Chapter Eight: Coordination Methods and Model Systems
Real coordination can only be achieved once these coordination functions and concepts are fully understood and a conscientious effort is made to identify and implement coordination strategies which may prove beneficial in the agencies’ specific areas.

Coordination Functions:  Transportation services can be divided into three functions: administration, vehicle operations, and vehicle maintenance.

1. Administrative functions include supervision, billing and receivables, record keeping, purchasing, marketing, information and referral, and risk management programs.

2. Vehicle operations functions are those which involve transporting passengers, including receiving trip requests, vehicle and driver scheduling, scheduling and routing trips, and dispatching and monitoring service.

3. Maintenance functions concern vehicle upkeep, repairs, storage, procurement, and purchasing of parts, fuel, and equipment.
Coordination Concepts: There are four major methods of coordination concepts in which some or all of these service functions could be combined. These are cooperation, coordination, consolidation, and brokerage. 

1. Cooperation exists where two agencies work together, usually on an informal basis. Each agency maintains complete control over all service functions of administration, vehicle operations, and maintenance. An example of cooperation would be the sharing of information about each other’s services and referral of clients to these services when appropriate. Most paratransit agencies engage in such cooperative efforts. 

2. Coordination brings two or more agencies together for joint conduct of one or more functions. Usually these efforts are formalized in some manner. In the administrative function, coordination may include joint scheduling or dispatching; and in maintenance, coordination could include sharing vehicle storage facilities.

3. Consolidation brings all of the transportation service functions under the control of a single entity. In this concept, one agency acquires all the vehicles, performs all administrative, vehicle operations, and maintenance functions, selling its services to any agency needing client transportation.

4. Brokerages bring the purchasers (clients or agencies) and the sellers of transportation together, much as real estate agents bring property buyers and sellers together, handling certain arrangements of the transaction. In this concept, the persons or agencies needing transportation services would contract with the brokerage. The brokerage agency then subcontracts with agencies providing transportation for the needed service. The brokerage may also perform some coordination functions as joint billing or maintenance for its subcontracting agencies. In addition, a brokerage may operate some of the vehicles used in the transportation program. 

Model CTSAs: 
Paratransit, Inc., Sacramento County

www.paratransit.org 
Paratransit, Inc. began as an unofficial CTSA in July 1978 with two borrowed buses owned by the local community college district and Article 4.5 Transportation Development Act funds passed to it through the local transit district to provide subscription transportation service for the students and demand-response service for individuals and agencies. By January 1979, in collaboration with the council of governments and seed money from Caltrans, Paratransit’s maintenance center opened. 
Paratransit, Inc. was the model for coordination envisioned in the Social Service Transportation Improvement Act and became the first officially designated CTSA. As such it became an eligible direct claimant for Article 4.5 TDA funds and local city and county funds. When that happened, Paratransit consolidated duplicate service operated by the local transit district. In 1988, Paratransit became a direct claimant of local sales tax funds; this local 20-year transportation measure was recently renewed for 30 additional years (effective 2009) and the amount available to Paratransit was significantly increased. Since 1990 Paratransit’s funds have been blended with the transit district’s to consolidate ADA complementary paratransit with other mobility management activities of Paratransit, Inc. Over 80 neighborhood and social service organizations benefit as a result. 
Demand-response and agency transportation is available to individuals who are elderly, low-income, and/or ADA-qualified with all riders sharing vehicles to take either subscription or on-demand rides. Paratransit directly provides and/or brokers these trips, whichever method is the most effective to meet passenger obligations and comply with various regulations. The demand-response fleet is owned by Paratransit, Inc. and/or the transit district and is equipped with mobile data computer, automatic vehicle location, and global positioning system technologies owned by Paratransit for paperless real-time monitoring and data collection. Trip booking, scheduling, and dispatching are accomplished in advance and/or in real-time using scheduling software owned and operated by Paratransit. Agency service is either consolidated within Paratransit or coordinated with participating agencies on a cost-sharing basis. Very sophisticated operational and financial data collection, forecasting, and reporting tools are developed and managed by Paratransit’s information technology staff.
Community Shuttles which Paratransit either operates or coordinates in several neighborhoods connecting residents to local stores and services in demand-response and/or route-deviated modes utilizing flexible intelligent transit system technologies described above. These projects are coordinated with the transit district, transportation management associations, and Paratransit. 
Mobility Training has been provided since the mid 1980s. To date over 9,000 graduates have enjoyed increased independence and civic engagement as a result. This is one of our nation’s oldest and continuously active travel training programs. Professional trainers take referrals from about 30 participating social service agencies and teach trainees to read bus schedules, know how to make transfers, know the basic rules of the transit system, and know specific routes they need to safely get to school, work, shopping and other important destinations. Currently about 800 new trainees opt to use public fixed route transit in Sacramento annually. About 100,000 trips have been diverted from demand-response mode to fixed route bus and rail for an annual savings of about $1.4 million. More importantly, by catching the right bus, additional demand-response capacity is reserved to manage mobility for individuals with fewer mobility options. A key coordination aspect of this program is the connection to the ADA complementary paratransit service eligibility process conducted by the transit district and the public transit fare structure. To encourage use of this mode over demand-response, ADA-qualified individuals use their IDs to ride fixed route bus and rail with an attendant for free. Paratransit operates remote mobility training programs as well, with Spokane Transit being the most recent project.
Maintenance service is consolidated at Paratransit’s state-of-the art maintenance center jointly equipped by Paratransit and the transit district. This facility is able to service full-sized gasoline, diesel, and CNG transit vehicles as well as lift-equipped small buses, vans and minivans, vehicles adapted for use by people with disabilities, and automobiles. Paratransit maintains is own fleet (over 170 vehicles), and about 200 vehicles belonging to over 40 CTSA partner agencies, shuttle systems, and outside agencies. In a recent new coordination effort with the City of Sacramento Paratransit is engaged in a pilot project to implement annual taxicab safety inspections to ensure compliance with the City’s newly-adopted taxi ordinance, which mandates an accessible taxi fleet.
Easy Lift Transportation, Inc.

Santa Barbara County

53 Cass Place, Suite D

Goleta, CA 93117
www.easylift.org  
Easy Lift is one of California’s longest designated CTSAs. As a nonprofit agency, its mission is to serve the south coast Santa Barbara County community by pledging to offer cooperation, creativity, and leadership. Its six-member Board of Directors is dedicated to supporting the independence of individuals with special needs by providing safe transportation and related services, and is committed to providing its employees, volunteers, and passengers with a supportive work and service environment. Funding for Easy Lift’s services comes from a variety of public and private sources, including local companies and individuals who make generous financial contributions or volunteer their time (drivers, reservationists). Easy Lift is well known for its creative programs and services designed to make the best use of limited funds through innovative coordination activities. 
Dial-A-Ride: Easy Lift’s most commonly known service is Dial-A-Ride. Each year it schedules tens of  thousands of rides serving over 1,500 different riders each year on its Dial-A-Ride (door-to-door) program for individuals whose mobility or cognitive impairments prevent them from riding regular fixed route transit (over 2,000 are registered). The goal is to create mobility and independence for its riders. Easy Lift’s Dial-A-Ride program is subsidized through fundraising, grant writing, and public transit monies. Passengers pay $2.00 for each one-way ride and all trips are scheduled on a first-call, first-served basis without priority given to programs, trip purpose, or individuals. At Easy Lift every minute of the day is precious, so they make every effort possible to use that time efficiently—including through development of their own proprietary scheduling software.
Contract Services: While Easy Lift’s Dial-A-Ride program is dedicated to serving individuals living independently, its Contract Services is designed to support human service agencies with transportation needs. Group homes and/or programs desiring transportation of their clients or residents for programmatic or recreational activities find support by contracting with Easy Lift at special group rates, usually billed by the hour, that vary depending upon the logistics involved. Contract and charter service are scheduled subject to availability.
Easy Lift Loaner Vehicle Program: Sometimes organizations on tight budgets have a very real transportation need, but cannot afford to purchase contract service or operate their own vans. In such circumstances Easy Lift offers a Loaner Vehicle Program. Under this program, the requesting organization provides Easy Lift with its own driver candidate who is then trained free of charge to become an Easy Lift volunteer driver. Once training is completed, this individual may borrow Easy Lift’s vans to transport the agency’s own clients. Easy Lift also covers vehicle insurance and the Easy Lift van free of charge. Participating agencies replace any fuel consumed at their own expense. If this approach isn’t feasible for an agency, Easy Lift vans may also be chartered for hire.
Human Services Radio Network Dispatch Service: Any organization that has its own vans knows the need for communication with drivers when they are on the road. In 1998 Easy Lift established the Human Service Radio Network. Today Easy Lift dispatches over 40 vans from nearly a dozen local nonprofit agencies via its centralized dispatch communications center. There is a nominal monthly fee to participating agencies for this service. 
Easy Lift Mobility Training Service: Mobility gives people independence. To provide transportation options for seniors and the physically challenged, Easy Lift offers Mobility Training where a trainer works one-on-one with individuals teaching them such skills as how to read a transit district bus schedule, where to catch the bus they need, and so on. Easy Lift’s trainer will also ride with program participants on a repeated basis until they feel comfortable navigating fixed route bus service on their own.

Project Safe Streets Community Driver Training: Many organizations operate their own vans but have no way to train their drivers. Through Easy Lift’s state certified driver trainer, Easy Lift’s Project Safe Streets program provides free training tailored to meet each agency’s specific needs. Easy Lift staff is available for a variety of consulting services including help with vehicle purchases, special workshops, etc.
United Cerebral Palsy-Ride-On, CTSA
San Luis Obispo County
Mark Shaffer, shafmt@aol.com 
The community of San Luis Obispo County thinks of UCP/Ride-On as a service for everybody, which it is. Ride-On is a subsidiary of United Cerebral Palsy (UCP) of San Luis Obispo County. UCP was designated the Consolidated Transportation Service Agency (CTSA) in 1987 to fund its specialized evening and weekend transportation service for adults with disabilities using Transportation Development Act, Article 4.5 funds. In 1993, UCP initiated the Ride-On service to expand the CTSA services to include transportation for all social service agencies, seniors, and people with disabilities. While Ride-On uses its fleet to serve both its CTSA and TMA activities, its funds, accounting, and bank accounts are maintained separately. The CTSA is fully reimbursed by the TMA on an hourly basis for use of Ride-On’s drivers and fleet. 

In 1995, Ride-On developed its Transportation Management Association (TMA) services for the general public. Ride-On provides contract services for dial-a-ride services for the County of San Luis Obispo.  It has developed a menu of support services for social service agencies that provide their own transportation. The CTSA has teamed up with the Regional Transit Authority, San Luis Obispo Rideshare, and the Air Pollution Control District to develop marketing efforts to promote the entire transportation network to their community.  

Ride-On CTSA Services

A.  Tri-Counties Regional Center: Ride-On’s largest contract is providing daily transportation for people with developmental disabilities to work and day programs. The schedules are developed by an outside consultant and Ride-On operates 26 daily routes serving the entire county. The ride is free for the rider and is billed to the agency on a monthly basis.  

B.  Senior Shuttles: The Senior Shuttle is a service for seniors over the age of sixty-five (65). The service costs $4.00 per ride and can be used for trips between cities for visits to the doctor, supermarket or to visit loved ones within the designated areas and on days in which the Senior Shuttle service runs. There are a limited number of seats available, so advance reservations are recommended to Ride-On’s customers. 

The North Coast Senior Shuttle (Cambria, Cayucos, Morro Bay, Los Osos, and San Luis Obispo): Transportation between these areas is exclusively on Mondays from 9 a.m. through 4 p.m. 
The South County Senior Shuttle (Nipomo, Arroyo Grande, Grover Beach, Pismo Beach, Avila and San Luis Obispo): Transportation between these areas is exclusively on Tuesdays and Thursdays from 9 a.m. through 4 p.m. 

The North County Senior Shuttle (San Miguel, Shandon, Creston, Paso Robles, Atascadero, Templeton, Santa Margarita and San Luis Obispo): Transportation between these areas is exclusively on Wednesdays from 9 a.m. through 4 p.m.

San Luis Obispo Senior Shuttle (San Luis Obispo to San Luis Obispo): Transportation Monday through Friday from 9 a.m. until 4 p.m. with pick-ups and drop-offs within the City of San Luis Obispo.

C.  Medi-Cal Transportation: Ride-On provides Medi-Cal rides for people who are going to medical appointments and cannot use other forms of public transportation. Riers must be on Medi-Cal health insurance and cannot have any other type of medical insurance. The service can be provided at any time, but must be a round trip ride to a medical facility. The ride is free for the passengers and is billed to the State of California for reimbursement.

D. Private Pay Rides: Private pay rides are rides that serve seniors and people with disabilities not covered by other Ride-On billing methods. Hospital, care homes, and family members usually set up these rides and the fare amount is the same as a general TMA ride. The deciding factor is that the rider is a senior or a person with a disability.
E.  CIP Rides: CIP stands for the Community Interaction Program, which is a United Cerebral Palsy service for people with developmental disabilities in the evenings and on weekends. The UCP Adult Services Coordinator sets up most of the rides using Ride-On drivers and vehicles. The fare for these rides is $3 each way.  

Ride-On CTSA Agency Support Services:
Ride-On provides the following support services to social service agencies that provide their own transportation services:

a. Maintenance services for their vehicles

b. Development of preventative maintenance programs

c. Driver training programs

d. Safety Incentive Programs

e. Vehicle acquisition

f. CHP Inspection preparation

g. Drug testing programs

h. Employee rideshare programs

Ride-On’s County Contract Services:
A.  Nipomo Dial-A-Ride: Nipomo Dial-A-Ride is a door-to-door service in Nipomo on Monday through Friday from 6:30 a.m. until 6:30 p.m. The fares are $1.25 for children, people with disabilities, and seniors. Adults (13 and older) pay $1.75. 

B.  South Bay Dial-A-Ride: South Bay Dial-A-Ride is a door-to-door service in Los Osos on Monday through Friday from 8 a.m. until 5 p.m. The fare is $1.10 per ride for all riders, but a ten-ride pass is available for $9.50.
C.  Cambria Trolley: Cambria Trolley is a fixed route service that operates Thursday through Monday during the summer and Friday through Monday during the rest of the year. The hours of operation are 9 a.m. until 6 p.m. and the service is free (donations are accepted).

D.  Five Cities Senior Shuttle: The Five Cities Senior Shuttle serves the communities of Shell Beach, Pismo Beach, Grover Beach, Arroyo Grande and Oceano on Tuesdays, Wednesdays, and Thursdays from 9 a.m. until 5 pm. This door-to-door service costs $4 each.

E.  Templeton-Shandon Shuttle: The Templeton-Shandon Shuttle is a fixed-route service from Templeton to Paso Robles and on to Shandon. Riders can be picked up from their homes in Templeton and Shandon. Drivers can make slight deviations along the fixed-route. The cost of the ride is $2 each way, except a Shandon-Templeton connection which costs $3.
Ride-On TMA Service:
A.  Airport/Amtrak/Greyhound Shuttle: The Shuttle service is for all individuals requiring transportation to/from the airport, Amtrak or Greyhound station to their homes. The rides are booked in advance and provide an alternative to the local taxi services. The service is available 24 hours a day, seven days a week with riders receiving a pager number to call when the Ride-On office is closed. Fares vary based on the distance of the ride.
B.  Lunchtime Express: Ride-On offers this free (to the customer) door-to-door service for parties of two or more riders to lunch at 26 sponsoring restaurants within San Luis Obispo. This service runs Monday through Friday from 11 a.m. till 2 p.m. Ride requests for this service are taken before 10 a.m. on the day requested and are for pick-ups within the City of San Luis Obispo.

C.  Medical Shuttles: TMA Medical Shuttles are for medical appointments for the general public. The service is door-to-door at the regular Ride-On fare rate.    
E.  Vanpools: Ride-On coordinates 26 vanpools that utilize volunteer drivers who drive for no charge. Each vanpool pays a monthly fee that includes the full cost for use of the vehicle, fuel, vehicle maintenance, insurance, vehicle washes, and registration.
F.  Special Events: Special Event Shuttles are for groups who need the vehicle to stay with their group, such as to wine tasting, weddings, and community events. The group pays an hourly rate for the service.

G.  General TMA Rides: General TMA rides are rides for the general public that do not fall into the other TMA ride categories. These riders pay the full Ride-On rate.
H.  Visitor Shuttles: Visitor shuttles are TMA rides serving people staying at hotels in San Luis Obispo County. The TMA actively markets its shuttle services to the hotels.
The Future of Ride-On Transportation:
Ride-On is working with the Regional Transit Authority and SLO Rideshare to share a new building that will become the regional transportation hub for the county. Ride-On has a fleet of 64 vehicles and RTA has 38. The two systems currently operate from separate locations, so the shared facility will offer opportunities to further coordinate their respective services. Ride-On would like to expand its role to promote every transportation option to its callers. This Mobility Management Service will offer one phone number to the public to meet all their social service transportation needs. SLO Regional Rideshare would be the Mobility Management Service for the general public. Sharing the same building will enable both agencies to meet the transportation requests of any caller needing a ride.

The vanpool program is a very low cost solution to help get commuters out of their cars. Ride-On, in conjunction with the San Luis Obispo Council of Governments, plans to secure regular funding to reduce the cost of riding in a vanpool. By increasing riders on RTA buses and Ride-On vanpools, the agency hopes to avoid the need to spend $1 billion to widen Highway 101 throughout the county.
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Access Services, Inc.

Los Angeles County
PO Box 71684

Los Angeles, CA 90071-0684
Roy@asila.org
http://asila.org 

Access Services, Inc. (ASI) was established by 44 public fixed route transit operators in Los Angeles County to administer and manage delivery of a regional ADA complementary paratransit transportation program. The County of Los Angeles did not conduct an inventory or develop an Action Plan pursuant to the Social Services Transportation Improvement Act until 1989 when the Act was amended. In 1990, coinciding with passage of the Americans with Disabilities Act the planning agency designated itself as the first CTSA. Four years later, a group of 44 Los Angeles area public fixed route transit operators created Access Services, Inc. to administer and manage delivery of a regional ADA complementary paratransit transportation program. At the same time this new agency was designated as the CTSA for Los Angeles County and became responsible for coordinating transportation programs of the various social service providers.

ASI is organized as a California public benefit corporation and is a “governmental” agency within the meanings of the California Fair Political Practices Act and the Open Meetings and Records Act (Brown Act). It is governed by a nine member board appointed by the Los Angeles County municipal fixed route operators, the Los Angeles County local fixed route operators, the City of Los Angeles, the County of Los Angeles, the Transportation Corridor Representatives of the Los Angeles branch of the League of Cities, the Los Angeles County Commission on Disabilities, and the Coalition of Independent Living Centers. Its funding sources include local discretionary sales tax revenues, federal grants under Section 5310, passenger fares, and other associated sources.

Its mission is to promote access to all modes of transportation and to provide dependable quality ADA complementary paratransit service on behalf of Los Angeles County’s public transit agencies. ASI is a leader in promoting accessible and innovative transportation solutions. As the CTSA ASI advocates for universal access to transportation and partners with other entities to secure alternate funding sources and legislation to expand transportation options for all. 

ASI is functionally organized into five business units: 1) Customer Service Center, which serves as an overall customer information and registration service; 2) the specialized transportation service contractors who are responsible for the safe and timely transportation of the eligible individuals to and from their requested locations via Access Paratransit; 3) the eligibility contractors, who are responsible for evaluating and certifying each individual’s eligibility for Access Paratransit; 4) the appeal contractors, who are responsible for evaluating individuals who appeal the eligibility contractor’s decision; and 5) the CTSA for Los Angeles County responsible for the coordination of numerous paratransit agencies.

ADA complementary paratransit service management is ASI’s primary focus. This service, called Access Paratransit, is available to individuals with disabilities who are unable to use public fixed-route transportation systems. ASI is not a direct service provider; rather it brokers trips in six major geographical areas to various service providers under contract to ASI. Access Paratransit operates 7 days a week, 24 hours of the day in most areas of Los Angeles County. It is a shared ride service that operates curb-to-curb and utilizes a fleet of small buses, minivans and taxis.

The CTSA is a state-mandated facilitator and department within Access Services charged with the development and implementation of regional coordination of services and improvement of social service transportation. ASI defines social service as public or private-nonprofit organizations which provide services to seniors, persons with disabilities, the young, and the low-income disadvantaged. ASI supports social service transportation providers by providing referral services, education and training programs, resource materials, and technical assistance. The transportation services made possible by these agency providers has significantly benefit Los Angeles County’s special needs riders and these agencies have remained viable entities through support of this CTSA. Following are examples of ASI’s CTSA programs and resources.

RIDEINFO is a free telephone referral service providing callers with quick, accurate referrals to over 200 public, human service, and private specialized transportation providers in Los Angeles County. Since 1992, the CTSA has maintained and updated the database to provide telephone information to callers requesting transportation service options. Enhanced training techniques have enabled telephone agents to act as “mobility managers” and problem solvers who can match an individual’s needs with available and accessible transportation options. ASI does not endorse, recommend, or guarantee the quality or availability of any transportation provider referred to. Referral hours are 8:00 a.m. to 5:00 p.m. Monday through Friday via telephone, text telephone, and/or email.

Specialized Transportation Training Program:  The CTSA sponsors low-to-no-cost workshops and seminars for LA County’s specialized transportation providers. This CTSA program seeks to enhance the professional capabilities of social service transportation providers in Los Angeles County by offering technical assistance and training opportunities. Program elements include: technical workshops and seminars; the University of the Pacific Transit and Paratransit Management Certificate Program, and financial aid in the form of scholarships. Technical workshops and seminars to improve management skills are one of the most crucial needs in specialized transit today because:

1. The specialized field operates under a complicated set of regulations.

2. This area is highly service oriented, with a clientele that needs sensitive treatment.

3. Funding typically runs far below the needs in the Los Angeles area, making special emphasis on cost saving measures and efficient management more critical than ever.

4. There is a high rate of staff turnover.

Over the years several hundred individual managers in the region have participated in these programs and gone on to very successful transportation careers as a result. Another positive outcome is the increase in capital grant funding to human service agencies in the Los Angeles region, which is directly attributed to capital grant writing workshops in which the CTSA walks prospective grantees through the process, helping to evaluate their applications before undergoing the local review process. This confidence-building approach has made a real difference in the quality and safety of human service transportation in the region.

Directory of Specialized Transportation  Services:  The CTSA publishes The Directory of Specialized Transportation Services, a comprehensive compilation of service and eligibility information on some 200 social service, public, medical, and commercial agencies offering transportation services within Los Angeles County. The directory serves two important functions. First, it is an excellent resource for case workers, client agents, advocates, and other agencies in helping clients arrange appropriate specialized transportation. Second, it provides those offering transportation services an excellent information resource for future planning and coordination efforts. Over the years it has been updated and improved to include easy-to-use color maps and reference guides; specific information on accessible services in adjacent counties; and various programs’ advanced reservation and eligibility requirements, website addresses, and client profiles. The directory is free to transportation providers and client agents.
