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From the Editors

Elements of Transit Leadership Emerge 
Through A Range of Experiences

Last summer, we published an edition of DigitalCT – Building Transit’s Next 
Generation of Leaders – that focused on the early stages of the first class of 
CTAA’s Emerging Leaders Academy (ELA). In its pages, we provided an over-
view of the ELA concept from its co-directors – Dr. Barbara K. Gannon and 
Michael Noel – as well as extensive profiles of its four mentors: Ann August, 
CCTM; Connie Garber, CCTM; Lenna Kottke; and Rick Krochalis

.
Now, more than eight months 

after that issue of DigitalCT, 
we’ve returned to the ELA to 
uncover the experience of the 
group of participants as they 
near the completion of their 
year-long leadership jounrey. 
Beginning on page 11, five 
current ELA participants share 
their background in their 

organizations, impressions of the ELA process and progress in their ongoing 
capstone projects that are a key component of the Academy.

Meanwhile, starting on page 6, Dr. Gannon and Mr. Noel offer their thoughts 
in overseeing the ELA’s first class from their enrollment last spring to wrap-
ping-up this June at EXPO 2018 in Pittsburgh. Stay tuned later this year as we 
catch-up with the debut ELA participants after they’ve graduated from the 
program, as well as snapshots of the 2018-2019 class (for which enrollment is 
still open; visit the ELA web page for full details). 

CTAA launched the ELA last year to leverage the leadership skills and collec-
tive knowledge of the many pioneers who founded the community transpor-
tation industry more than four decades ago to help guide and inspire the next 
generation of leaders who will succeed them. 

By sharing lessons learned – along with their challenges, questions and so-
lutions – we multiply the value of the ELA to extend beyond those enrolled in 
the program, although those participants realize the most immediate benefits 
of the Academy.

In addition to chronicling the shared ELA experience to date, this edition 
also connects with CTAA members demonstrating elements of leadership in 
two very different, but equally important situations. On page 18, we share 
the story of the Senior Resource Association in Florida’s Indian River County 
and how their CEO – CTAA’s Florida state delegate, Karen Deigl – is navigat-
ing budgetary constraints surging demand for their Community Coach para-
transit service while providing trips without a fare to both fixed-route and 
demand-response passengers. At the same time, on page 23, we highlight 
new employment transportation options that have been created across South 
Carolina through pilot project investment from the state’s Department of 
Employment and Workforce.

Finally, analysis produced by CTAA staff – starting on page 29 – explores 
the leadership demonstrated by members of Congress and their staff as they 
significantly increased investment in buses and bus facilities was included in 
the recent Omnibus budget appropriations bill. Likewise, details emerging 
from the Volkswagen Environmental Mitigation Trust presents opportunities 
for transit leaders to augment existing vehicle capital funding programs with 
this one-time – but still significant – source of investment. 

These three sections of this edition of DigitalCT illustrate the breadth 
and depth of circumstances requiring or facilitating elements of leadership. 
CTAA’s portfolio of programs and resources are available to augment and 
support leaders and advocates in improved mobility options best utilize their 
skills and serve their communities.

http://www.ctaa.org
http://campaign.r20.constantcontact.com/render?m=1101277684777&ca=c6a73ed8-45aa-43c2-a5e2-74a4811c6bfe
http://campaign.r20.constantcontact.com/render?m=1101277684777&ca=c6a73ed8-45aa-43c2-a5e2-74a4811c6bfe
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=4867&z=149
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=5185
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=4867&z=149
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ELA: Theory in Practce

The Emerging Leaders Academy After One Year:
Leadership Theories in Practice 

Leadership 2018

By Dr. Barbara K. Gannon & Michael Noel

When we began working in community 
transportation 40 plus years ago, we didn’t 
even know it was a career. Funding was, at 
best, year-to-year, services were limited and 
anything but sophisticated. To quote an old 
boss when asked if the buses were on time, 
“they were when they left here.” 

Today’s transit workforce is smarter, quick-
er, tech savvy and connected. They want to 
do something important and work in a sup-
portive environment. They are surrounded 
by technology that changes every two years. 
They can stay connected around-the-clock 
and can easily become burnt out with never-
ending demands. 

Today’s transit riders are also connected and 
quick to challenge even the smallest mistake. 
Lawsuits are common and the stress can be 
overwhelming. The previous generation of 
transit leaders learned on the job, made mis-
takes, made adjustments and worked at a slow-
er pace. This generation must strive to con-
stantly upgrade their skills, deal with a much 
more demanding workforce and customer and 
find balance between work and personal life. 
It was this challenge that guided the develop-
ment of CTAA’s Emerging Leaders Academy.

The goal of the first (2017-18) Emerging 
Leaders Academy (ELA) was to build a new 
generation of leaders in the community trans-
portation industry and to provide motivation 
and information for participants to build their 
leadership skills. Perhaps the best summary 
came from one participant who said, “I came 
away with a different outlook on building my 
team back at home and creating an environ-
ment that allows everyone to have a voice. 
Together we can come up with the best solu-
tion to every problem.” 

Our hope for first class of ELA partici-
pants was for each to better understand 
their strengths, to apply leadership theory 
and practice to the good work they do each 
day, and to gain perspective on the industry 
through interactions with ELA colleagues, 
mentors and instructors.

We’ve been moved by the level of reflection 
and the focus on the personal and the profes-
sional goals during our study group calls. The 
conversations have been honest, vulnerable 
and filled with satisfaction. ELA colleagues 
have supported each other with ideas and 
stories of lessons learned. 

The ELA is an example of CTAA’s proactive 
approaches to building the bench strength of 
community and public transportation agen-

cies and is an important addition to the stellar 
menu of effective certifications and trainings 
available to CTAA members. At CTAA’s EXPO 
2017 in Detroit, the first class comprised of 19 
individuals attended the ELA. 

It began with confidential diagnostic, indi-
vidual assessments and one on one coaching 
prior to attendance. The assessments included 
the BarOn Emotional Intelligent Quotient 2.0, 
the DISC Style Assessment as well as other 
informal assessments to identify and highlight 
leadership competencies for each attendee. 

At EXPO, attendees spent two very intense 
days hearing from dynamic community tran-
sit leaders and spent time in individual and 

http://www.ctaa.org
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=4867&z=149
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=4737&z=147
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=4737&z=147
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ELA: Theory in Practce

group activities. This included understanding 
leadership concepts, strategic thinking, com-
municating effectively and developing perfor-
mance-based teams. 

In the 11 months that followed, all attend-
ees have been receiving one-on-one mentor-
ing from four community transit mentors: 
Ann August, CCTM; Connie Garber, CCTM; 
Lenna Kottke; and Rick Krochalis (we featured 
profiles of all four ELA mentors in our edition 
of DigitalCT last summer introducing the ELA 
concept – ed). 

In addition, six Leadership Study Group con-
ference calls were mandatory on a wide vari-
ety of topics including; ethics, coaching, team 
building, strategic thinking and much more.

Each participant continues to work on their 
chosen year-long Leadership Project. The 
projects will be presented and shared at EXPO 
2018 in Pittsburgh through a poster session. 
All attendees were placed into peer groups for 
ongoing study and support, as well. The con-
nections built in Detroit have been maintained 
throughout the year through bi-monthly 
telephone-based study groups, where peer 
support and additional leadership instruction 
has continued. 

Anytime something new is created, there are 
growing pains. Much credit has to be giving to 
all in the first class who have given so much to 
making this process work. 

The initial individual assessment and one-

on-one coaching was greatly valued. Many 
attendees felt that identifying one’s leadership 
strengths was very insightful.

The two-day classroom was intense. A les-
son learned was that the attendees need to be 
totally involved over these two days with very 
few outside distractions.

The mentor program got off to a slow start, 
since each attendee and mentor had to go 
through an initial introduction after EXPO. 
While the startup took time, the value of a 
trusted and confidential mentor relationship 
was of great value.

Meanwhile, the bi-monthly Leadership 
Study Conference calls presented some sched-
uling problems for participants. And the 
year-long Leadership Projects have proven to 
be very challenging and – to a person – more 
complicated and comprehensive projects were 
chosen over simple projects. Most projects 
require a team back at home and will have 
long lasting positive effect on the individual 
systems.

In March, Dr. Gannon asked study group 
participants, ‘Tell me, how has the ELA helped 
you in your work?’ A sample of the thoughtful 
responses are categorized below: 

I am not alone: 

“I am encouraged during the study group by 
the stories told and the topics that others are 
struggling with are ones I also have struggled 
with.” 

“Others have already tried and succeeded in 
solving the problem before me – I don’t have 
to reinvent the solutions, just apply the les-
sons learned to my situation.”

The personal and the professional: 

“The whole ELA process has helped me look 
critically at my own style and behaviors. I 
have chosen a few goals and focused on mov-
ing those goals forward.” 

Another 2017 ELA participant accepted the 
challenge to lessen stress and to lose weight 
as a wellness goal during his ELA year. He be-
lieves that his ELA colleagues may not recog-
nize him in Pittsburgh because of his success 
with this goal. 

Mentor support: 

“Having an ELA mentor for advice and coun-
sel has been great. My mentor helped me to 
gain focus on my ELA project.” 

“My mentor has helped me to consider my 
skill set to move my ELA project forward.” 

http://www.ctaa.org
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=5054&z=60
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=5054&z=60
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=5185
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=5185


www.ctaa.org CONTENTS 8

ELA: Theory in Practce

Overall comments: 

“As a leader in a DOT, my ELA colleagues have helped me to see 
the work from the perspective of my sub-recipients. I have felt more 
empowered to improve the state systems to be more responsive to 
the transit providers in our state.” 

“The ELA has helped to build the capacity between transportation 
providers across this program.” 

We have some changes in store for the 2018-19 Emerging Leaders 
Academy. The major shift for this class will be connecting the men-
tors with the participants. This will include a lunch with the mentors 
on the first day of the two-day program in Pittsburgh. This will allow 
for introductions and even the chance to set up the first call session 
and to work out a schedule that works well for both. 

Congratulations to CTAA’s leadership on the successful launch of 
the Emerging Leaders Academy. Those participating in the first class 
of the Emerging Leaders Academy (2017 ELA) have enhanced their 
leadership skills, gained valuable counsel from seasoned mentors 
and tackled critical issues by demonstrating innovative and practical 
ways solve transit’s problems.

We look forward to welcoming the 2017 ELA class to Pittsburgh 
for a celebration of their accomplishments and the unveiling of the 
amazing ELA projects during the Poster Session at EXPO. And we 
look forward to welcoming the 2018 ELA class! 

Dr. Gannon and Mr. Noel are the Co-Directors of the Emerging Lead-
ers Academy. Dr. Gannon is the Principal of GannonConsult while Mr. 
Noel is an industry-recognized trainer and consultant, including Mas-
ter Trainer of CTAA’s Certified Community Transit Supervisor (CCTS) 
certification program. 

OBJECTIVES
 

Register Now!
 Visit www.ctaa.org/ELA to register or for

additional details.
 

GAIN UNDERSTANDING OF

THEIR LEADERSHIP SKILLS
 

 

LEARN INDUSTRY HISTORY,

CURRENT PRACTICES,

FUNDING & FUTURE TRENDS
 

 

BECOME KNOWLEDGEABLE

ABOUT WHAT IT TAKES TO

BE A LEADER
 

 

COMPLETE A PROJECT

DEMONSTRATING

LEADERSHIP PRINCIPLES &

APPLICATION TO A REAL-

WORLD SITUATION
 

Are you seeking a way to identify and develop new

leaders in your organization and in the community

and public transportation industry? Or are YOU

looking to hone your leadership skills and potential?
 

CTAA's Emerging Leaders Academy offers

promising community and public transportation

leaders the tools to shape their future.
 

NOTE: A minimum of 15 participants are required
for the academy to take place.

 

Assess the participant's

current leadership style

and potential
 

Challenge the participant

through a rigorous

combination of workshops,

seminars, independent

study and projects
 

Support the participant

through mentors, peer

groups, access to

course consultants,

national transit leaders

and CTAA staff 
 

ACADEMY
TIMELINE

 
MAY 2018: Leadership

Assessments Completed
 

 

JUNE 2018: Two-Day

Kickoff at EXPO 2018
 

 

JULY 2018-MAY 2019:

Individual & Group Work
 

 

JUNE 2019: Poster Session

& Graduation at EXPO 2019
 

http://www.ctaa.org
http://www.gannonconsult.com/
mailto:direction%40noeltraining.com?subject=CTAA%27s%20ELA
mailto:direction%40noeltraining.com?subject=CTAA%27s%20ELA
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=34&z=116
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=4867&z=149
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ELA Participant Profiles: Jana Hunkler – Coordinated Transportation Solutions, Inc. (CT)
DigitalCT Leadership Edition | March 2018

DigitalCT: What’s your current title and 
please summarize your work at your 
agency?

Director of Business Development at Coor-
dinated Transportation Solutions, Inc. (CTS), 
based in Trumbull, Conn. I lead the core Med-
icaid/Medicare non-emergency transporta-
tion business development efforts in multiple 
states at CTS.

DigitalCT:  What were you hoping to 
achieve when you began the ELA?

Be able to identify my leadership style and 
strengths and challenges; learn best prac-
tices; expand my peer group; and use all of 
those things to bring expertise back to CTS

DigitalCT: Tell us a little about your year-
long local project you’re working on as 
part of the ELA?

As part of the CTS ELA Team of four, our over-
all project looked at technology as a tool for 
improved customer services and to position 
us for growth in the non-emergency trans-
portation industry; my part of the project was 
to research, recommend and possibly inte-
grate/implement a customer-facing mobile 
app.

DigitalCT: Describe your experience 
with the ELA since you began at EXPO 
2017 in Detroit until now.

The  two-day class was intense and full of 
information. It also helped us to quickly get 
to know our peers, the distance learning 
calls have been great, not only because of the 
discussion topic but also to bring me back to 
focus on the capstone project. Working on 
the project itself has helped me expand my 
knowledge of our organization (I’m relatively 
new to CTS) and I’ve built lasting, cross-
department relationships. It’s been a very 
quick 10 months, a time that has taught me 
the value of learning how to juggle multiple 
responsibilities and the importance of time 
management.

DigitalCT: How do you plan to apply the 
skills and ideas gained through the ELA 
to your work, both now and in the fu-
ture? 

Moving into the future, breaking down the 
departmental silos is invaluable for any large 
initiative at CTS; I’ve also gained confidence 
in staff supervision which is essential to busi-
ness development as we look to expand our 
footprint at CTS.

http://www.ctaa.org
https://www.ctstransit.com/
https://www.ctstransit.com/
https://www.ctstransit.com/
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ELA Participant Profiles: Daniel Mina – Coordinated Transportation Solutions, Inc. (CT)
DigitalCT Leadership Edition | March 2018

DigitalCT: What’s your current title and 
please summarize your work at your 
agency?

I am the Manager of Specialized 
Transportation Service at Coordinated 
Transportation Solutions, Inc. (CTS), based 
in Trumbull, Conn. I manage the team 
that oversees specialized transportation 
services for CTS, including special education 
transportation, transportation programs 
for non-profit organizations, and medical 
appointment transportation services.

DigitalCT:  What were you hoping to 
achieve when you began the ELA?

To gain knowledge and experience in order to 
develop and strengthen the leadership skills 
needed to make my team successful.

DigitalCT: Tell us a little about your year-
long local project you’re working on as 
part of the ELA?

Our project looked at how CTS could 
leverage technology to improve our customer 
experience, improve efficiencies and enable 
growth; I focused on integrated scheduling 
and dispatching software.

DigitalCT: Describe your experience 
with the ELA since you began at EXPO 
2017 in Detroit until now.
 
My experience with the ELA academy, 
instructors, advisors, and mentors has 
contributed significantly to my personal and 
professional development.

DigitalCT: How do you plan to apply 
the skills and ideas gained through the 
ELA to your work, both now and in the 
future? 

The skills and ideas gained through the ELA 
Academy have given me a solid foundation 
to build on that will support my goals of 
becoming an effective leader for my team.

http://www.ctaa.org
https://www.ctstransit.com/
https://www.ctstransit.com/
https://www.ctstransit.com/
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ELA Participant Profiles: Dina Newman – AAoA of Western Arkansas
DigitalCT Leadership Edition | March 2018

DigitalCT: What’s your current title and 
please summarize your work at your 
agency?

I am the Director of Transportation at the 
Area Agency on Aging of Western Arkansas 
and am responsible for all aspects of the 
transportation department including contract 
negotiations, cost control, staff management, 
fleet management, quarterly and annual 
reporting to the Arkansas DOT, the drug and 
alcohol testing program, annual budget, and 
ongoing research for new streams of revenue.

DigitalCT:  What were you hoping to 
achieve when you began the ELA?

I was hoping to learn more about myself and 
my management style, make contact with oth-
ers in the same field and better myself so that 
I can be a more effective leader in our organi-
zation.

DigitalCT: Tell us a little about your year-
long local project you’re working on as 
part of the ELA?

I am working on a statewide coordinated ef-
fort for providing transportation and knowl-
edge statewide. In working with medical 
facilities and speaking at local events, one 
thing has always been brought up and that 

is the lack of shared information in our state 
for services available in the communities we 
serve. This not only relates to transportation 
issues or lack of it, but also to other social 
services that are available to Arkansas resi-
dents.

This is a huge undertaking as most organi-
zations do not share their information with 
others and there is no coordination efforts 
in Arkansas, but I just returned from a Rural 
Health Summit where Arkansas DHS, medical 
facilities including doctors and nurses, health 
care organizations, etc., met to work together 
in a coordinated effort to better serve our ru-
ral areas in Arkansas. One thing that seemed 
to be the main focus point was the lack of 
transportation in rural areas. Because of this, 
we formed the Arkansas Rural Health Summit 
Transportation Steering Committee to work 
together in an effort to find a solution. We 
have set a 2 year goal and are already work-
ing to gain legislative support for our project 
in the way of funding possibilities.

DigitalCT: Describe your experience 
with the ELA since you began at EXPO 
2017 in Detroit until now, and how do 
you plan to apply the skills and ideas 
gained through the ELA to your work, 
both now and in the future? 

http://www.ctaa.org
http://agingwest.org/
http://agingwest.org/transportation/
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ELA Profiles: Dina Newman
My experience with the ELA project is noth-
ing but positive. Coming together with others 
in the field and sharing ideas and strategies 
has been such a positive experience for me. 
It pushed me out of my comfort zone and has 
made me look for other ways to accomplish 
the goals of our organization and myself 
personally through shared information and 
learning from my peers.  I am more active 
in our local communities through civic and 
charitable organizations. My staff is more 
active and we have set goals we are achiev-
ing including giving back to our communities. 
We chose a fund raiser to work on together 
and raised more than $4,000 for the local 
boys shelter at Christmas. I held our first 
NET retreat with my management staff and 
brought them together for an all paid three-
day retreat where we worked on team build-
ing and getting to know each other better. 
Since then, we have had quarterly meetings 
to continue working on our goals and even 
met last month and did a local Escape Room 
team building. I have made some incredible 
changes to the way the I lead and it is all due 
to what I learned at ELA. Forever Grateful!

Need Help Improving or 
Launching Rural or Tribal 

Transit Service?
CTAA Can Help

In 1988, USDA created the Rural Passenger Trans-
portation Technical Assistance Program (RPTTAP). 

Administered by CTAA, the RPTTAP provides technical 
assistance for small communities of less than 50,000 
people. The focus of the program is economic devel-
opment: helping small and emerging businesses and 
stimulating economic development through new and 

improved public transportation. A similar program helps 
Native American tribes improve their mobility options. 
Click on the logo above for additional details. Short-

term assistance is available year-round, while long-term 
projects are selected annually.

http://www.ctaa.org
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=49&z=5
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ELA Participant Profiles: Aaron I. Stahl – CWTA / WexExpress (MI)
DigitalCT Leadership Edition | March 2018

DigitalCT: What’s your current title and 
please summarize your work at your 
agency?

I am the Operations/IT Manager for the 
Cadillac Wexford Transit Authority, located in 
Cadillac, Mich. I oversee all driver and dis-
patching operations as well as maintain the 
IT infrastructure required to run the opera-
tion. I work extensively with Routematch 
(our dispatch software) to squeeze out every 
ounce of productivity we can, but also to en-
sure a great customer experience in the end. 

DigitalCT:  What were you hoping to 
achieve when you began the ELA?

I was hoping to connect with as many transit 
nerds as I could find to maximize my experi-
ence. I’ve discovered that overall, transit pro-
fessionals are a passionate group and there is 
so much to learn from one another. The ELA 
program has made that happen.

DigitalCT: Tell us a little about your year-
long local project you’re working on as 
part of the ELA?

My year-long local project was to help bridge 
the transportation gap that existed in our 
community by starting a volunteer driver 
program. Because of funding, so many of our 

systems are geographically bound while the 
needs of our customers live outside those 
boundaries. We were able to start a volunteer 
program to work outside those boundaries 
and provide our community with a desperate-
ly needed service while allowing volunteers 
to invest in their community.

DigitalCT: Describe your experience 
with the ELA since you began at EXPO 
2017 in Detroit until now.

The CTAA staff, trainers, and mentors have 
been fantastic to work with. They have 
worked to create a program to promote 
learning, communication, and to foster local 
growth, and it’s been great to be a part of that 
process.

DigitalCT: How do you plan to apply 
the skills and ideas gained through the 
ELA to your work, both now and in the 
future? 

My goal is to take what is working for other 
transit systems and see how those ideas 
might be applied to our agency to benefit 
our community. Also, I’ve made connections 
through this program that will last through-
out my career and now have a group of transit 
professionals to exchange ideas with and help 
shape the future of transit.

http://www.ctaa.org
http://www.cwta.us/
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ELA Participant Profiles: Phil Thompson – Viginia Regional Transit
DigitalCT Leadership Edition | March 2018

DigitalCT: What’s your current title and 
please summarize your work at your 
agency?

Director of Operations at Virginia Regional 
Transit, providing direct support to the Chief 
Executive Officer as well as leadership and 
guidance to five regional transit systems 
within the Commonwealth of Virginia.

DigitalCT:  What were you hoping to 
achieve when you began the ELA?

My goals in participating in the Emerging 
Leaders Academy were threefold:
• Increase my knowledge of industry related 
challenges and accomplishments
• Connect with peers that face similar indus-
try related situations
• Connect with and learn from mentors that 
have overcome similar challenges we face 
each day in transit

DigitalCT: Tell us a little about your year-
long local project you’re working on as 
part of the ELA?

My project is a guide for our regional manag-
ers to use when approached by localities to 
establish new transit service in rural areas. 
During this process, I was fortunate to be 
presented with such a request to base each 

step of the project upon. This guide includes 
information a General Manager could use in 
conversations with transit requestors, such as 
Transit Development Plan inclusion, surveys 
as well as route & budget creation.

DigitalCT: Describe your experience 
with the ELA since you began at EXPO 
2017 in Detroit until now.

I have enjoyed getting to know the peer group 
and having a glimpse into the other partici-
pants transit systems and their successes. 
Also, the discussions that develop around the 
group assignments as facilitated by Ms. Gan-
non and Mr. Noel are insightful as well.

DigitalCT: How do you plan to apply 
the skills and ideas gained through the 
ELA to your work, both now and in the 
future? 

The skills and ideas gained through the ELA 
program I apply to my daily work life to assist 
in moving forward the strategic plan of our 
company. Likewise, these same ideas and dis-
cussions I share with our general managers to 
assist in staff leadership development efforts.

http://www.ctaa.org
https://www.vatransit.org/
https://www.vatransit.org/
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A Leadership Challenge: Arcane Rules Explode 
Demand for Fare-Free Demand-Response Service

Leadership is often understood as creative or 
courageous problem-solving. And that is most 
certainly something leaders do. But another 
element of leadership is elevating a problem 
or challenge among a group of peers as they 
might also be encountering that challenge, 
from which solutions begin to emerge. Leaders 
do not wait for their organization or services 
to be consumed by a problem, but rather take 
proactive steps to understand and address it.

This is the kind of leadership displayed by 
CTAA’s state delegate from Florida, Karen 
Deigl, and the CEO of Senior Resource Associa-
tion (SRA) in Vero Beach. Her agency – among 
an impressive portfolio of other community-
based services within and beyond Indian River 
County – operates the county’s public trans-
portation network, including its GoLine fixed-
route system and Community Coach demand-
response service, which also functions as the 
complementary paratransit option paralleling 
GoLine. The agency was recognized in 2017 as 
the System of the Year by the Florida Public 
Transportation Association. 

Incredibly – due to strong support from 
state and local investment sources – all of 
SRA’s transportation service is offered without 
fare. And therein lies the problem Karen and 

her team have faced in recent years: demand 
for Community Coach service among eligible 
riders has unexpectedly exploded, in contrast 
with the strong but steady ridership on GoLine 
– which provided more than 1.2 million trips 
in 2017, compared to 250,000 in 2006. As 
the per-trip cost on Community Coach is more 
than three times that of GoLine, a previously 
sustainable operations budget is increasingly 
becoming untenable for the organization. 

Late last year, Karen brought her challenge 
to CTAA staff to help understand the underly-
ing causes of surging demand for Community 
Coach and connect with other mobility provid-
ers who may be experiencing similar rider-
ship trends in providing both fixed-route and 
demand-response service without a fare. We 
encourage all CTAA members to do just that – 
its all part of being a CTAA member.

Getting to the Source

Looking back at the timeline of when Com-

munity Coach demand began to skyrocket, 
Deigl noted that the agency was directed to 
review its paratransit eligibility process as part 
of its triennial review conducted by the Federal 
Transit Administration (FTA) in 2012. At that 
time, they were providing more than 24,000 
trips a year on Community Coach for people 
facing transportation barriers that were sup-
ported by funding through the Florida Commis-
sion for the Transportation Disadvantaged (TD 
Commission), a CTAA member organization 
that was established through the leadership 
of Dr. William and Mrs. Budd Bell in 1989 and 
managed for many years by Jo Ann Hutchinson, 
a member of CTAA’s Board of Directors. That 
compared with only 350 trips that were clas-
sified as eligible for paratransit service under 
the Americans with Disabilities Act (ACT), for 
which Community Coach could not receive re-
imbursement with TD Commission funds. 

By Rich Sampson
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In 2014, another significant development 
occurred that would impact Community Coach 
ridership, as Florida’s Medicaid program 
was shifted to a new managed care broker-
age model. Until that point, Community Coach 
served as a direct provider of NEMT service, 
but determined becoming a vendor provider 
under the brokerage model would be a money-
losing proposition for the agency. Like ADA 
eligible trips, TD Commission program funds 
did not apply to NEMT trips. 

Moreover, according to ADA regulations 
administered by the FTA, as the comple-
mentary paratransit service to GoLine, fares 
for Community Coach may be set at no more 
than twice the cost of a comparable trip on 
the fixed-route system. Since GoLine service 
is fareless, it must similarly offer Community 
Coach without a fare. Although SRA can charge 
a $2 co-pay for our riders who are not eligible 
under the ADA, the increase in the number of 
ADA trips now comprises the bulk of Commu-
nity Coach riders. That means that there are 

not nearly the number of passengers that used 
to qualify for general demand-response ser-
vice, so there are fewer passengers that can be 
charged a $2 fare and for SRA to receive reim-
bursment from TD Comission funds.

Certainly, offering both fare-free fixed-route 
and demand-response options on a county-
wide basis is a tremendous asset for Indian 
River County residents. The challenge, on a 
budgetary level, is the significantly greater 
cost of providing service through demand-
response services over fixed-route transit. But 
as the agency does not limit Community Coach 
to only complementary paratransit trips, it 
must prioritize requests by ADA-elgible riders, 
as required by the law. By that same mandate, 
Community Coach must provide a requested 
trip no later than the next day. Because of high 
demand for Community Coach service, non-
essential trips for non-ADA riders aften need 
to be cancelled or re-scheduled.   

Meanwhile, the process of the managed 
care brokerage model places the impetus for 
arranging transportation for NEMT trips on 
the client. Many people eligible to utilize the 
brokered transportation service covered by 
Medicare also utilize Community Coach for 
their non-medical transportation needs, such 
as shopping, traveling to senior centers and 
more. Rather than seek out the alternative 
NEMT trips through the broker, they turn to 
the provider they are familiar with to reach 
their medical appointments as well: Communi-
ty Coach. SRA is not reimbursed by the broker 
for providing these NEMT trips, although the 

http://www.ctaa.org
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brokers realize the same revenue from the 
program whether they provide trips or not. 
The bottom line is Community Coach is provid-
ing around the same number of trips on Com-
munity Coach but at drastically-reduced levels 
of public investment.

“The challenge is navigating these various 
rules and limitations for ADA and NEMT trips,” 
says Deigl. “We have to fit them in, since we 
are required to accommodate all riders eligible 
under the ADA. That means we have to incon-
venience non-ADA passengers by canceling or 
rescheduling their trips. We’re honored people 
are more comfortable with our service but it’s 
a lose-lose for both us and those riders.”  

Consequences of Compliance

Every day, SRC operates 15 buses in GoLine 
fixed-route service as well as 13 vehicles for 
Community Coach. If SRA could leverage TD 
Commission funds to support the expense of 
Community Coach trips, it could operate up to 
20 Community Coach vehicles daily to meet the 
demand for trips the agency now has to turn 
away due to budgetary constraints. 

Beyond the barriers to increased Community 
Coach service, the imbalanced trip eligibil-
ity requirements could soon threaten GoLine 
routes as well. Deigl and her Transportation 
Director, Chris Stephenson, are monitoring 
the county’s aging population statistics, which 
estimate the number of residents aged 65 and 
over to be at 38 percent, a number they expect 
to only increase in coming years and expand 

the demand for mandated trips on Community 
Coach.  SRA has calculated that if its budgetary 
shortfalls don’t improve by October 1, 2018, 
the agency will begin the process of reducing 
GoLine service, which includes public notifica-
tion and input before routes or service hours 
can be cut.  

“We don’t want to turn anyone away,” ex-
plains Deigl. “But the way the programs and 
requirements are structured right now, we 
don’t have much choice in what we can do.” 

What Can Be Done?

Some potential options to address the chal-
lenges include increasing familiarity of Medic-
aid-eligible clients riding Community Coach to 

utilize the brokerage network in the county for 
their medical trips, along with travel training 
for both Medicaid and ADA-eligible riders to 
make travel on GoLine fixed routes more ap-
pealing and less confusing. And although more 
strictly enforcing the ADA eligibility require-
ments could potentially shift some trips to 
GoLine, Stephenson projects the number to be 
only a small number and not open up many 
new slots for TD Commission-supported trips. 

Another avenue SRA is exploring would uti-
lize Community Coach to pick-up and drop-off 
eligible riders at their homes or destinations 
– satisfying ADA requirements – then transfer-
ring them to GoLine routes for trips of greater 
distances at a lower operational cost to the 
agency. And while Deigl and Stephenson have 

http://www.ctaa.org
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considered the possibility of imposing fares for both GoLine and Com-
munity Coach, the loss of ridership on GoLine – which they project as at 
least a 25 percent decline – would jeopardize state and local funding 
that supports operations, which is calculated based on ridership. The 
cost of installing and maintaining fare equipment – as well as adminis-
tering fare collection and accounting – is another financial disincentive 
to institute fares.

“We’ve been fare-free since our inception and we’re not inclined to 
change that unless it makes budgetary sense for us to do so,” says Deigl.     

A couple policy changes that could benefit SRA and systems in similar 
positions would be an allowance under the ADA that trips do not need 
to be fulfilled within a day of the request along with a requirement that 
if a person is eligible for transportation provided by a Medicaid broker 
they must utilize that service, or at least may be referred to brokers 
by a public transportation provider if that agency does not participate 
as a brokerage provider. Achieving these modifications may require a 
revised interpretation of ADA complimentary paratransit requirements 
by FTA for the former and access to Medicaid enrollment records by the 
Centers for Medicare and Medicaid Services (CMS) for the latter – as 
well as perhaps the need for change in federal statutes – of which Deigl 
understand are not easy or likely changes.     

“We understand the purpose and intent of these rules and our organi-
zation is rooted in responding to the needs of the less fortunate – espe-
cially seniors,” says Deigl. “But we’re getting caught in a trap that’s not 
of our own making and is at cross-purposes with our mission of provid-
ing good transportation service to as many people as possible in Indian 
River County.” 

Victims of Success

The reasons why the transportation services of Senior Resource Asso-
ciation – GoLine and Community Coach – are such a valuable asset to the 
people of Indian River County are the same that have landed it in such 
a precarious position with ADA and Medicaid NEMT requirements: 

strong and growing ridership, a reputation for dependability and out-
standing customer service, and fare-free service provided county-wide. 
Deigl admits she’s not sure if any other public transportation agencies 
are in a similar situation, but is ready to listen to any and all ideas and 
solutions from her peers that are community and public transportation 
professionals that help SRA maintain its commitment to its customers 
and the county. 

“We’re certainly trying to thread a very fine needle here but we owe 
it to our riders and the people of Indian River County who’ve invested 
in these services to do our very best to make it work, if possible,” says 
Deigl. 
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Transit for All
Join the Association that’s committed to you, your community and your passengers

www.ctaa.org

CTAA Membership Director Caryn Souza is ready to answer your questions and discuss 
membership dues

800.891.0590 x714

membership@ctaa.org

Since Jan. 1, 2016, 
CTAA has added more 

than 400 new members!
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South Carolina’s Department of Labor & Workforce Leads by 
Investing in New Mobility Options to Access Employment

By Rich Sampson

Workforce Investment in Mobility Options

In the pages of this publication, as well as numerous other articles, 
reports and analysis published by the Community Transportation 
Association of America, we’ve reinforced the vital link between em-
ployment and transportation. Our Joblinks Employment Transporta-
tion Initiative developed a wealth of resources on this crucial topic. 
Throughout our work on employment transportation, we’ve encour-
aged those at labor and workforce organizations to directly invest in 
mobility options to access jobs and training programs. 

A recent round of demonstration projects supported with fund-
ing through the S.C. Department of Employment and Workforce 
(DEW) have realized the sort of partnership between transportation 
providers and workforce professionals we’ve long advocated. By 
demonstrating leadership in fostering new transportation services, 
DEW is helping to ensure the ability to get to a job is not a barrier to 
obtaining or maintaining a job in their demonstration project com-
munities.

How a Workforce Agency Invested in Transportation Service

Since the passage of the Workforce Innovation and Opportunity 
Act (WIOA) in 2014, South Carolina’s Workforce Development Board 
(SWDB) that oversees DEW’s work has allocated a portion of the 
federal investment under the Act to pilot projects to research and 
evaluate concepts to improve access to employment and job train-
ing. Similar WDBs exist in every state to set workforce policy.  

As the SWDB was considering potential pilot programs for the 
2017-18 program year, members of the Board – as well as staff 
– noted recurring discussions at councils of government (COGs) 

across the state on transportation barriers to employment, includ-
ing formal studies of the problem. Members of the SWDB and DEW 
staff regularly participate in COG meetings and activities. These 
discussions paralleled ongoing efforts by DEW and the SWDB to 
establish talent pipelines to specific workforce sectors. The timing 
seemed right to address the issue.

In February 2017, the SWDB allocated $600,000 to the effort, with 
the objective of supporting six pilot projects in half of the state’s 
12 workforce development areas: Lowcountry, Pee Dee, WorkLink 
(which serves Anderson, Oconee and Pickens counties, with the proj-
ect focusing on Anderson County), Catawba, Upstate and Waccamaw. 
Each project would receive $100,000 to plan and implement new, 
local transportation service, extending over an 18-month period. 

New local transit service in Walterboro, S.C. – dubbed Walterboro Works 
and operated by CTAA member Palmetto Breeze – began operations in 
October through investment by the S.C. Dept. of  Labor and Workforce. 

Leadership 2018
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“The SWDB has funding to explore new 
ways to pilot innovative workforce, education 
and training practices, along with a desire to 
launch projects across the state,” says Nina 
Staggers, Director of Special Initatives for 
DEW. “We brought together teams in four 
planning regions covering the state and began 
to narrow in on transportation as an area of 
need.”

Understanding Transit Realities

Although the WDB identified overcoming 
transportation barriers as an eligible use of 
its WOIA funding to conduct research and 
evaluation of new concepts, DEW staff were 
tasked with ensuring the projects selected 
not only had a strong likelihood of connecting 
people with jobs or training, but were also 

developed in partnership with local trans-
portation providers and had the potential for 
long-term sustainability. DEW staff worked 
with their counterparts at the South Carolina 
Department of Transportation – led by John-
ny Mmanu-ike, Director of the Office of Public 
Transit – to better understand the transit 
industry and coordinate with transit agencies. 

Growing out of this dialogue was a realiza-
tion that forging community support of new 
transportation services requires overcoming 
perceptions of public transportation in areas 
that, in some instances, hadn’t been served 
by transit since the streetcar era, if at all. 
That means building active and meaningful 
input from a wide range of partners in each 
community, from local elected officials, gov-
ernment staff and social service programs to 
faith communities and community groups. 
And any mobility options geared towards 
linking people with jobs necessitated the 
involvement of local businesses. 

S.C. DOT staff also drew DEW’s attention to 
another element that could potentially impact 
its transportation projects: the length of trips 
in rural areas could be a deterrent to riders 
focused on getting to work or training as eas-
ily as possible. By focusing on projects that 
served well-defined corridors and utilizing 
efficient routes between origin and destina-
tion points, the projects could expect a higher 
likelihood of initial success and long-term 
sustainability.  

The projects focused on different strategies 

http://www.ctaa.org
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in crafting their mobility options. The Upstate 
and Pee Dee projects have focused on using 
transportation service to bring employment 
candidates to job fairs, then linking hired 
workers to those jobs afterwards. Upstate is 
also focusing on retention efforts with local 
employers to ensure candidates already in 
the workforce have a steady reliable source of 
transportation

Meanwhile, in the WorkLink and Lowcounty 
areas, new or expanded local transit service 
has been initiated in Anderson and Walter-
boro, respectively. These routes – while fo-
cused on corridors and operating hours serv-
ing high employment areas and job training 
centers – are also open to the general public.  

The project in the Waccamaw workforce de-
velopment area provides rural public transit 
along the three-county coastal area surround-
ing Myrtle Beach, where mobility options for 
seasonal and service industry workers is an 
ongoing concern. The sixth project – intended 
to serve the Catawba area – was not success-
ful in initiating service. 

About six months into the projects, some 
strengths and weaknesses of the collective ef-
forts have emerged, according to Staggers. On 
the positive side, each project has cultivated 
strong community support among elected of-
ficials, the business community and other lo-
cal leaders eager to see improved transporta-
tion service in their regions. Conversely, while 
leaders in these areas understand the impor-
tance of mobility in facilitating employment 
opportunities and outcomes, a mindset favor-
ing private automobile travel is prevalent 
among much of the general public. Staggers 
notes that the project managers – through 
outreach conducted in the respective com-
munities – attribute these artificial barriers to 
reasons ranging from lack of familiarity with 
how to use transit to preferences in traveling 
with family or friends, even if those options 
may be less convenient than riding transit.  

“We’re working with these projects to focus 
on community outreach, both to help poten-
tial riders understand how and why to use 
these services, as well as building support 
for long-term funding once our grants have 
ended,” Staggers says. 

“Having seen and taken part in new transit 
services that failed I made a list of factors that 
have made this work – and others not,” says 
Ginnie Kozak, Planning Director for the Low-
country Council of Governments (COG) – who 
oversees the project in the Lowcountry re-
gion. “In no particular order they are: routes 
and schedules planned to maximize number 
of passengers, support from various sectors 
of the local community,and enough money to 
give us a chance to make this work.”

“The pilot program to get people to work 
and job training in Walterboro was a ser-
vice that had been discussed in the past but 
did not have the financial support to get 
the service up and running,” adds Mary Lou 
Franzoni, Executive Director of CTAA mem-
ber Palmetto Breeze, which operates the new 
Walterboro Works service on behalf of the 
Lowcountry COG.  “The partnership and fund-
ing from DEW made this a reality last fall and 
I know that the passengers in Walterboro are 
very thankful for this vital service.  Palmetto 
Breeze is proud to be able to offer this service 
to the citizens of Walterboro.”

“The city of Anderson was excited to be 
awarded the opportunity to partner with 
WorkLink Workforce Development Board to 
offer public transit service to the towns of 
Belton and Honea Path,” says Keith Scott of 
Anderson’s Electric City Transit and CTAA’s 
State Delegate from South Carolina. “We have 
discussed for a number of years the need for 
transit service in our neighboring munici-
palities. This was an opportunity to connect 

CTAA member Electric City Transit began service 
in September 2017 between Anderson, Belton 

and Honea Path, in partnership with the Worklink 
Workforce Development Board and the S.C. DEW.

http://www.ctaa.org
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workers with jobs at more than 20 businesses 
along this bus route.  It was also a chance 
to see how the route would develop for the 
everyday rider at no cost to the city or county.  
It was just a great opportunity for public tran-
sit in Anderson County.  The partnership with 
Worklink has been great and we look forward 
to the next eight months of this operation.”

Modeling DEW’s Investment Elsewhere

Providing grants to support new transpor-
tation service has been a new area of activity 
for SWDB and DEW. Although there are no 
currentl plans to offer additional rounds of 
grants for transit projects, Staggers describes 
the valuable insights and resources the pro-
gram has produced to date as a model labor 
agencies in other states may wish to emulate. 
She recommends exploring transportation 
challenges for labor and workforce profes-
sionals elsewhere seeking sustainable ap-
proaches for people with no or low incomes 
to gain or maintain either employment or 
education.  

In doing so, Staggers believes it is impor-
tant to gather benchmarked data on the 
effectiveness of achieving these goals when 
determining whether to support transporta-
tion services. Through their partnership with 
Mmanu-ike and his colleagues at the S.C. DOT, 
they’ve learned that transportation provid-
ers do not typically collect this data and when 
they do, they have difficutly in collecting it. 
Based on early progress reports from the 
pilot projects, employers and job training 

programs may be the best entities to collect 
and share that data. Alternatively, vouchers 
are a less complex tracking mechanism for 
both riders and transit drivers, but require 
back-end coordination and administration to 
reconcile the finances and data. 

For other states that may consider a similar 
initiative, Staggers recommends establishing 
a technical assistance component from the 
outset to involve subject matter experts on 
topics such as transit marketing, data collec-
tion, working with boards and other bodies, 
and funding strategies. These knowledge-
sharing opportunities should be made avail-
able to all projects at the same time to create 
a conduit for best practices, improve the 
likelihood of consistent results and develop a 
sense of common purpose. Additionally, they 
would have required all projects to form an 
advisory council at their beginning stages to 
ensure as many stakeholders as possible have 
input during planning work and can help the 
project managers respond to issues and prob-
lems as they materialize.  

“Doing demonstration and pilot projects is 
a new activity for us,” says Staggers. “We’re 
testing out different ideas and concepts to de-
termine what’s successful, then implementing 
those models in other areas around the state. 
We look for indicators of success – namely, 
developing the skills and talent pipeline to 
bolster the ability to gain and maintain self-
sustaining employment or education. To do 
that, we have to address transportation bar-
riers.” 

A Familiar Tale

Although the source of investment to sup-
port improved mobility options in South 
Carolina is a new one – DEW – the path to 
realizing those services is the same as com-
munity and public transportation profession-
als and advocates have taken on their own for 
decades: developing partnerships; connecting 
with others who have ideas and experience in 
operating and administering transportation 
programs; setting clear objectives for what 
constitutes affordable, effective and respon-
sive service; and assessing what works well 
and what can be done better.  

“We are thrilled to provide these grants, 
because providing transportation is key to 
ensuring workers can make it to their jobs, 
and it helps businesses retain and grow their 
workforce,” said Cheryl Stanton, DEW’s Ex-
ecutive Director in announcing the grants last 
summer. “Removing this barrier to employ-
ment will ensure those who seek employment 
and job training can access it.”

http://www.ctaa.org
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ELA Participant Profiles: Kevin Hollingsworth – Coordinated Development, Inc. (MS)
DigitalCT Leadership Edition | March 2018

DigitalCT: What’s your current title and 
please summarize your work at your 
agency?

My current title is Mobility Manager at Com-
munity Development Inc., in Richton, Miss. 
My responsibilities are mostly on a Human 
Resources level. I am responsible for: 

• Managing our interagency mechanic ap-
proving/denying parts and equipment pur-
chases.
• Interviewing and hiring of all staff in the 
transit department.
• Maintaining employee files.
• Enforcing personnel policies.
• Contract pursuit and management. 

DigitalCT:  What were you hoping to 
achieve when you began the ELA?

In the beginning, I really didn’t know what to 
expect. After little consideration, I expected 
that it would enhance my leadership skills 
and abilities.

DigitalCT: Tell us a little about your year-
long local project you’re working on as 
part of the ELA?

My project has been a journey.  At first I felt 
that I had a great idea, however the funds to 
get it done were just not there.  I continued to 
press forward and it worked out.  Our agency 
acquired a facility from our local board of su-
pervisors. Inside the building were these two 
leather cases. I had walked past these cases 
for several weeks and one day decided to look 
inside. Inside the cases were roll-a-ramps 
which was exactly what I needed to complete 
my project.
 
DigitalCT: Describe your experience 
with the ELA since you began at EXPO 
2017 in Detroit until now.

My experience with ELA has been great.  The 
personal and intimate nature of the class 
caused me to give greater consideration to 
my leadership style. As pastor, I believed – as 
many pastors do – that my skills as a com-
municator and leader were at least pretty 
good. Many time we got on conference calls 
and the topics of discussion were so in-depth 
that I was left questioning my competence as 
a husband, father, pastor, employee and even 
citizen. I learned that introspection is some-
thing that every person should do and not to 
be afraid of what I learn in the process. 

http://www.ctaa.org
https://www.facebook.com/cditransit/
https://www.facebook.com/cditransit/
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ELA Profiles: Kevin Hollingsworth
DigitalCT: How do you plan to apply 
the skills and ideas gained through the 
ELA to your work, both now and in the 
future? 

I learned to be more patient and to actually 
allow those who serve under my leader-
ship to advance and to grow.  In the past, if a 
person did not measure up to my standard, I 
would take over the assigned project myself.  
I have learned the this will result in ineffec-
tive and incompetent staff.  I learned that the 
burnout and pressure I felt as it relates to the 
many facets of my life was greatly associated 
with my style of leadership.  I plan to keep 
applying the principles learned because the 
wealth of knowledge that I gained was totally 
worth it. I think it has made me a better lead-
er, and even a more effective communicator.

http://www.ctaa.org
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=3767&z=132
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CTAA Analysis of the 2018 Omnibus Appropriations Bill:
Congress Leads Through Increased Transit Investment

Leadership 2018

By Chris Zeilinger

Despite a 13th-hour veto threat from 
the president, Congress closed the books 
on this year’s spending with a voluminous 
appropriations bill that funds the federal 
government’s grants and programs through 
September 30, 2018. Within this bill’s 2,232 
pages are important pieces of news for transit 
operators and infrastructure advocates. CTAA 
considers the following to be the most salient 
highlights of this year’s “Consolidated Appro-
priations Act.”

Overall Federal Transit Administration-
spending will surpass $13 billion. This is an 
all-time high in regular appropriations to 
FTA. There are no cuts to any of FTA’s funding 
programs.

The biggest “winner” in the FTA program 
is the Section 5339 bus and bus facilities 
program. It’s slated for a total of $1.1 billion 
under this bill, of which $747.0 million comes 
from the Highway Trust Fund’s Mass Transit 
Account, and $400.0 million from a supple-
mental appropriation of general funds. Within 
the Section 5339 appropriation for buses and 
bus facilities, formula-based grants will be 
approximately $654.6 million, discretionary 

grants for no-emission/low-emission buses 
and facilities will be $84.45 million, and other 
discretionary grants for buses and bus facili-
ties will be approximately $408.0 million. 
That’s a striking change from last, and shows 
that Congress has responded to the concerns 
and priorities voiced by CTAA, the Bus Coali-
tion, and countless states and transit agencies 
surrounding bus purchases and replacement 
needs. Here’s a quick comparison:

•  FY 2017 Section 5339 Bus and Bus Facili-
ties grants: $720 million
• FY 2018 Section 5339 Bus and Bus Facilities 
grants: $1.15 billion

The increase in bus and bus facilities grants 
was made possible through the Congressional 
budget deal earlier this year, which afforded 
increases in domestic spending levels across 
the entire federal government. That boost 
also affords increases to FTA’s Section 5337 
fixed-guideway state of good repair grants 
(they receive $2.6 billion from the trust fund, 
plus $400.0 million from the general fund), 
and to the Section 5309 Capital Investment 
Grants program (these grants receive $2.6 bil-
lion [all from general funds], which is about 
$300 million more than what was authorized 
under the FAST Act).

TIGER grants loom larger than ever, espe-
cially in rural areas. One of the biggest win-
ners throughout the Consolidated Appropria-
tions Act is rural infrastructure. Rather than 
honor the administration’s infrastructure 
proposals, Congress appropriates direct fed-
eral spending for energy, water, aviation and 
broadband projects. Within surface transpor-
tation, the huge burst is in a tripling - yes, a 
tripling - of the TIGER program. For FY 2018, 
the program officially known as “National 

http://www.ctaa.org
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Infrastructure Investments” receives $1.5 
billion. Of that amount, 30 percent, or $450.0 
million, is the minimum that is to be spent on 
rural surface transportation infrastructure 
projects. In contrast, the total FY 2017 TIGER 
appropriation was $500.0 million, of which 
$100.0 million was guaranteed for rural ar-
eas.

This year’s appropriation continues the 
provisions that rural TIGER grants must be at 
least $1.0 million apiece (urban grants have 
to be at least $5.0 million), and that the feder-
al share for rural TIGER grants may be as high 
as 100 percent (urban grants are limited to 
an 80 percent federal share). It’s important to 
remember that these grants, whether called 
TIGER or National Infrastructure Investment 
grants, are highly competitive, and may be 
used for any form of surface transportation, 
whether highway, active transportation, tran-
sit, freight, intercity bus, rail transit, or some 
combination of these modes. But let’s review 

the comparison between last year and this 
year:

• FY 2017 TIGER appropriation: $500 million, 
of which at least $100 million was to be spent 
in rural areas.
• FY 2018 TIGER appropriation: $1.5 billion, 
of which at least $450 million is to be
spent in rural areas.

FTA formula grants stick to FAST Act autho-
rizations. That means that overall spending 
on FTA formula grants generally grows 2.1 
percent above last year’s funding levels. The 
precise figures will be released in the com-
ing weeks, when FTA publishes its detailed 
FY 2018 apportionments and allocations, but 
here are CTAA’s rough estimates of what to 
expect:

• Section 5307 urban transit formula grants 
get about $5.2 billion. This includes the “regu-
lar” Section 5307 appropriation, plus the 
amounts appropriated under Section 5340 

to urbanized areas in growing states, and 
to urbanized areas in certain “high density” 
states; this includes an additional $30 million 
supplement to the high density component of 
Section 5340.
• Section 5311 rural transit formula grants 
get about $729 million, which include the 
amounts appropriated under Section 5340 to 
rural areas in growing states.
• Section 5310 grants for the enhanced mo-
bility of seniors and individuals with disabili-
ties get about $274 million.

Nothing in the FTA budget is cut from last 
year’s levels. FTA’s administrative budget 
remains at $113.2 million, which is the same 
as last year. The general fund supplemental 
appropriation to WMATA remains at $150.0 
million. Just as in FY 2017, Congress has  ap-
propriated $5.0 million authorized from the 
general fund to supplement FTA’s technical 
assistance spending.

There are no transit policy surprises. Other 
sections of the Consolidated Appropriations 
Act contain hundreds of policy riders and 
legislative items that will shape federal ac-
tivities, but no unexpected policy conditions 
were attached to FTA’s appropriations in this 
legislation.

Stay tuned to CTAA’s Fast Mail bi-weekly 
e-newsletter, the Fed Central section at www.
ctaa.org and @OfficialCTAA on Twitter for the 
laterst details on federal policy, legislation and 
regulations.

http://www.ctaa.org
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=2923&z=37
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=2923&z=37
https://twitter.com/OfficialCTAA
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Volkswagen Environmental Mitigation Trust

CTAA Analysis: Opportunities For Innovative Transit Leadership  
in the Volkswagen Environmental Mitigation Trust

By Andrew Carpenter

In response to Volkswagen’s settlement for 
violating the Clean Air Act, the company has 
established a $2.7 billion Environmental 
Mitigation Trust that will distribute funds to 
states for offsetting excess nitrogen oxide and 
diesel-related emissions caused by the com-
pany’s actions.

States can only use the funds for very specific 
purposes, one of which provides a significant 
opportunity for CTAA members by replacing 
“Class 4-8 School Bus, Shuttle Bus, or Transit 
Bus (Buses).”

Through this measure, “eligible trucks and 
buses may be repowered with any new diesel 
or alternate fueled engine or all-electric 
engine,” and replaced vehicles must be 
scrapped.

In many cases, repowering or replacing buses 
with fueled versions receive less monetary
support (generally 40 percent of the cost) 
than all-electric buses (up to 75 percent of 
the cost). This rate of 75 percent coverage 
includes the cost of installing the infrastruc-
ture associated with an electric engine, such 
as charging stations.

In addition, members who utilize light-duty 
vehicles may be able to cover most or all of 
the cost of purchasing new equipment for 
zero emission vehicles, depending on the 
entity’s government affiliation. Even if funds 
do not cover new vehicles themselves, the 
infrastructure to support them will. Note: this 
allocation can only account for 15 percent of 
funds distributed through the trust.

The table to the right lists the funds available 
to each state based on states’ most recently- 
published numbers.

Part of the settlement requires states to open 
their disbursement plans for public comment
before finalizing distribution. Many states 
plan to hold workshops in order to collect 
feedback for this phase. CTAA members 
should involve themselves throughout the 
comment period to ensure buses remain 
a high priority as Beneficiaries divide the 
state’s settlement funds.

For more information, the National Associa-
tion of State Energy Officials provides details 
on the different types of vehicles that are 
eligible for the settlement.

http://www.ctaa.org
https://www.epa.gov/enforcement/volkswagen-clean-air-act-civil-settlement
https://www.epa.gov/enforcement/volkswagen-clean-air-act-civil-settlement
http://4cleanair.org/Volkswagen_Settlement_Information
http://4cleanair.org/Volkswagen_Settlement_Information
http://www.naseo.org/volkswagen-settlement
http://www.naseo.org/volkswagen-settlement
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Delivering Award-Winning 
Transit and Paratransit Service

(In every edition of DigitalCT, we profile a different CTAA member. 
When we asked TripSpark – a CTAA member since 1994 – to contribute 
responses for their profile, they instead suggested highlighting their 
customers. Here’s what they shared with us – ed)

 
Every operation is different, but one standard across virtually all 

transit and paratransit operations is the importance of customer 
service. Transit and paratransit service can improve quality of life for 
community members from all walks of life. Are you doing everything 
you can to deliver the best possible experience for your riders?

In this article, you’ll learn customer service best practices from 
people that know what it means to deliver exceptional service. Er-
nesto Paredes is the Executive Director of Easy Lift Transportation, a 
paratransit nonprofit that received the 2017 CALACT award for Top 
Paratransit in California. Jon Sullivan is an ITS Planner at Rogue Valley 
Transit District (RVTD), a public agency that received CTAA’s 2017 Ur-
ban Community Transportation System of the Year Award. Since Easy 
Lift and RVTD are TripSpark customers, I thought I would give them 
a call to find out more. Ernesto and Jon were happy to share details 
about their award-winning service with me. Here’s just some of what 
I learned.

 
Easy Lift: Paratransit Opens Doors

One of Hollywood’s most iconic scenes is in the Wizard of Oz, when 
Dorothy lands in Oz and opens the door. As Dorothy pulls open the 
door, she leaves her dull black-and-white life behind and enters the 
vibrant technicolor of Oz. 

By Shannon Mandel

“Dorothy discovers this whole new world, and that’s what it’s like 
when our riders start using Easy Lift,” explained Ernesto Paredes, the 
Executive Director of Easy Lift Transportation of Santa Barbara. Easy 
Lift was named “Top Paratransit in California” in 2017 by CALACT. The 
non-profit organization’s ADA paratransit service enables community 
members with disabilities to fully participate in community life.

“Using the dial-a-ride service, riders are able to continue their 
education, get jobs for the first time, and go to medical appointments 
without a family member having to be there,” explained Ernesto. In 
addition to providing ADA paratransit for Santa Barbara County, Easy 
Lift provides non-emergency medical transportation services for 
Medicaid recipients under Santa Barbara’s NEAT program. Easy Lift 
also offers free shuttle services to other non-profits so that they can 
focus their funding and attention on their own programs instead of 
worrying about transportation. “The services we provide, it means a 

US 24th District Congressman, Salud Carbajal (left) presents Easy Lift 
Executive Director, Ernesto Paredes (right) with award.

http://www.ctaa.org
https://www.easylift.org/
https://www.calact.org
https://www.rvtd.org/
https://www.rvtd.org/
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=646&z=5#urban
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=646&z=5#urban
https://www.tripspark.com/
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lot to the riders, and to their families, too.”

Keeping Up with the Demand for Paratransit 

With the rise of the ‘Silver Tsunami,’ the demand for paratransit is 
increasing across the nation, and Santa Barbara is no exception. 

To keep up with the demand for service, both from their own riders 
and partner charities, Ernesto realized that his organization needed 
to improve scheduling efficiencies. This would allow Easy Lift to move 
more people with their existing resources, without sacrificing the 
quality of the service.

 
“We realized that technology is advancing, and if we aren’t nim-

ble enough to look at these opportunities and invest in our own 
infrastructure, we will no longer be eligible for a lot of contracts 
because we won’t be able to keep up.”

5 years ago, Easy Lift implemented automated scheduling software 
and in-vehicle devices to keep schedules efficient. Since then, Ernesto 
has slept easier at night, because now he rarely has to turn away a 
rider or an opportunity. 

Practicing Anticipated Customer Service 

TripSpark staff often practice “anticipated customer service,” Er-
nesto said. “Because they have so much experience in the industry, 
they would anticipate my question and bring it up, before I even knew 
I had a question,” he explained. Ernesto was inspired by TripSpark’s 
attitude toward customer service.

“I took that attitude and applied it to how we do things here at 
Easy Lift.”

One way that Easy Lift exemplifies anticipated customer service is 
by introducing new riders to other services that they may be eligible 

for. By the time someone calls Easy Lift, it could be the 4th or 5th call 
they’ve made for disability services, but they still might not know 
about all the services available to them. 

“We don’t wait to be asked about a community service, we offer 
up our knowledge freely.”

Informed Drivers 
 
Drivers are at the heart of Easy Lift. When drivers have ready access 

to all the information they need, they can focus their attention where 
it matters, on the rider. 

Back in the day, your service was only as good as the knowledge 
of the dispatcher. If a driver didn’t see the rider, and the dispatcher 
didn’t know to check around the side of the building, the rider could 
be left behind. 

“Riders were upset if we left them behind; families were upset.”

Now, Easy Lift drivers don’t need to depend on the knowledge of 
an individual dispatcher if they can’t locate their rider. An in-vehicle 
device that allows riders to view their manifests and record trip data, 
also allows them to view notes about riders and locations. This fea-
ture helps avoid accidental missed connections. “If she’s not in front 
of the store, check the bench around the corner.” Seeing a simple note 
like this can make the difference between a positive rider experience 
and a horrible experience.

http://www.ctaa.org
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RVTD: From Budget Shortfall to Award-Winner

2014 was a tough year for Rogue Valley Transit District (RVTD). A 
tax levy that would have provided additional funding failed to pass, 
and the agency was facing a budget shortfall.

Without additional funding, how could RVTD continue their mission 
to provide quality public transportation and improve the quality of 
life in the Rogue Valley?

Jon Sullivan, ITS Planner at RVTD, explains that the 2014 short-
fall meant a reduction in service was inevitable, but the agency was 
able to minimize the impact on riders by focusing cuts on underused 
routes. The driver hours saved on these cuts were then used to main-
tain services that mattered to riders. In 2016, the tax levy was put up 
for vote again. RVTD’s ability to maintain a good standard of service 
in lean times was impressive, but riders wanted more, and this time 
the community rallied behind the ballot measure. Additional funding 
offered RVTD the opportunity to improve their service. The following 
year, the agency was named the CTAA’s Urban Community Transpor-
tation System of the Year.

Minimizing the Pain of Service Cuts 

When RVTD was facing their 2014 budget shortfall, stop-level 
ridership data from in-vehicle Mobile Data Terminals and Automated 
Passenger Counters made it easier for the agency to make tough deci-
sions. The data enabled RVTD to see where they could shorten and 
streamline routes to improve efficiency, while minimizing the impact 
to riders.

“With the data, we can look at ridership – not only by route, but 
we can look at it by hour of the day and by stop – and we can target 
areas that we can cut that won’t be so painful for our customers.”

Using stop-level ridership data, RVTD decided to cut service to the 

Member Update: TripSpark

airport because fewer than 3 people were using the stop on an aver-
age day. Removing the airport stop shortened the route by 15 minutes 
each way. This enabled RVTD to fit in another half an hour of work for 
that driver where it would be more appreciated.

Improving On-Time Performance and Reducing Missed 
Connections

When RVTD received additional funding in 2016, they weren’t about 
to take it for granted and make wasteful decisions. They wanted to 
make service improvements in the most efficient way possible.

RVTD’s customers have travel patterns that fluctuate throughout 
the day and service area. Using the TripSpark reporting system, RVTD 
planners are able to identify these patterns and apply service en-
hancements where they’re most needed.  

This bubble map uses 
TripSpark data to show 
boarding and alighting 

information for each stop 
along a route. The map 

allows planners to see how 
they may consolidate stops 
to accommodate riders and 

maintain efficiency.

http://www.ctaa.org
https://www.rvtd.org/
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“Targeted service enhancements mean fewer wasted resources 
and a better transit system for our riders.”

One way that RVTD enhanced their service was to reduce the inci-
dence of riders missing their connections. Front Street Station in Med-
ford is a transit hub where the district’s 8 routes intersect. If a bus ar-
rives at the station late, riders could miss their scheduled connection. 
Using time-point level route-schedule adherence data, Jon discovered 
that on one particular route, riders were often missing their sched-
uled connection because the bus was too late arriving to the station.

Using passenger activity data, RVTD made small changes to the 
route pattern. They modified the route to bypass a residential neigh-
borhood and also consolidated some stops. These actions enabled 
the bus to consistently arrive at the station 2 minutes earlier, and as a 
result far fewer people now miss their connections. 

 
Using Fixed Route software has allowed RVTD to make intelligent, 

data driven decisions that better serve their riders.

There’s no Place like Home

At the end of the Wizard of Oz, Dorothy clicks her ruby red slippers 
three times and says “there’s no place like home.” There may be no 
place like home, but as Dorothy discovered, a world of adventure and 
opportunity awaits outside. Whether your riders are headed to Oz, or 
a more practical destination like work, the mall, or community center, 
delivering exceptional service has the ability to improve quality of life. 
TripSpark’s transit and paratransit technology is helping RVTD and 
Easy Lift improve lives. To learn more about our paratransit and fixed 
route software, visit our website. 

(For more information on RVTD, read our profile from the Oregon 
Transit Trail edition of DigitalCT in 2015 – ed)
 
Shannon Mandel is the Content Marketing Specialist for TripSpark.

Member Update: TripSpark

This graph uses TripSpark data to show passenger activity by hour for 
selected routes. With this information, RVTD can make intelligent decisions 
about hours of  service and frequency of  service.

http://www.ctaa.org
https://www.tripspark.com/community
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=4340&z=60
http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=4340&z=60
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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 Association. The Board relies on the special exper-

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

OUR BOARD OF DIRECTORS: William McDonald, President; Elaine Wells, Vice President;  Robert P. Koska, Treasurer; Charles Carr; 
Barbara Cline, CCTM; Barbara Donovan; Ann Gilbert; Santo Grande, CCTM; Jo Ann Hutchinson; Kristen Joyner; Robert P. Koska; Jeff 
Meilbeck; John McBeth; Dan Wedge; and Randy Zobrist. Emiritus Directors: Dan Dirks, CCTM; Richard Doyle; Dave White, CCTM.

OUR STATE & TRIBAL DELEGATE COUNCIL: Alabama • John Autry; Alaska • John Kern; Arizona • Bruce Morrow;  Arkansas • Ken Sav-
age;  California • Jacklyn Montgomery; Colorado • Hank Braaksma, CCTM; Connecticut • Mary Tomolonius; Delaware • Ken Bock, 
CCTM; Florida • Karen Deigl; Hawaii • Harry Johnson, CCTM; Georgia • Butch McDuffie; Idaho • Kelli Fairless; Illinois • Bill Jung; Indiana 
• Rebecca Allen, CCTM, CTSR;  Iowa • Mark Little, CCTM; Kansas • R.E. (Tuck) Duncan; Kentucky • Beecher Hudson;  Louisiana • Michelle 
Horne;  Maine • Jim Wood;  Maryland • Nancy Norris, CCTM; Massachusetts • Anthony Ngethe;  Minnesota • Vonie Smolke;  Mississippi 
• John Johnson; Missouri • Dorothy Yeager, CCTM; Montana • Lyn Hellegaard, CCTM; Nebraska • Tiffany Fourgeson; Nevada  • Mike 
Jackson; New Hampshire • Van Chesnut; New Jersey • Carol Novrit, CCTM; New Mexico • David Harris, AICP;  New York • Damon Mus-
taca, CCTM; North Carolina • Linda Thomas Wallace;  North Dakota • Dale Bergman; Oklahoma • Charla Sloan, CCTM;  Oregon • Doug 
Pilant, CCTM;  Pennsylvania • John Kanyan;  South Carolina • Keith Scott;  South Dakota • Andy Sharp;  Tennessee • Rebecca Harris;  
Texas • Lyle Nelson; Utah • Todd Beutler, CCTM;  Vermont • Jim Moulton;  Virginia • Josh Baker, CCTM;  Washington • Kelly Scalf;  West 
Virginia • David Bruffy;  Wisconsin • Greg Seubert; Wyoming • Renae Jording, CCTM. Tribal Delgates: Confederated Salish & Kootenai 
Tribes of the Flathead Nation • Corky Sias; Sitka Tribe of Alaska • Gerry Hope; Chickasaw Nation, Okla. • Angie Gilliam
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