 
by local voters on Nov. 2 – ed.) So far, that 
has polled very well – just below streets – so 
I think we have a good chance of getting that 
money. 

With our mobility consortium, it includes 

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

•	 New Certified Safety and Security Manager (CSSM) Training
•	 Access to the Insurance Store at CTAA
•	 The Latest Policy Analysis and an Effective Voice in Washington
•	 Technical Assistance Programs and Information Resources

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

other providers and other social service agen-
cies that are very interested and we’re getting 
them to work together with the idea that they 
will advise us, be involved in actually imple-
menting service and share in resources, and 
that’s what mobility management is about.“

(To view the full collection of mobility man-
agement videos, visit here – ed.)

http://www.ctaa.org
http://web1.ctaa.org/webmodules/webarticles//anmviewer.asp?a=2188&z=5
http://web1.ctaa.org/webmodules/webarticles//anmviewer.asp?a=2188&z=5
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=41&z=5
http://web1.ctaa.org/webmodules/webarticles//anmviewer.asp?a=2082&z=5
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=43&z=36
mailto:souza%40ctaa.org?subject=Joining%20CTAA%21
http://www.ctaa.org/join
http://web1.ctaa.org/webmodules/webarticles//anmviewer.asp?a=2002&z=95
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The Commentary Advancing Mobility Management

Flexibility is Key

Mobility management is defined by its very lack of a precise definition, in 
that it is most effective when it is adaptive and flexible to meet the needs 
and conditions in a given community or region, or even a single person. 
Time and again, those practicing mobility management techniques highlight 
that they’ve found the most success when using grassroots or bottom-up 
approaches, rather than a top-down mandate from a higher jurisdiction. 
Such is the case in our profiles of statewide mobility management efforts in 
New Hampshire and Idaho. Therefore, while providing appropriate levels of 
investment to support the emerging tools and practices of mobility manage-
ment is essential, likewise crucial is the need for policymakers – particularly 
at the federal and state levels – to work to empower these communities 
determine how mobility management works best locally.

Invest in Innovation

Functioning primarily as a methodology or set of unifying
practices to improve mobility in a region or community, providing
corresponding investment to support these activities is a structural chal-
lenge. Indeed, one of the primary aims of mobility management is often to 
improve the effectiveness of existing programs and services so that addi-
tional investment is unnecessary. Nonetheless, mobility management is not 
solely an egalitarian movement; there are salaries to be paid, technology to 
be purchased, meetings to organize, and myriad other elements to a suc-
cessful mobility management campaign. These aspects require support from 
a range of public and, increasingly, private sources to support their develop-
ment.

Partnerships for Progress

Responding to information requests, increasing awareness through promo-
tional materials and new resources, increasing and expanding service: these 
activities – among many others – are all the work of those involved in mobil-
ity management. But one element, in particular, is more responsible for the 
improvement of mobility in an area than the others – building partnerships. 
By cultivating relationships between elected officials, public officials, com-
munity leaders, organizations, programs, agencies and individuals, mobility 
management professionals can achieve the greatest levels of progress as 

trust is fostered, barriers are addressed and momentum is created. Allow-
ing appropriate time and opportunity for mobility management projects to 
facilitate these partnerships is paramount to their efficacy.

Transitioning through Technology

A certain technology, or even a well-integrated set of technologies can-
not create or define mobility management. The combination of flexibility, 
resources and partnerships are the true barometers of improved mobility. 
And yet, new technology products and services can be a substantial com-
ponent of making these objectives a reality. An array of tools – from web-
based programs to disseminate information and schedule trips to automat-
ic vehicle locators to track vehicles, and numerous others – make the work 
of those tasked with managing mobility that much easier and effective. 
Moreover, new platforms that allow individuals to act as their own mobility 
managers are becoming more prevalent every day. Including investment to 
support the purchase of these valuable and innovative technologies must 
be allocated when organizing any mobility management initiative.

A Legacy of Mobility Management

As much as recent attention to mobility management – including this
edition of our publication – might suggest that the concept is an entirely 
new way of thinking about mobility in our communities and regions, the 
truth is that community and public transportation providers have long 
understood the value of utilizing a broad reach of approaches to improve 
information and access to their services. Indeed, no effective mobility 
manangement scheme is possible without there first being a responsive 
and efficient community or public transportation system. These systems 
and their leaders and professionals have always sought out beneficial 
partnerships, explored new technologies and promoted flexibility in order 
to achieve sustainability and responsiveness for their operations. Only 
recently has this collection of strategies and practices been grouped into a 
unifying framework, dubbed here and elsewhere as mobility management. 
Advocates for improved mobility everywhere should be heartened by the 
reality that they’ve been doing the work of mobility management for years 
– and decades, in many cases – and recognized for their efforts in establish-
ing habits and practices worthy of replication.

1

2

3

4

5

Over the past several years, the emerging concept of mobility managment has presented a fresh approach on how communities can best address 
their challenges and improve options to get to work, medical care, community services and other vital aspects of daily life. Here, we present a set 
of principles fundamental to effective mobility management efforts.

http://www.ctaa.org


www.ctaa.org CONTENTS 12

In 1999, a dozen European nations teamed 
together to launch the European Platform on 
Mobility Management (EPOMM). Designed 
as a vital communications and information-
sharing link at the European Union level and 
with its headquarters in Brussels, EPOMM 
is charged with promoting and developing 
mobility management in its member countries. 
For more information on EPOMM, please go 
to www. epomm.eu.

 
The following article provides an in-depth 

definition and analysis of the true impact and 
potential of mobility management. With its 
broad vision and expansive understanding of 
mobility management, we thought it an ideal 
resource to lead off this digital edition of CT 
Magazine. 

The Definition of Mobility Management

Mobility management is a concept to 
promote sustainable transportation and 
manage the demand for car use by changing 
travelers’ attitudes and behavior. At the core 
of mobility management are soft measures 

like information and communication, 
organizing services and coordinating 
activities of different partners. Soft 
measures often enhance the effectiveness 
of soft measures – like new transit lines 
and service – and facilities and technology 
investments. Mobility management measures 
do not necessarily require large financial 
investments and can yield high benefit-cost 
ratio.

To give an impression what this means 
in practice, in a community where mobility 
management is implemented:

• You would notice campaigns and 
promotions for walking, cycling and public 
transportation;
• You could be offered personalized travel 
assistance to help you see where and how 
you might be able to reduce your car use;
• Your employer might pay your public 
transportation fare to encourage you not to 
drive to work;
• At home, you might have a car-sharing 
service available on the street outside your 

house,
• At your children’s school, there could be a 
mobility plan organizing safe walking for the 
children’s trip to school,
• For leisure trips by public transportation 
you would have the option of using the 
consulting services of a local mobility center;
• Building permits might be connected 
to certain requirements to minimize the 
mobility impact of a new development — for 
example the development of a mobility plan 
for employees, visitors and freight around 
the building site or limiting the number of 
parking spaces provided.

Typically, mobility management measures 
are rarely isolated, instead they often come 
as a bundle of measures, i.e. information 
campaigns combined with infrastructure, 
pricing policy or regulations.

Demarcation – the Boundaries of Mobility 
Management

While the above is sufficient as definition, 
working more in-depth with mobility 

A Primer on Mobility Management

http://www.ctaa.org
http://www.epomm.eu
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=26&z=36
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=26&z=36
http://www.epomm.eu
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management can pose some questions. What 
follows is guidance on where the boundary of 
mobility management lies.

• Mobility management is demand oriented, 
instead of supply-oriented. This means 
that building new passenger rail lines, 
new bicycle paths, new roads, etc., are not 
considered to be mobility management, as 
these are all supply-side measures. This is 
reflected, for example, in the policies of the 
Netherlands and Sweden, where it is in many 
cases obligatory to first look at the potential 
of mobility management before permission 
for supply-side measures like road building 
is given. It is also reflected in the fact that 
in the US and some other countries mobility 
management is called Travel Demand 
Management (TDM).
• Infrastructure measures can be supportive 
measures for mobility management. In many 
countries, mobility management is seen most 
often as a site-based activity – connected to 
a traffic-generating site such as a company, 
a school or a tourist attraction. At sites such 
as hospitals or business parks, a negotiated 
mobility management measure package 
might include infrastructure — for instance 
bicycle parking, transit stops, car parking, 
a bus shuttle service – but these efforts are 
considered as supportive measures.
• Mobility management does not necessarily 
have to be limited to a site. City-wide, 
regional or even national applications like 
car-sharing, car pooling, mobility centers, 
new resident information packages, 
campaigns and integration of several services 

into one fare system are regarded as mobility 
management.
• Sustainable public transit plans are not 
mobility management, but they should 
contain mobility management. These plans 
are part of mobility management when they 
are site-based, such as workplace travel 
plans or school travel plans. The official 
term coined for this is the mobility plan. 
HOV-lanes, congestion charging, parking 
management and road tolling, while being 
typical demand-oriented measures, are not 
mobility management, but can be supportive 
measures. As parking management is often 
central to site-based mobility management, 
it is considered to be an integral part of 
mobility management.
• Traffic system management is not 
considered part of mobility management. 
However, components of traffic management 
that aim to influence demand and change 
attitudes and especially if they make the use 
of alternatives to the car more attractive, 
be it by delivering real departure time of 
trains and buses on a mobile phone or 
internet or variable message signs or via 
navigation systems are considered mobility 
management.
• Travel awareness, mobility education, 
marketing of sustainable modes is regarded 
as part of mobility management. Some 
theoreticians regard these as being quite 
distinct. In practice, it is almost impossible 
to draw any boundaries.
• Mobility management is considered to 
encompass freight transportation, as long as 
it is site-based and the measures concerning 

goods are part of a mobility plan that also 
include passengers. In any case it includes 
the transport of passenger luggage. 
• Various legislation, pricing incentives 
and disincentives are part of mobility 
management, if they support concrete 
measures that fall within the demarcation as 
described above.

Definition of Mobility Management 
Measures

Mobility management consists of a range 
of measures, as shown by the previous 
section. Here an attempt is made to 
comprehensively list and categorize these 
measures.
 
Information Measures

These measures are essentially driven by 
demand from the traveler and they provide 
the traveler with information and advice 
through many possible media. Examples 
include:

• The information and trip advice services of 
the local mobility center.
• Travel information, delivered via a range of 
technologies, pre- and during the trip.
• Marketing of sustainable modes through 
advertising and the use of other marketing 
techniques.

Promotional Measures

This category of measures has at its 
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core the idea of encouraging voluntary 
behavior change through awareness-raising, 
promotion of alternatives to the car and 
information. This means that this group 
of measures does not actually provide any 
additional alternatives to the private car, but 
rather tries — actively — to raise awareness 
and encourage the use of the alternatives 
that are already in place. The measures 
include:

• Personalized Travel Assistance to help 
travelers to see, in relation to their own 
personal travel patterns, how they might be 
able to reduce their car use.
• Advertising campaigns and other types 
of promotions to encourage people to try 
walking, cycling and/or public transportation. 
Sometimes, these campaigns can be linked 
to health promotion.
• Targeted promotion of alternative modes 
and trip reduction. This might include 
projects where public transportation 

agencies run projects with school children, 
or approaching all households in a given area 
and offering them a variety of resources to 
help them think about ways to change their 
travel behavior.

Organization and Coordination Measures

As its name suggests, this category offers, 
organizes and coordinates various types of 
mobility management service across an area 
to provide an alternative to driving ones’ car 
alone.
• Region- or area-wide car pool matching 
services bring together those who are making 
a trip by car with others who want to make 
the same trip and are willing to share a car to 
do so.
• Area-wide car-sharing services. These 
provide an alternative to individual car 
ownership by offering the short-term rental 
of cars or vehicles at convenient locations 
within an area. By requiring pre-registration 

and often membership, these 
sharing arrangements then 
make the actual booking and 
hire process a very speedy 
one that is normally done 
by internet, and the car 
accessed by means of remote 
communications.
• On-demand public transport 
services, sometimes also 
called paratransit or dial-a-
ride.

Education and Training 
Measures

This category of measures refers to the 
integration of mobility management into 
education, and the training of staff in 
mobility management issues. Examples 
include:

• The training of, for example, hotel or 
shopping center personnel to provide 
mobility information to customers.
• Mobility management courses for target 
groups such as mobility center staff, or 
mobility coordinators.
• Mobility education, where mobility 
— and how to manage it to reduce car 
use —becomes a part of the educational 
curriculum in schools and elsewhere.

Site-Based Measures

In many countries, mobility management 
is predominantly a site-based activity 
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connected to a traffic generating site such as 
a company, a school, concerts, sports events, 
fairs, hospitals, entire administrations based 
in a number of locations, recreational sites, 
etc. In these cases mobility management 
seeks to manage the way in which people 
travel to the site in question. A large number 
of measures fall into this category.
• A school mobility plan is similar to other 
site-based mobility management activities, 
except that it typically includes a greater 
level of involvement of children and parents/
employer and employees in both planning 
and implementation.
• Site-based services and infrastructure — 
chosen to suit the nature of the site and the 
people who travel there — such as bicycle 
parking, on-site pedestrian facilities, transit 
stops, car parking, a bus shuttle service, 
works buses, strengthened service buses, 
park and ride, and/or van pools. 

Telecommunications and Flexible Time 
Organization

Certain measures can be taken by 
organizations and others to reduce the need 
to travel by substituting telecommunications 
for travel, or reorganizing working practices 
— or both. Examples include:
• Changing the number of times that 
patients have to come to a hospital for a 
given procedure.
• Changing the number of times that people 
must go to a government building in order to 
carry out a certain administrative procedure.
• Shopping, working, socializing, and 

carrying out other services by telephone 
or on the internet from home, instead of 
traveling somewhere else to do them. 
• Changing the opening hours of certain 
organizations to reduce impacts on peak 
travel, introducing flexible working hours 
or compressed working weeks. In the latter 
case, employees work longer hours but on a 
shorter number of days per week or month, 
thus reducing overall travel.

Supportive and Integrating Actions

These measures may not be implemented 
directly to manage mobility, but they can 
have significant impacts on the effectiveness 
of mobility management. They can affect 
the cost of travel by car or other modes, or 
make the environment more conducive to 
the introduction of mobility management 
measures. These actions may not be seen 
directly by the end user but they will 
nonetheless have an impact on their travel 
behavior. For these reasons they are referred 
to here as supportive/integrating actions.
• Parking management in order to reduce 
parking supply and/or manage reduced 
supply, to influence the number of people 
choosing to travel to a site by car.
• In most countries, new development 
requires some form of permission from the 
public sector before it can go ahead. In some 
countries, this permission-giving process 
provides a leverage point at which time the 
public sector is able to require/encourage 
the developer of the site to implement 
mobility management measures. In other 

words, planning permission can sometimes 
be connected to certain requirements on 
the developer, owner and/or occupier to 
minimize the mobility impact of the new 
development, by implementing one or more 
of the measures listed in the category site-
based mobility management measures, for 
that development.
• Tax changes to make employer-provided 
travel benefits more or less attractive. For 
example, making a company-provided 
parking space liable for income tax 
as a benefit in-kind would reduce its 
attractiveness to the employee and may act 
as a disincentive to drive to work. Taxing 
reimbursement for commuting by transit 
more highly than the equivalent by car 
makes the train or bus more attractive.
• In some countries there is a tradition of 
being able to write off commuting costs 
against tax, to allow commuting costs by 
sustainable modes to be written off to a 
greater extent than those for non-sustainable 
commuting modes, or to change distance 
limits above/below which costs can be 
written off, or similar.
• Location-efficient mortgages, where 
interest rates are lower where the house-
buyer chooses a location that reduces their 
dependence on car travel.
• Congestion charging, typically of roads 
previously free at the point of use.
• Offering integrated fares – some examples 
include:

– Integrated fares for different public 
transport modes across a region, buses, 
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trains, metro etc., all with one ticket.
– The entrance ticket for a concert, sports 
event, fair etc., is also valid as a public 
transport ticket through a negotiated deal 
between municipality, local transit operator 
and event organizer.

• Multimodal card/fare: carsharing 
membership provides a discount on public 
transportation and vice versa – similar 
applications for paratransit and bicycle rental 
services.

Further Definition of Individual Measures

The previous section provided a 
categorization of mobility management 
measures. Where necessary, this section 
expands on the earlier brief definition.

Information Measures

A mobility center provides information 

and services on mobility, such as ticket sales, 
usually for multiple public transportation 
modes as well as for other modes like car 
parking, carsharing, car pooling. Sometimes 
a mobility center also prepares mobility 
plans for traffic generating sites like schools, 
companies, etc. When a mobility center is 
located in a large company, it is sometimes 
called a mobility office.

A mobility consultant is a person providing 
either personalized travel information or is 
a person developing mobility plans. In this 
role, they are also sometimes called mobility 
manager or travel/ mobility coordinator — 
especially when they work for a specific site.

Promotional Measures

Personalized travel assistance involves 
recruiting people who are interested in 
considering how they might change their 
travel behavior. They may be recruited 
from workplaces, although most often 

this technique has been used in area-wide 
approaches to households. A letter about 
the travel awareness campaign is sent to all 
households in an area; this is then followed 
up with a phone call. Those households who 
express an interest are offered a range of 
resources, of which one may be Personalized 
Travel Assistance. In such experiments, the 
interested household will normally complete 
a diary of their travel over one week. They 
then discuss this with a travel advisor to find 
ways in which they may be able to change 
their travel patterns by more car pooling, use 
of cycling, walking and public transportation, 
trip chaining or use of information 
technology.

Organization and Coordination Measures

Car pooling is where two or more people 
share the same journey, using one of the 
participants’ own private cars. Car sharing 
is when people pay to use a car by the 
hour/day etc., and the car is owned by an 
individual company that runs the service 
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on a commercial basis, and when the cars 
are not located in one central depot, but 
spread around the comunity or even several 
communities. Car sharing can also be 
organized within an organization by a formal 
booking system. Car sharing is distinguished 
from Car rental in that using the car is 
possible for a very short time, that no 
personnel are needed to provide the car and 
that cars are available in many locations.

Van pooling is where a group of employees 
ride in a van to and from work, sharing 
the cost of the vehicle and its operations. 
Sometimes this arrangement is subsidized by 
the employer; it may also be organized by a 
third party rather than by the employees.

Site-Based Measures

A mobility plan is a site-based plan that 
aims to manage and, often, to change the 
travel patterns of the persons traveling to and 
from this site — for example employees of a 
company, customers at a shop, or pupils and 
teachers at a community college. In many 
countries, this is called a travel plan or trip-
reduction plan. The mobility plan most often 
consists of a whole package of measures, 
especially when the site is very large. The 
mobility plan must be tailored to the needs 
of the particular site, so will include a range 
of measures selected from the following 
(which itself is not a completely exhaustive 
list):

• Promotion of different ways to get to the 

site so that people are aware of available 
alternatives.
• Multi-modal information about how to 
reach the site — internet-information, signs 
for pedestrian routes, etc.
• A car-pooling program to match regular 
travelers so that they can travel to the site 
together.
• Car sharing programs for a company — 
the company offers shared company cars for 
business use and sometimes for private use 
after work.
• Guaranteed ride home service so that 
people who utilize a site-based measure can 
get home if something unplanned occurs, 
like their children suddenly being ill.
• Compressed work weeks or changing 
working or appointment hours to avoid 
congested periods and/or coordinate with 
public transportation times.
• Allowing and helping staff to work from 
home some of the time, or facilitating home 
shopping — so the trip to the site does not 
have to be made.
• Reorganizing and rationalizing business 
trips and/or substituting telecommunications 
for some business trips to reduce travel on 
works business.
• Reorganizing and rationalizing deliveries 
by a company and/or by suppliers to reduce 
freight trips to and from the site.
• Changing allowances paid to staff for 
using their own vehicle to favor more 
environmentally-friendly vehicles and 
modes. This aims to change the mode used 
for business trips as well as reducing the 
incentive to bring a car to work in order to 

have the opportunity to earn business trip 
allowances.
• Showers, changing rooms, lockers, irons, 
etc., and hairdryers for people who choose to 
walk, run, skateboard, skate or cycle to work.
• Secure cycle parking.
• Assisted/tax-efficient purchase of bikes 
and other equipment for slow modes of 
transportation.
• Provision of company cycles.
• Paying or negotiating with public 
transportation operators to:
– Run shuttle services between the site and 
nearby stops/stations or park and ride sites.
– Run existing transit services more frequently.
– Run completely new transit services to link 
the site directly with areas where a lot of site 
users live.
– Offer a ticket discount to site users.
– Provide job-tickets, which are offered to 
commuters and reduce the price for regular 
public transportation travel tickets.
– Offer trial tickets so that people who do 
not normally use public transportation can 
try it out for a week or a month at low or no 
cost.

• Selling public transportation tickets on-
site.
• Van pooling, where employees group 
together to run a van to and from the 
site, sometimes with a subsidy from the 
organization.
• Paying employees an incentive use 
alternative modes to get to the workplace.
• Employing a mobility consultant and 
running a mobility office on-site.
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• Providing facilities on-site to reduce the 
need to travel off-site at break times.
• Managing car parking on site. 
Car parking management is a powerful 
mechanism to influence how people travel 
to a site. In a situation where parking supply 
is less than demand, parking on-site can be 
managed as follows:
• All or certain users can be charged to use 
it, by the day, week, month or year, with a 
flat charge or charges varying according to 
criteria or to the quality and location of the 
parking space.
• It can be rationed — employees might be 
allowed to park four days in every five.
• The best spaces can be reserved for 
carpoolers, for example, to give them an 
incentive to share their car to work.
• Spaces can be allocated according to 
certain criteria — seniority, how long it 
takes someone to get to the site by car 
compared to public transportation, caring 
responsibilities and so on.
• Access can be time limited — the parking 
lot in a shopping centre might not open until 
10:00 to deter its use by commuters.
• Staff may be paid not to use their parking 
space, often this is called parking cash-out.
In addition, a site with limited parking on-
site and an excess of demand over supply 
may have to work with the local authority to 
manage parking on-street around the site to 
avoid spill-over effects.

In school mobility plans, parents may help 
in the implementation of measures by, for 
example, running walking buses where children 

walk together to school, escorted by a number 
of parents. In addition, the development, 
operation and monitoring of the plan will often 
be integrated into the curriculum. Hence 
pupils and parents will see measures to offer 
them alternative means of transport to school, 
plus education about mobility, plus awareness 
and promotional activities. This might include:

• Mobility games combined with mobility 
surveys and perhaps including some kind of 
competition between children or groups of 
children for the best survey.
• Involving children in identifying areas 
around the school where they feel threatened 

measures is adopted, and utilized in the 
rest of the stories in this edition of Digital 
CT, from the partnerships built in rural 
Central Illinois to the facility in Aiken, South 
Carolina. What is clear, is that mobility 
management succeeds where collaborative 
partnerships have grown, where technology 
is being deployed, where unique investment 
streams have emerged, where service is 
paramount, and, finally, where local decision-
making is valued.

The Transportation-to-Work Toolkit for the Business Community 

gives businesses the information they need now to assist their 

employees in achieving a timely, cost-efficient commute that 

promotes productivity and job satisfaction. 

Visit www.ctaa.org/transportation_to-work 
to access these valuable resources.

by traffic and then helping to 
design measures to reduce these 
problems.
•Educational units on mobility.
• Cycle training.
• Dedicated stops for dropping 
children off at school when they 
are brought by car.
• Parking prohibition in front of 
school.
• Organizing car pools or 
walking buses for bringing 
children to school.

The process of building 
mobility managment at the 
local level most certainly 
encompasses the right 
combination of hard and 
soft measures as described 
by our European colleagues. 
Interestingly, each of these 
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A number of years ago, a series of research 
projects sponsored by the Transportation Re-
search Board’s Transit Cooperative Research 
Program (TCRP) addressed the question of 
how our public transportation agencies and 
services should change and evolve in the 
new millennium. The effort was essentially a 
search for a new paradigm for planning and 
delivering public transportation services that 
was more responsive and adaptable to rapid, 
fundamental economic and social changes 
that today continue to affect businesses, in-
dustries and communities, nationally as well 
as globally.

The starting point was an industry – pub-
lic transportation – whose organizations and 
business model has remained essentially un-
changed in the prior 40 – 50 years, a charac-
terization that is hard to ascribe to any other 
industry, public or private. The transit mission 
historically has been to maximize the avail-
ability of the assets owned – vehicles, facili-
ties and services – while operating under ever 
tightening fiscal constraints. The result has 
been a cyclical assault on transit’s continued 
relevance, its service levels and the quality of 
transit services. More importantly, increasing 
the broad relevance and market share of trav-

el on transit remains a challenge even while 
broader societal goals – livability, sustainabil-
ity, economic vitality and environmental qual-
ity – point to the increasing importance of 
public transportation.

What Was Learned?

The new paradigms that emerged from the 
TCRP studies revealed that the same chal-
lenges that are triggering fundamental chang-
es in the organizational mission, structure 
and practices of businesses and industries 
outside the transportation sector were also 
confronting the transit industry itself. The 
new paradigm that emerged from the many, 
wide-ranging examples of fundamental orga-
nizational change was one in which emphasis 
is shifted away from a preoccupation with 
managing only the assets you owned, toward 
maximizing the quality of the customer’s trav-
el experience, regardless of whose assets are 
being used.  

This strategic shift in traditional transit’s 
organizational mission was documented in the 
business practices of other industries such as 
intermodal freight, package delivery and air-
lines as well as in the public sector through 
postal service practices and the rise of charter 
schools in the education system, along with 

dozens of other specific instances within indi-
vidual businesses.

The Emerging Mobility Management 
Paradigm

The lessons drawn from fundamental 
change in business and industry over the 
past decade or more have morphed in recent 
years into an operational definition of mobil-
ity management, i.e., the need to define a new 
public role and responsibility in transporta-
tion that extends beyond independently own-
ing and operating a particular, single set of 
transportation assets – services, vehicles and 
facilities.

Managing mobility is now being viewed in 
large and small communities alike as a criti-
cal, overarching public responsibility that 
must transcend the conflicts and performance 
inherent in our historic dependence on sepa-
rate, competing modal systems, organizations, 
assets and investment sources. The need to 
better manage mobility is emerging as a high-
er order public responsibility. While tradition-

The Continued Emergence of the 
Mobility Management Paradigm

By Robert Stanley
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al public transportation authorities may be an 
ideal place to house and exercise the broader 
responsibility to manage mobility, other ex-
perience shows that different public as well 
as private institutions can effectively play the 
lead role, including metropolitan planning 
organizations (MPOs), human service agen-
cies and private for-profit as well as non profit 
organizations. 

Regardless of where the responsibility for 
managing mobility is housed, an organization 
committed to enhancing mobility will need to 
consider and pursue major changes in orga-
nizational structure and business practices, 
including:

Mission shift: A formal, overt redefinition of 
mission from operating one form of capacity, 
e.g. buses, to facilitating the integration of 
services offered by a variety of transportation 
providers.

Customer focus: Incorporating new measures 
of the quality of the customers’ travel experi-
ence into planning and investment decision-
making, in parallel with traditional measures 
of service efficiency and effectiveness.

Coordination and Collaboration: Engaging for-
mally and informally with other organizations 
and interests across modes and jurisdictions 
to examine actions that enhance mobility.

Integration: Sharing or reassigning the use of 
physical assets, services, facilities, business 
functions and resources among partnering or-
ganizations.       

Information technology: Using state-of-the-art 
information technologies and concepts to link 
individual customers and capacity-providers 
in real time through smart card systems with 
broad, multi-modal applications; real-time, 
multi-modal arrival and departure information 
provided to individual users; as well as the use 
of social networking sites as platforms to bet-
ter serve customer needs.

Organizational change: Eliminating, shifting, 
separating or adding new business units, ex-
pertise or business processes to accommodate 
more effectively the scope of changes neces-
sary to fully support the mobility management 
function.

Changes across these key dimensions im-
plies a three-tiered model in managing mobil-
ity:  

• At the top is the organization charged with 
managing mobility, i.e. an organization 
responsible for understanding the nature 
of the user’s full travel needs, and empow-
ered to meet those needs through collabo-
ration and integration across service pro-
viders, jurisdictions and resource bases;

• At the bottom are a varied and all-inclu-
sive set of mobility providers and resourc-
es to be integrated in meeting these needs.    

• Linking these partners is the information 
technology that provides access to real-
time information shared by customers, 
service providers and policy-makers carry-
ing out this mission.

Earlier work on the new paradigms project 
identified a number of agencies that were 
making noteworthy progress in embracing 
the role of mobility management by pursuing 
the types of fundamental changes highlighted 
above. Since then additional examples have 
emerged:

San Francisco Municipal Transportation 

Authority (SFMTA)

Formerly a transit operating agency for the 
City and County of San Francisco (MUNI), 
the SFMTA has been transformed by combin-
ing all functions relating to managing the use 
of streets, roadways and rights-of-way in the 
city.  The SFMTA has responsibility:  

1) to plan and operate multiple forms of pub-
lic transportation;  
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2) to manage all on-street parking and 40 
city-owned garages;  

3) to carry out all traffic engineering func-
tions; and, 

4) to regulate taxi, livery services and acces-
sible services.  

It also is a major partner in redevelopment 
and land-use decisions and in the ongoing 
implementation of the region’s next genera-
tion smart card and related cell-phone based, 
service-related communications system. The 
guiding principle for integrating these func-
tions and services is a Transit First policy 
first adopted in 1973. Support for managing 
mobility across these varied responsibilities is 
drawn from a broad revenue base, including 
dedicated sales tax revenues, parking reve-
nues, revenues from traffic fines and develop-
ment fees.

Mobility Management, Inc., Savannah, GA

Based on a shared economic interest in 
serving the region’s growing tourist, visitor 
and convention markets, private hospitality 
interests and organizations formed Mobil-
ity Management, Inc., in 2006, a non profit 
501c(6) organization. The governing Mobil-
ity Management Board directly oversees the 

operation of a variety of fare-free trolley and 
ferry services in a designated area of down-
town, in part, through contractual relation-
ships with Chatham Area Transit, the county’s 
transit agency. Full funding for Mobility Man-
agement, Inc., services, separately branded 
as “The DOT” system, comes from a per-oc-
cupied-room-fee, enacted by the city with the 
agreement of the local hospitality industry, 
with receipts passed through and controlled 
by the Mobility Management Board.        

Tompkins County/Ithaca, NY

Arrangements and experiments to enhance 
mobility management in the Tompkins Coun-
ty/Ithaca, N.Y. region have a 35-year history 
based on continuous, broad-based collabora-
tion among public and private institutions 
under the oversight of the Ithaca Tompkins 

County Transportation Council (ITCTC), the 
region’s MPO. The shared focus of these ef-
forts has been accommodating commuters as 
well as human service client transportation 
needs.

In 1997, three transit systems were con-
solidated and reorganized as a private, non 
profit transportation corporation.  The new 
organization, TCAT, in addition to operating 
traditional transit services, has implemented 
a smart card system as well as vanpool and 
car-sharing services.  All services under TCAT 
and ITCTC as well as other programs and ini-
tiatives like Cornell University’s multi-faceted 
transportation demand management  efforts, 
benefit from the assignment of all federal 
and state grant management functions to the 
Tompkins County Department of Social Ser-
vices through their transportation planning 
program, begun in 2006, where the broader 
responsibility for mobility management and 
oversight now lies.

These and other recent examples have led 
to a new, follow-on TCRP effort, Project 
H-43, Transforming Public Transportation 
Institutional and Business Models to update 
and document changes in transit organiza-
tional structures and business processes that 
continue the effort to make operational the 
concept of mobility management.

Steps to Enable More Effective Mobility 
Management 

The effort of transit agencies – traditional 
capacity providers – to manage mobility have 
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limitations, however. It is not uncommon for 
policy-makers, elected officials and public 
managers who direct land-use decisions, other 
modal transportation systems, environmen-
tal programs as well as other public policies 
to act independently - and unknowingly - in 
ways that can frustrate or diminish efforts to 
better manage mobility.  

To reach the full potential implied in the 
mobility management paradigm, partnering 
capacity providers must also reach out be-
yond the family of traditional transit service 
providers in their collaborative and coordina-
tion efforts. More importantly, local and state 
elected officials must be both educated and 
encouraged to take the legislative and admin-
istrative actions necessary to establish and 
more clearly assign the responsibility for the 
larger mission of mobility management.  In 
the broader sense, the effort to better manage 
mobility must also involve continuous collab-
oration, coordination and reinforcement from:

• Land-use partners, public and private, 
who sponsor, direct, finance or otherwise 
influence locational strategies and deci-
sions, zoning strategies and individual 
project-level developments;

• Modal partners who sponsor, direct, fund 
or otherwise influence how roadways and 
other transportation facilities are to be 
designed and shared, how pedestrians, bi-
cycles and other vehicles are to be accom-
modated, and how access is managed;

• Policy-makers who sponsor, guide, fund 

or otherwise influence economic develop-
ment initiatives, parking management, and 
pricing policies; and,

• Environmental regulators and managers 
who sponsor, guide, fund or otherwise 
influence clean air strategies, energy con-
servation strategies and natural resource 
management. 

It appears that the concept of mobility man-
agement is increasingly understood today and 
that varied arrangements tailored to local re-
gions and communities are underway to turn 
the concept into an effective new strategy and 
model. As Business Week suggested in 2000, 
this strategy, “must be predicated on constant 
change, not stability; organized around net-
works, not rigid hierarchies; built on shifting 
partnerships and alliances, not self-sufficien-
cy; and constructed on technological advan-
tages, not bricks and mortar.”

Robert Stanley is a former principal at Cam-
bridge Systematics, Inc., and was the prin-
cipal investigator for TCRP Emerging New 
Paradigms: A Guide to Fundamental Change 
in Local Public Transportation Organizations 
(Reports 53, 58, and 97). He is currently a 
consultant to FTA and APTA in support of mo-
bility management concepts in the passenger 
transportation sector. In 2002, Mr. Stanley was 
the keynote speaker at CTAA’s first national 
mobility management conference.   
                                        

Community Transportation 
and Commuter Vanpooling

A new partnership with VPSI Inc., the nation’s 
largest provider of public vanpool services, af-
fords CTAA members and their constituents a 
new option for the expansion of cost-effective 
commuter services.

How do I get further information on the devel-
opment of a vanpool program for my commu-
nity? For more information, contact: 

Jon Martz
VPSI Vice President for Government Relations
248.597.3500
jon.martz@vpsiinc.com

http://www.ctaa.org
http://www.vpsi.org/mysitecaddy/site3/
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=2165&z=5
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In the Primer on Mobility Management that 
leads off this edition of Digital CT, a number 
of soft and hard measures to achieve mobil-
ity management are discussed. The two  states 
featured here – New Hampshire and Idaho – 
take those important concepts out of the theo-
retical and into reality with excellent results. 

Although they are two states with bound-
ary lines that are near-mirror images of each 
other – a narrow panhandle at their northern 
extremes, which gradually widens further 
south, across a terrain of first mountains, 
then agricultural basins  – New Hampshire 
and Idaho are not often grouped together 
for the sake of comparison. And despite the 
more than 1,900 miles of mountains, lakes 
and plains that separate them, the two states 
are more similar than they are different: 
both are largely rural areas, with their main 
population centers located in their southern 
reaches. And, increasingly, both the Gran-
ite and Gem states share another important 
similarity: their utilization of mobility man-
agement tools to improve the vitality of their 
communities.

Moreover, Idahoans and Granite Staters 
both treasure their independence and prefer-
ence for control over decision-making at the 
local level. And while each state encounters 
its own unique attributes and challenges in 

moving people effec-
tively and efficiently, 
the flexibility and 
responsiveness that 
define mobility man-
agement no matter 
its configuration are 
benefits well-suited 
to meeting needs in 
these geographically 
opposing corners of 
America. 

Live Free or Try

More than most 
other American states, 
New Hampshire has cultivated a fiercely 
staunch identity, one that prioritizes self-
sufficiency and individual liberty. Indeed, 
the state was the first to declare its inde-
pendence from Great Britain in 1776 and 
became the first to adopt its own constitu-
tion. Its motto – live free or die – makes 
plain the intentions of its citizenry, and the 
same mindset has continually informed New 
Hampshire’s governance structures and pol-
icy-making since its inception. The state is 
famously noted for its lack of sales or income 
taxes, deriving all its statewide revenue from 
property taxes. It is in this environment that 
the leaders and professionals charged with 

providing mobility options must operate.  

And since state-level investment for any 
human service program is hard to come by, 
leaders have responded by working together 
to form partnerships between communities 
and across regions to ensure New Hamp-
shire residents can access the totality of their 
state, as well as services and opportunities 
that exist beyond its boundaries. The result is 
a varied and evolving array of resources that 
does not rely on top-down directives from the 
state capitol in Concord, but rather a series 
of options in many communities that each 
serve a distinct element of their constituen-
cies. These approaches come in the form of 

By Rich Sampson

Mirror Images of Mobility

http://www.ctaa.org
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Transportation Management Associations 
(TMAs), transit incentives, biking and walk-
ing campaigns and other innovative initia-
tives that represent as much of the partner-
ships responsible for their creation as the 
types of vehicles they utilize or investment 
streams that support their operation.

“Improving mobility in New Hampshire 
simply takes a lot of conversations,” says Nik 
Coates, Regional Planner and Rideshare 
Coordinator for the Central New Hampshire 
Regional Planning Commission, which co-
ordinates the Program for Alternative Trans-
portation and Health (PATH) in 20 com-
munities in and around Concord. “There’s a 
range of understanding on these issues, so 
we need to look at the big picture and bring 
good information to the public so we’re not 
being prescriptive, but responsive.”

 The Commission’s PATH effort works to 
reduce single-occupant vehicle trips in its re-
gion through a series of alternatives, includ-
ing incentives to commuters who take public 
transit, walk, carpool or bike to work – such 
as emergency ride home guarantees or award 
prizes to local businesses and attractions for 

regular participants – as well as improving 
overall awareness of these options. The effort 
– begun in 2005 under the auspices of the 
Commission, with participation from trans-
portation providers such as Concord Area 
Transit and Concord Coach Lines, as well as 
local employers and businesses – is reflective 
of the reality that while investment opportu-
nities from state sources are limited, progress 
in improving the connectivity of existing pro-
grams and services is not so constrained.

“We present pragmatic solutions to spe-
cific issues, not a cover-all concept that 
doesn’t relate to the conditions at hand,” says 
Coates, who also noted their current work 
with the University of New Hampshire Law 
School based in Concord to connect both 
students and employees with ridersharing 
options and transit passes, as well as a forth-
coming partnership with the Lakes Region 
Planning Commission to the north to share 
the PATH approach. “We’re all cognizant 
of the fact that funds are limited and we’re 
much better off if we all play nice.”

The Importance of Options

Coates and his colleagues in Central New 
Hampshire are not alone in their desire to 
provide tools and benefits to enhance access 
to mobility.  In Southwestern New Hamp-
shire – bordered by Vermont to the west and 
Massachusetts to the south – the Southwest 
Region Planning Commission (SWRPC) 
is coordinating a set of options to help the 
region’s residents navigate the largely rural 
area. This includes ridesharing programs 
through the regional TMA, broadening ac-
cess to the City Express transit network in 
Keene, and improving multimodal connec-
tions in nearby Brattleboro, Vt., where a host 
of transit providers come together, along with 
Amtrak and Greyhound intercity services. 
For leaders at the SWRPC, the effort to bet-
ter integrate and raise awareness of these 
various alternatives is dependent on the 
strategies offered by mobility management. 

“Mobility management is moving people 
across different modes in the most efficient 
manner, which is the focus of our work,” says 

PATH – the Program for Alternative Transportation and 
Health – is overseen by the Central New Hampshire 
Regional Planning Commission.

PATH coordinates mobility alternatives – including biking, transit and ridesharing – in 20 communities in and around 
Concord, N.H.
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J.B. Mack, Senior Planner at the SWRPC. 
“This is the best way to help those most in 
need, while also improving transportation op-
portunities to everyone.”

Indeed, while many communities across 
the nation have consistently faced challenges 
overcoming barriers imposed by crossing 
jurisdictional boundaries, for mobility advo-
cates and transportation professionals, work-
ing across the markers between New Hamp-
shire and Vermont is crucial to the vitality 
of communities on both sides of the White 
River that divides the states. Much as Mack 
and his colleagues work with their Vermont-
based counterparts to enhance connections 

in Brattleboro, the Upper Valley TMA is 
likewise a multi-state effort that works with 
employers to encourage smart commute 
habits, such as transit use, ridesharing and 
walking or biking. Originally formed through 
investment from the U.S. Department of En-
ergy and the High Meadows Fund, the TMA 
has established arrangements with 10 New 
Hampshire employers – as well as five in Ver-
mont – to improve workplace participation in 
smart commute activities. It has also worked 
with regional developers to create a Mobility 
Checklist that assists development projects 
select locations and develop site plans that 
maximize existing mobility assets and consid-
er transportation linkages as key components 

of new land-use projects. The Checklist was 
recognized by the New Hampshire Planners 
Association with the 2008 Planning Project 
of the Year Award. In the future, the organi-
zation is working with the Upper Valley-Lake 
Sunapee Regional Planning Commission to 
develop a public transit hub in the region to 
connect multiple bus routes, park-and-ride 
facilities and other smart commute aspects 
to further integrate the area’s mobility op-
tions.

“In a region with such varied needs and 
challenges as this one, flexibility is essential,” 
says Aaron Brown, Project Coordinator for 
the Upper Valley TMA. “The range of ap-
proaches we’ve put together – our Smart 
Commute initiative, Mobility Checklist and 
plans for the transit hub – provide us the 
tools needed to respond in different ways for 
different priorities.”

At the same time, New Hampshire’s more 
urban areas in the southern portion of the 
state likewise face obstacles connecting resi-
dents in places like Nashua, Hollis and Mer-
rimack, with employment locations and vital 
services often located in neighboring Mas-
sachusetts. Camille Pattison and Tim Roache 
with the Nashua Regional Planning Com-
mission work with transportation providers 
like the Nashua Transit System and Boston 
Express to determine how their networks can 
respond to the region’s evolving needs. At the 
same time, the Commission supported the 
efforts of a group of concerned residents and 
community leaders to establish the Souhe-
gan Valley Transportation Collaborative 

The presence of the Connecticut  River – which forms the border between New Hampshire and Vermont – makes 
partnerships between communities and organizations on both sides of the river essential.
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(SVTC) in October, 2008, which now pro-
vides demand response service – including 
non-emergency medical transportation – in 
the towns of Milford, Hollis, Brookline and 
Amherst where no options existed before. 
Nashua Transit operates the service under 
contract.

“Cultivating partnerships was the key to 
the creation of the SVTC,” explains Roache, 
who serves as the Commission’s Assistant 
Director. “Our overall goal in improving 
mobility is to find efficiency with existing 
systems – considering the limited investment 
available in the state – and bringing the com-
munity activists and Nashua Transit together 
demonstrates the importance of working 
together.”

“Our job is to help the community un-
derstand the need,” adds Pattison, a Prin-
cipal Planner for Commission, who noted 
the agency’s other efforts to expand access 
services, including transportation demand 
management programs, smart commute pro-
motions and a project to expand commuter 
rail service to Boston into New Hampshire. 
“We need to demonstrate that a whole net-
work of services and alternatives are available 
and there’s no single approach that meets all 
the needs.”

Do It I-way 

In much the same way as New Hampshire 
leaders and citizens work together to en-
hance and synthesize their mobility options, 
transportation advocates and professionals 
in Idaho have established a mobility manage-
ment approach that takes its cues from the 
unique needs of the communities it serves. 
As Idaho’s network of transportation provid-
ers observed their collective efforts from a 
statewide perspective, they identified the 
need for a new framework to better orga-
nize their various programs and operations. 
Through the Community Transportation 

Association of Idaho (CTAI), transit provid-
ers, community organizations and individual 
Idahoans came together to create I-way in 
2009. 

The I-way initiative is a gathering point 
to provide information, resources and com-
munications mediums for convenient and 
cost-effective transportation options. Much 
like similar regional efforts witnessed in New 
Hampshire, these alternatives include public 
transit systems, park and ride locations, ride-
sharing and bicycle and pedestrian networks 
that combine to form a cohesive system to 
move Idaho. Moreover, I-way works to trans-
late momentum built by existing services 

I-way has produced a positive and informative video introduction to the program, to raise awareness of how many types 
of Idahoans can benefit from the mobility managment project. (Click anywhere on box below to watch video)
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into an ever-improving strategy for mobil-
ity through planning processes, partnership 
building and public involvement. 

Beyond these tools and strategies used in 
places like New Hampshire and elsewhere, 
however, is an underlying team of mobility 
managers that oversee these mechanisms in 
a set of districts that cover the entire state. 
Early this year, CTAI hired six mobility man-
agers through the I-way Initiative to further 
expand partnerships, advance planning ac-
tivities and serve as a channel to strengthen 
connections between the various modes 
of mobility. Nonetheless, the fundamental 
work of the mobility work is the same as 
that identified by their counterparts in New 
Hampshire: building awareness of options, 
educating citizens and leaders of the ongo-
ing need for service, transitioning attitudes 
towards new ways of achieving mobility and, 
ultimately, changing behaviors and trends to 
cultivate a sustainable approach to transpor-
tation beyond the dominance of single occu-
pancy vehicles. 

“I-way is a growing statewide system that 
connects people in Idaho through an exciting 
mix of transportation options, giving Idaho 
an economic and quality-of-life advantage, 
while helping keep our state clean and beau-
tiful,” says Heather Wheeler, CTAI Executive 
Director. “I-way represents a revolution-
ary shift in the design and management of 
mobility options in Idaho: to meet chang-
ing future needs, this new vision focuses on 
people, rather than transportation modes and 
reorganizes the way mobility strategies are 

developed and ushers in a new era fueled by 
local leadership.”

Six Degrees of Innovation

Although CTAI has created a distinct and 
attractive identity for its mobility manage-
ment effort through the I-way brand, Wheel-
er and her colleagues at CTAI are careful to 
note that while the initiative seeks to support 
flexible and efficient mobility options across 
the state, the program finds its true ethos in 
responding to the unique demands of com-
munities and regions. It is here where the six 
individual mobility managers find their roles, 
living and working in districts ranging any-
where from four to 10 counties. 

As they interact with community leaders, 
elected officials, transportation providers and 
individual citizens, they focus on identify-
ing local needs, promoting new services and 
initiatives, advocating for increased invest-
ment and cultivating partnerships between 
all of the above players. More specifically, 
the attend the planning meetings of various 
bodies and entities, interact with employ-
ers and business leaders, receive feedback 
from riders and customers on their mobility 
concerns and develop marketing and aware-
ness campaigns on the services available in 
their districts, among many other aspects. 
Unlike some mobility manager positions 
elsewhere, I-way’s team of six do not custom-
arily arrange trips or coordinate connections 
directly, but rather build bridges between 
transportation programs, infrastructure and 
operations so travelers might benefit from a 

more cohesive set of opportunities.

“We view our role as a liaison for mobility,” 
says Deb Smith, the I-way Mobility Man-
ager in District Two, a 13,000-square mile 
area covering Latah, Clearwater, Nez Perce, 
Lewis and Idaho counties. “Our job is to help 
everyone – and especially those who need 
our help the most – take advantage of the 
range of services available, and often times 
that means just improving the awareness that 
they exist at all.”

While the mobility managers all work 
within the unique challenges and structures 
germane to their regions, they also function 
collaboratively, sharing their experiences and 
knowledge with their fellow mobility man-
agers, often on a daily basis. Moreover, the 
group features a diversity in backgrounds 
that allows for a collective familiarity with 
nuances of various programs and industries. 
For instance, Smith previously spent time 
with chambers of commerce and their mark-
ing strategies, from which she shares her 
insight with her colleagues on the best ap-
proaches to reaching out to and working with 
the business community. Meanwhile, other 
I-way mobility managers emerged from ca-
reers in planning, human services and trans-
portation operations, allowing for a host of 
approaches and talents to make the initiative 
more robust. CTAI takes the lead in coordi-
nating the work of the team and ensures the 
program functions as a whole through brand-
ing, outreach efforts and continuity policies. 

“The I-way approach makes it very easy for 

http://www.ctaa.org
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us to work together,” says Smith, who also 
has cultivated a strong relationship with the 
Nez Perce Tribe and its Appaloosa Express 
Transit operation – which provides both 
fixed-route and demand-response service to 
both tribal members and non-members – as 
well as the University of Idaho in Moscow. 
“It’s one, concerted effort for all of Idaho, 
so we have effective lines of communication 
and review each other’s plans and strategies 
to ensure that residents across the state can 
benefit from the same framework.

“Having a team of mobility managers with 
such a range of backgrounds and styles is a 
large reason why this effort is receiving such 
a positive response from everyone we work 
with,” adds Wheeler. “They rely on their col-
leagues’ experiences and knowledge bases so 
that the whole is greater than the sum of its 
parts.”

A Look in the Mirror

As much as the political boundaries of 
New Hampshire and Idaho might resemble 
each other, they’re fundamentally similar to 
every other state in that each is a collection 
of neighborhoods, communities and regions, 
each with their own important nuances, 
challenges and attributes. Indeed, what is 
most common in the mobility management 
approaches in both states is their ability to 
tailor those efforts to the specific conditions 
and demands for mobility across areas both 
urban and rural, more or less prosperous and 
of varying demographics. So, while mobility 
management might offer different resources, 

practices and achievements in each instance, 
its inherent nature as a flexible and evolving 
set of tools to address mobility is universal.

“No matter what it looks like, every com-
munity benefits from a mobility management 
effort,” says Wheeler. “Its virtue is that it’s 
never the same and that’s why people – no 
matter their inclinations or experiences – 

can respond to what we’re trying to do here, 
which is to make things just a little easier for 
everyone to get around and enjoy the places 
where they live and work.”

The perfect compliment to Digital CT is our bi-weekly Enewslatter, CT Fast Mail. 
Delivering the latest news on transit policy from the nation’s capitol, develop-
ments from across the country, research and analysis publications and informa-
tion on resources and technical assistance from the Community Transportation 
Association and other partners, CT Fast Mail is the most direct location for the 
most relevant news and updates in the industry.

And it’s free to sign-up! Simply send an email to fastmail@ctaa.org and you’ll be 
connected with the next issue of CT Fast Mail. In the meantime, view the latest 
edition at www.ctaa.org.
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Mobility management via one-call 
transit centers are key component in the 
development of the European model of 
mobility management. In Aiken, S.C., 
this article details what such a facility can 
engender locally and how there local mobility 
management measures can impact the 
community and lives of citizens.

Facing a room full of strangers, Althea 
Smith spoke softly into the microphone. “I 
arrived in Aiken seven years ago with three 
children, no job, and no place to stay,” she 
began. “For the first three months we stayed 
in a shelter while I looked for a job, but on 
every application I filled out, I was asked if 
I had reliable transportation and I had to 
check the ‘No’ box.”  

Last August, Althea Smith spoke in an 
emotion-laden voice to a packed room 
of national, state and local citizens and 
dignitaries gathered to celebrate the ribbon-
cutting for the Lower Savannah Council 
of Government’s (LSCOG) new Aging, 
Disability & Transportation Resource Center  
(ADTRC), a one-stop mobility management 
facility. Now an avid transportation 
advocate, she explained, “Several missed job 
opportunities later, I heard about the Best 

Friend Express bus and my life changed for 
the better.”

The $2.9 million center was funded 
through grants from the U.S. Department of 
Transportation’s United We Ride / Mobility 
Services for All Americans, the Centers for 
Medicare and Medicaid Services, through 
the Lt. Governor’s Office on Aging, the 
Federal Transit Administration, the South 

Carolina Department of Transportation and 
most recently, a federal stimulus allocation 
from the USDOT. That funding allowed 
the LSCOG to expand its own facility to 
accommodate the new services and rename 
its previous center to include the new 
mobility management component. 

The center represents a new model that 
combines access to human services with 

New Facility Empowers Regional Mobility Management

By Susan Richards and Sheila Larson

On August 17, 2010, a group of local officials, transit riders and mobility partners officially opened the Lower Savannah 
COG’s new Aging, Disability and Transportation Resource Center.
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access to coordinated transportation options 
in a one call center. It serves six counties in 
the Lower Savannah Region with mobility 
management services that are coordinated 
through the use of transit-related technology 
new to the region.  

The enhanced transportation resource 
call center has automated telephone and 
internet-based trip reservations, and has, 
during its development process, worked 
with local leaders to expand transportation 
resources to four counties that previously 
had no access to transportation services.  
Callers and those visiting the Center’s 
website also have access to human service 
resources information, including emergency 
financial assistance, aging and disability 
resources, benefits and options, long-term 
care ombudsman and legal service help and 

other services. The ADRTC will now be 
able to provide accessible customer-based 
travel information and trip planning services 
to a 4,000 square mile rural region with a 
population of 300,000 people.  

Peter Appel, Administrator of the U.S. 
Department of Transportation’s Research 
and Innovative Technology Administration 
(RITA) and Federal Transit Administration 
Regional Administrator Dr. Yvette Taylor 
were among the officials to mark the 
expansion of the resource center.  

“The Resource Center in Aiken, one of 
only three national demonstration one-call 
centers, is a great example of how Intelligent 
Transportation Systems technology can make 
a real difference in the lives of the people 
who depend on transportation and transit 

services to meet their most basic needs,” 
said RITA Administrator Appel. “American 
Recovery and Reinvest Act-sponsored 
projects are getting Americans back to work 
and having a positive impact on the quality 
of life in our communities.”

The dream for the ADTRC began 
more than a decade ago with a vision for 
coordinated transportation throughout the 
Lower Savannah Region. In 2004 the vision 
firmly took root with the implementation of 
the first coordinated rural transit system in 
Allendale County.  

According to Assistant Executive Director 
Connie Shade, “we organized a group of 
local stakeholders, public officials, funding 
agencies and a public transportation provider 
to establish a coordinated transportation 
service that would effectively sell empty seats 
on Human Service Vehicles to residents 
that needed transportation for a variety of 
reasons.”

Working with the Palmetto Breeze – a local 
transit provider – the group established 
a local office and hired a local mobility 
manager to take requests for transportation 
and coordinate rides with the agencies 
involved. The local community became 
involved through a contest to name the 
system and the new Allendale County Scooter 
was born. The Scooter quickly became an 
effective model for the establishment of 
two similar transportation services - the 
Bamberg County Handy Ride, also operated 
by Palmetto Breeze; and the Cross County 

Treansit vehicles in the region now sport the Resource Center’s logo along with their own.
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Connection in Orangeburg and Calhoun 
Counties with service provided by the Santee 
Wateree Regional Transit Authority.

In 2003 the LSCOG became South 
Carolina’s first Aging Disability Resource 
Center providing streamlined consumer 
access to information and assistance 
regarding benefits and resources for older 
adults, family caregivers and people with 
disabilities.  With the opening of the 
Resource Center, the LSCOG aspired to 
include better mobility and transportation 
options for the region through an expanded 
center. The vision grew as the staff – 
headed by Lynnda Bassham, Human 
Services Director – began developing 
plans to have the LSCOG serve as the 
central coordinating point for a regionally-
coordinated, technology-enabled network of 
transportation providers working together to 
meet mobility and transportation needs in 
the six-county area.

Enlisting the participation of more than 
75 members of the local community, public 
officials, and stakeholders on various 
committees and working groups, the LSCOG 
staff and board members put the investment 
to excellent use towards the design of a 
Travel Management Coordination Center. In 
December, 2008 their efforts were rewarded 
when the project was selected to receive one 
of three national MSAA Implementation 
Grants. Over a 17-month period, a technical 
steering committee put the elements into 
place that would make the vision a reality.  
The unique design called for integrating the 

TMCC with the existing Aging and Disability 
Resource Center to provide a vast amount of 
information and assistance to the region with 
only one call, click or visit to the new center.  

The final piece of the puzzle — where to 
house the new center — was solved when the 
U.S. Department of Transportation provided 
ARRA investment. The ARRA funding made 
it possible to add an expansion to the existing 
LSCOG offices and accommodate the 
additional services being provided. In June 
2010 the Lower Savannah Aging, Disability 
and Transportation Resource Center opened 
for business and customers throughout the 
region are now benefiting from:

• Reservations, Scheduling/Dispatch 
System; Fixed Route Computer Assisted 
Dispatch/Automatic Vehicle Location 
System (CAD/AVL); Coordination 
Module; and a Web Portal provided by 
RouteMatch Software, Inc.  

• Automatic Vehicle Location/Mobile Data 
Computers (AVL/MDC) provided by 
Mentor Engineering, Inc.  

• Voice Communications provided by 
Motorola.  

• Mobility Managers can now take calls 
from the public in all six counties and 
assist customers in finding the best 
resource available as well as tell a waiting 
customer when the next bus will reach 
their stop. Mobility Managers also 
advocate for passengers when service 
does not meet their needs and help 

work out complex mobility services.  
The Mobility Managers provide travel 
training, determination of eligibility 
for various specialized programs 
and coordinated trips, and provide 
information for regional transportation 
planning.

• Interactive Voice Response System (IVR) 
provided by Swampfox, and Outbound 
Notification Module provided by 
RouteMatch Software, Inc.  

• Web Site provided by PowerServe 
International.  

F. Wayne Rogers, Executive Director of 
the LSCOG noted that, “The ADTRC is 
the culmination of years of planning and 
hard work by the LSCOG staff, our many 
stakeholders and partners. Our common goal 
has been to improve transportation service 
and enhance access to independent and 

Althea Smith, a transit rider and advocate.
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healthy living for the people in our region, 
which we can now do in the new ADTRC.”  

And transportation advocate Althea 
Smith is living proof that when viable 
transportation options are accessible and 
available, people use them to achieve their 
dreams. Ms. Smith relied completely on the 
Best Friend Express bus for several years, 
usually with her three children riding beside 
her.  She was able to get a job to support her 
family, move out of the shelter, purchase her 
first home, and continue her education — 
all the while using the bus as her primary 
mode of transportation.  She still rides the 
bus today and is close to completing her 
studies toward a Bachelors degree from the 
Aiken Technical College. Thanks to hard 
work and a desire for a better quality of life, 
Althea Smith was able to use the Best Friend 
Express to create a bright future for herself 
and her children.

Susan Richards is president of SR Concepts, 
a marketing consulting firm specializing in 
public transportation located in Charleston, 
SC. Sheila Larson retired as marketing 
and communications director from the 
Potomac and Rappahannock Transportation 
Commission.

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

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

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

A special loan 

fund to develop 

transportation 

facilities and 

multi-modal 

centers to improve 

community 

mobility and 

enhance economic 

development

PLANNING & 

TECHNICAL 

ASSISTANCE 

AVAILABLE

Financing available with negotiable 
terms and low interest rates.

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

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

For further information or a loan 
application contact:

Patrick Kellogg, CDTLS
1341 G Street, NW, 10th Floor
Washington, DC 20005
Tel: 202.415.9682
Fax: 202.737.9197
E-mail: kellogg@ctaa.org
Web: www.ctaa.org

EQUAL OPPORTUNITY LENDER

Community Development 
Transportation Lending Services
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To provide a broader perspective on mobil-
ity management, we asked a panel of experts 
– each from a different part of the community 
and public transit industry, a set of simple 
questions. We found their answers overlapping 
in terms of content and very much in concert 
with the basic mobility management primer 
that leads off our features.

CT: What is Mobility Management and 
how do you see it impacting local com-
munities?

Carolyn Jeskey, Director, Joblinks Employ-
ment Transportation Center, Community 
Transportation Association, Washington, 
D.C.: Mobility Management has come to 
represent a customer-focused process for 
building a transportation network in com-
munities. Here, transportation includes 
both vehicle-based transportation and active 
transportation (e.g., biking and walking).

 As I see this mobility management process: 
1) We must always keep our eye on the needs 
of our customers, first and foremost. Here 
customers are certainly users and potential 
users, but may also include employers, tax 
payers and other beneficiaries of a respon-
sive and sustainable transportation net-
work.  2) Mobility services and information 
are designed and implemented to respond 
directly to customer needs, with all modes, 
strategies, and technology on the table; with 
mobility management, it’s more important 
that a service is available regardless of who 
provides it. 3) All providers and commu-
nity stakeholders must be welcomed to the 
table, contributing to fine-tuning customers’ 
needs, developing and implementing pro-
grams, and ensuring a communication pro-
cess that reaches users, potential users and 
the community at-large. 4) Of course, this 
customer-focused process means we must 
continually circle back to our customers to 

ensure they know about and are able to use 
those services (an education component) 
and create a way to voice their satisfaction 
and experiences with available services (a 
feedback component).
 
In my work on employment transportation at 
CTAA’s Joblinks Employment Transportation 
Center, I see how mobility management 
is vital to the field of employment 
transportation, to the economic vitality 
of our communities, and especially to job 
seekers, low-wage earners, persons with 
disabilities and others. The vision that guides 
the Joblinks effort in its work is that one 
day everyone will see that transportation 
is always the link, and never the barrier, to 
accessing training, a job, child care or other 
needed destinations. Mobility management is 
essential to achieving that vision.

Dan Dirks, CCTM, United We Ride Coor-
dination Ambassador, Region VI (Arkan-
sas, Louisiana, New Mexico, Oklahoma, 
and Texas):  Organizing transportation in 
such a way as for people to move easily and 
conveniently from one destination to an-
other. It sounds like all that needs to happen 
is for a few planners and engineers to get to-
gether in a room with consumers to develop 
the a multi-modal transportation plan. We all 
know that it is more than that, and it is ever 
evolving. Ultimately, if done correctly Mobil-
ity Management can provide more transpor-
tation options for people that need mobility 
at the same or less costs. 

James McLary, United We Ride Coordi-

A Mobility Management Roundtable

Dan Dirks Carolyn Jeseky James McLary
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nation Ambassador, Region II (New York, 
New Jersey and Virgin Islands): Mobility 
Management is the provision of cost effec-
tive mobility solutions for an entire com-
munity. It is using existing resources to the 
maximum extent possible and matching the 
appropriate resource with demands or needs. 
It must be community based to be effective. 
Community is defined differently in differ-
ent settings. It can be within an urban area 
(neighborhood), it can be a city, it can be a 
county, or it can be a region.

Tim Quinn, Executive Vice President, 
RouteMatch Software, Atlanta, Ga.: Mobil-
ity Management is an industry practice that 
focuses on the transportation needs and the 
requirements of both the community and the 
individual customer and matches the trans-
portation resources that are available to best 
meet those needs.  Mobility management 
can provide a community the opportunity to 
leverage and coordinate all of its transporta-
tion options to improve accessibility, reduce 
congestion and environmental impacts. It 
can streamline and simply access and infor-
mation about transportation services, and 
customer service while reducing capital and 
operating costs by coordinating private and 
public sector transportation options.
 
Kelly Shawn, CCTM, Technical Assistance 
Specialist, Community Transportation 
Association, Washington, D.C.: Mobility 
Management is a customized service delivery 
technique that incorporates technology and 
provider coordination in a multi-modal ap-

proach to meet a local or regional consumer 
need for efficient transportation options. 
Mobility Management does not have to stop 
there. It can also be a tool for Emergency 
Management Services during times of need; 
especially if the technology is at a level 
where integrated communications is in place 
among multiple transportation providers. 

Chris Simmons, Government Affairs Ex-
ecutive, VPSI, Inc., Troy, Mich.: Mobility 
Management is the offering of a suite of ser-
vices to assist individuals in making informed 
travel choices.  This can range from assis-
tance to seniors in arranging medical trans-
portation, to educating children on how to 
bike or walk safely, to assisting businesses in 
helping their employees make their commute 
in something other than a single-occupant 
vehicle.  From a community perspective, this 
can allow greater connectivity and thereby 
contribute to better community outcomes.

CT: What is the one key ingredient in 
Mobility Management that’s absolutely 
necessary in order for it to succeed? 

Dan Dirks: The most important ingredient 
in Mobility Management is developing trust 
and friendships among transportation stake-
holders. You can have a mobility manage-
ment program with low-tech solutions. When 
stakeholders take on the role of standing in 
the shoes of others that need transportation 
or are providing it, real solutions are found. 
Like any relationship, this usually takes time, 
a  mutual commitment and sacrifices, but it 
does work.

Carolyn Jeskey: Communication among 
community stakeholders is the key. For cus-
tomer-focused job access transportation, it is 
essential that there is an open communica-
tion channel between mobility managers and 
economic development, workforce develop-
ment and human services agencies.

Tim Quinn Kelly Shawn Chris Simmons

http://www.ctaa.org
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James McLary: The key ingredient (and 
there are many ingredients) for mobility 
management is collaboration and partner-
ships. Without collaboration there is limited 
ability to share resources and knowledge.

Tim Quinn: Stakeholder participation and 
involvement seem to be an absolute necessity 
to implement comprehensive mobility man-
agement systems.  From our perspective and 
experience with the Mobility Services for All 
Americans (MSAA) projects, resolving and 
creating innovative solutions to either solve 
or bypass institutional barriers, both real 
and/or perceived, has been the greatest chal-
lenge. Once the local political and institu-
tional challenges are successfully managed, 
the application of best practice operating and 
technology solutions can be implemented at 
the scale and level that is appropriate. 

Kelly Shawn: The foundation of mobility 
management begins with strong coalition 
building among transportation providers, lo-
cal planners, and the public. From this, the 
need for efficient trip planning and delivery 
will lead to the design of customized mobility 
management tools.  

Chris Simmons: In my mind, there are 
two things that are required.  First, it needs 
something that I call a “connective person-
ality”. This is someone, or a collection of 
people, who have an innate skill to connect 
people together to make the best match of 
skills to need. These are rare individuals, 
indeed, but just one can have a huge impact 
and can set a cultural tone for an organiza-

tion that can allow that organization to have 
a much broader reach. Second, even without 
that connective personality, mobility manage-
ment can succeed if there is a community 
or organizational culture of creating part-
nerships. In today’s circumstances, whether 
inside of a government agency, non-profit, 
or in the business community, no single 
entity is going to have the entire solution for 
the entire community as it regards mobility.  
Therefore, creating the partnerships to allow 
mobility options to be as accessible and un-
derstandable as possible is the central orga-
nizational goal of mobility management.

CT: Is there a key issue in community 
and public transportation for which you 
believe Mobility Management is an ideal 
answer?

Dan Dirks: No matter the size of the com-
munity, the number of providers, agencies or 
consumers, or the number of stakeholders, 
Mobility Management can play a role in op-
timally organizing transportation. It could be 
in distributing transportation services among 
various providers, determining if there are 
elements of maintenance that can be shared, 
or in asking human service agencies to assist 
in managing peak hour travel demands of its 
clients. The beauty of mobility management 
is that there is no one best or ideal solution.   
It depends entirely on the strengths and 
weaknesses of the area being serviced and 
the decisions that stakeholders are willing to 
make.

Carolyn Jeskey: Job access transportation 
is ideal for a mobility management ap-
proach.  Having a variety of service modes 
available in a community can meet many 
worker travel needs, regardless of days and 
times needed to travel or density of the origin 
and destination.  Exploring carpooling and 
vanpooling for communities without these 
programs may be promising options to ex-
pand job access transportation.

James McLary: Mobility Management 
should be practiced in ever community, since 
it is a general solution for transportation is-
sues. There is less money and more demand 
for mobility than ever before in our coun-
try’s history. There are resources we haven’t 
tapped and we should be using. So my an-
swer is that mobility management is an ideal 
answer for community mobility in all cases. 
It will look different in different communi-
ties, but it’s implementation will have the 
same effect – improved mobility for all.

Tim Quinn: Mobility Management can be 
the answer to local and regional coordination 
of services through the simplification and 
improved accessibility to the many transpor-
tation services often offered in a commu-
nity. One call, one stop travel management 
coordination centers (TMCC) can provide a 
single point of contact to assist consumers in 
identifying and coordinating the most appro-
priate and cost effective solution offered in 
the community or region. Public transporta-
tion and peripheral supporting programs can 
be made more visible, marketed to a broader 
audience, and, ultimately, create a more 

http://www.ctaa.org
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competitive transportation alternative to the 
automobile.   

Kelly Shawn: Efficiency. Initially, the sys-
tem may experience some growing pains, 
but as more partners are brought into the 
mix and travelers begin to see the umbrella 
of options housed in a one-call center or 
website, the service will become more cost 
and time efficient. From a mobility manage-
ment perspective, the integration of different 
providers allows for greater productivity as 
empty seats are identified and filled. From 
a consumer perspective, options are created 
and identified through advanced technology 
which many consumers are using as part of 
their daily lives. 

Chris Simmons: Mobility management is 
the necessary ingredient in knitting together 
commuters to maintain access to employ-
ment. While it can certainly have an impact 
in other segments, our communities are suc-
cessful when people can get jobs and then 
continue to get to them reliably and on time.

CT: Where has Mobility Management 
been adopted most successfully and how, 
specifically, it is being applied? What 
have been the results/outcomes? 

Dan Dirks: The solution for mobility man-
agement is flexibility and creativity. It de-
velops solutions for the specific area that 
work. It is so important for communities to 
gather as many stakeholders into the plan-
ning process as possible so that they will 
be part of the solution in identifying needs, 

resources, funding streams and potential 
solutions. In addition, just like all transporta-
tion programs, it is best to grow incremen-
tally and with solutions that absolutely will 
work. For example, usually arranging joint 
fueling opportunities does not pose a threat 
among the various transportation providers.   
It absolutely is a win-win situation. Do the 
easy things first before moving on to com-
plex vehicle sharing, joint dispatch, one –call 
centers, etc.    

Carolyn Jeskey: Our Joblinks efforts have 
been inspired by so many people currently in 
the field. For instance, Barb Ladner, man-
ager of business development at PACE that 
serves suburban Chicago, stands out. She is 
listening to transportation needs as she sits 
on several Workforce Development Boards; 
she is chair of one Board. Barb and her staff 
are constantly interfacing with area busi-
nesses and trouble-shooting with them to 
develop responsive services. With Pace, it’s 
not just bus and paratransit that are available 
services. Pace is a leader in vanpooling. (Visit 
http://joblinksencore.ctaa.org/presentations/
Ladner.html)

James McLary: Transit mobility manage-
ment has been practiced for many years in 
rural areas. New Jersey has been doing co-
ordination for many years with their county 
systems and New Jersey Transit. They recent-
ly added mobility management to their Sec-
tion 5310 funding cycle to take advantage of 
the 80/20 match. The state has maximized 
their funding through mobility management 
and coordination efforts. New York is devel-

oping a statewide network of mobility man-
agers, primarily in the rural areas. New York 
City is still a challenge for coordination. New 
York City was offered help to do a congestion 
pricing demonstration and the City approved 
the demonstration, but it failed in the state 
legislature.. The City would be a perfect test 
case for the demand management side of 
mobility management.

Tim Quinn: We have worked with many 
organizations, including public, private, 
and non-profits, across the United States 
to implement mobility management solu-
tions.  The recently deployed MSAA projects 
in Paducah, KY and Aiken, SC, are on track 
to demonstrate the value of this approach 
and will serve as a footprint for the regional 
coordination of large regional rural transit 
authorities, rural transit, small urban tran-
sit and fixed route, and third party state 
Medicaid integration. Future plans include 
integrating the systems into the 211 and 
511 state information systems. Rhode Island 
Public Transit Authority (RIPTA) provides a 
single call center for the State and integrates 
multiple transport modes to offer the most 
effective and appropriate solution for the 
communities it serves. RIPTA is the ADA 
provider and Medicaid broker (although I am 
not a fan of the term broker) as well as lever-
aging other modes such as their fixed route 
program via bus passes, private taxi cabs, 
and local stakeholders. RIPTA also serves 
the local University system and offers some 
innovative flex deviation services. Other in-
novative systems that we have worked with to 
deploy creative, innovative, and coordinated 
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mobility management systems include the 
Abby Vans (Wisc.), Medical Motors Service 
(Rochester, NY), Ride Connection (Port-
land, Ore), Salem Area Mass Transit District 
(SAMTD, Salem, Ore.), Central Texas Ru-
ral Transit District (Coleman, Tex.), Beaver 
County Transit Authority (BCTA, Rochester, 
Penn.), and Denver RTD (Denver, CO).  All 
have applied best practice coordination and 
mobility management processes, procedures, 
and philosophies in conjunction with an 
industry leading Mobility Management tech-
nology platform from RouteMatch with fully 
integrated systems (web, phone, fixed route, 
Medicaid management, etc…). 

Kelly Shawn: In my work, I have seen Mo-
bility Management implemented in rural, 
small urban and urban areas. It has been 
successful in all demographic settings. The 
common thread to success is the building of 
multi-modal provider coalitions. Each area 
possesses potential partners that can play a 
role in mobility management. Non-tradition-
al partners like park and ride lots, bike lanes 
and walking paths must be considered along 
with rail, intercity bus, transit, human ser-
vice transit providers, van pools, ride sharing, 
ferries and taxis. Service delivery comes in 
many shapes and sizes, but developing the 
partnerships to enhance Mobility Manage-
ment activities are the leading element to 
success.

 

The Competitive Edge: 
Making Community and Public Transit 
the Best Alternative for Medical Transportation

Today there is never-before-seen complexity in the non-emergency medical transportation field. Limited 
funding combined with growing patient loads has states seeking intermediaries that can control costs 
through competition. Community and public transportation providers must become efficient, safe, cost-
effective and accountable to maintain these important medical transportation services. The Community 
Transportation Association, in response to requests from its members, is introducing a new initiative this 
fall —the Competitive Edge — which will give community and public transit providers the tools, resources 
and benefits they need to make them central players in this new medical transportation environment. Here’s 
what the Competitive Edge encompasses:

The Competitive Edge Training 
CTAA has developed an all-new training course that combines and 
emphasizes the following topics:
• Value: Determining the true cost of service
• Pricing: Lowering your costs to be competitive
• Negotiation: Winning through persuasion
• Accountability: Building a recordkeeping and reporting process
• Training: Focusing on the patient

Valuable CTAA Member Benefits 
As part of the Competitive Edge initiative, the Association has 
developed a cohesive set of benefits to ensure your operation is 
efficient and cost-effective:
• The Insurance Store: Through an exclusive agreement with Arthur 
J. Gallagher Insurance, members can access the best coverage at 
the lowest price
• Energy Program: CTAA members pay less for fuel and energy with 
our FleetCards program and other energy management initiatives

Access to the Transit Industry’s Best Resources and Training
You don’t need to have all the answers, you need to have access to 
them when you need them. Here’s how the Competitve Edge helps:
• Peers and Information Sharing: CTAA will put you in contact with 
your industry peers, where you can learn from experience
• On-Line Library and Resource Holdings: The most timely resourc-
es, news and research, all housed on CTAA’s medical transporta-
tion website
• CTAA staff: Our professional staff are always available to offer 
analysis and insight
• Important training and certification programs such as the Certi-
fied Safety and Security Manager, PASS Driver Certification, and 
the soon-to-be released Medi-PASS Driver Certification.

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

Commuter Transportation

Tuesday, May 25, 2010 – Long Beach, Calif.

The Thinking Outside the Bus conference 
brought together advocates for and providers 
of, employment transportation to learn about 
and brainstorm on successful approaches 
for linking workers to employment sites and 
connecting the business arena to that discus-
sion. The title of the conference was inspired 
by Pace Suburban Bus’s Business Develop-
ment Manager Barbara Ladner during a 
presentation at a 2009 Joblinks conference.  
While Pace runs 217 fixed-route buses and 
372 paratransit buses, it also operates more 
than 700 vanpools.  As Ladner told the 2009 
audience: 

“We are very interested in the nontraditional 
approach to transit. Transit – big bus – it’s 
wonderful and it is our bread and butter, but 
to serve the population that we need to serve, 
to support the economic development in the 
region and to support the workforce efforts, 
you have to think outside the bus. You have 
to think of other ways of moving people.” 
(To view Ms. Ladner’s entire presentation visit 
Employment Transportation: Encore! – ed) 

We designed the 2010 Thinking Outside 
the Bus conference with that mobility 
management spirit in mind. Our day-long 

CTAA’s Role in Supporting Mobility Management

By Carolyn Jeskey

Partnership for Mobility Management

The Partnership for Mobility Management is a joint effort of national organizations that 
work with national, local, state and regional leaders and organizations to realize the pos-
sibilities of improving transportation options for all Americans wherever they live and to 
assist those especially in need of alternative transportation options. The Partnership is 
working together to encourage national, state and local stakeholders to support and adopt 
mobility management strategies and activities.

Partners include: American Association of State Highway and Transportation Officials; 
American Bus Association; American Public Transportation Association; Association for 
Commuter Transportation; Community Transportation Association of America; Easter 
Seals; Taxicab, Limousine & Paratransit Association; and United We Ride. 

The Partnership website (www.PartnershipForMobilityManagement.org) includes videos 
from mobility management presentations, links to technical assistance, mobility manage-
ment job descriptions, among other offerings.

The Partnership will be working together to host a conference for mobility managers next 
Spring in conjunction with CTAA’s EXPO event.

The Community Transportation Association has dedicated a number of its resources to promot-
ing a vision of mobility management that embraces the key role of community and public trans-
portation providers, and that focuses on customers and communities. The following is a series of 
snapshots of these important efforts. 

http://www.ctaa.org
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event began with Panel 1: Preparing for the 
Post-Recession Job Market – The Role for 
Employment Transportation Services that 
focused on the customer, here with a discus-
sion on future workforce needs.  Panel 2: 
Flexibility is Our Middle Name – Design-
ing Responsive Transportation Services was 
dedicated to building a family of services 
approach to meeting employment trans-
portation needs including buses, vanpools, 
shuttles, hybrid approaches and first- and 
last-mile strategies. Panel 3: Working with 
Employers as Both Customers and Planning 
Partners covered strategies and avenues to 
engage employers in transportation plan-
ning and decision making, what discussions 
transportation organizations should be hav-
ing with employers, and models for business-
transportation partnerships. We concluded 
the conference with a panel titled The Goldi-
locks Approach to Technology – How Much 
is Just Right? that honed in on some of the 
ways that technology can support employ-
ment transportation riders, and mobility 
management more broadly.

To view the full agenda and PowerPoint 
presentations, visit the Thinking Outside the 
Bus: New Approaches to Commuter Trans-
portation conference website.  

One-Call Transportation Services Toolkit

With funding from the U.S. DOL Office of Disability Employment Project and in coop-
eration the Federal Transit Administration, CTAA is wrapping up the One-Call Transpor-
tation Services Toolkit. The Toolkit guides organizations in communities to partner and 
work together – whether locally, regionally or statewide - to develop a one-call service for 
transportation via phone and on the web. Communities can choose to start small, follow 
one of a number of different models, and develop technologically and functionally from 
information and referral to reservations, dispatching, and more. The Toolkit will empow-
er communities to select the right fit for their own circumstances. 

The Toolkit will be a set of on-line tools, including:
• A Guide to Beginning One-Call Transportation Services
• The Benefit of Experience: Advice from One-Call Services Practitioners and 

Advocates
• Profiles from Nine Communities,
• The Results: A Survey of Existing One-Call Services, and 
• A set of supplemental resources, such as factsheets, a glossary and links to more 

information.

Check FastMail in late December for the announcement of the launch of the CTAA 
One-Call Transportation Services Toolkit website. 

Transportation Solutions: 
Linking People with Their Community Training

“But how do I link them with transportation?” This is a question heard from workforce de-
velopment and human service agency staff time and again. The first part of the answer is 
to ensure individuals know about available services and that transportation planners know 
about existing unmet needs. The Transportation Solutions: Linking People with Their 
Community course, offered through CTAA, teaches mobility managers and other transpor-
tation coordinators an effective model for sharing mobility information and learning about 
mobility needs through relationships with frontline staff in human service, workforce 
development, and nonprofit organizations. 

http://www.ctaa.org
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The Transportation Solutions curriculum was developed by the Community Transporta-
tion Association of America and Easter Seals, Inc., with input from a 17-member national 
advisory committee that included representatives from disability services, workforce de-
velopment, transportation, vocational rehabilitation, and secondary education/transition 
counseling. The project was funded by the Office of Disability Employment Policy and the 
Employment & Training Administration (U.S. Department of Labor) and administered by 
the Federal Transit Administration through the United We Ride initiative.

Mobility management sessions & Workshops 
at EXPO 2011

Webinar Recording: 
Applying Mobility 

Management Approaches to 
Serve Job Access Needs

November 10, 2010

The Joblinks Employment Transportation 
Center’s November webinar looked at how a 
mobility management approach can serve the 
needs of the employment world’s customer 
groups: job seekers and employees, as well 
as businesses and employment and training 
agencies. In Idaho, the mobility manager, 
that is housed within an economic develop-
ment association, works with economic and 
workforce development partners to respond 
to the transportation needs of rural workers. 
Central Maryland Regional Transit’s TRIP 
program has found success by diversifying 
its mobility management activities into three 
tailored positions, and building a one-stop 
transportation information service. SAN-
DAG, in California, tailors its iCommute 
tools and assistance to engage local employ-
ers in offering a range of commuting options 
to their employees. Listen to the Webinar 
recording to learn more about each commu-
nity’s approach and explore what strategies 
might be adapted to meet the employment 
transportation needs of your customers and 
your community.

SAVE THE DATE!
Mobility Management Conference

June 6 & 7, 2011
Indianapolis, Indiana

(in conjunction with EXPO 2011)
 

This will be a two-day conference for mobility managers about the ever-growing 
profession of mobility management.

We hope you will join us!
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News About CommuNity trANsportAtioN AssoCiAtioN members

Name:  Jana Hunkler 
Brule’, CCTM
Organization:  
BerkshireRides
Title:  Project Manager
Location:  North 
Adams, Mass.

Q: Let’s start with your experience as a 
local elected official and how you came to 
understand the importance of mobility in 
a place like the Northern Berkshires, and 
then how mobility management became a 
sharper focus....

Jana: I came to transportation as many of 
my colleagues have – through the side door. 
I have spent most of my career, indeed most 
of my life, in public service, holding a variety 
of part-time and full-time elected and ap-
pointed positions in the rural town of Flori-
da, Mass., – population 646. Growing up in 
a family that has always been active in the 
community – my grandfather was a Select-
man, my uncle the town Treasurer for 30 
years, and my mother the town Tax Collector 
for 33 – it is second nature for me to take 
an active interest in making things better for 
not only my own family but my neighbors as 
well. Transportation and barriers to full par-
ticipation in the community were not things 
I thought about. Not until the fall of 2000 

when, as Town Administrator, I attended a 
neighborhood coalition meeting focused on 
transportation, or the lack thereof, in Berk-
shire County. There I heard from community 
members who were having difficulty getting 
to work, to medical appointments, grocery 
shopping, to events at their children’s school, 
or to spend time with a spouse in a nurs-
ing home. I talked with social service agen-
cies that had built wonderfully supportive 
programming only to find that those clients 
most in need of services had no way to get to 
the office. Although I knew, in my own town, 
some people – especially seniors – relied on 
a volunteer network of friends and family to 
help them navigate the 12 miles from our hill 
town to services in the city of North Adams, 
this meeting opened my eyes to what a wide-
spread problem the lack of transportation 
was across communities and how inacces-
sible many services and opportunities were 
for families without their own car. I became 
intrigued with transportation barriers and 
how they were affecting my own town and 
the region, and worked closely with the Co-
alition to manage focus groups and solicit in-
put from each community on transportation 

options and gaps. As a result of this effort, 
and with the strong support of Congressman 
John Olver, BerkshireRides, Inc. a not-for-
profit community transportation agency was 
formed and began to dissolve the transporta-
tion barriers our communities were facing.

The Berkshires encompasses 32 cities and 
towns in the westernmost portion of Mas-
sachusetts. The county shares borders with 
Vermont, upstate New York, and Connecti-
cut, encompassing 931 square miles and is 
home to 129,000 people. It is a beautiful and 
peaceful place to live and raise a family, with 
state parks and open space, beautiful vistas 
on back roads and amazing foliage. Lakes 
and mountains call to tourists as well as 
cultural icons like The Francine and Sterling 
Clark Art Institute, MassMoCA – the largest 
contemporary art museum in the country – 
and Tanglewood, the summer home of the 
Boston Pops. We have our share of fine local 
cuisine and are also home to Kripalu and 
Canyon Ranch. We are also home to four 
colleges, and a bevy of private schools. The 
Berkshires had a strong manufacturing base 
for many years, with access to both water-
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ways and rail. Unfortunately as plants began 
to close or move their operations to other 
places where utilities and land and labor was 
cheaper, much of our region has fallen into 
economic distress. Our current unemploy-
ment rate is over 10 percent, and those jobs 
that are still available are primarily low pay-
ing, low skilled, entry-level positions in the 
service industry. We’re a region with a strong 
sense of community, where many families 
have lived for generations, who steadfastly 
cling to the Berkshires even as it becomes 
harder to make a living. Transportation done 
right can, in many ways, ease that burden 
and contribute to revitalizing the economy 
and improving lives.

Q: Tell us about how mobility manage-
ment has changed BerkshireRides and its 
service methodology, with an eye toward 
the unique approaches that mobility man-
agement engenders.

Jana: When I was appointed as Project 
Manager for BerkshireRides in 2004, it was 
a fledgling agency, trying to establish a niche 
in the industry, struggling to stay underbud-
get, and in effect working in isolation. The 
average cost per ride was high, there was no 
passenger fare, there was no coordination 
with public transportation or human service 
transportation, and both geographic scope 
and ride purpose were wide – too wide to 
sustain. I entered with a skill set not in the 
transportation industry, but as an advocate, 
a public servant with a history of consensus 

building and deep ties to the community, 
agencies, and local politics. Although I didn’t 
recognize it at the time, I began employing 
mobility management strategies to mould 
BerkshireRides into a partner that augmented 
our transportation network. I talked with 
staff about what worked and what didn’t, 
what they liked and disliked about their jobs. 
I talked with agencies about how our rides 
were working for their clients, what each 
agency would like to change and what they 
could contribute to those changes. I talked 
with our service providers about how things 
looked from their end. I met with our Region-
al Transit Authority to learn more about what 
they did and how we could eliminate dupli-
cation. I talked with major employers about 
our program and how we could better serve 
their employees. I did ride-alongs and talked 
to riders about the good, as well as the bad 
and the ugly. Then, I brought to our board of 
directors recommendations for service chang-
es that would create a sustainable model of 
transportation that mirrored the vision cre-
ated at that community coalition meeting 
four years earlier. We moved our riders into a 
shared-ride vanpool, included stops at day-
care for working parents, instituted a small 
fare which made our agency viable in the 
eyes of local community leaders and added a 
new revenue stream, began to feed the fixed-
route bus, and instituted a process for rider 
feedback.  In two years we had increased our 
ridership by 53 percent, cut our per ride cost 
by 28 percent, and began to emerge as the go 
to place for all things transportation.

Q: “The focus is on the customer, not the 
system.” How does mobility management 
allow for this at BerkshireRides and what 
does that focus create? 

Jana: Mobility management strategies focus 
on the customer, not the system, and that 
cannot be stressed enough. At Berkshire-
Rides we never say “we don’t do that” or “we 
can’t help you with that.” Although our own 
geographic scope and trip purpose is limited, 
we work with each rider or agency, to find 
the ride that most closely matches need. 
That means that we refer people to other 
services, that we explain eligibility for other 
services, that we make calls to other agencies 
and providers, that we may do those last-
mile trips so one of our riders can complete 
a journey outside of our service area. We are 
finding our work to strengthen the trans-
portation network in the Berkshires, and 
referring rides instead of duplicating another 
service is beginning to chip away at the tra-
ditional turf issues that are embedded in our 
industry. It is not easy, and it takes time. It 
was 2006, two years after I began working at 
BerkshireRides, before we had our first rider 
referred from the Transit Authority. Since 
that time, however, we have worked together 
on bus route changes, promoted each other’s 
services at career and community fairs, and 
recently signed an agreement to assist the 
BRTA with ADA Paratransit eligibility re-
certification. In 2007, BerkshireRides was 
asked by our local United Way to work with 
a variety of agencies to resolve youth trans-
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portation and access to programming issues.  
A group of five people representing public 
and private youth serving agencies worked 
together to create a system of vehicle sharing 
that would increase access in an affordable 
and efficient way. Working together, we were 
successful in obtaining local grant funding to 
purchase a fleet of four vehicles that we cur-
rently coordinate to fill the previous gap in 
youth transportation in our region. By focus-
ing on the customer, which may be an indi-
vidual and may be a community, and engag-
ing others in solutions to create effective and 
efficient transportation, BerkshireRides has 
become a living example of mobility manage-
ment in action and the result is an enriched 
network of rides going more places for more 
individuals.

Q: What were the key resources and tools 
that brought you over to the mobility man-
agement way of thinking and what kind of 
training do you now teach?

Jana: In 2006 I attended a two-day seminar 
on Coordinated Mobility offered through the 
National Transit Institute where I learned 
formalized mobility management strategies.  
I discovered that our practices and tech-
niques as far as rider and community engage-
ment, and looking at the whole transporta-
tion system as a part of quality of life were 
right on; and that the delivery of transporta-
tion is most effective when it is tailored to 
community need. I also received useful infor-
mation about funding mechanisms for mobil-

ity management work, and wonderful exam-
ples of how other places around the country 
were serving their populations. I took that to 
heart and began even more coalition building 
and information sharing between agencies 
that serve the transportation disadvantaged. 
After putting mobility management into 
practice for several years I started training 
this course for NTI. Several times a year I 
have the good fortune to travel around the 
country and share the foundations of Mobil-
ity Management and some of my own story 
with transportation folks interested in mak-
ing changes to their systems. In addition to 
reviewing some basics about customer ser-
vice, funding and community livability, we 
examine a myriad of case studies and begin 
to create a network of resources that become 
important for mobility managers. My goal is 
to give the class basic principles and a work-
ing knowledge of mobility management, to 
empower and challenge them to think out-
side the box, and leave no stone unturned 
when looking for transportation solutions. I 
always leave the class re-energized and con-
fident that many people in many places are 
working hard to create transportation that 
matches their community need. 

Q: Do you consider mobility management 
as a tool to coordinate and connect. How  
can it allow for intermodalism or connec-
tivity between providers?

Jana: Mobility management looks at how 
people get around or how they need to get 

around a community. Building and offer-
ing transportation choices to riders is at the 
heart of mobility management. It crosses 
agencies and uses all modes to accomplish 
this. At BerkshireRides, we have bike racks 
on our own vehicles – as does the fixed route 
bus system – because some of our riders 
prefer to cycle one way, and then take tran-
sit on a return trip. We are working with a 
local senior center to offer empty seats on 
their van to residents from a nearby home-
less veteran’s shelter, bringing them to the 
nearest bus stop. With excess capacity on our 
own employment vans, we carry seniors from 
small towns without senior transportation to 
larger centers where they take senior vans to 
their final destination. This blurring of the 
lines, and blending of passengers is a start to 
a fully coordinated system, where transporta-
tion is seamless for the rider, and increases 
ridership for providers. It is a way to provide 
more service to more people more of the 
time.   

Q: How will mobility management at 
BerkshireRides impact the Berkshire re-
gion’s future mobility?

Jana: At BerkshireRides, the mobility man-
agement strategies we embrace continue 
to strengthen our transportation network 
across the county. We continually look for 
ways to improve not only our own service, 
but to link with and augment other provid-
ers, be they public transportation, human 
services transportation, or for-profit taxi and 
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limousine services. We are part of an ac-
tive mobility team that has been fortunate 
to attend an Easter Seals Mobility Planning 
Services Institute and CTAA’s Institute for 
Transportation Coordination and are work-
ing to improve transportation for persons 
with disabilities through the creation of a 
one-stop information website, a county-wide 
travel training program, and an outreach ef-
fort to get our youth to Try Transit First. By 
making our mindset of serving our commu-
nities contagious, and constructing creative 
transportation options and trying new things, 
the Berkshires are poised to be a model for 
rural public and private transportation part-
nerships.

Transit for Rural America

Need Help with Rural Transportation?

More than one-third of America’s population lives outside of urbanized areas. 
Nearly 40 percent of the country’s transit dependent population -- primarily se-
nior citizens, persons with disabilities and low-income individuals -- resides in rural 
areas.

Yet in many of these communities, public and community transportation are lim-
ited or absent. The demographics, mobility needs and resources of rural areas are 
different than those of urban areas.

The Community Transportation Association provides resources to help these com-
munities explore system start-up, coordination, Section 5311 formula funding, 
technical assistance, training, certification and the Rural Transit Assistance Pro-
gram.

Stay tuned to CTAA’s Rural Technical Assistance Program webpage for upcom-
ing opportunities for long- and short-term technical assistance, or contact 
Kelly Shawn at 800.891.0590 ( x718) or shawn@ctaa.org for more information.

http://www.ctaa.org
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Rep. Mica, Ride Solution Unveil New 
Brevi Bus

On Friday, October 15, U.S. Representa-
tive John Mica (FL-7th) – the current 
Ranking Member – and, this coming 
January, the likely chair – of the House 
of Representatives Transportation & 
Infrastructure Committee – helped unveil 
the new Brevi Bus low-floor vehicle 
developed and built by Putnam County’s 
Ride Solution. Joined by a collection of 
Palatka city and Putnam County officials, 
representatives of the Florida Department 
of Transportation and transit providers from 
across Florida, Congressman Mica officially 
launched the new low-floor bus specifi-

cally designed for the 50 percent of Putnam 
County roads that are unpaved, offering 
better service to riders along with improved 
efficiency and performance. 

Before the Brevi Bus can officially enter 
service on Ride Solution routes, it must first 
undergo the Federal Transit Administration’s 
new model bus testing program in Altoona, 
Penn., which Congressman Mica is working 
to ensure occurs in early 2011. Once the bus 
is certified for operation, it will join an addi-
tional four other Brevi Buses constructed by 
Ride Solution assigned to regular service. 

“This was a great success for Putnam County 
and Palatka, and a credit to the innovation 

and hard work of every-
one at Ride Solution 
to make this a reality,” 
said Rep. Mica. “This 
will make a difference 
in the lives of Putnam 
County residents, while 
also saving the taxpay-
ers’ dollars with an 
efficient vehicle that’s 
tailor-made for the 
needs of the community.” 

(Read CT’s full story on the Brevi Bus  – ed.)

Cherokee Nation Expands Service to 
Muskogee

A partnership between the Cherokee Nation 
and Muskogee Country Transit has allowed 
the nation to initiate service on a new route 
between Tahlequah and Muskogee, Okla. 
The route operates daily between Cherokee 
Nation Three Rivers Health Center in Musk-

Rep. Mica
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ogee and the Northeastern State University 
campus in Tahlequah, with intermediate 
stops also provided, and is open to the pub-
lic. Among the stops are the W.W. Hastings 
Hospital, Cherokee nation gaming facilities 
and offices of several social and human ser-
vice programs. 

The 40-mile one-way trip is supported by $1 
fares Monday – Thursday – with free fares 
on Friday – as well as investment from the 
Cherokee Nation and Muskogee County 
Transit. The Cherokee Nation – under the 
auspices of its Roads Program – supports 
several transit routes through the nation’s 
jurisdiction, which covers portions of 14 
Oklahoma counties. The nation is currently 
studying ways to further extend service to 
serve more of its members and other area 
residents. 

“Participants who take part in this will be 
saving 40 miles a day in gas as well as the 
wear and tear on their vehicles,” said Sherry 
Waters, Infrastructure Data Coordinator for 
the Roads Program. “This route will benefit 
many residents of Muskogee and its sur-
rounding communities.”

Brunswick Explorer Begins Operation

The Brunswick Explorer, in Brunswick, 
Maine began operating its hybrid buses on 
Sept. 1, 2010.  The Brunswick Explorer 
serves the residential and commercial areas 
of Brunswick, several hospitals, shopping 
centers and employers, and Bowdoin Col-
lege. 

“The addition of the Explorer rounds this out 
and provides yet another great alternative for 
the community,” said Katy Longley, Senior 
Vice president for Finance and Administra-
tion and Treasurer for Bowdoin College. 
“The more choices students have, the more 
likely they are to find alternative transporta-
tion options that work for them.”

The City of Brunswick is implementing a 
plan for the creative reuse of the former 
Brunswick Naval Air Station, which closed 
in 2009, and the Explorer is a key element 
in that plan. The Explorer route begins at 
the new Brunswick Station development that 
also serves intercity buses and the Maine 
Eastern excursion train. The station will 
also be the northern terminus of Amtrak’s 
Downeaster service from Portland that will 
begin in 2013. The Brunswick Explorer 
was made possible through assistance from 
CTAA’s Rural Technical Assistance Program.

Rhode Island Opens Multimodal Facility 
at T.F. Green Airport

Connecting air service, intercity and local 
bus routes, rental car facilities and eventual 
commuter rail service to downtown Provi-

dence and Boston, federal, state and local 
officials dedicated the new InterLink mul-
timodal center at Providence’s TF Green 
Airport on October 27. The $267 million 
project – which was supported by a mix of 
investment from federal, state and local 
sources – provides a direct link between the 
airport terminal and the multimodal center.  
The facility’s name was selected by market-
ing students at nearby Bryant University.

Beyond the immediate impact of improving 
connections between numerous modes of 
mobility, the project has already generated 
a $127 million economic impact, through 
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construction jobs and permanent employees 
hired to operate the facility. Among the other 
benefits of the project are consolidated rental 
car options which previously required shuttle 
bus services to reach. Commuter trains to be 
operated by the Massachusetts Bay Trans-
portation Authority (MBTA) – which already 
connect Boston and Providence – will pro-
vide six roundtrip trains each day, beginning 
this fall. 

“The InterLink is one of our state’s great-
est examples of what we can accomplish 
when federal, state, and local officials and 
businesses join together to work towards a 
common goal of increasing economic devel-
opment opportunities,” said U.S. Representa-
tive Jim Langevin. “The opening of this facil-
ity will not only make Rhode Island’s airport 
more attractive and convenient for travelers 
coming into Southern New England, but will 
also expand transportation choices for our 
residents and neighbors.”

CampusLink Recognized for Innovative 
Marketing and Promotional Campaign

The consortium of universities and the local 
transit provider responsible for the Campus-
Link bus circulator service in Fort Wayne, 
Ind., were recently recognized for the sys-
tem’s innovative approach to marketing. By 
receiving the 2010 Medallion Award for a 
Government Relations and Community Rela-
tions project, the team of Ivy Tech Commu-
nity College-Northeast, Indiana University-
Purdue University Fort Wayne (IPFW) and 
Fort Wayne’s Citilink transit system were 
noted for high-quality marketing materials 
and an aggressive promotional approach in 
spite of a limited budget. 

Began in 2009 to improve connections 
between the two universities and the larger 
Fort Wayne community, the system now 
moves more than 36,000 riders each school 
year, and has seen a 70 percent growth in 
ridership in 2010. The service is supported 

by investment through the federal Conges-
tion Management and Air Quality (CMAQ) 
program, along with matching contributions 
from the two universities. 

Cape Cod RTA Initiates Wind Power 
Project

With the recent groundbreaking for a wind 
turbine at the Cape Cod Regional Transit 
Authority’s (CCRTA) South Dennis opera-
tions and maintenance center, the agency 
expects to both reduce its energy costs while 
helping to improve air quality in the region. 
Manufactured by Northern Power Systems, 
the turbine project is being made possible 
by investment through the American Recov-
ery and Reinvestment Act (ARRA), through 
the Federal Transit Administration. The new 
power source is expected to come online in 
late November. 

“The Northwind 100 wind turbine is expect-
ed to produce about 181,000 kilowatt hours 
of energy per year. In addition, one 100 KW 
turbine offsets about 257 tons of carbon 
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emissions per year,” said Cape Cod Regional 
Transit Administrator Thomas Cahir.

Tulare County Transit Call Center Expands 
Opertations

Beginning on October 30, the Green Line 
transit call center service provided by Tulare 
County, Calif., offers travel assistance on 
Saturdays. The expansion is a response to 
the program’s popularity, which has tripled 
since this past January, fielding more than 
26,000 calls during that period. Covering all 
the phone-based information requests for 
transit providers in Tulare County – includ-
ing Tulare County Transit and city-supported 
operations in Porterville, Tulare and Visalia 
– the Green Line program began in June, 
2009, to better coordinate the information 
resources of the various systems. 

“This service has really helped a lot of peo-
ple, particularly those who are new to public 
transit,” said Gamaliel Anguiano of Visalia 
Transit. “Riders can simply dial the Green 
Line number on their phone, connect with a 
live knowledgeable person, and get answers 
to help them get to their destination.”

Capital Area Transit Adds Service to 
Hummelstown

November 1 marked the debut of service to 
Hummelstown, Pa., on Capital Area Transit’s 
Route 322 between Hershey and Harrisburg. 
Hummelstown is about 20 miles east of Har-
risburg and about five miles west of Hershey. 
Buses on the commuter-oriented line stop at 
the newly-completed Hummelstown Park-
and-Ride facility on Second and Hanover 
streets in Hummelstown. Commuters have 
exclusive use of the lot on weekdays from 6 
a.m. to 6 p.m., while the public can utilize 
the facility in the evenings and on week-
ends. Route 322 makes seven daily stops in 
Hummelstown on its eastbound trips head-
ing from Harrisburg to Hershey, while the 
westbound version provides six stops in the 
afternoon.
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ABOUT US

Community Transportation Magazine is the voice of the Community 
Transportation Association, a national association dedicated to making 
mobility alternatives available to all Americans. The Association’s Board 
of Directors provides national leadership and direction for the Associa-
tion. The Board relies on the special expertise of its State Delegate 
Council to assist in their important efforts.

 

OUR BOARD OF DIRECTORS:  Charles Carr, President; Ann Gilbert, 
Vice President; David White, CCTM, Treasurer; Barbara Cline, CCTM, 
Secretary; Ann August; Rochelle Cotey; Santo Grande, CCTM; Robert 
P. Koska; Dave Marsh; John McBeth; Dave O’Connell; Fred Schmidt, 
PhD.; Moses Stites, CCTM; and Linda Yaeger, CCTM. Ex-Officio Direc-
tors: Dan Dirks CCTM; Jo Ann Hutchinson, Reginald Knowlton, CCTM; 
William McDonald; Roland Mross.  

OUR STATE DELEGATE COUNCIL: Alabama • John Sorrell, CCTM;  
Alaska • David Levy;  Arizona • Jeff Meilbeck;  Arkansas • Betty Brad-
shaw;  California • Jeff Webster;  Colorado • Hank Braaksma, CCTM; 
Connecticut • Tom Cheeseman; Delaware • Ken Bock, CCTM; Florida • 
Cathy Brown; Georgia • Robert Hiett; Hawaii • Don Medeiros, CCTM; 
Idaho • Cecelia Hockett, CCTM; Illinois • Tom Zucker, CCTM;  Indiana 
• Sue Chapple, CCTM;  Iowa • Shirley Helgevold;  Kansas • Lisa Koch;  
Kentucky • Beecher Hudson;  Louisiana • Donna Lavigne;  Maine • 
Jim Wood;  Maryland • Sherry Burford, CCTM;  Massachusetts • Jack 
Mastrangelo;  Michigan • Dan Wedge;  Minnesota • Mike Ness;  Mis-
sissippi • John Johnson;   Missouri • Randy Beem, CTPA;  Montana • 
Ron Wenger;  Nebraska • Georgia Janssen;  Nevada  • Debbie Daven-
haver ;  New Hampshire • Van Chesnut;  New Jersey • Yvonne Manfra, 
CCTM;  New Mexico • David Harris, AICP;  New York • Damon Mus-
taca, CCTM;  North  Carolina • Vincent Brown, CCTM;  North Dakota 
• Darrell Francis, CCTM;  Ohio • Kristina Reider;  Oklahoma • Charla 
Sloan, CCTM;  Oregon • Elaine Wells;  Pennsylvania • Martha Pierce;  
Rhode Island • Doug Wood;  South Carolina • Lynnda Bassham;  South 
Dakota • Ronald Baumgart;  Tennessee • Chris Kleehammer;  Texas • 
Margie Lucas;  Utah • Todd Beutler, CCTM;  Vermont • Jim Moulton;  
Virginia • Mark McGregor, CCTM;  Washington • Kelly Scalf;  West Vir-
ginia • David Bruffy;  Wisconsin • Greg Seubert; and  Wyoming • Sean 
Solan.  

An Exciting Member Benefit: 
Take Control of Your Insurance

As part of what we do, we try not just to represent 
our members in Washington, but we also try to help 
them and part of our help is to try to make compli-
cated parts of our business simpler and better. One 
of the greatest challenges for all parts of our mem-

bership is insurance protection, a subject that is 
made more difficult because our membership base 
is so diverse. The Insurance Store at CTAA is our 

way of helping with the complicated insurance situ-
ation. Developed in partnership with Arthur J. Galla-
gher & Co., our Store has the ability to match prod-
ucts in the insurance world with the individual needs 

of our members. Whether you're a governmental 
agency, a nonprofit corporation or a small business, 
the insurance Store can be your one-stop resource 

on all insurance needs and services.

http://www.ctaa.org
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=26&z=36
http://
http://
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=255&z=2
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=255&z=2
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=257&z=2
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=257&z=2
http://web1.ctaa.org/webmodules/webarticles//anmviewer.asp?a=2082&z=5
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