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NOVEMBER 2019

(continued on page 2)

From the Chair

2019 FPTA/CTD Annual Conference 
Wrap-Up: Teamwork at its Best

(continued on page 2)

The 2019 FPTA/CTD Annual 
Conference finished up in September 
and I believe I speak for everyone when 
I say that it was a tremendous success! 
Thank you to everyone who joined us 
in the Orlando area, we broke a non-
EXPO year attendance record, with 566 
individual registrations. Our partnership 
with the Florida Commission for the 
Transportation Disadvantaged office 
and staff was, again, a big hit, and I’d 
like to thank them for their assistance 
with planning of the event.

I want to also take the time to thank 
all of the amazing sponsors! We had 5 
Platinum Sponsors, 6 Gold Sponsors, 
14 Silver Sponsors, and 10 Bronze 
Sponsors. Our business members are 
a big part of our Annual Conference 
and are so integral to holding a quality 
event. THANK YOU to all of you for 
taking the time to participate in our 
Annual Conference.

At our FPTA Board Meeting at the 
Annual Conference, we approved a 
revised budget that includes more 
money dedicated to training. You will 
soon be receiving a training survey to 
help guide us over the next year on what 
training topics you and your employees 
want to see more of. Please take the 
time to complete the survey and help us 
provide even more benefits to you as an 
FPTA Member.

The board also approved more 
dollars for sponsorships of national 
conferences that come to Florida. Our 
state is a mecca for not only tourism, 

The 2019 FPTA/CTD Annual Conference was held at the Omni Orlando Area 
ChampionsGate Resort on September 15-18, 2019. Over 550 people attended the 
conference, which was a record high for a non-EXPO year. Our host property, LYNX, 
was tremendously helpful and kept everything running smoothly!

On Sunday, after the Golf and 
Mini Golf Tournaments were held, 
the Conference kicked-off with a 
wonderful opening reception, 
which included the Dungeon 
Dogs as entertainment. Monday 
morning brought a welcome 

from Osceola County Commissioner Fred 
Hawkins and an update on LYNX by their 
CEO, James E. Harrison, Esq., P.E. FPTA also 
gave out our 2019 Hall of Fame award, 
which was presented to Ed Coven, retired 
State Transit Manager from the Florida 
Department of Transportation (FDOT).  I 
think all of us in the industry can agree that 
this was one of the easiest decisions for our Hall of Fame Committee ever, Ed is a 
true leader and innovator of the transit 
industry, and he will be sorely missed 
in his previous role at FDOT. 

Our theme this year was related to 
teamwork: #TeamTransit, #Team TD, 
#TeamMobility.  It was a no brainer to 
bring in a former sports star, and we 
were lucky to have two-time Heisman 
trophy winner, Archie Griffin (see 
right), join us as our Keynote Speaker 
on Tuesday.  His speech, which focused 
on leadership and teamwork, brought 
our theme together seamlessly. He 
gave a wonderfully inspiring speech! 

Numerous workshops and training 
sessions were held, including topics 
related to:  Basic and Comprehensive Emergency Management, ADA Compliance for 
Websites, Microtransit, Public Transportation Agency Safety Plans, and many more. The 
Transit Networks were also able to meet to discuss important topics in their everyday 
roles. 
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Murriah DekleMurriah Dekle

but, also, for national conferences. We are an ideal host 
state and we want to encourage more transportation 
conferences be held here. The board felt it was important 
to support these groups and has increased our sponsorship 
budget. In order to ensure the sponsorships are keeping 
with the goals of our association, we will be developing a 
new sponsorship approval process.  

Also at our board meeting in September, Ben Limmer, CEO 
of HART, gave an overview of where they are in the lawsuit 
that was filed against Hillsborough County regarding the 1 
cent sales tax referendum that was passed last November. 
The Florida Supreme Court is scheduled to hear the case 
on February 5, 2020. We are closely following these 
proceedings and will give updates to the board as they 
come in.

As we head into the holiday season, and reflect on our 
accomplishments of the last year, I want to thank each of 
you for your continued support of our organization. We 
are considered one of the top State Transit Associations in 
the country, and we can only maintain this reputation by 
keeping our membership and participation levels high. 

I want to thank you on behalf of both Lisa Bacot and myself 
for your tremendous dedication to the transit industry and 
to FPTA! 

Murriah Dekle

During the American Public 
Transportation Association’s 
Transform conference in 
NYC, the Florida Public 
Transportation Association 
(FPTA) was happy to award 
Kristin Gladwin the FPTA 
Scholarship. She has been 
selected as one of 38 students 
from across the nation t o 
receive a scholarship from 
the American Public 
Transportation Foundation’s 
Scholar program. Kristin was 
sponsored by StarMetro and 
lives in Tallahassee, Florida. 

Kristin is a second-year doctoral student at Florida State 
University’s Department of Urban and Regional Planning 
where she is focusing her studies on transportation planning 
and planning for an aging population. Kristin has a passion 
for topics related to older adults and public transportation, and 
from 2014 to 2018 Kristin worked at Florida Department of 
Transportation’s Public Transit Office (CO), as well as FDOT’s 
Safe Mobility for Life Coalition. Congratulations, Kristin!

Kristin Gladwin Receives 
FPTA/APTF Scholarship

As always, the Awards Banquet was a highlight for many of our 
participants.  We awarded numerous awards to deserving transit 
systems and individuals around our state. For a summary of all 
of the awards winners, please turn to page 11.  

Thank you to all who attended!  And, please mark your calendar 
for next year’s exciting event:

October 4-6, 2020
FPTA Annual Conference

TradeWinds Island Grand Resort
St. Petersburg Beach
Host Property:  PSTA

(continued on page 11)
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Miami-Dade County Bus Operator’s quick actions
save a passenger’s life

There are superheroes who don’t wear 
capes and masks, but their heroic actions 
help to save the lives of strangers. On the 
morning of September 
19, Miami-Dade 
Metrobus Operator 
Laronda Marshall 
was driving her usual 
bus route 77 unaware 
what was in store for 
her that day. 

When she reached a 
bus stop around 10:25 
a.m., a passenger who 
was getting off the bus 
told her that a man in 
the back was slumped over and seemed 
ill. Marshall quickly parked the bus and 
walked back to check on the passenger.

The man was unconscious and non-
responsive. Marshall, a former nurse’s 
aide, couldn’t find a pulse so she asked 
someone near her to dial 911. With the 
help of other passengers, she was able to 
move the man from his seat and lay him 
down on the floor of the bus. By then, 
her nursing instincts had taken over and 
she started steady chest compressions on 
the ill rider.

Marshall continued to apply chest 
compressions and by the time emergency 
workers arrived 10 minutes later, the 
man was breathing again. According 
to paramedics at the scene, her quick 
actions helped save a life that day. 

This incident wouldn’t be the first time 
operator Marshall helped to save a 
passenger’s life. In fact, September’s 
event was her third life-saving act since 
becoming a Metrobus operator in 2011. 

In November 2017, Marshall saw a 
pedestrian, who had been struck by a 
car, laying motionless on the road. She 

secured the scene 
by parking the bus 
to protect the person 
from being further 
injured. Marshall 
stayed and comforted 
the injured man until 
help arrived.

A month later, 
Marshall jumped into 
action again when 
she saw a little girl 
alone in the middle of 

a major intersection in Miami Gardens. 
M a r s h a l l 
guided the 
child to safety 
inside her bus 
and called for 
assistance.

“O p e r a t o r 
Marshall is 
an exemplary 
e m p l o y e e 
who goes 
above and 
beyond her 
duties. She 
places the 
w e l l b e i n g 
and safety of 
those she serves as top priority. We are 
extremely proud of Operator Marshall 
and are grateful for her professionalism, 
heroism, and her willingness to serve 
others – even in challenging situations,” 
said Alice N. Bravo, P.E., Director of 

Miami-Dade County’s Department of 
Transportation and Public Works.

Marshall’s Division Superintendent, 
Mary Peoples, said, “Marshall is a model 
employee. We are so proud of her. 
She’s an inspiration for all of our bus 
operators,” Peoples said.

Marshall herself said she is grateful she 
was given an opportunity to use her past 
skills as a certified nursing assistant to save 
someone’s life. She encourages others to 
learn cardiopulmonary resuscitation – it 
might just come in handy. 

“I have a love for people, and my instinct 
is to jump in and help,” Marshall said. 
“I really feel everybody should learn 

CPR because 
it could save a 
life, especially in 
transit.”

Bus drivers are not 
often recognized 
for their service to 
the community. But 
on October 29, 
operator Marshall 
received a special 
c o m m e n d a t i o n 
from Miami-Dade 
County in the 
Board of County 
Commissioner ’s 
chamber.   

After sharing Marshall’s story via the 
Department’s social media channels 
and with local news outlets, it went viral. 
Operator Marshall is a true hero and 
Miami-Dade Transit is beyond proud to 
have her on the team.

JOIN US FOR THE 

2020 
Triple Crown 

Roadeo!

The event will be held on April 3-4, 2020 in Orlando. The 
Host Hotel is the Rosen Centre (9840 International Drive 
Orlando, Florida 32819), and the Roadeo will be held at 
LYNX. For more information: https://floridatransit.org/
florida-triple-crown-bus-roadeo Registration will be open at 
the first of the year.
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Senior Resource Association and Bike Walk Indian River County 
celebrated World Car-Free Day with the opening of the new 

Bike Repair Station 

maintenance of their bikes,” Aaron said.

The new bike repair station is open and 
free to all riders, Monday through Friday 
from 6:30 am to 6:30 pm and Saturday 
8:30 to 4:30. All GoLine bus commuters, 
including visitors and residents, can 
ride the bus at no charge on 15 fixed 
routes throughout Indian River County. 

When it comes to getting around, 
there are more choices than 
ever. That’s one of the reasons 
that the Florida Department of 
Transportation’s Safe Mobility 
for Life Coalition, made up 
of organizations like the 
Hillsborough Area Regional Transit 
Authority and the Florida Public 
Transportation Association, wants 
to educate older adults about 
all their possible transportation 
options.

The newly released Florida’s 
Guide to Safe Mobility for Life can help 
older Floridians meet their personal 
mobility needs and explore alternatives 
to stay safe, mobile, and active in 
their communities through the Keys to 
Achieve Safe Mobility for Life:

• Understand the impact aging has 
on driving, changes in driving behavior, 
common driving errors, recognizing 
changes and what to do next, and 
information about the Florida Driver 
License and ID card. 

• Be proactive about safe driving, 
walking, bicycling, and riding transit 
skills and practices. 

• Plan for a life beyond the 
driver’s seat, how to get around 

Older adults discover new options with 
Florida’s Guide to Safe Mobility for Life

using transportation options in your 
community, and your transportation 
future. 

The guide, which is an updated 
and expanded version of the 2012 
Florida’s Guide to Aging Driver’s, has 
information about community and 
statewide transportation and mobility 
resources, safety tips, and rules for 
sharing the road to help drivers, walkers, 
bicyclists, motorcyclists, and transit 
riders be proactive about their mobility. 
It also includes self-assessments and 
worksheets to help prepare and plan 
for their own transportation future. 

All older adults living in Florida are 
invited to order a free copy of Florida’s 
Guide to Safe Mobility for Life by visiting 
SafeMobilityFL.com/Guide.htm.

A new bike repair station at the GoLine 
Hub in Vero Beach makes multi-modal 
transportation easier and safer for all.

On September 20th, the Senior Resource 
Association and Bike Walk Indian River 
County hosted a celebration and ribbon-
cutting ceremony for the new public 
bike repair station located at the GoLine 
Hub on 16th street in Vero Beach. In 
recognition of World Car-Free Day, 
participants arrived at the Hub via bicycle 
just as the buses rolled into the Hub at 
9:20am.  

The new bike repair station was provided 
by Bike Walk Indian River County with the 
support of Dyer Subaru of Vero, Orchid 
Island Bikes & Kayaks, People for Bikes, 
and Sunrise Rotary of Vero Beach. The 
station contains multiple tools for onsite 
repairs of multiple bike mechanical 
problems and includes an air pump with 
pressure gauge for inflation. 

“GoLine strives to improve the quality 
of life for residents in our community 
by providing convenient and fare-free 
transportation for all. More than 300 
bicycles are loaded on and off the bike 
racks of our county buses every day. The 
new bicycle repair station will make the 
commute for multi-modal riders safer 
and much easier,” Karen Deigl, President 
and CEO of Senior Resource Association 
and GoLine Indian River Transit said.

Laura Aaron, a founder of Bike Walk 
IRC, arrived at the event on her bicycle 
followed by other members of the 
coalition.  More than a dozen local bikers 
soon followed including Phil Manson and 
Brian Freeman from the Metropolitan 
Planning Organization (MPO). 

“Not only is this a much-needed utility for 
individuals whose primary transportation 
is their bicycle, we hope to help educate 
our community about the importance 
of bicycle safety and the proper 

Convenient bike racks are available on 
all GoLine buses.  

For more information about 
Senior Resource Association and 
GoLine Indian River Transit, visit 
SeniorResourceAssociation.org or 
GoLineIRT.com.
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Get Involved in Florida’s Transportation Future!
Now is a very exciting and dynamic time 
for transportation in Florida. Whether we 
drive, bike, or take the bus to work or 
school, locate a new business in Florida, 
move freight and goods to market, 
receive packages at our door, or use 
technology for real time bus schedules, 
Florida’s transportation system is at the 
heart of our daily lives. 

An agile, quality, and resilient 
transportation system is critical for a 
strong economy and healthy communities 
and drives Florida forward. We want 
you to be a part of planning Florida’s 
transportation future. 

The Florida Department of 
Transportation (FDOT), along with 
our transportation, business, modal, 
workforce, environmental, and local 
partners, are updating the state’s 
long-range transportation plan, the 
Florida Transportation Plan (FTP). This 
is the overarching plan for the future of 

transportation in Florida, and it affects 
all residents, businesses, and visitors. 
The seven goals of the FTP emphasize 
transportation safety and security, 
infrastructure, mobility, and choices, as 
well as Florida’s economy, communities, 
and environment. 

The FTP also serves as the state’s transit 
policy plan. During our public engagement 
over the last six months, transit continues 
to be a strategy echoed by our partners 
as a way to efficiently achieve many of 
our transportation goals. On September 
16 and 17, 2019, we sought input from 
the Commission for the Transportation 
Disadvantaged and the Board of the 
Florida Public Transportation Association.  
They identified autonomous vehicles, 
climate change, population growth, 
and congestion as trends impacting the 
future of public transportation in Florida.  
Among some of the strategies they 
identified to ensure that all of Florida’s 

residents have access to safe and reliable 
transportation were:

• Having reliable multimodal 
connections to transit.

• Expanding evening and weekend 
transit service.

• Funding for new transit technologies.

• Changing the built environment.

Add your voice to the discussion. The 
plan we create together will guide our 
transportation decisions today and help 
us achieve our vision for tomorrow. We 
can’t do this alone – we need you to help 
develop the plan by providing your input 
to achieve our common goals. Be an FTP 
partner, get involved, and have a role in 
planning Florida’s transportation future. 

Visit www.floridatransportationplan.com 
and GET INVOLVED!

YOUR NE IGHBORS ARE  SHAR IN G
THE IR  TRANSPORTAT ION STORIES

Every weekday I take 
the bus to school. It’s 
important for me to 
have access to  
technology that  
provides real-time   
bus schedules so I  
can make it to class 
on time.

As I age, I care   
about living where   
I choose to stay  
independent. I need 
 more transportation 
choices so I can   
easily get to doctor 
appointments,   
community events 
 and my friends. I like 
feeling in control.

I own a small  
business. I depend  
on timely freight  
deliveries and a   
safe and accessible 
storefront to ensure 
customer satisfaction 
and my profitability.

Share 
your 
thoughts
today!

TELL US YOUR VISION FOR TRANSPORTATION IN FLORIDA. 
Help FDOT and its partners update the Florida Transportation Plan. Go to:

http://www.floridatransportationplan.com/

Take the 10-MINUTE Values and Preference SURVEY

SIGN UP for Mailing Lists

JOIN a SUBCOMMITTEE

LEARN MORE by listening to PODCASTS, watching WEBINARS, or READING

Provide YOUR IDEAS online

REQUEST a PRESENTATION to your organization or group

Be on the lookout for REGIONAL WORKSHOPS COMING IN 2020

Office of Policy Planning
planning@dot.state.fl.us 

850-414-4800

@FLDOT
@MyFDOT
@My_FDOT
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HART launches installations of $1 million in safety shields in 
October for all bus and van operators 

Tampa, Fla. – Hundreds of HART or 
Hillsborough County Regional Transit 
Authority Operators have a new layer of 
protection as the agency launched safety 
shield installations in early October.

"HART employees, whether behind the 
wheel or behind a desk, should have an 
expectation of going home to their loved 
ones," said HART CEO Benjamin Limmer.

The Hillsborough Area Regional Transit 
Authority (HART) and ATU Local 1593 
collaborated with manufacturer AROW 
Global to select and approve the best 
safety shield option to cover operator 
space. Each shield is equipped with an 
interior latch which operators can slide-
lock while in their seat compartment.

"The safety and security of our employees 
and customers is always our number one 
priority. The installation of the on-board 
safety shields reflects that commitment,” 
said CEO Limmer. 

HART shared the first installed safety 
shield with employees, media partners 
and the community on October 10th at 
a media conference. A HART Operator, 
HART CEO Ben Limmer, Hillsborough 
County Sheriff Chad Chronister and ATU 
representatives took the inaugural ride.

In addition, HART partnered with the 
Hillsborough County Sheriff's Office 
and provided HART operators with De-
escalation and Situational Awareness 
Training.

"No bus drivers in our county should be 
in fear of simply doing their job, and that 
is why the Hillsborough County Sheriff's 
Office felt the need to partner with HART," 
said Sheriff Chad Chronister. "We have 
spent months working to make sure 
drivers have the knowledge they need 
to deescalate any situation that could 
arise while on their routes and gain the 
situational awareness needed to spot a 
threat and take immediate steps to protect 
themselves and their passengers.” 

De-escalation and Situational Awareness 
Training focused on the following points: 
De-escalation communication tactics, 
Evasion and Escape including moving 
to a safe location and Law Enforcement 
notification and response.

Sheriff deputies taught Operators these 
de-escalation techniques with some of 
the training taking place on actual HART 
buses.

HART's maintenance team, in 
coordination with AROW Global, is 
custom-fitting each bus and van which 
includes moving the fare box and other 

on-board equipment. The new safety-
shields are being rolled out to the public 
on a regular schedule over the next few 
weeks.

HART also launched the second phase 
of the 'Ride with Respect' Campaign 
unveiling new, on-board messages 
reinforcing security rules and riding 
etiquette. In partnership with ATU Local 
1593, the agency is reminding the public 
that is against the law the threaten or 
assault Transit Operators.

In August, HART launched the new 
rider awareness campaign, 'Ride with 
Respect,' to promote a positive on-board 
experience for both operators and 
customers.

The campaign targets customers, 
operators and the community and 
consists of education of the safety and 
security rules, riding etiquette, operator 
customer service training and a social 
media campaign aimed to elevate the 
transit operator position to the level of 
first responders.

The first in the 'Ride with Respect' video 
series features Latisha Jones, a HARTPlus 
van operator, who has driven for HART 
for seven years. 

h t t p s : / / w w w . y o u t u b e . c o m /
watch?v=WqsarfiSW54

In July, HART hosted Florida's first Transit 
Safety and Security Symposium at the 

Tampa River Center. National safety and 
security experts and transit agencies from 
across Florida and the country met to 
discuss and develop solutions to improve 
operator and customer safety on public 
transportation.

Symposium topics ranged from ‘Transit 
Worker Altercations’ to ‘Hazard and 
Threat Identification and Analysis.’
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Partners you can trust.

GILLIG.com

Butch Sibley 
butch.sibley@gillig.com  |  (510) 589-9430

BATTERY ELECTRIC
GILLIG

ZERO EMISSIONS FUTURE
BUILDING AMERICA’S
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THE NATION’S LARGEST BUS DEALER SINCE 1980

CreativeBusSales.com

800.326.2877

The Largest, Most Experienced and Trusted Dealer
Creative Bus Sales works with you to understand your exact needs and deliver within your budget.

Featured Vehicle
ARBOC Spirit of Equess
ARBOC’s Spirit of Equess is designed to provide equal 
access for everyone with no steps throughout the bus. 
This medium-duty, low-floor bus is available in 27' and 
29' lengths and allows seating for up to 25 passengers 
and 4 wheelchair positions. Powered by a Cummins 
engine and an Allison transmission, the Spirit of 
Equess offers superior serviceability and reliability. 

Mr. Coven has been a leader in the transportation industry for 
decades. His contribution to transportation is known throughout 
not only the state but nationally. He is well respected and well 
liked. He knows the planning, engineering, and financing 
aspects of projects in addition to project management. He is 
respected by everyone that knows him. And on top of this he 
has dedicated his time and talent to public service.

It is hard to itemize the list of accomplishments of Mr. Coven, 
as there are so many. Prior to him joining the FDOT Office of 
Policy Planning in Tallahassee as a Modal Specialist, he was a 
transit planner at the Broward County Office of Planning and 
MPO for 7 years. While at Broward County, he worked with 
FDOT on the development and initiation of Tri-Rail commuter 
rail stations and service through Broward County in 1989. 

He was hired into FDOT’s Public Transit Office in 1991 as 
Grants Manager and then promoted to Grant Programs 
Administrator in 1993. In 1996, he was appointed by 
FDOT Secretary Ben Watts as the Department’s State Transit 
Manager, where he served for 23 years. He has represented 
FDOT on multiple AASHTO and APTA national committees, 
which each gave FDOT national agency of the year awards 
for its support of transit.

He also has represented FDOT at every FPTA Annual 
Conference since 1991, and nearly every FPTA Board Meeting 
since his appointment in 1996.  Along with his exceptional 
representation for FDOT and transit interests on the Florida 
Commission for the Transportation Disadvantaged since 
1996.

2019 Hall of Fame Winner: Ed Coven

It is a true honor to give Mr. Ed Coven the 2019 FPTA Hall of Fame 
Award. Congratulations, Ed!

Joel Volinski (left), and Paul Skoutelas (right), give Ed Coven (middle) the 
2019 FPTA Hall of Fame Award.



10

Annual Conference Wrap-Up:
(cont. from page 1)
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2019 Awards Winners:
(cont. from page 1)

2019 Operator of the Year
Evett Doc Wilson, Votran

2019 2nd Place Operator
Patricia Adams, Manatee County Area 
Transit (MCAT)

2019 3rd Place Operator   
Gary Cutaia, Sarasota County Area 
Transit (SCAT)

2019 Technician of the Year
Jeffrey Underhill, Pinellas Suncoast 
Transit Authority

2019 2nd Place - Technician of the Year
Richard Ballard, Jacksonville 
Transportation Authority

2019 3rd Place - Technician of the Year
Michael Johnson, StarMetro

2019 Bus Safety Excellence
Gold Safety Award (Tier 1)
Central Florida Regional Transportation 
Authority (LYNX)

2019 Bus Safety Excellence
Gold Safety Award (Tier 2)
Collier Area Transit

2019 Innovation and Creativity Award
Manatee County Area Transit

2019 Outstanding System of the Year
LeeTran
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2019 Best in Marketing  - Best of the Best
Central Florida Regional Transportation Authority (LYNX) 
(Special Event) The Gingerbread Hunt

2019 Best in Marketing  - Judge’s Favorite
Central Florida Regional Transportation Authority 
(LYNX) (Potpourri) Take the Stairs

2019 Best in Marketing - Member’s Choice 
Central Florida Regional Transportation Authority 
(LYNX) (Special Event) The Gingerbread Hunt

Print Advertising - Class 1 
Broward County Transit We Connect You to Life

Print Advertising - Class 2
Lee County Transit (LeeTran) Campus Ride Rack 
Card

Print Instruction/Information - Class 1
Department of Transportation & Public Works/
Miami-Dade Transit New Metrobus System Maps

Electronic, Media, Radio, TV - Class 1
Pinellas Suncoast Transit Authority (PSTA) Bus Driver Recruitment 
Video/Juanita’s Story

Electronic, Media, Radio, TV - Class 2
Manatee County Area Transit Technology Promotional & 
Marketing Video

2019 Marketing Awards Winners:
(cont. from page 11)
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Digital Media - Class 1
Central Florida Regional Transportation Authority (LYNX) 
Pumpkin Pursuit

Interior/Exterior Signage - Class 1
Pinellas Suncoast Transit Authority (PSTA) Join the Change

Interior/Exterior Signage - Class 2
Space Coast Area Transit (SCAT) Holiday Interior Transit 
Signs

Sustaining Campaigns - Class 1
Pinellas Suncoast Transit Authority (PSTA) Join the Charge- 
Electric Bus Campaign

Sustaining Campaigns - Class 2
Space Coast Area Transit (SCAT) Mobility for All

Special Events - Class 1
Central Florida Regional Transportation Authority (LYNX)  
(Special Event)  The Gingerbread Hunt

Special Events  - Class 2
Lee County Transit (LeeTran) Get On-Board Drawing 
Contest

Potpourri - Class 1
Central Florida Regional Transportation Authority (LYNX) 
Take the Stairs

Potpourri - Business Class
Tindale Oliver FDOT Handbook & Training Program

Potpourri - Class 2
Lee County Transit Junior Operator- Youth Activity Book

2019 Marketing 
Awards Winners:
(cont. from page 12)
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--  Business Member Corner  --

Mobility, which means different things to different people, has 
absolutely meant one thing for the transportation industry – 
CHANGE.  To be sure, more change is coming.   

New mobility modes will continue to be introduced and tested, 
old modes will be updated and improvised, and some modes 
will become extinct. 

In the face of all this change, I can’t help but think that 
customer satisfaction is the single most important measure of 
service success.  Ridership data provides only a sliver of the 
full picture. Customer satisfaction data is powerful, insightful, 
actionable. 

As I am known to frequently say, customer service is what 
transportation providers do, and customer satisfaction is how 
they are measured for performance. Aspects of customer 
satisfaction may be variable that brings a new customer to 
your service or keeps an existing customer from exploring 
the myriad of other options.  Poor customer service, we 
know can absolutely drive away discretionary commuters. 

My company, TransPro Consulting, has devoted several 
years to transit customer satisfaction. We conduct 
customer satisfaction surveys for systems like HART and 
PSTA in Florida and for agencies nationwide. We know 
data generated by a properly executed customer survey 
can provide powerful information to guide a management 
team’s decision-making. We know customers know better 
than anyone what service elements matter most to high 
quality services. We know customer satisfaction will impact 
ridership and bottom line numbers.  

I’ve long been a proponent of customer satisfaction 
monitoring. When I managed a New York transit agency 
in the early 2000s, we took customer satisfaction very 
seriously. We measured it on the quarter, and we were 
the first in the nation to use the Net Promoter Score (NPS) 
system to measure how our customers perceived our 
service. 

NPS is a simple formula of promoters, passives, and 
detractors that calculates one number – a score – from 
-100 to 100 indicating how well you are perceived by your 
customers. A score over 0 is considered good. The best 
companies in the world score in the 70s.  A score below 
zero indicates you have work to do.

NPS was first introduced by Fred Reichheld. In his 2003 
Harvard Business Review article One Number You Need 
To Grow, Reichheld described how this simple calculation 
can help brands evaluate customer loyalty by the likelihood 
of them recommending the brand to a friend. Reichheld 
contends that it is significantly more cost effective to retain 
existing customers than it is to acquire a new one. His 
research also shows that an increase of only 5% in NPS 
can increase profits between 25% and 95%. 

Once again, we are introducing another first in customer 
satisfaction with a new national database that aims to 
track and benchmark NPS and other customer satisfaction 

metrics for public transportation organizations across North 
America.  Called TransDASH, this online application, now in 
beta phase of development, will become a central repository 
for real-time NPS and other high-quality customer survey data. 

TransDASH will allow subscribers to interactively view, analyze, 
and report out their customer satisfaction performance data, 
as well as compare data with other transit systems of similar 
size.  We anticipate the system will be fully online in early 2020.

We know access to this kind of data will open dialogue for 
service improvements and changes that could lead to better 
public transportation service, higher levels of customer 
satisfaction, and even increased ridership.

As the transportation industry continues to move through this 
time of change, customer satisfaction will be more important 
than ever for customers and for transportation management. 
Indeed, these are exciting times for the transportation industry 
and staying focused on your customer satisfaction data is a 
must.

For more information, visit their web page at https://www.
transproconsulting.com or call (888) 703-9554

For more information on equipment features and a complete list of available
floor plans, visit us at www.FreedomBusSource.com

 

Our mission is to provide quality transportation equipment accompanied by exceptional service
and support that is second to none for the special needs  community, providing freedom and

ability to travel safely and comfortably.
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For more information on equipment features 
and a complete list of available floor plans, 
visit us at www.FreedomBusSource.com 

Our mission is to provide quality transportation equipment accompanied by exceptional service 
and support that is second to none for the special needs community, providing freedom and ability 
to travel safely and comfortably. 
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Turtle Top Odyssey 
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There’s always something new at the National Rural Transit 
Assistance Program (National RTAP)!  National RTAP is a program 
of the Federal Transit Administration (FTA) administered by the 
Neponset Valley TMA. Our mission is to create rural and tribal 
transit solutions through technical assistance, collaboration and 
training and transit industry materials.  Here are just a few of 
the many products, services, and resources we have recently 
rolled out.

To celebrate the achievements of superlative individuals 
and agencies in rural and tribal transit, we inaugurated the 
Tribal Transit Champions and Tribal Transit Systems Awards, 
showcased stunning rural and tribal transit photos in a Transit 
Through the Seasons Photo Contest, and honored students 
who completed exceptional research posters. The awards were 
presented at the National RTAP Technical Assistance Conference 
in Portland, Oregon in September.

Have you seen our new, streamlined home page at nationalrtap.
org? The page had a makeover with fresh graphics and 
simplified navigation. We've added direct links to frequently 
accessed web pages like our Conference, Web Apps, and 
eLearning. In addition, our featured events are listed, so you 
can be sure not to miss upcoming National RTAP webinars, peer 
roundtables, and conference attendance. Our website was also 
enhanced with a crossed-referenced Site Index. Our Resource 
Library now includes magazine and journal articles, a citation 
feature, and a Resource Library Widget, so any organization 
can enable their website users to search our Resource Library of 
National RTAP and select partner rural and tribal transit training 
modules, technical briefs, toolkits, videos, and more.

Our training and technical assistance products include training 
modules, eLearning, web apps, technical briefs, toolkits, and 
more.  This year we were proud to offer many new and updated 
products. The revised ProcurementPRO 2.0 is easier and 
faster and allows users to fill out check lists and certifications 
online. Our brand-new Cost Allocation Calculator is a valuable 
application that enables users to input service, financial and 
operational data to allocate expenses by routes, travel modes, 
jurisdictions, and other common transit designations. The tool 
not only generates cost per service, but also measures service 
performance. A number of rural transit agencies used our 
Website Builder web app to create attractive and resourceful 
new websites. For example, CATA and Venango County Transit 
introduced a website that lets passengers purchase bus passes 
and transit fares online and an app for passengers to use their 
smartphones for fares.

Thousands of learners access our webinars and eLearning 
training modules each year. This year included training on some 
very important and timely topics. Busing on the Lookout's Transit 
and Human Trafficking training course is a new offering available 
on our eLearning platform. As members of the bus industry are 
uniquely positioned to provide an extra set of eyes and ears 
for law enforcement, this training helps them learn the signs 
of trafficking and how to help. Our On-Ramps, Intersections, 
and Exit Routes: A Roadmap for Transit Agencies to Prevent 
and Disrupt Human Trafficking webinar demonstrated ways our 
industry can make fundamental shifts to prevent, detect, and 
disrupt human trafficking. 

We are always looking for new ways to reach our stakeholders. 
Our bimonthly Peer Roundtables for State RTAP Managers, 
Transit Managers and Tribal Transit Managers are informal 
phone conversations have proved successful as a platform to 
discuss issues affecting these groups and an open information 
exchange. 

National RTAP News

National RTAP is very social. We enlarged our social family with 
an Instagram page of photographs showcasing the beauty of 
rural and tribal transit. We chatted away on the Twittersphere 
about Transit Marketing Matters, the Zero-Emission Transition 
and Transit Disaster Response. July heralded the nation’s first 
annual Rural Transit Day, with an outpouring of celebrations 
and idea sharing throughout all our social media platforms. 
Stay tuned for our upcoming Succession Planning Twitter Chat 
in January. 

Other resources we have published or enhanced this year 
include our Transit Manager's Toolkit, which was thoroughly 
updated with new content, resources, charts, explanations, 
and more. New sections include Driver Recruitment, Training 
and Retention and Federal Regulations and Circulars.  In the 
pipeline is a thorough revision to our ADA Toolkit. We also 
released the following new resources - Plain Language for 
Rural Transit Technical Brief, Moving from Demand Response 
to a Deviated Fixed-Route Best Practices, Guidance for Rural 
and Tribal Transit Agencies During a Government Shutdown 
Technical Brief, What Transit Agencies Need to Inform the Public 
About Before Making Changes Technical Brief, a performance 
report worksheet, and a webpage on Engaging with Tribes. We 
also added new topic guides on procurement, electric vehicles, 
non-emergency medical transportation, and demand response 
to our website. 

If you’d like to contact us and see how we can help you, visit 
nationalrtap.org and chat with us, call us at 888-589-8821, or 
email us at info@nationalrtap.org. We’d love to hear from you!
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Chris Stephenson, 
Transpor ta t ion 
and Mobility 
M a n a g e m e n t 
Director for the 
Senior Resource 
Association (SRA), 
Indian River 
Transit GoLine 
& Community 
Coach was 
named Mass 

Transit Magazine’s 2019 40 Under 40. 
Chris Stephenson began his work in 
transit as the transportation projects 
coordinator at Indian River Transit in 
2012. He then became the operations 
manager in 2014 and the director of 
Transportation in 2015. In 2016, he was 
also given the additional role of director 
of Mobility Management for Indian River 
County.  

Indian River County is a community 
with approximately 160,000-170,000 
people, but the transit system provided 
1.2 million fare-free passenger trips on 
15 routes last fiscal year. GoLine, the 
fixed route system, has been recognized 

with both state and national honors and 
the paratransit system has also been 
honored at the state level. 

Stephenson says GoLine’s honor as 
the 2018 Community Transportation 
Association of America’s Urban System 
of the Year was a key accomplishment 
because it highlighted two areas where 
the Indian River Transit system shines: 
Providing fare free transportation 
and increasing ridership at a time 
when ridership is trending downward 
nationwide. Currently, Indian River 
County is on track to meet its 14th 
straight year of growth. 

In 2018, the Senior Resource Association 
became responsible for Martin County’s 
paratransit fleet after no organization 
went out to bid for the services. Stephenson 
is now responsible for helping run two 
paratransit systems in Florida. He says 
helping people every day is the best part 
of his job. He enjoys seeing how public 
transportation can play a vital role in 
quality of life regardless of a person’s 
age, socio-economic status or physical 
or cognitive ability. 

Chris Stephenson, SRA/GoLine, Named 
Mass Transit Magazine’s 2019 40 Under 40

Stephenson has overseen more than 40 
bus shelter installations since 2012 and 
helped redesign nearly half of the fixed 
routes in 2017 when a main transfer hub 
used by GoLine was relocated. The result 
was a ridership increase by as much as 
20 percent on some routes. 

Stephenson has seen the transit system 
go from a “mom and pop” transit agency 
to a technologically savvy system. Under 
Stephenson’s leadership, the system now 
has security cameras, GPS and automatic 
passenger counters on most of the public 
transportation buses. The system also 
has a smartphone app that can be used 
to see real time information about the 
buses while passengers are waiting at 
their stops. 

“Working with the public can be very 
challenging. A lot of the time you have 
multiple groups that all want something 
different, and with limited resources it’s 
hard to make everyone happy. The trick 
is just to understand that everyone has 
a voice, and a lot of the time people 
just want to feel like they’re being heard 

(continued on page 17)
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MCAT “Results First” Internship

During the summer of 2019,Giovanna 
Ureña started working with the Manatee 
County Area Transit (MCAT) staff, over 
a ten-week summer session as a paid, 
project-based intern. These project-
based internship work efforts are a result 
of the Manatee County Government 
(MCG) “results first” internship program 
(RFIP) and such internships are available 
to all MCG Departments.

Giovanna is currently an 
undergraduate student at 
Florida Atlantic University 
and is from the Miami area. 
She secured this dynamic 
opportunity through a 
competitive MCG internship 
position posting, with a 
position description specific 
to MCAT work efforts. This 
posting focused on the 
“need for a highly-motivated 
individual interested in 
public transportation, public 
transportation planning, 
and emerging passenger 
information technology 
applications.” Over the ten-
week internship period, 
Giovanna assisted the 
MCAT “team” with the 
implementation of a Real-
Time Passenger Information 
System. 

Internship Project

The MCAT Real-Time 
Passenger Information 
System implementation is a state-of-
the-art system that enables transit bus 
users to determine the predictive bus 
arrival time for  buses and trolleys via a 
mobile application and web-based tool.  
In fact, this new system provides system 
users with predictive arrival information 

for any bus stop in the transit system 
network.  With the onboard equipment 
installations underway on the fixed route 
fleet, Giovanna started working as the 
first-ever MCAT intern in June 2019 and 
was tasked with two key assignments:

• Provide much-needed hands-on 
assistance validating real-time bus 
arrival system data and information.

• Support in-house efforts to educate 
and communicate the availability and 
benefits of the new technology for Transit/
Trolley system users.

Internship Outcomes

With Giovanna’s help, the MCAT “team” 
moved forward with important elements 
for their robust work program. Most 
importantly, Giovanna assisted with 
validation of information in the Real-Time 
Bus Information system.  Giovanna spent 
time in the field validating the Automated 
Vehicle Locator (AVL) tracking system for 
the MCAT transit/trolley fleet as well as 
ensuring the accuracy of predictive bus/
trolley arrival times at multiple locations 

in the service area. She 
also assisted in developing 
the prototype 

On-Street Display (OSD) 
that provides the important 
information on how to 
access the mobile software 
application for predictive 
real-time bus information 
at each bus stop. With her 
assistance, in early August 
2019 staff is moving 
forward with a staged 
phase-in for OSD installs 
at every stop in the transit/
trolley system. These 
installs include a discrete 
Quick Response (QR) 
code that when scanned, 
provides the predictive bus 
arrival time for each bus at 
every bus stop in the MCAT 
Transit/Trolley system. 

Giovanna’s efforts in 
assisting the MCAT 
”team” are very much 
appreciated. Moreover, 
this successful use of an 
intern proves their value 

with respect to specific projects where 
in-house staffing may not be available; 
and thus, reinforces the benefits for the 
“results first” internship program.

Way to go MCAT!   

Advertising Rates 
and Information

Our next newsletter will be out 
in March 2020. The newsletter is 
printed in full color, and past copies 
may be seen on our website at 
FloridaTransit.org.
To ensure inclusion we must have 
final copy no later than February 
12th.
Rates are as follows:
Business Card                - $ 75
¼ Page - (4” x 5.5”)       - $150  
½ Page - (8” x 5.5”)       - $275 
½ Page (Back Fold)         - $325
Full Page - (8” x 10.25”)  - $400

You will be invoiced upon 
publication. You may E-Mail your 
ad to lisabacot@floridatransit.org 
to reserve your spot. Copies of our 
Newsletters, Calendar of Events, 
etc. can be found on our website at 
FLORIDATRANSIT.ORG

and being listened to. I’ve found that 
just by being respectful, patient and 
understanding the difficult situations can 
turn into positive opportunities for growth 
and (reasonable) compromise.” 

“In Florida, the public transportation 
industry is like one big family. The Florida 
Department of Transportation, the Indian 
River County Metropolitan Planning 
Organization Staff, the Commission for 
Transportation Disadvantaged and the 
Florida Public Transportation Association; 
everyone is passionate about helping 
others and helping each other succeed. 
I know my job has been exponentially 
easier than it could have been because 
the individuals I’m lucky enough to work 
with, and the leadership here at SRA, 
have been willing to take the time to 
work hard to make Indian River County a 
great place to live.” 

“Remember this job is about the people. 
Our passengers are not interruptions to 
our work, they’re the reason for it. We are 
not doing them a favor by transporting 
them. At Indian River Transit, we always 
say the top two priorities should be 1) 
Safety and 2) Customer Service. If you 
prioritize those things every day, you’ll 
have a good system!” 

Congratulations, Chris!

40 Under 40 (cont. 
from page 16)
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Lively Paratransit Instructional Program
Lively Paratransit Instructional Program (LPIP) is a 
cooperative venture between the Florida Department of 
Transportation (FDOT) and Lively Technical College 
(LTC),Tallahassee, providing comprehensive preventive 
maintenance instruction and establishing a formal 
training program for Florida’s paratransit technicians. 
LPIP will ensure that paratransit technicians are provided 
the opportunity to obtain state of the art training and 
instruction through both lab and classroom settings. LPIP 
will provide in depth related instruction which can result 
in industry recognized certifications. Content to be addressed includes, but is not limited to, 
preventive maintenance policies and procedures, outsourcing service agreements and on campus 
training in HVAC systems, electrical systems, steering and suspension systems, wheelchair lifts and 
others.

LPIP will offer three types of training. First, preventive maintenance policies and procedures and 
oversight of the preventive maintenance process. This session should extend no longer that one day 
and can be made available at LTC or in various locations around the state. The second opportunity 
is a hands-on session focusing on wheelchair lifts, air conditioning and electrical related topics 
among others. This session will extend from one to five days depending on the volume of content 
being addressed. This training can be done at LTC or at appropriately equipped shops around 
the state.  The third option is the Paratransit Technology course. This course will be taught on 
the LTC campus and can result in the participant becoming a certified paratransit technician. 
ASE certifications will be encouraged and a 1 – 2-year commitment is required to complete the 
Paratransit Technology course.

LPIP training will be provided free to the agency and eligible participant expenses will be 
reimbursed. Participants must be servicing FDOT vehicles and meet entrance requirements 
determined by Lively Technical College.

For additional information please visit www.LivelyPIP.com. Contact information is listed below. 

Randy Free
Randy@redroseconsulting.biz
850.556.1656

Todd O’Neal 
Onealt@leonschools.net
850.545.6182

www.LivelyPIP.com
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FIRST CLASS
P. O. Box 10168
Tallahassee, FL 32302

ENGIE Ineo – all rights reserved

Boost your fleet performance with the
ENGIE CAD/AVL

Interested in more information about 
our ITS solutions? 

Email Kilian at: 
kilian.ollivier@engie.com

+1 571 428 9392

Real-time fleet management 
Dispatchers and supervisors are provided with real-time information about the
traffic and their vehicles, so they can make decisions about services based on
what’s happening in real-time.

Headway management
The smart headway management system provides dispatch and operators with
the spacing indicator, automatically adjust departure times at timing point to
avoid bunching.

Operator terminal
The bus operator interface allows sign in and sign out, trip switching, headway
spacing indicators for on-time performance assist, emergency alerting, dispatch
messaging, manual counting, pre-trip inspection and maintenance indications
and troubleshooting.

High-speed and secure communications
Using cellular coverage, your operators are in constant communications with
dispatchers and supervisors, with the ability to send canned messages, driver
issues, or use Voice over IP communications.

Real-time Passenger Information 
System 

Innovation in Solar Technology
ENGIE solar-powered digital bus stop sign
is a cost-saving and sustainable solution for
real-time arrival information to your
community.


