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___________________________________________________________________________________
This technical memorandum was prepared as part of the study of coordination of ADA paratransit and other
demand responsive services in the KCATA area. It summarizes options for increased coordination of services
and other efforts that can be taken to improve mobility for seniors and people with disabilities.
Several opportunities for increased coordination and enhanced mobility were identified by the Mobility Advisory
Committee (MAC) at a meeting on October 15, 2014, including:
► Coordination or combination of service operations
► Expanded volunteer driver programs
► Regional eligibility determination
► Expanded travel training
► Expanded information and referral services (one-call-one-click centers)
► Improved public information
► Implementation of advanced technologies
► Regional electronic fare system
Current services and programs are first described. Opportunities for coordination are then presented. Best
practices are also described where appropriate. The benefits and challenges of each coordination opportunity
are also explained.
The coordination options described in this memorandum will be presented to the MAC for input. Those
selected for further consideration and possible implementation will then be included in a more detailed plan,
which will be presented to the public, the KCATA Board, and other affected agencies. It is also important to
note that many of the coordination options are interrelated and some options may be contingent on the
implementation of others.
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I. Coordination or Combination of Service Operations
Several different types of paratransit and demand responsive services are provided in the KCATA area:
► ADA paratransit
► Non-ADA demand responsive services for seniors, persons with disabilities, and low-income residents
► Agency-specific transportation
► Volunteer driver programs
This section provides a summary of current services and opportunities for coordination. ADA paratransit and
non-ADA demand responsive services provided by KCATA. Unified Government Transit (UGT) and the City of
Independence are first described. Non-ADA demand responsive services provided by Johnson County Transit
(JCT) are then presented. Options for coordination of services between these four agencies are then explored.
Other demand responsive services and additional opportunities for coordination are then presented.

ADA Paratransit and Non-ADA Demand Responsive Transportation Provided by
KCATA, UGT, Independence, and JCT
Current Services
Combined ADA paratransit and non-ADA demand responsive services are provided by three agencies — the
KCATA, UGT, and the City of Independence. Each of these agencies operates non-commuter fixed-route transit
service and therefore is required to provide ADA paratransit service within 3/4 of a mile of all fixed routes. Each
agency also supplements this required ADA paratransit with demand responsive service for seniors. JCT
operates only commuter fixed-route transit service and therefore is not required to provide ADA paratransit.
JCT does, however, provide non-ADA demand responsive transportation service.
KCATA Services
KCATA provides ADA paratransit as part of its Share-A-Fare service. Share-A-Fare serves riders who are ADA
paratransit eligible (Share-A-Fare ADA service) as well as seniors (Share-A-Fare non-ADA service). There are
7,282 registered Share-A-Fare riders, who take 258,574 trips per year.
The Share-A-Fare ADA service is provided in all areas that are within 3/4 of a mile of KCATA non-commuter
bus routes. This includes much of Kansas City, MO as well as portions of Kansas City, KS and the eastern part
of the City of Independence.
KCATA operates a call center and takes trip requests from riders. Trip requests are scheduled to vehicle runs
by a contractor — Reveal Management Services (RMS). Schedules created by RMS are then sent to Veolia
Transportation, the contracted service provider. Veolia operates a fleet of 77 vehicles and also subcontracts to
have some trips provided on taxicabs. KCATA’s annual operating budget for the Share-A-Fare service is about
$10.6 million. The fare is $3.00 per trip.
Unified Government Transit Services
Unified Government Transit (UGT) provides ADA paratransit as part of its Dial-A-Ride service. Dial-A-Ride is
provided for riders who are ADA eligible. UGT also operates an Aging Transit service that includes Demand
Response service for seniors, transportation to and from congregate meal sites, and meals-on-wheels delivery.
UGT operates the Dial-A-Ride and Aging Transit services in-house. UGT employees take and schedule trip
requests, and UGT drivers operate the vehicles. Dial-A-Ride (ADA) service is provided in areas of Wyandotte
County that are within 3/4 mile of The Bus, UGT’s fixed-route transit service. Dial-A-Ride (ADA) service and
Aging Transit Demand Response service are integrated and provided on the same vehicles. Eight vehicles are
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used to provide this integrated service. UGT also operates three minivans and one freezer truck for the mealson-wheels portion of its Aging Transit service.
There are 4,500 registered riders for both the Dial-A-Ride and Aging Transit Demand Responsive services. DialA-Ride provides 8,366 trips per year to ADA eligible riders. A total of 14,880 trips are provided on the Aging
Transit service, which includes Demand Response trips as well as trips to and from congregate meal sites.
The annual operating cost of the Dial-A-Ride (ADA) service is $145,162. The Aging Transit service operating
cost is $875,162 per year. The Dial-A-Ride (ADA) fare is $3.00 per trip. The Aging Transit Demand Response
service is $1.00 per trip. Service to and from congregate meal sites is provided for $0.50 per trip.
City of Independence Services
The City of Independence provides ADA paratransit as part of its IndeAccess service. There are two types of
IndeAccess service — service to ADA paratransit eligible riders (called IndeAccess) and service to seniors
(called IndeAccess Plus). There are 425 registered riders who make 12,734 trips per year — 8,654 IndeAccess
(ADA eligible) trips, and 4,080 IndeAccess Plus (senior) trips.
The IndeAccess services are provided by First Transit, a contractor to the City of Independence. First Transit
provides a turnkey service. It takes and schedules trip requests and operates and maintains the vehicles that
provide the service. Four vehicles are used to provide the IndeAccess and IndeAccess Plus service. Total annual
operating budget for the service is $322,800, of which $193,700 is for IndeAccess ADA service and $129,100 is
for IndeAccess Plus senior transportation service. The fare for both services is $2.00 per trip.
IndeAccess (ADA) service is provided in areas of the City of Independence that are within 3/4 mile of IndeBus,
the City’s fixed-route service.
Johnson County Transit Services
Johnson County Transit (JCT) provides two different demand responsive transportation services for seniors,
persons with disabilities, and low-income residents — Special Edition and Sheltered Workshop Industrial Fixed
Transportation (SWIFT). Special Edition provides demand responsive services for seniors (65+), people with
disabilities, and low-income residents. All trip purposes are served. Transportation is provided mainly within
Johnson County, but also to designated destinations in Kansas City, Kansas and Kansas City, Missouri for
medical appointments. SWIFT provides transportation for people who are participating in services provided by
Johnson County Developmental Support Services. Transportation is provided to and from work training and
employment sites.
Until recent coordination of services with KCATA (see below), Johnson County had three contracts with
private companies for the operation of Special Edition and SWIFT services. The County contracted with Reveal
Management Services (RMS) for reservations and scheduling of trips. The County also contracted with First
Transit and 10/10 Taxi for the provision of service.
In 2013, 56,650 one-way trips were provided under the Special Edition service and 45,430 trips were provided
for SWIFT. About 260 one-way trips are provided each weekday, with about 160 of these provided by 10/10
Taxi and the remainder by First Transit.
The annual operating budget for these services in 2013 was $4,254,767, which included $3,313,681 for Special
Edition and $941,086 for SWIFT. The cost per trip for Special Edition was $41.68 and the cost per trip for
SWIFT was $20.72.
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Johnson County recently negotiated to have KCATA assume responsibility for the management of
transportation services. Under the new arrangement, KCATA will begin managing the operation of public transit
services in the first quarter of 2015. This will include the management of the Special Edition and SWIFT services.
Under the new management agreement, Johnson County will continue to own and operate transit facilities and
vehicles. The County will also continue to contract with Reveal, First Transit and 10/10 taxi for the provision of
services. The County will contract with KCATA for management of transit services. It is expected that several
of the current JCT managers and staff will become employees of KCATA and will continue to be involved in the
management of services.
Little change in the delivery of service is planned at the start of this new management arrangement. Riders will
still call the same numbers to request trips and trips will be scheduled separately for JCT and KCATA services.
Over time, though, this consolidation of service management will provide opportunities for coordination of
service delivery.
Overlap in Service Operations
ADA Paratransit Service Operations
There is significant overlap of current ADA paratransit services. KCATA operates local fixed-routes into the
City of Independence as well as Wyandotte County and therefore is required to provide ADA paratransit
services in those areas. To minimize the overlap, KCATA does not provide local service in areas where
Independence and UGT operate. KCATA only provides service to and from each overlapping area. If riders call
KCATA for service locally within Wyandotte County or the City of Independence, they are referred to
IndeAccess and UGT.
Even with this division of service, there is significant operational overlap and duplication. Figure 1 shows the
ADA paratransit service areas of all three agencies as well as the number of trips provided by each per year. As
shown, IndeAccess provides 8,654 trips per year to ADA eligible riders making local trips within the City of
Independence, and 4,080 trips to seniors (12,734 total). Share-A-Fare then provides 1,180 trips to and from
Independence each month (or 14,160 per year) trips per year to ADA eligible riders traveling to or from the
City of Independence.
In Wyandotte County, UGT provides 8,366 trips per year to ADA eligible riders making trips within the
County, and 14,880 trips for seniors (23,246 total). Share-A-Fare provides another 500 trips each month (or
about 6,000 per year) to ADA eligible riders traveling to and from Wyandotte County.
The volume of ADA service provided by each agency suggests that KCATA operates as many vehicle-hours of
service within Independence as the City, and a significant portion of the demand response (non-group trips)
within Wyandotte County. If services were coordinated, it is likely that the total service could be provided more
efficiently. Currently, Share-A-Fare vehicles deadhead into and out of Independence and Wyandotte County
when providing inter-area trips. If the services were coordinated, Share-A-Fare vehicles could be used to
provide local trips when operating in each area. Vehicles that are now used only locally could also assist with
some inter-area trips.
Overlap in KCATA, UGT, and JCT Service Operations
Some overlap also exists between the services provided by KCATA and JCT. As shown in Figure 1, KCATA
provides some ADA paratransit service in eastern Johnson County. Because JCT does not operate ADA
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Figure 1: KCATA, UGT, and City of Independence ADA Paratransit Service Areas and Trips Per Year
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paratransit, there is no overlap in ADA service as there is on Independence and Wyandotte County. Still,
KCATA Share-A-Fare vehicles are operating in areas where JCT Special Edition vehicles are also providing
service. As noted above, JCT also provides transportation to Kansas City, Kansas and to Wyandotte County for
specialized medical needs. JCT vehicles therefore sometimes overlap with vehicles operated by both KCATA
and UGT in these areas.
Opportunities for Coordination
Several options for the coordination of services between KCATA, UGT, Independence, and JCT are described
below.
Coordination of Trip Reservations and Scheduling
One option would be to coordinate the trip reservation and scheduling process. Instead of calling separate
numbers for service in each area, riders throughout the area would be directed to call a single number. This
approach of a “one-call” center has been implemented by a number of transit agencies (see discussion below on
“one-call/one-click” services).
It is recommended that KCATA, as the largest provider of paratransit and demand responsive services, house
the central reservation service. It is also recommended that KCATA arrange for the scheduling of trips through
RMS—in keeping with the current service structure.
This option is illustrated in Figure 2. UGT, JCT and the City of Independence would each contract with KCATA
for trip reservations and scheduling services. Under this option, each agency would still contract for the delivery
of service in its area. KCATA would still have its service delivered through Veolia Transportation; Independence
would still contract with First Transit; JCT would still contract with First and 10/10 Taxi; and UGT would still
operate its vehicles in-house. RMS would provide run schedules to each operator the evening before the day of
service.
Benefits and Challenges
The main benefit of this option would be simplifying the points of contact for paratransit and demand responsive
services. Riders would not need to call UGT and Independence for local service and then KCATA for regional
service. This option would also support the concept of a regional “mobility manager.” In addition to taking trip
reservation calls, KCATA could take general information calls and provide information about all of the services
in the area.
This option would not require significant organizational change and could be implemented within current service
provider contracts. The contract between Independence and First Transit would only need to be modified
slightly to reassign the trip reservation and scheduling function to KCATA. Independence could still maintain the
contract for other aspects of operation, including operation of fixed route services.
This option is also consistent with the new management contract negotiated between KCATA and JCT. The
only difference would be that calls for JCT services would be taken by the KCATA call center rather than by
RMS directly.
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Figure 2: Centralized KCATA, UGT, Independence, and JCT Trip Reservations and Scheduling Structure
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Comingling of Trips and Service Delivery
A second option would be to not only create a single call center, but comingle trips and use vehicles now
operated separately to provide service in the most efficient way possible. For example, KCATA vehicles could
be used to assist with local trips when operating in Independence, Wyandotte County or Johnson County.
Similarly, JCT vehicles could assist with local trips in Wyandotte County or the KCATA service area.
For this option to be effective and efficient, ADA as well as most non-ADA trips provided in the area would
have to be coordinated. In Independence, the provision of ADA and non-ADA trips is fully integrated on the
same vehicles. It would not be efficient to separate these services and only coordinate the provision of ADA
trips.
In Wyandotte County, the Dial-A-Ride (ADA) and Aging Transit services are similarly integrated and provided
on the same fleet of eight vehicles. Three vehicles are dedicated to Dial-A-Ride and Demand Response service.
Five vehicles provide Demand Response service and also transport seniors to and from congregate meal sites.
Trips on each of these services are combined on the same vehicles. It would not be efficient to separate the
operation of these services and coordinate only Dial-A-Ride (ADA) service.
However, meals-on-wheels transportation in Wyandotte County is operated separate from the other services.
Three minivans and one refrigerated truck are used exclusively to deliver meals to residents and food and
supplies to the congregate meal sites. These vehicles are not designed to transport passengers. There is also a
very close working relationship between UGT and the Unified Government Area Agency on Aging (AAA) for
meals-on-wheels service. The AAA uploads information to UGT each day on seniors who are to receive meals.
The actual delivery of meals is then recorded on hand-held scanners and the information is downloaded and
provided to the AAA. Because of the unique nature of meals-on-wheels transportation and the close and unique
working relationship between UGT and the AAA, it is recommended that this portion of the transportation
program remain with UGT.
Benefits and Challenges
Comingling of trips would improve operating efficiency, particularly for Share-A-Fare vehicles providing interregion trips in Wyandotte County and Independence. Currently, Share-A-Fare vehicles deadhead to and from
pickups and drop-offs in these areas. If Share-A-Fare vehicles were able to also assist with local service while in
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each area, the total number of vehicle-revenue-hours needed to operate the combined local and regional service
should be reduced. This could either allow more trips to be provided for the same cost, or vehicle-hours to be
reduced and overall costs lowered.
The same benefit would exist, to a lesser degree, for JCT vehicles. When making trips to medical facilities in
Kansas City, JCT vehicles would not have to deadhead back to Johnson County or wait for return trips.
The main challenge of comingling trips is agreeing on a fair and equitable way to allocate costs between the
agencies. For example, if KCATA’s contractor and vehicles are used to provide local service in Independence, a
mechanism for charging the appropriate portion of the costs to Independence would be needed. Two methods
of cost allocation are typically used when trips are comingled—cost per trip, and cost per passenger-mile. Cost
per trip is used when the characteristics of trips (mainly average trip length) is similar between agencies or
communities. If the trips provided by each agency have different average lengths, cost per passenger-mile is used.
Since local trips in Independence, Wyandotte County and Johnson County are likely to be shorter than trips
provided throughout the KCATA area, it is recommended that costs be allocated based on passenger-miles.
A second challenge would be managing the overall service within the maximum budgets established by each
agency. The cost of local service is typically managed by controlling the number of vehicles and vehicle-hours of
service. Using vehicles from other (regional) fleets to support local transportation would create additional
capacity. The total number of trips provided would need to be managed to keep total service within budget.
A third challenge with comingling trips is consistent operating policies. Trips for different programs cannot easily
be comingled if key operating policies are not the same. For example, if there are different on-time performance
windows for each program, riders from different programs will be looking for vehicles at different times and this
may be difficult for the drivers and dispatchers to manage.
Table 1 shows key policies adopted by the four agencies. As shown, there is consistency in the on-time window,
the vehicle wait time, and late cancel policies. There are some differences in driver assistance and package
policies that may need to be negotiated. Only Independence does any significant trip time negotiation, so that
should not be an issue.
Table 1: Key Operating Policies for the KCATA, JCT, UGT, and Independence Services
Operating Policy

KCATA

JCT

UGT

On-time window
Vehicle wait time

Trip requests
currently not
negotiated
+/- 15 minutes
5 minutes

No formal window;
negotiated as
needed
+/- 15 minutes
5 minutes

No formal window;
negotiated as
needed
+/- 15 minutes
No formal policy

Driver assistance

Door-to-door

Curb-to-curb

As needed

Package limits

5 packages

Late cancel policy

At least 2 hours
prior to trip

Negotiation
window

No package
assistance
At least 2 hours
prior to trip
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Independence
+/- one hour
+/- 15 minutes
5 minutes
Door-to-door as
needed

No formal limit

6 packages

At least 2 hours
prior to trip

At least 2 hours
prior to trip

Consolidation of Operations
Another option would be to coordinate contracts for service delivery. Rather than having each agency maintain
separate contracts with private providers, KCATA, as the manager of reservations and scheduling, could
develop contracts directly with service providers.
This option is illustrated in Figure 3. JCT, Independence and UGT would have contracts with KCATA to manage
ADA and non-ADA paratransit and demand responsive services. KCATA would then contract for scheduling
services (currently RMS) as well as service provision (currently Veolia, First Transit and 10/10 Taxi). UGT, which
operates service in-house could continue to provide service directly, or could opt to have services provided by
contractors through KCATA.
Benefits and Challenges
This option would simplify the management and oversight of services. KCATA would have a direct contractual
relationship with service providers. JCT and Independence would not have to intervene if there were
contractual service delivery issues.
This option would be a logical extension of the management contract recently negotiated between JCT and
KCATA. Since KCATA has responsibility for the overall management of services, it would make sense for it to
have a direct relationship with contracted service providers. When current contracts between JCT, First Transit
and 10/10 Taxi expire, KCATA could seek and execute new contracts with these or other providers.
In Independence, where the operation of the IndeBus fixed route service and IndeAccess paratransit service is
highly integrated, it may not be cost-effective to have separate contracts for these two services. Therefore, if
services in Independence are consolidated under KCATA, the only cost-effective option might be to have
KCATA contract for and manage both the IndeBus and IndeAccess services.
Another benefit of consolidated operations is that non-ADA service could be easily and efficiently expanded to
be more regional rather than local. If Independence, UGT or JCT wanted to provide more regional service for
seniors or other non-ADA riders, these trips could easily be accommodated on the regional fleet. Since vehicles
would already be operating throughout the area for ADA service, non-ADA trips could be cost-effectively
combined on existing runs.
Under this option, it is recommended that each agency remain involved in the selection of service providers.
KCATA could manage the RFP process for service providers, but JCT, Independence and UGT would
participate in the process as members of the selection committee.
The challenges that would apply to comingling of trips would also apply to the consolidation of services. A fair
and equitable method for allocating the cost of trips would need to be developed. Differences in key operating
policies would also need to be negotiated.
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Figure 3: Consolidated Operation of KCATA, JCT, UGT, and Independence, Paratransit and Demand
Responsive Services
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- vehicle operation
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- vehicle operation
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Other Non-ADA Public Demand Responsive Service
Current Services
Within the Kansas City metropolitan area, non-ADA demand responsive services are also provided by several
other agencies and municipalities. To the north and east of the metropolitan area, Older American
Transportation Services, Inc. (OATS) provides demand responsive service in Platte, Clay and Jackson Counties
and in several communities within these counties. The City of Liberty also provides service to seniors and
persons with disabilities, and Excelsior Springs operates a general public route-deviation service. The Cities of
Olathe and Shawnee operate taxi voucher programs for seniors, persons with disabilities and (in Olathe) lowincome residents. Each of these services is described below.
OATS Services
Several agencies and local communities contract with OATS to provide non-ADA demand responsive
transportation in Platte, Clay and Jackson Counties. OATS operates a fleet of 76 vehicles that are shared in the
operation of these services. The Mid-America Regional Council (MARC) contracts for transportation for seniors
(60+) and persons with disabilities in the following areas:
► South Platte County (called Area B): Transportation is provided daily to and from the Platte County
Senior Center. Transportation for medical appointments is also provided on Mondays, Wednesdays and
Fridays. Essential shopping trips three days per month (on the 1st, 3rd and 4th Tuesdays). Service is
somewhat limited. In 2013, 505 trips were provided at a cost of $11,290, or $22.36 per trip.
► North Platte County and Clay County (called Area N): Transportation is provided daily to and from the
Platte County Senior Center and the Excelsior Springs Senior Center. Service to and from the Senior
Center in Smithville is provided three days a week (Monday, Wednesday and Friday). Medical
transportation is provided on Mondays, Wednesdays, and Fridays throughout the area. Essential
shopping transportation is provided the 1st Friday, and 2nd and 4th Wednesday of each month in North
Platte County; the 1st and 3rd Wednesdays each month in Excelsior Springs; and the 1st, 2nd and 3rd
Thursdays each month in Kearney and Smithfield. In 2013, a total of 26,104 trips were provided for a
cost of $170,250, or only $6.52 per trip.
► Jackson County (called Area L): Transportation is provided weekdays to and from senior centers in
Buckner and Blue Spring. Medical transportation is provided on Mondays, Wednesdays and Fridays
throughout the county. In 2013, 3,118 trips were provided for a cost of $40,210, or $12.90 per trip.
The City of Blue Spring contracts with OATS for general public demand responsive transportation, for any trip
purpose. This service is provided four hours a day on Tuesdays and Thursdays. In 2013, 1,099 trips were
provided at a cost of $13,560, or $12.34 per trip.
The City of Lee’s Summit also contracts with OATS for general public demand responsive service. Service is
provided on weekdays from 7 a.m. to 3 p.m. All trip purposes are served. In 2013, 6,097 trips were provided for
$43,590, or $7.15 per trip.
City of Liberty: Liberty Access Bus
The City of Liberty provides demand responsive transportation for seniors (60+) and residents with disabilities.
Service is provided weekdays from 8:30 a.m. to 4:30 p.m. for medical and shopping trips, with priority given to
essential shopping (groceries). One van is operated full-time and two are operated part-time. Service is operated
in-house with city employees. Ridership data was not available, but the city reported a 2013 budget of $134,380.
City of Excelsior Springs: Omni Bus
The City of Excelsior Springs operates a route-deviation service connecting key origins and destinations in the
community. Riders can board along the route or call for deviations up to two miles from the route. The service
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operates Mondays, Wednesdays and Fridays with hourly headways from 9 a.m. to 4 p.m. Service is also provided
Tuesdays and Wednesdays from 5:30 to 7 p.m. Two buses are operated in-house with city employees. In 2013,
about 10,000 trips were provided for $180,000, or about $18 per trip.
City of Olathe: Taxi Coupon Program
The City of Olathe administers a taxi subsidy program for seniors (65+), residents with disabilities and lowincome residents. Taxi coupons are available for different types of trips (work, personal business, and medical).
Medical and personal business trip coupons are available to seniors and people with disabilities. Work trip
coupons can be purchased by low-income residents and residents with disabilities. Service is provided by 10/10
Taxi during all hours that it operates, which is 24/7. One 10-ride coupon book can be purchased each month for
a cost of $35. An unlimited number of special “5 minute stop” coupons can also be purchased for $5 each,
which allows riders to make a 5 minute stop at another destination along the way. In 2013, a total of 42,264
trips were provided at a cost of $600,000, or $14.20 per trip.
City of Shawnee: CityRide
The City of Shawnee also administers a subsidized taxi service for seniors (currently 62+, but changing to 65+)
and residents with disabilities. All trip purposes are served. Riders pay a fare of $2 per trip and the City
subsidizes the remaining cost. Service is operated by 10/10 Taxi and is available 24/7. In 2013, approximately
5,000 trips were provided for a cost of $45,000, or about $9 per trip.
Overlap in Service Operations
As indicated in the above service descriptions, demand responsive transportation in the more rural areas of
Platte, Clay and Jackson Counties is somewhat limited. In many areas, service is operated on only certain days
and for limited hours.
As indicated in Figure 4, there is some overlap of services. City-specific services in Liberty and Excelsior Springs
overlap with countywide service provided by OATS in Clay County. City-specific services in Blue Springs and
Lee’s Summit overlap with the Jackson County service, but all three are operated by OATS, so can be
coordinated internally.
The taxi subsidy programs in Olathe and Shawnee also overlap in area with the JCT Special Edition service. To
help address this, JCT and the City of Olathe have an agreement not to duplicate efforts. If travel is within the
City of Olathe, JCT refers riders to the Olathe Taxi Coupon Program. JCT only provides trips to and from the
city.
Much of the service in Platte, Clay and Jackson Counties is, however, provided by OATS. A fleet of 76 vehicles is
shared throughout the area and, as the lead transportation agency in these counties, OATS is able to internally
coordinate services. OATS also coordinates with other providers of service. Referrals are routinely made if
OATS or other agencies are not able to accommodate all trip requests. In Jackson County, because of limited
capacity, OATS often refers callers if they are traveling in areas served by the City of Independence (IndeAccess)
or KCATA (Share-A-Fare).
The non-ADA demand responsive services throughout the area are also very cost-effective, with per trip costs
ranging from only $6.52 to $22.36, and most of the services operating at less than $20 per trip. It is unlikely that
coordination could lower costs. The main issue appears to be one of capacity and funding, rather than overlap
or coordination.
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Opportunities for Coordination
Improving public awareness and understanding, and easy access to the many different services, could be an
opportunity. If public awareness and access were improved, though, additional funding and capacity would be
needed, as current services are typically capacity constrained. Without significant additional funding, the only
option for expanding service capacity would be to make greater use of volunteers.
Options for improving public awareness and access to services, and use of volunteers are discussed in the
section below on broader mobility management opportunities.
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Figure 4: Agency and Municipal Non-ADA Demand Responsive Transportation Service Areas
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Agency-Specific Services
Current Services
A number of social service agencies also provide or arrange for transportation within the area. The most
significant of these are services by County Boards or sub-agencies for seniors and people with developmental
disabilities.
Clay County Board of Senior Services
The Clay County Board of Senior Services provides transportation for medical appointments and essential
personal business to county residents who are 60 years of age or older. Up to four round-trips per month are
provided to destinations within a 50 mile radius of the rider’s home. The fare is $5 per trip and service operates
weekdays from 6 a.m. to 5 p.m. The County Board contracts with Assisted Transportation, a private van
company, to provide the service. In 2013, about 6,300 trips were provided. Information about operating cost
was not readily available.
Platte County Board for the Developmentally Disabled
The Platte County Board provides transportation to and from workshops, day habilitation programs, community
employment sites, and agency activities for adult residents who have a developmental disability and are
participating in agency programs. Service is provided at no cost to the riders throughout the Kansas City
metropolitan area. Service generally operates weekdays during the work day, but hours can vary to
accommodate work schedules of agency programs and activities. A fleet of 34 vehicles is operated in-house by
county employees. About 130 individual are served (ridership data was not readily available). In 2013, the
operating cost was about $900,000.
Developmental Disability Services of Jackson County
Developmental Disability Services of Jackson County provides transportation under a program called EITAS
(Empowering Individuals Through Advocacy and Support). Transportation is provided primarily from residence
to work or other day services, but other types of trips are also provided as needed. The service operates
weekdays from about 6 a.m. to 6 p.m. and is provided throughout Jackson County. Transportation to and from
work and other day services is provided at no charge. Other demand response trips are provided at a fare of $5
per trip. A fleet of 40 vehicles serves about 450 individuals making about 234,000 trips per year. The 2013
operating budget was $3.4 million and the cost per trip was about $14.53.
Overlap in Service Operations
The three social services generally operate within their respective counties. While trips from Platte County and
Clay County can extend a specific distance beyond their county borders, riders must be residents of the specific
county due to the funding mechanism. As a result, there is very little overlap in service operations, as indicated
in Figure 5.
Opportunities for Coordination
These agency-specific services provide very targeted and defined transportation. The Clay County service
addresses long-distance transportation and other priority needs that may not be able to be served by other
providers in the county. The Platte County and Jackson County services primarily provide group transport to
program sites and other work locations. Vehicles are in use at certain times of the day—mainly early morning
and mid-afternoon when this transportation is needed.
For the most part, coordination of these services with other public demand responsive transportation would
not be advantageous. The Platte and Jackson County services are highly grouped and efficient. The Clay County
serve, with its large serve area, could not easily be combined with other county-based or city-based services.
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Even OATS, which has a large catchment area, would not be able to provide some of the long-distance trips that
can extend into Kansas.
Public Awareness and Access
The coordination activity that could possibly benefit the Clay County Senior Transportation Service would be
increased public awareness of the service. This might be provided through a one-call/one-click service (see
section on Other Mobility Management Opportunities). Coordination with existing volunteer driver programs,
or expansion of volunteer driver services, is also a possible area of opportunity.
Travel Training
The coordination activity that might best assist the Platte County Board and EITAS is expanded travel training.
This option is also discussed in the Other Mobility Management Opportunities section.
Shared Use of Vehicles
Finally, the Platte County Board and EITAS might be able to assist other agencies and programs by making
vehicles available at times when they are not in use. This could be done by negotiating vehicle sharing
arrangements, where another agency would provide a driver and pay to use vehicles during down times. Or it
could be done by providing a vehicle and driver and operating service under contract with other agencies.
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Figure 5: Agency-Specific Transportation Service Areas
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II. Expanded Volunteer Driver Programs
Current Services
Three agencies offer volunteer driver programs to arrange for transportation within the area. In general, all
three services have difficulty recruiting enough volunteer drivers to meet the transportation demands.
Johnson County: Catch-a-Ride
Johnson County provides transportation for medical, social service, and shopping purposes to adults 60 years or
older, persons with disabilities, or adults who do not have another means of transportation. The service area is
generally within Johnson County with out-of-county trips to some medical destinations. The service operates
Monday through Friday from 8:00 AM to 5:00 PM depending volunteer availability. Johnson County provides
funding for the program but riders are asked to make a suggested donation of $3.00 per one-way trip if possible.
Volunteer drivers use their personal vehicles and can claim reimbursement at $0.50 per mile. The annual
operating cost is $47,000 with an average cost of $18.80 per trip based on 50-55 round trip requests each week.
Jewish Family Service: JET Express, JET Express Plus
Jewish Family services provides a volunteer driver program to help older adults remain active and independent.
Riders must be 65 years or older and individuals are eligible for up to two round trips per week. The service
area is southern Johnson and Jackson Counties with trips limited to 30 miles round-trip. The service operates
Sunday to Thursday from 8:00 AM to 9:00 PM and Friday to Saturday from 8:00 AM to 1000 PM. JET Express
uses personal vehicles and is provided for $5.00 per one-way trip. JET Express Plus operates an in-house minivan
with Jewish Family Services staff as the drivers and is provided for $10.00 per one-way trip. The annual
operating budget shared between the services is $128,000 and provides approximately 2,000 trips per year.
ITN Greater Kansas City:
ITN Greater Kansas City is a membership-based transportation system that utilizes volunteer drivers. Riders
must be 65 years or older or adults with visual impairments. The service offers rides for any trip purpose. The
service area is eastern Jackson County and operates 24-hours daily depending on driver availability. New service
areas are initiated once fifteen volunteer drivers are available in the area. The service is provided for $1.25 per
mile with a $6.00 minimum. Additional pricing options are available for same-day trip requests or stops.
Volunteer drivers receive credits that can be used at a later date, transferred to another rider, or donated to
the scholarship program. The annual operating budget is approximately $100,000. Based on the 670 trips
provided annually, the operating cost for the service is $149.25 per trip.
Overlap in Service Operations
As indicated in Figure 6, the three volunteer driver programs overlap significantly. The programs are primarily
located in Jackson County and Johnson County, leaving a void in the northern areas of Clay, Platte, and
Wyandotte Counties.
Selected Best Practices
Volunteer driver programs often arise from the communication and coordination of multiple organizations and
government agencies concerned about the transportation needs of seniors and persons with disabilities.
The use of volunteers is less expensive than paid employees for providing ADA paratransit and demand
response trips, although there are expenses for recruitment, training, and administration tasks that should be
considered. While some transit service are limited by service boundaries and hours, volunteer drivers also have
the ability to cross jurisdictional boundaries and operate during evening and weekend hours depending on driver
flexibility. Following are descriptions of several different volunteer driver strategies and models. The best
practices are summarized in Table 2.
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Table 2: Volunteer Driver Program Best Practices
Location

Reimbursement

Recruitment

Key Points

Agencysupplied

None

Regional
volunteer center
recruits drivers

Part-time volunteer drivers during peak hours;
Use of agency-supplied vehicles; Collaborates
with regional volunteer center to recruit drivers

Personal

None

-

Identification on personal vehicles

Dane
County, WI

Personal

Ride credits

-

RideNet

Personal

Ride credits

-

TRIP

Personal

Mileage-based

Rider recruits
driver

Sonoma
County
Transit
Neighbor
Ride

Vehicle

Enables volunteers to accumulate “ride credits”
for assisting with travel training; Volunteers
assist riders at the Transit Transfer Center
Enables volunteers to accumulate “ride credits”
for driving; Provides assistance to purchase
personal vehicles for volunteer drivers
Mileage reimbursement-based model; Riders
help recruit own drivers

Sonoma County Transit: St. Cloud, MN
The Volunteer Center of Sonoma County in the San Francisco Bay area schedules volunteer drivers to help
meet demand for Sonoma County Transit during peak and other time periods. The strategy eliminates the need
to have a full-time paid driver shift to cover only a few hours. The volunteers are provided with basic training,
attend periodic safety meetings, and use sedans provided by Sonoma County Transit. Most volunteer drivers
have a four-hour shift. The use of part-time volunteer drivers reduces the use of paid drivers by nearly 30
percent on some days, a significant cost savings for the agency.
Neighbor Ride: Howard County, MD
Led by the County’s Office of Aging and a local coalition of businesses, transportation providers, and senior
groups, Neighbor Ride was established to provide various local and long distance trips. Although drivers use
their personal vehicle, when operating, drivers wear name badges and attach a magnetic Neighbor Ride sign to
their vehicle. Riders must establish an account with the program, from which funds are drawn to pay for trips.
Neighbor Ride’s original team of 20 volunteers has grown to over 300 volunteers in the past ten years.
Dane County, WI
Dane County established a “time bank” barter network that allows some seniors and riders with disabilities who
know the fixed route and/or paratransit system well to bank time for training new riders. As a result, volunteers
indirectly receive reimbursement for their time. Dane County also manages a transit transfer center to support
riders with disabilities. As a result, riders can cross jurisdictional transit boundaries. Volunteer Youth Corp
participants supervise riders who need to transfer and assist individuals as necessary.
Coordinated Transportation Ride Network (RideNet): St. Cloud, MN
RideNet established a Senior Ambassador program to give seniors the opportunity to provide services for
others. One of the features is a “ride credit” or “bank” that allows drivers to accumulate credits to donate to
others or use themselves if they become unable to drive. Similarly, the Certified Driver program gives individuals
the opportunity to provide rides if they meet prescribed guidelines. Certified drivers earn ride credits that can
be passed on to others who could use the RideNet service. RideNet also established a Drive to Own Auto
Purchase program to provide a car for those willing to help others who need a ride, if they meet prescribed
guidelines. Qualifications include a clean driving and criminal record, ten years of local driving experience,
physical examination, completion of a defensive driving course, and availability for six or more hours per week.
In return, participants will receive assistance purchasing a vehicle and an accompanying maintenance program.
Participants will have a loan on a car and may use credits from driving to help with payments.
20

TRIP: Riverside County, CA
TRIP is a mileage reimbursement-based driver volunteer program developed through a collaborative partnership
with the local Area Agency on Aging, the regional planning organization, and a non-profit sponsor of the
program. With this model, the rider is encouraged to recruit his or her own volunteer driver(s) — creating a
customer-driven approach that helps the individual needing transportation be part of the solution. The rider and
driver are both registered into the program and make their own arrangements for trips. At the end of each
month, the rider submits a reimbursement form and is then responsible for paying the volunteer driver. The
three basic elements of the model (sponsor, driver, and rider) interact in a manner that results in administrative
efficiency and cost effectiveness. In 2010, the program provided more than 100,000 annual trips to nearly 400
individuals with an average trip cost of $4.96. A $0.35/mile reimbursement is provided to volunteer drivers. If a
car travels 23 miles per gallon, drivers receive approximately $8.00 in reimbursement per gallon.
Opportunities for Coordination
These volunteer driver programs provide important transportation options that are less restricted by funding
requirements or service times and boundaries. However, the programs rely on the availability of volunteer
drivers, which can compromise service availability, consistency, and number of possible trips. For the most part,
coordination of these services relates to volunteer recruitment efforts, support travel training efforts, and
expansion of programs in underserved areas.
Expansion of Programs to Platte, Clay and Wyandotte Counties
Current volunteer-based services are limited to Jackson and Johnson Counties. Expansion into underserved
areas should be considered. In particular, transportation in Platte and Clay Counties is constrained by capacity
issues with limited funding for expansion of the existing services. Volunteer driver programs could be
particularly beneficial in these areas.
Use Volunteers to Support Travel Training and as Travel Ambassadors at Transfer Centers
Some systems, such as Dane County, recruit seniors and individuals with disabilities who currently use the bus
to train other individuals to navigate the system. Travel Ambassadors — regular riders who are willing to travel
with others to learn the system — could be recruited and linked with new rider who make similar trips.
Volunteers could also be used to staff designated transfer centers to help riders cross jurisdictional service
boundaries. Other cities that utilize Travel Training and Ambassador programs include DART (Dallas Area Rapid
Transit), SamTrans (San Mateo County Transit District), and C-Tran (Clark County, Washington).
Coordinated Recruitment Efforts
The greatest difficulty these programs face is recruiting and retaining volunteer drivers. Collaboration in
recruitment and trips provided between the services that overlap could also be considered. In addition, a
targeted volunteer recruitment plan could employ the following strategies:
► Reach out to community-wide volunteering clearinghouses to post the need for volunteers
► Collaborate with targeted organizations that can help identify and recruit volunteers (local business and
retail networks, veterans groups, faith-based organizations, Area Agency on Aging, local AARP chapters,
human services organizations, medical centers, etc.)
► Encourage riders to identify individuals that may be suitable as volunteer drivers
► Offer flexibility for drivers in terms of training, schedules, and service areas
► Enable volunteers to support other functions such as travel training or administrative tasks
► Identify funding sources to reimburse drivers for expenses or offer other incentives to drivers
► Market the benefits of volunteering (obtain new skills, expand social network, etc.)
► Recognize volunteers for their service
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Figure 6: Service Areas of Current Volunteer Driver Programs
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III. Regional Eligibility Determination
Current Services
For most of the ADA paratransit and demand responsive services in the area, riders must first apply and be
determined eligible. In some cases, services are open to the general public and a determination of eligibility is
not required. Table 3 summarizes current eligibility requirements.
Three programs serve persons who meet the ADA regulatory eligibility criteria. Fourteen programs serve
seniors, with eight serving persons 60 years and older and six serving persons 65 years and older. Ten programs
serve people with disabilities, with most using a broader definition of disability than the ADA criteria (one
agency—ITN—serves only people with vision disabilities). Two programs use income thresholds to either define
eligibility or qualify riders for reduced fare benefits. Four programs serve the general public three serve all
people and one serves those in the public without access to transportation. And three programs serve only
people who are participating in specific agency programs (clients).
Some coordination of eligibility determination currently exists. KCATA, which contracts with a private company
(MTM) for assistance, also does determinations for UGT. The City of Independence honors ADA eligibility
determinations made by KCATA. OATS, which operates several different programs, is able to use information
about eligibility made under one program for other programs, where requirements are similar.
Table 3: Current Eligibility Requirements
Eligibility
Service
KCATA Share-A-Fare (ADA & non-ADA)
Independence (IndeAccess & IndeAccess+)
UGT (Dial-A-Ride and Aging Transit)
Johnson County (Special Edition)
Johnson County (SWIFT)
OATS (Platte)
OATS (Clay County)

ADA
Criteria

 (65+)

People
with
Disabilities


 (60+)
 (60+)
 (65+)



Seniors





LowIncome

General
Public

Agency
Clients




 (60+)
 (60+)

OATS (Jackson County)
OATS (Blue Springs)
OATS (Lee’s Summit)
Olathe (Taxi Coupon)
Shawnee (Taxi Program)
Liberty (Access Bus)

 (60+)







 (65+)
 (65+)
 (60+)

Excelsior Springs (Omni Bus)
Clay County Board
Platte County Board
EITAS
Jewish Family Services (JET & JET Plus)
Johnson County (Catch-A-Ride)

 (65+)*
 (60+)

ITN (Volunteer driver program)

 (65+)








 (60+)



 ***

* Seniors without access to transportation
** Non-senior and non-disabled who do not have access to transportation
*** Persons with vision disabilities only
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Opportunities for Coordination
Coordination of KCATA, JCT, and UGT
With the management of JCT services shifting to KCATA, it would be logical for KCATA to make
determinations of eligibility for JCT services, since this was done formerly by JCT staff. If this is done, eligibility
determinations will be coordinated for KCATA, UGT and JCT.
Adding Independence
It would also seem reasonable for KCATA to also make eligibility determinations for applicants in Independence.
This would help to ensure consistent ADA eligibility determinations throughout the region. It would also
eliminate the need for riders to apply to both Independence and KCATA to be able to receive local as well as
regional ADA service. This would certainly be appropriate if trip reservations were centralized or if services
were consolidated (as discussed above).
Regional Eligibility
Another, more complex opportunity would be to establish a process for eligibility determinations for services
throughout the region. This option would be appropriate if there was a common branding of paratransit and
demand responsive services throughout the region. It would also be particularly appropriate if a robust onecall/one-click center were to be established (see the One-Call/One-Click Services section below). Region-wide
eligibility would apply to those seeking ADA paratransit or for those seeking non-ADA services as seniors,
people with disabilities, or low-income riders. It would not be appropriate for those services that are clientspecific, and would not be applicable for services open to the general public.
Agencies and municipalities throughout the region could direct interested persons to a central agency for
eligibility determination. This central agency would then maintain a database of applicants who qualify under each
category of eligibility. Daily updates of new determinations could be electronically transmitted to each
participating agency for inclusion in service-based rider files.
An added, future feature of regional eligibility determination might also be a regional ID card. Again, this would
be particularly appropriate if there is regional branding of services. Photo ID cards could be provided to riders
for use on services throughout the region. The cards could be coded (or color coded) to indicate ADA
paratransit eligibility, eligibility as a senior, eligibility as a person with a disability, and eligibility for low-income
benefits.
The implementation of regional eligibility would be simplified if participating agencies agreed on common
eligibility standards. In particular, one age standard—either 60+ or 65+ could be used. And one common
definition of a “person with a disability” could be adopted.
Future ADA Paratransit Eligibility Considerations
In-person process: Currently, KCATA uses a paper application form to determine ADA paratransit eligibility.
Most large cities use processes that include in-person interviews, and many have added in-person functional
assessments as needed. Processes that include interviews and assessments as needed have been found to be
more accurate in making accurate and thorough determinations of ADA paratransit eligibility. In-person
processes also provide an opportunity to discuss service policies and specific rider needs, such as ensuring that
mobility aids can be accommodated and arranging for appropriate rider assistance.
Use the eligibility process to support mobility management: Another possible opportunity is to broaden the eligibility
determination process to support mobility management. When individuals apply for eligibility for a specific
paratransit or demand responsive service, information could be provided about all service options. This might
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include other services that may better meet their needs, or support services like travel training that might help
facilitate the use of public transit.
If a paper application process is used, information about all appropriate options could be provided when
individuals call to inquire about services. Brochures and other information about all appropriate service options
could also be included in application packets. If an in-person eligibility process is implemented, the office where
eligibility determinations are made could be called a Mobility Center (rather than just an eligibility office).
Information and resources about transportation options throughout the regional could be gathered and made
available. Travel training services and staff could also be co-located with eligibility staff to streamline access to
this service.
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IV. Expanded Travel Training
Many seniors and people with disabilities are able to use fixed route transit for at least some trips that they need
to make, but have little or no experience using fixed route services. Travel training has proven effective across
the country in encouraging and facilitating increased use of fixed route services.
Current Services
Several agencies currently provide travel training services in the region. This includes KCATA, Independence
and JCT. It also includes several non-transportation agencies, such as the Rehabilitation Institute of Kansas City,
Oak Grove Nursing and Rehabilitation, Alpha Point, and the Truman Medical Center.
KCATA contracts with MTM for travel training. The contract is supported with federal New Freedom funding.
MTM started travel training just for KCATA riders, but has expanded to serve other agencies in the region.
MTM staff is regularly in contact with other agencies as part of an outreach effort to identify candidates for
travel training. Other agencies make referrals to MTM if they identify individuals interested in learning how to
use the bus. KCATA utilizes New Freedom funds to operate the program and does not charge other agencies
for referrals.
MTM arranges in-person assessments as part of the voluntary travel training program to determine the rider’s
abilities to travel independently and whether they are appropriate candidates for the service. Training then
includes instruction on planning trips, riding the route with the trainee, and then traveling with the person as
they gradually become more independent making trips on the bus. After training, riders are provided with a 31day pass as an incentive to using the fixed route system.
KCATA, through MTM, also provides travel training for riders in the UGT area. KCATA and MTM also serve as
a back-up travel training provider for the City of Independence.
About 100 individuals are identified or referred for training each year. Current training focuses primarily on
individual instruction rather than group instruction, although some group instruction has been provided.
Opportunities for Coordination
Link Eligibility Determination and Travel Training
With MTM doing both eligibility determinations and travel training, there is an opportunity to use the eligibility
process to help identify appropriate candidates for training. If the eligibility process indicates that applicants have
to ability to sometimes use the fixed route service, and are granted conditional eligible for ADA paratransit
services, travel training can be offered. Temporary eligibility, for one year, could be provided with a
recommendation that they consider travel training (note that under the ADA travel training can be
recommended but not required).
Expanded Group Training
While individual training is appropriate for riders with intellectual disabilities, group training can be effective for
seniors and persons with physical disabilities, who have the ability to travel independently but have little or no
experience using buses. Outreach could be done to senior centers, senior housing associations, and independent
living centers to arrange group trainings on bus travel. Information about bus service could be distributed and
instruction in reading schedules and planning trips provided. Some transit agencies, such as Glendale (AZ) Public
Transit, partner with local businesses, plan trips to local malls or stores, and provide gift certificates to
encourage participation in the training and ongoing use of buses after the training.
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Expanded Free Fare Fixed Route Service
As noted above, KCATA already provides a one month bus pass to individual who complete travel training. As
an added incentive, KCATA could extend unlimited free fare fixed route services to individuals who complete
travel training. To encourage paratransit riders in particular to use fixed route service whenever possible, free
fares could be extended only to trainees who are determined ADA paratransit eligible.
Assessing Trip Accessibility
The travel training program and staff could also be used to help individuals with disabilities determine whether
they can make trips by fixed route transit. Individuals may know how to use the bus, but may not be familiar
with certain locations. They may not know if there are sidewalks and curb ramps, or other needed accessibility
features. KCATA could at first advertise the availability of this personalized trip planning service to paratransit
riders. Depending on the demand, the service might also be offered more broadly in the community. Staff could
get trip details, assess the environment in the area of travel, and then get back to individuals with details and
specific instructions for making the trip. Intercity Transit in Olympia, WA provides such a service and reports
that it has been a successful addition to their travel training program.
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V. Expanded Information and Referral Services (One-Call-One-Click Centers)
Interest in one-call-one-click services for transportation is growing throughout the country in response to
communities seeking more consumer-friendly mobility management solutions. A one-call center provides
customers with a single point of contact for transportation. By developing this customer-friendly resource,
communities give travelers a tool for individual empowerment. Many communities also offer one-stop
information through computers, cell phone applications, and kiosks in addition to through the telephone. Onecall-one-click transportation services offer numerous benefits for the community, customers, and agencies:
One-call-one-click services benefit the community by:
► Using community resources (i.e. funding, vehicles, technology) more effectively,
► Reducing duplication of transportation services,
► Removing transportation as a barrier to accessing key community services,
► Demonstrating consumer-friendly delivery of community services,
► Enabling broader community values to thrive (i.e. aging in place), and
► Establishing a united voice for future transportation initiatives.
One-call-one-click services benefit customers by:
► Making it easier to obtain information on a wide range of transportation options,
► Providing one location to obtain a ride for a variety of programs,
► Streamlining the eligibility process for multiple programs, and
► Being a place to receive counseling assistance (i.e. advocacy services, travel training).
With coordination and technology, one-call-one-click services benefit transportation agencies by:
► Increasing ridership by filling empty seats in existing vehicles,
► Reducing duplication of services by combining riders in a single vehicle,
► Assisting agencies in matching riders with the least expensive travel option that is appropriate for the
rider and the trip being made, and
► Reducing no-shows and improving rider readiness through automated calls to riders to remind them of
their rides and let them know when the vehicle is a few minutes away.
Current Services
Link for Care and Care Connection
Key Points: Automated update of database information; Customizable account on one-click site; Seeking
coordination with existing staff to coordinate an information and referral one-call center
Link for Care currently serves as the region’s one-click center. In 2010, the Mid-America Regional Council
(MARC), with support from the University of Kansas Medical Center, applied for a federal Veterans
Transportation and Community Living Initiative grant. Link for Care, a site created approximately ten years ago
through the HealthyKC initiative, was selected as the foundation of a new Internet-based source of consolidated
transportation information. Focus groups were utilized to identify needs for improvement and refine the website
search engine. The updated Link for Care website provides information on transportation and eleven other
types of resources, with over 1,400 services delivered throughout the nine-county area. The transportation
information reflects data on over 60 transportation providers and follows this protocol: (1) select a type of
transportation service, (2) select the geographic area, (3) receive a list of matching transportation providers, and
(4) view comprehensive data for each service.
Link for Care is maintained and managed by the Central Plans Geriatric staff at the University of Kansas Medical
Center, Landon Center on Aging. The staff has notified all service providers listed on the site that it is their
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responsibility to keep the information updated. Every six months, an automatic email is sent to all listed
providers asking them to log onto the site and confirm and/or change information. If a series of follow-up efforts
do not result in a response from the provider, the information on the website is blocked. Another innovative
feature is the individual’s ability to create an account to streamline future trip selections.
A request for 5310 funds has been submitted in order to enhance Link for Care, including adding a trip planning
function to the site. Link for Care also recently became aware of a similar site, Care Connection, maintained by
the Truman Heartland Community Foundation with support from the Mid-Continent Library and Shepard’s
Center Central. A staff person at the Shepard’s Center is available by phone (816-444-1122) to provide
transportation information as well. In the most recent request for funds, Link for Care has included funds to
support this call position and integrate the call-center into the Link for Care site. If funding is received, Link for
Care will be function as a basic one-click-one-call center with information and referral services.
KCATA Customer Service and Trip Planning Assistance
KCATA provides assistance similar to a one-call-one-click service through its fixed route customer service and
trip planning. KCATA is also planning to expand its customer service role to include mobility management with
the hiring of a Mobility Manager. The Regional Mobility Manager will be responsible for the planning,
coordination, and direction of special services, the travel training program, ADA compliance, and working with
external organizations to improve the overall transportation network within the KCATA service area.
Selected Best Practices
The development of a one-call-one-click center can be the enhancement of an existing call center or website or
the creation of a new center. Issues to consider in developing a one-call-one-slick center depends upon the
functionality determined in the planning process. Centers may (1) cover different geographic areas or (2) serve
different audiences. Coordination also typically involves a (3) lead agency and (4) partners. The (5) scope of
information and services to be provided as well as (6) existing and planned resources (i.e. funding, facilities,
software, staff) should be discussed. Lastly, basic to any one-call-one-click center is the overall commitment to
ensuring the customer has a positive experience – (7) a person-centered focus. Tables 4-6 identify a spectrum of
coordination options related to one-call-one-click services. Table 4 summarizes options related to service
logistics. Table 5 presents options related to customer interactions with services. Table 6 summarizes
technology-related coordination options for one-call/one-click services.
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Table 4: One-Call-One-Click Center Options, Logistics
None
Some Coordination
Full Integrated
Trips
Providers work
alone

Eligibility
Providers
implement own
eligibility
process

Automated

Share
information on
available
services among
providers

Share rides as
need arises

Develop shared
standards for
drivers,
operations

MOUs for
scheduled share
rides, using full
allocated cost

One call center
sends/processes
applications

Cross-train staff
to complete
applications for
other agencies

Establish
common
eligibility for
rides

Incorporate
one-stop
eligibility
process into
one call center

Provider that
needs more
capacity calls
another
provider and
schedules a trip
on behalf of a
customer

One-call service
makes tentative
or confirmed
reservations

Shared
electronic
reservation
system among
two or more
providers

Automated
reservation
system with
provider,
agency, or
customer input

Establish
compatible
communication
systems for
providers

Shared
scheduling/dispa
tch from onecall center

Computer-aided
automated
scheduling
and/or dispatch
from one-call
center

Develop fully
allocated cost
for trips

Centralized
billing through
one-call center

Shared
electronic fare
system that
allocates costs

Reservations
Providers make
reservations
directly with
customers

Scheduling and Dispatch
Providers
schedule and/or
dispatch only
their trips

Financial Operations
Providers have
separate billing
systems for
rides
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One call as
broker of all
partner rides

Table 5: One-Call-One-Click Center Options, Customer Experience
None
Some Coordination
Full Integrated
Information and Referral
Rider calls each
Paper-based
provider for
ride guide for all
information and services
reservation

Eligibility
Rider completes
eligibility with
provider directly

Fare
Customer pays
individual
provider at time
of ride

Payment made
to provider
through backoffice operations

Automated

One-stop
telephone or
web-based site
for
transportation
information for
all services

One-call or oneclick access to
reservations on
all programs but
individual
providers
confirm pick-up
and drop-off
times

One-call or oneclick access to
reservations and
confirmed pickup and drop-off
times

Rider provides
eligibility
information one
time and it is
placed on
applications for
several
programs

Customer
completes
common
eligibility
application for
services

One-call center
implements preor full eligibility
screening for all
partner services

Agencies
develop system
for paying each
other for shared
rides

One-call center
provides
centralized
billing for all
partner rides
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Customer can
request and
confirm
reservation
online through
automated
system

Billing of
customer ride
automated
through
computer
system

Table 6: One-Call-One-Click Center Options, Technology
None
Some Coordination
Full Integrated
Customer Communication
Telephone
communications

Driver/Dispatch Communication
Single providers
Communicate
with their
drivers via radio

Scheduling and Dispatch
Simple paper or
electronic
spreadsheets for
scheduling
and/or dispatch

Automated

Web-based
information and
reservation
requests

Automated
customer
notification or
reminder via email or text
message

Compatible
radio
communication
systems among
providers for
dispatching

Digital
communications
between drivers
and dispatchers
with automatic
vehicle locator
(AVL)

Computer-aided
scheduling and
dispatching
(CAD)

One-call center
has read/write
access to
providers’ webbased scheduling
system

Fully integrated
traveler
information
system that
allows riders
across providers
via web
interface

Shared
cost/billing
software

Shared
electronic fare
system

Financial Operations
Providers have
separate billing
systems

Automated
Interactive
Voice Response
(IVR) telephone
system

Information, Referral, and Trip Reservation
One-call-one-click centers may connect customers to resources at varying levels of coordination. At the lowest
level of coordination, the operation provides information by providing educational material, describes how to
access the services, and explanations of eligibility requirements. At the next level of coordination, in addition to
the assistance above, the operation has access to provider networks. The center may connect directly to service
providers or refer callers to providers. At times, the operation may also be able to make tentative trip
reservations. At the highest level of coordination, the center may connect to scheduling software of multiple
providers in order to schedule trips for callers. These centers generally return a call to the customer with
specific reservation information. This highest level of coordination requires access to providers’ schedules or a
protocol for handling this function smoothly.
Shared Reservations, Joint Scheduling, and Joint Dispatch
At lower levels of coordination, agencies can develop technologies that allow trips to be shared on other
participating agency vehicles. At a higher level, trip reservations can be centralized with a lead reservations and
scheduling agency or services can be coordinated, scheduled, and dispatched through a broker.
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Eligibility
Eligibility determination can also be included in a one-call-one-click operation. Callers can be screened for
probable or definitive eligibility using an interactive process completed while the caller remains on the phone.
Establishing regional eligibility requirements or a common database of eligibility requirements by provider is
important to establishing the eligibility process as part of the one-call-one-click operation. This opportunity is
discussed in the section above titled “Regional Eligibility Determination.”
Technology
Telephone systems can be simple systems that direct callers to staff who provide information about available
resources or complex systems that distribute calls to multiple staff members located on- or off-site. Systems
may also use Interactive Voice Response (IVR) systems that direct callers to appropriate staff or offer an online
web chat that is handled by the call center. Telecommunication systems may be premise-based or connected to
remotely “in the cloud”, and can be scaled to fit the expected demand for the call center capacity.
The Mobility Services for All Americans (MSAA) program initiative provides a sample, recommended
technological framework for a one-call-one-click center. The system backbone is a database with information on
funding, eligibility requirements, fare, and customer information. The system also includes a data dictionary that
allows for information exchange among agencies. Travel planning includes reservation, scheduling and dispatch,
fare payment and management, and eligibility systems. Operations and customer service include a transfer
connection protection (TCP) system, vehicle-visibility subsystems that support both scheduling activities and
real-time information, and a safety and security subsystem such as on-board cameras and recording. Financial
transactions cover reporting, reimbursements, smart card fare collection, and payments. Traveler information
systems provide information to riders before the trip. System activities after service include invoicing to
automatically allocate costs across programs and develop reports. Lastly, human and technical resources provide
a live help desk and assist with smart card technology.
Standards and Protocols
Developing standards and protocols should be a priority for one-call-one-click centers to ensure the center is
operating according to its purpose and objectives. Standards describe how the center’s services are expected to
impact customers. Protocols describe how the center will deliver its services. Both standards and protocols
should generally address: professional conduct and courtesy, privacy and confidentiality, resource data
management and maintenance, staff training and performance, conversation scripts, complaints, crisis callers, and
gaps in service.
The following one-click-one-call best practices represent varying levels of coordination. The best practices also
utilize diverse operating structures and technology. A summary of the case studies is presented in Table 7.
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Trip
Management and
Dispatch

Table 7: One-Call-One-Click Center Best Practices
Level of
Coordination

Dane
County, WI

County



Lane Transit
District

Transit
district



Manitowoc
County, WI

ADRC



Steuben
County, NY

2-1-1



FACT

2-1-1; MMC















Dedicated paratransit service provider







Sophisticated telephone and website infrastructure that
enables customers to schedule, manage, and monitor trips

SmartLink
Transit
ASI

PART

Largest
service
provider
Paratransit
service
provider
Largest
service
provider;
TMCC

Scheduling and
Reservation

Lead
Agency

Information,
Eligibility, and
Referral

Location

LSCOG

COG;
ADRC/
TMCC







OUTREACH

MMC







RideNet

Non-profit
corporation







Key Points

Consolidated eligibility procedure; Manage a supervised
transit transfer center; Travel training with experienced
riders
Integration of ADA and Medicaid services; Partner with
Area Agency on Aging to have case workers complete
eligibility assessments
Consolidated functions under a single entity;
Consolidated eligibility process
Integration into existing 2-1-1 service; Electronic update
of database information; Multi-user scheduling software
environment
Integration into existing 2-1-1- service; Ease and volume
of use via the one-click site, mobile application, and kiosks
Centralized data warehouse that enables fully automated
manifests for providers; Improved billing and payment
processes

Council of Government serves as lead agency to
coordinate services; Hybrid ADRC/TMCC call center
design; Use of Interactive Voice Response (IVR) system to
confirm/cancel trips
Comprehensive call-center coordination; Customer “payas-you-go” accounts; Option to loan or share vehicles;
Customizable one-click database
Non-profit corporation with ties to private sector
providers to provide a fully coordinated one-call-one-click
service

Dane County, WI
Dane County, the lead agency, established a one-call-one-click service. The agency coordinated information
between county providers, municipal shared-ride taxi programs, and other transportation options to simplify
access for customers. The service also benefits from consolidated eligibility with a standard application form,
travel training, and the management of a supervised transit transfer center. Currently, Dane County uses
spreadsheets for tracking calls and trips but is exploring the use of a software program to handle the 500,000
trips provided annually.
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Lane Transit District: Eugene-Springfield, OR
Lane Transit District expanded its one-call service to include Medicaid Non-Emergency Transportation (NEMT)
participants, a new model that added adding approximately 42,000 people to the system. In addition, call takers
were trained to not only provide information about services but to serve as transportation advocates as well.
The one-call center also coordinates in-person interviews for eligibility determination. The interview typically
occurs in the customer’s home with a trained Transportation Assessment Coordinator. The service also
coordinates with the Area Agency and Aging to have case workers complete eligibility assessments as well. Lane
Transit District is assessing new software options to meet the volume of calls.
Manitowoc County, WI
Manitowoc County provides three transit programs: a rural curb-to-curb service for persons with disabilities, a
contracted curb-to-curb service for seniors, and a volunteer-driver program. In total, the services operate at
relatively low volumes of between 6 to 20 calls per day. The Aging and Disability Resource Center (ADRC) is a
function of Manitowoc County and led the efforts to develop a one-call service. Associated activities included
hiring a Mobility Manager, creating a resource guide, a consolidated eligibility process, and establishing a one-call
center with a single telephone number. Manitowoc City’s transit clerk was already responding to many
transportation questions and was the natural selection for the operator for the one-call center.
Steuben County, NY
The Institute for Human Services, which operates the five-county 2-1-1 service, was selected to take the lead
role in coordination rather than select one of the five area transit providers. Adding a one-call service to the
existing 2-1-1 service presented fewer challenges than creating an entirely new program. Each caller is prescreened for probable eligibility for specific services. Upon completion of the brief screening interview, 2-1-1
staff transfers the call to a particular provider while the caller remains on the phone. After-hour and weekend
service is provided by a third-party using remote access to the 2-1-1 database. The phone system has seven
incoming lines and automatically distributes calls to workstations with networked access to a resource database
and call-screening protocols. The current database includes information for approximately 500 programs and
thousands of individual services. Users may call or search the database online and results are geographically
specific. The information for each program is updated annually via electronic format. Although the one-call
service is not actively involved in accepting reservations or scheduling trips, the Institute for Human Services
hosts the paratransit scheduling software and facilitates a multi-user environment, enabling providers to utilize
the software without the burden of ownership or maintenance.
Full Access and Coordinated Transportation (FACT): San Diego, CA
Full Access and Coordinated Transportation (FACT) is a non-profit Mobility Management Center for San Diego
County. FACT manages a database of over 150 transportation providers to match callers with the best
transportation option for their needs, choosing among public, private, and social service providers. On average,
FACT provides 2,400 referrals via phone. When riders call the one-call center, the operators asks the caller
questions to determine eligibility for available services and select the most appropriate provider. If no
appropriate service is available, FACT fulfills the rides using one of its 14 brokered providers through the
RideFACT program. This includes riders are outside paratransit service areas, or are not eligible, as well as
riders who cannot afford private transportation providers. When FACT takes a reservation for its RideFACT
service, typically a reservation is made in real time and after confirming with the provider, the rider receives a
confirmation call the day before travel. Where permitted, MOUs are in place with FACT’s vendor agencies to
permit ride sharing. FACT recently entered into collaboration with 2-1-1 for a pilot project to provide call
center coverage to provide 24-hour service. The integrated call center will be built on the 2-1-1 InContact
cloud-based telephone solution, which provides true virtual hold, call recording, a call back system, and
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automated satisfaction survey system. The one-click-one-call center website provides about 1,300 web-based
referrals each month. The site has a travel planner that riders can use to find referrals directly. Customers can
input origin and destination, and based on the criteria, receive a list of applicable transportation services. The
site also provides a space to provide service feedback and reviews. The one-click database consolidated three
partner databases to populate the website, a free mobile application, and interactive kiosks at key
military/veterans/workforce locations.
SmartLink Transit: Scott and Carver County, MN
SmartLink Transit, a county-run service, handles all trip requests through one call center. Operators determine
eligibility and identify most appropriate and least costly transportation option for the customer. Riders are place
on a SmartLink service or with one of the agency’s contracted providers. Trips provided by SmartLink or thirdparty operators for confirmed eligible customers are routed to the transit scheduler, fed into the system’s
scheduling software, and distributed to the drivers’ mobile data computers. Callers can request last-minute and
same-day trips as capacity enables. SmartLink created a data warehouse in which any qualified transportation
provider could enter information on trips requests and provided. The data is fed directly into SmartLink’s
scheduling software, enabling a fully automated manifest as well as trip report to be generated, including
passenger trips, revenue hours, service hours, and miles traveled. This enabled the counties to separate out trips
by funder type for reporting purposes, service area, etc.
Access Services Incorporated (ASI): Los Angeles, CA
Access Services Incorporated, a local public entity, is responsible for the provision of paratransit services, freeing
up local bus operators to concentrate on the operation of fixed-route bus or rail services. The local transit
service directory, RideInfo, is a facilitated referral service that matches the customer’s transportation needs with
available accessible transportation. Riders can find the information via the website, email, the 1-800-COMMUTE
line, or speak with an information specialist via phone. The three main functional elements of Access Services
Incorporated include (1) program management, which covers eligibility, data management, and other
administrative functions, (2) the call center, which includes trip reservations and scheduling, and (3) trip
management, covering dispatch for dedicated and non-dedicated providers. Access Services Incorporated uses
Trapeze software.
Purchase Area Regional Transit (PART): Paducah, KY
The Paducah Area Transit System and three rural transit systems collaborated in a multi-year demonstration
project to provide one-call service through a Transportation Management Coordination Center (TMCC). The
one-call center allows customers to make and manage their reservations online or by calling a single telephone
number. The collaboration, known as the Purchase Area Regional Transit (PART), uses a telephone system with
23 incoming lines that supports language options, TTD/ITY, 2-1-1 call forwarding, and different ring tones to
distinguish trip request types. Trip reservations are scheduled immediately. The phone system features
Interactive Voice Response (IVR) to enable callers to obtain information and direct their calls using a phone tree.
The phone system is Internet-accessible using Voice over Internet Protocol (VoIP). RouteMatch scheduling
software, AVLs, and MDCs also provide integrated scheduling and dispatching. These systems provide
customers with Internet and telephone access to their reservations and trips via password-protected client
accounts and support dissemination of day-of-travel information such as vehicle arrival status and notification,
schedule changes, and service disruptions via cell phone text messaging and e-mail. PART also purchased six
information kiosks to allow remote access to the website from selected high-visibility locations in the service
area. PART also has a searchable Information and Referral directory on its website with more than 3,800
resources in sixty categories. Records are updated every six months.
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Lower Savannah Council of Government (LSCOG): Aiken SC
The Lower Savannah Council of Governments, the region’s planning and development agency, is not a direct
transportation provider but coordinates the services of several human service and public transit providers.
Becoming an Aging and Disability Resource Center (ADRC) with merged transportation, mobility management,
and coordination functions helped the agency obtain part of the one-call service infrastructure. The ADRC was
integrated into a new Transportation Management Coordination Center (TMCC) in 2010. The final “hybrid”
design of the call center uses both a centralized ADRC/TMCC call center with all the functions available and also
smaller, decentralized and linked “virtual” centers in local communities. The Lower Savannah Council of
Governments uses the SCAccess database for providing human services programs and information and referral
services. RouteMatch is utilized to provide, track, and report on demand-response transportation services in the
region. As a result, transportation providers have options to review, request, and utilize each other’s vehicles to
request individualized assistance. The telephone system supports Interactive Voice Response (IVR) to make
outbound calls to riders in order to provide confirm or cancel the trip.
OUTREACH Mobility Management Center: Santa Clara County, CA
OUTREACH is the paratransit broker for the Santa Clara Valley Transportation Authority. The one-call center
is integrated into the agency’s Mobility Management Center. The brokerage service uses automated scheduling
and vehicle route and tracking technology to coordinate its fleet operations with volunteer and third-party
service providers. The design of the call center has also been revised over the years. Previously, OUTREACH
only handled trip reservations and scheduling with service provider responsible for radio dispatching and run
management. Over the past decade, the dispatching of dedicated service was also centralized, providing better
control over service efficiency and service quality. OUTREACH operates as a single point of entry for
customers across a range of mobility programs, which allows the center to coordinate eligibility services.
OUTREACH staff and other non-profits can access the web portal to manage members, mobility options,
subscription trips, buy seats from another non-profit, and loan or share vehicles. Customers can also use the
web portal, which supports different languages and fonts, to save search results, view maps of service areas,
compare resources side-by-side, or chat with a live operator. The web interface includes a virtual payment
system integrated with the scheduling system that allows riders to establish “pay-as-you-go” accounts.
Coordinated Transportation Ride Network (RideNet): St. Cloud, MN
The Coordinated Transportation Ride Network (RideNet) is a non-profit corporation operated as a public
service by Care Transportation Inc. The corporation has forged ties to private sector providers and a variety of
sponsors to address the need for transportation services. RideNet provides 24-hour one-call services utilizing its
taxi dispatch system. Customers may phone or email transportation information requests for any trip purposes
and transportation options will be provided, depending on requirements and eligibility for specific programs. For
internal trips, reservations are scheduled immediately. For brokered trips, reservations are accepted but not
confirmed. Depending on the trip request, eligibility may be determined immediately or by the service provider.
Four key functional areas interact with the one-call service: the call center, driver/rider programs, dispatch
services, and administration.
Opportunities for Coordination
Opportunities for coordination generally include two options — support and expansion of the current services
provided by Link for Care and Care Connection, or relocating of the services to KCATA. Greater technology
improvements related to one-call-one-click centers are explored in Section VII.
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Coordination and Expansion of Link for Care and Care Connection Services
One option is to move forward with the planned coordination between Link for Care (maintained by KU
Medical) and Care Connection (maintained by Truman Heartland Community Foundation). With the
incorporation of the staff person at Care Connection, Link for Care can become a fully functioning one-call-oneclick center.
KCATA as the Regional One-Call-One-Click Lead Agency
The alternative option is to relocate the current services provided by Link for Care and Care Connection to
KCATA. If desired, the one-call-one-click function at KCATA would also fit well with planned mobility
management improvements, such as the hiring of a Mobility Manager. In addition, if KCATA becomes the trip
reservation center for JCT, UGT, and Independence services, it would be a more robust center with operational
responsibility in addition to information and referral capabilities.
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VI. Improved Public Information Services
A primary purpose of one-call-one-click services is to simplify access for the customer and agency personnel.
Therefore, marketing is an important activity. A regional branding effort for transit began several months ago,
and paratransit services will be included in the branding initiative to improve public information services.
Current Services
In November 2014, Ride KC was endorsed as the new regional transit brand. The approval follows ten months
of stakeholder engagement, research, and design. The RideKC brand will be the umbrella bran used by all the
region’s transit agencies (KCATA, JCT, UGT, City of Independence, and the Streetcar Authority) and will be
used to provide unified marketing and communication for multiple modes of transit, including local bus service,
rapid bus service, paratransit and demand responsive services, and the future streetcar. Transit agency staff and
consultants will continue to refine the design and plan the implementation of RideKC. As of current plans, the
brand will be rolled out in 2015 and first debut with the streetcar. The regional brand will provide the
perception of one service across all services to simply public information. The regional brand objectives extend
beyond the name and logo to include regional transit maps, website, fare card, signage and wayfinding, and a
unified fleet brand.
In addition to the regional branding initiative, several of the existing services provide guidebooks for riders. The
service guidebooks have varying levels of information and accessibility (online, publications at the agency office,
distributed publications, etc.).
Opportunities for Coordination
In addition to one-call-one-click initiative and the regional branding, there are other ways to disseminate
information to the public.
Guidebook Creation
While agencies provide varying levels of information in their existing guidebooks, a regional handbook for
paratransit customers could provide extensive but simple-to-understand information for both fixed-route and
complementary ADA paratransit services for the elderly and disabled. The information should be available
through a variety of mediums including print and electronic.
Material Distribution
Agencies could communicate with social service organization, charitable and religious entities, businesses,
schools, medical offices, and community groups to provide information group presentations and distribute “leave
behind” materials.
Establish a Unified Forum
The region could seek to establish a unified voice to speak for paratransit customers, or in the alternative,
create a single forum where all relevant paratransit groups are represented. The Mobility Advisory Committee
led by the Mid-America Regional Council could become this forum. In addition, providing means for individuals
to provide service feedback via online reviews, e-mail, or phone could be implemented. San Diego’s FACT onecall-one-click site provides a forum for customers to provide service feedback and reviews to inform other
riders but also provide information for transit agencies.
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VII. Implementation of Advanced Technologies
Current Services
KCATA
KCATA uses both RouteMatch software and Reveal RMS software. Currently, scheduled trips are located in
RouteMatch but same-day changes to trips occur in Reveal RMS. The software will provide an on-screen
notification to alert reservationists when trips are outside the ADA area or hours (based on address, day, time).
Since transitioning to Reveal RMS, KCATA has noted cost savings because of greater efficiency (i.e. KCATA is
four percent below the proposed budget and seven percent below the actual budget. Reveal RMS is developing
its trip reservations and scheduling capabilities and it is possible that KCATA may migrate further to Reveal RMS
in the future.
Unified Government Transit (UGT)
Currently, UGT utilizes Trapeze Pass software, but the software is only used for recording purposes, not trip
scheduling. Trip reservation and scheduling is completed manually. Dispatchers noted that when Trapeze was
implemented, the schedules produced were inaccurate and had to be manually overridden. They also indicated
larger technology issues, such as server reliability. As a result, the dispatchers have found that recording trips by
hand is more efficient and accurate at this time. While some user error explains the non-utilization of the
software, UGT also does not have the rider demand to utilize Trapeze Pass to its fullest extent. As a result,
there is some duplication of effort with manual recording and digital recording. UGT has a voice radio system
for communication with drivers. They also have automatic vehicle location (AVLs) to monitor vehicle location
and assist with run management. The services do not currently use mobile data terminals (MDTs). Actual pickup times are recorded on the driver manifests.
Johnson County Transit (JCT)
JCT utilizes Reveal RMS for scheduling 10/10 Taxi also utilizes Reveal RMS software. Some vehicles have mobile
data terminals (MDTs). JCT will be outfitting the vehicles with tablets to monitor routes.
City of Independence
Currently, First Transit utilizes Trapeze Simpli Transport software but is in negotiations with Reveal Management
Services, Inc. to purchase new mobility management software. Reveal RMS is an automated scheduling, routing,
and dispatching system. The services currently use a Nextel radio system but will soon be converting to a twoway radio system. First Transit also utilizes TransLoc Real Time, a GPS-based system, to track both fixed route
and paratransit vehicles. The dispatcher updates the fixed route travel times so users can access real-time bus
routes via the website and phone application.
Selected Best Practices
Technology solutions that enable coordination among different agencies and programs result in long-term
efficiencies that cannot be reached manually. The technologies used to achieve improved outcomes for agencies
and customers have been innovatively adapted to address specific coordination activities. The technologies used
are not necessarily new, but they have become more affordable and easier to customize, enabling transit
providers to design platforms that support coordination in new and innovative ways. A wide variety of Intelligent
Transportation Systems (ITS) technology exists to improve coordination.
Organization-related technology is described below:
► Routing and Scheduling System: Coordinates routes and schedules among agencies; works with fixed
route data and verifies customer eligibility by location; supports graphic display of service boundaries
► Geographic Information System (GIS): Displays and analyzes the spatial relationships between different
data such as vehicles routes, trip origins and destinations, streets, and landmarks
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►
►

►

Computer-Aided Dispatch (CAD): Expedites call taking, prepares driver manifests, collects and
maintains client/service/vehicle data, and generates reports
Automatic Vehicle Location (AVL): Determines vehicle location using GPS navigation to send position
data to control center; Expedites the operation of vehicles running on flexible schedules through
integration with CAD
Mobile Data Computers (MDC): Links the driver to the control center to relay relevant information
such as dispatch, trip, route, and rider data

Passenger-related technology is described below:
► Interactive Voice Response (IVR): Enables riders to receive password protected access to recent trip
history; allows riders to request a trip via e-mail or automated call back
► Trip Planning: Considers multiple modes, routes, service schedules, fare structures, and travel
constraints to build optimal trip itineraries; web-based or telephone-based
► Advanced Traveler Information Systems (ATIS): Provides the rider with traveler information
electronically, either static or real-time; conveys information such as schedules, fares, routes, transfers,
arrival time of vehicles, and availability of accommodation equipment via websites, kiosks, automated
telephone systems, or phone applications; may include web-based reservations, automated reservation
management, automated client eligibility certification, computerized complaint management systems, and
phone or online chat customer support centers
► Electronic Fare Payment: Enables easy identification of passenger and allows the rider of human services
agency to pay for transportation service on one or more transit systems electronically (bar code, smart
card, magnetic stripe card); simplifies billing and payment processes
► Surveillance and Security Systems: Ensures rider safety using video surveillance camera, silent alarms on
vehicles, and “smart” cards for driver identification
The following best practices represent various uses of technological innovations to increase coordination and
service efficiency. Table 8 displays a summary of the best practices.
Table 8: Advance Technology Best Practices
Organization PassengerLocation
Technology Technology
Polk County
Transit Services
Via Mobility
Services




MART



Lane Transit
District



GoTriangle



OUTREACH





LSCOG





Key Points
Coordinate trips using scheduling software to leverage extra
capacity provided by volunteer driver network
Communicate between different scheduling/dispatching
software to enable trip sharing among providers
Web-based, market-based bidding system for brokering
lowest-cost trip
Sophisticated trip and cost tracking and allocations software
program distributes costs to sponsoring agencies
Exploring use of regional trip planner and real-time
information accessible via website, mobile app, and text
messaging for demand response
Transportation brokerage with automated scheduling and
payment for rides to coordinate multiple fleet operations;
Web-portal for collaborative, self-reliant mobility management
options
Hybrid ADRC/TMCC call center design; Use of Interactive
Voice Response (IVR) system to confirm/cancel trips
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Polk County Transit Services: Polk County, FL
Polk County Transit Services and the nonprofit ElderPoint Ministries share technology to expand transportation
services. To most efficiently leverage the extra capacity provided by ElderPoint Ministries’ volunteer drivers, the
two services coordinate trips using the County’s Trapeze scheduling software. As a result, in addition to trip
request that come directly to ElderPoint, the volunteer network is able to respond when the County’s services
are at capacity. Using Trapeze also helps the partnership eliminate double bookings —a common practice for
some older adults as they worry about the completion of their trips. ElderPoint provides about 3,000 rides per
year. A standardized invoicing format was also implemented.
Via Mobility Services: Boulder County, CO
Via Mobility Services developed coordination agreements with Call-n-Ride in the Boulder, Colorado area. On
the operations side, capacity for communication between the two different scheduling/dispatching software
systems allows the agencies to identify existing gaps and excess capacity, and then fill empty seats where
appropriate. Updated scheduling information is then relayed to vehicle MDCs and via cell phone using voiceover Internet protocol. Trips on Via Mobility Services can be scheduled automatically with callers receiving voice
or email verifications of acceptance. Call-n-Ride customers can book trips online or directly with the driver.
Dispatchers use a map-based, visual console, real-time data on operation status and computer-assisted mobile
dispatching. Drivers also communicate with the dispatching system through MDCs and cell phones with voiceover Internet protocol. As a result of coordination, there has been a 36 percent increase in ridership without an
increase in cost. The average number of boarding has increased from 2.7 per hour to 3.6 per hour, a 34 percent
increase in productivity. For example, the new technology allows more riders to be assigned to vehicles,
resulting in fewer vehicles used to complete dialysis trips, which expands opportunity for non-dialysis riders.
Montachusett Regional Transit Authority (MART): Fitchburg, MA
To provide trips at the lowest cost possible, MART implemented a web-based bidding system that allows
providers to bid on trips and review the bids of others. About 235 private operators participate in the
brokerage. Available trips for bidding are posted on an open-data-exchange platform that allows all vendors to
view competing bids for service and counter-bid on trips. Once all the bids are in, MART automatically assigns
trips to the lowest bidder, ensuring transparency and competitive rates. The system automatically assigns a trip
ID number and generates invoices for all completed trips on a daily basis, deducting the cost of cancellations and
other changes. Assignments are made until all seats are filled; when possible, customers are scheduled to share
trips to achieve cost-efficiencies. A database maintains requests for service, the majority of which are prescheduled, and manages billing and invoicing. MDCs on vehicles record trip origins and destinations, and use of
GPS devices optimizes shared ride possibilities.
Lane Transit District: Eugene-Springfield, OR
Over the years as the Lane Transit District has added transportation services to its RideSource call center, it has
responded with an increasingly sophisticated trip and cost tracking and allocation software program. The costallocation model allows for the distribution of direct services and administrative/overhead costs to sponsoring
agencies. Once RideSource began brokering Medicaid trips, the model also had to meet strict federal guidelines.
The innovative model ensures appropriate charges are made to each program, allowing participating agencies to
pay based on the cost of providing services. The call center’s database consolidates all information relevant to
passenger vehicle entry and exit, vehicle hours, mileage, administration time, volunteer time, vehicle
maintenance, and cost and dispatch time. Also included is information from in-home client eligibility assessments.
The database generates reservations, and provides scheduling and dispatching information. Providers receive
assignments and payments for any trip. The software also facilitates eligibility determination for all programs at
one time. The software program also tracks miles per trip, flags questionable mileage submissions, and separates
out subscription and ongoing service requests.
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GoTriangle: Raleigh-Durham, NC
GoTriangle is a partnership of seven public transportation agencies to create a common brand for an online
regional trip planner. All regional systems agreed to translate their stop and schedule data into a suitable form
for the trip planner, thus allowing riders to effectively plan cross-jurisdictional travel. General transit feed
specifications (GTFS) files were also developed so the trip planning function could be accessed via the Google
Maps trip planner as well as on the GoTriangle site. After implementing AVL technology, real-time arrival
information tools were developed. The data from all service providers could then be integrated into the
website, mobile app, and text messaging information system. Although the system is currently only operating for
fixed transit routes, agencies are planning how to integrate the information services in the regional 5-1-1 system,
use IVR technology, and integrate electronic fare payment to support demand-response service.
OUTREACH Mobility Management Center: Santa Clara County, CA
OUTREACH and VTA have a longstanding contractual relationship for the operation and management of the
brokerage. The broker’s service uses automated scheduling and vehicle routing and tracking (AVL/GPS/MDT)
technology to coordinate its fleet operations with volunteer and third-party provider services. Call center agents
access the web-based dashboard for scheduling and reporting trips on the service. OUTREACH staff and other
non-profits can access OUTREACH’s web portal to manage members/mobility options/subscription trips, buy
seats from another non-profit, vehicle loan or share, operate a vehicle driver program, accomplish trip
reporting, and complete accounting activities. The web interface includes a virtual payment system integrated
with the scheduling system that allows riders to establish “pay-as-you-go” accounts, thus eliminating the need for
fare equipment and cards. The system also facilities the automated distribution of rider fares to client or
authorized third parties that subsidize fares. A mobile app integrated with the one-click website for real-time
vehicle locations is currently under beta testing.
Lower Savannah Council of Government (LSCOG): Aiken, SC
The Lower Savannah Council of Governments, the region’s planning and development agency, is not a direct
transportation provider but coordinates the services of several human service and public transit providers.
Becoming an Aging and Disability Resource Center (ADRC) with merged transportation, mobility management,
and coordination functions helped the agency obtain part of the one-call service infrastructure. The ADRC was
integrated into a new Transportation Management Coordination Center (TMCC) in 2010. The final “hybrid”
design of the call center uses both a centralized ADRC/TMCC call center with all the functions available and also
smaller, decentralized and linked “virtual” centers in local communities. SCA Access is the database used by
ADRC staff for providing human services programs and information and referral services. Route Match software
provides, tracks, and reports on demand-response transportation. Additionally, CAD/AVL provide real-time
tracking for improved schedule adherence. The telephone system enables the MTCC to serve as the one-call
service for information and referral. The VoIP technology reports call center statistical data and has the capacity
to connect partner agencies. It also supports the IVR system in making outbound calls for appointment
reminders with riders having the option to cancel or confirm scheduled trips. AVL and MDCs expand same-day
service and efficient utilization of the fleet. Electronic interface between RouteMatch and the Medicaid Broker’s
technology provides the Medicaid Broker the ability to electronically transmit demand-response and recurring
trips to the TMCC.
Opportunities for Coordination
Scheduling and Dispatching System for UGT
Utilizing similar technology and software is an important element to consider in coordination efforts. KCATA
and JCT, as well as 10/10 Taxi, utilize Reveal RMS software for scheduling, routing, and dispatching. The City of
Independence is also in negotiations with Reveal Management Services to purchase the same mobility
management software. As a result of the similar technology, there is greater opportunity for future coordination
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between the agencies. UGT currently operates using Trapeze Pass software but does not use the program to its
fullest extent. UGT could consider using Reveal RMS software to align with the other three agencies. An
alternative option for UGT is to participate in a central trip reservations and scheduling effort with KCATA to
the technology could be applied to their services.
Regional Electronic Fare Payment
A regional electronic fare system is explored in greater detail In Section VII.
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VII. Implementation of a Regional Electronic Fare Payment
Electronic Fare Payment (EFP) systems use electronic communication, data processing, and data storage to
automate manual fare collection processes. The ability to use an electronic form of payment is convenient for
riders and more manageable for transit providers.
There are numerous options for electronic fare media including magnetic stripe cards or smart cards that are
capable of storing information. Additionally, contactless cards or mobile ticketing are available forms of
electronic fare media that use electronic purses or time coupons. The on-board fare collection system or
farebox is equipped to read the electronic fare media and store the data or transfer the data over a network to
a central database. Once the data is collected it can be processed and mined to determined trip characteristics
like origin/destination or rider category.
Current Services
The ADA Paratransit and non-ADA Demand Responsive Transportation provided by KCATA, UGT,
Independence, and JCT are predominantly cash-based payment systems where drivers collect payment from the
rider upon completion of their trip. Some of the non-ADA services operate using a coupon system that is prepurchased by mail or in-person using cash, debit, or credit options. CityRide within the City of Shawnee uses the
CityRide Card for fare payment. The card is issued at city hall and loaded with “rides” which cost the rider
$2.00 each. This is a debit-like system where the card is swiped in the taxi providing the trip. The Independent
Transportation Network® uses a Personal Transportation Account that riders pre-fund using cash, debit, or
credit and receive a monthly statement that details all payments and charges.
The Regional Transit Coordinating Council (RTCC) was formed in Fall 2013 by the KCATA and MARC to
improve regional transit coordination. The RTCC brings KCATA, MARC, transit operators, and transit funding
jurisdictions together to address critical issues and move transit forward. The RTCC serves as an advisory body
to MARC, KCATA and local jurisdictions and convenes to address regional transit planning, coordination and
implementation of transit priorities.
Part of the goal of the RTCC is for regional transit partners to support and make decisions that will help shape
and bring the regional transit system together. One of the regional initiatives being studied by RTCC and
KCATA is a regional fare policy. One of the goals is to develop a comprehensive fare policy to address the
current complexities in fare structure, regional agreements and administration and develop a regional fare policy.
As part of the study, investigation into a regional fare payment system is being conducted to ease the adoption
of a regional fare. Mobile ticketing options as well as options for implementing a smartcard or new technology
based system, considering the fare equipment currently being used by each transit agency, its condition and
anticipated useful life, is under consideration.
While the main thrust of the regional fare policy and fare payment system investigation is for fixed route
services, a fully-integrated fare payment system including paratransit services is desired.
Selected Best Practices
San Francisco Paratransit
San Francisco Paratransit (SFP) is operated by the San Francisco Municipal Transportation Agency (SFMTA) and
has operated for more than 30 years. This service was started from a community desire for service that predates federally passage of the Americans with Disabilities Act.
In 2009, SF Paratransit provided more than 1.1 million paratransit trips to approximately 14,000 registered
riders. Approximately 50% of SFP trips are taken on taxis equipped for riders with disabilities. Before 2009, SFP
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riders paid for taxis with paper scrip, which was difficult and cumbersome to manage for SFMTA, drivers, and
riders. In 2009, SF Paratransit implemented the Paratransit Debit Card System (PDCS), installing swipe readers,
smart meters, mobile data terminals and GPS units compatible with taxi companies' credit card systems. The
program then issued magnetic-swipe debit cards to all paratransit riders for identification and electronic
payment. This new technology addressed numerous issues at once, including: eliminating the paper system,
automating the fare payment process, electronically monitoring service, and reducing the opportunity for fraud,
all of which contribute to managing costs.
The implementation of the PDCS, and the associated reduction in administration and fraud, contributed to the
program being $2 million under budget for Fiscal Year 2009-10. Operational cost savings are anticipated to
offset increased use of paratransit services by the aging population. The capital investment by SFMTA totaled
less than $5 million and was funded by a local tax proposition, FTA funding, bridge tools and the San Francisco
Municipal Railway Improvement Corporation.
The San Francisco Bay Area has over 20 transit agencies operating fixed route and paratransit services in the
region. The Muni, BART, AC Transit, VTA, SamTrans, Caltrain, Golden Gate Transit and Ferry, and San
Francisco Bay Ferry have joined together to offer the Clipper all-in-one transit card. This card keeps track of any
passes, discount tickets, ride books and cash value loaded by riders, while applying all applicable fares, discounts
and transfer rules.
Allocation of fare revenue from the Clipper system is governed by an interagency participation agreement.
Paratransit services are not included in the interagency agreement; however, the Regional Transit Connection
(RTC) Discount ID card is available to persons with disabilities. This card can be used to receive discount fares
on fixed route, rail and ferry systems in the San Francisco Bay Area. The RTC program does not apply to
paratransit services.
Washington Metropolitan Area Transit Authority MetroAccess
MetroAccess is a regional service of the Washington Metropolitan Area Transit Authority (WMATA), and is the
region’s complementary paratransit service offered in accordance with the Americans with Disabilities Act. It is
a shared ride service that provides daily trips throughout the Washington, D.C. Metropolitan region, including
the District of Columbia, Maryland and Virginia.
In 2009, WMATA contracted with MJM Innovations to implement electronic transaction technology to enable
the EZ-Pay feature for the MetroAccess paratransit program. EZ-Pay allows riders to prepay their MetroAccess
fare by phone or online with a debit or credit card, cash payment is allowed at a sales office. An EZ-Pay account
is automatically established for riders when they are certified for MetroAccess. Riders prepay with EZ-Pay but
use their MetroAccess photo ID for payment to the driver upon boarding the vehicle. Riders are allowed to pay
with cash for the full and complete payment but they are encouraged to prepay for trips.
WMATA selected this system so that riders would not need to carry cash, tokens or other fare media. While
they will continue to accept other forms of payment, there is a desire for riders to take advantage of the
cashless-fare system to help speed their trips and allow drivers to focus on safety and customer satisfaction. This
fare payment technology’s goal is to provide a solution to streamline fare purchase, collection and reporting for
MetroAccess.
Additional features of the system allow riders who receive a transit benefit from their employer’s SmartBenefits
program to direct the benefit to MetroAccess. Other features provide visibility to reservation agents so they
can direct riders of total fare upon trip booking and balance in the EZ-Pay account.
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SmarTrip is a contact-less stored-value smart card payment system managed by WMATA for the fixed route
system. The Maryland Transit Administration’s CharmCard uses a compatible payment system from the same
manufacturer. Through a reciprocity agreement fixed-route riders can use WMATA’s payment card to travel on
any of the participating systems throughout the Baltimore-Washington Metropolitan Area. This system is
independent from the paratransit system however, discount cards for MetroAccess eligible-riders are available
for fixed route trips.
Sun Van
In June 2013, Sun Tran in Tucson, Arizona launched the SunGO smart card fare payment system, providing the
ability for passengers to travel between Sun Tran, Sun Express, Sun Shuttle and eventually the Sun Link modern
streetcar with just one card. The SunGO system uses smart card technology to facilitate fare payments and
transfers throughout the region. Sun Tran contracted with SPX Genfare, the vendor responsible for the
development of the SunGO fare payment and online system. SunGO was selected to improve regional mobility
by creating a more efficient and convenient transit system
For paratransit riders, the City of Tucson issues a current ADA Eligibility Card and through the Special Services
Office riders can set up an electronic fare payment account. To add value to the account riders can send
payment by mail, pay over the phone or pay in person at the city office.
The SunGO system and the paratransit electronic fare payment accounts are not linked.
Spokane Transit
In January 2009 Spokane Transit Paratransit began issuing new ADA eligible ID cards to all riders. The ID card
can be converted into a Smart Card that can be used as a monthly pass or a stored value (pre-paid debit) card. If
a rider has activated their ID card as a Smart Card, the rider hands the card to the driver of the paratransit
vehicle to scan the ID on board. Riders have the option of using other forms of payment like cash, a paratransit
monthly pass or paratransit one-ride pass.
Opportunities for Coordination
Paratransit electronic fare payments systems can operate independently of fixed route electronic fare payment
systems or they can be fully integrated. Regional systems are typically governed by interagency agreements that
allocated fares and expenses based on trip characteristics. For a regional system to be most effective, three
components need to be considered: (1) universal identification and fare payment card(s), (2) trip reservation and
scheduling software compatibility, and (3) on-board fare collection equipment compatibility.
Universal Identification Cards
If regional eligibility is implemented for ADA-eligible riders, issuing a universal identification card is a logical next
step. A universal identification card could follow the Ride KC branding initiative and allow for upgrades to a
payment card in the future.
Explore Software Compatibility
As discussed in the Technology and Coordination of Operations sections, limited use of their current system by
UGT and similar systems for KCATA, JCT and Independence make this opportunity for software compatibility
within reach. Cost would be the most significant barrier for UGT, but partnering with a system already in
operation may reduce costs.
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Fare Collection System Determination
As the regional fare policy discussion continues, paratransit should be included in the discussion as it could be a
stand-alone pre-payment system or included in a comprehensive electronic fare system compatible with the
fixed route options. An early step could be adopting a pre-payment system attached to the trip scheduling
software but if a system-wide fare collection upgrade is under consideration waiting for paratransit
implementation would be easier for rider adoption.
Cost and revenue allocation between agencies would be governed by agreements similar to monthly pass
agreements in place today. These agreements would need to be negotiated early and updated once the system is
in place so they are accurately reflecting how the system is operating.
On-Board Fare Collection Equipment Compatibility
Depending on the type of regional fare collection system selected there may be a need to upgrade and/or install
fare collection equipment in all paratransit vehicles. Some constraints with this opportunity focus on the cost to
upgrade and install equipment, additionally the contracted use of taxis would require the system to be adaptable
to the payment system in the taxis.
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