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Customer Service strategies help ensure that transportation services are consumer-driven, and that consumers are included in the planning, development, implementation and evaluation of human service transportation.  Useful practice strategies include reviewing customer feedback, centralized customer information, travel training, and quality improvement strategies.         
	Customer Service
	

	511
	The three-digit code set aside by the FCC for traveler information and local transportation questions.

	Electronic fare service/payment system
	Machine-readable farecards used to carry fare payment or rider identification information; it can be used as part of an automated invoicing system.

	Focus on Quality of Customer's Experience including surveys
	An approach to transportation service that focuses on the customer and his/her experience with all aspects of the transit system (i.e. from getting information, to purchasing a trip, to the actual ride itself).

	Information distribution including web and TV
	Web-based transit traveler information with features such as route maps, schedules, fares, and a trip planner.

Monthly TV shows that provide information on local transit issues such as new programs, upcoming changes, or general interest news.

	Kiosks
	Self-service consoles that provide transportation information, such as routes, schedules, fares, and, often, the ability to purchase tickets.

	One-stop reservation/scheduling
	One central location users can access, usually via the web or phone, to get information, obtain schedules, and/or make reservations for several transportation providers across an area.

	Performance measurements/outcomes
	The objective of performance measurement is to evaluate the results of government services.  It does this by setting standards and outcome objectives, measuring performance against goals, standards or benchmarks, and helping managers communicate results.  Generally, performance measures look at inputs (measures of resources used to provide a service), outputs (indicators of the amount of service provided), outcomes (measures that assess how well the objectives are achieved), and efficiency (measures the amount of input needed to generate an output or outcome).

	Survey:  Customer needs, customer satisfaction
	A survey designed to evaluate transportation users' satisfaction with the service they receive.

	Training:  travel training
	Training, often geared to a particular group, which teaches people how to use public transportation.

	Transit amenities/features
	Features that enhance the rider's experience and play an important role in attracting and keeping riders.  Transit amenities can be at transit stops or on vehicles.  Examples include seating while you wait, shelter from the weather, security cameras, storage racks, and accessibility features for people with disabilities.


Operations Strategies are intended to improve customer mobility. Such strategies may address agency routes, create brokerages for area transportation providers, develop subscription programs, and develop and implement transit pass programs.  Services affected may include fixed route, demand response, or volunteer transportation systems.

	Operations
	

	Brokerage
	Brokers act as administrators of transportation programs, ensuring that clients receive efficient transportation that meets their needs and that agency costs are reduced.  There are many different brokerage arrangements, but common broker responsibilities include: contracting for transportation with private operators; handling reservations, scheduling, dispatching, driver training and equipment procurement and maintenance; providing risk management and quality assurance; agency billing and record keeping; and maintaining insurance.

	Demand Response
	Transit vehicles providing demand-response service do not follow a fixed route, but travel throughout the community transporting passengers according to their specific requests and usually require advance reservations. Therefore, vehicles do not follow a specific route or schedule, but are based on the user’s needs. Special Transportation Services (STS) is a widely used example of this strategy.

	Integration of Services
	The integration of multiple transportation providers or modes.  Integration can improve service and increase efficiency. Services may be fully integrated, or agencies may decide to integrate just one aspect (e.g. an integrated fare card for multiple agencies).

	Partnership agreements
	An agreement where two organizations or agencies agree to work together towards a common transportation goal.  Common partnership agreements include public-private partnerships, partnerships among multiple transportation authorities, and partnerships between human services and transportation providers.

	Purchase/Contract for Service
	A public transit provider contracts out to another agency or company to provide transportation service, either in whole or in part (e.g. night and weekend service).

	Regional /multimodal hub
	Transportation centers that serve as a regional hub and include a variety of transportation modes (e.g. bus, rail) that are often coordinated.

	Subscription service
	Any public transportation service operated for a guaranteed number of patrons on a prepaid, reserved basis.

	Transit passes/subsidies
	Transit passes are given directly to riders to subsidize their use of public transportation, either in part or in whole and are often targeted to a specific group (e.g. riders commuting to and from work or Medicaid recipients with multiple doctor visits).

	Trip Request/Rider Request
	Fixed route service with variable routing.  Buses operate on a fixed schedule and route, but have the flexibility to go off route to pick-up and drop-off passengers within a defined service area.


Partnership and Leadership strategies involve coordination and cooperation between private and public transportation providers, human service agencies, consumers, and others to improve the efficiency and quality of service provision.

	Partnership and Leadership

	Advisory Committee
	Established to represent community transit concerns, advise local transportation officials on important issues, and recommend policies.  Advisory committees are generally made up of residents, business owners, community activists, and other local stakeholders.

	Coordinating Council (CCAM--federal program)
	The Coordinating Council on Access and Mobility (CCAM) and the United We Ride Initiative provide technical assistance and guidance to the various agencies that are working to more effectively utilize resources and more efficiently serve clients.

	Coordinating Partners/coordination with human service agencies
	Transportation operators and human services organizations coordinate services to provide traveling options for transportation disadvantaged client populations.

	Interagency Work Group
	A working group comprising different coordinating agencies established to address specific transit issues.

	National Consortium
	This consortium, which consists of 15 national non-profit organizations and various Federal agencies, focuses on coordinating safe and accessible transportation for human services.

	Regional Coordination
	Coordination of various transportation and social service providers at the regional level, designed to address transportation needs within the context of the challenges posed by sprawling development, whereby important destinations may be located beyond the service boundaries of local transit (e.g. a regional hospital).  Regional coordination includes centralizing services through one provider to fill gaps, streamline service, or coordinate multiple transportation operators within the region.


Planning Strategies improve coordination and planning at the administrative and organizational level among different agencies, organizations, and stakeholders.  Examples of useful practices include community transportation planning, developing joint opportunities for quality assurance and review, information sharing, and coordinated standards for planning.

	Planning
	

	Framework for Action
	A comprehensive evaluation and planning tool designed by CCAM members to provide guidelines for improving or beginning coordinated transportation systems that community leaders, state agencies, and local agencies may follow in order to provide quality human services transportation.

	Information Exchange
	Local partners and customers meet to discuss specific transportation issues; when state and federal agency representatives are also involved, local partners can learn about how issues were resolved in other locations as well.

	Outreach/field visits
	Trips taken by community residents, officials, and/or agency representatives to project areas in order to better understand a proposal or issue of concern, facilitate buy-in from different groups, view successful examples in other communities, or get a better sense of the physical facts of a project.

	Federal / State Planning Requirements
	Formal transportation planning requirements that states or localities must meet in order to receive transportation funds.   


Policy, Program and Funding strategies are geared toward improving effectiveness, efficiency, and accountability. Policy, programs and available funding are typically implemented as mandated by legislative bodies or administrative offices.  

	Policy, Program, and Funding

	Dedicated Funding
	A local funding source guaranteed for transit expenditures, such as a portion of a gas tax, sales tax, or other locally levied tax.  Dedicated funding allows for long-term planning because it is more predictable and reliable than having to depend on general fund revenues, which must be used for all other municipal needs.

	Federal funding programs: Mobility Management Grants, United we Ride Grants, Matching Programs
	Federal funding programs are designed to assist state and local programs/agencies that meet eligibility requirements and rise above other competing programs/agencies. Some examples include:

· Federal grants that encourage transit agencies to take on the broader role of “Mobility Managers.”  
· The United We Ride Initiative, a partnership between the Departments of Transportation, Health and Human Services, and Labor, provide grants for the purpose of breaking down the barriers among Federal programs and setting the stage for local partnerships to address unmet transportation needs, especially coordinating human services transportation.
· Matching Programs are designed to provide funding for local projects for which local agencies have already raised part of the needed capital.

	Joint funding
	The use of two or more funding sources (especially at the federal level) to fund a transportation project.

	Legislative proposals
	Programs set through Congressional legislation often require that agencies meet goals that may be directly related to transportation or can be leveraged to build transportation infrastructure or expand the customer base (e.g. Welfare to Work). In some cases, the legislative proposals also fund the mandates they set.

	Traditional funding
	The funding procedure follows the traditional grant reimbursement model.

	Non-traditional funding sources
	Local, State or Federal Agencies may look beyond traditional funding administered by transportation agencies to foundations, public-private partnerships, and the creative use of debt financing.  Examples include federal loans, loan guarantees, and lines of credit to public or private sponsors of transportation projects.  

	Waivers
	Use of Medicaid waivers to provide non-emergency transportation to Medicaid beneficiaries.


Technology Strategies automate or simplify administrative processes and procedures. Technology strategies are generally designed to increase the efficiency of reservations, scheduling, dispatching, reporting, and billing.  In addition, consumers with disabilities may benefit from the adoption of assistive technology to plan trips, identify stops, and recognize landmarks.
	Technology

	ITS
	A broad range of wireless and wired communications-based information technologies. When integrated into the transportation system infrastructure and placed in vehicles, these technologies help monitor and manage traffic flow, reduce congestion, provide alternate routes to travelers, enhance productivity, and save lives, time and money.

	Automated scheduling
	Computer aided scheduling used to increase efficiencies, handle complex scheduling scenarios, and decrease costs.  Automated scheduling can be used to determine transportation routes and schedules, work schedules, payroll, and fleet management.

	Automatic Vehicle Location
	AVL is a computer based tracking system that reports the real-time location of the vehicle.  Benefits include improvements in dispatching, scheduling, service efficiency, and answering customer inquiries.  These technologies are often used in conjunction with Computer Aided Dispatch.  

	Computer Aided Dispatch
	Use of technology to increase efficiency and capability of dispatching functions, such as scheduling pick-up and drop-off for customers within the same zones.  Often used in conjunction with Automatic Vehicle Locator (AVL)

	Funding for Promising Technology
	Special funding provided to agencies that experiment with new technologies that improve transit systems including technology that coordinates operations, manages information, and enhances customer service.

	Smart Cards
	Smart cards are credit card-sized devices embedded with computer chips that can store large amounts of information.  The advantages of smart cards include the ability to unify multiple transportation systems under one fare payment method, the use of smart cards for other transit related purposes (e.g. parking at the train station), and the ability to provide transportation officials with better data on rider profiles, route ridership, and system usage.


