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From the Editor

About Our Mobility Innovators

Click anywhere on the above image to view Editor Rich Sampson’s 
reflections on the prevalence of innovation among mobility leaders and advocates.

http://www.ctaa.org
https://www.youtube.com/watch?v=i4YuZ9Zj1QE&feature=youtu.be
https://www.youtube.com/watch?v=i4YuZ9Zj1QE&feature=youtu.be
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Voices from the Community

For this edition of DigitalCT focused on innovation, Editor Rich Sampson sat down with All Aboard Wisconsin 
Administrative Coordinator Dave Mumma – former director of the Janesville, Wisc., transit system – on passenger rail 
and intercity travel developments in Wisconsin and the Midwest. Click on the image below to watch their discussion. 

Innovation 2015

http://www.ctaa.org
https://twitter.com/allaboardwis
https://www.youtube.com/watch?v=LQKjOAuBcsE&feature=youtu.be
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Voices from the Community

At its Community Transportation EXPO 2015 in Tampa, Fla., CTAA announced an innovative partnership with Enterprise Rideshare to help finance 
the purchase of vanpool vehicles supporting a wide range of mobility solutions. In keeping with this issue’s theme of innovators sharing their 
perspective on what makes innovation possible, we asked Dion Beuckman, Enterprise’s Corporate Rental Manager to share his company’s 

philosophy on innovation.

Dion Beuckman – Corporate Rental Manager, Enterprise Holdings, Inc. – Saint Louis, Mo.

DigitalCT: What does innovation mean to you and Enterprise? 

Beuckman: Innovation is a constant for Enterprise – whether we are looking to improve our own internal opera-
tions, collaborating with customers and partners to make local transportation options as convenient and accessible as 
possible, or supporting research into renewable fuels, which in turn supports a more a sustainable infrastructure and 
future for the long term.

 DigitalCT: Describe one example of how you and your organization have been innovative.

Beuckman: Through our Enterprise Rideshare division, we have been providing commuter vanpool services for over 20 years.  Keep in mind 
that vanpooling has been around for a long time and certainly represents one of the most effective impact-per-dollar options in terms of 
traffic gridlock, carbon emissions, parking congestion and commuter savings.  However, it is still not widely recognized as a primary mode 
of commuter transit, particularly in smaller urban and rural areas.  As a result, one of our primary challenges is to increase consumer and 
industry awareness, as well as to clarify the overall perception of vanpooling and the critical role it can play as a highly efficient component 
of local transit systems.  For example, our innovative partnership with CTAA helps to expand vanpooling as a mode of transit and goes a long 
way in getting the message out for the benefit of commuters and transit systems across the country.   

DigitalCT: What innovations do you see as emerging or necessary in the future? 

Beuckman: It’s no secret that demand for public transit services continues to grow, yet constraints on available funding increase every year.  
It is going to be necessary for transit systems, large and small, to take an innovative approach to increasing the efficiency of their systems 
if our cities and towns hope to maintain or increase service levels going forward.  There is no one single solution, as we all serve important 
functions in the interconnected network of local transportation – but we do know vanpools can make a significant and immediate impact.

http://www.ctaa.org
http://web1.ctaa.org/webmodules/webarticles/articlefiles/2015-VanPoolsandEnterpriseRideShare.pdf
https://www.enterpriseholdings.com/
https://www.enterpriseholdings.com/press-room/enterprise-rideshare-and-community-transportation-association-of-america-partner-to-expand-vanpool-services-in-the-us.html
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The perfect compliment to Digital CT is our bi-weekly E-News-
letter, CT Fast Mail. Delivering the latest news on transit policy 
from the nation’s capitol, innovative developments 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 up-
dates 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.

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

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

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

A special loan 

fund to develop 

transportation 

facilities and 

multi-modal 

centers to improve 

community 

mobility and 

enhance economic 

development

PLANNING & 

TECHNICAL 

ASSISTANCE 

AVAILABLE

Financing available with negotiable 
terms and low interest rates.

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

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

For further information or a loan 
application contact:

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

EQUAL OPPORTUNITY LENDER

Community Development 
Transportation Lending Services
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http://www.ctaa.org
mailto:fastmail%40ctaa.org?subject=Sign%20Me%20up%20for%20Fast%20Mail%21
mailto:fastmail%40ctaa.org?subject=Sign%20Me%20up%20for%20Fast%20Mail%21
http://www.ctaa.org
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=53&z=36
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Why Innovation?
Community and public transportation finds 
itself in a confounding era of constrained 
investment, increased demand, burgeoning 
regulation, aggressive competition and diz-
zying technology. Innovation and innovative 
thinking have never been more essential 
for transit leaders and advocates. But what 
exactly do we mean by innovation and how 
does it manifest itself in our field?

This edition seeks to answer exactly that 
question. In these pages we offer 15 exam-
ples — presented in questions and answers, 
recorded quick conversations and brief pro-
files — that highlight innovative thinking and 
action. From technological deployments to 
operational efficiencies, creative fundraising 
to unique collaborations, we hope that read-
ers will be inspired to look at various aspects 
of their daily work and seek to innovate. 
Clearly, there is no single path to innovation 
— rather, it is as unique and individual as 

every transit operation in which it flourishes. 

Innovation is a direct, and important, re-
sponse — and challenge — to the status 
quo. That is precisely why it’s so critical. 
The status quo in all of its forms is a direct 
threat to the future of community and public 
transportation. CTAA believes strongly that 
innovative thinking and practices are the way 
in which all forms of community and public 
transportation will both survive the current 
environment and thrive in the future. More 

importantly, we believe that most mobil-
ity professionals and advocates are already 
innovative, even if they might not be aware 
that they are.

In a general session at this year’s Commu-
nity Transportation EXPO in Tampa, we 
outlined our views on the future of commu-
nity and public transportation, noting that it 
will be:

• Customer and market driven;

Innovation 2015

By Scott Bogren

http://www.ctaa.org
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• Technology and data driven;

• Competitive;

• Focused on efficiency;

• Based on real outcomes; and,

• Seized by those who embrace change and 
take wise risks.

This future will not be realized without a 
vital tool: innovation. That’s why this edition 
of DigitalCT is so important. In addition to 
the excellent examples of innovation we’ve 
chronicled in this edition, it’s useful to take 
a look at the characteristics of innovation in 

community and public transportation. Again, 
here’s what we shared at this year’s EXPO 
general session — innovation will be charac-
terized by:

• Avoiding one size fits all approaches;

• Flexibility;

• Customer responsiveness;

• Seeking new markets;

• Developing new partnerships; and

• Right-sized, outcome-based technology.

Fortunately for community and public trans-
portation, innovation is in our DNA. The 
ability to adapt and improvise has always 
been a hallmark of our operations — taking 
us through many other periods of change 
and instability. It’s easy to sometimes over-
look this history, often in the face of seem-
ingly insurmountable challenges. Rural, 
small-urban, non-emergency medical and 
specialized transit system leaders and advo-
cates have always been innovative, often out 
of necessity. We hope this edition of Digi-
talCT reignites our readers’ innovative spirit 
and provides a roadmap through today’s 
uncertain and demanding environment.

In 2015, CTAA and its subsidiary, the Community Development 
Transportation Lending Services (CDTLS) created Night Train Finance, 
an all-encompassing finance product for transportation and economic 

development lending designed to ensure available capital at competitive 
interest rates. Night Train Finance will offer organizations, communities and 

individuals finance products that link together transportation, economic 
development, jobs, environmental issues in innovative ways. 

Look for additional information on Night Train Finance in CTAA’s FastMail  
on the CTAA website in the first quarter of 2015, or contact John Hoeveler 

at hoeveler@ctaa.org or 202.415.9682 

http://www.ctaa.org
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Ann August
Birmingham, Ala.

Himanshu Bhatnager
Lowell, Mass.

Shirley Cummins
Mount Vernon, Ky.

Albert Eby
Wilmington, N.C.

Karen Estes
Knoxville, Tenn.

Randall Farwell
Jacksonville, Fla.

Steve Fittante
Newark, N.J.

Dave Harris
Santa Fe, N.M.

Bob Holmes
Washington, D.C.

Dennis Leach
Arlington, Va.

Jana Lynott
Washington, D.C.

Elizabeth Murphy
Washington, D.C.

Brad Patterson
Shelton, Wash.

Greg Seubert
Wausau, Wisc.

Rick Wood
Santa Barbara, Calif.

Our 15 Innovators of 2015
(click on the photos or names below to reach each profile)

http://www.ctaa.org
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Pathways to Transit Success

DIGITAL------------------

Previous Page Next Page

Eager to Innovate?
CTAA Can Help!

Last year, our Pathways to Transit Success issue of DigitalCT outlined key trends impacting our nation’s mobility as well 
as a number of innovative ideas to respond to these trends and proactively shape the future. The Solutions section of 

that edition describes the full range of programs and initiatives supported by the Community Transportation Association 
of America that help foster innovative strategies and advance creative mobility solutions for communities of all kinds. 

Looking for more specific help? Contact us anytime at fastmail@ctaa.org

http://www.ctaa.org
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=4089&z=60
mailto:fastmail%40ctaa.org?subject=Innovation%20Assistance


www.ctaa.org CONTENTS 13

By Rich Sampson

Across the county, mobility providers of all 
sizes struggle daily with the challenge of pro-
viding non-emergency medical transportation 
(NEMT) to crucial health care and treatment 
like dialysis and chemotherapy. That chal-
lenge is even greater when those services are 
orchestrated by brokerage organizations. But 
what if both the service provision and bro-
kerage management were blended under the 
auspices of a multi-county regional mobil-
ity provider? That’s everyday life for Mount 
Vernon, Kentucky’s Rural Transit Enterprises 
Coordinated, Inc. (RTEC). 

Since 1999, RTEC has served as a state-
designated Region 12 Human Service Trans-
portation Delivery (HSTD) program’s trans-
portation broker. HSTD oversees Kentucky’s 
statewide non-emergency transportation ser-
vices, included those supported by Medicaid. 

Kentucky created the HSTD program that 
year in conjunction with the Kentucky Trans-
portation Cabinet (KYTC) and the support of 
the Kentucky Public Transportation Associa-
tion (KPTA) to streamline non-emergency 
transportation service, with local organiza-
tions brokering trips in the state’s 16 regions. 
The state has also been a leader in imple-
menting its version of the health care reform 
made possible through the Affordable Care 
Act with Kynect, a combination that helps 
make innovative approaches like RTEC’s 
more achievable. As a result, was a natural to 
host such a network, with the agency hav-
ing already served as a broker for the state’s 
welfare-to-work and TANF programs in 1998. 
That meant it had policies and procedures 
for eligibility, screening and customer service 
– among other elements – already in place. 
Vickie Bourne, Executive Director of Ken-
tucky Office of Transportation delivery was 
instrumental in the implementation of the 
HSTD program and Kentucky is a model for 
other states for brokerages of human service 
transportation. 

According to RTEC Executive Director, 
Shirley Cummins, CCTM, the brokerage 
model allowed the agency to receive support 
for service it was already providing and im-

prove operations through better technology 
and administrative personnel to manage the 
various contractors that the brokerage would 
use to supplement RTEC service.

“We were already handling a large number 
of NEMT trips before the brokerage,” says 
Cummins, who joined the organization in 
1985 when it was still a fledgling program 
moving older persons to congregate lunches 
in Rockcastle County. “By serving as the 
broker, we were able to improve the medical 
trips we operated ourselves and bring in other 
partners as subcontractors to meet the de-
mand. It really has been a great model for us 
and for everyone in the state.”

Indeed, with more than 15 years of bro-
kerage experience under their belts, RTEC 
works with 14 subcontractors under the 
HSTD brokerage to serve its 12-county re-
gion in the south-central portion of the state. 
It’s the largest aspect of RTEC’s operation 
that provided more than 659,000 trips in fis-
cal year 2015, utilizing more than 200 vehi-
cles and 205 employees. Operating out of the 
agency’s single administration and operations 
center in Mount Vernon, the staff includes 
154 drivers and a dozen customer service rep-
resentatives to schedule not only NEMT trips 
through the brokerage but also rides to work, 

Shirley Cummins, CCTM – Executive Director, Rural Transit Enterprises Coordinated, Inc. – Mount Vernon, Ky.

“The only thing that never really changes is there’s always more demand than 
the resources we have available. Every day we think about how much more we 
could still do and we try to find ways to do as much as we can.”

Shirley Cummins (third from left) and the RTEC delegation attend 
CTAA’s EXPO 2014 in St. Paul, Minn.

http://www.ctaa.org
https://kynect.ky.gov/
http://www.4rtec.com/
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education, social programs and, increasingly, 
to veterans receiving care through the VA 
medical system. 

RTEC’s Mobility Manager Tyler Burris and 
a group of outreach specialists engage with 
veterans’ service groups – like local chapters 
of Disabled American Veterans and Paralyzed 
Veterans of America – to determine how best 
RTEC can help veterans reach local VA Com-
munity-Based Outpatient Clinics in Somerset 
and Corbin as well as VA Medical Centers as 
far as Lexington, Louisville and Nashville.  

“We believe we operate good service and we 
have programs that allow us to use the struc-
ture of our brokerage model to help serve 
veterans in our region,” says Burris. 

To that end, RTEC is leveraging state in-
vestment for veterans’ mobility through the 
partnership of KYTC and Kentucky Depart-
ment of Veteran Affairs – $100,000 statewide 
in fiscal year 2015 – to provide additional 
service and conduct outreach with veterans 
groups. The agency and KPTA advocate ex-
panding the program each year with leaders 
in the state legislature, which began in 2014 
with $60,000 in statewide investment. 

“The trend is for more health care service 
and treatment in regional centers, like in Lex-
ington and Louisville, for both veterans and 
non-veterans,” adds Cummins. “Even though 
it’s beyond our service region, we believe it’s 
our duty to meet those needs.”

In many ways, RTEC’s staff perceives their 
work as an exercise in community responsi-
bility. As the region’s general public transpor-
tation provider, the agency strives to avoid 

denying trips at all costs, only withholding 
service for eligibility restrictions or policy 
violations, like no-shows, except for medical. 
To do so, the system’s operations are both 
centralized and flexible, seemingly a di-
chotomy but one in which Cummins and her 
colleagues relish. 

That means diversifying its vehicle fleet 
with a mix of body-on-chassis cutaways, mini-
vans and SUVs to achieve responsiveness and 
efficiency. A single-rider, long-distance medi-
cal trip to Louisville or Knoxville might be 
best served in a ramp-equipped minivan while 
it’s established vanpool routes to reach big 
employment sites in the area run by the likes 
of Amazon in Campbellsville and educational 
technology firm Blackboard in Somerset. 
Such a multifaceted approach requires a sys-
tem that operates dispatch from 5:30 a.m. to 
10:30 p.m. on weekdays, with many employ-
ees arriving earlier or leaving later than that. 

A group of four area managers each oversee 
a cohort of two or three counties each and 
form the vital link between the schedulers 
and dispatchers at the Mount Vernon head-
quarters and its drivers in the field. 

“We need to be responsive to changes, both 
things that happen in real-time as the day 
unfolds as well as big picture trends in our 
communities and in society that affect the 
people we serve,” says Cummins, explain-
ing the agency has been in a perpetual state 
of revision since it’s transition from Rock-
castle’s senior services transportation to a 
multi-county provider in 1990. “We’ve always 
been coordinated, right from the start – it’s in 
our name! So, we were a bit confused when 
people from Washington or elsewhere tried 
to explain to us that we should coordinate. 
We feel like we helped invent the whole idea, 
along with other systems here like Federated 
Transportation Services of the Bluegrass in 

http://www.ctaa.org
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Lexington and Louisville Wheels.”
One element Cummins cites as crucial to 

RTEC’s ability to adapt and innovate – par-
ticularly with the addition of the brokerage 
program – has been its integration of tech-
nology along the way. The organization was 
an early adopter of mobile data terminals, 
automatic vehicle locators and paratransit 
dispatching software in the late ‘90s as the 
brokerage came online to help manage the 
volume of calls, coordinate its subcontractors 
and effectively dispatch trips. RTEC en-
hanced and updated these components since 
then, striving to identify technology that was 
flexible enough to meet its needs but not too 

nuanced to prevent new and experienced 
employees from quickly learning how they 
functioned. The agency is currently exploring 
how tablets and smart phone apps might be 
integrated into the system, as well as con-
tinuing to improve its electronic fare gateway 
(EPG) mechanism for riders, which it intro-
duced in 2010.

“There’s no single thing that meets all your 
needs but the only way to not let technol-
ogy consume you is to find solutions that are 
comfortable for your needs and still continu-
ing to seek out new ways to do it better,” says 
Cummins. 

From becoming a regional NEMT broker 

and a technology trend-setter to service in-
corporating a range of options from veterans’ 
mobility to vanpools, there is little that phas-
es an organization as wide-ranging as RTEC. 
Still, there’s always a desire and ability to do 
more, provided leaders at all levels of govern-
ment respond with adequate resources.

“As long as we’ve been doing this, the only 
thing that never really changes is there’s 
always more demand than the resources we 
have available,” says Cummins. “Every day we 
think about how much more we could still do 
and we try to find ways to do as much as we 
can.” 

Greg Seubert – Transit Director, City of Wausau / Metro Ride – Wausau, Wisc.

DigitalCT: What does innovation mean to you and your organization?
 
Seubert: Innovation is the process of reevaluation and adjustment to gain improvement. It means doing things differ-
ently to solve a problem that addresses a need or otherwise add value to the organization.   
 
DigitalCT: Describe one example of how you and your organization have been innovative

Seubert: We have tried to facilitate innovation by engaging the workforce. Employees are far more invested when they 
are part of the process and their ideas lead to improvement. Seeking their input and listening to them also creates a 
positive connection that extends beyond specific initiatives and it improves the overall work environment.  It may be 
humbling when employees come up with great ideas that we would not think of in a million years, but it is great for 
the organization. Employees are a great resource for innovation.
 
DigitalCT: What innovations do you see as emerging or necessary in the future?
 
Seubert: I think mobile devices will continue to change the way we do business.  For larger systems, mobile devices 
will make existing technology more affordable. For small systems unable to justify the cost of technology investment, 
mobile devices are the solution we have been waiting for.

“We have tried to 
facilitate innova-
tion by engaging 
the workforce. 
Employees are 

far more invested 
when they are part 
of the process and 
their ideas lead to 

improvement.”

http://www.ctaa.org
http://www.ci.wausau.wi.us/departments/metroride.aspx
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Summer-Fall 2015

Randall Farwell – Principal, Nelson\Nygaard Consulting Associates – Jacksonville, Fla.

DigitalCT: What does innovation mean to you and your organization?

Farwell: Innovation is seeing new ways to accomplish our goals and objectives more fully. For transportation this 
has meant reimagining service delivery concepts using information to better fit suburban markets with services that 
mimic the more dynamic travel patterns prevalent in the suburbs. 

DigitalCT: Describe one example of how you and your organization have been innovative

Farwell: By recognizing mobility as a means, not an end, and by defining holistic service delivery concepts into ser-
vices that combine programs, providers, across jurisdictions, we have demonstrated the ability to improve access to 
mobility, increase ridership, and increase cost-effectiveness. The application of web based scheduling across a region 
including multiple transit, paratransit, and program providers is an excellent way to facilitate regional mobility with-
out turfism. 

DigitalCT: What innovations do you see as emerging or necessary in the future?

Farwell: The future of mobility must eschew the idea of strictly segregated transit modes, especially in suburban and 
lower density markets. Transit managers need to recognize that by blurring the lines between fixed, flexible, and 
paratransit services, they can penetrate more of the market, increase access to transit, increase systemwide ridership, 
and significantly reduce the overall costs per trip served. Adding real-time apps for customers, using real-time in-
formation, integrating flexible and paratransit scheduling, and partnering with Transportation Network Companies 
(TNCs) are tools for evolving transit, mobility, and transit systems. Transit managers need to understand what they 
can and cannot control and actively manage change. If transit does not evolve quickly we will likely find our com-
munities with two systems: a for profit high quality system for the haves and an underfunded inadequate system for 
the have nots. Our objective is to help define and deploy a transformation whereby public transit and private collabo-
ration will yield better and more cost-effective mobility for all. 

“Transit managers 
need to recognize 
that by blurring 

the lines between 
fixed, flexible, 
and paratransit 

services, they can 
penetrate more 
of the market, 

increase access to 
transit, increase 

systemwide 
ridership, and 

significantly reduce 
the overall costs 
per trip served”

http://www.ctaa.org
http://nelsonnygaard.com/
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Elizabeth Murphy – Communications Director, League of American Bicyclists – Washington, D.C.

DigitalCT: What does innovation mean to you and your organization?

Murphy: Big ideas. Innovative projects are those that push fearlessly into what could be and make it so. To us, in-
novation is coming from all corners of the country, as city leaders, businesses, universities and community members 
take up bicycling as a solution to many problems.

DigitalCT: Describe one example of how you and your organization have been innovative

Murphy: The 2015 National Bike Summit was all about Big Ideas. The Summit is a three-day conference that brings 
together top government officials, members of Congress, leaders from advocacy and industry and many others to 
discuss the latest innovations around bicycling and mobility. The 2015 Summit was particularly focused on coalition 
building with allied sectors and industries, including health, technology, transit and more. The League’s mission is to 
build a bicycle-friendly America for everyone.  We recognize this cannot be done alone – only by working in coali-
tion with others will we reach our goal. Bringing together minds who think and work on mobility at the Summit was 
a great step forward in that effort.

DigitalCT: What innovations do you see as emerging or necessary in the future?

Murphy: There are many innovations coming out of the bike-specific sphere. There are “unstealable” bikes, apps 
that tell you the fastest way to get home (whether that’s by bus, bikeshare, cab, etc.) and fashionable high-vis cloth-
ing. We’re keeping a close eye and researching the emergence of electric bikes in the United States. E-bikes appear 
to have great potential for attracting riders who may not be able to or are uneasy about riding another type of bike. 
We’re also watching technology coming out of the automotive industry, with connected and/or automated vehicles, 
and considering the potential safety benefits to people walking and biking.

“Innovative projects 
are those that push 
fearlessly into what 
could be and make 
it so. We recognize 
this cannot be done 

alone – only by 
working in coalition 
with others will we 

reach our goal.”

http://www.ctaa.org
http://bikeleague.org/
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Karen Estes & Warren Secrest – Transit 
Director & Volunteer-Assisted Transportation 
Coordinator, Knoxville-Knox County  
Community Action Committee – 
Knoxville, Tenn.

As the 2015 recipient of CTAA’s Dr. and Mrs. William and Budd 
Bell Award – recognizing outstanding achievement in meeting the 
needs of seniors and people with disabilities – the Knoxville-Knox 
County Community Action Committee (KKCCAC) embarked on an 
effort to reduce mobility barriers to all people. The result of that 
initiative was a comprehensive and innovative approach to commu-
nications that extends far beyond logos and public meetings. 

Listen to their CT Podcast discussion by clicking on the icon below

“We asked ‘what are your barriers?’ and had reached 
more than 500 people, with the focus on eliminating 

communications barriers, ranging from those who 
couldn’t read to non-English speakers. Technology can 

make it easier to use public transportation.”

http://www.ctaa.org
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=3767&z=132
http://www.knoxcac.org/newweb/
http://www.knoxcac.org/newweb/
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=28&z=2
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=28&z=2
http://web1.ctaa.org/webmodules/webarticles/articlefiles/KnoxACL.mp3
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Brad Patterson – General Manager, Mason Transit Authority – Shelton, Wash.

DigitalCT: What does innovation mean to you and your organization?

Patterson:  Innovation is one of Mason Transit Authority’s Guiding Principles. We constantly explore ways to 
improve. We celebrate inspiration, creativity, initiative and courage in all things to promote a world-class cus-
tomer service experience. Organizations are either moving forward or falling behind.  There is no status quo. 
There may appear to be one when viewed from a very short-term focus, but it will change over time – or ev-
erything around it will have changed.  If we don’t innovate, or bring in someone else’s innovation  – which, in 
my opinion, one of the beauties of public transit is how much we freely share our knowledge and experience, 
we will fall behind.  If you fall behind too far, you become irrelevant and unnecessary.  The taxpaying public 
has choices, and when times are tight, they may (and will) choose to spend their money elsewhere, regardless 
of whether the choice is in the governmental, non-profit, or private sector.  Being innovative not only makes 
us better for those we serve, but it makes us more valuable and easier to support.

DigitalCT: Describe one example of how you and your organization have been innovative.

Patterson: On April 1st, MTA opened that nation’s first Transit-Community Center. This is among the na-
tion’s first Transit-Community Center, according to former FTA Administrator Peter Rogoff, where public 
transit services are being co-located with human service programs, linking public transportation with the 
needs of workers on a community-wide basis. The transportation disadvantaged of Mason County, Washing-
ton now have their county-wide transit hub in a facility that also houses human service agencies that offer job 
training, re-training and placement services, career counseling, job search assistance and technology training 
with a computer lab, teaching kitchens, private businesses that offer on-site job training, coaching, mentoring 
and employment opportunities, and many other programs for community members of all ages. Further, the 
T-CC is centrally located between and only two blocks away from the offices and services of the City of Shel-
ton and those of Mason County.

As a centrally located regional transit hub, reliable & timely access to centers of education and employment 
are being maximized through the increased availability of linked multi-modal options.  Workers are able to 
walk, bike or ride to work as they will be in closer proximity to their jobs or to make transfers to neighboring 
transit systems as well the vastly increased possibility of having an intercity carrier such as Greyhound serve 
Mason County now that the infrastructure will be in place.  As a secure, monitored facility on a one-way road 
with new sidewalks and safe intersections, with a well-marked and lit single bus queue lane where riders can 
have confidence they can get to their job safely and without getting totally wet, it is greatly enhancing the 
rider experience!

“Organizations 
are either moving 
forward or falling 

behind.  There is no 
status quo. There 
may appear to be 
one when viewed 
from a very short-

term focus, but it will 
change over time – or 
everything around it 
will have changed.  If 

we don’t innovate, 
or bring in someone 
else’s innovation  – 

which, in my opinion, 
one of the beauties of 
public transit is how 
much we freely share 
our knowledge and 
experience, we will 

fall behind.”

http://www.ctaa.org
http://www.masontransit.org/
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Mobility is an essential human need, no more or less vital to our existence than clean and safe air, water and food, as well as public safety 
and security. As such, mobility is a quality of life issue, and for those unable to provide their own mobility due to health, age, economic or 
other conditions, public transit can bridge the gap. Likewise, to ensure the well-being and future of our society, we have chosen to provide 
social programs to assist our community citizens in need. Often, those requiring human services rely on transit to get them there. This 
project efficiently & effectively integrates the delivery of transit and community services through having transformed a 1956 Armory into a 
regional, multi-modal, fully accessible, intergenerational transit-community resource center.

The Transit-Community Center provides a variety of transit services including a covered waiting area, public restrooms, local & regional 
transit information, lost & found, bus pass sales, bike lockers and other customer services. Other opportunities and services that are in or 
coming to the T-CC through its many developing partnerships include various educational offerings, leadership training, opportunities for 
volunteerism, a farmer’s market, veterans assistance, and a Temporary Assistance to Needy Families (TANF) office for the Skokomish & 
Squaxin Island tribal nations. The T-CC will also act as a disaster relief shelter and provide space for public gatherings, meetings and confer-
ences.

The T-CC concept was developed by a coalition of local agencies and transit activists and has been strongly supported by city & county com-
missioners and state legislators.  MTA’s partners in this project include the FTA, the State of Washington, City of Shelton, Mason County 
& Health Department, Shelton-Mason Chamber of Commerce, Educational Service District #113, Work Source, Olympic College, and the 
many local businesses & citizens of Mason County who have bought donor pavers. All are very excited about the economic development this 
project is generating. It is the firm belief of the City of Shelton that the T-CC will be the catalyst for the revitalization of downtown Shelton.

DigitalCT: What innovations do you see as emerging or necessary in the future?

Patterson: I see the merging of general public and school bus transportation systems being a significant opportunity for fiscal efficiency 
coming to small urban and rural transit.  Large urban systems already do this to a fair degree, due to the scale of service delivery needed to 
support a high population density already being in place and being used by more and more school districts to reduce their transportation 
costs.  It is certainly more challenging for smaller systems in areas of low population density when there are fewer resources (buses) and the 
riders are widely dispersed.  However, when I see a fleet of yellow buses parked except between 6:00 - 9:00 am & 2:00 - 5:00 pm on school-

(click on the images below to watch videos on the planning, construction and dedication of the Transit-Community Center)

http://www.ctaa.org
http://www.masontransit.org/tccabout
https://vimeo.com/129622507
https://www.youtube.com/watch?v=53VPBTa-ucM
https://www.youtube.com/watch?v=npxpxgSDCmA
https://www.youtube.com/watch?v=BbR-WNZBlhE 
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days (parked during summers and holidays), 
I see opportunity.  When I know that there 
is an administrative, dispatching, operations 
and maintenance team supporting that ef-
fort, just as there is supporting our public 
transit effort, I see potential duplication.  I 
believe there is an opportunity for fiscal ef-
ficiency here.  The question is, how do we 
innovate to deal with simultaneous peak pull 
times?

MTA has had an innovative partnership for 
many years with the Shelton School District 
Cooperative called the “After School Activ-
ity” (ASA) Bus, where MTA contracts with 
the District to supplement our general pub-
lic after school service.  That is a start!  If 
someone out there has already innovatively 
cracked this nut, please let me know!

Ann August, CCTM – Executive Director, Birmingham-Jefferson County Transit 
Authority – Birmingham, Ala.

DigitalCT: What does inno-
vation mean to you and your 
organization? 

August: Innovation to the 
BJCTA means, improving 
processes through means and 
methods, which may have 

already been tried and tested in the indus-
try; however, we may not have it yet. It also 
means not doing things the same way, being 
innovative in our thoughts and actions.

DigitalCT: Describe one example of how 
you and your organization have been
innovative.  

August: The BJCTA has been innovative in 
many ways over the past few years. We’re 
is the first in the southeast to have a pilot 
project of a hydrogen fuel cell bus, which 
went into operation in April 2014. It is a 
collaborative effort between the BJCTA, the 
University of Alabama at Birmingham, the 
FTA, the Center for Transportation and the 
Environment and several other entities. 
• We began an accredited maintenance 

apprenticeship program that began in 
2013. This was a collaboration between 
the BJCTA, ATU Local #725, Lawson 
State Technical College, and the Depart-
ment of Labor. The apprentice must be 

enrolled in Lawson State, take the ac-
credited courses necessary to participate 
in the program, in order to work with the 
BJCTA. We have five apprentices in the 
program.

• As of May 2015, the Authority is paper-
less with our Board of Directors’ monthly 
board packets. The board and senior staff 
now use tablets with specific software, 
to upload documents to tablets for the 
board committee meetings and board 
meetings. This process have saved a lot 
of staff hours, cost of reproducing docu-
ments, and saved some trees too.

• We’re in collaboration with the City of 
Birmingham to complete its Intermodal 
Transit Center and terminal projects by 
October 2016; which will include, Am-
trak, Greyhound and Mega Bus.

• The BJCTA changed its strategy, re-
garding expanding its partnerships base 
within the business and faith based com-
munities.  The senior staff and customer 
services department attend many more 
events than ever before, to ensure that 
the transit message is consistent.  The 
staff have participated in the UAB Sus-
tainable Smart Cities Symposiums over 
the past few years that is a collaboration 
among several different entities from 
the National Center for Transportation 
systems Productivity and Management 

“BJCTA’s comprehensive 
plan is to connect as 

many parts of the city 
as possible, all while 

creating a vibrant city 
center, where individuals 

will never have to use 
their cars downtown.”

http://www.ctaa.org
https://www.bjcta.org/
https://www.bjcta.org/


www.ctaa.org CONTENTS 22

(NCTSPM); IBM; Alabama Power (A 
Southern Company); USDOT and Staf-
fordshire University.

• And we recently initiated placing wi-fi 
on its vehicles, along with cameras; with 
additional plans moving forward to install 
MDTs, APCs, and AVLs and stop enun-
ciation equipment on vehicles between 
November of 2015 and June 2016.

DigitalCT:  What innovations do you see as 
emerging or necessary in the future?

August: The BJCTA in collaboration with 
the city of Birmingham and the Regional 
Planning Commission/MPO have already 
begun developing plans to initiate its BRT 
and Downtown Circulator projects. This is 
part of the city’s and BJCTA’s comprehensive 
plans to connect as many parts of the city 
as possible, all while creating a vibrant city 
center, where individuals will never have to 
use their cars downtown.

The Authority is also moving forward to place 
electric charging stations within its intermo-
dal center parking lot. We are also reviewing 
options of getting a couple of electric non-
revenue vehicles as well. 

Finally, the BJCTA is also moving forward re-
viewing innovative shelter designs that would 
have lighting and real time bus stop informa-
tion for our passengers.

Bob Holmes – Partner, Nexus Consulting – Washington, D.C.

With more than six years of experience as a political consultant 
in Washington, D.C. – and time spent before that as policy and 
legislative staff to members of Congress, Bob Holmes works with 
CTAA’s Small Urban Network (SUN) as well as our 2010 Urban 
Transit System of the Year recipient – the Northern Arizona Inter-
governmental Public Transportation Authority (NAIPTA) in Flagstaff 
on a range of issues important to small urban transit providers, 
including the Small Transit-Intensive Cities (STIC) program.

Listen to his CT Podcast discussion by clicking on the icon at left.

“Our message really hits home when they see and talk to 
their constituents, because that’s who they’re accountable 
to. And it’s no secret how to make a difference: keep in 

contact. Invite them to visit your operation.”
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The Transit Cooperative Research Program (TCRP) 
is sponsored by the Federal Transit Administration.
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Dave Harris  – Transit Bureau Chief, New Mexico 
Department of Transportation – Santa Fe, N.M.

DigitalCT: What does innovation mean to 
you and your organization? 

Harris: Most simply put, innovation to me is 
leaving behind the obsolete and embracing 
the new. There’s a thoughtful pragmatism that 
needs to be applied, and a persistence to con-
stantly challenge established ideas and educate 
yourself, staff and the public in order to boost 
performance and push progress into the future.  

DigitalCT: Describe one example of how you 
and your organization have been innovative.

DigitalCT: What does innovation mean to 
you and your organization? 

Harris: Most simply put, innovation to me is 
leaving behind the obsolete and embracing 
the new. There’s a thoughtful pragmatism that 
needs to be applied, and a persistence to con-
stantly challenge established ideas and educate 
yourself, staff and the public in order to boost 
performance and push progress into the future.  

DigitalCT: Describe one example of how you 
and your organization have been innovative.

Harris: In a State where public transit is 
relatively new, we have really focused on assist-
ing Regional Transit Districts (RTDs) to suc-
ceed here in New Mexico, and cultivating the 
networks and relationships to support them. 

“Innovation to me is leaving behind 
the obsolete and embracing the new. 
There’s a thoughtful pragmatism that 

needs to be applied, and a persistence 
to constantly challenge established 

ideas and educate yourself”

When a local champion emerges to establish or 
grow an RTD, I believe it is essential for us to 
provide them the technical and policy support 
tools necessary. 

DigitalCT: What innovations do you see as 
emerging or necessary in the future?

Harris: In New Mexico, we do not have the 
funding to ride the crest of the technology 
wave, but we can thoughtfully choose the 
best-suited and proven ones. By doing this, it 
not only provides the practical benefits of the 
technology to the agencies and the public, but 
it also sends the powerful message that New 
Mexico has public transit that is here to stay 
and it deserves the tools that they have in more 
transit-rich states.

www.ctaa.org/training

http://www.ctaa.org
http://dot.state.nm.us/en/Transit_Rail.html
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Jana Lynott, AICP – Strategic Policy Advisor, American 
Association for Retired Persons (AARP) – Washington, D.C.

Digital CT: What does innovation mean to you in the context of older Americans?

Lynott: AARP as an organization has a long history of facilitating innovative policies and pro-
grams that support people 50 and older and their families. Of late, our CEO Jo Ann Jenkins 
has been pushing staff to get outside the comfort zone to find ways to help our 37 million 
members and other older adults realize their greatest potential. When I think of this direc-
tive in the context of my work as AARP’s transportation policy advisor, I quickly realize that 
individuals stand a much better chance of realizing their potential when they live in support-
ive, livable communities. Transportation is the connector of people to the things they wish to 
accomplish. 

Digital CT: What examples are you aware of in how programs and services have im-
proved livability for older persons?

Lynott: We have compiled several examples in our Weaving It Together: A Tapestry of Transpor-
tation publication we published in April, 2013. At the heart of improving livability are a num-
ber of key data points:

• 1 in 5 people 65+ in this country do not drive, and in some parts of the country, like the 
rural south, that number is closer to 1 in 3. 

• Median income of older non-drivers 65+ is $19,000 per year, compared with $36,000 of drivers
• More than 60 percent of older non-drivers report a medical condition that makes travel difficult
• One of the fundamental facets of livability is being able to stay socially and civically en-

gaged in one’s community. If you don’t drive and can’t walk more than a few blocks, how 
are you going to get to the coffee shop to visit with your friends? The hairdresser? The 
doctor’s? The grocery store? 

• Older non-drivers take +200 million trips/year on specialized transportation:
• 5 percent of all trips by older non-drivers were on specialized public transportation
• 59 percent of all public transportation trips taken by older non-drivers were on specialized 

transportation

Digital CT: Specifically, how do the kinds of mobility options offered by community & public 
transportation providers impact livability?

“Individuals stand a 
much better chance 

of realizing their 
potential when they 
live in supportive, 

livable communities. 
Transportation is the 
connector of people 

to the things they 
wish to accomplish.”

http://www.ctaa.org
http://www.aarp.org/ppi/
http://www.aarp.org/ppi/
http://www.aarp.org/ppi/issues/livable-communities/info-2015/weaving-it-together-transportation-funding-for-older-adults-AARP-ppi-liv-com.html
http://www.aarp.org/ppi/issues/livable-communities/info-2015/weaving-it-together-transportation-funding-for-older-adults-AARP-ppi-liv-com.html
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Lynott: As I just mentioned, mobility op-
tions connect people to their communities. 
Mobility options connect workers of all 
ages to employment—and personal income 
is a huge economic driver in communities. 
Third, and here is where I see some of the 
most exciting innovation happening, is where 
public transportation providers see their role 
as being much bigger than providing rides, 
but weaving themselves into the economic 
development strategies of their communi-
ties, through TOD – and I’m not just talking 
about TOD in urban areas, it’s happening in 
small towns as well. 
 
A few years back, DigitalCT published an 
article on LaCrosse, Wisconsin’s new down-
town transit center (Grand River Station) – a 
beautifully designed vertical, mixed use cen-
ter that brings its local and intercity transit 
routes together with retail, office and hous-
ing. And you know what? LaCrosse scores 
very well in AARP’s Livability Index (#1 most 

livable small city in America), in part because 
of how its mobility options are woven into the 
land use patterns of the community. 

Digital CT: Jana, talk a little bit about 
AARP’s Livability Index

Lynott: One of AARP’s recent innovations is 
our new Livability Index. We encourage your 
readers to check it out, as it can be a great 
advocacy tool to help local leaders under-
stand livable communities and the important 
role public and community transportation 
plays in fostering livable communities. 

This Index includes 60 indicators of livability, 
pulled primarily from public data sets. We 
measure every community and every neigh-
borhood in the United States—both urban 
and rural. Includes indicators across the 
categories of housing, neighborhood, trans-
portation, environment, health, engagement 
and opportunity. 

In addition to our transportation indicators, 
there are also indicators under neighbor-
hood, heath and other categories of livability 
that are very much interrelated with mobility, 
such as the number of jobs accessible within 
a 45-minute transit commute and opportuni-
ties for exercise.

Digital CT: What metrics can help com-
munities identify mobility needs that could 
lead to innovation?

Lynott: Obviously we like the indicators we 
chose for our Index. Beyond that I think we 
need to think like policy makers when iden-
tifying measures. Fleet statistics don’t cut it. 
As a policy influencer, I need to be able to 
show Congress and local and state elected 
officials, a visual representation (ie, map of 
where public transportation services exist – 
ideally, down to the neighborhood) and where 
they don’t. I need more data, especially for 
rural areas, on the positive economic impact 
public transportation investment is having 
in those communities. It’s one thing to say, 
“we’re an efficient transit system, our farebox 
recovery ratio is x or our operating cost/trip is 
y”, but as public transportation needs public 
subsidies to deliver superior service, these 
stats are often not viewed as very convincing 
among more conservative policy makers. But 
if you can tie your service to helping spur real 
estate investment around your transit center, www.ctaa.org CONTENTS 25

A Home for Coordinated Mobility

By Rich Sampson

The Infrastructure of Coordination

In La Crosse, Wisc., – pop. 51,000 – coor-
dination has taken the form of a multimodal 
transit center designed to both improve local 
mobility and anchor local downtown revital-
ization efforts.

In many instances, coordination is consid-
ered primarily a process of bringing together 
different modes of mobility options to pro-
vide better service and improve efficiency. 
And while these approaches are a fundamen-
tal aspect of well-coordinated transportation 
networks, the integration of those serves into 
a larger community framework is equally es-
sential. In La Crosse, Wisc., that process of 
collaboration has produced not only a transit 
center where many modes of travel come to-
gether, but also a location where people can 
also work, shop and live. 

La Crosse leaders and transit officials had 
been considering a new transit facility for 
more than a decade where the eight routes 
of the city’s Municipal Transit Utility (MTU) 
could come together to better facilitate 
transfers and provide links with other trans-
portation options such as intercity bus, taxis 
and bicycle and walking paths. However, as 
plans were formulated and investment tar-
geted, those leaders considered if the project 
could serve a larger purpose in strengthening 

their community.

Working with community representatives, 
business leaders, developers and city offi-
cials, the MTU returned with a more expan-
sive vision for a new transit center – one that 
not only incorporated multimodal transpor-
tation connections but would also include 

commercial, retail and residential compo-
nents to form a dynamic center of activity 
for the region. Targeting land that formerly 
served commercial and retail uses border-
ing the warehouse district in the northwest 
corner of the city, plans emerged for what 
would become Grand River Station, named 
for the mighty Mississippi River just blocks 

Grand River Station grew out of plans for a transit facility that now includes retail space and residential units.

Previous Page Next Page
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http://www.aarp.org/ppi/issues/livable-communities/info-2015/livability-index.html


www.ctaa.org CONTENTS 26

or to job creation becausec you will get employees to new job sites, 
then you stand a much better chance to succeed in obtaining fund-
ing. Also, tie your service to lowered health costs in the community 
because people could make it to preventive health appointments.  

Digital CT: What do you think the future holds for innovative liv-
ability and mobility for all people?

Lynott: The future I see for the transportation sector, is that rural ar-
eas will realize the benefits of new technologies the way urban areas 
are realizing that now. The vision that I, and others, hold is that an 
individual will be able to input their origin and destination into their 
smartphone, be offered a set of choices for how to get from A to B, 
and be able to schedule a ride real time. That choice could be a very 
cost-effective $2 trip on a fixed-route bus, a more expensive $10 trip 
on the demand responsive bus that picks me up in front of my home, 

or the very private ride in a taxi or transportation network company. 

I want to see the Google Transit Flex Spec, or a comparable technolo-
gy, implemented so that the demand responsive public transportation 
system from across America can be uploaded into Google transit…
Who benefits?

• Anyone from rural and suburban America looking to get from A to 
B

• Transit systems – huge new market. We hear time and again from 
rural residents that they have no transit, when in fact they do.

• AARP and the users of our Livability Index. I will upload this into 
our Livability Index and then communities will be fairly scored for 
the actual transit service they provide. 

There’s Nothing More Innovative Than 
Good, Effective Communications
The CTAA Communications Corps can help you with: 

• Developing a Strategic - and Manageable - Communications Plan

• Building an Organizational Social Media Strategy

• Crisis Communications

• Web Site Honing and Cleaning

• The Transit Image Makeover

• Catching the Digital Wave 
• The Branding and Logo Development Team

Learn more by calling 
202.247.1921 or emailing CTAA’s 
Scott Bogren at bogren@ctaa.org

http://www.ctaa.org
https://developers.google.com/transit/gtfs/?hl=en
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Himanshu Bhatnager, D. Sc. – Founder, HB Software Solutions – Lowell, Mass.

DigitalCT: What does innovation mean to you and your organization?

Bhatnager: Innovation means bringing greater business value, cost-effectively, and on a recurring basis to 
our customers. I think that the majority of the technology in the transit industry is outdated or outmoded, 
yet newer technologies are being brought – reluctantly perhaps – to recoup earlier investments. The point is 
providing the maximum number of rides to the maximum number of people. 

DigitalCT: Describe one example of how you and your organization have been innovative.

Bhatnager: We have brought several industry firsts for the past 12 years, including an on-line transportation 
marketplace (2003), competitive bidding (2003), tablet- (2007) and smartphone-based AVLs (2004), and 
more recently web-based electronic fare cards (2012),  text my ride (2012), hosted IVR systems (2013), and 
now do-it-yourself annunciation systems (2014). Each year we invest a big portion of our earnings in research 
and development and hence continue to innovate the solutions we bring to the market. Our continuing goal 
is to evaluate advances in underlying technologies and then replace existing technologies with new ones. In 
today’s environment, we have the ability to create what I call useful competition that offers choice to both 
transportation providers and customers. Choice and competition are powerful tools in the future of the public 
and community transportation industry.

 
DigitalCT: What innovations do you see as emerging or necessary in the future?

Bhatnager: Transportation has to become affordable and more available, and the innovations we see are in 
the direction of communities taking charge of their transportation and demanding lower cost, highly available 
transportation from the suppliers - government or private. We believe the technology is in place for this trans-
formation to take place. We need time and investment and we’ll make choice available to communities. The 
twin objectives of technology driven and community centric solutions are the future and where the real value 
of technology in transit will be found. 

“Transportation has to 
become affordable and 
more available, and the 
innovations we see are 
in the direction of com-
munities taking charge 
of their transportation 
and demanding lower 
cost, highly available 

transportation from the 
suppliers - government 
or private. We believe 
the technology is in 

place for this transfor-
mation to take place.”

http://www.ctaa.org
http://www.hbssonline.com/
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For many students in urban planning, the 
model of the Rossyln-Ballston corridor in 
Arlington County, Va., is literally a textbook 
example of how to merge innovative mobility 
options with dynamic zoning, incentives and 
other tools of transit-oriented development. 
As we reported in the 19th edition of our sis-
ter publication – RAIL Magazine – in 2007, 
the corridor constitutes only 7.6 percent of 
the county’s land area but produces more 
than 32 percent of its property taxes through 
more than $10 billion in development since 
the Washington Metropolitan Area Trans-
portation Authority’s (WMATA) Orange Line 
Metro Rail line opened in 1979. 

But what does all that mean for a smaller 
urban area – let alone a rural community – 
where subway lines will never reach and rep-
licating Arlington’s strategies sounds no more 
likely than modeling Amsterdam’s seemingly 
urban paradise. We stopped by for a visit 
with Dennis Leach, the county’s Transporta-
tion and Development Director within its 
Department of Environmental Services, who 
shared how Arlington’s approach works in 
communities of all sizes. Actually, that’s the 
secret to it’s success, both within Arlington 
and beyond.

“Our motto is all about making it easy for 

Dennis Leach – Transportation and Development Director, Department of 
Environmental Services, Arlington County – Arlington, Va.

By Rich Sampson

people and giving them as many travel op-
tions as we can,” says Leach, who oversees 
the county’s intricate transportation network, 
including its bus system, Arlington Transit 
(ART) and works closely with other depart-
ments, WMATA, Capital Bikeshare, car-shar-
ing providers and other entities to coordinate  
Arlington’s overall mobility strategy. “We 
always have residents or workers entering 
or leaving the county and it all has to work 
together. Our system has be easy to use and 
understand and having a multitude of ways 
people can get where they need to go.”

That perspective is just as crucial in all 
communities across the county, not just the 
high-density commercial districts such as 
the Rossyln-Ballston corridor or its counter-
part on Metro’s Blue and Yellow Lines, the 
Route 1 corridor in the Pentagon City and 
Crystal City commercial districts. In what 
it calls urban villages – such as Shirlington, 
Westover, Columbia Pike and Cherrydale – 
the county’s approach to sustainable living 
is even more essential where expensive rail 
projects are not feasible. Incorporating fre-
quent and affordable bus and small vehicle 
transit service – operated by both WMATA 
and ART – along with walkable and bike-
able streets, mixed-use development with 
residential, retail and commercial aspects 

and supplemental mobility elements like car-
sharing and bikesharing are the hallmarks of 
innovation that has become known as The 
Arlington Way.

“We work to replicate the ideas that made 
Rosslyn-Ballston a success at the appropri-
ate scale throughout the county,” says Leach.  
“The levels of development allowed in each 
setting have to be based on the needs and 
priorities of those who live and work there 
already and how much more they’re will-
ing to accommodate. Then you pattern the 
infrastructure – bus routes, sidewalks, devel-
opment parcels – to respond to those prefer-
ences.”

If that sounds easier said than done, that’s 
accurate according to Leach and his col-
leagues. It requires early and regular input 
from the community, ranging from tradi-
tional community meetings to one-on-one 
discussions with business owners, commu-
nity groups, elected officials and government 
entities. 

http://www.ctaa.org
http://web1.ctaa.org/webmodules/webarticles/articlefiles/rail/rail19/Washington_Metro.pdf
http://www.wmata.com/
http://www.wmata.com/
http://departments.arlingtonva.us/des/
http://www.arlingtontransit.com/
https://www.capitalbikeshare.com/
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“Partnership should precede proposals,” 
says Leach, meaning that ideas, concerns 
and vision needs to be a shared process be-
fore any renderings are drawn and certainly 
before construction crews arrive to install a 
new bike lane or prepare utilities for a new 
mixed-use development.  “We look holistical-
ly at a site and a neighborhood, both histori-
cally and its trends in the future. It’s the step 
that our residents and businesses expect us 
to take in good faith.”

Achieving buy-in ahead of detailed plan-
ning work has produced a shared set of 
priorities that generally encompass the entire 
county. That includes greater use of ART 
service – which enjoys ridership five times 
greater than it was a decade ago – along with 
a desire and willingness by both residents 
and out-of-county workers to become less 
car-dependent. Arlington’s Car-Free Diet ini-
tiative – which Leach’s department oversees 
– stresses a range of ways to travel without 
a car. It partnered with the neighboring 

District of Columbia to develop the Capital 
Bikeshare network, the nation’s largest until 
New York City’s Citi Bike emerged in 2013 
and was an early adopter of carshaing pro-
grams, currently ranking as Virginia’s largest 
carsharing market. 

In addition to ensuring a plethora of op-
tions are available for mobility independent 
of automobiles, Arlington also prioritizes easy 
and accessible information to help travelers 
make the best possible decisions on how and 
when to make their trips happen. The county 
works with a range of mobility providers – 
WMATA, ART, Capital Bikeshare, transpor-
tation network providers – to offer real-time 
information displays at key mobility nodes, 
including Metrorail stations, high-frequency 
bus stops, as well as at county offices, col-
leges and retail centers. 

The Department of Environmental Services 
coordinates this work though its Mobility 
Lab transportation demand management 
initiative, which seeks to reduce trips from 
roadways and explore mobility solutions. 
In 2012, Mobility Lab helped to design an 
open-source software platform for mobility 
information screens for specific locations, 
displaying real-time arrival and departure 
times for Metro Rail and Bus and ART as 
well as availability of bikes at nearby Capi-
tal Bikeshare stations. Since then, Mobility 
Lab has hosted an annual hack day, helping 
independent programmers adapt the concept 
for their own establishments.  A number of 
apartment and condominium complexes – as 

http://www.ctaa.org
http://www.carfreediet.com/
http://mobilitylab.org/
http://mobilitylab.org/
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well as restaurants and retail stores – offer their own versions of mo-
bility information screens as a service to their residents and custom-
ers.

“It comes down to viewing these options as complementary, not 
competitive with each other,” says Leach. “When displaying all these 
services as equal possibilities – especially visually with information 
screens – we get away from the modal dichotomies that make car-
free mobility less appealing.”

The county’s cohesive approach to mobility has allowed Arlington 
to be nimble in response to challenges, both small- and large-scale, 
natural and man-made. When a massive winter storm with blizzard 
conditions struck the Washington region in early February 2010 – 
referred to locally as Snowmageddon – many Arlington businesses, 
organizations and institutions were able to remain open or re-open 
quickly due to easy access to available transportation options as well 
as ongoing Metrorail service on WMATA’s Orange and Blue lines 
through the county. 

At the same time, its array of travel options have allowed places 
like Crystal City to withstand substantial job shifts in military and 
defense contracting personnel related to the Defense Base Closure 
and Realignment Commission’s (BRAC) decisions to focus activity at 
Fort Belvoir in adjacent Fairfax County. The gradual shift to Belvoir 
beginning in 2005 has meant diversification of properties to not only 
attract new businesses but also adapt office buildings to residential 
and retail use. Attracting those audiences requires non-traditional 
ways to reach jobs and housing – resources Arlington excels in – as 
well as proactive engagement with developers, requiring plans for 
transportation access and community services well before contrac-
tors are hired and space is leased. 

“If we have to respond to decisions that have been made, it’s al-
ready too late,” Leach says, noting strong support from the County’s 
elected board allows his department to do the work in engaging de-
velopers in the planning and approval process. “We want to leverage 

the infrastructure and assets we already have in place and retrofit as 
needed.”

For a jurisdiction that emphasizes innovation, the question of what 
is next  can never be fully resolved. During our discussions at the 
department’s offices, Leach notes the potential role of transportation 
network companies and other transportation technology providers —
which could fill crucial gaps in the transportation network, he says.  
Transportation also has a role to play in addressing the ongoing chal-
lenge of affordable housing in the community since transportation 
is generally the second largest household expense after housing. And 
while those and other questions will require innovative responses by 
mobility advocates, governmental leaders and transit professionals, 
none are as essential as retaining a perspective of providing respon-
sive options.

“It’s about the art of layering,” says Leach. “Nothing will work for 
everyone but if there’s enough services available, something will 
meet their needs.” 
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Community Transportation
EXPO 2016

INNOVATION IN ACTION
Portland, Ore.

May 22 - 27, 2016 

Mark Your Calendars Today!
www.ctaa.org/expo

http://www.ctaa.org
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Albert Eby & Megan Matheny – Executive 
Director & Director of Planning, 

Cape Fear Public Transportation Authority 
– Wilmington, N.C.

Seeking to improve responsiveness to unmet 
mobility needs in the Cape Fear region during 
and following the 2008 economic downturn, 
the agency – which operates The Wave public 
and community transportation service – es-
tablished the Making Waves Foundation. The 
independent nonprofit organization works 
with community groups and social programs 
to ensure area residents have access to The 
Wave’s services. 

Listen to their CT Podcast discussion by 
clicking on the icon below to find out how they 
made it happen.

“Our main goal was to 
ensure no one was falling 
through the gap. It was a 
great sense of relief when 
we knew these needs were 

being met.”

Rick Wood –  President & CEO, CHK America –Santa Barbara, Calif.

DigitalCT: What does innovation mean to you and your CHK America?

Wood: Our focus has always been communicating public transportation 
service data to the customer in the clearest, simplest, most effective 
manner. Over the years, we have refined that messaging and the tech-
niques used to convey complex service information in a way that people 
in a cognitively demanding environment can understand and for which 
they can make informed decisions regarding their options. Based on our 
research, we developed the 8 Second Rule which provides a threshold 
for communicating with a customer. Simply put, customers only allow 
8 seconds to engage with a piece of information. In that time they must 
begin receiving useful answers to their questions or they will become 
frustrated, resulting in customer anxiety or dissatisfaction. The 8 Sec-
ond Rule applies not only to service information but also to the aesthet-
ics and delivery method of the information. That’s why CHK has spent 
significant time and resources developing infrastructure solutions to 
make sure the information is approachable, engaging, and easily dis-
cernible.
 
The next step in the innovation process involves delivery of information 
in digital form using cutting edge technology. 
 
DigitalCT: Describe one example of how you and your organization 
have been innovative.

Wood: The most important stage of the riders’ decision making process 
is at the stop or at the connection point whether that’s a rail station, 
transit hub or just a busy bus stop. Clearly communicating at this point 
is critical in the deployment of an effective transportation network. We 
have developed digital solutions for the most cognitively demanding 
situations. The first product is the ConnectPoint® Interactive Kiosk. 
It has three core modules all of which address a separate fundamental 
requirement of customers – Next Departure, Route Details and Trip 

“Customers 
want the 

information 
provided 

to them at 
the point of 
departure 
in an easy 

to read and 
understand 
(within 8 
seconds) 

presentation 
that they feel 

they can trust.”

In addition to Rick’s
thoughts here, 

listen to his CT Pod-
cast discussion.

http://www.ctaa.org
http://www.wavetransit.com/
http://web1.ctaa.org/webmodules/webarticles/articlefiles/WaveFoundation.mp3
http://chkamerica.com/
http://ctpodcast.blogspot.com/2015/05/rick-wood-president-ceo-chk-america.html
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Planning. It is presented in a pleasing, intuitive manner and encourages the rider to interact with the transit system. The next product CHK 
America has recently launched is our ConnecPoint® Digital Bus Stop. We have developed a battery and/or solar powered information de-
livery system that delivers “up-to-the-minute” next departure information, schedule data, rider alerts or any other appropriate messaging. 
Plenty of studies have indicated that riders do not want to interact with their phones at the bus stop as it seems to cause undue stress as 
they feverishly attempt to click through screens to get transportation information that they need in the moment. Rather, customers want the 
information provided to them at the point of departure in an easy to read and understand (within 8 seconds) presentation that they feel they 
can trust. We are providing that service. 
 
DigitalCT: What innovations do you see as emerging or necessary in the future?
 
Wood: We expect to see increased delivery of digital information is a variety of formats and mediums. The information provided by public 
transportation agencies will have to be more and more accurate and dependable as more customers transition to digital delivery of the ser-
vice information. As the population continues to urbanize, the smart city model of complete connectivity will be an ever growing facet of 
everyday life.

Steve Fittante – Director, Local Programs, New Jersey Transit Corporation – Newark, N.J.

DigitalCT: What does innovation mean to 
you and your organization? 

Fittante: Innovation is the process of re-
sponding to the changing mobility environ-
ment. In community transit, it means using 
the changes in the demographics of trip de-
mand, advances in technology and account-
ing for new provider and customer relation-
ships to arrive at mobility solutions that meet 
customer needs given the available financial 
resources.

Digital CT: Describe one example of how 
you and your organization have been
innovative.

Fittante: One example of innovation has 
been the recognition that the increasing 

demand from a growing senior population 
living in rural and suburban areas that has 
been accustomed to having the automobile 
as their primary source of transportation but 
remembers when in their youth they used 
public transportation for local trips. Serving 
these senior populations requires services 
that are both convenient and enable them 
to access the range of destinations that they 
were accustomed to reaching by auto. These 
constraints along with financial subsidy 
limitations have necessitated the develop-
ment of services that allow the individual to 
access local services that offer a curb-to-curb 
feature while enabling them to conveniently 
access regional traditional transit. Designing 
route deviation services that do not require 
advance reservation,  provide connections 
to regional services at transfer points with 

“In community transit, 
innovation means using the 

changes in the demographics 
of trip demand, advances in 
technology and accounting 

for new provider and 
customer relationships to 

arrive at mobility solutions 
that meet customer needs 

given the available financial 
resources.”

http://www.ctaa.org
http://s-rides.njtransit.com/
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minimal wait time and can be developed at 
lower operating costs than traditional transit 
services is an innovation that will need to be 
replicated.

DigitalCT: What innovations do you see as 
emerging or necessary in the future? 

Fittante: Working with Uber- and Lyft-type 
services to provide low-cost access to tran-
sit is an emerging innovation that will need 
to be replicated in the future. The ability to 
provide these taxi type services that are af-
fordable for moderated income populations 
and being able to craft subsidy arrangements 
to make those services even more affordable 
will be a key to meeting the growing tran-
sit dependent demand in areas not served 
directly by traditional transit.

SUN
SUN small urban network

SUNsmall 
urban 
network

SUNsmall
urban
network

SUNsmall
urban
network

CTAA’s Small Urban Network is forming right 
now! If you represent a transit operation in a 
small-urban community, please contact Scott 
Bogren at bogren@ctaa.org and be sure to get 
on our SUN mailing list. The first full meeting of 
the SUN will take place on September 5. Stay 
tuned to the CTAA FastMail for the lastest de-
tails. 

CTAA’s Small Urban Network is working to 
support innovative small-urban transit 
providers and improve federal transit 
legislation and policy for smaller cities, 
particularly to restore bus capital investment 
and grow the STIC program. If you represent 
a transit operation in a small-urban 
community, please contact Scott Bogren at 
bogren@ctaa.org and be sure to subscribe 
to our SUN mailing list at www.ctaa.org/sun. 

http://www.ctaa.org
http://www.ctaa.org/sun
mailto:bogren%40ctaa.org?subject=SUN%20Membership
http://www.ctaa.org/sun
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Where’s Transit Notes?
Many long-time readers of Community Transportation Magazine — in both its print and digital formats — might recognize that this is 
the first edition of the publication in more than a decade to not include a Transit Notes section. This is no oversight. CTAA now pro-
vides both daily and bi-monthly collections of national transit news and notes in its twitter feed and FastMail e-newsletter, respectively. In oth-
er words, you don’t have to wait for the next edition of DigitalCT to get the community and public transportation news coverage you’ve come 
to expect from us. Just follow @CTMag1 on twitter or subcribe for free to FastMail right on the CTAA website homepage at www.ctaa.org. 

http://www.ctaa.org
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About Us

New Benefits for Members! 
Join Today!

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

•	 New Certified Safety and Security 

Manager (CSSM) Training

•	 Access to the Insurance Store at 

CTAA

•	 The Latest Policy Analysis and an 

Effective Voice in Washington

•	 Discounted PASS Driver Training 

and Certification

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

ABOUT US

Community Transportation Magazine is the voice of the Community Transportation Association, a national 

association dedicated to making mobility alternatives available to all Americans. The Association’s Board 

of Directors provides national leadership and direction for the Association. The Board relies on the special 

expertise of its State and Tribal Delegate Council to assist in their important efforts.

OUR BOARD OF DIRECTORS:  Rochelle Cotey, President; Bill McDonald, Vice President; Moses Stites, 

CCTM, Treasurer; Dr. Fred Schmidt, Secretary; Charles Carr; Barbara Cline, CCTM; Ann Gilbert; Santo 

Grande, CCTM; Jo Ann Hutchinson; Robert P. Koska; Dave Marsh; John McBeth; William McDonald; Elaine 

Wells; Fred Schmidt, PhD.; David White, CCTM and William Osborne. Ex-Officio Directors: Dan Dirks 

CCTM; Reginald Knowlton, CCTM; Richard Doyle; Roland Mross

OUR STATE & TRIBAL DELEGATE COUNCIL: Alabama • Taylor Rider; Alaska • Casey Anderson; Arizona • 

Jeff Meilbeck;  Arkansas • Ken Savage;  California • Ron Hughes;  Colorado • Hank Braaksma, CCTM; Con-

necticut • Mary Tomolonius; Delaware • Ken Bock, CCTM; Florida • Steve Holmes; Hawaii • Harry Johnson; 

Georgia • Butch McDuffie; Idaho • Kelli Fairless; Illinois • Tom Zucker, CCTM;  Indiana • Rebecca Allen, 

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

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

Ngethe;  Michigan • Dan Wedge;  Minnesota • Mike Ness;  Mississippi • John Johnson;   Missouri • Dorothy 

Yeager, CCTM;  Montana • Ron Wenger;  Nebraska • Charles McGraw;  Nevada  • Debbie Dauenhauer;  

New Hampshire • Van Chesnut;  New Jersey • Carol Novrit, CCTM; New Mexico • David Harris, AICP;  New 

York • Damon Mustaca, CCTM; North  Carolina • Randy Bass;  North Dakota • Dale Bergman;  Ohio • 

Kristina Reider, CCTM;  Oklahoma • Charla Sloan, CCTM;  Oregon • Doug Pilant, CCTM;  Pennsylvania • 

Leeann MacWilliams, CHSP;  South Carolina • Keith Scott;  South Dakota • Ronald Baumgart;  Tennessee • 

Chris Kleehammer;  Texas • Lyle Nelson;  Utah • Todd Beutler, CCTM;  Vermont • Jim Moulton;  Virginia • 

Josh Baker, CCTM;  Washington • Kelly Scalf;  West Virginia • David Bruffy;  Wisconsin • Greg Seubert; Wyo-

ming • Renae Jording, CCTM. Tribal Delgates: Eastern Band of Cherokee Indians • Kathi Littlejohn; Navajo 

Nation; Confederated Salish & Kootenai Tribes of the Flathead Nation • Corky Sias
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