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 00:00

And that's what 1030 or not, yeah, 1030 no 930 your time, right? 1030. Okay, I keep getting
Okay, so welcome, everybody. For those of you who don't know me, my name is Amy
Conrick. I am the Director of the National Center for quality management, which is
sponsoring this training. And I'm delighted to meet all of you, I sure wish we could have
done this in person, or at least seen you guys in person. And I really, really missed not
seeing people out in the communities. But it is what it is. And so just want to introduce
Janae very quickly, and she can say more about her background, but she's been working
with a national center for the last year and a half, she was the author of our brand new
spanking brand new one called one click Resource Center on our website, which I know
you guys are all familiar with. Now, she has a lot of background both in in planning one
call one click systems, both from the public facing aspect, but also from the technical
aspect, which is really important. So we obviously we, it's interesting, when we do our
analytics on our website and NCS website, and we look through the topic pages, hits on
our one call, one click by topic page is pretty high. So we know it's an important subject
for people. We know people are trying to look at different strategies for how they can
increase coordination across agencies. And this is one that's very, very important for that.
And Denise is going to talk a little bit about mobility as a service and how this all fits into
that. And that's maybe a term you guys have heard before. But first congratulations for
being chosen for the training. Thank you for being here. And with that, I'm going to turn it
right over to Janae.

 01:52

Thank you, Amy and Kirby, did you hit record just to check? I did. Okay, okay. Um,
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excellent. Thank you so much. Oh, thank you, Amy. And I thought at first, a little bit more
into what Amy said about my background. One thing that you'll notice as we go through
the training, as I'll refer to someone called one click project management experience. So,
back in 2012, I actually worked as a mobility manager for the Atlanta Regional
Commission. And as a part of that role, I was a project manager overseeing our one called
one click, which was pretty much an itinerary planner. So I'm going to pull from that
experience and make sure that I illustrate certain concepts with some real world
examples. So I'll be pulling from that as we go through. So I thought we'd get right into a
round of introductions. So first, let's start with Kirby. And then I'll actually just work my way
through the list that I shared with everybody. So you kind of know who's coming next. So
Kirby.

 02:44

Hi, everyone. I'm Kirby Wilhelm. I work on the National Center for mobility management,
as a program associate as well as a different Technical Assistance Center, the transit for
all project, but I'm excited to take part in this with all of you. And yeah.

 03:04

All right. Thanks, Kirby. So next we have so I'm just gonna start with I have the states in
alphabetical order. So we're gonna go with Minnesota first. So this is a Marsha haglund.

 03:22

Sorry. I'm Marcia Hagglund. I'm with tri Valley, tri Valley opportunity Council, public
transportation program. I am the RTC Program Manager, which stands for role
transportation collaborative. I've been here for 17 years. And I currently work with our our
T c. c. Board, which is the programs that the state of Minnesota has implemented in the
different regions. So I work with region one and region two with that. So I'm very happy to
be here because that is one of the outcomes

 04:01

for the state of Minnesota to have a one call one click in some capacity.

 04:07
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Very cool. Thank you, Marcia. And then also on the Minnesota team, we have Brian
McCoy.

 04:14

Hi, my name is brown Cory on the program manager for the headwaters Regional
Transportation Cooperation Council. Basically, we're kind of adjacent to the northwest
area. This map here Can I shows you the area that I cover? Basically, we're in year three of
this project, basically you to have the actual project itself. We're set like they like two
months earlier, this were the whole state of Minnesota, eventually going to this one called
complex system and we were necessary nice enough that we were the ones that were
chosen to help get this operating.

 04:57

Great. Thank you, Brian. And then No.

 05:02

Tell us a little bit about your role with with the regional Transworld with the Northwest
Regional Development Commission. And you said that Beth definitely won't be able to
join the session, right?

 05:14

No. Well, she'll come late.

 05:15

Also come late. Okay.

 05:17

Yeah, yeah, I could, we couldn't be in two places at one time. And so she's taking notes for
me, and I'm taking notes for her. And so that's how we manage this one. But my name is
Janelle simonsson. passkey, and I'm with the Northwest Regional Development
Commission. I manage the art TCC rural transportation Kullu what collaboration Jesus,
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you know, rtcc Anyway, um, we have seven counties. And then we are adjacent to Brian's
nine counties. And Marshall serves both our areas. And so we're really excited to have
Marsha partnering with us. And that we have buy in from our transit provider without
having to make all these plans and then have to go begging. So I'm just thrilled to be
here. And now I'm going to click off again, but you got to see me This is really mean, the
COVID hair. Thank you.

 06:21

All right, great. Okay, so now we'll shift over into Ohio. Um, so the team lead with that
group is Deborah Hill.

 06:29

Hi, Debra Hill. I am the Regional Transit planner for the Omega region. It is a nine county
region on the far eastern mid eastern border of Ohio and Pennsylvania and West Virginia.
Omega stands for Ohio Mideast government's Association. And we actually had a one
called one clicks program start. And then it's kind of not progressed in a way that works
for the entire region. So my team and I are here to try to get things back on track and
moving in a regional direction so that everyone can be supported. And we're very pleased
to be here.

 07:14

Excellent. And do you prefer Deb?

 07:17

Deb or Debbie? Or Deborah all answered any or all? No.

 07:22

All right. And then on the Ohio team, we also have Tracy Haynes.

 07:29

And Tracy, you're muted, just so you know.
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 07:38

Okay, we'll come back to Tracy. So Peggy hickinbottom,

 07:42

Yes, hi, I'm very pleased to be part of omega. And like I can do everything that Deb had
just said about us having a stored and not being a good fit within our region. But I'm also
the director of transportation within Belmont county is the lead agency for national
church residences.

 08:01

So I'm happy to be part of this,

 08:03

see what we can learn today. Thank you for inviting me.

 08:06

Thank you. Thank you. All right. And Tracy, I saw that you were able to unmute.

 08:11

Sorry about that when you were having problems earlier. I click the little mute button on
my screen instead of my phone. So my name is Tracy Haines and I am the mobility
Manager for coshocton County. We're a small rural county in East Central Ohio, and I'm
excited about this training.

 08:28

All right. Thank you, Tracy. And next we have Shannon Hersey.

 08:36

Good afternoon, everybody. My name is Shannon Hersey. I am the mobility manager for
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three counties. I represent tuscarawas, Carol and Harrison. I was the mobility manager
that had the resources and the thought to start the one call one click. So it has differed a
little bit like Deb said, but we are very excited to be chosen and very excited to get it back
on track. So thank you.

 09:07

All right. Thank you Shannon. And we have Nicole silver.

 09:12

I am the coolest silver, the mobility manager for Muskingum Guernsey and I kind of help
with Nicole county as well. They're not under me, but I cover them as they are needed
with update. Um, I started at the one call one click center. And I'm then went into the
mobility management position. So I'm excited to help get it back on track as well. And
thank you for having us.

 09:43

Excellent, good. All right, and then we'll shift into Utah. So we have Christy Allen.

 09:52

Hi, my name is Christy Allen. I work in the coordinated mobility department for Utah
Transit Authority. We are the 53 teams And designee. So that's a big part of our
department. But also what I do is mostly project management of partnership projects with
community members. One of those is that we have a partnership with United Way 211
here and did have sort of started a one click one call. But it's pretty much list type. As you
said, though, one of the projects I oversee right now is a comprehensive plan, we were
commissioned by our legislature to do a comprehensive plan and see what really some
definitive answers could be for seniors and persons with disabilities. And we foresee that a
big piece of that will be making that one call one click much more robust in the near
future. And so we would really like some direction as to how to proceed from just sort of a
stagnant list kind of situation to, you know, you know, maybe ultimately doing eligibility,
doing scheduling, and even payment. And maybe ultimately, in the end, we don't know for
sure, but that's why we're here. And we're really glad that we could participate, because
it's really a good, really good timing for us as a department.
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 11:05

Excellent. All right. And we have Ryan Taylor,

 11:10

thank you, three of us were all from Utah Transit Authority, and one of the primary
functions of our agencies to oversee mobility management for the urbanized area of our
state to read about 120 miles long and 45 miles wide, covers about 80% of the population
of our state, and handle all those mobility management activities, which, between me,
glad to be here.

 11:37

Perfect. Thank you, Ryan. And then we also have Clint Wilkinson,

 11:42

morning. So I'm it depart, guy for our department and my job. With the one call one click
as I just maintain the website, make sure all the information is up to date, and basically do
the training for our 211. That is basically our call center. So

 12:03

excellent. All right. Well, I think that's everyone. So one kind of bit of logistics, can
everybody see two web links in the chat box? Would you mind going ahead and clicking
on those and making sure that you either have them open in a separate web window or
that you've copied and pasted them somewhere, I've had the unfortunate situation on
zoom meeting sometimes. Of course, they're not there after the session. So I just
encourage everybody to go ahead and copy those over the first link. Kirby basically put
together a page with all of the resources for this session today that you'll have to refer to
afterwards. The only thing that's missing is, of course, the recording. So we'll go back and
add that next week. So are you able to see those and save them somewhere? Lovely. All
right, so that'll be your main reference. So with that, we'll get right into it. Um, and I guess
Kirby at this point, if it's okay with everybody, what we'll do is the is mute everyone. And
then and I'll I'll kind of explain how the discussion portions will work. And then we'll make
sure to unmute unmute everybody during the discussion portions, but if you really have a
major issue with something and need to jump in, no worries either way. Okay, so I'm going
to go ahead and start sharing my screen.
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 13:35

Okay.

 13:49

Okay, can everybody see the first slide? Okay. Alrighty. So we'll get right into it. Um, check
our time real quick. Okay, we're doing well.

 14:07

Okay, so I'm going to make sure to take you through the journey that we'll focus on today
and also tell you a little bit about the two sessions that are upcoming. So you can see all
these dots Connect. And that's all this can be really clear. So today, what we're really
going to focus on is a very general overview of one call one clicks to bring kind of
everybody up to speed in the same area. And then we're going to go right into the core
training, which is going to include an opening of all about the purpose and the process of
the training today. And then we'll talk about really the work that you'll be doing as part of
the assignment and between the two sessions. And those topics will be all about setting
the vision and the second one will be establishing assets, alternatives and destinations. So
just so you understand the cadence of the different sessions, the other two sessions, both
of them are going to open up with you reporting out on the on the on the results of your
assignment basically. So for instance, the next session, you kind of see how that goes, that
goes down, and then you hit the core training part again. So we're going to go a little bit
deeper into the training at that step, we're going to pick up where we left off on the first
session. And we're going to go right into identifying action steps. So by the end of these
series of steps, you'll have a basic roadmap that you can start to take action on. And then
I'll start to cover some more cross cutting topics. So one is working with stakeholders, you
can involve them in different points along the way. So I'm going to kind of cover it at the
end. And so you can know, okay, depending on my situation, maybe I involve them, you
know, sooner rather than later, or vice versa. And then I'm going to cover a few key best
practices. And again, these kind of go all over the different steps. So we'll cover it there.
Again, we'll close out with an assignment overview. And then the next session will be all
about you reporting out on on your experience with with handling the assignment. The
last session is kind of our closing session together. So we'll talk about some different topics
related to other projects and examples. I'll know a little bit more about how you
developed and what might be helpful to you at that time. We'll also talk about the next
steps that you'll be taking. And we'll have a closing discussion. If people still have items
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that maybe they they're want a little bit more insight into.

 16:28

Okay, one more thing, before we get right into it is that I do want to talk to you about kind
of this discussion back and forth. So the discussion is really important for the training.
Each session is going to have three different discussion periods. So please keep in mind,
you might have a burning question, just save it. And I promise you in 15 or 20 minutes, we'll
get to another discussion period. And even if it's not immediately what I just talked about,
it's really the purpose is to capture everything that came up into that point. And so all
questions will be verbal. So if you type into the chat box, just know that the chat box for us
today pretty much exists for Kirby to handle any kind of technical zoom questions or
having, if you have something else, just unmute yourself and say, Hey, john, I have a major
issue or something like that, let me know. Um, the other thing to keep in mind is that if
there are any questions that you feel did not get addressed adequately, during this
session, feel free to send me an email, the last slide will have my email address, just send it
to me, we'll set up a call, or we'll do it by email, however you prefer. And we'll make sure
that that gets addressed, especially in time for the next session. So with that, I'm going to
get right into this one call one quick overview. So the first one that we'll talk about is really
about when you increase access to trip information booking and payment, we can
transform the user experience through our one call one click systems, and this is why
they're so important. A lot of times people are kind of plagued with confusion. And the
one call says one call and click systems can help them have some level of clarity. There's a
lot of transportation resources that are out there, they're in different places. And people
have a hard time making sure that they can get them all together to do their their trip
planning their booking in their payment. And another reason why one called one click
systems are so important is that they support all the users in the transportation systems.
So whether someone whether there's an ability limitation related to age destinations, or
even a level of connectivity, one call one click systems are really designed to make sure
that they meet the needs of everybody. And getting into the timeliness of these particular
systems. So they're not they're needed now more than ever, because technology is widely
available, but still uneven. So while technology is getting pretty ubiquitous these days for
transportation systems, the catch is that it's not necessarily available to everybody. So
due to where someone lives, their internet connectivity or their income, they might not
have access to the same types of resources. And so that's very much why over the years,
the one call has certainly not gone away. We certainly tried to veer it more towards the
one click as much as you can. But we still have to take into account that there's a lot of
one call activity that that still needs to happen. And at the same time, technology can
really help a lot of the current needs we have these days. So first of all, of course, a timely
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issue is public health emergencies. The type of data that we can use right now in our
transportation systems can help us identify how many people are in the vehicle, if that's a
safe amount of people to have, that's some kind of that's a real type, real time
information that we can gain. With real time transportation, we're thinking of the type of
technology that Lyft and Uber use, but now we can actually apply that to our scheduling
and booking systems. So we can immediately match someone who wants to take a
demand response transit trip with those vehicles in that fleet in real time. And even with
saving funds and increasing efficiency, a lot of one call one click efforts, seek to kind of
reduce burden on the caller centers themselves. So and we'll talk more about that later.
And again, these are just examples. But But a lot of times, there's a lot of information
that's handled purely through phone that could somehow be diverted over on to an online
format so that people can answer questions for themselves. And the phone is really just
kept for those detailed questions are for people who, for whatever reason, were unable to
access it online. So now we'll get into with one called one click systems, the scope of work
that we'll we'll keep circling back to and this basically this, if you look on the web link at
the bottom, this is the resource center that Amy mentioned that, that ncnm, released
earlier this year. And you can think of this online resource as a foundation for the training, I
know that you all know that and it's been in the emails, but you'll kind of see as we go
through how important that is. So if you haven't gotten a chance to take a really deep
look at these resources, please do so before you start the next set of assignments with
your group. So there's basically the trip information, the trip booking and trip payment.
And so that's sort of how we're going to consolidate the activities related to one called
one click systems. And you'll kind of see me refer back to these terms as we go through.

 21:14

So a few concepts to make sure that you're aware of that are highly, highly connected to
one call, one click. So first of all mobility as a service. So I have this graphic here. And
what's great about it is at the center, you see that there's this integrated mobility
platform. And there's been even articles lately about how there's no real common
definition from us and that sort of thing. But just know that all the definitions I've seen in
general do think of trip information, trip booking and trip payment as kind of a core
concept. And that's, that tends to be the integrated mobility platform that they're
referring to here. However, they do have some other surrounding concepts. And again,
this is just one organization. And it depends on who's talking about it. But it can range
from different collective use to individual use modes, or ones that are more for public or
private access. But in general, it really does include the same types of concepts of as one
called one click. The big difference between one call one click and Moscow is that is that
Moscow is not necessarily focused on people with mobility restrictions, and one call one
click doesn't force. So this is an important distinction to make. And one thing that you
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might be interested in to read more about online, if you haven't heard of it already, is a
RPS universal MOS concept that they've been championing lately. If you just go online,
and you search AARP in that term, you'll find a lot more information online. And so what
this is, is a force, kind of the blending between between MOS and kind of a universal
aspect for people with mobility restrictions. And the reason why it's really important that
you understand that there's all these different concepts is because sometimes one call
one clicks go by another name. So if you're out there looking for grants, or you're talking
with people about what you're working on, they might refer to it in different terms, but
you'll find out that you're really talking about the very same thing. So it's important to
know that because you'll you'll be, you might be able to search for for grabs for that type
of opportunity as well. So the last point on this overview is that one call one click systems
tend to have two different sides. So this is again, a really core concepts that we'll circle
back to throughout the training. You'll notice on the ncms, online resource that we really
focus on the front end design, we talked about trip information, booking and payment. So
that's of course, what the user experience and interaction entails. But as most of you
know, of course, all of these have kind of a back end design to all of them that that that,
of course builds upon it. So if you have a trip planning trip planning website, for example,
or any kind of service information online, the trip planning website will have a software
that's on the back end, that's helping populate the types of itineraries that are produced
on that on that website. And that's all they do that by, of course, being populated by data
on providers and services. So for everything that the user sees on one side, there's a lot
going on. On the other side. If you have the ability to book trips as a user on the back end,
of course, there's some kind of software, it's often connected to a scheduling software so
that they know where their vehicles are going to be, they're going to be able to meet your
needs. If you have real time updates that are available to the public, there might there's
gonna have to be some real time vehicle data that's collected on board. If you have
payment on a mobile device, then there'll be some kind of payment software and it will
relate to the type of fare structures and the transfer rules. And that's what sort of allows
people to to perform certain actions. So at this point, we're going to pause for a
discussion. I think we're pretty comfortable with eight to 10 minutes. So here's a few
prompting questions. But again, like I said, Every time we get to these discussion periods,
it's really for you to talk back and forth to each other. And it's just as important that you
talk, team to team and even within teams as it is to ncnm. Or to me as something kind of
work in all directions. So I'll share some prompting questions, but you feel free to take this
wherever you find it most helpful. But the first question is, what else is important about
one call one click system? So I listed a few things. But of course, it's not. That's not the
whole story. So we'd love to hear from you. If you have other ideas to add. What does
your Why does your organization need one? You can tell us a little bit about your story.
Why Why did you decide to apply for the training? And and what type of specific needs
do you have? And we went a little bit into the function. So if you want to say hey, you
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know, we're really planning to do a trip trip booking app or or something like that, you can
tell us a little bit more detail about that. So with that, Kirby, if you don't mind unmuting,
everybody, and we can just start launching into some questions.

 26:06

So I do believe that everyone has the capacity to unmute themselves.

 26:11

I did mute everyone, but

 26:14

so yes, just unmute yourself, when you'd like to speak and unmute yourself when you're
finished.

 26:19

Okay, you hear me? Hmm.

 26:25

So this is Deb hill with the Ohio group. I'm one very exciting thing that has just happened
in the last couple of weeks is that our region has gotten a $900,000 grant to look at an
implement regionally coordinated software. So we have the bare bones, no more than the
bare bones of a regional call center, sort of established, it does need tweaked. But now we
have this great opportunity to develop the software and whatever we want it and need it
to do, and have it implemented in the entire region. So like, we feel super excited about
that. And you know, a little bit terrified, because we don't want to make a mistake is a lot
of money. And we want to try to make sure that we kind of set everything up and right,
right from the beginning sort of, and the thing that I think our organization is looking for is
ways to make it regionally significant. So obviously, the system has to be run by an
organization, and one of our largest public transit system has taken on that function. But
what happened is that then the system is basically only working in the counties where
that system is running. So we need to look at how to make it more regionally relevant and
regionally utilized. And that's kind of where we're coming from and spending 900,000 to
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 28:05

do you feel comfortable sharing what type of grant that was?

 28:09

Yeah. ODOT suggested that a mega partner with seat seat is a large public transit system
in our region. See got 900,000 in RTP, two funds, and omega got something nominal
couple brand 5000 from 5310, funding

 28:30

5310. And what was the first one? We

 28:32

said our RP RTP? Two?

 28:36

Do you know what that stands for?

 28:39

But Hershey does.

 28:42

As it stands for Ohio public transportation, too, we got a big large amount of money from
the state of Ohio. And they put it into that, so that the local providers could ask for grants
that way.

 29:01

Okay.
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 29:02

Very exciting. Well, congratulations. Well, this timing couldn't be better than

 29:06

Nope, couldn't be better. Thank you.

 29:14

This is one now from Minnesota. And, again, it's a matter of timing. The State of
Minnesota has developed a technology team and is creating a technology plan. And, you
know, our areas are pretty rural. And they are drastically different than the vast majority
of transportation providers and riders that indot is used to talking about. And so you
know, we were real excited about the Vermont program and and how you managed to
serve the rural areas and so, um

 29:57

and we know that the technology plan Is that that's Minnesota statewide? Correct? Yes, it
is. Okay.

 30:06

Excellent.

 30:08

All right.

 30:09

Yeah, actually, they just got the grant this year from in for the MC a TT, whatever. Put Like,

 30:19

yeah. to work on this.
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 30:21

Ah, right. Right. Right. Okay, I'm still work fine. So

 30:24

it's kind of nice that this is all kind of merging together? No.

 30:31

Very cool. That's great news.

 30:34

I think, um, for us, I'd like I don't know, I don't know what examples we have, or what we're
planning on discussing. But we're sort of in a quandary. Since we do serve such an
urbanized area, that we're in what we've been having workshops just this week about, like
I say, with this comprehensive plan, and what some of those solutions would be. And I
guess from our standpoint, or maybe from my phone with the one called one click, um, is
it on the one when we're talking scheduling is that now is that scheduling across all of
these providers? And I, you know, examples of that, or is it scheduling with and having one
common provider that everybody could schedule with, if that makes sense. And we saw,
we don't, we're not sure which direction is more feasible or easier. We don't know if there's
examples of both of those kinds of one click one, you know, one car one clicks, but that
would be those would be things, we would be interested in seeing the pros and cons of
those two approaches.

 31:44

And just to add on to what Christie saying, the reason why we're looking at those
approaches is

 31:50

a great majority of the providers that are currently on one click, or all eligibility based. So
there's very, very few others, these are a taxi, they can actually provide any kind of real
time on demand trip. And so if we're gonna do some sort of booking, we got to get past
that eligibility issue.
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 32:13

So let me make sure I understand. So you're saying, so you're gonna do a scheduling
platform, but it could either schedule across many different providers, or it could sort of
schedule with one provider to access the other ones? Could you go a little bit more detail
into that these two models and compare and contrast?

 32:30

I think what we're Yeah, so what we're talking about is when we're when we do meet with
our partners, is it a one call center where somehow we've overcome this barrier of, if you,
you know, when you get into the thick of things, you realize that there's insurance and
liability issues, it's like, we'd love to share our vehicle, but we don't see how we can get
over that barrier. So do you. But if there were a way, is it better to leave the transport, you
know, the human service transportation providers as they are? And just book rides on on
DC, you know, within seats and everybody's working together? Or is it easier to have one
provider, so one provider gobbles up everybody's vehicles, and all those human service
transportation providers contract with that provider, but they can access and see, you
know, in other words, they can call in and they can see client calls in and they can book a
ride for them, or they call into 211, they can book the ride across for any human service
transportation provider on that one common

 33:34

provider. So it's

 33:35

kind of like they would almost like pool their vehicles and funding and give it to that and
they become the provider. Right? They support all those programs. Right, right.

 33:48

Is that different than brokerage?

 33:54

Yes, I'll Safra because my idea of what a traditional brokerages is that you have multiple
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like you have one place that everybody calls in, but then they're brokering with different
providers. We don't have though we are urban, we really don't have a lot of providers. It's
like Clint said, really we have the Transit Authority, which is us. And then we have
eligibility human service transportation providers, we really don't have much to broker to
if that makes sense. So this would not exactly this would be more of a contract, as
opposed to, you know, a contract with those human service providers for one source to
provide those trips, as opposed to brokering it out. We don't have anybody to broker it out
to

 34:37

so let's keep that in mind. Now that you know you have that need, and we'll we'll address
that later with someone else. We have probably two minutes if anybody else wants to add
a final thought or question

 34:48

I was just going to ask in Utah. Is Medicaid just paying each individual health and human
service provider or how is that The net transportation working there.

 35:03

with Medicaid, we really have a couple, they have a punch card that they can use on our
transit system. And then pretty much most of the rest of the transportation gets loaded
off onto logistic care.

 35:17

Okay, thank you. What's logistic care?

 35:21

It's a it is a contracted provider. They have accessible vehicles. It's a private provider,

 35:28

led now, we actually here at tri Valley have logistic care who provided our blue ride
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insurance referrals. And I'm not trying to be mean, but logistic care has gone already.
There were too many complaints, too many issues, too many everything. That blue ride
took all of their stuff back.

 35:50

So I know Minnesota does not have logistic care anymore.

 35:56

When did they leave? Or when did that happen?

 36:00

I'm new here. March. Oh, so it wasn't that long ago? No. Okay.

 36:07

Okay, we're getting some good Intel out there. Okay. So I'm going to go into the next part
of the session. Did anybody else want anything before I get into that part?

 36:17

All right.

 36:20

Okay, so now we're going to get really into the the core training section. So the way to
think about the trick, though, the sessions, all three of them, is really that it's a set of do it
yourself tools. I didn't CMM they really believe that, that you know, what's best for you
and your organization. So the purpose of the training, then is to kind of gather your
thoughts with your, with your stakeholders, and teammates, and get that information
organized. So that you can take action, you're going to end up completing eight different
exercises. So it's kind of a step by step process to create this roadmap. And what's good
about it, it kind of works on two levels, the way that we see it, on one hand, you'll have the
real products that you produce as a group by the time you get done with the training,
okay, so you can take those and figure out what to do next. And on the other hand, you
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also learn the process of how you created those together. So if anything changes in the in
the future, you can actually go back and sort of rework through those exercises, and still
come to New conclusions based on what's happening in the future. Um, so we're thinking
that that's going to be pretty helpful. I think if if 2020 has reminded us of anything, it's that
whatever you thought was going to be a sure bet, or something that was going to stay a
certain way, it's just not necessarily the case. So we're definitely going to teach you a way
to kind of rework, rework the way that you approach this as new information comes in. So
the training process, so this is pretty straightforward, we're going to start off with setting
the vision. And then we're going to go into establishing assets, alternatives and
destinations. And then we'll talk about identifying action steps towards those destinations.
At the same time, we're going to talk about working with stakeholders, you'll I'll kind of
present to you some ways that you might involve them and where you might involve
them. But ultimately, it'll be your decision based on your project where you think it makes
makes the most sense. We'll also talk about different types of stakeholder groups and
when those types are more or less appropriate at certain points. But this just so you know,
that gets into session two, I just want to make sure you kind of understand how the whole
process works together. And then we'll also go over some best practices. And as I was
creating this, these are just things that came to mind that are just good to keep at the
front of your brain the whole time, you're trying to plan out a one call one click approach.
So first of all, we're going to start off with setting the vision. So of course, we're going to
start off with why this why once we understand this a little bit better, it's going to make
sure that we have a really solid foundation so we can take on the what, which is what we'll
get to next. So we're going to start off with Why is your one call one click system needed.
Okay, so here's what we start to hear or start to see that Atlanta gets mentioned. So like I
mentioned, I'm just going to kind of lean on them a little bit. Sometimes when I take part
in these trainings, these types of trainings myself, I always really benefit from my real
world example. So that it can get a little bit more concrete, we're not talking so
conceptually about things. So here you can see a general vision statement. So this is
almost something you can imagine this is probably a one click vision statement that could
support most, most of the types of one call one clicks across the country. So for this one,
and I'm really focusing on gaps, opportunities and benefits. So gaps are of course, things
that we're missing opportunities. I'll define that a little bit more deeply. So opportunities
are things that you your organization might have or any of your current partners or
potential partners, what they might also have that sort of as some kind of result source or
some some kind of helpful thing that could could help build your one called one click
system. And the last area we'll talk about are benefits. And so these are anything that
kind of make the one call one click, there's a reason why it really works. There's a, there's
some kind of efficiency to be had. There's some sort of positive results of this. And we'll
talk about how to further define those. So this one, I'm just going to read this out. So you
kind of have this is the general kind of the general level of a vision statement. So one
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called one click system will address gaps in trip information booking and payment, will at
the same time maximizing opportunities and realizing potential benefits in order to
increase increase access for those with mobility restrictions on the public at large. So this
is, like I said, very generic, very general.

 40:54

But this is where things start to get a little bit more fun. And so this is where you'll start to
see these are the types of exercises that you'll be doing between this session. And the next
one, we'll talk in much more depth about how these get completed and the timing of that.
So don't worry about any of those types of details right now. But this is an example of the
first one. So just a little bit of logistics, you kind of see how these are filled out this is
because I'm only going to share with you during these missions examples. Okay, so this is
as if I'm going back in time. And as if I still worked at Atlanta Regional Commission, and I
was going out and completing this based on what I knew at very early on in the project. So
this is merely an example so that you have some context and an illustration to refer back
to if you if you have trouble completing the assignment. Um, so what you'll actually see
the one that you'll fill out, we'll just say gaps, opportunities and benefits, I won't have any
of this smaller text on it. So I'm going to give you just a little bit, I'm not going to go
through all of these, I'm going to just hit one of one one at a time, so that you have some
idea. Um, so with gap, so one of the big gaps that we happen to have was that, and
again, I should say this was 2012. So I worked on this 2012 to 2014. So really different than
what you'd have today, but I still think highly applicable. So at this time, the Atlanta
region's primary trip planner was, as with most places, Google Maps, and the problem that
we identified was that it was missing demand response options completely, of course. And
the reason why that was a problem is that for human services, transportation for people,
disabilities and older adults, that was not the only mode, of course, they use fixed route as
well. But it was a very significant mode. And so we needed for them to be able to find
options where they get taken directly from an origin to a destination with no fixed route.
So we knew that that was a huge area of importance and a major gap. So in terms of
opportunities, and I'll mention an opportunity that I think is fairly common across the
country. So we we had access to a detailed database on demand response response
options, and that database at the time was used for the Aging and Disability Resource
Center, probably most of you familiar and you have another state system that supports
an adrc. And that happened to be run by the Area Agency on Aging. So So really, this
detailed database was used for phone based services, but we realized they have the rigor
from kind of that information and referral or information and assistance perspective to
create this database and to use it on the phone. And they had the ability to train their
their staff to, to answer questions based on it. And so all of that told us like, Hey, this is
actually a great, great resource. We can repurpose this in other ways. And we can think
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about this creatively.

 43:46

And the last one I'll mention is a benefit. And we knew that when we talked to the the
triple A about their their Aging and Disability Resource Center, that they were very
frustrated that their staff had to answer calls that were very basic informational calls
about transportation options. So if you're familiar with adrc, they answer everything,
they'll they'll tell you about home based care, they'll tell you about home delivered meals,
all kinds of stuff, but they had a transportation area, and they had great details. But they
didn't necessarily want their staff time to be spent in such a way just to tell someone Oh,
you should use Cobb County's Senior Services or that kind of thing. So they were very
interested in making sure that there was some other way to have good information online
that people could access. And that would serve a few purposes that would help them
reduce their call volumes or help their wait times improve. But at the same time, it will kind
of plow the time back into the calls that really needed more help people who really
needed some hands on attention or much more complex situations. So those are just
some specifics to give you give you examples there. And then for the vision statement,
once you complete that map where you just kind of and again, this is a creative process.
There's no right or wrong. It's just about getting good ideas and If any of you do mind
mapping, it's kind of in that vein. So the point is just to get those down as a team, and
then you can start to say, Okay, we'll go from this general. So this is just what I mentioned
before, we're going to go from general down to specific. So the vision statement is all
about addressing these specific gaps that we identified these taking advantage of these
specific opportunities in realizing these potential benefits. And so again, it's not as if
you're one call, one click is going to do everything on this list. Absolutely not. But you
might want to evaluate some of the different options and directions you might take based
on how well it supports these. And over time, back to the earlier point, I mentioned about
continually refining what you're doing and taking into account new information. You
know, as the months go on, you might find that there's a totally new opportunity to add
on or you'll talk to a partner, and they'll say, oh, my goodness, there's this whole other
benefit that we never thought of. So again, it's kind of his working process. And you should
always be thinking of what what you might add on later. So with that, what we're back to
our discussion period, so this is our second one. So like I said, we can cover anything that
you find most beneficial. But here's a few pumps in questions. So maybe are there are
some gaps known in your area? Who is impacted by these gaps? And are there key
opportunities or benefits that you'd like to share with us?
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 46:26

And don't forget to unmute yourself.

 46:38

So I know in my burger, there's a lot, there's a lot of publishing won a lot, quite a bit of
population not served at all by transit. Yep. Thankfully, it's not that much of a gap, there
are gaps. So no toys gonna find alternative transportation for that. As in like, another gap,
I guess it's kind of our specific translated, there is no evening transportation at all,
anywhere in this region, after like, six o'clock.

 47:16

As you can imagine, if you're a low income,

 47:20

person who works retail or other areas, that's a big issue.

 47:28

We have a

 47:31

there's a casino in the area that does open all night, and there's no transportation for
workers to get there, which is an interesting problem. Those are kind of some of the gaps
that I can think of.

 47:49

And this is lanell, also from Minnesota, and the fact that there's no even evening
transportation. We actually have some pretty robust manufacturing going on, and they're
using buses to get people from, you know, towns 3060 miles away. But if you live in town,
there's no way to get home from the third shift. And so that's that's part of the evening
issue.
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 48:21

No,

 48:23

thanks. Well, no, it's insightful.

 48:36

This is Shannon with the Ohio group. I think I'm just going to piggyback on both of what
they said, most of our providers are the same as well, they don't run into the evening or
weekend hours, which is definitely a gap in service. And we did start to do some
coordination, crossing county lines. And what we found was when we did that the
communication from one county to the next county wasn't as robust as it should have
been, because maybe one county refers to an area like we had an issue where they said it
was the parking ride, but it was really a boat ramp to another county. So we had two
bands parked in two different places. And they kept saying, but we're here but we're here.
And then when we cross the county lines, we couldn't see the vehicles, or if somebody
cancelled, we had no ability to get back or trace back to that call. So a lot of gaps when it
came to that type of service. We also run into a lot of last minute, you know, same day or
even within hours, and it's really hard to find transportation providers that are available
to do that service as well.

 50:03

And what's the status of like Uber and Lyft? in that area of Ohio? Shannon

 50:08

slim to none?

 50:09

Yep.

 50:11
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I would also like to highlight that to an origin, there's no every public trans provider public
health system is call ahead, you can't request one that morning, if you don't have a car. In
my city, there is left but it's very hit and miss. Um, and then another gap we have to talk
about is there's a lot of tribal areas in my region, different tribal nations. So there's
sometimes a model a lot of great coordination going on between tribe, tribal
transportation providers, and non tribal transportation providers. due to various issues
with that, as you can probably guess. So one call clickers don't work currently, help bridge
sales, I think, as well.

 51:02

Janae, this is Amy, I'm wondering if I can pipe in here real quick. When we're thinking
about gaps, maybe we can spread out or kind of diversify between two different types of
gaps. One is the gap in knowing what is operating and how you access it and how you
pay for it. And and correct me if I'm wrong, that would be what a one call would really
address a one call, one click would really address whereas gaps in actual transportation
services can be impacted in a different way, in terms of if you're able to coordinate
services better through one called one click the maybe you can free up some extra
capacity. But I don't know if you want to speak to that or not Janae.

 51:48

That's a good point. Yeah, so I hope that makes sense. What Amy's bringing up is, this is
the tough thing about one call one clicks is that again, it's it's really the trip information,
the booking and the payment. So the scope of what a one call one click handles, it
doesn't really handle creating new services or expanding existing services, right, it's simply
make sure that everybody knows about them. So the types of problems but but for
instance, Brian had a good example, I think, like this example, between tribal and non if
you have two adjacent services, and someone needs to get from point A over here to
point B over here, it's possible for one call one click that you start to see that that could be
a two leg trip, right. And so that's, that's something new, that's sort of creating a new
option that people maybe it theoretically existed, but they would have had to call a lot of
places to find out about. So if you put that into, for instance, an itinerary or trip planner,
you could start to see that that might be a real possibility. So that's just that's a concrete
example. But I'll be honest, we do that that is something that one call one click struggle
with is that is this perception that they could help with the reality of gaps in services
directly. And that's not really, that's not really the role for that. I will also add on to that,
but what's kind of interesting is, you'll notice sometimes as a one call, one click, you'll start
to really get a detailed provider directory. Sometimes people over the years have a list of
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the providers and contact information. But you'll start to actually get a mat together, for
instance of everything, and you'll start to get tables together of all their hours. And some
of these, you may have had a hint that there was a sort of a real service gap, but you'll
start to have concrete evidence of that. And that can also help spur you to find out to get
new resources to help them expand their existing service or start new services. Um, but
again, as Amy mentioned, that's kind of a secondary effort to walk to working directly on
one call, one click. Does that make sense?

 53:56

All right, well, we have just a few more minutes on this one, if anybody wanted to add
anything on this section.

 54:04

This is Ryan in Utah. I think the one thing we've identified that even though we have a one
click deployment, the way it's set up as a trip planner, is not very helpful when someone's
just trying to get that list of providers or agencies. Yeah, it's really clunky. And someone's
trying to find a trip, but they're all of ours is eligibility based. So you have to become a
client first. Yep, ELS eligibility process before they can even schedule a ride. And so I think
one of our biggest gaps is that information piece and one entity be the source of truth for
that. As Christy mentioned, we do have a relationship with two on one where they try and
do that. But then there's not a good handoff between that Information Portal, the
Information Agency or the call to the human service agency. Give the client a number to
call. And they may even follow up with that person saying, Hey, did you get your issue
resolved? A good handoff, from the Information Agency, to the human service agency, to
even get that person to be eligible and then downstream to be able to get a trip. Yeah,
you know, another gap where this is a service gap. But we don't have that emergency
fund, one of the biggest things that we get calls on is, I need a trip tomorrow, I need a trip,
you know, I've got a doctor's appointment, and I find myself in this situation. And so even
getting them started. So it's hard, we don't have any way to meet the immediate need.
And then there's a lot of failure points, to get that person to the agency kind of long term
to get their needs taken care of.

 55:47

Mm hmm.
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 55:49

Yeah, that makes perfect sense.

 55:51

And I would just add, it's not, not right on with but just to answer some of these rural areas
like Uber Lyft, Uber Lyft really isn't an option for most of our people, even though we have
for Lyft, because of the cost. It's like Ryan says we got we need some kind of emergency,
it's something that we can address as we have an emergency fund. So we could make
somehow make or your emergency service, I could make a same day trip when somebody
that we can fill that gap until they we can get them qualified on whatever eligibility, you
know, whatever they could be eligible for. But I would I would say to those other areas, I
don't know that, again, Uber, just because you have Uber lifted may not necessarily ever
be a good answer for your clients anyway.

 56:33

So you're saying in your area, like it's widely available, but it would need to be subsidized
if it were used?

 56:40

Yeah, I mean, we've talked about using that, like I said, we have this big plan going on,
that's another big piece of things we're doing. And, you know, contracting with Uber and
Lyft. for, you know, people who don't need accessible, right, say, for instance, because it
would be a cheaper option, but we would contract with that and make an arrangement.
But for those clients just to pay for that on their own. That is not for most of that is not a
possibility.

 57:04

Absolutely. Okay. That's good information.

 57:09

Okay, well, we'll go into the next section. But but just keep in mind, we still do have
another discussion portion. And then at the end, we'll also have some time for closing
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questions. So Okay, so the next part of the core training is moving into establishing assets,
alternatives and destinations. So that what I just mentioned, is really focusing again on
the why and kind of helping you direct your vision in a certain area. But this is really all
about what then will the one call once one click system involved. So your second exercise,
call it asset mapping. So really, what this one is about is making sure that you kind of
understand what you and your partners already have available. In general, these should
be real things that already exists or in possession somehow. But keep in mind that not
necessarily like if you if you think that it's possible to get it, you could always just make a
note that it's tentative or use a different color on your particular exercise. But the point
here is to kind of make sure that you you can see visually, everything that's out there that
you might be able to use. And even if you've thought about this for years, and you think
you have a good idea, the exercise can really help to make sure that all when you're all
working on this collaboratively that maybe someone throws out an idea that just didn't
come up before. So just to walk you through some some categories here. So with people,
people horse, I start here first, because that can be some of the most important and also
under under valued assets there. So sometimes you'll find out that there might be
someone at the state even, or in a neighboring agency that has some kind of tech and
data skills. And this does not have to be hardcore, maybe they're not software developers
Exactly. But maybe maybe they have some kind of expertise in these areas. And they
might donate a bit of time to your project. You might also have staff or collaborators with
stakeholder involvement skills. So depending on the level of stakeholder involvement,
you're going to have, you might need someone that's a bit more specialized in that area.
And then finally, project management skills. So these are merely examples of the what we
needed on my project. But this can go all sorts of directions. So you'd want to sit down and
think about who are those people that could kind of help us get something like this off the
ground. And that would be very much your organization as well as your partner
organizations, or maybe even some that you haven't thought of as partners so much yet.
Okay, so infrastructure are all the bits and pieces that you might cobble together to start
the base of the one called one Click System, or for those of you who already have some
type of one called one click system in place that you can add on to your existing one. And
if you already have an existing one, of course, your biggest piece of infrastructure is, is
what you have already. Um, so some examples here are that, as I mentioned, we had a
call center that was run by the adrc. That was a huge asset, because we could use that
call center to answer more detailed questions on transportation, and they were open to
being trained on that sort of purpose. But on the other hand, let's say that you have a call
center in your area. And that's not necessarily the role they want to play. But they do have
expertise in setting up and running a call center. So if it ends up that you end up deciding
that that's something that you'll need to do or begin in the next years, they would still
have that expertise that you could pull from. We also had a regional set of gtfs feeds for
fixed route transit. So you kind of want to do an inventory of what's out there in terms of

OC-OC Session 1 Page 27 of 39 Transcribed by https://otter.ai

https://otter.ai


what data already available, even if they're not in the format you need, they might still
exist in some shape or form. And also, we had a detailed database of demand response
options, like I mentioned, and that was only for the call center. And believe you me, we
had to do a whole kind of redo on what that on how those works to add into a trip
planner, but at least they existed in some shape or form. And we could trust the reliability
of the data in general, even if there was a lot of work to be done to, um, to kind of revamp
it.

 1:01:16

And the last category that I have here is funding. So again, this kind of relates back to
staff salaries. So sometimes you'll find Oh, someone could help this 5% of their time, the
next six months. So you can think more about things like that, especially from a project
management angle. And then, like, for instance, on my project, again, this is just an
example. But the VTC Li initiative was something that when I came on board was already
in place. And one thing that we were really missing that some of you might have access
to, I didn't list this because it's not an example from from my real real world example. But
that's really dedicated funding sources. So it could be in your areas that you have
dedicated funding that could somehow be repurposed small portions here or there to
different types of one call one click efforts. So fundings, of course, a big area there. And
then I have another here. So you'll see this on your exercise. So just use that as you will,
this is certainly not exhaustive, what I've put in there so far. So you'll probably come up
with other types of assets that are out there. So the next mapping, so exercise three is
alternative mapping. So this is a table that basically helps you connect what's on the the
NC mn Resource Center. So it kind of again, goes through the trip information booking
and payment with the previous exercises. So you'll kind of fill in this information. And just
say, you know what this looks like when it's not an example, it's the whole table minus
these little gray areas. So just imagine that they aren't there. So what you'll kind of do is
you'll review these different areas. And again, you'll you'll need a solid base of information
from the from the web resource. But basically, as you know, trip information, we have a
few options listed there, provider directories, itinerary planners, for trip booking, there's a
few different ways that could go. And again, this may not be exhaustive. So if you need to
kind of sketch out your own and add in different examples, please feel free. But really, the
point is to make sure that on that for on the first, the first two exercises, you've already
collected some ideas about your existing assets. Now you'll go and plot them against all
these different types of results that you could achieve for information booking and
payment. So you could actually put them in these different areas. And just know that
these could be repeated, like one asset can be used multiple places, it just kind of depends
on what you have. Missing needs. So again, for example, here, like I mentioned, we knew
that we needed a, an itinerary or a trip planner that had demand response options. That
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was a core need. But but we also knew that Google Maps couldn't be really reformatted in
that way. So we found out about another software that was called Open trip planner, and
we realized, Hmm, I bet we could we could maybe modify that existing software to add
those types of resources. So that was one of the things missing needs that we were aware
of at this at this point in the project. So you could just start to kind of list these things
down and start to get a little bit more specific. Of course, the missing needs, you can pull
from the vision statement, you already have there a list of the gaps. So you might start to
get a little bit more specific here about what those would be. And then you'll keep going
down and you'll say Hey, does this support the vision statement or not. And this can help
you figure out if one or more of these is, I guess more more helpful and reaching your
vision statement than others. And you can start to make kind of a qualitative judgment
about that. And then finally, you'll just add details at the bottom. And so this is where you
might just have a general statement about the type of infer the type of product or
resource that you're thinking you might provide.

 1:04:56

So this is the very last exercise you'll do and this sort of is where Some of its building and
this also Prime's, you for the next session. Yours, the version that you have, when you don't
have this example on it, it's literally going to be one long line here and one long line here.
So it's very, very simple. And the idea here is just to translate what you've done on the
previous three exercises and start to plot it along some type of feasible path. And aside
here, if, of course, you're not experienced in data and technology and all that stuff, it's not
going to necessarily be the most accurate or the most realistic depiction. But that's not
really the purpose of this particular exercise. You just want to start putting pen to paper
and having some idea of where you might be in two years or three years, and how long
that might take and how can you break this up into manageable chunks. And again, you'll
think about what are the assets we already have, or, you know, maybe this this further
conversation by email with another partner. And maybe you start to realize that some of
this could really combine into something. But it's not so important that it literally would
meet the date you have laid out or something like that. So just to walk you through the
example that we had in Atlanta, I we definitely knew, like I said, we wanted to do an
itinerary planner. And we only had enough money to do that we couldn't even begin to
think about anything with booking or payment. So we decided, Okay, let's focus on that,
we knew that it would take us roughly two years more or less, to go ahead and go through
these steps. And so it just kind of puts a little way points here about the things that we
thought we might need to do. But again, this is all very much from a, like a low tech
standpoint, purely hypothetical, but again, it just it helps you see and put pen to paper
and say, Okay, yeah, this is kind of where we might be headed in the future. We also knew
that after we deliver that, there will be a lot of things that will be required to make it
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successful. If we do this great software, and no one heard about it, well, that's not such a
good thing. So we knew that there would need to be things like training and marketing
maintenance. So this is kind of where we knew that over the next year. So I encourage you
on that particular exercise to think roughly three years out, because that's a fairly realistic
timeline. And also think in terms of two to three phases, you could put more I mean, so you
know your stuff best. But that's, that's, that's the recommendation there. And I know what
some of the calls that I had with you that some of you are thinking even further out, you
know, maybe something that's really makes sense in year seven or something like that. So
just know that you can do multiples of these particular maps, you can even do one that's a
few years out, and then do another one that picks up for instance, this one could pick up
at 2015 and go out five more years. So don't let this be a limitation by any means. And you
can keep building on that. So this is the closing thought before we get into the last
discussion is just an encouragement to make this a flexible and agile process. In my
experience, what I've seen over the years with one call one clicks is also that people think
of it as a plan of action of things that are going to get done. And there's not a lot of
flexibility built into that. So when things change. And by the way, lots of things can
change, right? The leadership at a certain organization could all of a sudden say oh, that's
not as interesting to us as it used to be some money that you accounted on maybe isn't
there, maybe a staff member that you knew could do a ton of this work puts in there
notice. So there's just so many things that are not structurally sound that some of these
products are built on that it's just good to go ahead and think about this as a very flexible
and agile process so that you're ready, you're ready for those unknowns, right, you're
ready to kind of go back to exercise one and add in that new information, and then sort of
reprocess those later exercises. So that's kind of what would end up happening is, you
might have to go back and find out some of your assets change from an earlier step. And
that would mean that you just need to rework the maps, you don't have to do them again,
you just have to say, well, maybe that's gonna change things. And then finally, that'll kind
of cause you to reevaluate and reconsider. And one last note on this is that I know some
of you have a have a pretty firm idea of where you want your one call, one click system to
go. But I do encourage you, when you do these exercises with the teams just to kind of
keep an open mind, maybe you miss something, maybe you didn't, maybe you do this
process, and it ends up pretty much with exactly what you thought it was gonna be. But
you know, just, you know, keep it open. And I think that you might find that some of the
assets that come out or some that your teammates suggest or new software product they
heard of, you might be surprised at what comes out of the process with your with your
teammates. And so with that, we'll go back into discussion number three. So again, these
are just prompting questions, but feel free to discuss whatever you feel is appropriate. So
what are some of the key assets that you have? What are some alternatives, some viable
alternatives? Meaning, are you you do really we talked a little bit about, for instance, UTA,
scheduling and booking system
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 1:09:53

and what destinations should ideally be reached within one year or you could even talk
about what you're hoping to do in seven years, and maybe Your real challenge is how to
break it down into manageable chunks. So you can get there in your seven. So so I'll stop
there. And we love to hear from from you about your experience with this.

 1:10:15

This is one now from Minnesota. Um, I think that one of our key assets is that we have
regional transportation coordination councils, all around the state, who have already
gathered stakeholders and are meeting with them regularly. And they've agreed on some
goals and, and pretty much everybody's on the same page that they, they want to work
towards this one call one click. It's just once we get past the trip planning, then it gets
really complicated. I'm sure I don't have to tell you.

 1:10:55

Yeah, that's great. And well, no, that can't be understated. Some of the real, we think of
these issues as technological challenges. But really, if a group of humans get together and
decide that something needs to happen, we tend to find that it happens one way or the
other. So sometimes the the collaboration aspect or getting people on the same page is
the number one challenge. And once that's addressed, a lot of the other things you'll you'll
see of course can start to fall into place.

 1:11:23

Thank you, oh, no.

 1:11:26

I'm just as Amy can just jump in real quick. I'm

 1:11:29

just I'm the knell for anybody who's interested. The National NC mmm the National
Center, we actually have a free online course. And it's all about how to get partners to
consensus, that may be of interest to you just to take a look at that. In terms of working
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with your stakeholders.

 1:11:51

Thank you.

 1:11:53

In region nine, in Ohio, one thing we've done is implement a steering committee. And
steering committee has two representatives from each county. So no one county or one
system can sort of strong arm the group, everyone has equal voice and equal vote. And
this training group will report to the steering committee, we also have set up an advisory
panel to the call center. And that will have five to seven members. And this group will also
report to that advisory panel. So we're trying to set a lot of communication pathways, but
that are coordinated and agreed to at each step. So that we don't have kind of that turf
ism, and infighting and stuff that can be can happen, trying to not have that happen. We
also strongly have very strong system of mobility managers in the state of Ohio. And
they're tremendous assets to this, they actually will promote, we have money to put
towards a marketing campaign, if we can get this to the point where we think it's
regionally accepted. And then the mobility managers are a huge asset in helping to get
marketing out and get the word out. They talk with stakeholders, they have quarterly
stakeholder meetings, as we do regionally, as well, but they're kind of the feet on the
ground, and they're a huge asset for us to

 1:13:26

Great.

 1:13:30

Thank you, dad.

 1:13:35

From YouTube's perspective, we have some good assets, we have a one click system in
place. On a basic level. We have a scheduling and dispatching software that we host for
other agencies in place. Although it's pretty manual base, it doesn't have a lot of animal
automation built into it. We also have with our transit agency, scheduling a dispatch
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system that potentially we can license if it's trappy. So that's its own headache and has its
own issues with it. We have good, I think really good partnerships and trust with most of
the human service agencies that are doing the work. And the majority of those participate
in our coordinating councils. We have three urbanized areas. And so each one of those
urbanized areas has its own character and issues. Overall, I think we have good
participation. And so but it is and thanks Amy for for bringing up that resource. It's getting
everybody on the same page and thinking about how they could do things differently
compared to how they do them today which hopefully would be better for the customer.

 1:15:04

This is Shannon with the Ohio group. Um, I think one thing that we have that I haven't
heard Minnesota or Utah speak of, is the concept that I had going into this call center
was, um, everybody's talked so far about handling warm handoffs, or, you know, here
having the client call a different number. Um, that was one thing that we thought of in this
group that we are working with, they just don't have sometimes the ability to do that. So
we are doing that for them, we are going that extra step. And doing that and trying to
help them, instead of giving them eight numbers, we're trying to do that on our end to
help them navigate through the system and get them to the right place. And I'm sitting
here starting to make notes. And second guess maybe that's the wrong way to go. But I
feel that we are better of equipping or giving our clients better information and fewer
phone calls. But I guess I would like the other organizations to just kind of think a little bit
about that, and maybe give some feedback to us on that one.

 1:16:24

This will now from Minnesota and one of our partners, Beth is the director of our senior
linkage line. And that's what they do is that, you know, they make the call for the client or
for the caller, and then, you know, hand them off that way. And I expected that that's
something that we would do. And it is our expectation that we will hire some sort of
dispatch call person to run the regional call center, instead of having a state centralized
one.

 1:17:08

I was gonna say, for us, that's when we actually presented sort of that question to our
group right now. Um, you know, to one ones, most is pretty much referral and even if, I
mean, so your options really are, do we make at the very least, I would like that handoff to
be a little bit better. In other words, I would like that clients came in that they had a direct
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handoff that they could at least screen for the human service transportation provider,
might be able to help that client, as opposed to us on a one click one call just, we're here,
try this number and that kind of thing. Um, because but the reverse on the flip side of that,
and we talked about this with our groups, which is or do you? Or do you have a call center
where you have highly trained operators, that as people call in, they're screened on behalf
they screen on behalf of those human service transportation providers, and get those
clients set up? And then, you know, work on the backside later on with the human service
transportation fire that oh, here's the people we qualified this week, here's our
information, you know what I'm saying? So that I correct me if I'm wrong, that seems like a
lot for a call center to handle I don't know, that seems like a lot for somebody who's
calling in, it feels in my mind. If you're not centralizing everything, as far as the rights to it's
like, it feels like it would still be better, like, you know, the aging service would be better
qualified to screen that individual than training somebody in a call center.

 1:18:46

Nikki, do you want to speak to your experience with the call center? I think that would give
them a really good perspective.

 1:18:55

Or, um, so you want me to just do like a scenario of a client when they call in?

 1:19:04

Yeah, I think just, you know, just kind of give a little bit of background and how we do it
and, you know, your thoughts, you know, were we overwhelmed? What would you know,
kind of that background? Okay.

 1:19:17

So a client one call in, um,

 1:19:21

we've helped with many different situations, whether it's with a transportation or needing
help in the direction of finding funding for a utility bill or closing transportation to a food
pantry, so it's not always just a medical transportation need, either. So, they will call in, we
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would get their information, fill out the intake form. Then we would tell them, you know,
give us about an hour we will call you back with the resources that we have found or we
will go ahead and sketch To ride with them if it was just a single trip.

 1:20:06

A lot of the issues

 1:20:11

during COVID were people working from home, businesses not operating. at normal hours,
not having fully staffed, things like that. Before COVID, it was, you know, you would call,
we would say, what your needs were, how could they help? The agency would either get
back in touch with you, or they would refer you out to someone else who could help serve
you better? The clients? I mean, I feel like they really like that concept of being able to call
in and say, you know, this is what I need, this is what I have, how can you help me? And
then we would call them back with either a solution? Or will you have your options
available. So sometimes it did get kind of overwhelming, because you also have that
pressure that's on, you know, what they need, you know, there's has to be some kind of
coach out there, and then to have to call them and say, you know, sorry, we didn't find
anything today. We'll try again, or reach out. And, you know, you hear something from
someone kind of concept. So, I mean, it's helpful, I just, I'm at our meetings, you know,
Shannon would always refer to it as like a 211, on steroids kind of thing. So, some people
liked that concept, some people did not. Right now, we, we do have some people that and
other counties in the region, they're not utilizing it at all. So that's our main goal is to just
get it utilized throughout the whole region, on the same level and same page with
everyone.

 1:22:19

Good. Thank you. That's great. I mean, I'm really glad that you've all interacted on this
one theme. So hopefully, we can kind of keep going on the other sessions with this one as
well. I do want to just under last five minutes, make sure that you're comfortable with the
assignments. But before I get onto that, was there any, any other closing thoughts just on
the content?

 1:22:44

OC-OC Session 1 Page 35 of 39 Transcribed by https://otter.ai

https://otter.ai


All right. So these are the four exercises. So we kind of walked through them. So what
you'll find out in the webpage that Kirby created is you'll see that there's a packet, and it'll
have eight documents. And there's eight because you have there's, there's four of them,
and you have blank sheets that you'll print out. And you have four other ones that are
examples that are basically what you're seeing right here. The way that you'll fill it out,
you'll basically you can you can do it one of two ways, you can either print it, and a nice
penmanship, which I don't have anymore, you could just kind of like write right in what you
want. And then you can scan it. Or if you if you like Adobe Reader, then you if you if you're
familiar, there's kind of like a little way to add notes and that kind of thing. So you you use
it however you see fit, they are PDFs. So again, they can be printed, or they can be put
into other software and manipulated. We did talk on a previous email about how you
should as a group have at least one team meeting set up like maybe next week or the
week after, for example, but you have three weeks to complete this, I wanted to make sure
that you had a lot of time in case because this is the first set of exercises, of course. So
hopefully, that's plenty of time. Um, and you know, if you get it done fast, that's great. If
you need to do one more session with everybody, that's fine. So that's what they're they're
like, so that's 123

 1:24:15

and four.

 1:24:19

Okay, and, but I do want you to be prepared for what's coming up in the next session. So
the real, the real thing to keep in mind about these particular exercises are just like today,
you kind of you see how you're learning from each other. Right? You have some experts
that can help you but but I also find that with a lot of projects like this, the peer to peer
exchange is also hugely helpful. So what we'll be doing is each of you will have 10 minutes
at the beginning of the next session. And the first five minutes, you'll kind of walk us
through your assignment. So it's four pages, right? So you'll just do screen share, you'll just
kind of show one, kind of walk us through what you did. You'll show us the next Same
thing. And then in the second, five minutes, you'll cover these three questions. I don't know
if you're familiar with the scrum or agile method, but it's sort of picking up on that type of
thing. Or if you've heard of, quote, standing meetings, it's where you just have these super
quick meetings where people just report out on things, and they last five minutes or so. So
tell us what went well, when you did the exercises? What did you think, oh, gosh, yeah,
that was really helpful. I really learned something from that. What was confusing, I don't
know what that term was, I didn't understand how that pertained to us that kind of thing.
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And then finally request for help. And that was really important, because that will sort of
take that as an action item. So after the three, the three teams, I'll share this with
everybody, what we'll do is we'll have a discussion with everybody again, and we'll kind of
go through those requests for help. And we'll figure out if there's anything just through
discussion that we can, we can handle together. And this is the very last slide. So this is
also key to keep in mind. There are coaching calls that will take place between today and
the next session. So please don't feel as if I've kind of thrown into the deep end of the
pool, and I'm walking away. That's not what's happening at all. So as you're doing the
exercises, let's say you all get together as a team next week, and you run into some
roadblocks, just go ahead and send me an email, just probably it was kind of come from
the team lead, I can either have a quick call with them. Or I could join maybe a session
that you have upcoming that kind of thing. And we'll just make sure that if there's some
other hands on attention that you need in a specific area will make sure that you're able
to get through these exercises, and that you feel really comfortable with what you ended
up producing. So my email, I think, everybody almost almost everybody knows it, but it's
down there. So please note it. And again, this presentation will be on the webpage that
Kirby's created. So you also have that as a reference.

 1:26:51

I'm wondering do Is it possible? Or do you think people might want to have those
documents in word form at all? Or do you think everybody's come up with the PDFs? Or do
you want to ask?

 1:27:04

Well, because their graphics, they they're not possible to have, you know, because they're
kind of like those little circles and stuff.

 1:27:12

Okay, I'm just wondering if there's an alternative for people who aren't able to edit PDFs, if
there's, we should, oh,

 1:27:17

they just print it and they write on it with a pin.
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 1:27:21

That's absolutely, totally fine. Maybe preferred?

 1:27:26

Are you thinking that we're going to send these to you before the next meeting and then
present to the group?

 1:27:32

Yeah. So that's what I appreciate you asking that, Deb. So really, the way that we're kind
of working accountability for this particular training is that it's you're really accountable
to each other. So really, just come come prepared to the next session. That's all we need.
But if it's not a bother, and you have enough time, just send it the day prior to me, I'd love
to see it just so I kind of know what you're going to be presenting the next day. But at the
same time, if you need to talk with each other late that day, or something like that, and
that's not convenient. It's not a it's not a huge deal. Either way, you can always send it to
me after, you know, it's really for you to learn, and it's for you to share with the others so
that you can all talk together.

 1:28:12

Amy, did you want to add anything else?

 1:28:16

Um, no, I don't think so. I have some thoughts. But I can share those limits. You guys can
keep me to thoughts. Yeah, no, I can share these with you a little bit later. Okay,

 1:28:26

sounds good. And Amy, she's also collecting the survey responses, she did mention that
there's maybe one person that has not responded yet. So for that one person, we don't
know who they are. But if you could please do that later today, we would really, really
appreciate that. Um, is there anybody who feels uncomfortable with printing off these
PDFs and writing on them with with pen and scanning them? Okay, so just let me know,
just shoot me an email. I'm always I check the email every single day. So I'll be around.
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And if you come in any trouble, don't hesitate to check in with me. And with that we're at
time but any other closing questions anybody has? All right, well, with that we will close it
out. And again, feel free to stay in touch and if not, we will see you on October 16 for the
next session. Thank you.

 1:29:21

Thank you. Thank you.

 1:29:23

Thank you.
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