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I.  Purpose & Process 
 
On September 24, 2010, rabbittransit hosted a forum on human service transportation issues in New Oxford, 
Pennsylvania. This special meeting included staff from rabbittransit, PennDOT, and a range of human service 
agencies. Representatives from York and Adams County planning commissions and staff of elected officials 
also participated.  
 
The Forum had two purposes:  

• To share information about human service transportation statewide and 
in the York and Adams Counties service area.   

• To get extensive input on this subject from all participants.  
 
The results of the facilitated portion of the Forum are contained in this 
document.  It will be used by rabbittransit to begin framing the human service 
element of rabbittransit’s Transit Development Plan update. This will be a 
significant step as Transit Development Plans traditionally have generally been 
limited to fixed-route transportation. The inclusion of a human service or 
demand responsive element of the TDP recognizes the value and importance of these services to many in the 
two county area.  
 
The Forum was sponsored by PennDOT’s Bureau of Public Transportation by providing consultant technical 
assistance.. LaVerne Collins, the Bureau’s Director spoke to the group at the start of the day.  
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II. Issue Identification—A Customer Focus 
 

The first step in the facilitated portion of the Forum was to have participants identify key human service 
transportation issues. Through a pre-workshop assignment, they were asked to consider the customer—user of 
demand responsive transportation-- in the issue identification process.  The complete list of issues identified 
appears below along with a number (in parenthesis) that indicates how many participants later “voted” that 
issue as a priority.   The list is presented as closely as possible to what was generated in the meeting. Some 
minor editing has been made for clarity only.  It is presented in complete fashion for rabbittransit to have a full 
record of the total brainstorming results.  The list was analyzed in a subsequent step to arrive at a working list 
of potential priority themes discussed in Section III below.  

 
• Arrival times, long-ride times (11) 
• Effective communication of schedules / trip times (10) 
• Waiting time for pick-up/return (10) 
• Driver inconsistency with respect to adhering to various rules/practices (8) 
• Assisting persons with disabilities – and the third party organizations/human service providers (8) 
• The  capacity of the transit operators for making change (6) 
• “Holes” in service in certain areas, particularly rural (5) 
• Significant growth in segments of the population that are isolated (4) 
• More education and information about programs/service availability (3) 
• Need for greater flexibility (3) 
• Dealing with a number of scheduling errors (3) 
• Schedule software constraints (3) 
• Need for high quality, reliable and cost effective  service (3) 
• Consistency in bus assignments (3) 
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• Addressing/increasing the door-to-door service need (3) 
• Stringent regulations of one program – how programs relate/conflict with each other/regulation 

inconsistency (2) 
• Overbooking of passengers (2) 
• Increased cost for consumers crossing county lines (2) 
• The ability or inability to make same day reservations (2) 
• Assisting those with vision impairments (1) 
• Cross-state coordination with Maryland (1) 
• Mobility barriers between modes (1) 
• On-time for work (1) 
• Call in process for individuals (1) 
• Subcontractor oversight -- quality of service, suitable vehicle identification, etc. (1) 
• Lack of “technology literacy” among various segments of the population 
• Knowing who the new service consumers will be based on factors like aging, pending disability, etc. 
• The challenge of providing service in the area’s largely rural and decentralized geography 
• Better coordination with human service agencies for transportation 
• Time issues and delays related to schedule/actual pick-up times  
• Confusion about service types - fixed route/demand responsive 
• Call in and timing 
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III. Potential Priority Themes 
 

Through a facilitated process including participant “voting” on the previously brainstormed issues and 
consensus building discussion, eight potential priority themes were identified and are listed below.  The idea 
behind “potential priority themes” is to establish some initial sense of subjects the Plan should address from the 
perspective of the stakeholders. These eight themes will be considered as a starting point by rabbittransit in 
developing either major goals or objectives for its Transit Development Plan.  

 
1. Trip scheduling/efficiency with a customer service focus 
2. Communication of schedules/trip times – and the use of  supporting software 
3. Assistance for Persons with Disabilities, including door-to-door 
4. Driver consistency adhering to appropriate policies/practices 
5. Transit operators capacity for change 
6. Education and training for those who operate system 
7.  Ongoing identification and assessment of the 

future market for services 
8. Service quality and reliability - Performance 
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IV. Potential Strategic Actions 
 

Forum participants worked in groups to identify potential strategic actions to move forward on each of the 
eight Potential Priority Theme areas.  For each theme groups were asked to: discuss what is at stake 
(particularly if the issue was not adequately addressed in the future); to consider potential strategic actions to 
begin moving forward;  and,  to offer any other perspectives on implementation. The format below captures 
their results in each of these question areas. 1, 2 
 

Potential Priority Theme:  Trip Scheduling/efficiency with a customer service focus 
What’s at Stake? 
1. Loss of important services 
2. Needs Not Being Met 
3. Not Getting to Appointments (does Rabbittransit know when construction is occurring) 
4. Loss of Business – Medical Provides Transportation 
5. Decreased Ridership (increase costs – per passenger price, investigation) (review policies) 

Strategic Actions for Moving Forward Implementation Ideas - (Who, how, partnerships, etc.) 
1. Evaluation and monitoring of scheduling software 

and policies/procedures relating to scheduling 
1.  Form advisory group from provider side 

 

                                                           
1 Several Potential Priority Themes were reviewed by more than one group. Each group’s response is presented separately. 

2 No actions or implementation ideas were completed for the Potential Priority Theme “Transit operators capacity for change”. The team assigned to this 
theme did not have time to complete this theme after dedicating additional time to the other theme it was working on. 
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Potential Priority Theme:  Trip scheduling/efficiency with a customer service focus 

What’s at Stake? 
1. Punctuality 
2. Communication 
3. Software 

Strategic Actions for Moving Forward Implementation Ideas - (Who, how, partnerships, etc.) 
1. To improve punctuality, increase utilization of          
         technology 

1. Develop software to allow greater access to trip 
scheduling and management of personal trips 
throughout the day 

2. Consumer access to trip scheduling and GPS locating 
of buses 

2. Give consumers pagers when dropped off at their 
destination.  Restaurants, etc. can donate pagers to 
use 

3.  Communication of transportation schedules for Day 
Care and doctors 

3. More training for transportation staff to utilize 
computer systems 

4. Improve coordination between drivers 4. Call ahead when running outside of 15-minute     
       window 
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Potential Priority Theme:  Trip Scheduling/efficiency with a customer service focus 

What’s at Stake? 
1. People Not Getting to Appointments or Home on Time/When Needed 
2. Loss of Business (Medical, shopping transit) 
3. Decreased Ridership (Higher Operation Losses) 

Strategic Actions for Moving Forward Implementation Ideas - (Who, how, partnerships, etc.) 
1. Evaluation of Scheduling Software 1. Form Advisory Group of providers to assist in 

schedule development  

2. Evaluation of Policies and Procedures  

3. Accommodate both tech-savvy users and tech-un-               
         savvy users 

 

 
Potential Priority Theme:  Communication of schedules/trip times – and the use of supporting 
software 
What’s at Stake? 
1. Loss of ridership 
2. Safety of riders 
3. Funding/cost implications 

Strategic Actions for Moving Forward Implementation Ideas - (Who, how, partnerships, etc.) 
1. Better communicate with riders including existing 

and future services 
1. Smart hop – Educate organizations about program 

2.  Information and assistance to those without  
         technology 

2. Partnership with human services organizations to 
provide information and assistance and be the link to 
rider 
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Potential Priority Theme:  Assistance for Persons with Disabilities, including door-to-door 
What’s at Stake? 
1. Safety of the Consumer 
2. Access to service 
3. Increased isolation 

Strategic Actions for Moving Forward Implementation Ideas - (Who, how, partnerships, etc.) 
1. Staff available to assist individuals on/off the bus 1. Secondary staff member on the bus to assist (SCSP  

 Title V) 
2. Clear communication to drivers regarding 

consumers with ambulation or cognitive difficulties.  
To better enable families to accommodate for rides. 

2. Communication with families and sharing of info to 
better provide service 

3. Training and education for drivers to understand 
consume disabilities 

 

 
Potential Priority Theme:  Driver consistency adhering to appropriate policies/practices 
 
What’s at Stake? 
1. Lack of Customers 
2. Poor Quality Services 
3. Potential danger for customers 

Strategic Actions for Moving Forward Implementation Ideas - (Who, how, partnerships, etc.) 
1. Training and development (ongoing evaluation) 1. Providers, customers and rabbittransit 
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Potential Priority Theme:  Education and training for those who operate system 

What’s at Stake? 
1. Employee Turnover 
2. Driver Impact 
3. Staff Efficiency and effectiveness 

Strategic Actions for Moving Forward Implementation Ideas - (Who, how, partnerships, etc.) 
1. Definitive job descriptions 1. Work with H.R. toward clear and concise procedures 

2. Union issues? 2. Outside consulting evaluation company 

3. Consistent training 3. Assign seasoned driver to ride along 

4. Mentoring program for new drivers  
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Potential Priority Theme:   Education and training for those who operate system 
 
What’s at Stake? 
1. Safety and security of riders  
2. Loss of ridership 
3. Efficiency 

Strategic Actions for Moving Forward Implementation Ideas - (Who, how, partnerships, etc.) 
1. Education and communication of specific 

information - Specific information about riders to 
drivers 

1. More efficient intake process 

2. Education of organizations providing services, e.g., 
senior centers 

2. Create partnership with organizations - quarterly    
       seminars for updates and communication/    
       information exchange 

3. Education of staff and riders   3. Workshop with organization including riders and  
       staff  
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Potential Priority Theme:  Education and training for those who operate system 
What’s at Stake? 
1. Lack of Customers 
2. Poor Quality Services 
3.   Danger for customers 

Strategic Actions for Moving Forward Implementation Ideas - (Who, how, partnerships, etc.) 
1. Training for staff (Policy development) – 

understanding special needs population 
1. rabbittransit 

2. Education for providers – creating a tool kit – 
standardizing the message 

2. Both rabbittransit and providers  
3. rabbittransit, providers and customers 

3. Education for customers  

4. Creating a tool kit standardizing the message  

 
Potential Priority Theme:  Ongoing identification and assessment of the future market for service 
What’s at Stake? 
1. Missing out on a potentially large new market  
2. Loss of revenue 

 

Strategic Actions for Moving Forward Implementation Ideas - (Who, how, partnerships, etc.) 
1. Review data and trends for planning purposes 1. Involve County Planning Dept. – receive regular 

2. Recruit advocates for Smart Growth “model”  2. Targeted Advertising 

3. Identify potential future riders 3. Focus groups, surveys, reviewing data and see what 
needs are 
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Potential Priority Theme:  Service quality and reliability - performance 

What’s at Stake? 
1. Prompt/Timely Service 
2. Quality of Buses for Comfort 
3. Greater Consideration for Consumer’s Time 

Strategic Actions for Moving Forward Implementation Ideas - (Who, how, partnerships, etc.) 
1. Better adherence to parameters for service delivery 1. Increased monitoring, feedback from consumers, 

evaluation of drivers 
2. Call-aheads and alerts for extreme deviations from 

scheduled times 
 
 

 
Additional Volunteered Priority:  Future market assessment 
What’s at Stake? 
1. Underserved Population Sectors 
2. Loss of Future Customers 
3. Culture Changes 

Strategic Actions for Moving Forward Implementation Ideas - (Who, how, partnerships, etc.) 
1. Review Data and Trends on Development 1. Coordinate with County Planning Officials 

2. Recruit advocates for service 2. Targeted advertising 

3. Identify non-traditional user groups (i.e. younger 
users, veterans) 
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V.  Forum Individual Participant -- Important Issue List 
 

Forum participants were given an opportunity to submit any other topics that they believe deserves attention. 
A few such items were submitted using the hand-in form provided. They are listed below.  
 

1. Consider the “baby boomer” generation who are the future riders 
2. Gathering information on what the future needs will be and how rabbittransit will need to be 

“branded” to appeal to this group 
3. Reconsider the many out-of-county “discretionary” trips, such as for restaurants, etc. – it’s just not 

a necessity 
4. Community Outreach – Letting people – know what services are available – put information in 

township and borough newsletters, mailing blast, flyer in local papers, other community 
information sources 
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VI. Appendix A – Sign-in Sheet 
 
 
York-Adams Human Service Transportation Development Forum  |  Sign-In Sheet  |  September 24, 2010 
 
 

Name Organization Email 
Barbara Metzler Sen. Mike Waugh bmetzler@pasen.gov 
Rodney L. Yeaple Penn-Mar Organization ryeaple@pennmar.org 
Michelle Stoner Green Acres Share & Care Adult Day Care mstoner@adamscounty.us 
Kim Winhauer UCPSC kwinhauer@ucpsouthcentral.org 
Ashley Keener Rep. Stan Saylor akeener@pahousegop.com 
Tammy Miller Windy Hill Senior Center Millert@windyhillseniorcenter.org 
Deanna Ruff York Co. Area Agency on Aging DJRuff@york-county.org 
Linda Thompson Adams Cty Office for Aging lthomp@acofa.org 
LaVerne Collins PennDOT lcollins@state.pa.us 
Keith Chase Gannett Fleming kchase@gfnet.com 
Jen Lewis Shadowfax jenl@shadowfax.org 
Jessica Mockabee York County Human Services jemockabee@york-county.org 
Kelly Kilgour Margaret Monl Home Kkilgour@margaretmoul.org 
Missy Werner Rep. Ron Miller mwerner@pahousegop.com 
Richard H. Schmoyer Adams County Planning & Development Rschmoyer@adamscounty.us 
Rocco Claroni PA Dept. of Aging Rclaroni@state.pa.us 
Vicki Klinedinst United Way of York County Klinedinstv@unitedway-york.org 
Laura Lutz Commuter Services lauralutz@urscorp.com 
Jordan Gouker Rep. Tallman’s Office jgouker@pahousegop.com 
Dianna Benaknin YPAA dlbenaknin@york-county.org 
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Name Organization Email 
Andrew D. Merkel Adams Co. Planning & Development Amerkel@adamscounty.us 
VaVa Reed Adams Hanover Counseling Services vreed@ahcsinc.com 
Hilda Jungclaus Forsight Vision Hilda@forsight.org 
Brandi Avery Adams Hanover Counseling Services bbutler@ahcsinc.com 
Emma Crossley Heritage Senior Center Center.heritage@yahoo.com 
Jeph Repert York County Planning Commission jrebert@ycpc.org 
Kelly Ebner Rep. Tallman Kae5101@psu.edu 
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