Denver Regional Mobility & Access Council – Contact Center Work Plan


History:

In late 2005, an interagency task force completed a ground-breaking report, the “Getting There Collaborative, Analysis of Colorado’s Human Service and Public Transportation Networks” that analyzed the specialized transportation issues of older adults and persons with special needs in Colorado, with an emphasis on the Denver region. Two grant-making organizations, Rose Community Foundation and The Colorado Health Foundation, funded the Getting There study. Their systems analysis of Colorado’s human services transportation network, referred to as The Getting There Collaborative, provided objective information about transit providers in the area. Out of this, The Denver Regional Mobility and Access Council (DRMAC) was established in 2005 to address the specialized transportation needs for citizens of the greater Denver metro area. Our mission is to reduce barriers to mobility and access in the Denver metro region by fostering interagency and organization collaboration. 
In August 2008, DRMAC outlined several priority projects, two being a transportation provider database and coordinated call center. In order to develop a comprehensive solution to the mobility and access issues facing individuals in the Denver Metropolitan region, a complete inventory of current transportation service needed to be undertaken. A transportation provider database was thus developed and was launched on June 16, 2011. This database also serves as the foundation for a coordinated transportation service in the future.

The Denver metro region became very excited about United We Ride's "One Vision: One Call" campaign. Under this effort, individuals within the Denver area would have a single phone number to call, similar to the 511 traveler information number available through the Colorado Department of Transportation or United Way's 211 human services call number. 
In the fall of 2010, DRMAC contracted with Colorado WIN Partners at the University of Colorado Denver to gather input from stakeholders as a first step in developing a call center. This Work Plan was produced with input from a variety of stakeholders across the nine counties included in the DRMAC region.  Input was gathered from riders, public and private transit service agencies, city, county and state employees, and human service organizations.  The targeted riders were individuals with special transit needs including seniors, individuals with disabilities, individuals with low-income and potential riders.  To create this work plan a number of steps were taken.  First, the contractor met with the DRMAC Database/Call Center Committee.  This group provided input throughout the process.  Next, an electronic survey was disseminated across the nine county region to riders and transit service organizations to conduct a needs assessment.  This information was analyzed and presented to stakeholders attending the first half-day strategic planning session.  Based on the recommendations of the planning session, a round of information gathering sessions were conducted to solicit additional input from riders and potential riders.  Results from these sessions were shared at the second half-day strategic planning session.  The second strategic planning meeting established the foundation for this DRMAC three year Contact Center Work Plan. The Work Plan was finalized with the contractor meeting with the Executive Director of DRMAC and the Database/Contact Center Committee.  
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We want to give special thanks to the following stakeholders and participants who assisted in the development of this three-year work plan:  

	Purpose: Getting the rider connected with the right ride to meet his/her individualized need



	Vision:  One Call, One Ride!


	Elements of the Vision: Connecting riders to the right ride by providing one number a person can call that is accessible and connects them to a person, who is knowledgeable, culturally sensitive, and can provide timely transportation information and/or schedule a ride. This system will utilize appropriate technology, link with 2-1-1 system, develop and hold a customer profile on eligibility, recognize rider profile, work with others across the state, streamline funding, have urban and rural connectivity with providers, and advocate for the needs of the rider.   


	Long Term Vision (5-10 years): This work plan is dynamic with a long range vision of implementing a Scheduling and Dispatch Center.


	Priority Area
	Indicators & Means for Evaluating
	Documentation & Evaluation

	Obtain stakeholder commitment to the vision and moving work plan forward
	· Gather signatures from stakeholders committed to moving the work plan forward  
· Development of MOUs as work plan progresses 
	

	Utilize database to make customer friendly and combine databases
	· Increase in people that know about it 

· Usage

· Decrease in printing “Getting There Guide”

· Increase in advertisements within the community
· Increase in marketing base
	

	Match ride with right transportation
	· Increase in matched to rides

· Decrease in complaints

· Change in service hours and boundaries

· Increase in ridership
	

	Establish standards within customer service, operations and code of conduct 
	· Development of standards document people are using

· Utilization of standards

· Decrease in complaints
	

	Sustainable funding for riders
	· Maintenance of current and identification of additional, diverse funding streams, which could include tax revenues, grants, user fees, etc. 
· Know how the money is spent

· Identify cost and know budget for Contact Center
	

	In concert with other areas of work plan, develop long-range plan for scheduling and/or dispatch center
	· Long-range vision is always kept in mind
· Evaluate and build upon work plan bi-annually 
	


	Goals
	Action Steps
	Timeline

	Goal: Obtain stakeholder commitment to the vision and moving work plan forward
	
	Year 1
(June 2011-May 2012)
	Year 2
(June 2012-May 2013)
	Year 3
(June 2013-May 2014)

	Action Leader
	
	
	
	

	ED
	a) Draft signature page showing commitment to this vision and work plan
	X
	
	

	ED
	b) Gather signatures from committed partners
	X
	
	


	Goals
	Action Steps
	Timeline

	Goal: Utilize database to make customer friendly and combine databases to build one comprehensive database
	
	Year 1
(June 2011-May 2012)
	Year 2
(June 2012-May 2013)
	Year 3
(June 2013-May 2014)

	Action Leader
	
	
	
	

	ED
	a) Explore access or tying in with 2-1-1
	X
	
	

	ED
	b) Roll out the database to 3-5 sites as pilot projects for use
	X
	
	

	ED/pilot sites
	c) Gather feedback from pilot sites and make any changes, if needed
	X
	
	

	ED/Database contractor
	d) Launch to a wide audience- create a common portal link to other sites
	X
	
	

	ED/Database contractor
	e) Continually get feedback and embellish database with tech updates when available and appropriate 
	X
	X
	X

	DRMAC and Stakeholders
	f) Have a finished, high end, user friendly database ready for the DRMAC/DRCOG Information and Referral contact center - use database as foundation for Information and Referral contact center in the future
	X
	
	


	Goals
	Action Steps
	Timeline

	Goal: Match riders with right transportation

	
	Year 1
(June 2011-May 2012)
	Year 2
(June 2012-May 2013)
	Year 3
(June 2013-May 2014)

	Action Leader
	
	
	
	

	ED/Committee
	a) Identify all existing resources - Asset mapping
	X
	
	

	ED/Committee
	b) Determine what transportation services are available (e.g., hours, days of operation, wheelchair accessible, cost)
	X
	
	

	ED/Committee
	c) Determine areas of weakness
	X
	
	

	Specialized Transit Providers
	d) Create system for continuous rider and potential rider feedback
	X
	
	

	ED
	e) Track concerns/gaps in service within database
	X
	
	

	ED
	f) Conduct analysis to demonstrate need for evening/week-end services and ensure service is financially viable for the provider 
	X
	X
	

	ED
	g) Advocate and share information about gaps to AAA’s, policy makers, and current providers in order to meet the needs and fill gaps
	X
	X
	

	ED/Committee
	h) Identify elements of an information and assistance contact center
	
	X
	

	ED
	i) Formalize training for personnel within the information and assistance contact center
	
	X
	

	ED/Committee
	j) Launch information and assistance contact center
	
	X
	


	Goals
	Action Steps
	Timeline

	Goal: Establish standards within customer service, operations and code of conduct to build the foundation for a scheduling and/or dispatch center
	
	Year 1
(June 2011-May 2012)
	Year 2
(June 2012-May 2013)
	Year 3
(June 2013-May 2014)

	Action Leader
	
	
	
	

	ED/Committee
	a) Research standards that exist
	X
	
	

	ED/Committee
	b) Prioritize customer issues
	X
	
	

	ED/Committee
	c) Identify best practices
	X
	
	

	ED/Committee/Stakeholders
	d) Identify stakeholders who will  assist in identifying categories for standards
	X
	
	

	ED/Committee/Stakeholders
	e) Develop the categories to develop the standards (roles and responsibilities of riders, roles and responsibilities of providers, maintenance of vehicles, operations, training, customer service)
	
	X
	

	ED/Committee/Stakeholders
	f) Establish sub-committees for each category
	
	X
	

	ED/Committee/Stakeholders
	g) Develop a Memorandum of Understanding (MOU) that is a written and formalized document that includes a vision for the contact center
	
	X
	

	ED/Committee/Stakeholders
	h) Continue action to gain additional MOU signers 
	
	X
	X


	Goals
	Action Steps
	Timeline

	Goal: Identify potential funding sources and develop sustainable funding for riders
	
	Year 1
(June 2011-May 2012)
	Year 2
(June 2012-May 2013)
	Year 3
(June 2013-May 2014)

	Action Leader
	
	
	
	

	DRMAC Executive Director (ED)/DRMAC Database/Call Center Committee (Committee)
	a) Add key stakeholders to current committee; reshape and refocus committee around this work plan
	X
	
	

	ED/Committee
	b) Create an inventory of funding resources (federal, state, local and foundations) and their stated purpose to support the activities within the work plan.
	X
	
	

	ED/DRMAC Board
	c) Monitor Reauthorization and Appropriations
	X
	X
	X

	Stakeholders
	d) Lobby and collaborate with local/state/federal legislators 
	X
	X
	X

	ED/Committee
	e) Identify resources available to fund elements of a contact center
	X
	
	

	ED/DRMAC Board
	f) Develop budget for contact center
	X
	
	

	ED/Committee
	g) Form partnerships and obtain funding for specific elements of a contact center
	X
	X
	X

	ED
	h) Leverage regional initiatives
	X
	X
	X


	Goals
	Action Steps
	Timeline

	Goal: In concert with other areas of work plan, develop long-range plan for scheduling and/or dispatch center
	
	Year 1
(June 2011-May 2012)
	Year 2
(June 2012-May 2013)
	Year 3
(June 2013-May 2014)

	Action Leader
	
	
	
	

	ED
	a) Research call-centers that exist or are being formed and explore similarities and differences in their regions and ours 
	
	X
	

	ED/Committee
	b) Prioritize customer issues
	
	X
	

	ED/Committee
	c) Identify best practices
	
	X
	

	ED/Committee 
	d) Review work plan and make changes/add to as work plan develop
	
	X
	X

	ED/DRMAC Board/Stakeholders
	e) Implement scheduling and/or dispatch contact center
	
	
	X and beyond
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Stephanie Cline, Developmental 


     Disability Resource Center


Tom Coogan*, RouteMatch 


     Software


Jennie Creasey, Jewish Family 


     Service of Colorado 


Allison Dellwo, Care Connect


Yolanda Duran, Denver Options


Tex Elam*


Bob Epstein, Colorado Senior Lobby 


Jeanne Erickson, United We Ride


Rose Flores, Seniors’ Resource 


     Center


Susan Franklin, Jefferson County 


     Human Services 


Gene Gnatyuk, Amazing Wheels


Jerry Gooding, Imagine! 


Linda Haley*, Arapahoe County 


Regina Hanson


Matthew Helfant, Douglas County 


Jaci Hjelmgren, Seniors’ Resource 


     Center


Dan Houston, Laradon Center














Emily Jackson, TransitPlus 


Cliff Johnson, To The Rescue 


Adeeb Khan, American Red Cross 


Audrey Krebs, Colorado Department 


     of Human Services, Division of 


     Aging and Adult Services


Lenna Kottke*, Special Transit


Sylvia Labrucherie*, Colorado 


     Department of Transportation, 


     Division of Transit and Rail


Loretta Martinez, City and County of 


     Denver


Laura Mathews, Boulder County Aging 


     Services


Chandra Matthews, Denver Regional 


     Council of Governments


Harvey McWhorter, 50+ Marketplace 


Michaeleen Morrison, St. Anthony 


     Hospitals 


Katherine Nelson, City of Aurora


Jack O’Dell, Governor’s 


     Commission on Community 


     Service











Steve Allen*, Colorado Department  


     of Human Services, Division of 


     Vocational Rehabilitation


Rob Andresen, First Transit 


Fermin Avila, Mile High United Way


Jeff Becker, Regional Transportation 


     District 


Brent Belisle, Disability Center for 


     Independent Living


Lisa Bitzer, Special Transit 


Barb Borg, Special Transit


Douglas Bowen, Aurora Commission 


     on Older Adults


Hank Braaksma*, Seniors’ Resource 


     Center


Amy Branstetter, Douglas County 


Jennifer Eby, Douglas County 


Rich Burns, Special Transit 


Larry Buter, Regional Transportation 


     District 


Brad Calvert, Denver Regional 


     Council of Governments (DRCOG)


Amy Ciezadlo, Yellow Cab











Barbra Price 


Roosevelt Price


Jan Rasmussen, Imagine! 


Margaret Rendon*, First Ride


Valerie Robson, Douglas 


     County Human Services 


Jayla Sanchez-Warren, Denver 


     Regional Council of 


     Governments 


Stephanie Sanchez, Mile High  


     United Way


Ann Skinner, Town of Castle 


     Rock


Vivian Stovall


Joe Vaccaro, Community 


     Intersections


Mary Warring, North Front 


     Range MPO 


Scott Weeks*, DRCOG


Rae Weitz


Barbra Winters


*indicates DRMAC Board of Directors at time of plan creation 








Colorado WIN Partners, University of Colorado Anschutz Medical Campus

April 29, 2011
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