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 00:00

Good. Okay, I am recording. So you're recording. Excellent. Remember,

 00:06

check.

 00:07

All right. Well, we'll get started then everybody. So welcome to session two. I'm just going
to go ahead and start to share my screen.

 00:22

Can you see my presentation? Okay. Yep. All right.

 00:28

Well, so follow up pretty similar format to as we did yesterday. And today. So Kirby wasn't
able to join us. But we do have Amy with us. But we also have Kevin chambers. And he is
a consultant within CMM. Today, Kevin, I just wanted to introduce you. So the first session,
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of course, we did a round of introductions for everybody. So it's all you right now. But I just
wanted to make sure that everybody here has a general understanding of the types of
services that Kevin provides for NC mn. And Kevin, could you

 00:57

tell us a little bit more?

 00:58

Yeah, I am in cmms.

 01:02

technologist, sort of an on call technologist, and I love that. Hmm,

 01:09

I love that term. I love it.

 01:14

Just call the hotline. And, and I'll answer your technology questions. So just a little
background on on me around one call one click. So I used to work at a nonprofit in the
Portland metro area called right connection. And at Rei connection, we did get funding to
explore one call one click system. So I project managed a a study for what would it mean
to implement one of those in Portland, it hasn't been done. But we put a lot of time into
looking what it would mean institutionally.

 01:53

You know, for the Portland metro area to do that. So.

 01:57

So I definitely have some background in it. And then right connection itself is an
organization that does a lot of coordination of services between different providers in the
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Portland metro area. So I've got some background, just on the larger field of how
coordination can happen. So I think that's a good summary. And anything else I should I
should say today, anything. Second?

 02:22

I think encore was the most of the most critical term for today's that's good.

 02:28

All right. So we'll be here.

 02:31

Yeah, thank you for joining Kevin.

 02:34

So

 02:36

I'll provide a little overview of what we're gonna cover today.

 02:41

So, this session will follow a similar structure to the last one, except for we'll have the
addition of sharing our assignment results. So that's really where we'll start the session.
For this one, we started in alphabetical order, and then I rotated it for the last session, but
we have Minnesota, Ohio, and then Utah. And then after that, we get really into the
training core of the session. And that's identifying action steps, and then working with
stakeholders and best practices. And just as last as it was last time, we'll go into the
assignment overview at that time, and that will close it out. We'll also have three
discussion periods, kind of the sharing assignments as the first one and then two more
later on. And just as with the last time, by the way, Amy Kirby handled the comments the
last time if you recall, so with Kirby out, Amy will be there. If you have anything that you
need to type in chat, because I can see a long run in the presentation. But we're only
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keeping chat just for technical difficulties and things like that. If you would please hold all
your comments and questions to the discussion periods. And we'll go through those
verbally. So without further ado, we will go right into the assignment report out.

 03:53

And

 03:53

so we'll start with Minnesota first. And

 03:58

lanell we Amy and I were just chatting before, we should be able to share your screen or
there could be someone else from your team talking and showing the screen. But the
basically the structure is this as as shown. So you'll have around 10 minutes, I'll make sure
that we keep to time, you'll walk us through your assignment just kind of briefly show us
the different the different exercises that you did, don't go over all of it just kind of hit the
high points of things that you think are worth mentioning, things that kind of an aha
moment, that type of thing. And then towards the end, I'll prompt you with these
questions. We really want to know what went well what was confusing. And if you have
any specific requests for help, and I'll kind of note it down and that'll kind of help me get
us prepared for the next session as well.

 04:43

So without further ado, we'll start with Minnesota.

 04:53

Eau de su joined

 04:54

Yes, excellent.
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 04:58

lamella are you with us

 05:04

32 what else I am and I was I says, I can't share the screen when you're sharing the screen.

 05:10

Okay, I'm going to stop sharing the screen.

 05:17

Okay, I just changed that so that multiple people can share at once. I don't quite know
what's going to happen with that.

 05:23

But we'll see. What do you

 05:27

see if you can share now? No.

 05:29

Yeah, but now I can't find the okay. Show all windows?

 05:34

Oh, yeah, there's always that one. Do you share? Open? Or do you just share the one
document?

 05:39

I just, maybe Brian, could you share? Do you have it? homework? Number one.
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 05:46

I had to find it. Hold on. I have it.

 05:48

I have them all up here. And now I just got too much stuff.

 05:53

Let's see.

 05:56

I think I got it.

 05:58

Can you see it? coming? Ooh, yes. Yay.

 06:05

That's a big deal.

 06:07

That's great.

 06:08

Um, I'm not usually skilled at this. So all right. So these are the gaps that we identified that
we felt a one call one click center could perhaps meet. So currently, we have nothing
techie. going on here, we have paper, a provider lists that go around. So we'd like to, you
know, ramp up to the 21st century. ability to track consumer, you know, these sort of
things. These are the, when I talk about the volunteer drivers. Again, that's something that
we felt could be linked in with the one call one click.
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 07:02

So we tried, you know, not to go off on

 07:07

you gaps that the call center couldn't fix anyway? Or is there anything on I don't want to
just read through it? That's

 07:18

quickly show us the other ones? And maybe what's

 07:23

the

 07:24

getting to the third one, in fact, so if there's anything that came up that you weren't
expecting in this, in this particular exercise, feel free to share it.

 07:37

Um,

 07:40

I think you know, one of the biggest opportunities we have is that where we're doing this
at the exact same time that the state is trying to figure out how to do this. And so there's
little chance that we will go off in the direction and find out five years later, that state
bought a different program. And we're not going to be able to connect. So I really felt like
that. The timing is right. Brian, did you have something out? I'll bring up the second one.

 08:14

Sure. Yeah, I agree with that part is for opportunities, the state saying, I think the state's
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looking at us and this training as a foundation, what they want to do, as well. So it's kind
of nice that we can bring back of what what this class has learned, and then we can share
that with everybody in our state and

 08:39

lead role.

 08:42

And can I ask just a follow up question on that. So for both of you. So the state's working
on a one call one click, but I know it's part of a wider tech effort. And I know it's more of a
planning project, if I'm not mistaken. So do they like if you were to describe in three
sentences, what their effort will involve specifically, are you able to do that? Or is that still
very much under discussion? Or where does that stand?

 09:06

I don't really have an idea yet. I think they're, I think the state knows that they want this
done. It has to know how to do it. Yeah, they don't know they want to go one main system
across the state. Or if like part of the state has their own type of like system and they kind
of merged together at some other hub.

 09:29

Yeah.

 09:31

So I don't know if so I think the states are trying to figure out what's the most cost cost
effective, most productive solution.

 09:40

I can jump in here a little bit. So give a little disclosure. So I am actually on the team
writing the state technology plan for greater Minnesota transit.
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 09:55

So small world

 09:58

so that's not under Not wearing my NC mmm hat that's wearing my independent
consultant hat. So I'm not the project lead, I'm under another consultancy out of
Colorado. But what I can say about that is that it is a planning project, it is not putting
any technology to place itself. Right. And the we're going to we haven't really released
any major deliverables. There's a, there's an steering committee that mindat has stood up.
That has met a couple times. And our first deliverable of sort of, you know, here's what the
landscape looks like, both within Minnesota and sort of nationally, in terms of transit
technology. You know, speaking broadly, that's coming due at the end of this month. So
that's where that stands. And then I believe the final report is due around March, if I
remember, right,

 11:01

okay.

 11:03

Okay, thanks, Kevin.

 11:06

Maybe just to make sure we keep to time, how about you just kind of briefly show us your
third and your fourth exercise, like the Excel file or more like a table, that'll kind of show us
where you kind of landed from the first two exercises.

 11:34

That's interesting.

 11:37

And you can also just share it verbally. So no worries either way.
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 11:41

But now, if you're trying to share another document, you have to stop sharing then
reshare the new document. Okay.

 12:01

Word tonight says if you want to just go virtually, that's I mean, yeah, I think that's
perfectly find something kinda move on.

 12:08

Well, no, here it is. Here it is. Sorry. Fine.

 12:17

Okay, can you see it?

 12:19

Uh, well, we can see part of it. Do you think you could zoom out so we can see the whole
thing?

 12:24

Okay. Would that be under view?

 12:28

Yes.

 12:34

See here? Oh, God, great.

 12:38
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Hey, well enough. If you don't

 12:39

mind, I'm totally okay. With with you just sharing it verbally. So I can't

 12:43

share with you verbally until I see it. I don't have it in my head.

 12:50

Okay, can you see it now?

 12:53

We can. But it's a very zoomed in. It's too big. Yeah, if you want to, if you go to View?

 13:06

better,

 13:07

better keeping out further.

 13:09

Perfect.

 13:11

Then you can score and you can scroll down. Awesome. Yep. So just tell us like what you
found was the most viable, let's say of the assets and the missing needs and things like
what did you think was the most promising out of this from this particular exercise?
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 13:29

Well, I think it made it clear that, that we're still in the planning phase. And that, um, you
know, if we could get an online presence to begin with and have a database ready. that
that would be, you know, a pretty good goal. What do you think, Brian? I feel like I'm,

 13:52

I agree, like, we're so far behind even or like transportation providers, there's no online
presence hardly at all, like, they barely most don't even have an online website, ones that
do are very muddled and not very smooth. And you can go in and like even like, ask for a
ride.

 14:16

Right? It's not user

 14:17

friendly. So even even if you just start out at basics of getting all of our transportation
providers to have a website, yeah, friendly. And then we're the that were the hub within
we can also kind of connect, you know, a website to there's more information. So yeah, it's
just kind of shows you how far behind we are on

 14:42

on that end.

 14:46

Okay, well, so we have a few minutes or we have one minute left, so maybe lenell. And
O'Brien, Could you just tell us maybe like your top three takeaways in terms of things that
you'd like help with moving forward. I know I know you have you feel like there's a lot to
do and there's probably like, Questions that what would you say are your top three right
now?

 15:04
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Um, Brian has a pretty good website up, and it's pretty easy to find his providers. And so,
you know, one of my first things is I'd like to get to that level. So that, you know, they're
comparable. And that when you look across counties, because we share providers, that it
looks the same, and that, you know, people can be familiar with it. I would like to explore
an app of some sort. But I don't know where that falls, but I'll let Brian give to.

 15:37

Yeah. For that I like to see more of a non cash based system, you know, worry, or even
Yeah, like a way to pay for rides not in person. The way if you have a mom or a dad that
can help get that right pay, they can put into an account and purse can access that
account and do that way. And just to get transit providers to talk better to each other.
Now, it's really hard for them, they don't really talk very well. I mean, one of the reasons
why my position was created and lenell is is to make that happen. And they're so not
willing yet to talk cross lines.

 16:19

Yeah.

 16:20

Okay.

 16:22

That's very clear. Okay. Well, thank you both very, very much.

 16:27

So the next one is Ohio. So let's see.

 16:32

Deb, are you able just to share
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 16:34

your screen? Or does it? I'm thinking that I can. I want to apologize to everyone. I was on a
call with ODOT there at the top of the food chain. So I apologize for being late. But he
here is our hopefully you can all see. Nice. Yeah. Here's our first exercise. So we're sort of
redoing, so we have a call center. And it's not functioning well for the region. So we're kind
of realizing we realized through these exercises that we missed some steps in the
beginning. And now we're having to go back and kind of fill them back in. So the critical
issues, I marked as stars for in our gaps. So they kind of fell in two categories. One was
lack of regional buy in that included no safeguards, no policies and procedures in place,
lack of accountability, lack of just general buy in and the other is cohesive best practices,
which I think you guys mentioned to the county by county differences depending on the
funding source, who's going to pay what and how they define a trip. And then we don't
have a overreaching marketing plan and marketing strategy. So there's a little bit of lack
of education of the mobility managers and transit providers try desperately to get
information out and constantly try to get it out. There's still people that they don't know,
who would I call first, what would I do next? What are the steps? So having some kind of a
regional marketing campaign is something that we're lacking right now? Can I jump in
real quick?

 18:21

You, you say it's a critical issue, when you say safeguards, safeguards against what kind of
events,

 18:27

so what we found out was, so we have a regional Call Center, which meant someone had
to run it operationally. And the group that took over running it operationally is sort of
connected to the large transit agency in the region. So all of the small transit agencies are
worried, how are the trips going to be divided? Are they going to be equally divided? Is
there going to be trip scalping. So in order to protect all of the smaller players, we need to
put some safeguards in place just so those fears are like in the said, part, and handled. So
those are the safeguards? Thank you. Sure. And then in opportunities, we realized if we
can make this work, it'll be a great way to share resources, training vehicles, it also will tie
in with our region is involved in a lot of pilots of programs right now. So we have a
software project regionally a cost allocation pilot. And then this go Ohio is a app phone
app that you can see all of your transportation options book and pay for them that will be
coming back. Next year, we'll be piloting that as well. So there's a lot of tie ins that if we
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can kind of get this right, we can get. Hopefully we can get all the dominoes to fall in the
right direction. And there's lots of great potential if we can do that. Also, if we can set this
up, right reset this up right, then we'll develop trust within the region. And that will lead to
new collaborations and future successes, like with all these other pilot projects, and then
also this Call Center can help establish the cost allocation and fees. Obviously get
regional buy in as an opportunity and provide employment transportation is one of our
top two goals in the region. And then the benefits would be increased ridership providers,
reduce denials, reduce duplication of services.

 20:36

Can you hear me? Okay? Yeah.

 20:38

Would you mind just I want to make sure that we keep the time and really get focused on
some core information for you getting to your third slide.

 20:45

Yep, I can do that. Just telling

 20:47

us just tell us what was most promising? There's three things here. There's different ways of
handling these functions. What are you thinking, for instance, in the first year or so is
realistic? Based on what you found out so far? So you

 20:59

want me to go the timeline one?

 21:02

Sure. Let's do that. Let's do that. But let's focus the timeline on the specific function. So are
you thinking of provider directory by a certain day? Yes.

One-Call/One-Click Session 2 TranscriptionPage 15 of 47 Transcribed by https://otter.ai

https://otter.ai


 21:11

So okay, maybe I should go back to that. So I'm already in the works is a regional
directory, it is already being suggested as a being funded, we have $100,000 discretionary
funds. They'll be voted on by the steering committee in November. But I would say that
has a high probability. Also setting into place some of those safeguards strategies
procedures, as we develop the new call center, looking at training methods as they bring
training on. Like on this slide, what I put in red, we kind of got to that block and said, if we
don't do this, right, the whole project won't work. So it all went back to accountability and
oversight and protection of the smaller providers and getting regional agreement on what
the call center function is going to be and how it's going to work. And then, for payment
functions we have coming in this Ohio compute platform next year, that will pilot that has
a payment function. But we could also build payment functions in with the regional call
center, through the software project that will connect everyone with the same scheduling
software platform.

 22:32

Okay, so let's briefly look at the last slide, it sounds like to me, based on what you're
saying is that there's plans for provider directory in the mix.

 22:41

Yeah, that would be

 22:42

this year, the call center, these are kind of two core things.

 22:46

Yes, getting re redefining things. So we're all on the same page and getting that advisory
panel in putting the safeguards, then next year is coordinating with all these new pilot
programs, continuing to develop trust through the region. And then 2022 will be
integrating that it will be piloted, but then it will be a statewide app that people can use
that will come in 2022. And beyond that, we were like, you know, these days long term is
two and a half weeks. So beyond that, we've just said, we'll just keep getting feedback and
keep doing our best. So
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 23:25

excellent. And so if you had to kind of limit yourself to top three top things that could be
helpful to you, and what you're trying to figure out right now, to take your next steps
towards these destinations. What would you say that they are?

 23:39

I would say and anyone else can jump in from the team, we need to figure out how to
develop trust and regional buy in from stakeholders and providers. Yeah, and I think if we
can do that we have a good setup. Moving forward, that seems to be where we get stuck
the most. You

 24:00

have everything kind of in place. If that could be the glue that kept it together, then
maybe

 24:04

that will be the crux upon which it will turn Yes.

 24:08

Okay, good. And that's what we've been emailing about. So that looks good. Okay,
anything else on Ohio before we move on to Utah?

 24:15

Anyone else want to pitch in?

 24:20

I think I mean, talk fast, but it's there. If anyone wants to get copies of them, we can share
them.
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 24:26

That's excellent. All right. And then Utah. That could be Kathy or.

 24:46

Okay, hopefully you're all seeing the screen. Yeah, perfect. Okay, so, um, we were under
the impression that we were supposed to have a vision statement in here and I'm actually
going to start with that because that's sort of Thumbs up our problem, or at least where
we're headed. And so it'll explain why some of the why things are filled in the way they are.
So our vision is a YouTube original one called one click system will easily provide
comprehensive transportation options through an OC, OC environment to maximize
available resources. So I guess to point out right here, really at this time, we, we can't see
how we go beyond maximizing a handoff like having better, you know, having information
and doing a stronger handoff from our partner United Way to one one, to whatever
human service transportation provider somebody might qualify for. And so because we
really struggled to be honest with the benefits, it seems so entirely when you start to look
at the gaps I'm even with we have some we have some really good opportunities,
because we have a lot of things established already in place between software and it
products and a relationship with United Way to one one and stuff, you would think that it
would be easier, but you know, siloed funding streams, you have issues that you can't put
people in other people's seats, and those are things that were you were never going to
overcome. I don't see how that happens. I mean, I, I read the C cam report, I don't see how
that can happen. And we don't have a bunch of independent providers. It's not like we can
go out and contract with all these other Oh, there's all these providers providing this stuff.
No, it's human service transportation providers, providing the rides and and that's it

 26:39

as an agency, and they handle the trips directly.

 26:42

Yep, every handles their trips directly handle everything that's left over. And otherwise, it
has to go to Uber Lyft ambulances, I mean, that's it, we don't have a bunch of stuff. And so
knowing that, that makes this benefits part really hard for us, because the costs, the cost
money wise and time wise to try to bring all that together and fill seats and, and have this
central place seems really prohibitive. And like a mountain that's insurmountable. I mean,
we don't need to be pessimistic, but we've looked into so many things that it makes it
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really difficult. So our goal isn't, you know, this giant lofty thing as much as it's improving
what we have to make it even coordinating better with those human service
transportation providers, at least with the handoff from a call center is basically, um,
anyway, this was just our assets and some different things, when you come down here into
this chart. That's why we have in supports the vision statement will now booking and
payment does not support our vision statement. Currently. The only thing that supports it
is trip information really, because we're looking at you know, here's our existing assets,
assets, we're going to do an online provider directory. And so if you go down here to our
timeline, this is why we have Sorry, my arrows not working. That's why we have these
question marks up here is because really, right now, we have in place, you know, a call in
some kind of at least some referral through United Way to one one, they use your link,
which is our trip planner, which is our one click that's online to the public to. So we have a
comprehensive plan, like we told you that we're trying to finish that may give us some
direction and more information in a better hand off is is looking like a solution from that
comprehensive plan. Okay, 2021. Our big thing is to do that provider list, as you can see is
the first step is to get the provider list up and then start working on what does this better
enhanced design referral handoff look like once we figure out what that is and how to
implement that. Then we do your normal steps of build, test, train and implement it. And
after that, we really honestly don't know where to go with our one click one call.

 29:03

Yeah, it's kind of like this handoff is feasible and also helpful. And it builds on what you
have. So it makes sense. That attainable. And then if you go any further, it's like a very
warm lead. And that's kind of hard. Yeah. Yeah. Yeah. Are you still interested? So we've
had some emails about these kind of, let's say, let's say topics that we might want to go
deeper into? Are you still interested in kind of these different service models that mean
different technology models in terms of how

 29:31

trip booking and scheduling are handled? Yes, because we were very interested in
knowing who is really doing it and what they're really doing.

 29:40

Yeah, you know that that's a huge leap. But if you could just
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 29:43

do it, you might start learning I mean, having slight technical difficulty so if my picture just
went out, it looks sorry. Oh, there it is. I don't know if it went out on you guys, but

 29:56

I added something there.

 30:01

are, you know, long term goal all, you know, this great big comprehensive mobilities, a
service solution would be fabulous. At the end of the day, our situation is we have human
service agencies that are providing the bulk of the agents of the transportation. Most of
those trips are free for the clients, and it's all eligibility based. And so we're, it's just for us it
is getting what someone has a need. Being able to them easily to find and direct to those
agencies that can help them provide the trips.

 30:37

Yeah.

 30:39

Okay.

 30:40

That sounds that sounds clear.

 30:42

They just made me I don't know if we have any part of that 10 minutes left. But it seems
like this might be it is totally up to you. The model that right connection does in terms of
allowing the human service agencies kind of connect at their own level. I don't know if this
is a good place for that or not?
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 30:58

Well, Amy, here's one, this is an excellent segue to a point I should have mentioned when I
showed you that line of the next session as well, what I'm planning on focusing the next
session on and you can tell me if this is helpful to people that was always planned is kind
of a closing catch all making sure we tie up loose ends type of session. And these certain
topics have become obviously very important. So I want to make sure that we talk a lot
about this, this particular topic with Utah and Ohio has had some other topics about
working with stakeholders and increasing trust. So my thinking is that the next session will
focus in great depth on that instead of like a quick conversation that I'm not so sure we
would have, we would get a lot of information out of,

 31:41

I think makes perfect sense to me,

 31:42

okay. But for all of you, and maybe especially Utah, as you see the exercises that are
coming up that are doing two weeks, the only catch is we might need to talk sooner rather
than later about some of this because you might find that you're not able to really do the
exercises to the depth you want to do. So I don't want to totally wait until October 30. So if
there's a call that we'll have, you know, we could even talk early next week, for example,
and just make sure that you have enough information to do the exercises. Does that make
sense?

 32:14

Mm. began

 32:17

to pull together some some more materials and some more examples and really do a
deeper dive on October 30.

 32:26

That sounds great.
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 32:27

Okay.

 32:28

All right. Um,

 32:31

so I kind of think I have an idea

 32:32

of the the top points of help that you need. But is there anything else that you want to
mention from Utah?

 32:41

No, I don't think so.

 32:44

Sorry, I don't know how to unshare this.

 32:48

thing I can take it that would be great. Because I have control button and I have I see no
control buttons.

 32:59

It could be at the bottom of your screen. There should be a little green folder says share
screen and then record maybe

 33:06
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look at the top and just say stop. There we go. It's hiding in all my little windows there is.

 33:13

Can you see my screen?

 33:15

Yes.

 33:15

Yeah. hijacking. plan works. Okay.

 33:21

Excellent. Okay, so we're doing okay on time. So, we're going to pick up where we left off
at the last exercise. So this was good, good background. So we're kind of refreshed on
where we left off last time. So that was all about why why are we approaching our
transportation challenges with one called one click systems? And and then what is it that
kind of makes sense in terms of how we get there, and what makes what would help
alleviate the problems. So now that we know a little bit more about some of these
potential destinations, by the way, they can still very much be potential. This particular
session is going to focus on how do we get there. So the goal here is to take it from
something that's kind of conceptual, and you have a loose idea of it. But let's figure out
like in the next four months, what might you take on in terms of specific tasks to start to
figure some of this out, even if a lot of it's still quite unknown.

 34:17

So just as a reminder here,

 34:21

this is this is where I'll just share this as the example from the Atlanta area. So where we
landed and this is kind of function specific, but we really landed at Okay, we're going to
start a an itinerary planner or trip planner, whatever phrase you want to use there. And
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that was the focus for the very first part of the project. So all of your exercises for exercises
five through eight, they're all going to focus narrowly on your very first destination, okay,
and ideally, this particular destination might not be what you ended up with on exercise
four Exactly. It's really just kind of one of the different functions or sub functions within
that's listed on the on the resource in our own line. So for instance, it could be a provider
directory, or it could be an expanded call center. Or it could be also just what we were
talking about with Utah, they don't have to be specific to one type, they can also be kind
of the glue in between two different types of functions. So they're handoff from trip
information over the trip booking is also kind of its own focus area, so long as it's kind of
something that you can describe and get your your hands around that can be done in a
year or so or two, whatever that you've written down so far, that's really what we'll be
focusing on pretty narrowly. So just as a reminder, there's trip information to booking trip
payment. And by design, it won't include all of these functions, because that will be way
too much to bite off, you won't be able to take all that on. So it's going to be again, very
narrowly focused.

 35:53

Okay, so exercise five.

 35:57

So this is just a, this is a similar structure, as you saw before, let me just do a quick note on
how you'll see that the exercise exercises when you when you go to look at them and
download them. So this one, you can kind of see, it's also more like a PDF more graphic.
So there's this part that's in blue, that's what you'll see on the blank version. Everything
else here is again, the example from the Atlanta area. So this yellow, again, as it was
provided last time, you'll also have these in Word and Excel format. So you feel free to use
whatever makes the most sense for you. Okay, so technical and experiential requirements
mapping is really where you take again, one of these different functions or sub functions.
So it could be an expanded call center, for example. And you start to detail what are the
components of that. And let me just walk you through again with an illustration. so that
you can understand how to kind of break this down into smaller bits. So we talked about a
concept of the first session, and this was all about front end versus back end. So the front
end is all about the user experience. So this is what they see what they're interacting with.
So usually, with these projects, we kind of think in terms of what is that experience, like
first, and then we start to think about what are all the things behind it that that make that
are built so that it can can be shown in that way. So I'll give you an example. And again,
this won't be everybody's This is just for the Atlanta area. But we knew that we wanted a
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trip planner that was encapsulated in a website, this was basically a mobile enhanced
website, this was back in 2012. You can also do a mobile app, but that ours was really a
website, we also knew that we wanted to have a call center with staff trained to use the
website in order to do the phone part. So that's kind of

 37:40

the call on the click aspects.

 37:43

Now let's shift over. So if you know that you're going to have to do this website, well, then
you kind of start to think about what are the things that would enable the displaying that
we need here. So again, it's a trip planner. So it's basically looking through different trip
options, and returning it out to people so they can figure out if that makes sense for their
particular trip. The software that we decided that we used was called Open trip planner.
So that's acronym OTP. I think I mentioned in session one, and, and so we knew that this
was going to be the core software, and then we were going to build more software on top
of it, and then start to kind of populate it with other aspects. So we knew that we were
going to add on a demand response software component to it. And then we also knew
that because there were multiple modes coming in for a trip planner, that that would
involve gtfs feeds for fixed route that would involve demand response options being
populated. So all these would need to be put into the software so that it could return the
types of records that people are needing to see. And we also know that all this requires
some kind of robust data tracking platform, so that we could really see when people did
trip plans, they tell us their origins and their destinations. And for eligibility, they tell us a
little bit about themselves personally, and how can we track all that and and learn from it,
even just from a purely like a research or an informational perspective.

 39:06

So in short, when you kind of zoom out to this, we had a pretty complex project going but
these were really the basic components to it. So this is kind of a way to keep in mind,
everything seems like there's so much to do. And there's all these different parts to it. But
a lot of these projects can really be distilled down into a few core aspects. So that's really
what this exercise is about is encouraging you to do this. Oh, by the way, I'll mention later,
all the different places where you can like resources where you can get more information
to really find this out. And I know that some of you depending on the type of function, or
aspect that you're pursuing, this could be way too complicated. You could look at this and
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say I don't possibly I can't possibly have the information I need to do this. And just know
that we know that. So if we need to do a coaching call in between today and two weeks
from now, this is probably more likely, frankly, for this particular assignment. So just know
that we're here Kevin, Kevin can also help. So we'll make sure that you have what you
need in order to specify this. Okay, so the next area is supportive needs. And the reason
why this is important, basically, exercise six, and seven are all about supportive needs. So
one called one click systems, a lot of people think of them as almost purely technology
projects. And they are they don't technology before, that is what they're about. However,
there's so many surrounding aspects that are needed in order to really make them
successful. So it's, it's so much, it's about so much more than technology. So I'm just going
to walk you through some some different aspects that you'll want to consider. And this will
kind of build into exercise eight, which is where you start to actually build more of a test
roadmap of how are we going to start to tackle some of these things. And some of these
things that I'll mention are of more interest to you, or maybe have less interest, but just
know that there are all kinds of things you might want to take into account as you design
your system. So the first one is legal. So again, I'll kind of briefly allude to some examples
in Atlanta region to give you some context around these. And none of this is is exhaustive,
these are just examples that I think are helpful, or these are types, legal aspects that I
think are helpful to all types of one called one click projects. But there might be some
others that you that you discover as you go through this. So the first one that's that's
pretty critical is ownership. So on some projects, this is very clear. But on other projects,
maybe not so much. For instance, the one that we worked on in Atlanta, because by virtue
of the grant that it was associated with, this is a federal grant, any type of software that
was developed that was more customized, would actually be owned by the federal
government, for example, officially, but then we had kind of what was considered an
Atlanta instance of it that if I recall correctly, Atlanta Regional Commission was okay
owning. So some of these things kind of need to be thought through and clarified, if not at
the very beginning of the project, pretty soon after. The second area is all about data
policies. And I think this is getting more increasingly important every year. So with the
data, and I'll give an example of a trip planner, the input data is not very sensitive, it's just
about the trip options, of course, which are widely available to the public. What's really
sensitive are the data that people are entering about themselves and their trip details. So
if you think about it, if someone enters a true origin multiple times from the same IP
address, you can probably guess that that's their home. And so that starts to go into the
area of personally, personally identifiable information PII. And so this is where people I can
almost be its own session. But that's kind of where we have to start to think about the
sensitivity of some of the types of data. And a lot of times what happens is there's ways to
anonymize that data so that you can still share it. Because with data, it's important to
think about kind of who owns it, who has access to it, and then how are they using it. And I
found that on projects over the past several years, very, very quickly, it becomes
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important to they have to specify these types of things. A lot of you probably work with
universities, for example, and even when you're working with academia, still kind of
specifying what their rights are and responsibilities with the data is helpful.

 43:18

So people, so the first group is really all about the collaboration. And sometimes they
require agreements. So not every project will require some type of formal agreements, it
can be very informal. But for instance, memorandums of understanding or other types of
documents might be helpful to establish some kind of accountability between all the
different stakeholders, also, and Amy and I talked about this in preparation for the
session, what can be really helpful here are making sure that you also include your user
groups. So let's say that your platform, the ultimate different audiences are for people
with disabilities or older adults. Having the people who you plan on using your technology,
ultimately involved very early on at this phase out also was kind of a part of your
stakeholder group can be very important. I'll talk later about how you might want to
schedule a testing period or something like that. But you really don't want to wait until
that period to be honest, you you want to make sure that they're involved in a friend
center. So the second area is kind of management. So for any type of one call one click
system, there's going to be a managing organization. Sometimes that's the same as the
one that owns it, but not always. And what's important to keep in mind about the
management of it. So many of these projects have countless stakeholders, very complex
stakeholder networks. And so it can be even more important that it's very, it's clear as to
who's managing it and what their responsibilities are. And so what will be common is that
you'll have and I'll talk more about this, as we go forward, is really a project manager.
They might not be that entitle, but they'll probably have some kind of project
management role or responsibility over the effort because at the end of the day, these
projects tend to have so much information and aspects to To track and keep on track.

 45:03

And lastly for this one is funding. Last but not least, so I've kind of broke this down into
three categories. But there could definitely be other aspects to funding. So first of all
grants, so a lot of these projects are funded by grants, for instance, that one Atlanta area
was funded with a veterans transportation and community living initiative grant. That's
enough for VTC Li. And these grants really did help seed someone called one click efforts.
But the real catch is that you have to understand also, how are you going to maintain the
level of service that you that you've delivered on with the initial technology? So what is
where you getting your maintenance funding? How can you do upgrades later on. So for
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that dedicated funding can be really helpful. And by the way, sometimes for projects, they
have dedicated funding that initially seeded it as well. So I really encourage everybody to
really think hard about the dedicated funding aspect, there could be technology funds
that you have access to, there could be other types of funds, where some aspects of your
work are, quote, allowable activities, that type of thing. So

 46:10

if you dig a little bit deeper into dedicated funding, you might find something there. And
then finally, staff salaries. So this can be something that flies under the radar, that
contributes significantly to these types of projects that no one even keeps track of,
frankly, you might have stakeholders that are doing a ton of work to help make the
project a success, you'd might have a someone doing project management role part time.
So it can be really important to make sure that all these aspects are properly tracked. So
that's really supportive me. So you can kind of see how if you have the technology for with
the with exercise five, and to kind of understand that structure, you start to see that
there's these these layers that kind of go around it that help really make it successful. So
I'm gonna, I'm going to quickly go through seven and eight, and then we'll go into a
discussion. So we can process this a bit. So with supportive needs to so this, these are
things where these are less obvious, the first group that I showed, you're probably
generally familiar with these, I think a lot of projects I see can be a bit of an Achilles heel,
where people just, they, they knew they were supposed to do it, but they it wasn't a party.
And so they tried to do it later. And all of these overthrew are really important to think of
at least a minimum way at the beginning of it, and then make sure that you're taking this
into account as you build out your particular approach. So the first one is testing. And this
kind of goes ties back into user groups that I mentioned before. So especially for Human
Services type of products, making sure that they're tested by For instance, if you're
targeting people with certain types of disabilities, you have to make sure that they can
really use the technology. And I know in the Atlanta area, we didn't do as good a job as
we should have with this, we we kind of went to the Center for visually impaired a little bit
later in the project and more of the testing phase, whereas we should have evolved them
a little bit earlier. And that's just a part of organizations not necessarily being in the
business of creating technology. And so it's important to think about, like, how can we
involve people up front, and then how can we ensure that there's some kind of testing
later on to get their feedback before everything's said and done. So one way you might
think about this, as actually you can use, you can actually use your stakeholder groups to
help structure these types of testing groups. So for instance, if you have a stakeholders
that represent disabilities, or older adults, it could be that they can actually help you set
up their groups. So I also find that on these types of projects, the stakeholders end up
popping up in all types of places in the project, because they're sort of your conduit to to
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serve the populations that you that you're anticipating to serve with the particular
platform. And then with marketing, and I won't belabor this point. And I'm sure that devil
appreciate this one, because I saw this one come up a lot on her materials. Um, but top
three points here, strategy, tactics and impact measurement. In general, for marketing,
the real problem with one call one click systems that some people find out a little bit too
late is that if if your community wasn't able to hear about it, then they weren't ever able to
try it. And so some of these projects never get the chance to get off the ground, because
people simply didn't, they simply weren't able to build the user base because they didn't
have adequate awareness in the first place. And so this is something to just consider first,
early on in the project. So as an example, in Atlanta, our main strategy was really just to
make sure that people were aware that the trip planner existed and to maybe try at one
time, pretty reasonable. We just kind of set it there and focus our efforts in that direction.
that some of the tactics that we use, and again, this is how your stakeholders kind of keep
popping back up. We use the different stakeholder platforms that they already had to
reach their different target populations. for marketing purposes, so for instance, through
banner ads on their website, where people, we know that the user is already going to
come there, that's kind of that's oversimplifying, it was obviously a lot more but but that
gives you an example of, you can actually kind of use them to kind of set up a multiplier
effect for your marketing approach. And then finally, on marketing, what's really helpful is
to make sure that anytime you have a certain marketing period of activity, let's say that
you just launched your stakeholders, web banner ads, just for simple example. And they're
going to run for this two week period, you might want to set up some kind of
measurement so that you know what, how that action actually impacted the real users on
your on your particular platform. So for instance, you might want to know, what was it like
before we did that action, and then what is it during that action? What does it after, and
so you understand if that was in some way, impactful? Maybe you can set a certain target
for the amount of people or you know, but in general, it's good to track all this kind of
information. And you have to set all this up in advance.

 51:07

So I'm going work. Again, last but not least, so this is also a place where someone called
one click projects can get a bit off track is that the efforts and the funding that's required
to really keep a good product up and running, and maybe even expanding its features is
not necessarily considered as deeply as it should be on the front end. I'm going to kind of
break this down in simply into maintenance and upgrades. Certainly, there's more than
that. But for instance, maintenance, and the Atlanta region, this is really where we were
focused just on fixing bugs keeping downtime to a minimum. But you even if you have
consultant support or skill staff to get the your platform set up, you're still going to need
some kind of skills, some some skill, folks that can help you either consultants or staff to
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keep it up and running. And things will happen that you couldn't even foresee, we were
kind of surprised by the amount of times that it went down. And we weren't really
expecting that. So there's a lot of things that you just have to plan for in terms of
uncertainty for these platforms. And then the last one here is with upgrades these days
with technology. I mean, if a platform is out for two years, and it doesn't change at all.
After that, then it's it kind of starts to look a little bit old fashioned, it starts to look a little
strange to the user. So it can always be good to think about like, what are what do we
plan on later on upgrading? What do we plan on adding on later changing? Alright, so just
a quick reminder on kind of the steps on where we're going. So this will focus on this
example, destination map I had kind of mapped out and other some different kind of
categories of work activities, let's say or different phases, some phases within this phase
one, but it was very sketchy, a very general. So the goal of the last exercise, so this is
exercise eight is to help you go from having kind of a general idea to getting much more
specific.

 53:09

And by the way, this particular exercise is only available in Excel, because that's probably
the best format I have to admit. So for this one, you'll again, you'll get the Excel form that's
blank, and you'll get one that's filled out like this. And I won't go into all these details you
see here. But I think the most critical items to keep in mind. So you see tasks, category and
subcategory. So all those different aspects that I mentioned, kind of understanding the
technology structure a little bit better. And all these other supportive means that I
mentioned, these are going to be more or less important to your particular effort. And so
just kind of sorting through them getting familiar with those types of activities will help
you start to understand. Okay, so the training ended in October, you know what, what
makes sense to do in November and given that the holidays are coming at the end of
December, what might we be able to do in the next six weeks, that type of stuff. So it'll
help us kind of get some time based activities planned. So you can see here I have
different categories. But for my project, I'm actually just pretending as if we were starting
to 1.1 click in Atlanta in November at the end of this training. And the idea is here to kind
of get to the procurement through an RFP. But you'll see that there's some steps that we
needed to take to get ready for that we had to get a lot more specific about the
technology so that the RFP was written in a much tighter manner, much more specific.
And then while while the RFP is out on the street, and we're waiting for proposals, then the
project manager kind of circles back and starts to work with getting the stakeholder
group set up funding and other activities. So you'll see that some of this kind of trickled in
to this, this kind of task overview. But But not everything right. It's just the first five months
or so. It also specifies all the people involved, the pm is always involved. But then there's
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also some other stakeholders, experts, that kind of thing, whoever else is needed to be
involved. And the reason why this ends in March, and we'll talk more about this in session
three is because So Amy and I were talking in preparation for this session. And she
mentioned that in CMM, plans to touch base with all of you in March again. So what this
means is that after you get this exercise completed, you would have some idea of what
steps you should take after the end of this training. And up until we talk again, and March,
that should give you about what the holidays and other kinds have been maybe talking
earlier in March, maybe four months or so, to kind of see like, what can we do what which
of these things can we break down and start to see where you are, and then we can begin
to also talk about adjusting that in March. So we're hoping that that kind of gets you from
something that's more general the destination that you that you've started to locate and
exercise for with getting into the specifics. So again, I won't go into too much detail, but
but just kind of going through those different procurement activities. And you can read
through this in the example that I I'll share with you.

 56:17

And so with that, we'll move on to the discussion.

 56:21

So as always, you can talk about anything that that suits you, but some prompting
questions. Are there any barriers that you're already anticipating you might encounter
during that requirement mapping, and I was kind of the first diagram with the technology
about the front end and the back end? Is there anything where you're kind of like, I don't
even know if I can get started on that, or I know about 50%, that type of thing? What are
some supportive needs that you think are key,

 56:46

but

 56:47

you feel like a really unclear for what you need to do? And then lastly, what project
management concerns do you have? Is there Maybe no one in place? Or you're not sure
who that would be? So I'll stop
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 56:56

there. And we'd love to hear from you.

 57:17

So I feel like I need wine and or chocolate at the moment. But that's okay. Um, so I still
think for us. It all ties together down to almost the same issue of who and how is the
project going to be run? And how do we get trust and involvement with that?

 57:42

Yes.

 57:45

And well, as I was looking, this is one nail from Minnesota, as I was looking at your previous
slide with the timeline? I'd have put that identify stakeholders way back at the beginning,
instead of because they're the ones who are going to be using that software you choose.
And maybe they have an opinion. Are you there? I just she's my transportation provider.
I'm just curious if she.

 58:16

And don't worry about the details of that. That's just an example. So that's very Okay,
particular project. So I won't even go into all the details of that. But we had a loose idea
that we went into an RFP that is purely an illustration, so you can see steps identified and
categories and stuff. So

 58:41

um, and Deb, so you were talking a little bit about how it boils down to trust.

 58:47

Yeah, that and I feel like we're putting a lot of structures in place. And now I'm wondering
if we're putting too many structures in between. So we have the, the group that's actually
operating it, and then they have a board of directors. And now they've agreed that we can
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have an advisory board that advises their board of directors and our steering committee
advises our advisory board, which advises their board of directors, which advises the call
center. And I'm, I am feeling like, I don't know how else to make it safe for the smaller
transits without putting some of these things in place so that they have a voice so that
there's a way that if something goes wrong, there's a structure in place to bring problems
and concerns and objections. We need something like that some kind of a feedback loop
so to speak, but I feel like we just keep putting more chiefs in the middle sort of, yeah, I'm
not sure how to make that work at the moment. But like I said, there's one in chocolate. So
I might have a better thought, you know, after five.

 1:00:06

So basically, the ownership and management structure is very much in flux. I think so
yeah,

 1:00:12

I don't I'm not sure that we can change it. I'm not. I think if we changed it all together and
started over, it probably would be better. But I think that the people that are running it
now are not going to let that happen. And it might just be a stopping point, though, we're
just gonna have to figure out how to work best with the cars that we have in our hand
right now. Mm hmm.

 1:00:35

Yeah.

 1:00:38

Yeah. Okay.

 1:00:41

Maybe with

 1:00:42

One-Call/One-Click Session 2 TranscriptionPage 33 of 47 Transcribed by https://otter.ai

https://otter.ai


Utah.

 1:00:45

I think these exercises are really helpful, especially this next round for us. Because it focus
it makes, it forces us to focus on every aspect, because really, one of the dilemmas we're
struggling with is, is a cost benefit of. So as we're mapping out our future roadmap for one
called one click, yeah, because our we're so limited on funding for these groups, especially
for older adults and people disabilities, we have to really gauge the value of is providing
more convenience information for the customer. And bringing all the infrastructure around
that does does that merit the investment in that compared to going through our more
labor's process that we have right now, where you have a lot of eligibility, and there's
some handoffs, and there's potential failure points in those. But at the end of the day, if
we take that same amount of money and put it towards trips, we're actually serving more
people. And so for us, there's tension between the one called the ease of the one call one
click system, for the customer versus service delivery, and and where funding between
those two. So those are some things we're struggling with this point.

 1:02:07

Yeah,

 1:02:08

trying to make it means that the money was spent on something else, basically,

 1:02:12

correct. Yep. And then I mean, you know, going into this eyes wide open and outlining all
these different pieces of us, help you realize the total investment that it's going to take for
the project. And nothing that's, that's super important for us at this point right now. So I'm
excited for this, for this next, go around.

 1:02:35

And it sounds like also with Utah, you've already made so much progress. And I mean, I
wouldn't be discouraged by just doing the thing that makes the most sense, if it is that
warm handoff or something like that, and maybe maybe in the first year that that makes
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all the sense in the world. So there's, I also think sometimes there's the, we want to make
everything in the Human Services world just start to work together. But some of it's more
like an eight year plus effort or something, you know, sometimes we kind of have to do
what's what's reasonable, and what we can really control. And like, I know what's Ohio, so
much of it's like, just kind of decision making authority debit scenes, and that's, that's
really tough, because there's so much that's just really out of your hands. Mm hmm. Okay,
so we will move on to the very last session at section. Okay, so that's timely. So working
with stakeholders. And so now we can talk a little bit more about this, because this is
going to get right into the timing of when stakeholders are involved. Okay, so the first
point I'll mention here is, are the stakeholder involvement points. And Amy and I had a
very interesting conversation about this, because I do feel like it's very much an art not a
science, in terms of when people get involved and which, and I'll talk in a minute about
which types of groups you have. So it's not as if it's a monolith anyway. So I'm just, I put
out some general, some dots here for different steps in your process. So you know, there's
the setting the vision, establishing assets. Now, on one hand, you can always say, let's
involve the stakeholders as early in the game as possible. But I will also say, and this is
through personal experience, and when we have this have the discussion period, we can
debate all this. But Amy and I were talking about, it's really important to strike the
balance between having a project that you can talk with stakeholders about some of the
details with them, so they can really wrap their head around what it is you're talking
about, instead of something very vague. So so for some stakeholders, that can be very
important. At the same time, the thing that you really have to avoid doing is making them
feel as if it's already done and decided and if they did have input that it's too far long, and
that's what I mean when it's a bit of an art, not a science. It's hard for me to judge on any
individual project where that is. But for instance, if you if we want to do a coaching call in
between this and The next session, I'd be happy to kind of talk through this concept with
people more. But I feel like it's not as clear as it looks at first glance, you kind of have to
get to know your project and your people in the Atlanta region we did, we, we made sure
we did a lot of research, and we kind of had a draft vision and a draft way of approaching
it. And then we talked to the stakeholders, because otherwise I couldn't even show them
the wireframes graphic ideas about what we were talking about. And if you're, if it's a trip
planner, for instance, they appreciate that, at the same time, you can't make it seem like
it's done, and you can't add on to it. So the way that that project worked is they sort of,
they wanted to add on different features to the trip planner, but they weren't so
concerned about the actual selection of the software itself initially. And I know that's kind
of getting to some nitty gritty there. But just know that each projects like a little bit special
in terms of how it treats its stakeholders

 1:05:53
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trumping one really quick thing, just one thing to think about. And for those of you who
know me for years, you know, I am a strong proponent of Human Centered Design. So
there is and linerless me, I think it was lanell, who made the common makeup back to your
point that what you choose to do within a one call, one click Center does need to be
informed by your customer, group stakeholders, whatever you want. So you do need that
understanding from them. But I thoroughly agree with Janae, that it's and this is part of
what we talked about is it's much harder, again, finding that balance, it's much harder for
people I bet in meetings, you guys probably have to where people have when you're just
spinning in circles, because everybody's kind of talking about their ideas, their ideas, and
there's really no direction because there's nothing concrete to react to. So it's helpful to
have that idea, like Jay was saying, for people to react to. But then again, you've got to
strike that balance that it doesn't like it's a done deal. And you're just kind of going
through the motions. So but that upfront piece of informing what would be most helpful
to your customer groups, including end users is I think, important.

 1:07:09

And we know, it's also kind of has a lot to do with just knowing your stakeholders, for
instance, if you know them, and you know that if you get too far along and you didn't
bring them from the very beginning that they're just not going to listen to you, then you
have to follow your instinct on that. I mean, what are your thoughts on that one? Oh?

 1:07:27

Well, I just think that we have a vision of coordinating transportation, but we have an
obligation to ask them what they think it should look like. Yeah. And so yes, my vision is
better coordination of transportation options in this region. And here's one idea, and
here's, you know, but if we have this, what, what do you need it to do? Hmm. And
otherwise, you know, you create a bicycle, no one wants to ride.

 1:08:01

Yep. And depict so Oh, did you get? We're saying no, no, we're just saying not every project
is the same has the same type of structure and the same type of trajectory. There's
absolutely nuances in terms of different types of projects.

 1:08:15
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Right.

 1:08:16

But I totally agree with you. That's absolutely the right way on certain types. And so on
this note, and maybe Deb, especially would appreciate this. So in CNN has an online
course and Amy made sure to share this link with me, you'll have the slides. So you don't
have to copy this down. But just know that ncnm does have this course. Any Could you tell
us is this free? Or does this

 1:08:38

cost? No, all our courses are free, paid for by federal tax dollars. So there you go.

 1:08:45

So that could be something worth considering.

 1:08:51

Alright, so a little bit more on that project management role. And again, it doesn't have to
be a title, it could just be a role someone's playing. And as someone who kind of came into
this on the deep end, with these types of projects back in 2012, I even didn't understand
the extent to which the project management role is so critical. And they're really doing
three things on these types of projects. They're protecting the organization on the
stakeholder interests. So a lot of times you have technology partners involved, but they're
going to be focused on the technology. And so the project manager is really making sure
that if the organization had a certain vision that it agreed on, or that you had a grant with
certain requirements, the project manager is going to make sure that those really are met.
They're also going to make sure let's say you have eight or 10 stakeholders, and they all
have all these interests. You have to have someone who's tracking all of this and is making
sure maybe promises were made, and you need to make sure that they get delivered on
again, the technology folks aren't necessarily going to do that as the core of their effort.
That's a lot of that's going to be a project manager. And further on that point is
sometimes the project manager ends up being a bit of a conduit between the stakeholder
groups and the tech professionals. So Sometimes you get tech professionals who can talk
to your stakeholders, no problem. And that's great. Someone like Kevin chambers, for
example. But that doesn't always happen. And so a lot of times, you have to make sure
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that you're kind of going back and forth between the groups and getting them what they
need to know without overwhelming them. And then the last one is, of course, classic
project management is keeping track of all these pieces. I mean, you wouldn't believe like,
you just saw just just for a few months of a project that I listed on that previous exercise,
there's a lot going on. And there's a lot of dependencies between them. I'm not showing
that because it's just a more simple Excel document. But there's a lot of things where, you
know, Item A has to happen before it can even take place. And so things can get pretty,
pretty complex on these types of projects. Okay, so some best practices. So again, these
are just kind of overarching this goes, this is over all of your process steps, just things to
keep in mind and to be aware of. And well, no, I think you'll enjoy this one. So with the
stakeholder wins, this is something that you are, I don't even know maybe there's a more
specific phrase for this that I'm not even aware of. But on one call, one click project that I
managed, again, this is back in 2012, we realized that we had so many stakeholders, and
they all had so many interests, that we sort of had a huddle as a staff and said, How are
we going to deliver on all this, we want to make sure that we don't have them come and
spend a lot of their time with us. And then in the end get very discouraged? Well, I told
you, I wanted a, b and c and none of them happen. So we kind of talked about how to
approach that, which is really, frankly, very challenging. Um, so these are the different
These are 12347 different stakeholders that we had. So a pretty complex group, and these
were all on that decision making level. So these were all these, they all had kind of a say in
how this ended up developing. So that's why we could procure for the software. But we
were also going to tell the software developers all these different features as a part of the
project during the procurement. And so the way that we kind of navigated This is we said,
Look, what if we tell each stakeholder group that we will make sure to get one thing done
for them one kind of unique thing that they really wanted added on to this trip planner,
and that we can commit to that maybe we do more, but at least if we do that, they'll
know that all the time that they spent with us was was not a waste by any means. So I'm
just going to briefly mention these. And you might find this type of tactic useful. So then
it's like you kind of publicly say we're going to do this for you. And then you make sure by
the end of the project that it's really delivered. So our Center for Independent Living, they
really wanted on a trip, you know, a trip planner, it'll, it'll tell you how to get somewhere.
But what if there's construction that day? Or what if there's a curb cut missing? So the
Center for Independent Living really wanted to make sure that people who encountered a
barrier could say, Hey, I encountered a barrier, other people can see it. So that was
something that was included. The VA, a lot of people questioned us about well, why is this
platform about all these different stakeholders instead of only veterans? Well, one of
those reasons is because when we met with the VA stakeholder group, they were mostly
interested in veterans who are also older adults, sometimes and also people with
disabilities. They wanted to make sure it was clear all the transportation options that they
had access to. And a lot of their transportation options were for medical purposes as the
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destination only. So it was like What about work? What about all these other purposes, so
they, they realized they needed some extra support in that area. And that's actually what
they wanted to get out of the project. We also had the transportation demand
management group, this was called ga commute options still is, and they wanted to make
sure that the region was aware of carpools and vanpools in real time, so you can kind of
see what's going on with that. So that's kind of an unusual mode that's included in trip
planners,

 1:13:51

the adrc, or the triple A the Area Agency on Aging, they want it to enhance their INR or
their information and referral transportation services. So someone said, You know, I have
this origin and destination, they wanted to really be able to give them more detailed
information called Community transit. They're a transit agency with a lot of different
services. They have a fixed route transit, but also Ada paratransit. They wanted to make
sure that in a trip planner, you can actually see everything they're doing, which is certainly
not possible on Google Maps, for example. And then lastly, and this is where it got really
hard. A lot of these other ones they sort of told us and it was very easy within a few
stakeholder meetings. These particular ones were kind of hard, and we actually had to
brainstorm ideas of how they might get something unique out of the project and kind of
presented it to them. Sometimes it was like No, that's not what we need. But sometimes
we did kind of land on something that they found helpful. Um, so with goodwill, if you're
familiar with some of their activities, they actually help with job placements with people
that might might get different types of job opportunities. So what they wanted is, let's say
that they are they have five different employment options available. For someone, they
wanted to kind of use the structure of a trip planner to pop to populate, kind of in the
back end type of format, multiple destinations, and one origin, the origin being someone's
home and the destination being all those work locations, and then kind of populate an
automatic report so that they can see which one is actually a sustainable transportation
option. Meaning can they really get there each day for under five bucks, you know,
roundtrip? And is it reliable and that kind of thing. So they wanted to see all that quickly.

 1:15:32

And the last one was the workforce board

 1:15:34

and kind of similar to the previous one, they wanted to make sure that we can use your
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planners to identify very precise employment and home area gaps. So if we have people
that are living in these neighborhoods, a lot of the jobs are over in these neighborhoods,
can we have documentation from a trip planning perspective of how there's a mismatch
there, and then can we use that to try to, to alleviate some of the problems that we're
having. So, again, I don't want to make it seem like this, this happens quickly. It certainly
didn't. But I really did find this helpful in terms of keeping people on board, keeping them
engaged, and just being respectful of their time, I think everybody asked for a bunch of
meetings. And the last thing you want to do is ask them to come in and not deliver. So this
is just just an aside on the behavior change cycle. And if you're interested, if this piques
your interest, you can always look up, look this up online find out more.

 1:16:29

But if you're not familiar with it,

 1:16:30

transportation demand management, field and public health, they have this sort of this
behavior change kind of model that they use, it goes under other names. And I've kind of
have a simplified approach here. But what it's all about is before people try something
new for the first time, there's a psychological process that we all go through, we have to
kind of consider it. So if you look up some of the other names of this goes by they'll call
these the pre contemplation and the contemplation phases. But it's not as if you say, I'm
gonna do this thing tomorrow for the very first time, you you have to be made aware of it
very first thing, and then you start to go collect details about it, you kind of talk with your
friends Oh, you tried it last week, oh, tell me more, you go online, and you read some
more. So there's very much this kind of this this path that people go through mentally to
try to go Okay, I'm actually going to do that on Tuesday next week. And the more that you
can match your marketing and your communication work to these these steps and be
realistic about it, sometimes you only get to get awareness and maybe a trial. But But you
have to make sure that you kind of targeting all these different aspects. And you get a
really good example, when we were preparing for this session, if you're familiar with in DC
with slugging, it's kind of this informal commuting where people meet in areas and they're
all taken to the city, but it's not scheduled, you're just kind of on the side of the road, and
they let you in their car. Well, Amy mentioned, hey, I used to be super scared, I would never
do that. But I hear about it. But I can't believe that's normal. Um, she had someone a
colleague who came in town for a conference and that that colleague said, Hey, I'm going
to go try slugging next week. And then she told me about her experience. And then Amy
said, Oh, well, I guess I could try it too. And, and then, and then she was convinced that it
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was something that she could do, that was certainly a viable transportation option. So
sometimes it's through these weird processes that we don't really even realize are
happening, but that's how people make their decisions. So I think for 1.1 fixes can be really
helpful, because that's what we're doing. A lot of times, we're trying to get people to do
things in a totally new way from that user perspective.

 1:18:34

And I should add that the slugging is free.

 1:18:40

Um, okay, last two points. We kind of talked about touched on this earlier. But web
analytics and data tracking, this is really important. But it's just if you want to have certain
efforts, and you want to, to figure out if the marketing effort that you've had is really being
effective, you have to track it back to what's happening on the different pages, you'll also
want to know Oh, is the user cycling through different aspects of our app, or website or
whatever it is, you'll want to track all those pages and how much time they spent on those
pages. There's tools like Google Analytics that you can just attach on any webpage, I'm by
no means advocating for that particular tool, but I've used it before, it's very easy. And
you can just kind of you can get a good understanding of the different types of traffic
that's coming. For example, this is this is not a real screen. This was what we use when we
were mocking up some ideas in Atlanta, but, you know, tracking things like do they report
that they have a disability do they report that they're a veteran, that kind of thing. So it
can even be just kind of the data that comes out of it that people are telling us and then
finally with subject matter expertise, so this session in particular covered some topics that
you might look at first glance and say, Hey, I don't know enough about all the details of
those particular one call one click functions to to parse out all the time, all the technical
pieces to it, and we talked We understand that. So just keep in mind that just as a lot of
these projects you think are all about software development and data. It's also just as
much about legal and marketing and other aspects. So you might actually have more
people on staff or in your stakeholder group, or even at the state

 1:20:16

level, that that might be able to help you more than anything.
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 1:20:20

And then finally, on the other side, there's a lot of ways to informally collect information.
Sometimes we hire consultants, but sometimes we can talk to colleagues or nationwide
peers and just have a call with them to try to pick their brain about different ideas and get
more information. And we also have organizations like in CMM, who have an on call
technologists like Kevin, so you can go and ask them other questions. And then you also
have sometimes on the federal level, you have maybe with your region with your FTA
region, maybe a staff member that's really helpful with answering some of these
questions. And finally, even university researchers, student projects, I mean, we're talking
more about that, if you have a little bit of time to plan it in, planted into your timeline, that
can also be a really viable option for getting more input on

 1:21:05

your one column, click projects.

 1:21:10

And up and before we move on, the last thing on that is, of course, the coaching calls are
available. So you can talk with Kevin or me and for both of us, you know, so we'll figure
something out. But I do want to make sure that you feel like you have at least enough
information to do a solid effort on these exercises, I certainly don't want you to feel like
you have to just do them to do them and show us in two weeks, let's make sure you have
at least enough information to do to do a solid first draft.

 1:21:35

And

 1:21:36

so with that, we'll move into the discussion. We just have a few minutes. And if anybody
wants hang around, we can do that. But you know, have you have you kind of thought
about which takeover groups you're going to have for those of you who are new to to one
call one click? At what point in the effort? Are you thinking that you might want to involve
them? And do you have any other best practices to add? These are some that came to
mind, but that certainly not all of them.
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 1:22:01

So I will stop there.

 1:22:11

I'd like to throw out a question to everybody. What's of what we've talked about either in
the discussion or what Janae has presented? Is there one piece it like is kind of caught
your mind is kind of intriguing to you at all.

 1:22:28

Maybe it was something you hadn't thought about before?

 1:22:33

I asked Nikki from the Ohio group, we've talked multiple times about best practices and
how to implement those into the one call one click. And since it's going to be regional,
we're trying to get it regionalised our concern was, is it going to be best to do the best
practices by county? Or is it going to be best to do the best practices as a region. So that
was one of the concerns just because, um, you know, funding changes, and transit
changes. So fast. So that was one of our concerns was how to implement the best
practices that would be more beneficial to us as a region.

 1:23:26

Thank you, Nikki.

 1:23:36

And then Ohio, is there a certain point?

 1:23:40

I mean, you have, of course, this this nuanced issue of the management of the call center,
current and future. I mean, how do you plan to navigate that? Are there certain groups
that you can talk to first and then start together seem and then go to other groups?
Because I can imagine that's a really difficult conversation to have all at the same time
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with everybody.

 1:24:02

I mean, No, we haven't. We've talked with the steering committee, we've had meetings
with them. We're going to fill them in on everything, and then obviously talk to the the
people who actually hold the call center right now. So that's going to be a discussion as
well, just to keep them all on the same page and our thoughts. Ultimately, we don't have
the final decision, but they're open. So

 1:24:32

and we've talked as a group that after our training, we might prepare some kind of a
report, and that that report would be presented to the steering committee, they could
make changes, addition suggestions, and then that finalized report would be given to the
advisory panel as here are the things that we feel are really important to be implemented
and see what kind of reception We get and that same report document, we could take
county by county, to the stakeholders in the counties to the small transits, the
commissioners, whomever and say, Okay, here's the report, we've gone through this
training, here are the changes we think need to be made. Here's how it relates to you and
your concerns. Now, are you on board with this? And if you are, we would like you to
amend your coordinated transportation plan to include support of the call center. Yeah,
okay. And that way, everyone has a chance to voice their concerns, but we can also have
the chance to re have a new discussion with new eyes kind of looking at this, tell them
how we've made changes and how we're protecting their interests. And then, you know,
and then get it in writing that they're going to then support it, then we don't have to go
back and fight the battle again, have, you know, this county supports it, but that county
won't do anything to help. So that's what we kind of thought we might do. Writing

 1:26:04

region.

 1:26:07

Excellent.
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 1:26:08

Okay. And with that,

 1:26:11

we're right at time.

 1:26:13

So basically, you're familiar with exercises by now. So you'll have four more. And there,
you'll report out on them again, in two weeks,

 1:26:22

the same general

 1:26:23

structure.

 1:26:26

But I would like to encourage you,

 1:26:28

please do Don't hesitate. I mean, if you want to email me on Monday, or something, I
know some of you have some very specific nuanced technical stuff, we're going to talk
about it for sure. More on October 30. But if you need to kind of sort through it a little
earlier, that can definitely be accommodated. So I just want to make sure that you you
have what you need in order to do a first stab at these particular exercises.

 1:26:54

So
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 1:26:56

any other questions? thoughts before we close it up?

 1:27:00

Are we using the same links then? And you'll just have added in the other assignments?

 1:27:05

Yep.

 1:27:07

Yeah.

 1:27:08

And that's and this is the the training page for those of you who don't have it yet, oc oc
dash training.

 1:27:18

Yeah,

 1:27:19

that'll be there.

 1:27:22

Anything else anyone wants to add?

 1:27:26

All right, well, I hope to hear from you and and otherwise, if you want to send the
assignment to me the day prior to the next session, which will be October 29. That's great.
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Otherwise, just be prepared to talk with us about it on October 30.

 1:27:41

And I hope everybody has a lovely weekend.

 1:27:43

Thank you very much. Thank you.

 1:27:47

Thank you.
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