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ALAMEDA COUNTY TRANSPORTATION IMPROVEMENT AUTHORITY

The Alameda County Transportation Improvement Authority’s

Fifth Annual

Mobility Workshop

New Frontiers:

Monday, July 28, 2008

Expanding Mobility Options

In late July, ACTIA's
Fifth  Annual Senior
and Disabled Mobil-
ity Workshop brought
together nearly 100
paratransit consumers
and agency staff to
explore “new frontiers”
for expanding mobility options for older
adults and people with disabilities. Hosted
by ACTIA's Paratransit Advisory and Plan-
ning Committee (PAPCO), the workshop
featured a diverse panel of presenters and
a transportation resource fair. In addition
to serving as an educational forum for
interested individuals and groups through-
out the Bay Area, the Mobility Workshop
is a key component of PAPCO’s annual
workplan, informing goal-setting for the
year ahead.

This year’s workshop sessions emphasized
the importance of outreach, advocacy,
and partnership development in improving

mobility and expanding transportation
options for seniors and people with dis-
abilities. Workshop themes and sessions
included:

A Mobility management and “one
stop shopping” for consumers
of accessible transportation

A Strategies for raising awareness,
inyuencing decision-makers, and
promoting technical exchange

>

Getting the word out about consum-
ers’ legal rights and the services
and benepts available through
state and federal programs

>

Making consumers’ voices more
effective in identifying and resolv-
ing problems with transportation
services

The following pages summarize key points
and lessons learned from this year’s
workshop sessions.




Creating “One Stop Shopping” for Mobility Solutions

Presenter: Julie Wilcke, Mobility Manager, Ride Connection (Portland, Oregon)

As Alameda County continues to expand
mobility options for seniors and people with
disabilities, efforts to coordinate transportation
services and streamline access to information
will play an important role. Ride Connection, a
nonpropt organization serving the metropolitan
Portland region, has developed a diverse network
of services and an evolving “one stop shop” for
consumers that exemplipes this onew frontierd
in the provision of specialized transportation
services.

Building Partnerships

Ride Connection emphasizes the importance
of providing a continuum of transportation ser-
vices to consumers in order to meet the range of
mobility needs found in a diverse population. To
build its network of 30 transportation providers
throughout the Portland region, Ride Connection
has undertaken intensive partnership develop-
ment activities and built programs that support
providers’ success, including assistance with
vehicle maintenance, driver training, marketing,
service planning, and volunteer recruitment.

Photos courtesy of Ride Connection

Collaboration among partners is
more powerful than coordination.
Time spent developing and
maintaining partnerships will
yield benefits for providers and
consumers alike.

Expanding Service Capacity
Inordertoincrease the capacity of these services,
Ride Connection and its partners rely heavily on
volunteer drivers and proactively share vehicles
with community-based organizations outside
of provider service hours. In addition, through
a partnership with TriMet, the regional transit
agency, Ride Connectionis able to provide retired
ADA paratransit vehicles to local organizations,
as well as assistance with insurance and vehicle
maintenance.

A continuum of transportation
services is needed to meet a
community’s diverse mobility
needs.

Mobility management involves
creating partnerships with trans-
portation providers in a community
or region to enhance travel options,
and then developing means to
effectively communicate those
options to the public.

Mobility Management

Ride Connection’s approach to mobility man-
agement emphasizes partnerships that expand
available transportation options, effective com-
munication of options to the public, and direct
assistance to individuals in identifying specipc
mobility solutions. Travel Navigators stafpng the
Ride Connection Service Center use a sophisti-
cated set of tools to evaluate mobility needs on
a trip by trip basis and connect consumers with
their transportation options. In addition, a wide
range of transit training opportunities are of-
fered through the RideWise program. RideWise
services include trip planning assistance, pxed-
route familiarization, one-on-one and group
travel training, riders’ clubs and a ride ambas-
sador program.

A One Stop Shop

With its partners, Ride Connection is currently
working towards the goal of creating a single
point of entry—one phone number—that will
connect consumers with a “one stop shop” for
the full continuum of transportation and mobil-
ity-support services in the region, including trip
planning and scheduling, mobility assessments,
ridesharing, travel training, and travel escort
services.

Ride Connection’s comprehensive programs and
unique approach to improving mobility serve as
potential models for expanding and coordinating
services in Alameda County.

For more information: www.rideconnection.org

Support services, such as travel
escorts, trip planning assistance,
and travel training promote access
to transportation by consumers with
diverse needs.
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Roundtable on Paratransit Complaint Resolution

Presenters: PAPCO, East Bay Paratransit, City of Oakland, City of Hayward

Effective resolution of complaints regarding
paratransit services has been a growing area of
focus for PAPCO over the last year. Complaint
resolution processes and response timelines
vary widely among providers due to differences
in the size and type of service provided, and
the oversight and enforcement capabilities of
managers. This panel provided a forum for para-
transit agency staff and consumers to discuss
the complaint resolution processes at three
very different paratransit service providers.

Perspectives offered by agency staff included
the following:

A Each agency makes an effort to identify
and resolve systemic problems, such as
multiple late trips serving a single destina-
tion or a driver with repeated complaints
related to courtesy or safety.

A New technologies are providing opportu-
nities to resolve some common sources
of consumer complaints. For example,
East Bay Paratransit’s new automated ve-
hicle location (AVL) system will enable a
dispatcher to locate a paratransit vehicle
on a map within 50 feet, making it easier
to resolve pick-up location issues in real
time.
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PAPCO members Larry Bunn and Sharon Powers

A Though the actions taken may not be
visible to the consumer, protocols exist
for responding to complaints, such as
retraining or on-the-road monitoring of
drivers by a street supervisor. Tools are in
place for investigating complaints, such
as recordings of customer conversations
with schedulers or dispatchers.

There is room for further dialogue
on what riders hope to see in
terms of complaint resolution, and
what constraints providers face in
terms of the possible outcomes of
individual complaints.

Paratransit managers Mark Weinstein, Victoria Williams, and Jeff Weiss

PAPCO members raised several important issues
as representatives of the consumer’s perspec-
tive, including the following:

A When written responses regarding com-
plaints omit the details of the complaint
bled, it is difpcult for a rider who has pled
multiple complaints to know which com-
plaint the response references.

A The availability of comment cards on ve-
hicles is importantfiboth for ease of pling
complaints and riders’ ability to give more
general feedback about the service.

Panelists agreed that there is room for further
dialogue on what Alameda County paratransit
patrons hope to see in terms of complaint
resolution, and what constraints providers face
in terms of the possible outcomes of individual
complaints. PAPCO will continue to convene con-
versations on this issue in the year ahead.

Legal Issues for Seniors and Persons with Disabilities

Presenters: Kevin Prindiville, National Senior Citizens Law Center and Prescott Cole,

California Advocates for Nursing Home Reform

This session provided an overview of new
developments in benepts programs such as
Medicare and how two key advocacy organiza-
tions are working to respond to them, as well
as other issues facing seniors and people with
disabilities. The presenters also discussed the
legislative process and encouraged attendees
to be “pioneers in remaking society” by making
their issues and ideas heard by advocacy groups
and legislators.

By speaking up about problems that deserve
a legislative response to elected ofpcials and
advocacy organizations, individuals and groups
play an important role in transforming society.

In its advocacy role, PAPCO can help make para-
transit consumers’ voices heard.

For more information:

National Senior Citizens Law Center:
www.nsclc.org

California Advocates for Nursing Home Reform:
www.canhr.org

“Your interests are an opportunity.

Your interests are society’s interests.”







