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Executive Summary

Although the mobility needs of older adults are fairly well documented, there is not much
information available about what human service agencies, the aging community, or public
and private transportation providers need to help them increase transportation options for
this population more effectively. This report presents the findings of a needs assessment
study conducted by Nelson\Nygaard Consulting Associates to identify the transportation
technical assistance (“TA”) needs of various stakeholder groups, and the optimal forms for
providing assistance to these groups. For the purposes of this report, TA is defined as
assistance to both individuals and organizations, and covers a broad spectrum of strategies.
The report’s findings will be used by the National Center on Senior Transportation
(“NCST”) to ensure that the center provides the most relevant assistance required by
agencies serving older adults” mobility needs.

Project Approach

In order to meet the study objectives, the consultant team adopted a three pronged
approach: 1) Comprehensive literature review on the subject of senior mobility; 2) Web-
based survey of agencies that serve older adults; 3) Stakeholder interviews with twenty key
informants.  The extensive literature review resulted in the creation of a broad-ranging
database that includes over 200 entries of senior mobility related books and articles. This
has been submitted to NCST to be used as a resource in the provision of services to users
of the center. Key themes from the survey and the stakeholder interviews are summarized
below.

Survey Findings

In the Spring of 2007 the consultant team conducted a web-based survey in order to gauge
the technical assistance needs of potential users of the NCST. Three hundred and forty
agencies responded to the survey, representing almost every state in the union, the District
of Columbia, and Puerto Rico. Respondents included Area Agencies on Aging (AAA), Title
VI Native American aging programs, State Units on Aging, and transit agencies that varied
greatly in size. Most agencies who responded provide transportation in rural areas, while
about half also serve urban and suburban areas. Only a very small percentage provide
service exclusively in urban areas. The majority provide paratransit services, although this
is generally not their primary organizational mission. Following are key findings from the
survey.

Kinds of TA Needed

e The most important form of TA desired is identifying funding sources, followed by
assistance with need assessments for older adults
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e In terms of operations, assistance with vehicle purchases and scheduling ranked
most highly

e Respondents were particularly interested in receiving information about best
practices at other transportation providers and recruitment of volunteer drivers

e Only a small percentage indicated that a “telephone helpline” would be their
preferred form of receiving TA. The highest percentage preferred on-site consultants
and in-person training, two of the more costly forms of TA

Kinds of TA Currently Provided

e The most common form of TA currently provided by respondents to their clients
is verifying eligibility for transportation programs and providing schedules and
maps

e Respondents are frequently asked questions about how to get from point A to point
B, and far less frequently asked driving related questions. Supporting other research
on the subject, clients are particularly reluctant to ask for help regarding when to
stop driving or what other mobility options exist after driving cessation

e When unable to respond to questions, respondents turn to other aging service
providers, transit agencies, and human service agencies most frequently

Interview Findings

In order to gain a deeper understanding of issues that were raised by survey respondents,
Nelson\Nygaard conducted twenty telephone interviews. Interviewees represented a
variety of agencies, including: Federal, state, and local government; national organizations;
ethnic-based organizations; and aging and transit network agencies. Interviewees
identified key themes in terms of the role of NCST, senior mobility problems, where
agencies currently turn to for TA, who are the likely NCST users, senior mobility resources
currently available, and the best media for promoting NCST and disseminating TA.

The Role of NCST

Stakeholders emphasized that NCST should fill a niche that is different to Easter Seals
Project ACTION (ESPA), Community Transportation Association of America (CTAA), and
the American Public Transportation Association (APTA). One means of accomplishing this
would be to focus on the needs of older adults who have not had contact with existing
organizations, and do not consider themselves disabled.

The center should address the needs of the full spectrum of ages within the older adult
community. As a result, NCST should not emphasize accessibility issues, since these are
being addressed elsewhere, but rather play the role of enhancing dialog between the older
adult and disability communities. NCST must understand its role in the broader context of
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affordable housing, transit oriented development, and other land use issues as they pertain
to locating new programs that serve the elderly population.

Since the role of the center will evolve over time, the approaches to publicizing NCST will
also need to shift. Stakeholders suggested that during the first year the Center can develop
expertise in two or three areas related to senior mobility, and then can add a new area each
year. To ensure accountability, NCST must have a well-grounded implementation plan that
includes performance measures.

A key function of NCST staff would be to become aware of when new programs and
funding cycles are starting, and to disseminate this information broadly. Another important
role would be to help programs develop working relationships with other programs, by
providing best practice examples and referring agencies to their peers.

The center should have documentation of best practices in each topic area of senior
mobility, including the use of links to other organizations and their resource libraries.
NCST should roll out new concepts through demonstration grants as a means of
“modernizing the role of the aging network”. Some of the key TA areas suggested by
interviewees included:

e Examples of successful coordination efforts

e Trip planning for individuals

e How to provide dialysis trips

e How to provide service to those who need cancer treatment

e Developing contracts with transportation providers

e Selecting the most appropriate vehicle

e Bilingual materials for transportation programs

e Organizing volunteer driver programs, including recruitment, insurance, training
e Selecting scheduling software packages

e “Carfit” programs and older driver self-assessment checklists to determine if persons
should continue driving

e Selecting and operating new billing software that allows for tracking of passengers
with a variety of funding sponsors

e Educating taxi companies on how to serve and market to seniors
e How to start new transportation programs

e How to monitor FHWA roadway design recommendations to ensure they address
senior mobility needs

e How to serve Adult Day Care populations

e How to address issues of autonomy and independence for those older adults who
are slowly transitioning from auto dependency
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Likely Users of NCST

Responses to questions regarding likely NCST users were extremely varied, reflecting the
broad array of paid and unpaid individuals responsible for arranging transportation for
older adults. Following are some of the key users cited in the interviews:

e Transportation coordinators at Area Agencies on Aging

e Senior Center directors and their customer service staff

e Small to mid-size human service agencies

e Title VI Native American Aging program directors

e Aging services program specialists

e Transit agencies, particularly those in operations planning, service design and
marketing

e State AARP representatives on the local Metropolitan Planning Organization (MPO)
transportation committee

e Family members and volunteers who provide medical transportation to seniors

e Retired Senior Volunteer Programs (RSVP) and programs such as Senior
Companions

e Medical condition-based organizations like those working with people who have
had strokes or have diabetes

In terms of the most useful networks for publicizing NCST and dissemination of TA,
stakeholders suggested using the National Association of State Units on Aging (NASUA),
National Association of Area Agencies on Aging (n4a), AARP, National Council on Aging
(NCOA), and American Society on Aging (ASA), United Jewish Communities, Catholic
Charities and the American Institute of Referral Programs.

While most of these suggestions focus on formal networks, NCST must also reach
caregivers who are unpaid and unaffiliated, yet play a critical role in arranging or providing
transportation to older adults, including placing brochures in doctors’” and Department of
Motor Vehicle offices.

Conclusion

We anticipate that the findings of this needs assessment will help guide the activities of the
NCST in the early years of its establishment. However, the role of the center will no doubt
evolve over time to meet the needs of the human service and transit agency staff who will
turn to it for assistance, in addition to individual adults who will benefit from its services.
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Introduction

Although the mobility needs of older adults are fairly well documented, there is not much
information available about what human service agencies, the aging community, or public
and private transportation providers need to help them be more effective increasing
transportation options for this population. Nelson\Nygaard Consulting Associates has
conducted a needs assessment to measure the transportation technical assistance (“TA”)
needs of several important stakeholder groups.

Definition of Technical Assistance (TA)

For the purposes of this report, TA is defined as: “assistance to both individuals and
organizations, and covers a broad spectrum of strategies. The outcomes of these strategies
could range from the establishment of new transportation programs, to providing
individualized assistance on specific mobility needs.  Strategies targeted towards
organizations include: workshops; in-house consultants; in-person and web-based
professional trainings; and informational materials. They could cover topics such as “how
to conduct a transportation needs assessment in your community” and “how to enhance
the use of existing resources by older residents.” Strategies targeted towards individuals are
intended to either enhance their mobility skills and/or their ability to use existing resources,
including: travel planning for specific trips; fixed-route travel training; and extended safe
driving.”

Background

In order to provide a broad understanding of the TA needs of a range of potential National
Center on Senior Transportation (NCST) users, we adopted a three pronged approach: 1)
Comprehensive literature review on the subject of senior mobility; 2) Web-based survey of
agencies that serve older adults; 3) Stakeholder interviews with twenty key informants.

Questions that were explored as part of our development of the needs assessment
included:

e What forms of support do you currently offer to older adults and/or their family
members/caregivers about transportation?

e What questions come to you that you are not able to answer?
e What transportation needs of older adults are typically unmet in your community?

e Are there certain segments of the senior population that are more challenged by
transportation issues than others?

e What transportation resources do your clients/does your constituency most
frequently use?
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e Besides specific transportation service models that may be available, are there
examples of coordination between various human service agencies and
transportation providers, or planners/elected officials in your community who have
taken older adult transportation needs into account in critical land-use policy
decisions?

e What is the frequency of requests for transportation information addressed to you?

e What is your main resource(s) for answers/solutions about transportation for older
adults? What agencies do you most frequently collaborate with and/or refer older
adults to?

e What forms of technical assistance (i.e.: training workshops, training manuals,
informational bulletins, web site resources, teleconferences, etc.) have you found
most useful for you? Your staff? Your constituency?

This report is laid out as follows. In Section One we summarize the results of the extensive
web-based survey that was conducted in the Spring of 2007. Section Two presents the
main themes that emerged from our interviews with key stakeholders. Finally, the
Appendix contains a list of approximately 200 documents pertaining to senior mobility that
were included as part of our literature review. A more extensive database of these
documents has been provided to NCST for use as a resource in the course of providing TA
to users of the Center. The Appendix also contains a list of TA web sites, both related and
unrelated to senior mobility, for the purpose of determining a “menu” of services that could
be provided as TA through NCST. The survey questionnaire used in Section Two is
included as Appendix Three.

We anticipate that the findings of this needs assessment will help guide the activities of the
NCST in the early years of its establishment. However, the role of the Center will no doubt
evolve over time to meet the needs of the aging/human service and transit agency staff who
will turn to it for assistance, in addition to individual adults who will benefit from its
services.
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Section 1. Web-Based Needs
Assessment Survey

Survey Methodology

In the Spring of 2007 the consultant team conducted a technical assistance needs
assessment survey in order to gauge the technical assistance needs of potential users of the
NCST. The survey was designed to assess technical assistance needs of agencies currently
providing and/or coordinating transportation, those interested in providing transportation,
and agencies that operate as information and referral services. Survey questions ranged
from background information such as budget and services offered, to types of assistance
needed by customers.

Before distribution to these organizations, the survey was reviewed and revised by the
Federal Transit Administration, National Center on Senior Transportation, and the
Administration on Aging staff. The survey was posted on the Surveymonkey website
(www.surveymonkey.com) in order to provide an easily accessible and cost efficient survey
tool. The survey link was then distributed to agencies nation-wide by the National Center
on Senior Transportation. Agencies receiving the link were also free to distribute the
survey to additional agencies they considered relevant to the study. For agencies that did
not have internet access, a hardcopy was available upon request. The survey officially
started on May 8, 2007 and closed on May 30, 2007.

e Several stakeholder groups were targeted by the survey, including:
e Area Agencies on Aging

e Title VI Native American Aging Programs

e State Units on Aging

e Public and private transportation providers

e Community decision makers

e Older adult consumer and advocacy organizations

e Caregiver networks and organizations

e Other human service and health agencies serving older adults

e Urban and regional planners

e Federally-funded technical assistance centers with responsibility for transportation
and/or senior mobility issues

The results of this survey will help aid the development of the NCST and ensure that the
services provided respond to the most urgent needs of likely users.
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Key Findings
Following are key findings from the survey:

e Most agencies who responded provide transportation in rural areas, while about half
also provide services in urban and suburban areas. Only a very small percentage
provide service exclusively in urban areas.

e The majority of respondents provide paratransit services, and almost half of them
provide these services in-house1

e The most important form of technical assistance (TA) desired is identifying funding
sources, followed by assistance with need assessments

e In terms of operations, assistance with vehicle purchases and scheduling ranked
most highly

e Apart from funding and operations issues, respondents were particularly interested
in receiving information about best practices and recruitment of volunteer drivers

e Surprisingly, only seven percent indicated that “telephone helpline” would be their
preferred form of receiving TA. The highest percentage preferred on-site consultants
and in-person training, two of the more costly forms of TA

e The most common form of TA currently provided by respondents to their clients is
verifying eligibility for transportation programs and providing schedules and maps

e Respondents are frequently asked questions about how to get from point A to point
B, and far less frequently asked driving related questions. Supporting other research
on the subject, clients are particularly reluctant to ask for help regarding when to
stop driving or what other mobility options exist after driving cessation

e When unable to respond to questions, respondents turn to other aging service
providers, transit agencies, and human service agencies most frequently

e Respondents report a “moderate” level of cooperation between the aging
community and transportation industry in their communities

Survey Participants

The survey was disseminated to 934 aging network members, including Area Agencies on
Aging (AAA), Title VI Native American aging programs, and State Units on Aging through
the National Association of Area Agencies on Aging (n4a) and the National Association of
State Units on Aging (NASUA). In addition, surveys were disseminated via e-mail to
Community Transportation Association of America (CTAA) members, and to the 130
members of the American Public Transportation Association (APTA)’s Access Committee.

Three hundred and forty two agencies responded. They were asked to classify what type of
organization they were, and allowed multiple responses. Options included AAA, Transit

! paratransit services as mentioned throughout the report include both ADA and non-ADA paratransit
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Agency, and Community Transportation Provider. Over 55% indicated that they were staff
from Area Agencies on Aging & Title VI programs. Eighteen percent were community
transportation providers, about 14% were transit agencies, 17% were from private non-
profit transportation providers, and 6% were state units on aging. Almost 15% of
respondents said that their organization fit into another category, including homecare,
medical facilities, volunteer programs and other human service agencies that work with
older adults.

Figurel Respondent Organization Type

Agency Type Respondents | Percentage

Area Agency on Aging 188 55%
Community Transportation Provider 62 18%
Private non-profit transportation provider 57 17%
Other 49 14%
Transit Agency 47 14%
State Unit on Aging 20 6%
Title VI 14 4%
Private for-profit transportation provider 3 1%
Total Agencies Responding 341

Survey respondents were located in nearly every state, in addition to Washington D.C. and
Puerto Rico. The only states not represented in the survey were Mississippi, New
Hampshire, North Dakota, and West Virginia. The greatest number of responses came
from New York, North Carolina, and Illinois, with over 20 responses each.

Figure 2 Respondents by State

State Respondents State Respondents State Respondents
New York 31 Massachusetts 7 Louisiana 3
North Carolina 27 New Jersey 7 Montana 3
Illinois 21 Alabama 6 New Mexico 3
Texas 19 Nevada 6 Oregon 3
Pennsylvania 17 Connecticut 5 Delaware 2
Indiana 16 Nebraska 5 Tennessee 2
Michigan 14 Oklahoma 5 Maine 1
Virginia 12 Vermont 5 Puerto Rico 1
California 11 Hawaii 4 Rhode Island 1
Colorado 11 Idaho 4 South Carolina 1
Kentucky 11 Minnesota 4 South Dakota 1
Arizona 10 Missouri 4 Wyoming 1
lowa 9 Ohio 4
Kansas 9 Utah 4
Washington 9 Washington DC 4
Maryland 8 Wisconsin 4
Arkansas 7 Alaska 3
Florida 7 Georgia 3

* Some agencies are located in multiple states
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Services Provided by Survey Respondents

Survey respondents provide a wide variety of transportation services to older adults and
other individuals. Respondents were initially asked if they provide services to older adults
in order to ensure that the survey was reaching the targeted audience. Almost all (97%) of
the respondents serve older adults by providing, purchasing or coordinating” services, and
66% also serve groups other than older adults. The small number of respondents not
serving older adults were directed to the end of the survey. Of those serving groups in
addition to older adults, 51% serve children and youth, 90% individuals with disabilities,
and 65% individuals with low income.

Annual Transportation Budgets

Respondents were asked if they provide transportation services, and the size of their
transportation budgets. Eighty-seven percent of respondents coordinate and/or provide
transportation services. Of those who do not currently provide transportation, 69% (29 out
of 42) indicated that they were interested in providing service. Sixty-six percent of agencies
that provide transportation operate on an annual transportation budget of $100,000 or
more. Figure 3 below shows more detail on annual transportation budgets.

Figure 3  Annual Transportation Budget

$0 -
$25,000
11%

More than $25,001 -

$500,000 $50,000
34% 10%
$50,001 -
$100,000
0,
$100,001 - 13%
$500,000

32%

Total Respondents: 234

2 Coordination is broadly defined in this report as any level of coordination between organizations and with clients,
ranging from low level activities such as sharing information, providing information to consumers, and referrals to
other organizations, to higher levels of coordination such as formal coordination arrangements for joint purchases of
fuel, maintenance, carrying other agency clients as part of cost-sharing agreements.
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Type of Transportation Services Provided

Figure 4 below indicates the various ways that agencies provide and/or coordinate
transportation services. Door-to-door paratransit service was the most common response
with 63% of respondents followed by curb-to-curb paratransit (50%), and to a lesser extent
services such as volunteer driver programs, door-through-door service, fixed route transit,
etc.

Figure 4  Transportation Services Provided

Services provided, purchased or coordinated Total %

Door to Door (paratransit) 153 63%
Curb to Curb (paratransit) 122 50%
Volunteer driver program 82 34%
Door through Door (escort) 80 33%
Fixed route transit (bus and/or train) 72 30%
Trip planning (individual assistance) 47 19%
Voucher programs (fare assistance for taxis, buses, and other modes) 37 15%
Private transportation 32 13%
Subsidized taxi programs 31 13%
Travel training 20 8%
Develop individual transportation plans 16 7%
Carpool or vanpool 14 6%
Travel orientation for those with visual impairments 13 5%
Other 9 4%
Transportation buddy program 7 3%
Driving transition programs 3 1%
Total 241
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Method of Providing Transportation Services

Over half (60%) of the respondents offer services operated in-house, while 54% indicated
that they also contract out for the provision of transportation services (respondents were
asked to mark all that apply). Other choices included acting as a broker, in which trips
were arranged for individuals, or coordinating on the actual provision of service with other
providers. Ninety-one respondents selected just one method of providing transportation
services, and they were almost evenly divided between those who serve as a broker and
those who coordinate with other providers.

Figure5 Service Delivery Method

70%
60% e
0
54%
50%
42%
40% -
30% 28%
20% 19%
12%
10%
2%
0% : : : : : - .
Directly operate Contract out Coordinate with  Coordinate Operate as a Reimburse own Other
transportation services other aging and  volunteers broker (make staff
services (in- transit referrals or
house providers arrange for
operations) service)

Respondents: 238
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Those who checked multiple service delivery methods were asked what their primary
means of delivering service to customers was. In-house operations was the most popular
with nearly half of respondents, followed by contracted services.

Figure 6  Primary Service Delivery Method

Other
204 Reimburse own staff
1%

Operate as a broker
3%

Coordinate volunteers
6%
In-house operations

48%
Coordinate with other

aging and transit
providers
5%

Contract out services
35%

Respondents: 190
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Trip Purposes

Respondents were asked what destinations they generally provide service to. In terms of
trip purpose, most programs provide trips for medical appointments, social and recreational
activities, nutrition sites and shopping, with fewer providing trips to employment sites,
places of worship and other, rider-chosen destinations, such as social services and Adult
Day Health Care (ADHC) programs. A majority of these services (around 60%) prioritize
trips, with medical trips taking precedence in most instances, but 42 % of the systems will
serve any destination or trip purpose.

Figure 7  Primary Trip Purposes
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Respondents: 241

Type of Area Served

Most agencies that provide and/or coordinate their transportation services serve rural areas
(83%), though more than half also serve suburban (50%) and urban areas (54%).

Forty-three percent of agencies responded that they serve only one type of service area —
rural, suburban, or urban. Of respondents, 35% serve rural areas exclusively, 3%
suburban areas, and 5% urban areas.
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Payment Method Used by Customers/Clients

Regarding payment method, most survey respondents provide multiple payment options to
customers for various programs, including payment on a donation basis (58%) and a fee
basis (48%). Since the survey question referred to the sum total of their programs, the
cumulative total of responses exceeded 100%. More specifically, all the respondents
apart from transit agencies, private non-profits, and Title VI agencies ranked “donations” as
the most common form of payment. Transit agencies ranked “fee for service” most highly,
although almost a quarter indicated that they provide service on a “donation basis.”
Private non-profit transportation providers ranked fees and donations on an equal basis. In
the small sample of Title VI agencies who answered this question (N =14), eight indicated
that they provide transportation services free of charge.

Figure 8 Compensation for Transportation Services Provided
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Total Respondents: 238
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Technical and Information Resources Provided by
Respondents

All agencies were asked what types of technical and information services they offer to their
clients. Over 40% verify consumer eligibility for transportation programs, provide transit
schedules and maps, and register consumers for transportation services. A quarter of the
organizations assist with trip planning while less than 10% provide travel training.

Figure 9  Transportation Resources Currently Provided
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Total Respondents: 274

Technical Assistance Needs

The survey provided valuable information about the type of technical assistance needed by
survey respondents, and the most effective ways of providing that assistance.
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Assistance Needed to Improve Transportation Services for
Current Transportation Providers

Respondents who currently provide and/or coordinate transportation were asked what
types of technical assistance would be most useful to improve transportation services for
older adults, and to rate their top priorities. Questions were separated into different
assistance categories: general administration, operations, public and community
engagement, and service enhancement.

In the general administration category, agencies who currently provide and/or coordinate
services most often noted the need for funding assistance and assessing unmet needs.

Figure 10 General Administration Assistance

General Administrative Assistance Rank
Needed
Identifying funding sources 1st
Assessing unmet needs 2nd
Applying for funding 3rd
Budgeting 4th
Leveraging resources 5th
Reporting 6th
Contract monitoring 7th
Staffing 8th
Federal and State guidance 9th

When asked what types of operations technical assistance is needed, top priorities included
vehicle purchases, scheduling, and insurance issues.

Figure 11 Operations Assistance

Operations Assistance Needed Rank
Vehicle purchase 1st
Scheduling 2nd
Insurance 3rd
Vehicle driver sensitivity training 4th
Vehicle maintenance 5th
Vehicle tracking 6th
Staff training 7th
Vehicle modification 8th
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The two forms of assistance most needed for public and community engagement were
marketing the service to consumers and recruiting volunteer drivers and staff. With limited
budgets, finding enough volunteer help and marketing services is a challenge.

Figure 12 Public/Community Engagement Assistance

Public/Community Engagement Assistance Needed Rank
Social marketing to consumers 1st
Recruiting volunteer drivers/staff 2nd
Planning 3rd
Cultural/Ethnic diversity 4th
Advocacy (implementing consumer advocacy programs) 5th

Organizations were most interested in hearing about best practices in other locations in
order to expand their capacity to provide improved services. This was followed by the
need to expand service hours and coordinate/integrate services.

Figure 13 Service Enhancement Assistance

Service Enhancement Assistance Needed Rank
Best practices/models 1st
Expanding hours of service 2nd
Service coordination/integration 3rd
Improving the eligibility process 4th
Use of advance technology 5th
Creating one-stop access systems 6th
Operating a brokerage 7th
Mobility management 8th
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Assistance Needed for Organizations Interested in Providing
and/or Coordinating Transportation Services

Organizations interested in providing or coordinating transportation services were asked

the same series of questions mentioned above on technical assistance needs.

The

responses were approximately the same as those currently providing and/or coordinating

information.

As with those currently providing and/or coordinating services, the primary needs
expressed were identifying funding sources and assessing unmet needs.

Figure 14 General Administrative Assistance Needed

General Administrative Assistance Needed Rank
Identifying funding sources 1t
Assessing unmet needs 2nd
Leveraging resources 3«
Applying for funding 4t
Reporting 5h
Staffing 6t
Budgeting 7t
Contract monitoring gt
Federal and State guidance ot

For operations technical assistance, vehicle purchase, driver sensitivity training, and
vehicle maintenance were the primary needs answered.

Figure 15 Operations Assistance Needed

Operations Assistance Needed Rank
Vehicle purchase 1st
Vehicle driver sensitivity training 2nd
Vehicle maintenance 3rd
Scheduling 4th
Staff training 5th
Vehicle modification 6th
Insurance 7th
Vehicle tracking 8th
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The greatest need identified by organizations for public and community engagement were
recruiting volunteer drivers and staff, planning services, and marketing to consumers.

Figure 16 Public/Community Engagement Assistance

Public/Community Engagement Assistance Needed Rank
Recruiting volunteer drivers/staff 1t
Planning 2nd
Social marketing to consumers 3
Advocacy (implementing consumer advocacy programs) 4t
Cultural/Ethnic diversity 5th

Use of advanced technology, expanding service hours, and best practices were the most
useful technical assistance items mentioned for service enhancement assistance.

Figure 17 Service Enhancement Assistance

Service Enhancement Assistance Needed Rank
Use of advance technology 1st
Expanding hours of service 2nd
Best practices/models 3rd
Service coordination/integration 4th
Improving the eligibility process 5th
Mobility management 6th
Creating one-stop access systems 7th
Operating a brokerage 8th

Comparison of Assistance Needs by Agency Type and
Service Area

Technical assistance needs were also analyzed by agency type to better identify what types
of assistance would be most useful for agencies seeking guidance from the National Center
on Senior Transportation. In order to make the tables more legible, we have only included
the top five choices for each of the agencies.
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General Administration

Regarding general administration technical assistance needs, identifying funding sources
and assessing unmet needs was the most requested assistance from Area Agencies on
Aging (AAA), community transportation providers, transit agencies, and private non-profit
transportation providers. Title VI agencies most wanted contract monitoring assistance and
State Units on Aging (SUA) wanted budgeting help.

Figure 18 General Administrative Assistance by Agency Type

Community Private for | Private non-
General Administrative Assistance | Area Agency State Unit on | Transportatio Transit profit profit
Needed on Aging Title VI Aging n Provider Agency provider provider
Budgeting 5th 4th 1st 4th 4th
Contract monitoring 4th 1st
Identifying funding sources 1st 2nd 3rd 1st 1st 3rd 1st
Applying for funding 3rd 3rd 4th 5th 3rd 3rd
Reporting 5th
Staffing
Federal and State guidance 5th 1st 5th
Leveraging resources 3rd 4th 4th
Assessing unmet needs 2nd 4th 2nd 2nd 2nd 2nd 2nd

Similar to above, the most important type of assistance needed by service area type (rural,
suburban, or urban) was the need to identify funding sources. Assessing unmet needs and
applying for funding were both important for all three areas as well.

Figure 19 General Administrative Assistance by Service Area Type

General Administrative Assistance Needed Rural Suburban Urban
Budgeting 5th 2nd 3rd
Contract monitoring
Identifying funding sources 1st 1st 1st
Applying for funding 3rd 3rd 4th
Reporting
Staffing 5th
Federal and State guidance
Leveraging resources 4th 4th 5th
Assessing unmet needs 2nd 2nd 2nd
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Operations Assistance

For operations assistance, most agencies want vehicle purchase help, with only private for
profit providers responding differently.

Figure 20 Operations Assistance by Agency Type

Community Private for | Private non-
Area Agency State Unit on | Transportatio Transit profit profit

Operations Assistance Needed on Aging Title VI Aging n Provider Agency provider provider
Vehicle purchase 1st 1st 1st 1st 1st 2nd 1st
Vehicle maintenance 3rd 3rd 4th
Staff training 4th 2nd 3rd 5th
Vehicle driver sensitivity training 5th 4th 3rd 3rd
Scheduling 2nd 2nd 5th 2nd 1st 2nd
Vehicle tracking 4th 3rd 4th 5th

Vehicle madification 2nd

Insurance 3rd 3rd 3rd 5th 4th

As indicated previously, regardless of service area type, agencies most frequently requested
vehicle purchase technical assistance, with scheduling assistance being the second most
requested for all three.

Figure 21 Operations Assistance by Service Area Type

Operations Assistance Needed Rural Suburban Urban
Vehicle purchase 1st 1st 1st
Vehicle maintenance 5th 4th
Staff training
Vehicle driver sensitivity training 3rd 5th
Scheduling 2nd 2nd 2nd
Vehicle tracking 5th 5th
Vehicle modification 4th 3rd
Insurance 4th 3rd

Assistance with Public/Community Engagement

Results by agency were similar to the overall assessment with most agencies wanting
assistance with marketing to consumers. Recruiting volunteers is a major need for all
agencies but transit agencies.

Figure 22 Assistance with Public/Community Engagement by
Agency Type

Community Private for | Private non-
Public/Community Engagement Area Agency State Unit on | Transportatio Transit profit profit
Assistance Needed on Aging Title VI Aging n Provider Agency provider provider
Social marketing to consumers 1st 2nd 1st 1st 1st 1st
Advocacy (implementing consumer
advocacy programs) 1st 3rd 3rd 2nd
Planning 3rd 2nd 2nd 3rd 2nd 3rd
Cultural/Ethnic diversity 3rd 2nd
Recruiting volunteer drivers/staff 2nd 3rd 2nd 3rd 1st 3rd
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Based on service area type, marketing was most important for rural and urban providers
while recruiting volunteers was the most important form of technical assistance needed for

suburban providers.
needed by all three service area types.

Diversity and advocacy were the bottom two types of assistance

Figure 23 Public/ Community Engagement Assistance by Service

Area Type
Public/Community Engagement Assistance Needed Rural Suburban Urban
Social marketing to consumers 1st 2nd 1st
Advocacy (implementing consumer advocacy programs) 3rd
Planning 3rd 2nd 3rd
Cultural/Ethnic diversity
Recruiting volunteer drivers/staff 2nd 1st 2nd

Service Enhancement Assistance

Service enhancement assistance differed by agency type.

Expanding service hours is a

need identified by community transportation providers and transit agencies while service

coordination and integration is a major concern of Title VI agencies and SUAs.

Area

Agencies on Aging identified their largest need as best practices of other agencies and

service models.

Figure 24 Service Enhancement Assistance by Agency Type

Community Private for | Private non-
Service Enhancement Assistance | Area Agency State Unit on | Transportatio Transit profit profit
Needed on Aging Title VI Aging n Provider Agency provider provider
Best practices/models 1st 2nd 4th 2nd 3rd 3rd
Expanding hours of service 3rd 4th 1st 1st
Service coordination/integration 1st 1st 2nd 2nd
Improving the eligibility process 3rd 2nd 2nd 3rd 1st
Use of advance technology 2nd 2nd 2nd 3rd 4th
Creating one-stop access systems 4th 3rd 4th 1st 4th
Operating a brokerage 4th
Mobility management 3rd 2nd
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Unlike the analysis by agency type, the need for best practices was the primary type of

assistance needed by all three service area types.

Expanding hours and service

coordination and integration were also technical assistance needs identified by the three
service area types.

Figure 25 Service Enhancement Assistance by Service Area Type

Service Enhancement Assistance Needed Rural Suburban Urban
Best practices/models 1st 1st 1st
Use of advance technology 3rd 4th
Service coordination/integration 2nd 4th 3rd
Operating a brokerage
Mobility management
Creating one-stop access systems
Improving the eligibility process 4th
Expanding hours of service 3rd 2nd 2nd

Technical Assistance Questions from Customers

Survey respondents were asked how frequently they receive requests for technical
assistance, and how often they are able to answer the questions. Below are the highlights
from this series of questions, followed by a selection of bar graphs which show those
questions that received a significant number of responses.

Over 80% of agencies “always” or “frequently” get asked by their customers how to
get from Point A to Point B. Most can also answer and provide assistance to the
question “always” or “frequently”.

Almost 70% of respondents get asked if accessible transportation is available for
their trips “always” or “frequently”. The majority are able to respond to the
question “always” or “frequently”.

Approximately one-half of the respondents get asked if “there is any financial aid to
help me pay my for transportation needs.” About seventy percent of the time they
are able to answer the question (although it is unclear whether they are actually able
to provide financial assistance).

Seventy percent of the respondents indicated that they frequently get asked “can
you provide transportation to a specific destination or area?” Almost ninety percent
of the time they are able to answer the question.

Almost eighty percent of the respondents indicated that they “seldom” or “never”
get asked “how can | determine if | or a family member needs to stop driving?”

Likewise, most of the respondents (70%) indicated that they “seldom” or “never” get
asked “what are my options if | must stop driving?”

Page 1-18 ¢ Nelson\Nygaard Consulting Associates Inc.



Needs Assessment of Technical Assistance

NATIONAL CENTER ON SENIOR TRANSPORTATION

The bar graphs below illustrate how frequently respondents are able to answer key
questions received from their clients.

Figure 26 Of those "frequently” asked "how can | get transportation
from Ato B"...
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(n=132)
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Figure 27 Of those "frequently" asked "Is there any accessible
transportation option for my trip?"..
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Figure 28 Of those "frequently" asked "Is there any financial aid to
help me pay for transportation needs?"...
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Figure 29 Of those "frequently” asked "Can you provide
transportation to a specific destination or area?"...
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Respondents were also asked what type of information is often requested by their
consumers. The most common question asked by consumers was “where to get financial
assistance for transportation” followed by “how to find agencies that provide transportation
to older adults”.

Figure 30 Information Requested by Consumers
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When unable to respond to these requests, organizations turn to a number of resources, as
outlined below. Aging service providers like Area Agencies on Aging and State Units on
Aging as well as transit and human services agencies are used by over half of respondents

for information.

Figure 31 Organizations Used by Respondents for Transportation
Information
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When needing technical assistance, over half of respondents answered that having a
person on hand for on-site consulting or training is the preferred method of receiving
assistance. Manuals or other printed materials, conferences, and peer-to-peer coordination
were also cited as popular choices for receiving technical assistance.

Figure 32 Useful Forms of Receiving Technical Assistance
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Transportation Coordination and Planning Participation

Respondents were asked to describe the overall level of cooperation between the
transportation industry and the aging community.

Thirty-five percent of respondents responded that they feel that a high level of cooperation
currently exists between the aging community and the transportation industry, while 40%
rated this level as “moderate.” Only 4% noted that they felt no apparent attempts have
been made to cooperate.

Figure 33 Perceived Overall Cooperation between Aging Community
and Transportation

Overall Cooperation between the Aging Community and Transportation Total | %
We have a high level of cooperation between the aging community and transportation industry. 85 |35%
We have a moderate level of cooperation between the aging community and transportation industry. 97 |40%

We have a relatively low level of cooperation between the aging community and transportation industry. | 52 | 21%

There are no apparent attempts at cooperation between the aging community and transportation
industry regarding transportation services. 11 | 4%

Total Respondents 245

Unlike the previous question, respondents thought that there is a moderate to low level of
coordination between transportation services and community-based living and long term
care facilities. These results suggest that more communication needs to occur between
transportation services and older adult care facilities and housing communities to meet
their needs.

Figure 34 Perceived Level of Integration between Transportation and
Community-based Living and Long-term Care for Older

Adults
Transportation in Community-based living Total | %

High level of coordination between transportation services, community living efforts, and long
term care concerns. 29 | 12%
Moderate level of coordination between transportation services, community living efforts, and long
term care concerns. 97 | 40%
Relatively low level of coordination between transportation services, community living efforts, and
long term care concerns. 95 | 40%
No apparent attempts to jointly consider transportation services, community living efforts, and
long term care concerns. 21 9%
Total Respondents 242
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Only 7% of respondents felt that older adults have in-depth knowledge about the
transportation options available to them. Sixty-seven percent felt that seniors had some
knowledge and 26% percent felt that seniors had little knowledge of the available
transportation services. Dissemination of information is crucial in order to inform people
about their options especially if personal vehicle use is not an option.

Figure 35 Perceived Knowledge Level and Independent Use of
Community-based Transportation services by Older

Adults
User Knowledge of Community-based Transportation Services Total %
In-depth knowledge of the transportation services available. 16 7%
Some knowledge of the transportation services available. 165 67%
Little knowledge of the transportation services available. 64 26%
No knowledge of the transportation services available. 0 0%
Total Respondents 245

Not surprisingly, older adult involvement in transportation related planning is viewed as
occurring sporadically. Thirty-four percent felt that planning participation occurs from
“time-to-time;” 46% said participation seldom occurs, and 11 percent felt that it never

OCcCurs.

Figure 36 Perceived Level of Older Adult Participation in
Transportation Related Planning Processes

Older Adult Participation in Transportation Planning Total %
Frequent and effective participants 21 9%
Participate from time to time 82 34%
Seldom participate 113 46%
Not involved in local and state public and private transportation planning processes 26 11%
Total Respondents 242
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Section 2. Major Themes from
Stakeholder Interviews

In order to gain a deeper understanding of issues that were raised by survey respondents,
the Nelson\Nygaard team conducted twenty telephone interviews during the Spring of
2007. The following individuals were interviewed:

Federal and State Government Representatives

Bryna Helfer, Program Manager
United We Ride
Federal Transit Administration

Greg Case, Senior Policy Analyst
U.S. Administration on Aging, Center for Planning and Policy Development

Greg Link, Aging Services Program Specialist
U.S. Administration on Aging

Veda Lyon, Manager of Community Development Unit
Vermont Agency of Human Services, Department of Disabilities, Aging, and Independent
Living

Hal Freshly, Policy and Planning Coordinator
Minnesota Department of Human Services, Aging and Adult Services

National Organizations

Gail Gibson Hunt, President and Chief Executive Officer
National Alliance for Caregiving

Jane Stenson, Senior Director for Human Services
Catholic Charities, USA

Debra Alvarez, Senior Legislative Representative
AARP Federal Affairs

Hal Morgan, Director of Research and Education
Taxicab, Limousine and Paratransit Association

Stephan Kline, Managing Director of National Agency Relations, and Barbara Bedney,
Assistant Director of Domestic Affairs
United Jewish Communities
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Transit Agency

J. Barry Barker, Executive Director
Transit Authority of River City (Louisville, KY) — TARC

Ethnic-Based Organizations

Debra Carter, Executive Director, Senior Community Service Employment Program (SCSEP)
Title V Program, National Caucus and Center on Black Aged, Inc.

Jolene Herrera, National Director
National Indian Council on Aging, Senior Community Service Employment Program
(SCSEP)

Keisha Walker, Project Director
Urban League of Long Island, Senior Community Service Employment Program (SCSEP)

Aging Network Agencies (Rural and Suburban)

Valerhy Powers, Director of Transportation & Physical Disabilities
Sedgwick County Department of Aging/Central Plains Area Agency on Aging

Mike Espinosa, Area Agency on Aging (AAA) Director
South-Central Colorado Council of Governments

Sally Myers, Associate Director
Hawkeye Valley Area Agency on Aging, lowa

Jose Gonzalez, Director
Lower Rio Grande Valley Area Agency on Aging

Denise Smith, Director
Title VI Program, Citizen Potawatomi Nation, Oklahoma

Local Government

Laura Henry, Public Transit Superintendent
City of Kingman, Arizona

Key themes emerging from these interviews have been categorized in terms of 1) what
technical assistance (TA) NCST should provide/what is the role of NCST; 2) senior mobility
problems identified by the stakeholder interviewees; 3) where do agencies serving older
adults currently receive their TA; 4) who are the likely NCST users; 5) what resources in
this field can interviewees provide; 6) best media for promoting NCST and disseminating
TA. These are described below. It should be noted that in some instances the viewpoints
expressed below are primarily the perspective of the stakeholder, and have not been
verified or reviewed with the organization they represent.
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The Role of NCST

Stakeholders emphasized that NCST (“the Center”) should fill a niche that is different to
Easter Seals Project Action (ESPA), Community Transportation Association of America
(CTAA), and America Public Transportation Association (APTA). One means of
accomplishing this would be to focus on the needs of older adults who have not “been
touched” by existing organizations, and do not consider themselves disabled.

The Center should address the needs of the full spectrum of ages within the older adult
community. As a result, NCST should not emphasize accessibility issues, since these are
being addressed elsewhere, but rather play the role of enhancing dialog between the older
adult and disability communities. Of all the potential issues on which these two
communities should be able to find common ground, transportation is one of the best
candidates. Besides creating a dialog between these two communities, NCST must
understand its role in the broader context of affordable housing, transit oriented
development, and other land use issues as they pertain to locating new programs that serve
the elderly population. NCST could serve a critical role in increasing the number of older
adults who choose to live in areas that are more easily served by transit, both due to the
locational decisions of social service agencies and by ensuring that transit agencies take the
older adult population into account when designing routes.

Initially NCST will be one more resource connecting people to existing resources, but over
time the Center will develop its own portfolio and will have something exclusive to
market. As a result, the approaches to publicizing NCST will need to shift over time.
Stakeholders suggested that during the first year the Center can develop expertise in two or
three areas related to senior mobility, and then can add a new area each year. Another
stakeholder believed that it will take two to three years before NCST becomes “the place to
go” for senior mobility information. NCST should be a one-stop shop on senior mobility,
although for certain TA requests staff will need to refer callers out — they cannot possibly
have expertise in all related areas. Becoming a trusted single point of entry on senior
mobility issues will become increasingly important as agencies embark on new initiatives
that move more towards home and community-based care.

As NCST evolves into its unique role of providing TA to those who serve older adults,
ensuring accountability will be very important. To meet this objective, the Center must
have a well-grounded system for implementation. For example, when referring callers to
other resources, staff should remind callers to call back if they are not satisfied with the TA
they receive. Performance measures — discussed later in this section — will also be an
important component of ensuring accountability.

A key function of NCST staff would be to become aware of when new programs and
funding cycles are starting, and to disseminate this information broadly. Another important
role would be to help programs develop working relationships with other programs, by
providing best practice examples, referring agencies to their peers, and helping national
organizations participate more actively in local transportation planning processes.
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With regard to enhancing driver safety and longevity, NCST could promote awareness of
the American Society on Aging/National Highway Traffic Safety Administration Drivewell
programs, and could get caregivers behind NCST to help develop “pithy” driver programs
for broader consumption than is currently the case.

In order to enhance the effectiveness of NCST’s role as “the place to go”, the Center should
have documentation and a summary of best practices in each topic area of senior mobility.
As a way of avoiding duplication of the resources provided by other organizations, the
Center should use links, and should be constantly aware of emerging issues and changing
funding requirements, and how best to address them.

Finally, stakeholders believe that NCST should roll out new concepts through
demonstration grants as a means of “modernizing the role of the aging network”. Five to
ten in-depth consultations annually would help clients in a deep way, and provide new
information to other NCST users. Re-emphasizing the earlier point regarding
accountability, demonstration projects must build in follow-up assessments and assistance,
and be designed in such a way as to be replicable and implementable in other locations.

Senior Mobility Problems Identified by
Interviewees and Areas Requiring Technical
Assistance

Most of the stakeholders indicated that lack of funding is the greatest need, in particular
knowing how to access and locate existing funds. Stakeholders who are directly involved
in providing or contracting for transportation cited problems such as limited capacity,
receiving non-ADA compliant vehicles from statewide departments, lack of information on
insurance, and other issues such as volunteer recruitment.

Stakeholders described situations in which older adults had to choose less desirable
employment because they were unable to reach preferred jobs through public
transportation. Generally trips to work were considered to be a significant problem, partly
because older adults feel like they do not have the time or skills to research all their
options.

Those stakeholders with a more regional perspective expressed concern about the lack of
coordination between various providers, partly contributing to a lack of knowledge about
the range of options amongst consumers. Challenges to coordination included lack of
technology, organizing materials, and liability issues.
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Following is a list of key issues that individuals are likely to turn to NCST for TA:

e Providing examples of successful coordination efforts

e Trip planning for individuals

e How to provide dialysis trips

e How to provide service to those who need cancer treatment

e Developing contracts with transportation providers

e Selecting the most appropriate vehicle

e Bilingual materials for transportation programs

e Organizing volunteer driver programs, including recruitment, insurance, training
e Selecting scheduling software packages

e “Carfit” programs and older driver self-assessment checklists to determine if persons
should continue driving

e Selecting and operating new billing software that allows for tracking of passengers
with a variety of funding sponsors

e Educating taxi companies on how to serve and market to seniors

e Performance standards for subsidized taxi programs

e How to start new transportation programs

e Roadway design, how to monitor FHWA design recommendations
e Most effective ways of serving Adult Day Care populations

e How to address issues of autonomy and independence for those older adults who
are slowly transitioning from auto dependency

e Setting up a transit tax in rural areas

Current Sources of Technical Assistance

Stakeholders indicated that they derive their current TA from a broad variety of sources.
Those in rural areas tend to use their Rural Technical Assistance Program (RTAP) for
assistance. Some RTAPs are associated with universities, and these provide TA to
small/rural agencies. University transportation studies departments sometimes make their
students available for evaluation of transportation programs for seniors, such as the
University of Minnesota’s Center for Transportation Studies, and the Institute of
Transportation Studies at UC Berkeley.

Many stakeholders turn to their state Department of Transportation, the local Council of
Governments (COGs), CTAA or ESPA. Other sources included peer human service
agencies, transit agencies, and Information and Referral Programs.

National organizations have focused on senior transportation in their recent TA efforts. For
example, the National Association of State Units on Aging (NASUA) conducted TA on a
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variety of issues, including transportation, that was well used by state affiliates. The U.S.
Administration on Aging (AOA) provides TA to states on transportation issues for older
adults, usually in the form of telephone calls, workshops, and presentations at regional
conferences. AOA would like to update the transportation section of their toolbox and link
this to NCST. The Surface Transportation Policy Project (STPP) recently conducted a series
of workshops on senior transportation and explained to senior advocates how they could
benefit from SAFETEA-LU.

The transit agency representative indicated that he “bookmarks” relevant Transit
Cooperative Research Program (TCRP) reports, seeks out relevant materials at conference
booths, and attends conference presentations where individuals report on recent studies
they have conducted which may be relevant to him.

On a less formal basis, caregivers who are not associated with an agency often turn to
medical condition-specific web sites, such as those for people with Alzheimer’s, diabetes
or arthritis. These may well be important means of disseminating information to unpaid
family members or friends who are caring for older adults and need to arrange
transportation for them.

Likely Users of NCST

Responses to questions regarding likely NCST users were extremely varied, reflecting the
broad array of paid and unpaid individuals responsible for arranging transportation for
older adults. Following are some of the key users cited in the interviews:

e Transportation coordinators at Area Agencies on Aging
e Senior Center Directors and their Customer Service staff

e Small to mid-size human service agencies that may not be skilled in the area of
transportation but are nevertheless impacted by it

e Title VI Native American Aging Program directors who set up new programs
e Aging services program specialists

e Transit agencies who over time will increasingly use NCST as a resource,
particularly those in operations planning, service design and marketing

e State AARP representatives on the local Metropolitan Planning Organization (MPO)
transportation committee

e Family members and volunteers who provide medical transportation to seniors

e Retired Senior Volunteer Programs (RSVP) and programs such as Senior
Companions

e Disease-based organizations like those working with people who have had strokes
or have diabetes, and who would not know to look at CTAA’s web site

e Attendees at large regional conferences (such as the Age and Disabilities Odyssey
conference in Minnesota that draws over 1200 people)
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Available Resources

Stakeholders provided examples of resources that NCST staff could research further and
share with NCST callers who are interested in best practices in specific aspects of senior
mobility.

Transit agencies could prove to be valuable resources to the NCST. The Transit Authority of
River City (TARC) in Louisville, KY, for example, has developed a number of innovative
approaches that would be of interest to NCST users. TARC formed a partnership with
AARP to fund two travel training DVDs, one of which is locally focused and the other is
national in scope. NCST would be an important way of publicizing and disseminating the
latter resource. TARC also developed an innovative cost-sharing approach with a local
AAA, conducts a “day on the town” campaign targeted towards groups of seniors, and is in
the process of establishing a “vehicle lending library” for human service agencies. Similar
innovative programs can be found around the country at other transit agencies that would
be willing to share their experiences with NCST users.

Other examples of resources that could be researched and shared through the NCST are
the:

e Coordination center in Sedgwick County (KA), which provides one-stop information
to callers

e Best practices monographs on transportation issues available through United Jewish
Communities

e “We Need to Talk” booklet published by the Hartford Insurance Group regarding
driving cessation conversations between older adults and family members

e Rural county transit system near Tucson which started as a Catholic Charities
dialysis transportation program

e Senior Linkage Line in Minnesota that is maintained and updated by the local Area
Agency on Aging (AAA )and Center for Independent Living

e Lower Savannah COG in South Carolina which has a very successful coordinated
transportation system

e AAA in Atlanta that has a sophisticated database which is used statewide by hospital
discharge planners and could be a good model for other AAAs
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Promotion of NCST and Dissemination of
Technical Assistance

One of the most critical areas that was explored during the course of the stakeholder
interviews was how NCST could reach people most effectively, both in terms of
organizational and publicity networks, and also through which communication medium
TA could be most effectively provided. Following are the results of these discussions.

In terms of the most useful networks for publicizing NCST and dissemination of TA,
stakeholders suggested that using the NASUA, n4a, AARP, National Council on Aging
(NCOA), and American Society on Aging (ASA) networks, would be the most effective
means of reaching likely NCST users, particularly AAA directors.  United Jewish
Communities and Catholic Charities could also reach thousands of affiliated agencies who
would be interested in the Center. The American Institute of Referral Programs could also
be used to promote the NCST.

Some of the more savvy staff people serving seniors would use the APTA, ESPA, and CTAA
web sites, so it would be important to maintain links with those sites. One stakeholder
suggested that NCST should work closely with the CTAA’s National Resource Center on
Human Service Transportation Coordination and build on that effort.  Other less
technically reliant networks include advertising in Passenger Transport and aging
magazines, churches, through peer networks, and sending out mailings with legislative
updates through the transportation and aging networks.

Regional conferences are an important means of raising the visibility of the Center. One
stakeholder suggested that NCST could submit senior transportation workshops as
proposals for training conferences such as AAA State Associations, the Choices for Care
Waiver meetings, or NASUA’s semi-annual Home and Community-Based Services
conferences. Besides presenting on panels, NCST staff should be a presence at exhibit
halls of these conferences. One stakeholder suggested that NCST staff could make
presentations to Aging and Disability Resource Centers (ADRCs) which will be undergoing
significant expansion in the coming decade. Recognizing the expanded role of the ADRCs,
NCST could pursue integration of senior mobility issues in Issue Briefs as part of the
ADRC’s Technical Assistance Exchange.

NCST users are most likely to go on-line first - using the keyword “transportation”- and then
make phone calls to receive TA. Information is often needed (or desired) on a same-day
basis, thus supporting the use of on-line access. The media that NCST users would most
likely prefer are web-based live chats, webinars, regional meetings or conferences,
traveling road shows, and web-base FAQ materials. Recognizing that some senior centers
and training sites do not have computers or web access, particularly those on reservations
or in other rural areas, stakeholders emphasized the importance of providing low-tech
options. They recommended generating networks for peer support, and sending hard-
copies of materials to organizations in more isolated locations.
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While most of these suggestions focus on formal networks, NCST must also reach
caregivers who are unpaid and unaffiliated, yet play a critical role in arranging or providing
transportation to older adults. A couple of suggestions to reach these individuals are
placement of brochures in doctor’s offices (“if you can no longer drive and are looking for
resources, here is a phone number/web-site address”). One of the largest caregiving web
sites is www.strengthforcaring.com, which could also be used to reach unaffiliated
caregivers. Department of Motor Vehicle web sites and offices could also reach
unaffiliated individuals, particularly seniors at the moment when they lose their licenses
and do not know how to access available options.

NCST should ensure that all products are well designed with the end user in mind, and
written at the appropriate level. Producers of these materials should recognize that users
could range from national policy-makers responsible for agency-wide decisions to
schedulers at the local community level. In order to save the user time, documents such as
those produced by the Transit Cooperative Research Program (TCRP) could be summarized
on-line with links to the full document for those who are interested in more detail.
Providing information through simplified checklists or report templates would be
particularly useful to those who do not have time for lengthy telephone conversations.
Listservs could also be used to help build peer networks that can operate outside of the
orbit of the NCST for those who share common concerns.

It is important that TA not be limited to simply providing paper documents. Follow-up
conversations are very important to enhance the effectiveness of the TA provided. This
could take the form of telephone calls to find out how the caller has used the information,
what problems they may have encountered with implementing a particular strategy, and
ensuring that a relationship is built between the Center and individual users. Even with on-
line TA, building a personal connection with users will be important. Affiliated agencies
with similar concerns could also be invited to participate in telephone conversations as a
means of benefiting from the collective experience of the callers.
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In order to improve effectiveness, performance measures should be built in at the outset,
which would include tracking implementation of recommended strategies and collection of
appropriate data. CTAA has used a variety of performance measures that may be
applicable to the operations of the Center. Some of these are listed below:

Phone contacts
Total number
Number of repeat contacts (follow-up)
Number of calls that became short-term TA
Evaluation of short-term TA — report from lead staff member/consultant; report from head
of project

Site visits
Total number
Number of sites with more than one visit
Evaluation — report from lead staff/consultant; report from head of project

Materials
Number handed out at conferences
Number of hits on website

Number of hits on particular document

Number of references in papers, articles, bibliographies, resource lists; formal presentations

In the periodic evaluation of the Center’s performance, it will be important to document
what has not worked, not only successful interventions or strategies.
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