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 00:00

Cuz we might have some more join. But if it works for you, Amy, we can go ahead and get
started

 00:05

yet please do.

 00:07

Okay. I'm Kevin chambers. Are you up? There you are. So you know, Hey, good. And Kirby
or Amy would one of you I just want to make sure that we've hit record.

 00:19

Yep, we're recording right now.

 00:21

Okay, lovely.
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 00:24

And is it? Is it set where everybody can share the screen?

 00:32

Kirby or any? Yeah, no

 00:33

would check that.

 00:35

Okay, good. All right, well, then we'll get right into it. Well, thank you so much, everybody
for joining us today. Of course, this is session three in the final session. So today with us
from NC mn we have Amy Conrick and Kirby William. We also have Kevin chambers. He's
joining us and he's their technology consultant. What did you call yourself last time Kevin?

 00:58

on call technologist or something like

 01:00

that, and there we go.

 01:03

It almost looks like on college. It's you gotta be careful there.

 01:07

Imagine, wow, that was a

 01:09
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that was a hard turn from.

 01:16

Wow, okay, that was great. You're You're it's not it's not early in the morning for you.

 01:23

With that kind of joke.

 01:26

When you said it best on call technologists. I just

 01:31

know, nevermind.

 01:32

No, that was great. No, you nailed it

 01:34

wasn't meant to be a joke, actually. Oh,

 01:39

good. All right. Well, um, so thank you all for joining us today. So Can everybody see my
screen? Okay.

 01:46

Yeah, yeah. Excellent.
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 01:49

All right.

 01:54

There we go. Okay. So today's session, of course, this is the final session, it's a bit of a wrap
up session. And so it's going to be lighter, we won't have that core training component
that we usually do that introduces the different assignments and exercises. So the format
today is a little bit different. So we're going to start off as we usually do, sharing our
assignment results. And then we're going to move into two other parts, I'm going to
provide an update on the coaching calls. And I want to make sure that all of you
understand kind of what was discussed last week, very, very general, only the high points,
so that you know what your teammates have been kind of thinking about mulling over
and deciding on. And the last topic is going to be next steps. So we're just going to talk
about what's going to happen really, between now and March, when ncnm has that next
chicken in terms of time to interject and have a discussion, there's going to be a big one
towards the end. But just know that when we get to the end of the of the showing our
assignment results, I want to make sure that we take some time to kind of share, to ask for
questions and clarification and that kind of thing. So if you feel like one of the teams said
something and he said like I need to know more about that particular thing, just know that
there's going to be a little bit of time, so you can take notes as they talk and add on to
that. All right, and with that, we'll get over to our assignment report out. So this one we're
going screenshare is not required only share your screen if you feel like it helps support
your points. So this one can be mostly verbal. I'm going to prompt you basically on these
three points, you'll tell us a little bit about from exercise five, you should have had a focus
area. And that was kind of on the front end section. Just tell us very briefly about that. And
then in exercise a six and seven. That was kind of an exploratory thinking process to
realize like what are the big task areas of work that might support what was mentioned in
exercise five, so just tell us your top three topics there. And then lastly, we'd like to hear
how those top three topics get reflected in exercise eight certainly don't go through every
single task you have. But like yeah, give us a little bit of a picture about how you see the
next three or four months going and how that touches back to exercises six and seven. So
with that, I'll kick it over to this time. We're going to start off with Ohio. So Deb or is are
you going to be talking presenting someone else on your team?

 04:23

It's someone else. It's Peggy hickinbottom. She's gonna the slides and talk. Awesome. I
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don't know if you can share screen with her.

 04:33

Yeah, she should be able to. Okay.

 04:39

Oh, do you have or

 04:42

is Peggy on?

 04:45

She might be the phone number.

 04:47

She shouldn't be the phone number cuz she was going to share her screen and I talked to
her this morning.

 04:54

No, she's not on that. I can see.

 04:57

Oh, great. Okay.

 05:02

So without any notes, and without any homework in front of me, our exercise five front
end focus feature two different things. One was the customer experience, which was our
number one focus, and then the other was center functions. So we wanted to make sure
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that when the customer calls in, they get an answer, not just a referral, we wanted to
ensure that there is a follow up so that every call that comes in gets resolved somehow or
other and that that resolution gets reported. And we wanted soft handoff. And then as far
as functioning, we're developing a regional resource guide. So that will have all the
transportation options and in all of the counties of the region, as well as incorporate some
what might be thought of as traditional 211 sort of functions. So if someone calls in and it's
not a transportation issue, which happens more often than you might think, they'll be able
to give referral services and referral numbers for Health and Human Services, things like
that. The three topics and anyone else on the team can jump in here are three main
focuses were legal people. And the third one, so um,

 06:27

and then marketing marketing.

 06:29

Thank you.

 06:31

Yeah, you have the home. I know your case. Yeah. So with risk with regards to legal so in
what we found through the training is that in our region, there's one small urban provider
and the rest are small rural providers. And those two systems work differently enough that
we're having a hard time, congealing them into one system. And there's also a little
feeling of lack of trust, and are we going to get eaten alive by this rural transits compared
to the small urban. So, right now, the small urban owns and is running the call center. And
that is a source of distrust and a little bit of upset in the region. So how that got reflected
in our timeline was that we would request at least Memorandum of understandings to be
written and agreed to, from the operator with each of the counties in the region. The
marketing is reflected in our timeline by the development of this regional resource guide,
and updating the coordinated transportation plan. And I'm sorry, that's Yeah, that was
marketing. And people was trying to get better cooperation and buy in with stakeholders,
which we felt like the memorandum of understanding will help with. And we've also asked
for and received approval to have an advisory panel that would hopefully have a strong
impact on operations. And that if that advisory panel is successful, that will also be a way
to help get stakeholder buy in in the region.
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 08:29

Excellent. Is there any one else from the Ohio that wants to add on?

 08:40

privately they all talk, I assure you privately, they all talk.

 08:47

That's good. Um, okay, excellent. So you're basically and so Deb, just let me just out of
curiosity, on these exercises, where did you end? Where did you land? Where are you
thinking of the two scenarios we talked about where you kind of going with a scenario
where there's one provider for the nine county region or are still playing around with two
or

 09:07

so after our private consultation with Janae. Some of her recommendations were to
consider whether the system that we have now is working, or whether we need to say this
is not going to work because the operator is also providing transportation, so there's no
checks and balances or not really good transparency. And the team worked really hard
through difficult conversations. And we came up with a new model that would work for
the entire region that did not require the small urban to make any changes to the way
they're doing things now or take any funding from them. And we were all so excited and
sort of patting ourselves on the back that we now have climbed the mountain been at the
crest found a solution that will work for everybody and are so excited. And then we were
told this week that we cannot present that model to the steering committee. So we feel a
little bit deflated because of that. But one opportunity will be that in the next funding
cycle, which would not be until 2022, we could propose, somebody could propose
someone in the region could propose the model as a new project, and then maybe we
could switch focus. So we're not going to throw the model out, because we all felt so
strongly that it addressed every need and provided such benefit. But we might not be
able to find a way to help it get implemented or tested right away.

 10:46

Yeah. So it sounds like you're going to kind of stick with the one, the single manager
managing agency for the call center for this year, and kind of see how it goes and give it
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give it a shot. And then if it doesn't work out, then shift over

 11:01

Yeah, we're going to try to, to work both avenues. So we're going to try to let the system
that's in place, continue for another year, try very hard to get the advisory panel to be
effective. And then let the data kind of speaks for itself, whether that ends up being
successful or not. And at the same time, work on the model that this team developed for
the region and see if there's a way to get some numbers together or something that would
support the region switching over to that model as a test. It's a pilot region. So you know,
this is the time to say we tried something, it didn't really work for the region, let's try
something new. So we're hoping that that philosophy will carry through.

 11:48

Yeah,

 11:49

okay. Yeah, this is one nail from Minnesota, I just want to say, you know, I'm sorry, I know
how frustrating that is to create a solution and and have everybody say, wait. But, you
know, again, this, this might be a really good opportunity to build support for your model,
create some champions, and in next time, you won't have to be the only person
presenting the idea.

 12:19

Thank you. Not only that, but they're the other pilot region in the state, they're very
excited at us sharing our model with them. Because this kind of a model where there's
more than one type of transit provider, there's always that angle between the big guys
and the little guys. And this sort of a model would be very easily adapted to many
different kinds of regions and kinds of systems. So I think the other regions probably going
to adopt our model before we're able to and test it out. So there will be benefit. And we'll
let the state ODOT also have a copy and see because it's, it's so beautiful, that, um, it's
easily adaptable and scalable. I mean, we just considered so many different aspects. So.
And publicly, I just like to say I'm super proud of our team, because they were hard
discussions to have, not wanting to hurt other people's feelings, not wanting to step on
toes, but having to acknowledge the elephant in the room. And having everyone be open
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minded, and the team, the other four, were just exceptional. It and willing to do all of that.
So I I really think in the end, this model will rise to the top in any number of situations. It's
a little frustrating right now. But we're not giving up the shift this easy. So

 13:42

what I was going to just jump in real quick, a couple really small things. First of all, it
sounds like as you try and continue to work with the existing model for the next year, and
getting the advisory committee to be more active. I don't know what your relationships
are with the people on Advisory Committee, but it seems like the more you can move
toward transparency of how trips are assigned and implemented. That seems to be the
really big thing, because transparency, obviously, build trust. So definitely a big thing
there. Um, the other thing, though, is offline, be sure and let's talk between you, Kirby and
I'm sure, we would love to at the very least kind of, you know, explore your model, maybe
feature it in an interview or some blogs or something like that. So more people around the
country can kind of take a look at it. Sure. That'd be great on Kirby if you wouldn't mind
put that on our to do list.

 14:41

Yeah, I'll second that. This is Kevin just just having you speak so glowingly of it. I'm like,
Well, tell me more. This sounds so it sounds reusable. It sounds like something that has
legs for other reasons, potentially.

 14:54

I really think that it does. I really think it was a real breakthrough. In the idea of a regional
call center. And we really appreciate Jenny's help in kind of asking some questions that
maybe we were a little bit hesitant to ask and just boldly asking them so that we sort of
had to face them and say, Okay, well, she said this, what do we think about that? How are
we going to resolve this? So thank you to Jay to.

 15:23

Yeah, no, thank you. I mean, I feel sometimes it's really hard to just have an honest
conversation about this stuff. So I thought everybody did really well, as far as that's
concerned. Well, great. Is there anyone else from the Ohio team that wants to add
anything? Alrighty, we will shift over to Minnesota is up next.
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 15:52

lanell are you presenting from Minnesota? Or is it Brian or someone else?

 15:57

I think Brian has the slides. I tried to keep my video up. But the it kept hanging up on me.
So this is

 16:05

Brian has a very intriguing background.

 16:07

I mean, just he does. Is that a blue bowl? It's it's um, Paul Bunyan,

 16:16

Lou, ox babe.

 16:19

Oh, my goodness.

 16:20

How cool is that?

 16:23

Oh, so unfortunately, we had a hard time with this exercise, because we're starting from
where we're going with this one called one click system. As you know, with the talk, we're
kind of Route so early in the process, even as wrapping our head around. steps for this
region is such a big undertaking. So we're now primary focus is basically just getting like
the information out there as well, what we're doing getting all the, you know, be that
information source just to get people that we're here, we want your information, kind of
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thing.

 17:08

I think we we agreed that you know, by the end by March, we both want to have really
good provider directories prepared. Our state is making efforts to create one call one
click technology across the state. So they have agreed to do all the GIS mapping for a
transit providers and provide the gtfs programming for

 17:37

everybody who needs it.

 17:40

gtfs flex, right? It is. So for those who aren't familiar, that means it's like all the flexible
transit options. So all the demand response. So that's actually really exciting and pretty
unusual

 17:53

for the current time. So right now they are the state is running a pilot project down in the
southern part of the state, where they're building out the entire model, where they are
building out the trip planner, and the payment model. And, you know, it might be that the
only people who can pay immediately are those who are on ma or through some sort of,
you know, we got to start somewhere. Right. And so, when they report out their results, I
think we have an organization called Minnesota Council on transportation access, and I
believe it is their intent to help roll out that model statewide. Now, we haven't decided
who's going to host that place who's going to you know, have the staff. But Brian and I
and and with Beth's help, and Marsha, you know, our goal is to have these really good
provider lists available online and buy prints. And so, yeah, although we don't know where
we're going from there specifically, I feel comfortable that we have specific goals for this
project by March.

 19:22

Okay, so just to clarify, so Brian and lenell so you're thinking you'll you'll have a regional
provider directory. Yes.
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 19:30

Yes. And nothing major change since we spoke last week. No, no, but I you know, there will
be maps that map out, you know, where the transit provides regular transportation. And
then one way or the other, we can, you know, identify, you know, the SDS providers and,
and other ways so that I want to be sure that people can access the information. Some
way, even if they don't read, if they can just look at the map, and kind of guess, um, you
know, we we forget there's there's a lot more illiterate people than we think. Hmm,

 20:15

that's a great point. And it's also a bit of kind of like a universal design thing. I mean, some
people are also mad people like you have to see it to understand where it's headed. So
Can't go wrong either way. Okay, well, great. Anyone else on the Minnesota team like to
add anything onto that?

 20:33

basket? You weren't, you weren't on the call. But we were sort of looking at what
organization

 20:43

is above and is

 20:48

anyway, of senior linkage line came up as the organization that oversees both the work of
the transit and the RTC. And so you are one of the places we're looking to how how's the
one call one click? What are they? What is the tmcc? Is the acronym they use for that?

 21:14

So, um, you want

 21:15

to add?
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 21:17

No, I've been summarized.

 21:21

What was that? Brian?

 21:22

I really don't have much to add. Okay. Yeah, I'm just impressed by like, Ohio, and how
they're able to get this going. believe those bumps in the road? Yes. I feel like you guys are
ahead of us and how long this has been like, trying to be done or organized. You know,
we're only in year two of this process. So we throw it, it's a good reminder to know that
this is not an easy task. Keep on going and,

 21:55

and I'm sure Janae is gonna give people contact information, please feel free to call us
and say, Hey, what do you do when you hit this roadblock? Well, what do you do when
that person said no, then what did you do? So, I mean, I think probably what we learned,
so our program developed almost just out of thin air mobility manager, Shannon had this
idea that, hey, this might be a great idea. And we just started, it wasn't based on data, it
wasn't based on other systems that are working, we just kind of started and put some stuff
together, I would say that's probably not the best way to do it. Because now we're having
to kind of take some step back and look at where we made some maybe mistakes in the
very beginning. And I would say the critical decision is, is the structure that you set up
right at the beginning, and making sure that, that all the different kinds of systems can
still function in the ways that they do best, but they're equal. I'm happy, I mean, I'm going
to clean up the arm our plan, because it has specific names in it, but make it more
general. And then we're very happy to share that with anyone who wants to look at it just
to see the structure, like maybe that would work. And you know, put your own names in
whatever block would be appropriate. Maybe, maybe that will work. But we're happy to
share that

 23:25

in depth. Since you're teeing it up. I was gonna ask this later. But is there anyone on the
call? Who would not want me to share a contact list? Because I'm planning to email that
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to everybody next week? Unless I hear back from someone that they'd Well, I will send it
to you. But I'll remove someone if they speak now.

 23:43

No one.

 23:45

Okay, so I'll send that out to you all next week. So they will be able to do just what you
suggested them. Great. And so basically, what Minnesota is referring to is that the groups
that are represented from their region today, they don't necessarily have a formal
regional organization, meaning they don't have like a Council of Governments or an MPO.
That's literally over the people that are with us on the team. So we talked a little bit about
is there maybe someone who is not taking part in this training at all, some organization
that just happens to be geographically across them, because they might be a potential
location for the for the management of some of these, it can be really hard if you don't
have one that's over everything, because then it's kind of like, well, who leads from which
side and it can get a little bit confusing. So they were just that's what Uh, oh, no, that's
what you mentioned you were looking into so they have basically the Area Agency on
Aging. Is that right? No, no.

 24:43

Yes.

 24:45

So yes, all right. Well, excellence.

 24:50

So with that, we'll shift over to Utah Christie, where you're going to provide an update or
another team member

 25:00
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No, I'm going to do it.

 25:01

Okay,

 25:02

it knows how to find the mute on mute.

 25:06

So hopefully I, I understand what you want us to report on. So on exercise five, we did talk
to Janae. And Kevin, in between our meetings. So anyway, that being said, what we're
striving towards is more of a

 25:26

options counselor.

 25:29

situation with our 211, because we already have basically, United Way two on one hair is
already using our Utah brightlink, which is our one called one click to gather information
for transportation, or people as they call in. Um, so but we need to be, there's a couple
things that need to happen, which is we need to beef that list up, consider. It's pretty
accurate, but it's something that you constantly have to keep up. And it needs to be
beefed up a little bit. But we also are striving towards more of a warm handoff situation
instead of just a referral. Because we end even to one one, I'm, I'm on the two on one
board, also. And so what happens is, the warmer and the better the hand off, of course,
the more likely people are to take advantage of the resources that refer to when you just
refer it's really people will drop the ball. They just don't have the bandwidth or whatever
their situation is, and so they don't follow through. So we're more working towards this
more of an options counselor situation. And that would we sort of foresee some things like
so does is that going to consist of, we're going to have to do some software upgrades as
far as like, could accounts or if somebody calls in and immediately contact Oh, you need
to talk to let's say, for instance, Salt Lake County aging. So let me get a hold of Betty over
there. She's the one that would be your intake on that. And you know what I mean, so that
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there's that communication is more quick and immediate. So that would take probably
possibly some software upgrades, we think but anyway, that's what we're sort of moving
towards. And that movement, our timeline, is usually, and maybe it's because we've been
doing things for a while, that the harsh reality of how slow things go. So we have more of
like a year goal for that. And some of that is also because of where we most likely may get
the funding for this enhanced service. We're looking at possibly using 5310 funds, which
one only do those every two years here, it's a two year cycle, instead of every year cycle,
we would want to pray, approach the legislature possibly for a match maybe ongoing
funding stream, and we will not be able to do that we will not be ready for this legislative
cycle. We're a part time legislature. So they only meet for about three, two and a half
months. In not even two and a half months, we'll say two months, they mean for about
two months in the winter. And then they're done for the whole year. And so it's a really
quick process here. And so we will not be ready and plus with COVID. and stuff as you can
imagine, and maybe all of you are feeling this, that there's just not the funds, funds are
being pulled back. Funds had to be reallocated for things. And so it's not going to be a
good year to be asking for stuff, at least not here. So we're thinking of different ways to
find and we thought that's the easier lift would be to use 5310 funds and just go ask for a
match for that. That's a lot less of an ask. But that'll take a year. And so anyway, that
being said, so just on our front end, that's probably the biggest thing that would, we
already had some front end stuff, but that would be the biggest change as far as putting
in an options counselor. I don't know if you, you know, the back end was mostly again,
maybe this a new software upgrade or something to assist with sound off most of the
other background back stuff. We already were pretty is already all in place, basically. And
then probably a big part of when I get into exercise six is going to be we're pretty used to
all the legal in and outs. Were you Sam always in mo use and those kinds of things. But
we're going to have to collaborate which we're used to doing. But that's some of the
process. It takes some time. Because United Way to one one has its own trajectory and
goals it's going after. So we have to meet with him, get them on board to say yeah, this is
something we could do work together to get the funding work together with human
service transportation providers, so that everybody's on the same page and fills in as
good about how the handoffs would happen, and how this would all come together. So
that, as you all know takes time. And of course, I mentioned the funding is just probably
our big one for this one. I mean, we have other funding places we could go and we
identified some of the things that would be cost and of course an increase in salary
increase in staff You know, I weighed two on one that might have to happen, increased
training, some things like that. And then just second, let me pull up.

 30:09

Seven. And of course, once this stuff gone into place, there would be testing, marketing,
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not such a big deal, we feel like United Way 211 here does, marketing already does their
own marketing. So we more envisioned that once this was up and more robust hand off,
that we could supplement their marketing and draw attention to, you know, calling in for
rides, that kind of thing, sort of efforts. So that was our thought on the marketing of that.
And we're really aware of the ongoing work, there's always going to be maintenance on a
one click one call, there's always ongoing maintenance, keeping things up to date,
keeping your software up to date, whatever those things might mean. And of course,
training, anytime you're changing people or whatever, or you change the software, then
you have that ongoing training. Lastly, just our timeline is just like I say, we sort of broke
this more down into quarters, but we're going to try our objectives by that by March, I
would say for us is to get our update our provider list and resource directory. So it's really
solid and beefed up, but also in the first quarter of the year to start meeting with the
United Way to one one about the project and also get meeting with the Human Services,
transportation providers. So that would be quarter one of next year. And that's what we
would probably get done by March. And then moving on quarter two would be working
out the details of the project and the system design. Quarter three would be more of let's
see, sorry, I'm trying to read identifying, again, the potential funding streams and deciding
how we're going to approach we're going to put the grant application in who's going to
talk to the legislature how we're going to present that. And then typically, you probably in
this scenario, it will be our organization approaching the legislature and probably putting
the grant app and on behalf of everybody. And that would be the last quarter of next year.
That's where we're at.

 32:12

And is there a certain time where you're thinking that 5310 would be applied for or
confirmed?

 32:18

Yeah, so 5310 here, so it will the grant will open from like from the very beginning of
January 2020 to two? Well, basically the first I'm trying to think I think she goes through

 32:32

might go through the end of February, I'm trying to remember, I think it goes to February.
So
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 32:38

February, get your grant application in. And then the awarding usually happens, we sort
of have a unique approach because we're the ones where the administrator for 15 return
here. We are local coordinating councils in that process. And so each area has a process
for which they evaluate the funding requests and award. So all of our human service
transportation providers and people and government agencies and things that are
involved in the local cording councils. They all contribute to choosing what projects get
funded. But that usually happens in the spring. So we know by summer for sure if we have
the money

 33:15

of 2020.

 33:16

Yeah, of 2022. The legislative match, we would know by the by mid March of 2022.

 33:27

Excellent. Okay. Anyone else from the Utah team would like to have something to add?

 33:33

Yeah, Ryan, sorry, Ryan, we have a we had all of a sudden a grant opportunity thrown at
us that we're, yeah, deadline and we're all working on but Ryan is anyway, so he says that
guards but couldn't be here. And Clint doesn't usually but is more than welcome to chip
up if he would like to.

 33:58

Okay. All right. Well, excellent. So that's pretty clear. So like I mentioned, we'll have a little
bit of time for q&a. I know some of you kind of asked questions as each of you was a we're
kind of getting toward the end of your presentation. But is there any does anybody have a
pressing question? They want to ask maybe for more clarification or more detail about
anything that was presented from another team.
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 34:28

Okay, so if not, what we'll do is we'll that'll just give us more time at the end to discuss
more topics so that's totally fine. Okay, before I move on to coaching call updates any
would anybody else like to say anything at this time updates any anything they feel like
did not get covered so far? Okay. Then I will move along. So the coaching calls So these
have been referenced as people have been talking So basically last week was when we
had a coaching call. So all three teams met with me. And one team also met with Kevin,
and Amy. And so we basically just had very different types of discussions that were very
nuanced and specific to what the individual teams required. So I'm just going to go
through state by state and kind of give you the overall view. So you each know kind of
what was discussed. Of course, some of you have already alluded to that. But this is just
kind of more my take on on the the basics. So with Minnesota, and every team can feel
free to add on after I get done. So I'll pause. So Minnesota, they're basically thinking that
the first destination that they'd work on is, as they just they mentioned, the provider
directory. So and we talked a lot about how the beauty of provider directories is that once
you have a really solid one that's continually updated, and you can trust that to manage
and that sort of thing, then you can actually, it serves as a nice base for other things that
start to add up to a more complex one called one click system. And to the other
destinations that we talked about that might make sense for them in the future, are the
first one is a trip planner and Leno reference that. So basically, on the state level, they are
planning, as you mentioned, they're planning a pilot projects, another part of the state,
and it sounds like statewide, they're offering on the state level to provide the services for
creating gtfs and gtfs flex speeds, which is huge, and very, very helpful. And a Minnesota
wide state planner would be a much more cost effective and probably beneficial effort
than having a lot operating around the state. So that's, that's great news. So and the way
to connect these two is that of course, provider directories, they are a very thorough listing
of all the different services that are out there, who provides it, what their operating hours
are contact information, linnell mentioned maybe a map, you know, so you can really find
out everything that you need, they differ from trip planners, and that they're static, they're
usually just like a PDF that you can print, or that you put online. Sometimes people have
interactive kind of tables online, so it can be a little bit different. Um, but the thing to keep
in mind is that you can't create these gtfs flex feeds and another types of feeds if you
don't know what all those services are. So a lot of times people need that base of
information, that's, that's not related to data so that they can actually know what to
convert over into gtfs flex. So those are the types of details that they would input into into
that data. So that feeds into it very, very nicely. So if that region wants to do that, in the
future, they'd be well well positioned. The second one that we talked about are having
phone services of some kind. And so again, linnell mentioned that they might partner at
some point thinking about it with the Area Agency on Aging, and they have an Aging and
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Disability Resource Center. And so they're already providing phone services for a lot of
different purposes, home delivered meals, nursing home, that kind of thing. But it's
possible that when they talk to each other over the next year or so maybe they start to
say, oh, we'd actually like to bulk of our phone services and provide more details about
the options online. So the beauty of these three things is that they sort of feed into one
another, and they sort of help each other out in terms of effectiveness. And, and it starts to
become more of a real one call one click there's different ways to find different
information. So I'll pause there, Minnesota, do you want to add anything on to that?

 38:26

I have nothing.

 38:28

I just want to say, um, this happened very quickly Interstate, I would say over two, three
weeks. minnkota. If I if I had asked them, you know, is this going to be a statewide system
that is said, Oh, yeah, two years. And then all these things align, they got a grant, they got
staff, the pilot project got funded, we got funded. And all of a sudden they said, Well, you
know, we're going to the legislature, maybe we should ask for this. And they get they have
a pretty good track record of getting what they asked for. So I guess I just want to say that
when we first started, we were not that optimistic that that we were on the right path. And
now we are certain that whatever we produce will match up with whatever state is doing
and is essential.

 39:34

And lanell correct me if I'm wrong. But another thing that lenell shared last week is that
it's also really important to make progress locally in the region but not get so far that they
get further than the state somehow. So they kind of have an issue where there's a lot of
things there's there's a lot in the pan right now and they want to make sure to make
progress but not you know, but but do it carefully and not pass the state. Well, could you
speak more to that?

 40:00

Well,
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 40:02

so for instance, you know, Brian has a very nice website and headwaters. And you can
click on, you know, individual types of services and, and that's terrific. But if next year
minnkota is going to say, all your websites have to look like this. I don't want to spend my
time building a website now. And so, or at least without their direction, to be sure, that in
addition to being a DA accessible, it is also in the same sort of format that they're going
to be using. You know, we don't we don't want to have to redesign because we we got to
had Uh

 40:52

huh.

 40:53

Yeah. Excellent. So yeah, I think that's, that's good to keep in mind. But lenell, it also seems
like you're, all of you. And you and Brian are much in a much more prepared headspace
for when the state does start to take some make some moves. You'll know kind of like how
to be complimentary to that.

 41:11

Pain. I'm sorry, No, go ahead. Go ahead. No, so this is me know. So I don't know the details
of this. So I'm going to have to look into it. But my colleague, Andrew Carpenter at work,
who is now the director of the National Center for Applied Transportation Technology he
hosted in Atlanta. Elena, if you are an ad, or Brian, or anyone from your team were part of
this, but they hosted a statewide meeting. I believe it was with Minnesota do t In fact, I'm
sure it was to look at technology going forward. So let me see. Let me talk with Andrew
and see if there's any guidance there excite hate to to slow down your progress. I'm
understand you're not wanting to get ahead of the state. But let me see what kind of if
what Andrew did with the do team with the state touches on what you guys are doing at
all?

 42:09

That would be terrific.
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 42:12

Okay, happy to do that. I'm

 42:15

back. Are you still on?

 42:21

Yes.

 42:23

Okay. Oh,

 42:26

do you have anything to

 42:28

come? In? What?

 42:30

No, I am your linkage line. Director? And are you just thinking?

 42:36

No, all along? I have thought that this this. This mission fits in alignment with senior
linkage line. We tend to serve the older population. So I'm thinking like, can they, you
know, somehow build it and partner with somebody who's serving a younger population,
because this would be for all ages. So that's, that is the I don't even think it's
troubleshooting, just planning I think about but we're taking calls for transportation
already. And looking at the systems and stuff like that. So to have a beautiful system to
go to is a natural fit and to support the beautiful system is a natural fit. I feel it's a one
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800 number statewide,

 43:24

in, in Minnesota, we have both a senior linkage line and disability helpline, and a 211
system is that.

 43:35

And so

 43:38

you know it? Is it at all possible that the state is going to create one line.

 43:49

I think five years ago, I would have said sr, Lincoln's line would have been champing at the
legislative bit to be a part of this. We have new leads at the state right now. So I don't
know what their mission in alignment would be. I can see if there's a center core
transportation hub. And then we all play together because again, like you said the
disability hub would be in alignment with using the same system as a senior linkage line.

 44:19

There's also veteran services

 44:22

to help.org. Is that Minnesota help.org. If we load our things in there, we'll everyone from
senior linkage line and disability be able to access the same data we have

 44:39

on senior linkage line for sure. I don't know what the disability hub my gut says Yes, yeah,
they use that same database, or even software if they just know the site to go to. Because
they can do we do intake and play with the counting matrices. Right
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 45:01

So could you watch the next one, but

 45:03

it will tilt towards?

 45:05

Yep. Oh, yeah. And so lanell. So basically what this is a lot about what we talked, we
talked about last week, Beth wasn't able to join. But we were just kind of talking through
who's already doing kind of a similar role. And this could be something that is booked up
and maybe get some extra funding. So it's just kind of that's what a lot of this training has
been about just kind of thinking about all these different options. You don't have to know
anytime soon. But it's just good to chase down these these leads. And I thought that
Marsha is on the line. Marsha, did you have anything else to add?

 45:38

point. So

 45:40

do agree with what just gotta start small. And like lanell said, we don't want to get too far
ahead of the state, because they're kind of the role model.

 45:48

They're gonna put most of it into place first, and then we just need to follow suit and
connect the

 45:53

dots basically.
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 45:56

Cool.

 45:57

All right. Well, thank you. So I'll shift over to Ohio. So Deb provided quite a lot of
background. I'll just quickly mention this. So basically, in the Ohio area, they have a
situation where they're looking to develop a regional call center. And they already they
already have one and in some shape or form. But it's really only serving a portion of the
region, the the read the total regions, about nine counties, and the call center operations
currently support more two or three counties. And so they're trying to figure out, how do
we expand that model? Or do we have some other type of model and Deb, I think outline
that really well. But what we explored last week, or was basically just talking through two
different scenarios, and one is that it keeps being operated on the regional scale, nine
counties buy the one that's operating right now. And scenario two is that there might be
something to explore in terms of having two organizations, maybe one handles three
counties, and the other one handles the rest. So this is kind of what we talked about, is
there anything else, anyone else from Ohio that wants to add on more there?

 47:09

I think what we did was kind of a hybrid between those, we recognize that what's working
now is not actually working for any number of reasons. Rather than two organizations
operating what we did was kind of have two branches running parallel. So they're
basically sub regional call centers. And in our model, we looked at putting an operational
ownership agency in above those two. And that agency, we decided the critical part was
that that agency could not be an agency that provides transportation in the region. So
there's no conflict of interest. So all the calls would come into that top level call center.
And that call center would discern what county is the call is the trip meeting in, and it
would forward that call to the appropriate sub regional call center that handles that
County's transit, so that everyone's system could operate effectively the way they do it
now. That's why it was good. It didn't change any structure that's in place. But it put a level
of oversight management and operation above the current level, and made everyone else
in the county equal to the current level. So we kind of hybridized it.

 48:35

Hmm. Very cool. Okay.
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 48:40

All right. So then in Utah, so Utah was examining a few different options. So I'm just going
to briefly outline this because for those of you who who aren't considering this, this might
be a lot of detail. And just know that some of the slides that I'll share, I did a much more
detailed presentation for them. So if you're interested in any of these specific topics, just
send me an email, and I can send you over that presentation. But Utah was, just as Christy
mentioned, one thing that they were really looking at was kind of this moving from trip
trip planning to trip booking, this, we've been calling it the warm handoff on the previous
sessions. So that's, that's really code for that. And that's really just dealing with the issue
that they already have this trip planner and the United Way call services, they already
have a the trip information aspect of a one call one click, let's say in place, and they really
want to move into booking. But the catch is that people sometimes let's say, I'm 70, and
you just told me that I have five different options. Well, and my trips tomorrow, or, you
know, the next day, what what I'm not prepared for is to apply for eligibility. That's a
totally different process for all five of them. That's a huge amount of time to spend and
you don't even know if they're going to accept you or if they even have spaces, maybe
they even have a waiting list and they're not making that transparent and Then there's
even the scheduling issue, maybe you make it through all that, and they couldn't schedule
you. So it's that sometimes it is asking a lot of people to get through that step. So that's
one area they explored. The other area is what I'm just kind of calling collaborative service
models. And this was also for eligibility determined trips. And this is really just getting at
the fact that sometimes the way the system operates for these eligibility determined trips
is not maybe the optimal way it could, it could operate. So I'll give you some examples on
the next slide. But I think that that Utah was kind of doing some open, open minded
exploring. And when we first when we had our very first call my response if they were
basically suggesting that what they were interested in might take five years to do. And I
know within CMM, we were trying to think trying to help teams think about what they
could do in the next year. And so at first, we were kind of thinking about, maybe, maybe
it's something smaller scale, but as we've gone through it, I think I really applaud them for
kind of rethinking how things work fundamentally, because really, the last thing you want
to do is add technology on to a system that you already know, is not perhaps what it
should be. So the more that you can kind of ask those questions, and then have the
technology Help Help support what you the more ideal system, that's always great. It's
just sometimes so hard to get any kind of real change going on when you're talking about
how different providers work together. But yeah, so they're, they're thinking more broadly
about all of that. So I'm going to just briefly go over this just so you have a little bit of
information. And and like I said, if you want the presentation, let me know. But basically,
there's a few key points here, I gave them some more examples. This is imagining that the
way these systems work, and this is where you have, let's say a service, multiple services in
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a region, five or more, that are serving what's called sometimes Human Services,
transportation trips that tend to be demand response and tend to have this eligibility
aspect to it.

 52:00

I've outlined three here. And this just imagines that they're kind of crisp, and you
indefinable, which is not at all how it necessarily works in real life. But this is just for the
sake of comparing and contrasting. So they could think about how these different ones
work and what some of the benefits might be. So the first one's the single provider model.
The second one is the brokerage brokerage model. And the last one is the exchange
model. And I basically broke them down into what I think of as kind of their component
parts, and any types in any type of system like this, you have agencies and funding that
on one side, and you have some providers. Now, those could be dedicated providers, you
know, agency to provider agency to provider, or it could be multiple providers that serve
multiple agencies, and they're a little bit more dynamic. You'll also find in some cases, the
agency does the providing, so they're one in the same. So this kind of graphic doesn't
really get at all those nuances. But just know that there's, of course, the agency and the
funding, and then there's the providers. And in the brokerage model, of course, there's a
brokerage. So the single provider model, which is what you told them kind of thinking
about might be something to to research a bit more is that, right now they have a model
where the agencies are their own providers. So it's kind of a dedicated provider per
agency, or they, they handle it in house, basically. And what that means is that, like I
mentioned, all the eligibility processes, all the booking, it's all done totally unique to those
different organizations. So from a regional standpoint, it creates a challenge, of course, to
get the user to the information that they really need. So what you tell us been considering
as a provider having a single provider, and this means that these agencies would give
their funding and essentially support a unified provider that that handles all of their trips
for them. So this is this is a pretty big shift. And but it's certainly worth considering. And
the benefit that I think Utah seeing is that if you did have something like that, then the
booking, the eligibility processes, all that kind of stuff would be would be centralized, and
would be more transparent and easier to navigate. The second one is the brokerage
model. And this just means that in addition to providers and these agencies that are kind
of working together, you have another level on the top. And this means that there's there's
a broker that's essentially like a centralized decision making authority as the best way I
can describe it. And usually the way these work is that there is an entity that can maybe
they can see into the software, the providers and see how their scheduling is working.
Maybe not not necessarily, but ultimately they usually have the authority to send trips out
I just got this trip, I decided it's a good match with this one for whatever reason, provider a
gets this one on Thursday. So that's generally speaking how our brokerage works. And one
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example of brokerages in the US is basically Medicaid, a lot of people that's kind of where
people go, but the other thing to keep in mind There's also international examples. And I
end the presentation I mentioned this one in Denmark. So the whole country of Denmark
has a national system where all the HST funding is is commingled. So that's for kids with
disabilities going to school, that could be adult daycare, all kinds of stuff. It's all one big
pool. And it's a brokerage that then kind of goes out to, I think 400 plus providers and
mingles all this funding. And so, so it's just kind of an interesting model to consider. And
the last one is the exchange model. And this is really where you have a lot of providers in
an area, and they keep operating just as they operate, you know, no big change, not not
shifting to a single provider. And but what they do is they start to talk amongst each
other. So when you have clients that are duly or Tripoli eligible, let's say people that can
use all these different services, this type of exchange model needs to have a way to verify
that these people are dually eligible. And what can happen is one agency gets a request,
and they decide for scheduling reasons or otherwise, we're not a good fit, they find out
that that person has the access to another provider, they contact that provider, and they
say, Hey, could you handle this for us, so I'm just kind of describing it, but really, usually
have a layer of software to handle all this. And so they can kind of ping each other and
post trips and other ones can accept them. So this is a pretty interesting model. And if
you'd like to learn more about it, the Denver Metro area is actually getting ready to do a
pilot later this year. And there's a software that's been developed customized for them.
And it's called the trip exchange software, pretty much the model in the software are the
same thing. But it does facilitate a more fluid movement among a system that that kind
of stays how it is. So that's a little bit on those different types of models that we've been
considering.

 56:52

And then briefly, Christi alluded to the fact that they might consider these adding on an
options counselor for this warm handoff. And so what I put together for them on this is just
that they're essentially trying to go from trip planning over into trip booking. And there's
this eligibility determination and the middle. So I kind of threw out some different ideas of
how they might think about this, if it's only one a few options that the user gets, that
might be fine. Just have, you know, for the United Way to handle it. And and then they
can, they can go and go and determine which one makes the most sense for them. But the
catch is that these eligibility processes usually take a few days, if not weeks. So it's not a
situation where you can take a next day trip. But then once you get into there's more
options. This is a perfect example of where you might want to involve more of an options
counselor, someone who can help navigate someone who understands if there's a waiting
list, if they're even taking any more people in real time, they might understand a little bit
about the scheduling, is there space for them on that day and time. And they might

One-Call/One-Click Session 3 TranscriptionPage 28 of 42 Transcribed by https://otter.ai

https://otter.ai


understand a little bit about how likely it is that you successfully get through the eligibility
process. So this could be very interesting for them. I think, and and a lot of what they were
considering was that on one hand, and options counselor makes a lot of sense. But it does
cost money. And so they have a lot of needs in the region, and how can you How can they
feel comfortable that this is really something to really devote a lot of funds to. So I think
this might some thinking through different rules like this could make it more efficient. And
it could even make it where an options counselor has some kind of booking authority. And
maybe that booking authority might even be kind of pending eligibility or something like
that, so that this particular process goes just a little bit faster. And a few takeaways that I
that I noticed for them is that when the United Way handle these handles these calls,
really, it's not for next day trips or media trips, it's really more of like you're getting into a
system and then you can take multiple trips per month. And so if that can be
communicated to people, they might be a little bit more patient with getting in to the
eligibility. And then lastly, they could save some money and make this more cost effective
by kind of thinking about this from a system planning angle, there might be some
operational rules, like I mentioned, this is just an example. But at a few options, maybe the
person handles it. And at a certain point, maybe the options counselor gets more
involved. So that's kind of where we left it. Again, let me know if you'd like that
presentation. So Amy and I were talking earlier this week, and she mentioned that it would
be interesting to kind of plot everybody along the different kind of steps that we've been
outlining for these types of systems. So this is my rudimentary take on this. So this is by no
means necessarily the situation. But this was kind of kind of me playing around with with
this. And the purpose of it is really so that you each kind of know where the other one is.
And so that you can also think about well, who maybe could I learn from and we'll go into
more detail about that later, too. But basically, I have Minnesota somewhere here,
Minnesota is really thinking about this provider directory, kind of as a first step to trip
information and that's going to provide a base for Maybe for potential future efforts,
Ohio. So they're in an interesting position. They've already been handling, you know, the
beginnings of a regional call center, but they're going to be expanding it and they don't
have the click component and a trip planner just yet. So they're, they're a little further
along. And then in Utah, Utah, of course has the trip planner already also has the call
aspect with the United Way. So they're pretty firmly here with a trip information. And
they're really on the cusp of trying to figure out how trip booking works. So there was that I
didn't pause for Utah, Utah, did you have anything to add on to what I mentioned?

 1:00:46

Um, it seemed like I did I know one of the things I did. Oh, yeah, I have two things. One of
the things I wanted to mention was we are okay. So at the same time, we've been doing a
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comprehensive plan for a year. I think we've I've mentioned that before. And we're just
about done with that. But some of the solutions we got that came out of that one of the
things that we would put in with additionally to having the call person would be an
emergency fund for same day trips. So we sort of have that stop gap. Because obviously,
we realize they have to become qualified to take the ongoing trips. But what today that
he can't has to get to the doctor and she can't, but not registered yet with aging services.
And so we were trying to put that stopgap in so there's we that's a piece of our solution for
that is that we would have an emergency fund for same day trips to start to get people by
until they got qualified. You know?

 1:01:45

Yeah, yep.

 1:01:47

And then we actually one of the pieces. And like I said, we we are regional UTA, we
oversee this whole region up here, the North region of Utah for all the transportation. And
like I say, and we have three urbanized areas that we oversee, as far as our coordinate
mobility department, each one of those urbanized areas have really distinct personalities.
But one of the solutions sub solutions that came out of our comprehensive plan to is that
Utah County wants to centralize, and they, and United Way already provides a lot is a
subcontractor for our paratransit service down there. So we actually may be able to on a
small like on a small scale, it won't be on a regional scale, but basically pilot the idea of
one call one provider in that area. So that's because that's what they wanted there. And
would felt that it would work would be a good model for them down there. And it
probably is because of how, how the rides and how it's structured down there. And so we
may actually have the opportunity to set up really a true, one call one click, you know, one
provider doing all the rides, um, it will take a couple years to have that happen. But we
may be able to see that on a small scale Utah County, just in the one county, but it would
be really interesting to see how well it works. And if it's a good enough model, maybe we
can spread it to the other areas. So that's where we're at. And

 1:03:18

that's, that's a great update.
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 1:03:23

All right.

 1:03:26

Okay, hmm. So I also wanted to call your attention again, Amy and I were talking about
this. And ncnm also has this, this resource. In this, we're going to call this the continuum of
services. And if you go to the link here, so again, you always have these presentations, you
can go to this link and look where there's some text highlighted, highlighted continuum of
services. And when you click there, you'll find this resource. And basically, in CMM, wanted
to have a way for people to kind of plot themselves figure out where they are and how
they can move along this. And I'll just kind of give you an example. So we have Minnesota,
Ohio, and then Utah. So for Minnesota, so this is again, just to kind of think about another
another take on it a more detailed take. And before I get into it, I will mention this is really
about coordination among providers. And for some of you, I've kind of played around with
the fact that some of your one called one click systems, and I think this is pretty normal
nationwide, the providers aren't necessarily handling the coordination aspects, they're
sort of a third party kind of this other level. An example in Utah is that you have this
district planner, it's sort of at least helping people get information on all the different
options out there, but no one provider is actually doing that or that doesn't necessarily
mean the providers talk to each other per se. So I am making some caveats for the fact
that that that can exist. But so you can kind of see here that you have distinct systems
and then some coordination and then fully integrated. So the idea is just to kind of think
about where you are in the trajectory. And think about projects that can help you get a
little further along. And along these different, different aspects. So for instance, in
Minnesota, you know, it's still where everything's pretty much a distinct system. So the
providers are kind of working alone. On the eligibility, the providers are implementing
their own processes, the reservations are directly with the different providers, the
scheduling and dispatching is for the providers. And then the financial operations are not
necessarily any any cost sharing because of the other operations. So this, this can kind of
like help see where you are, and identify if there might be other targets that you might
want to take on in the future. And so this is Ohio. And like I said, I took a little bit of license
with it, I put them down a little further on the first one, not so much because of the call
center, because I know the call center still has some ways to go in terms of integrating
more areas into it for the region. But what what I always found interesting about Ohio,
and you can correct me if I'm wrong, Ohio team, but there's, there's this network of
mobility managers, and from what I understand, they pretty much do this options
counseling already as this warm handoff. So the people in their area know to call them
directly and say, Hey, I'm having trouble navigating on my options, could you could you
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research this a bit and get back with me and help me get into booking? And in my book
that kind of counts as handling some of this? Because it's still navigating a pretty complex
amount of information? Did you want to speak more to that? or anybody else? Actually,
because I think some of you are the ones that really provided day to day

 1:06:38

to your mobility?

 1:06:40

Yeah, hi, Nikki, um, we, we do handle this daily, I mean, this is what we do all day long,
whether it's for a transportation provider, or health or human service agency, it's just kind
of the they call we, you know, we can either help them or we can't. And that's one of the
things that we've talked about, as mobility managers, is that we honestly just have to
sometimes kind of step back and say, okay, there's, you know, we've weighed every
option, there's really nothing that we are going to be able to do to help these people with.
And that's hard for some of us, because we, you know, we are those, there has to be
something that we can do, there has to be a solution kind of thing.

 1:07:26

And that's where we've talked about this

 1:07:28

also,

 1:07:31

on our own time with our homework and stuff with the call center, what is going to be that
definition, that line? When the call center gets a call, are they going to take that call? Or
are they going to refer out to the mobility managers? Yeah, that's kind of another where
do we want to draw that line up? Which handle which ones the call center handle and
which ones they want to refer out to us?
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 1:07:59

Yeah, it's almost like you have a decentralized calling system already. So yeah, so you'll
have to figure out those, right? It's great, because you already have the basic, you already
have the skill base, and you already have a way these are handled. So. Right. The other

 1:08:13

good thing about the mobility managers, they're already collecting data for the counties
that they represent on all kinds of transportation. So this regional resource guide, and
where some of the other states are, like, especially Minnesota looking at how are we going
to gather all this information, the mobility managers have all that data already and can
provide that to the Resource Guide, which we'll have online, but they also can update. So
when Coronavirus hit and transportation was cut back none of our public transit shut in
the entire state. We all stayed open, but we had to run reduced hours. And mobility
managers can update that resource guide on a daily basis if they need to, but certainly on
a weekly basis if there's an emergency, so that people would know right now today, if I
need food, where can I go? If I need food? how can how, who can take me and where can I
ride and so the mobility managers web is really important in the state of Ohio and really
relied on to provide some of that information web and to keep it updated and current.

 1:09:29

And I think there was someone else who was going out on something.

 1:09:36

This is Shannon, I was just going to add that I think that one things that the mobility
managers do provide here in Ohio, is that glue and relationship building between those
transportation providers. So you know, we have that relationship that we can go to these
providers, and with these rides or these crazy circumstances that arise at the last minute
and because of our relationships, we can handle those types of situations,

 1:10:10

because we've built that good relationship.
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 1:10:14

Very good point.

 1:10:16

Yeah. So So again, there's just kind of my take on things. But that's, that's where, where
this might lie. And then the last one is Utah. And again, I kind of potted them a little bit
further down on providing rides. And it's not because the providers coordinate necessarily,
it's really more because they do have this general kind of third party operated trip planner
and the United Way, again, kind of a neutral party providing the the phone based
information component. So So yeah, that's just something to kind of consider play around
with use it if this is any helpful to you to think about where you are, and how to move
down this line with your different products.

 1:10:59

Okay, so now I'll just get into some next steps.

 1:11:03

So what we're proposing is that there's kind of three different areas of activities that will
happen now, between now and march 2021. So first of all, we have these, I'll tell you more
about each of these team activities. And then those are kind of within your own teams.
And then the second one is external support activities. So of course, outside of your team,
and then we're planning on a ncnm check in sometime around March. And what we mean
by that is really just a check in, you know, so we know on it, at the end of exercise eight,
you figured out what makes sense for you to do some next steps, you might find out in
December, you have to completely rethink that because you've got some new
information. So that's by no means a static document. But that kind of process of exercise
eight and and reworking through other exercises might help you think through, you know,
what are those steps. So we'll just hear from each other on where things stand. And yeah,
so that's, that's something that will come up next. So in terms of team activities, there's
two. So the first one is that for those of you who are going to keep using some of the
exercises, especially one through four, you might want to go back and refine some of them
even based on what you already know, as of today. So some examples there. So exercise
one was kind of a formula to come up with a vision statements. But honestly, it's a pretty
complex vision statement, if you did get one from exercise one. So some of you might
have totally new information now. And if you sit down, you might write a two to three
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sentence vision statement that kind of encapsulates what you're hoping to accomplish
with your particular system. So I encourage you to just think about that if you want to go
back and kind of recraft a vision statement. I know from Minnesota, you might have some
more presentations on the state level with your tech Tech Planning project. So that's just
something to consider. And also exercise for. So some of you now have a clearer idea of
your different destinations. And a destination is kind of a concrete place where you'll get
that's within that the three parts of the one call one click the information, the booking and
the payment. So for instance, from Minnesota, they now know that their first destination is
going to be this provider directory, and they had these other two that might happen in the
future, there might be some kind of trip planning aspect with the state. And there might
be some other kind of call aspect that's added on. So so for Minnesota, it might look
something like that. So that's that's just to make sure that you have updated materials,
and that you've kind of done the whole process. And the second one is to carry out your
exercise eight steps, of course, and like I mentioned earlier, just you know, it's very much a
working process. So you'll find out new information and certainly have to refine those. But
there will also be external support activities. So there's going to be two. So the first one is
the kind of a bit of what we're calling a peer experience exchange. And I'll explain a bit
more about that. And the second one is in CMM, coaching and guidance. And so that's
pretty much something like what we did last week. So it's really where you know, you send
me an email, and I'll kind of figure out how I might be helpful to you. And we can kind of
navigate that being very respectful of everybody's time and making sure that it's really
something that's that's truly helpful to you. So just know that I'll be available for that type
of support in the coming months leading up to march. And also there can be guidance just
in general. So for instance, like Deb, and I've been emailing the past few days, and she
said, Hey, I have this specific question. And I respond back with Well, you might want to
look at these different resources, I direct people to certain pages or certain areas so you
can have some idea of maybe some information that you need might be there. So the
other thing to keep in mind with the guidance is I might actually connect you with Kevin.
So Kevin, don't be too alarmed. But what I'll probably do is I'll kind of be betting them so
you'll you'll still contact me and I'll kind of thing like Oh, that's a Kevin question. I'm sure
that will come up. Sometimes. So that might be like, deep into some technology aspects.
And Kevin and I will chat or I'll connect you directly with him. But Kevin, always check with
you first, regarding your availability.

 1:15:10

That's not alarming. That sounds wonderful.

One-Call/One-Click Session 3 TranscriptionPage 35 of 42 Transcribed by https://otter.ai

https://otter.ai


 1:15:12

Okay, excellent. Um, okay, so then, so the pure experience exchange. So Amy, and I had
been kind of toying around with how this would work. But when I met with Ohio last week,
they actually took some time to the end to say, Hey, we didn't really get enough time just
talking with each other as peers, you know, this more formal process is great to know,
certainly useful. But you know, and I've learned this with other projects, there's absolutely
no substitute from just talking with other people who have already done something similar
to what you've done. So that's, that's well received. So Amy, and I talked about it. And
there's definitely a way to integrate this in whatever shape or form you'd like. But what
we're thinking is part of the, when you email me, you can also email me a request to
connect with peers on specific topics. And let me tell you a little bit how that might work.
So the three of you have kind of gotten to know each other pretty well as teams. So if it
turns out that some of the topics you want to cover, you can even ask me to just connect
with another team. Maybe that's the thing that makes the most sense for that particular
issue. And here, I've highlighted a few topics that I've already identified, you probably can
really learn from each other on. So I know with Ohio, and we talked a lot about this in
session one, they already do this warm handoff for trip booking. And so of course, you tell
us interested in doing that. So we even though it might not be the same structure, that
might be something that that Utah would be very interested to learn more about. I'm also
with Utah, of course, they've already set up these phone services with United Way. And
Ohio, of course, is trying to do a much broader kind of call call center or call system. So
they might benefit from knowing more about that. And also Minnesota might that's not
their first destination. But that might be something that they do later. So this is a topic
that maybe all three of you would want to discuss together. And the last one is that Utah,
of course has gone through setting up a new trip planner, which is quite the lift. So again,
if Minnesota takes that on later on in their process, that might be something very
interesting to hear about. So that's by no means everything that we can think of, but that
those were the top three things that stuck out to me as topics you might be interested to
talk with each other about. But it won't stop there. So we as you know, on the Resource
Center, we've already been doing a lot of like work to make sure that we profiles, other
examples of one called one click practices across the country. So if for those of you
haven't seen this before, there's four spotlight projects. And these each have like a
detailed PDF. Some of them are four pages, but some of them are eight pages. And they
really detail the systems in great depth. And I've had to do interviews with each one of
these. So the good thing is, if you're interested in any of these as a peer experience
exchange, which is basically a web call, where I kind of facilitate you a little bit, I set the
agenda, I help you kind of connect, connect the ideas that you might both be interested
in, and then I just kind of back off and you talk to each other. But these are the ones that I
could, I'm pretty confident with would be open to talking with you. I do want to be honest,
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the additional projects that you see there, we got that from available information online.
So I can't make any promises that they'd get back with me. But you know, it definitely, it's
a possibility. And I find that the space people are generally very open to talking with each
other. So we can kind of talk about, you know, who makes sense for peer experience
exchange. Okay, so that's pretty much the the layout till March, again, these team
activities and these external external support activities. And so we're hoping that
combining these two things together helps you kind of figure out how to, to navigate the
next few months as you learn new information. And so with that, we'll go over to our
closing discussion. So this is just I know, we kind of talked as we went, and I've been trying
to make sure we all get involved. But if there's anything else you just want to talk about
openly if you want to talk about the next steps, feel free to and Amy also mentioned when
we spoke this week that she'd like to know more about if any of you foresee a specific
impediment to your implementation, you know, you've done this whole process. It's all
good in theory, but if there's something where you're just like, yeah, you know, I still see a
major barrier. I know that that we'd all like to hear about that.

 1:19:28

To Janae. I'm just saying let me just jump in. Is this where you also want to talk about the
survey or do you have that in another slide?

 1:19:33

Oh, that's fine. Work. Yeah, feel free to mention the survey.

 1:19:37

Okay. Um, so you got to remember that we asked you to do a pre survey, which I'd
actually forgotten about until recently. So look for an email from me or from Kirby asking
you to complete that exact same survey, but now as opposed survey, but in addition,
we're going to add additional questions, so more about how you thought Training went in
general. So the poster is about, you know, did we move the needle kind of, in your
knowledge related to one call one click systems, and particularly as it applies to your
community, but then we're going to add some additional questions or maybe a second
survey have to look back and see how we're going to do this. Yeah, asking some of the
general questions that we need. As you know, as a federally funded project, we're
constantly being evaluated for what we do. And so your feedback on how this training
went, because we would very much like to keep today, we would very much like to have
her do training again for us next year. So anything that you can help us understand about
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what were the strengths of the training where you think we could be up a little bit, we'd
love to hear from you. So please look for a survey or two, but it'd be same email from me
or from Kirby. And also, I'm really, really would appreciate your I know, you get tired of
surveys, but really would appreciate your filling those out. And then what was the there
was one more thing you said today, and I'm trimmer order was asking respond to

 1:21:10

you and I talked about how it'd be good to hear about their impediments to
implementation that they foresee. Hmm, yeah.

 1:21:18

Yeah, I'm trying to think we're here. Keep keep going today, and I'm sure to come back. I
don't want to say about them.

 1:21:24

Yeah, that sounds good. Yeah, but so now it's just kind of an open time open invitation, if
anybody would like to add anything about the next steps is unclear. Or if there if you'd like
to tell us that you kind of foresee some challenges up on the horizon. I know, some of you
have already expressed that. But if there's anything else you'd like to add,

 1:21:42

I wanted to ask a question of the other two states. So one thing so in Ohio, they've divided
Ohio into basically 10 regions along Area Agency of aging guidelines, sort of their same
areas. And when we look at our region and our regional call center, one of the reasons
why this is like so critical to everyone in such a sticking point is because there is an
awareness, I was gonna say fear, but let's say awareness that if Medicaid comes into the
states and says, we now want regional brokerage, instead of county by county brokerage,
that however, the call center gets set up and whoever is owning and operating it, that will
be the natural choice that Medicaid would latch on to to say, okay, you can now be the
regional Medicaid broker. And that causes us some concern, and I just wondered if the in
the other states is there that kind of a concern that Medicaid might come in and change
the way trips are handled and go to a regional brokerage, as opposed to however, they're
doing it now?
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 1:23:04

So I'll take a stab at that one. So it again, it's not Medicaid is the state Medicaid office,
obviously, that makes that decision? And, you know, I think what 36 probably what three
FISMA states or maybe two thirds have statewide brokers now. So and a few than a few
have gone to the model of splitting up their state into kind of health care regions, MC O's,
and hired MC O's, to manage care organizations to operate those. And that is the
responsibility of the managed care organization, to then contract for what they end up
doing then as they set up a contract with some of the national brokers who then broker
transportation. There aren't a lot of regional transportation brokers that I know of, we do
have a report on that. And I can look through that. So your concern is, Deb, that you
would need to be able to scale up if you wanted to continue to read Medicaid service,
you'd need to scale up to become a broker.

 1:24:08

No, the concern is that whoever is this goes back to our concern about having the
ownership of the call center be in the hands of someone that provides transportation. So if
that then becomes the new Medicaid broker, then there's even more suspicion upset that
how would the trips be brokered fairly, and the reason that's important is because
Medicaid trips provide matching funds for all of our world trends. So those are critically
important trips. So I just wondered if, if other states had that same corner sort of
statewide system set up or how they handled looking at how Medicaid might filter trips in
their state? I don't know.

 1:24:58

Yeah, and I guess trying to think of other.

 1:25:05

Hmm. So there is definitely a conflict of interest for a transit system to also be a Medicaid
broker, right.

 1:25:15

But when Medicaid would look at the region, they might say, Oh, well, there's already a
regional call system. So there's already a structure in place that talks to all the providers.
So that might be a natural fit. If they didn't look closely, or whatever it could be, it could
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be that that's a natural fit, if Medicaid would look into this, or also, I mean, we feel like this
is also a model, because it's a pilot program in the state that some of the other state
initiatives, there's a mo mobility Ohio initiative that statewide that they would also
naturally gravitate towards whatever the regional call system is set up, like, which is why
we're so concerned with, you know,

 1:26:03

equity have to have establish rates to be Medicaid provider, obviously, you probably
already know this, you have to have established rates. So

 1:26:11

yeah, they're looking at a cost allocation model right now that we're piloting in our region
as well, that would establish cost allocation rates that would be agreed to by the whole
region, all the providers, Medicaid, Health and Human Services will all agree to that cost
system, they're

 1:26:31

gonna suggest, um, let's take this offline, because I suspect this could get really detailed
pretty quickly. But let me do some research. Let me reread our report. I and you know
what, anyway, let me look into it, and then I'll contact you wouldn't have a conversation.
And if you want to send me an email, remind me that's perfectly cooked like a lot of my
plate as everybody else does. Okay, and there, we'll see if we can kind of talk a bit more
about this issue. Thank you.

 1:27:03

So a few things, a few takeaways for the right here at the end. So one is that you'll receive
two emails next week. So one will be regarding the survey another one, I'm going to make
sure to send a copy a contact list to everybody. So that means that you can contact each
other. But just know that of course, and Amy just mentioned to me to kind of make sure
this is very clear. So I will be setting up these peer exchange, peer experience exchanges
for you, so that no one else sent me a message. And she said she wants to hear from
Vermont, well, I hear you loud and clear. So we'll start working on that next week getting
that set up with them. So that's, that's something and we'll again, just keep emailing me
and we'll talk more about that for all of you. And secondly, there's coaching and guidance.
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So just like last week, but you know, we'll think about what's most helpful to you, if that's
facilitated conversation, if that's helping you figure out how to research what you need a
little bit more, it's really whatever you need. So just, you know, contact me, you have my
email address, I'll be monitoring that box. And you know, again, where all the training
materials are. So there's anything else anyone wants to add, feel free.

 1:28:10

The last thing is, is Amy can The last thing I would add is that, you know, ncms mission is
to provide technical assistance. So if there's something that's, you know, different from
what Janae she obviously is our expert in one column click systems. But if there's
something different to that, that we can help provide just as our staff, this is what the
federal government pays us to do. So let us know, because we're here for you. Like if that
means I wish we could travel, but we can't. But if that means helping to facilitate a
different kind of conversation than the one that Janae would be facilitating, or again, you
know, such as Deb's question on on any empty, let us know, that's what we're here for.
That's what we get paid to think of me more as a conduit. So basically,

 1:28:56

you'll email me and I'll kind of think about if it's something that I can handle, but I might
email Amy and talk some more about something else. And like I mentioned, I might email
Kevin and figure out if he has some time to talk with someone. So just know that all those
options are there at your disposal. So you will be hearing from us next week. And thank
you all for joining

 1:29:14

in today. Thank you for all your hard work on this. You've done a wonderful job. I really
appreciate it.

 1:29:19

Yeah, I want to thank everybody for all their hard work. I mean, I've attended a few
conversations about one call one click and I have yet to find one that is inclusive of all the
different elements that you know, there's a lot of conversations that just focus on the
technology. There's a lot of conversations that just focus on the agencies or the services.
And this is really the first one that I've seen where all the parts and pieces are on the table
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in an approachable way and people are actively and occasionally talking about them all.
That's, that's really not an easy feat. So I want to thank you all for doing that. I want to
thank Janae for setting that up and kind of setting the table for that. So that that was
really viable.

 1:30:07

Yeah. Well, thanks, Kevin. And for those of you who see your chat, Christy had to leave
and Lynn, I'll also send a nice message and so did that. So, so yeah, thank you, everyone.
And this is certainly not the end. So we'll we'll keep connecting with each other, and then
we'll meet back again in March and see where things landed.

 1:30:25

Thank you so much for the opportunity. We really

 1:30:29

do. Thank you, all of you. All

 1:30:34

right.
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