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Executive Summary

Purpose

Access to transportation is an unmet need in Edmonton, particularly for those seniors
who have mobility challenges and other special needs that prevent them from using
public transportation or other existing ride services. As the number of seniors escalates,
so does demand for assisted transportation. Current models lack the capacity and
sustainability to meet those future transportation needs. In November 2010, The
Edmonton Seniors Coordinating Council (ESCC) contracted with Greenaway Consulting
Services Ltd. to undertake the development of an enhanced model for seniors assisted
transportation. The Seniors Assisted Transportation Project: A Coordinated Shared
Services Modes the report of that work.

Methodology

The model development process was based on a review of the current local literature
and scan of available services, research into alternative transportation systems outside
of Edmonton, good practices in alternative transportation, ride management software
systems and promising practices for coordinating assisted transportation systems.

Gaps and Overlaps

Current services in Edmonton are difficult for seniors to find and access. There is no
consistency of practices or coordination between existing service providers who operate
in isolation from each other. Areas of the City, particularly in the north are underserved.
Service providers lack core funding and are concerned about recruiting volunteers. All of
these factors speak to the need for an enhanced model for assisted transportation.

Coordinated Shared Services Model

The recommended model ensures coordinated citywide coverage, operated by a
network of service providers that share ride management system software,
standardized statistical reporting, volunteer management practices as well as policies
and procedures. It offers a single number for seniors to call. This model builds on
existing strengths and enhances the capacity for organizations to offer a systemof
service.

Technology

A coordinated shared services model requires ride management technology that
connects service providers, riders and drivers. RideScheduler is a web-based ride
management system designed specifically for volunteer driver programs working with
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seniors. It appears to be the most affordable, user friendly and easily adopted option
that is accessible by multiple agencies.

Volunteer Management

The coordinated shared services model offers an opportunity to implement consistent
volunteer management policies and procedures. Two resources have been produced to
build a foundation for shared practices:

1. AVolunteer Driver Program Tool Kit that can be used to plan, develop and
evaluate assisted transportation programs involving volunteers
2. The Volunteer Driver Program Volunteer Management Resources Binder

Funding

Building a model requires funding. A range of sources from the public, voluntary and
private sectors, various foundations, as well as business community investment and
sponsorships are presented to support model development and collaboration efforts.

Communications Plan

Promoting a citywide assisted transportation model requires a comprehensive, detailed
public relations plan. The plan should encompass stakeholders, fund development
(including sponsorship), media, volunteer and client engagement. The complexity of a
collaborative campaign reinforces the need for a structured plan to communicate
information and updates about service delivery. Ten key components to plan and
manage an awareness campaign are outlined.

Conclusions and Recomm&ations

The report concludes by defining a framework of six priorities including leadership,
collaboration, shared responsibility, service delivery, promotion and accountability, to
guide the development and implementation of a coordinated shared services model.
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Introduction and Background

The Edmonton Seniors Coordinating Council (ESCC) has developed a Strategic Plan for
{ SNIAOSa (2 9s¥dbytheaVsria Health Sryadizatidids guidelines for
Age-Friendly Cities. Strategic area five involves transportation. Goal one under that
category states, "Seniors have access to a range of appropriate transportation services
that are available, acceptable, accessible, adaptable and affordable.” The
recommended action for achieving that goal is, "Develop and implement a plan for a
seniors assisted transportation service model." The Seniors Assisted Transportation
Project was a result of that recommendation.

In November 2010, The ESCC contracted with Greenaway Consulting Services Ltd. to
design and facilitate the project. This report documents the work that occurred between
November 2010 and April 2011. It includes recommendations for an enhanced service
model and technology to support it. Dandelionz Leadership Strategies subcontracted
with Greenaway Consulting Services Ltd. to design and produce a comprehensive "How
to Tool Kit" to guide good volunteer management practices and to collaborate on
suggestions for funding and promoting the model.

Project Vision and Definitions

During the first two planning meetings, participants identified a vision to guide the
project and agreed on key definitions.

VISION

Assisted transportation will be available to seniors who need it.

DEFINITIONS

Assisted transportatiors defined as door-through-door transportation for seniors who
have mobility challenges and other special needs that prevent them from using public
transportation or other existing ride services.

A senioiis defined as a person who is aged 55 or older.

Methodology

A Project Working Committee to guide and inform the process began meeting in
December with the intention of having regular meetings every two weeks commencing
in January. However, a lack of agreement within the group about the need for systemic
change resulted in a shift of approach from collaborative planning to consultant lead
planning.
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The Seniors Assisted Transportatitvject: A Coordinated Shared Services Model Page7 of 64

The model development process was based on a review of the current local literature
and scan of available services; research into alternative transportation systems outside
of Edmonton, good practices in alternative transportation, ride management software
systems and promising practices for coordinating assisted transportation systems.

The project team chose to consult with a significant number of stakeholders in the
development of recommendations. Twenty three (23) senior serving organizations (See
Appendix B) participated in interviews, planning meetings and/or focus groups and
connected the project team to forty four (44) seniors who were asked to comment on
examples of elements of models that have been successfully implemented in other
communities and ways to make services more accessible and affordable. Participants
from diverse ethno-cultural groups including Aboriginal seniors were asked to describe
barriers to service and ways to more effectively serve their communities.

Gaps and Overlaps

In December 2010, a research team associate called all ESCC member agencies to ask
about the availability of transportation services. She discovered that in the entire city
only four non-profit agencies provide assisted transportation to seniors as a primary
service.

There are overlaps in service to south Edmonton where two agencies serve the entire
region and a third concentrates in the southwest. There are gaps in North Edmonton as
only one agency extends service to that area. A fourth agency serves the city centre.

AGENCY Area Served Income Age
Lifestyle Helping Hands South of the river N/A 65+
Seniors Association and west of 104
street (to City of
Recruits Volunteer Drivers | Edmonton limits)
Operation Friendship River Valley to 118 N/A 55+
Seniors Society Avenue, from 82 St
Employs Paid Drivers to 101 St.
Seniors Assisted Greater Edmonton Below $30,000 65+ (flexible)

Transportation Society of
Greater Edmonton
Recruits Volunteer Drivers

Society of Seniors Caring South of the river to | Below $35,000 65+ (flexible)
About Seniors city limits
Recruits Volunteer Drivers

Each organization operates independently and defines their catchment areas, fees,
operating times, the types of trips allowed and the degree of support offered by drivers.
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Eligibility criteria to qualify for services vary and may be applied inconsistently. For
example, although 65+ might be the age specified to qualify for service, an agency must
prioritize rides when requests exceed capacity. The needs of a very elderly rider with
medical conditions would be given preference, so younger seniors or those who want
help to stay connected socially don't always have equal access to service.

There is a waiting list for assisted transportation services at some organizations and not
enough clients at others.

Each organization tracks statistics differently so it is difficult to gain an overall picture of
services and needs. Although agencies don't provide common statistics, the need for
assisted transportation has been documented." Dr. Bonnie Dobbs estimates that 12, 315
seniors in the Edmonton and Census Metropolitan Area require alternative
transportation. Existing non-profit service providers serve only 3,000 seniors. Some
agencies avoid advertising their services because they cannot keep up with demand.
This could be leading to further unmet needs.

There is no consistent way of screening drivers, conducting vehicle inspections, or

standardized insurance coverage requirements. If another agency such as a senior

centre were willing to start recruiting volunteers and matching them to seniors who
needridesintK SANJ  NBF GKS@QR ¢glyid (2 ({y2¢ 3IA22R

There are misconceptions about liability issues around volunteer driving, which may
impede people from offering their volunteer time to drive.

There is misunderstanding about the Driving Angel® program. Some people think it will
match them with a driver, which causes additional frustration when they're trying to
find help.

{ Sy A 2 NJhow Rierg 4y car get affordable, accessible help to meet needs
because there is not one central place to call.

Seniors are also concerned about cost. Those with very low incomes find services
beyond their financial reach.

Some agencies only serve seniors who live on a low income. Seniors living on an income
above designated thresholds do not qualify for help regardless of their circumstances.

1Alternative Transportation for Seniors Survey, Edmonton 2009, Edmonton Seniors Coordinating
Council

2 This program invites seniors to recognize people who offer them transportation assistance e.g.
their friends, neighbours, relatives or volunteer drivers connected to an organization, and
nominate them for an award of merit. The intent is to give seniors a way to express their thanks
for the help they receive and build public awareness of the need for services.

Prepared for the Edmonton Seniors Coordinating Council by Greenaway Consulting Services Ltd.

LINJ



The Seniors Assisted Transportatitvject: A Coordinated Shared Services Model Page9 of 64

Many seniors experience situations that place heavy demands on their resources. Some
examples include:

e Having to pay for the care of a spouse in a facility in addition to paying their own
housing costs

e Requiring frequent medical trips, e.g. dialysis, which quickly eats up their
disposable income

e Traveling to see a spouse in a care facility far from his or her own community

Seniors who cannot afford assisted transportation services and seniors who don't
qualify for them cannot get help. There is no way of knowing how many people that
might be.

Although seniors had trouble describing an ideal transportation system, they wanted to
know that they would be able to find affordable rides with ease regardless of where
they reside in the city.

At a meeting in October 2010 prior to this project starting, service providers were asked
to define and vote on the major issues and constraints that they were experiencing. The
following six were identified in order of priority and reinforce the need for a change in
approach to assisted transportation.

¢ No coordinated plan for the delivery of services

e Lack of core funding

e Difficulty in finding information about services because it's not all in one place

e Gaps and overlaps in service

¢ Volunteer recruitment remains a challenge

e Inconsistent procedures (vehicles inspections, screening of volunteer drivers
etc.) between agencies

At the beginning of this project, when service providers were asked if they supported
exploration into ways to coordinate assisted transportation in Edmonton, the majority
agreed and confirmed that:

e / KFy3dS A& NBIldzANBR F2NJ GKS dity{S 2F aSyAiazN
e Leadership or some form of dedicated coordination is necessary to move things
forward
e Someone with mediation and community development skills will be needed to
facilitate the development, transition and implementation of a new assisted
transportation model
e Funding is crucial to move any kind of enhanced model forward

Prepared for the Edmonton Seniors Coordinating Council by Greenaway Consulting Services Ltd.
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Coordinated Shared Services Model

Three models emerged for stakeholders to consider. (See Appendix A) At a meeting held
on March 29, 2011 key stakeholders reviewed and discussed the relative merits of each.
They determined that the "Coordinated Shared Services Model" had the greatest
potential.

This model can be delivered by a coalition of service providers, each of whom operates
in a defined service area to ensure complete city coverage. One partner would be
responsible for overall coordination and central request taking. The others would
provide assisted transportation to their geographic area including:

Scheduling

Volunteer management

Ride ticket sales

Expense reimbursement
Participation in coalition activities

They would share:

Ride management system software

Standardized statistical reporting

Standardized volunteer management practices

Standardized policies and procedures (with respect to assisted
transportation)

The coordination partner would act on behalf of the entire coalition by providing:
Coordination of the business model, plan and case for support

Overarching fund development planning
Overarching marketing planning

Information and referral on behalf of the system

A single point access by phone and/or internet

A website that links all agencies providing service
Coordination of activities defined by the coalition, for example:
0 Administration

0 Research that guides best practices

o Training

0 Planning, program development and evaluation
o Technology support

Prepared for the Edmonton Seniors Coordinating Council by Greenaway Consulting Services Ltd.
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Rider Management System technology would allow a citywide system to connect
seamlessly and share information.

Model Examples

On a small scale, in Toronto, Toronto Ride provides coordination to a network of

fourteen partner agencies that offer assisted transportation. Their website outlines
O02YY2y LRtAOASAY 2FFSNE RANBOG ftAyla G2
request broadcasts it to the other partners.

http://www.torontoride.ca/aboutus.htm

On a large scale, in Portland, Oregon, a non-profit agency, Ride Connection was created
by TriMet, the public transit system serving the Portland Metropolitan area, to meet the
needs of seniors and people with disabilities. It coordinates transportation services
provided by local social service agencies and volunteer programs. It also provides
system-wide training and safety programs, mobilizes volunteer ambassadors to assist
public transit users, develops and secures financial, volunteer and equipment resources
and acts as a liaison between funders and community agencies.

http://www.rideconnection.org/ride/default.aspx

Pros Cons

Builds on existing resources Would take time, effort, openness and
honesty to build a collaborative mode

Provides single point of entry Vulnerable to shifts in relationship

Might be more efficient in the long term Might be more costly in the short term;
time and resources required to support
collaboration

Could use mixed volunteer and paid
drivers

Coordinates resources, knowledge, shared
evidence based practices, marketing,
training

United voice and strength for funding and
advocacy

Could ascertain where need is greatest and
target resources

More flexible and senior friendly; builds
capacity closer to where seniors live

More responsive to the needs of diverse
communities

Prepared for the Edmonton Seniors Coordinating Council by Greenaway Consulting Services Ltd.
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Participants indicated their support on the basis that:

e This model acknowledges and builds on existing services

e The model provides the easiest route to get from "where we are now to where
we want to be"

¢ This type of collaborative system is in line with emerging strategies for non-
profits globally

e Best practices endorse a one number point of access as the starting point for a
model

e Having one organization take on the coordination role for the entire system
would take a lot of stress off other service providers

¢ The political climate is right for such a proposal to gain favour

e Funding for start-up costs and consultant fees might be available through the
regional board, if the system intends to go regional

e CKAA Y2RSt Aa FIN Y2NB aR2I0ftSé¢ GKIY
in small steps and move ahead as people see the benefits demonstrated

Technology

A key step in moving this project forward would be acquisition of common technology.
A Rider Management System would connect a citywide network seamlessly and allow
service providers to gather and share common information.

In Edmonton, the system could be implemented by having service providers select and
purchase a ride management system, accessed by the public through a single number.
Seniors needing rides would make one call and have their eligibility determined (based
on common criteria) on behalf of the entire system, so they would only have to tell their
story once. Once eligible, they would be served by their closest service provider.

Volunteer drivers would be recruited and trained based on common practices.® They
would be affiliated with a local service provider and could access the scheduling system
in one of four ways

e Inperson
e By telephone
e Byemall

e By web access through a user ID and password that would take them directly to
the scheduling system where they would see the requests and accept the ones
they could handle. They would be reminded about their schedule by automated
email

3 The Volunteer Driving Toolkit that was developed for this project can serve as a foundation for
citywide volunteer management practices.

Prepared for the Edmonton Seniors Coordinating Council by Greenaway Consulting Services Ltd.
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The right software would give service providers the capacity to determine what
information would be common and what would remain agency specific.

Software Investigation

As part of the project, ride management software was investigated. Software companies
were considered if they were well established, focused on transportation, user friendly,
responsive and offered ongoing support and training.

Software development websites were investigated on-line. If a product appeared
suitable, the company was contacted by email or telephone. If the software showed
further potential, vendors were asked to give demonstrations via webinars and to
submit written proposals and references, which were followed up by telephone calls.

The following systems were rejected:

e Ride Assist, as they did not respond to requests for information

e Route Coordinator, which has limited multi-user capacity

e Trapeze, which is used by the City of Edmonton, as it is very expensive and more
sophisticated than the system would need

[ 2IAEAGNAOAGIEAZ | /| YI RAFusbredpaitylLlr yes GKI G
Route Match, which only serves the United States market

Fleet, that serves large transit systems

My SeniorCentre is used by some local senior-serving agencies that praise its
excellent customer service and ease of use. It does not have the capacity to
manage the multiple functions required to support a coordinated assisted
transportation system.

A local Edmonton organization, Dawnmark Holdings Incas developed their own web-
based integrated management system specifically tailored for human services
organizations that provide rides. They have expressed an interest in presenting their
product for consideration. This software is relatively new and would need to be
modified to accommodate an assisted transportation system.

They would not charge set up fees. Their monthly fee would be based on the number of
users (drivers) based on Full Time Equivalents (recognizing that volunteer drivers are
part time) at a rate of $15-$25 per FTE user per month.

Contact Ray Volmer, Administrator - Changes 780-437-9866

A more comprehensive rider management system developed by CTS Softwareas
additional features for growth, for example, automatic scheduling. It is worth future
consideration if the system becomes larger, expands to include both paid and unpaid
drivers and/or maintains a vehicle fleet, but costs are considerably higher.

The price for basic set up is $US 15,000. Monthly fees are $US 600 plus the number of
vehicles driven (this is negotiable given that volunteer drivers are not FTES).
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http://www.cts-software.com/index.asp
Contact Derek Platow - Account Executive 800-704-0064

RideScheduleis a web-based ride management system designed specifically for
volunteer driver programs working with seniors. The program can be set up to match
each service provider's geographic area and allow a coordinator/ manager to oversee
the entire city. Of the nine software programs considered, this appears to be the most
affordable, user friendly and easily adopted option that is accessible by multiple
agencies.

Monthly fees for a single agency are based on the number of one-way rides as follows:

Up to 50 $US 99.00
51-100 $US 149
101 - 300 $US 299
301> $US 499

The monthly fee for multiple agencies is also based on the number of rides each agency
provides. In the case of two agencies, a 15% discount would be applied. For each
additional agency, the discount increases by 5%. The following table gives cost examples
based on the minimum monthly fee.

Number of Sample Fee Non Discount Discounted
Agencies Discounted Price
Price

1 $US 99 $US 99 0 $US 99

2 $US 99 $US 198 15% $US 168
3 $US 99 $US 297 20% $US 238
4 $US 99 $US 396 25% $US 297
5 $US 99 $US 495 30% $US 347

There are no start-up costs. The monthly service fee includes server setup,
maintenance, backups, registering personalized domain name, server hosting,
automated phone reminders, training of coordinators and importing initial data. The
number of rider, driver and coordinator log-ons is unlimited. No contract is required and
service can be discontinued at anytime.

http://www.ridescheduler.com/

Contact Steve Ewart - Founder steve@ridescheduler.com

This software provider is a United States based company, so Canadian customers using
it need to develop privacy policies with respect to cross border privacy information.

Prepared for the Edmonton Seniors Coordinating Council by Greenaway Consulting Services Ltd.
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Several local non-profit agencies including SAGE have investigated and implemented
policies and procedures to address this issue.

Affordability

A Coordinated Share Services Model is not helpful if seniors can't afford it. A few
respondents who qualify as low income under current agency guidelines maintained
that the cost of memberships and ride tickets were still too expensive for them. Sliding
scales were investigated as a mechanism to reduce fees to seniors. There was no
consensus on the effectiveness of this approach from seniors or service providers.

Seniors in the focus groups and those interviewed had mixed reactions when asked
about sliding scales. Many expressed a fear of being stigmatized or receiving poorer
service if they were paying less. Although a few participants were accustomed to
providing income information annually to establish eligibility for other kinds of services,
others were reluctant to provide such personal information.

Some service providers were concerned that the administrative details involved in
offering a sliding scale would outweigh any benefits. Recent research conducted by the
Medically At-Risk Driver Centre (MARD) revealed that seniors want an affordable service
with access requirements that are easy to interpret.*

At the final stakeholder's meeting, it was determined that charging a single rate and
developing a fund to cover fees for those who can't afford it was a better approach. The
YMCA offers an Opportunity Fund and could be consulted for advice on how to create a
similar program.

Inclusion

A Coordinated Shared Services Model must be inclusive. Seniors from different ethno-
cultural communities and Aboriginal seniors have additional barriers to service due to
language barriers, the cost of services and lack of cultural understanding.

Ideas brought forward to offer more responsive and effective services included:

e Recruiting volunteers and hiring staff from specific communities

¢ Providing training in cultural competencies

e Subscribing to a language line
0 211 Edmonton subscribes to http://www.teleinterpreters.com a language

line that offers access to 175 languages

¢ Implementing the recommendations from Mobilizing for Action
A Report to Help Create Culturally Responsive Pathways for Isolated
Immigrant Senior&for example:

4 MARD is willing to share the results of their recent survey on what seniors are willing to pay
assisted transportation to assist with future planning.
5 For access to the full document, go to

Prepared for the Edmonton Seniors Coordinating Council by Greenaway Consulting Services Ltd.


http://www.teleinterpreters.com/

The Seniors Assisted Transportatitvject: A Coordinated Shared Services Model Pagel6 of 64

Continue to engage diverse cultural groups in planning

Develop formal and informal partnerships among diverse community

groups (The Ismaili Council for Ed0monton has a representative
NBalLR2yaarotS F2NI b/ I NB F2NJ GKS 9f RSNJI
forming new partnerships to address transportation needs)

Channel more resources towards translation

Increase public awareness of services provided by developing and
RAGGNARAOGdzGAY T NBIFIRAY3I YIFIGSNAIFIEA AY AY

Suggestions to reduce the cost of accessing services included waiving membership fees
and gaining sponsorships to cover the cost of rides.

Volunteer Management

The coordinated shared services model offers the possibility to implement consistent
volunteer management practices, although service providers and volunteers would
continue to have their own relationships.

A Volunteer Driver Program Tool Kit has been developed that can be used to plan,

develop and evaluate assisted transportation programs involving volunteers. It could

provide the foundation for building a common set of policies and procedures for a

citywide system. The Kit complies with the Canadian Code of Volunteer Involvement and

standards of practice for volunteer involvement. It includes resources that refer to

GK20g2 FdzARS&a¢ GKIFIG Oly KSfL) odAfR OFLI OAGE 7T
The Volunteer Driver Program Tool Kit was designed for sharing either in hard copy, soft

copy, or online, with 22 easy to use Chapters that include:

=

Introduction

Planning a Volunteer Driver Program
Volunteer Driver Program Risk Management and Insurance
Volunteer Driver Competencies

Volunteer Driver Job Description

Volunteer Driver Recruitment

Volunteer Driver Application

Volunteer Driver Interview

Volunteer Driver Background Check

10 Volunteer Driver Qualification

11. Volunteer Driver Statement of Understanding
12. Volunteer Driver Code of Ethics

13. Volunteer Driver Oath of Confidentiality

CooNoaR~WN

http://seniorscouncil.net/uploads/files/Master%20Copy%20Mobilizing%20for%20Action%2020
08-edited.pdf
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14. Volunteer Driver Orientation

15. Volunteer Driver Training

16. Volunteer Driver Supervision and Evaluation

17. Volunteer Driver Recognition

18. Volunteer Driver Exit Interview

19. Volunteer Driver Program Policies and Procedures Checklist
20. Volunteer Program Evaluation

21. Volunteer Program Records Management

22.Volunteer Driver Program Acknowledgements and Sources

This Tool Kit is intended to guide practices in assisted transportation and to lead users to
other samples of best practices guides.

A Resource binder has also been developed for Volunteer Programs and their Managers.
It is an additional resource to support the staffing in the volunteer management role.

The Volunteer Driver Program Volunteer Management Resources binder includes:

A reference page to key resources and links for professional development

The Canadian Code for Volunteer Involvement

The Canadian Code for Volunteer Involvement Audit Tool

+2fdzyGSSNI / I YI RIFQa +2fdzyiSSNJ { ONBSyAy3 ¢2

A tool that demonstrates volunteer motivators; links to marketing and

recognition

'y 2@OSNIASG NerfproftSed® y i 2y Qa

An overview of volunteering in Alberta

8. 'y 2@0SNIASGg 2F @2fdzyGSSNAY3I AY [ FYIFRFET Hn#
Gap

9. The Council of Certification of Volunteer Administration (CCVA) competencies for
volunteer managers

10. A sample job description for a Manager of Volunteer Services utilizing the CCVA

core competencies.

abrwdnE

~No

A self-assessment tool for the Manager of Volunteers

Resources

Without exception, service providers agreed that without funding no real progress can
be made. Research on funding sources for assisted transportation was conducted using:

e The Canadian Directory to Foundations and Corporations, Imagine Canada
e Reviewing funding of current volunteer driver programs
e Examining existing supports for seniors programs

Criteria for these searches focused on seniors programs, transportation, community
development and health.
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Providing affordable, accessible assisted transportation for seniors requires engagement
of individuals, their families, the voluntary and private sectors and governments. This
shared responsibility helps link relationships, information, key resources and
communications facilitating a more seamless delivery of service to seniors.

The proposed funding model that follows reflects the same principles and is based on a
coordinated shared services approach. It builds on shared, cross-sector responsibility for
community development, fund development for start-up and sustainable operating
resources and strategic planning.

Public Sector Funding

Government of Canada

The Government of Canada plays a key role in administering the Canada Pension Plan,
providing income support for low-income seniors and tax credits through the federal tax
system. The Federal Government works with the Provincial Government to address
policy issues of significance to seniors.

Public Health Agency of Canada, Division of Aging and Seniors

The Division of Aging and Seniors (DAS) provides federal leadership on seniors' public
health issues in order to optimize healthy aging. DAS is the focal point for information
and centre of expertise in the area. The Division strives to influence policy development,
to expand and transfer the knowledge base and to engage stakeholders on matters
concerning healthy aging.

The development of an evidence based case for support for assisted transportation will
rely on research and information from national, provincial and local health promotion
programs.

Human Resources and Skills Development Canada

e New Horizons for Seniors Program

The New Horizons for Seniors Program (NHSP) is a federal grants and contributions

program that supports projects led or inspired by seniors who make a difference in the

lives of others and in their communities. Community based initiatives will be eligible to

receive up to $25,000 in grant funding peryear ¥ 2 NJ | Wy SliMarcii2¢14, tha | G A @S
Government of Canada announced enhancements to the New Horizons for Seniors

Program to allow a broader array of organizations to develop a greater variety of

projects that meet the changing needs of communities.
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The NHSP supports projects that aim to address one or more of the following five
program objectives:

Promoting volunteerism among seniors and other generations
Engaging seniors in the community through the mentoring of others
Expanding awareness of elder abuse, including financial abuse
Supporting the social participation and inclusion of seniors

Providing capital assistance for new and existing community projects
and/or programs for seniors

o rowbdPE

A collaborative model for assisted transportation falls into objectives 1, 2, 4 and 5 and
might attract seed and/or program development funding from this source.

On the NHSP website, the next calls for proposals are:

e 2011 Spring Community-based Projects Call for Proposals for all of Canada,
except Quebec, anticipated to open in April 2011

e 2011 Fall Community-based Projects Call for Proposals for all of Canada, except
Quebec, anticipated to open in October 2011

http://www.rhdcc-hrsdc.gc.ca/eng/community partnerships/seniors/index.shtml

Government of Alberta

Ly G0KS D2@SNYyYSyd 2F 'foSNIUIFQa wnamn ! 3Ay3I t 2
areas of responsibility related to seniors are identified. They are:

1. Setting provincevide policy directions concerning seniors and an aging
population
2. Facilitating collaboration among individuals, communities and govermsrien
meet the needs of seniors
3. ProvidingsupportadR a4 SNIBAOS& (G2 !t o0oSNIIFIQa &aSyAz2NE
Aging Population Policy Framework, November 2010, Government of Alberta
http://www.seniors.alberta.ca/Seniors/AgingPopulation/docs/AgingPopulationFramewo
rk.pdf

Eight key outcomes and strategic policy directions are identified in this document. They
state:
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1. Albertans have access to adequate financial resources to meet their needs in
their senior years.

2. Alberta seniors are able to reside in the place that is appropriate for their
circumstances.

3. Alberta seniors have access to a range of continuing care services that enable
them to reside in an environment that is appropriate for their circumstances.

4. Alberta seniors are supported in maintaining optimum health as they age.

5. Albertans have access to safe, affordable, appropriate and accessible
transportation options during their senior years.

6. Alberta seniors are supported in maintaining optimum independence in making
decisions about their lives and are free from abuse.

7. Alberta seniors are engaged as full and welcome participants in their
communities.

8. Alberta seniors are able to easily access Alberta government programs, services
and supports.

The Aging Population Policy Framework also notes that achieving these outcomes will
require ongoing collaborative work among Alberta government ministries, all sectors
and individual Albertans.
G!' tOSNII {SYA2NR FyR /2YYdzyAde {dzLILI2NIL A A& N
the independence, wellieing and inclusion of seniors througlgsministerial
collaboration on policies, programs, services and support. Reflecting this responsibility,
Alberta Seniors and Community Supports will facilitate the implementation of the
Framework and the coordinated development of policies, prograrpposts consistent
GAOK GKS CNI YSg2N] ¢
Aging Population Policy Framework, November 2010, Government of Alberta

Given Alberta Seniors and Community Supports current priorities, it would be timely for
a leadership group of stakeholders to approach them about support and funding for an
assisted transportation system in Edmonton.

The Alberta government currently provides financial support to volunteer and
community-based organizations. The Municipal Financial Assistance Handbook provides
a list of the major provincial programs available to municipalities and organizations. The
handbook and a searchable list are available at

http://www.municipalaffairs.alberta.ca

Alberta Municipal Affairs
e Basic Municipallransportation Grant
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The Basic Municipal Transportation Grant program provides support to Alberta
municipalities for their capital transportation infrastructure requirements. Provincial
capital grant funding is provided annually to municipalities for eligible priority
transportation infrastructure needs. The Minister approves the annual allocations and
municipalities must submit a list of proposed work (Application for Program Acceptance
- APA) for the coming years. Applications must be completed through the

¢ NJ yaLk NIl A 2 yiineSyStdndt MNiicip8 Grant©Manageyfient
Application (MGMA).

Examples of eligible capital projects include construction and rehabilitation of local and
regional roads and streets, rehabilitation and construction of municipal bridges and
municipally owned infrastructure for transit service systems including LRT lines and
stations, bus terminals and transit passenger vehicles.

http://www.municipalaffairs.alberta.ca/municipalgrants-
description.cfm?program id=30

e Municipal Sustainability Initiative Capital Funding

{AYOS wnnt3 !''toSNIUIQa YdzyAOALI t AGASEA KIS 068
Sustainability Initiative (MSI) funding. Communities across Alberta have been able to

build or upgrade their public transit vehicles and facilities, recreation and sport facilities,

roadways and bridges and storm sewer systems, to name a few key projects chosen

locally, based on priorities.

Since 2007, this program has provided $1.05 billion to support qualifying capital costs
that result in the purchase, rehabilitation, betterment or construction of infrastructure
that enhances long-term municipal sustainability and enables municipalities to meet the
demands of growth. There is no cost-sharing component to this grant. The Minister of
Municipal Affairs approves this grant and the project profiles are due by April 1 of each
year.

http://www.municipalaffairs.alberta.ca/municipalgrants-
description.cfm?program id=38

Alberta Lottery Fund

The Alberta Lottery Fund is made up of the government'’s share of net revenues from
video lottery terminals (VLTSs), slot machines and ticket lotteries. These revenues total
more than $1.5 billion each year and are used to support thousands of volunteer, public
and community-based initiatives annually.

e Community Initiatives Program (CIP)
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The Community Initiatives Program (CIP) provides funds to enhance and enrich
community initiatives throughout Alberta. The program is intended to reinvest revenues
generated from provincial lotteries in communities, to empower local citizens and
community organizations to work together and respond to local needs. Within CIP
funding there are three categories:

1. Project-Based Grants: provide financial assistance for community organizations
for equipment purchases, facility construction or renovation projects,
hosting/travel/special events, new programs or special funding requests within
Alberta. Maximum grant: $75,000 over two years.

2. Community Operating Grants: provide financial assistance to registered non-
profit organizations in Alberta to enhance the organization's ability to operate
and to deliver services to the community. Maximum grant: $75,000

3. International Development Grants: provide financial assistance to small and
medium sized Alberta based non-government organizations to meet Alberta's
commitment to give people in developing countries the tools to eventually meet
their own needs. Maximum grant: $25,000

The Community Initiatives Program is governed by the terms outlined in the Community
Development Grant Regulation.

e Community Facility Enhancement Program

The Community Facility Enhancement Program (CFEP) fosters the unique characteristics
of Alberta's communities. By assisting with construction, renovation or redevelopment
of community public-use facilities, CFEP reinvests revenues generated from provincial
lotteries to empower local citizens and community organizations to work together and
respond to local needs. The general funding limits under this program are:

e Grant applications - maximum $125,000 per fiscal year.
e Specific project limitations are:
o Only one CFEP application can be approved per organization per year
o Each CFEP application must relate to only one facility
o Capital funding will be limited to one grant in each fiscal year from CFEP
or CIP (i.e. April 1 to March 31)
0 The applicant can request funding assistance for a planning study, a
capital project or a combination of the two

Culture and Community Spirit
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e Community Spirit Program

The Community Spirit Program is made up of two components - a donation grant for
organizations and a charitable tax credit for individual donors. The goal of this Provincial
program is to increase individual charitable giving.

e Donation grant

The donation grant provides eligible non-profit and/or charitable organizations with a
provincial grant based on the total annual cash donations they've received from
individual Albertans over a 12-month fiscal period. The grant can be used to support an
organization's operations, programs and/or capital projects. The maximum grant
available is $25,000 up to a maximum of $50,000 over three years. Organizations must
have received a minimum total of $1,000 in eligible cash donations before applying for a
grant.

e Charitable tax credit

Effective January 2007, the Alberta government raised the charitable tax credit for
eligible annual donations above $200 by 60 per cent. Including the federal tax credit,
Albertans now receive a 50 per cent non-refundable tax credit for every dollar donated
over the $200 threshold. The table below helps demonstrate this tax credit.

Making Your Charitable Dorieons Work Harder
Total Annual Donations Alberta Federal Total Tax Credit*

$500.00 $83.00 $117.00  $200.00
$1,000 $188.00 $262.00 $450.00
$2,000.00 $398.00 $552.00 $950.00
$5,000.00 $1,028.0( $1,422.0( $2,450.00
$10,000.00 $2,078.0( $2,872.0( $4,950.00
$25,000.00 $5,228.0( $7,222.0( $12,450.00

(Applies to Alberta taxpayers only)

http://culture.alberta.ca/communityspirit/taxcredit.aspx

Medically AtRisk Driver (MARD) Centre

The Medically At-Risk Driver (MARD) Centre, located at the University of Alberta, is the
first Centre in the world to target the discovery and development of evidence-based
solutions to identify and assess medically at-risk drivers and provide advancements in
support for those who can no longer drive. The MARD Centre provides a forum where
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researchers, policy makers and community stakeholders can work collaboratively on the
implementation of policy and practices to enhance the safety and mobility of medically
impaired drivers.

Dr. Bonnie Dobbs of the MARD Centre is involved in the research on assisted
transportation and on the ESCC Transportation Steering Committee. She is uniquely
positioned to assist with provincial collaborations and expressed interest in providing
assistance by:

e Conducting research on pilot projects related to a systems of assisted
transportation

¢ Providing statistics to inform a case for support for a system of assisted
transportation

e Hosting keynote speakers with expertise in seniors transportation

¢ Facilitating collaborations with medical professionals with an interest in
assisted transportation

e Facilitating relationship building within provincial Ministries with an interest
in assisted transportation

City of Edmonton

Municipal governments are responsible for providing the leadership and direction on
civic and community issues, including infrastructure, programs and services that are
deemed appropriate for the municipality. They are in a unique position to facilitate
collaborations at a local level among various organizations and sectors to meet a
community need. Edmonton has made a commitment to being an age-friendly city and
can provide education and awareness to local businesses and organizations about the
changing needs of citizens as they age and encourage them to adapt to those needs.

¢ Family and Community Support Services (FCSS)

Family and Community Support Services is a unique 80/20 funding partnership between
the province and municipalities to provide social programs that promote and enhance
the well-being of individuals, families and communities. FCSS funding is allocated locally
to best meet the needs of the community and its residents. Although legislation
currently prevents FCSS from supporting transportation programs, it might be an option
for obtaining funding to support a Volunteer Manager position.

Edmonton Transit System

Edmonton Transit System (ETS) recognizes the importance of maintaining a public
transit system that is fully accessible for all citizens of Edmonton in accordance with City
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Council and The Transportation Master Plan, The Way We Mové&TS offers a full range
of accessible public transportation options. Whether through shared services or funding
reallocations, ETS is a key provider in:

e Raising awareness on transportation options for citizens

e Providing expertise on transportation management systems

e Supporting voluntary sector organizations with information and training

¢ Providing transportation services to seniors who can use the transit system
¢ Providing transportation services to seniors with disabilities

e Supporting the development of a system of assisted transportation

If the scope of the assisted transporation model were to expand regionally, there would
be a stronger case for support for joint municipality cost sharing and provincial funding
(Capital Region Intermunicipal Transit Network, Municipalities, Transportation, Seniors
Supports, Health, Persons with Disabilities).

Non-profit or VVoluntary Sector

The Voluntary Sector is composed of many non-profit organizations. In addition to
providing programs and services, they have other key roles that support assisted
transportation, including:

¢ |dentifying a client base

e Sharing the client storyt real life and outcome based testimonials
e Sharing information and services with other organizations

e Participating in collaborations

e Providing volunteer opportunities

e Engaging donors and sponsors

e Allocating funding to support programs and services

United Way Member Agencies are a group of non-profits that meet regularly to:

e Advocate for clients

e Develop the community
e Raise funds

e Share best practice

e Mentor each other

Non-profits also include church communities, who have the capacity to identify clients
who may need rides, recruit drivers who wish to volunteer and solicit donations to
support assisted transportation. In the U. S. there are over 800 models of interfaith
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driving programs like this. They collaborate and agree to operate using the same values
for service provision including being non-denominational, non-discriminatory and
without evangelizing to riders.

Non-profits also include funders such as Public and Private Foundations.

Public Foundations

e United Way

United Way is an international, volunteer-led non-profit organization that has 123 local
United Ways in Canada. Each one raises money and allocates funds locally to support its
community. Each one is governed by an autonomous local Board of Directors that, with
other volunteers and staff, helps build caring, vibrant communities and responds to a
broad range of human needs. In Edmonton, the United Way of the Alberta Capital
Region is very involved in visioning, community development and program support.
Accessible, affordable transportation for everyone is mentioned as a basic need in the
new United Way strategic plan.

http://myunitedway.ca/

e Edmonton Community Foundation

The purpose of the Edmonton Community Foundation (ECF) is to help the people of
Edmonton by encouraging philanthropy and funding charitable activities. ECF supports
funding requests through its Community Grants Program. Requests for multiple-year
funding to develop or implement strategic initiatives, or for program operating costs are
considered. Grants will be considered for operating funds, program funding, seed
money and special projects.

Letters of inquiry, accepted at any time throughout the year are reviewed on an ongoing
basis. It is best to meet with Foundation staff directly so they can understand the scope
and the reach of this project.

http://www.ecfoundation.org/

e Social Enterprise Fund

The Social Enterprise Fund (SEF), supported by the Edmonton Community Foundation,
the City of Edmonton and the United Way, provides support for social enterprises
through small interest loans and path to loan grants. In future stages of a
comprehensive assisted transportation system, there may be room to explore social
enterprises that support the system. The Social Enterprise Fund may be a source of
support at that time.
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http://socialenterprisefund.ca/

An example of a social enterprise related to assisted transportation follows below.

A social enterprise's key objective is to generate resources and revenues that are
reinvested into driving services for seniors. In this model, a senior who has decided they
no longer wish to drive can donate their car to the social enterprise. For that donation,
the senior earns ride miles to use when they need them. A senior may also earn ride
miles by being a volunteer driver or a donor to the program. The enterprise uses
revenues from sales, fees, donations, grants and sponsorships to support programs that
provide assisted transportation. Seniors who accumulate an over-abundance of ride
miles can donate them to other seniors who may need frequent rides for medical
appointments, or who are short on ride miles. An additional outcome is that seniors feel
as if they are valuable participants in a shared driver program.

¢ Minerva Foundation

The Minerva Foundation is an Edmonton based public foundation that wishes to focus
on and support one charity annually with a substantial donation of up to $100,000.00.
They also support other smaller projects. The yearly application deadlines are March 31
and September 30, application guidelines are on their website and funds allocated twice
yearly.

http://www.minervafoundation.ca/minerva.asp

Privae Foundations

e The Stollery Charitable Foundation

The Stollery Charitable Foundation is an Edmonton based private foundation that exists
to help less fortunate people by funding charitable activities. The Foundation funds a
wide range of requests, including proposals for operational funding, capital campaigns,
staff positions, renovations, equipment purchases, one-time initiatives and special
projects. Grants range in size from a few thousand dollars up to $100,000 or greater.

Applications for grants designed to provide creative solutions to social issues are
welcome. Collaboration with other charitable agencies and/or co-funding opportunities
with other granting sources is usually viewed favourably, particularly for projects
exceeding $50,000.

Applicants are encouraged to contact the Executive Director, Scott Graham, by e-mail

or telephone before submitting a proposal. The Foundation will accept applications
throughout the year. Awards are made in November.

Prepared for the Edmonton Seniors Coordinating Council by Greenaway Consulting Services Ltd.


http://socialenterprisefund.ca/
http://www.minervafoundation.ca/minerva.asp

The Seniors Assisted Transportatitvject: A Coordinated Shared Services Model Page28of 64

http://stollerycharitablefoundation.org/foundation.html

w Muttart Foundation
The Muttart Foundation is an Edmonton based private foundation. The Foundation
considers a robust charitable sector as central to a strong, healthy society. Through their
work, charities build community and address key social issues and concerns.

The Foundation's philanthropy focuses on three areas:

1. Strengthening the charitable sector
2. Early childhood education and care
3. Management development and leadership

¢tKS C2dzyRIiGA2yQa F20dza 2y aiNBy3aIGKSyAy3d GKS
capacity of social service organizations, early childhood education and care

organizations and certain regional and national umbrella organizations by providing an

opportunity for two or more charities to come together to address a specific training

need. A group of organizations might hire a trainer, instructor, or consultant to conduct

a joint training session or workshop on a specific topic. Funding for collaborative

volunteer training or to bring in an assisted transportation expert might be eligible for

support under a Muttart program.

http://www.muttart.org/

e Allard Foundation

The Allard Foundation is an Edmonton based family foundation. Grants are usually
awarded based on relationship with the Foundation members. The Foundation has the
capacity for substantial grants. Grants are considered for capital funds, emergency
funds, endowment funds, equipment funds, program funding, research projects and
other special projects.

Grant requests are reviewed every 8 weeks. The fiscal year begins January 1 and ends
December 31. There is no website for the Allard Foundation.

¢ Dianne and Irving Kipnes Foundation

Based in Edmonton, the Dianne and Irving Kipnes Foundation is a family foundation for
general charitable purposes with an interest in seniors, health and community services.
This Foundation is not accepting applications, however a relationship based connection
may be able to determine if there is interest and/or garner support for collaborative
funding efforts. There is no website for the Foundation.

Prepared for the Edmonton Seniors Coordinating Council by Greenaway Consulting Services Ltd.


http://stollerycharitablefoundation.org/foundation.html
http://www.muttart.org/

The Seniors Assisted Transportatitvject: A Coordinated Shared Services Model Page29 of 64

e Butler Family Foundation

The Butler Family Foundation is an Edmonton based family charitable foundation that
was set up in 2007. The Foundation will provide matching funds, operating funds,
program funding and seed money in grants up to $10,000. A conversation with the
Executive Director, Shannon Butler, at 780-488-1823 is recommended before
proceeding to application.

¢ Dave Lede Family Charitable Foundation

The David Lede Family Charitable Foundation is an Edmonton based family charitable
foundation set up for general charitable purposes with a capacity of grants of $100,000
or greater. A relationship based approach is recommended to determine interest in the
project. Phone contact information listed in the Canadian Directory is 604-681-7500.

The two following foundations are Toronto based, however they do contribute Canada-
wide. Strength in this request would be a larger stakeholder group leveraging support
from local foundations and sponsors.

e Jackman Foundation (Toronto)

The Jackman Foundation is a Toronto based family foundation. They do contribute
Canada wide, have multiple interests and capacity to grant at the $100,000 level. Grants
will be considered for operating funds, building funds, capital funds, emergency funds,
equipment funds, matching funds, program funding, seed money and special projects.
Funding decisions are made throughout the year.

e The Nelsa Arthur Hyland Foundation

The Nelson Arthur Hyland Foundation is a Toronto based family foundation. Their
granting region does include Alberta although their interest is Toronto. They fund
special projects, capital funds, building funds, equipment funds and programming. Grant
requests should include full details of the purpose of the application, a history of the
organization, a listing of personnel, other sources of funding and the benefits to arise.
Financial statements and charitable registration number must be enclosed. Most
funding decisions are made in the fall months. All grant requests must be received by
the Foundation on or before September 1, and payable prior to December 31. This
foundation has no website. The contact is Gerald Hayden at 416-920-6089.

Private Sector

Responsive to market demands, the private sector can offer a wide range of products
and services to help seniors age in place. Those in the private sector with an interest in
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transportation can be key players in the funding and promotion of an assisted
transportation system.
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good prospects for an assisted transportation model, as they include a component of

volunteerism as part of their community investment commitment. For information on

the Caring Company program and its participants, go to

http://www.imaginecanada.ca/node/119

The private sector continues to build their own capacity to invest in their communities
and respond to community demand through their corporate foundations, community
investment programs and marketing dollars.

Corporate Foundations

e TELUS Community Board

Launched in 2005, the TELUS Edmonton Community Board has a donation budget of
$500,000. On their website, the TELUS Community Board says they welcome big ideas
and are seeking innovative new ideas for their community investment program. Board
members span several sectors of the community and a conversation with them may be
a good starting point to a potential collaboration on this project.

http://about.telus.com/community/en/boards/edmonton/

e AMA Foundation for Traffic Safety

In 1999, the AMA Foundation for Traffic Safety was formed as an independent
charitable foundation conducting research to help enhance the safety on our roads.
AMA acts as an agent to the foundation, undertaking research initiatives on its behalf. In
2009, the AMA produced a Toolbox for Aging Road Users, which offers a comprehensive
list of current traffic engineering practices that benefit aging road users, defined as
aging drivers and aging pedestrians.

http://www.ama.ab.ca/community-and-ama/ama-foundation-for-traffic-safety

e Fountain Tire Foundation

Since it was established in 1956, western based Fountain Tire has always donated
money and volunteer hours to charitable causes. In recent years, Fountain Tire has set
up a corporate Foundation that supports three charities: Rick Hansen Wheels in
Motion, the United Way and The Support Network. Because Fountain Tire has a vested
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interest in transportation and the community, they may be a fit for sponsorship or
donations for an assisted transportation program. The relationship would be made
locally at the Fountain Tire Head Office.

http://www.fountaintire.com/tires/fountain-tire-foundation

e RealtorsCommunity Foundation

Realtors have been identified as a good target for volunteer driver recruitment as they
are usually familiar with their community. In Edmonton, the RCF may also be a source of
assisted transportation project funding. The Foundation, which is supported by realtors
who generate money and volunteer time, has returned over $2.8 million dollars to
Edmonton and area charities since 1986.

http://www.realtorscommunityfoundation.com/

e Molson Foundation

The Molson Foundation is a corporate foundation based in Montreal although they do
contribute Canada-wide. The Foundation's policies were established to reflect the
interests and wishes of the founders. Of primary interest are innovative projects in the
fields of health and welfare, education, social development, national development and
the humanities. The Foundation is primarily interested in providing seed money and
generally makes one-payment grants. In certain circumstances, however, it will make
commitments for grants payable over a period of up to five years. Grants will be
considered for special projects, building funds and equipment funds. The contact person
is Andrew Molson at 514-521-1786.

http://www.heritagecanada.org/eng/links/fund/The Molson Foundation.pdf

Business Community Investment and Involvement

Not all businesses do their corporate giving through foundations. Often they set up
informal or formal community investment programs within their companies. These
programs often offer more flexibility for the company as they can define their own
program scope and shift criteria based on current priorities and interests. Businesses
with a vested interest in transportation may be interested in providing help with
collaborative relationships, social marketing, fundraising, marketing sponsorships and
donations including gifts in kind. The following list, while not exhaustive might stimulate
other ideas.

e Fountain Tire / Kal Tire
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These companies have a direct interest in keeping vehicles in good driving order and
could be a source of sponsorship or donations related to tires and tire services,
marketing or gift vouchers for volunteer programs and their drivers.

e Mr. Lube

Like other vehicle services, Mr. Lube has an interest in keeping vehicles in good driving
order and is a potential source of sponsorship or donations related to oil changes,
marketing or gift vouchers for volunteer programs and their drivers.

e Medical practices / Medi-clinics

In order to provide medical services to seniors, the seniors must be able to access
medical practices and medi-clinics. These clinics are potential sponsors of the system
and could help promote it.

e Grocery chains

Grocery chains have the potential to help secure the food supply for seniors. They could
promote and fund transportation so that seniors can shop for groceries. Those seniors
who are unable to shop could have groceries delivered to them. Western Canadian
based The Jim Pattison Group owns Save On as well as the outdoor advertising company
that displays ads on billboards and ETS buses. Owner Jim Pattison is known for a variety
of philanthropic endeavours.

e Pharmacies
Pharmacies also have a stake in ensuring their customers can reach their points of sale
and there is brisk competition between the larger pharmacy chains. Rexall is Edmonton
based and has a Foundation that supports health based initiatives.

http://www.rexallfoundation.ca/index.html

Other companies that have a vested interest in transportation and/or ensuring their
clients access their points of service are:

e Insurance companies

e Banks

e Car dealerships

e Trucking and goods transportation companies
e Chauffeuring

e Package delivery

e Businesses with drive through points
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The support from these sources may come directly as donations, or a variety of
sponsorships that include:

e C(Cash

e Ciftsinkind

e Marketing

e Technologies

e Human resources

Fund Development

Fund development models for assisted transportation must be based on shared
responsibility for cultivating the relationships to make the system sustainable.

The strength of the case for support is not only the outcomes for seniors, but in the
community's increased capacity to provide other core services over time.

Fund development for this system will require a multi-step process and a phased
timeline that include:

1. Acquiring seed funding to develop the model, prepare strategic fund
development and marketing plans and define evidence based outcomes

2. Building long term relationships to gain support for the model and its
implementation from governments, funders, foundations and sponsors

3. Encouraging agency efforts to gain funding sponsorship and donor support for

the model's service delivery component
An example of this collaborative approach to fund development is described below:

o A leadership team of stake-holders, all focused on the outcomes of an assisted
transportation system, oversee the development of a transportation model and
case for support

o Fund Development and Marketing plans are developed and communications
materials produced

0 The lead stakeholder team, now using the same project model, fund
development strategies, case for support, communications tools and approach
speak to local funders, the City and the Province, as a coalition or collaborative

o0 Thereis a higher likelihood of success in getting funding for different aspects of
the case for support when there is demonstrated credibility and outcomes
match the funder/sponsor interests

0 Success in obtaining one major investment can leverage others
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Awareness Campaign for Assisted
Transportation

Promoting a citywide assisted transportation model will require a comprehensive,
detailed public relations plan. The plan should encompass stakeholders, fund
development (including sponsorship), media, volunteer and client engagement. The
complexity of a collaborative led campaign reinforces the need for a structured plan to
communicate information and updates about the service delivery. Multiple stakeholders
working together enhance a campaign's credibility, and their capacity to share resources
and piggyback on each other's campaigns foster efficiencies.

Ten components of a public awareness campaign that can guide a collaborative
marketing effort follow.

Key Components

1. Situation overview

A situational overview offers a clear, concise picture of the social issue being addressed.
In fund development, this is called the "case for support". It includes pertinent history
and demographic information, the scope of the issue, rationale for the approach to
solutions, reaction to the issue by affected groups and an assessment of the current
state of affairs. This information exits in many of the current reports related to aging in
place. Decisions need to be made about the priorities for communications.

A Sample Situation Overview

A vibrant community depends on the participation and contributions of all of its
members. The community provides its seniors with services, goods, information and
relationships. Seniors, in turn, contribute family ties and continuity, helping hands,
volunteerism, knowledge, experience and history.

The number of seniors living in Edmonton is on the rise

e In 1986, 17% of our citizens were 55 or older
e In 2006, 21% were seniors
e By 2014, 32% of Edmontonians will be seniors

The most dramatic growth will happen in the over 80 age group. This is particularly
significant as the need for services and help with daily living increases as people age.

Edmonton Seniors, A Portrait, 2010
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Mobility is critical to the quality of life, health, wellness and peace of mind of seniors
whether they need it for access to services or for socialization. Transportation becomes
an issue for many seniors who no longer drive, perhaps for the first time since they were
16 years old. Without transportation, accessing food or medical services can become
major life challenges and the risk of isolation increases when older adults can't get out
to activities or spend time in the company of friends and neighbours.

Lost mobility jeopardizes not only the physical and emotional health of a senior, who
may feel a sense of loss and independence, but can decrease their engagement with the
broader community. Transportation, therefore, is vital to providing mobility and
reducing social isolation whether seniors are aging in their homes, assisted living or
other settings.

GLGQA OSNE AYLRNIFYydG F2NIYS (2 adhe|l Ay Ye
Being a senior, | feel more comfortable and at ease in a familiar environment. It
Gr18a | aSyA2NJ I 20 2F STF2NI G2 | Radzad

Mary Fung, Edmonton Seniors, A Portrait

The physical and mental limitations that make it difficult or impossible to drive may also
make it equally difficult or impossible for a senior to use conventional forms of public
transportation. A senior may be unable to get to transit stops, travel alone, carry heavy
loads, stand for a period of time or stay alone at a destination. Our challenge is to meet
the special transportation needs of our most vulnerable seniors and support them to
enjoy their final years living in the homes of their choosing, connected to their friends,
family and communities.

2. Goal and objectives

The goals and objectives of a public relations plan are found in the internal document
that guides the collaborative, staff or public relations personnel. Goals are broad
statements of the desired outcome or vision. The objectives to achieve those goals are
stated as measurable outcomes where possible.

Examples of stated outcomes:

The Province of Alberta defined outcomes in their Aging Populations Framework.
Outcome number 5 states that, "Albertans have access to safe, affordable, appropriate
and accessible transportation options in their senior years". This includes:

e Supporting the ability of Albertans aged 65 and older to continue driving
safely
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e Supporting the development of affordable, accessible and appropriate
transportation options for seniors who are unable to or do not wish to drive
Aging Population Policy Framework, November 2010, Government of Alberta

¢CKS /AGe 2F 9RY2Y (e&pfesds oufc@ngsiasaldideas:S Of | NI G A2y

1. Individuals are respected regardless of age. All generations have much to
teach and learn from each other.
2. People of all ages are safe in their homes and neighbourhoods. Safety has
physical, environmental, financial and health aspects.
3.¢CKS OAleQa UNIyaLRNIFGAzy adeadsSyaszr dzNb
allow all people to participate in full lives. No one is barred by mobility or
resources from involvement in city life.
4. Older people have ready access to programs, employment, activities and
services that help them stay engaged, respected and appreciated.
Edmonton Seniors Declaration, June 3, 2010

A public relations plan for an assisted transportation model that involves many
stakeholders could easily align with the goals of the Province and the City and build on
specific outcomes identified by a leadership team.

3. Target audiences

Target audiences are demographic groups for whom specific messages are designed.
Leadership volunteers or staff members are examples of internal audiences, those who
are an integral part of the group. External audiences are outside the group, for
examples, funders, media and sponsors. Audiences are also identified as primary or
secondary targets, depending on the order of priority of the messaging.

Sample internal audiences for an assisted transportation model:

e Lead collaboration team members
e Edmonton Seniors Coordinating Council
o Staff implementing the model

Sample external audiences for the assisted transportation model:
Primary audiences (to gain political and financial support):

e Provincial Government Ministries
¢ City of Edmonton Transportation
e Edmonton Seniors Coordinating Council Members
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Media

Funders and grantors

Sponsors

Medically At-Risk Drivers Centre, University of Alberta

Secondary audiences (to spread the word):

Senior Centers

All senior serving organizations
Social services organizations
Seniors

Caregivers of seniors

Health care providers

Faith communities

Donors

Volunteers

Service clubs
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In a collaborative model, each stakeholder can help identify the key target audiences in
their circle of influence.

4. Strategies
Strategies are methods of reaching the desired target audiences to accomplish public

relations plan goals and objectives. Strategies specific to reaching internal audiences

may differ from those designed to reach external ones.

Internal communications are essential to the seamless planning and delivery of service.

This part of a communications plan is frequently overlooked but is critical to a

collaborative or shared services effort. External communications deliver the messages to

all those who have a vested interest in assisted transportation. External messaging is

targeted to specific audiences. It is important to be intentional about those strategies.
Some key categories are:

¢ Communications strategiesdvertising, media relations and publications.
e Participatory strategiesspecial events, fund-raisers, focus groups or award

ceremonies to showcase best practice.

e OQOutreach strategiescommunity volunteer activities, speaker's bureaus and

volunteer fair participation.
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5. Tactics

The tactics of a plan are the ways to achieve strategies and can be implemented in
multiple ways. The strength of a collaborative effort is in its collective wisdom. Each
stakeholder can draw on unique experiences and tools to deliver information to their
networks. Piggybacking on existing campaigns, events and promotions related to seniors
can provide continuity and save resources. There could also be the opportunity to
obtain sponsorship for a large piece of the marketing plan from a sponsor who has
relationships with multiple organizations.

6. Managing the plan

Public relations plan management requires staffing, tools to track the scope of the plan,
various strategies, tactics, messages, contacts, timelines, deliverables and reporting.

7. Timeline

Timelines help define how long a public relations or awareness plan will be in place
before it is evaluated, re-assessed and adapted to emerging situations. A plan can be
staged over a 2-3 year period, with specified evaluation periods identified.

8. Evaluation

The goals and objectives of a public relations plan are defined by outcome measures.
Metrics attached to those outcomes help determine whether the strategies are being
implemented, if target audiences are being reached or a particular campaign is seen to
be working. Evaluation can include polls, market surveys, organizational or client
surveys.

9. Budget

A budget to track the revenues and expenses of a public relations plan is essential.
While some strategies are very expensive (advertising), others are not (focus groups,
piggybacking on current campaigns). Knowing the cost of the public relations campaign
provides a benchmark for soliciting support from stakeholders and from sponsors who
may wish to assist with awareness campaigns.

10. Key Messaging

The key messages for this awareness plan can be gleaned from information in the
situation overview and by choosing:

e Which target audiences specific messages will be directed to
e What motivators are to be addressed

e What strategies are to be implemented

If the messages for this model are designed to appeal to people intellectually and
emotionally, they are more likely to successfully involve people in the cause. Funders,
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sponsors, donors and volunteers all require information about the social issue.
Appealing to people emotionally helps them to relate to the social issue personally. A
call to action inspires people to get involved.

Examples of Intellectual appeals

e Did you know that the number of seniors living in Edmonton is on the rise?
e In 1986, 17% of Edmontonians were 55 or older
e By 2006, 21% were seniors
e By 2014, 32% of Edmontonians will be seniors
Stats Canada 2006

e By 2020, 1in 4 drivers on the road will be over 65
Medically At-Risk Driver (MARD) Centre stats

The Alberta Seniors and Community Supports website has excellent tools that illustrate
the growth of senior demographics. They provide a reality check on how quickly our
senior population is growing and include:

e AcountdownclocktK I i RSY2yaidNIiSa GKS NIGS 27F F 3A\
FYy20KSNJ ! f 0SNIFYy NBIFOKSa GKS 13S 2F cp¢é

e Atool that demonstrates how the Alberta population is expected to change over
time.

e Achart that demonstrates the above change

e Achart that demonstrates the number and percentage of seniors over time

http://www.seniors.alberta.ca/Seniors/AgingPopulation/

Facts and figures about the need for assisted transportation might also be appealing.

e Did you know that of the 1,230 taxis available in Edmonton, only 45 or 3.7% are
wheelchair accessible
City of Edmonton Transportation
e 25% of seniors over 80 rely on friends and family to drive them around. That

number increases with age
Aging in Place Study, City of Edmonton 2007

Examples of Emotional appeals

aSaalasSa ogAGK SY20A2y L+t FLIWISEFE §G2dzOK LIS2 LI S¢
and relate to the seniors in need of services. The most effective ones are real life

testimonials from riders or drivers that demonstrate the real change that assisted

transportation has made to their lives. These stories come from the organizations that

provide service.

Prepared for the Edmonton Seniors Coordinating Council by Greenaway Consulting Services Ltd.


http://www.seniors.alberta.ca/Seniors/AgingPopulation/

The Seniors Assisted Transportatitvject: A Coordinated Shared Services Model Page40 of 64

A message can appeal both intellectually and emotionally to an audience:

o 25% of seniors over 80 rely on friends and family to drive them around. That
number increases with age. What happens if a senior does not have friends
or family who can drive them to the grocery store?

In a collaborative or shared services model, messages are targeted or delivered to
specific and varying audiences. The following examples demonstrate how matching
messaging with key priorities of the audience can be effective.

e Governments: appeal to their goals and objectives related to aging in place
and collaborations

e Municipality: appeal to leadership and the responsibility for service delivery;
focus on collaborative efforts to provide services

e EdmontonTransitt YA AK{G KIF @S | @SaGSR AyiaSNBai
that includes public transit, DATS and other assisted transportation

e Stakeholders, Funders, Donors: appeal to their:

Sense of duty

Wish to be respected or show respect to others

Desire to solve problems and feel a sense of accomplishment
Desire to help others and be involved

Desire to act as a change agent on a social issue; achievement

o O O O O

e Volunteers: messages that are designed to appeal to:

Desire to help others; be involved

Sense of duty

Sense of belonging to community

Wish to be respected or show respect to others
Self-esteem

O O O O O

Sample messages to volunteers:
Become a Volunteer Driver! The [ABCD] Driver program offers a fun and rewarding
volunteer opportunity. Do you...

o Like to drive?
o Enjoy meeting new people?
Give the gift of mobility!
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Messages to volunteers can focus on benefits to Volunteer Drivers such as:

Help seniors retain independent living, dignity and freedom

Belong to a community of senior serving organizations

Obtain valuable training to enhance current skills or learn new ones
Apply skills they have learned

Enjoy recognition events and meet other volunteers

O O O O O

Volunteers are also a great source of stories that appeal to funders and donors, which
helps them relate on a personal level.

Promoting citywide assisted transportation is a complex venture that requires
relationship building, cooperation and a comprehensive, detailed public relations plan.
With all of these key strategies in place, the success of the undertaking is more likely
and the seniors in our community will be connected to the services and activities they
need to age in place with a sense of belonging, security and peace of mind.

Conclusions and Recommendations

The ESCC's mandate is to help senior-serving organizations plan and collaborate to
Improve programs and services for seniors, so it has a role to play in:

¢ Fostering the necessary learning prior to establishment of the new model

¢ Investigating funder interest

o Coordinating a series of initial meetings with member agencies and funders
to consider the model

Should the model meet with broad consensus and one or more funders indicate a
willingness to support it, we recommend the following framework to guide the
implementation of a coordinated, shared services model.

1. Leadership

Much research and excellent work has been accomplished in the area of transportation
for seniors. The complexities of real systemic change require leadership to oversee the
development of a citywide system of assisted transportation. Leadership would include:

A Leadership Committee

We recommend the development of a leadership committee of stakeholders, or a
collaborative council, that oversees the development of the transportation model, the
business plan and the case for support for funding. They would champion the city wide
assisted transportation system and bring expertise, influence and reach to the table.
Research supports engaging a wide range of stakeholders when planning a coordinated
system. We recommend that it be made up of members representing senior serving
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organizations as well as members that have expertise in transportation. They must be a
mix of government, voluntary sector and private sector for example:

e Edmonton Seniors Coordinating Council
e City of Edmonton Transportation

o Disabled Adult Transit Service

e Medically At-Risk Drivers Centre

e Health Ministry or designate

e Seniors Ministry or designate

e Transportation Ministry or designate

e Members at Large (seniors)

e Alberta Motor Association

e Senior serving agencies

The current transportation committee reflects many of those membership categories as
Alberta Transportation, Alberta Seniors and Community Supports, Alberta Health
Services, The Alberta Motor Association, Edmonton Transit System, City of Edmonton
Transportation System, The Medically At-Risk Drivers Centre, and key service providers
are all members. This broad group could extend its membership to include
representation from medical and faith based communities, the private sector, and
entho-cultural groups.

We recommend that in addition to organizational affiliation, members of the leadership
team are advocates for change, can articulate the benefits of the system, and commit to
the long-term process of coalition building because the benefits are not always
immediately evident.

Leadership Staffing

There have been many research projects related to core services for seniors and
assisted transportation. This knowledge and the proposed model of delivery are
converging to facilitate decision making about a citywide assisted transportation model.
It is time to plan for leadership staffing that provides continuity for the work, and
oversees the model's implementation. This position (or positions) would provide a
continuous contact point, source of knowledge and planning for succession into the
future.

The competencies required for this staffing are

e Community development
e Public relations
e Management
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We recommend that ESCC, with the necessary resources, take responsibility for hiring or
contracting out leadership staffing. During the final project meeting, stakeholders
indicated support for ESCC to do so as part of their mandate, which is to help senior-
serving organizations plan and collaborate to improve programs and services for seniors.
Participants perceive the position as one responsible for coordination and support of a
collaborative effort, rather than direct service delivery.

Once the collaborative model was fully designed, ESCC would withdraw from this role.
Leadership would then be provided by collaborating organizations.

2. Collaboration

Collaborations to champion a citywide model will require multiple levels of information
sharing, expertise and cooperation. Those levels might include:

e Leadership Committee

e Senior serving organizations
e Transportation

e Funders

At the conclusion of the last stakeholder meeting, people began to identify small steps
that they could take immediately such as gauging funder interest, investigating
guidelines for funding of shared services, engaging a local elected official, and exploring
ways that their individual organizations might participate in the model. These concrete
actions demonstrate participants’ commitment and willingness to take action to make
the model a reality. However, these people need concrete support.

Collaborations often fail because there is no infrastructure to support them and
organizations lack the time and resources required for success. We recommend that
initially, an outside consultant with expertise in collaboration, mediation, and facilitation
begin to build the work to bring stakeholders together and create a solid framework and
strategies to support collaboration.

3. Shared Responsiliyi

A collaborative, shared services model requires commitment to shared responsibility.
Responsibility is shared by:

e Governments (Federal / Provincial / Municipal)

e Voluntary Sector (Funders, Foundation, non-profits)

e Private Sector (those with a vested interest, sponsors, etc)

¢ Individuals (neighbour helping neighbour, volunteers, donors)
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4. Service Delivery

The Beverly Foundation in the United States has created criteria to assess the senior
friendliness of transportation services.® The five A's including availability, acceptability,
accessibility, adaptability, and affordability, are encompassed in the ESCC strategic plan.
We recommend that service delivery for a coordinated shared services model be guided
by these five principles.

5. Promotion

Itis a challenge to reach and engage seniors in Edmonton who may be facing isolation
because they lack transportation. The outcome of the citywide assisted transportation
system is to ensure that access to transportation is available and that seniors can
become aware of and participate in the services provided.

We recommend that a single source website and phone number be used as a point of
contact. The website would contain high quality, unbiased information from a range of
expert sources on seniors transportation in addition to providing seniors with access to
the service that best meets their needs.

A public awareness campaign would inform Edmontonians of the benefits of assisted
transportation and show how they can be involved as a rider, volunteer, sponsor or
donor. Clear communication about the benefits of providing assisted transportation to
seniors help the public understand their role in getting involved in helping a neighbour.

The Leadership Committee and Leadership staff will share key messages with funders
who have an interest in caring for seniors.

6. Accountability

The coordinating partner plays a key role in this model. As member agencies consider
implementation and begin the process to identify a lead agency they must define key
qualifications for selection. For example:

Registered charitable status

A minimum of five (5) years of service to seniors

A stable financial history with a minimum of three (3) months of reserve funds
A stable governance board made up of directors with a diverse mix of skills
Proven administrative and program effectiveness

Openness/willingness to work in a system design/change initiative
Demonstrated ability to work in a collaborative manner

6 Developed by the Beverly Foundation and TRIP September 2005
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e Accountability by scoring at least 70% on the Self-Diagnosis Pack produced by
Charity Central’

Ongoing program evaluation is vital to the success of the model. Measuring the overall
impact of the services provides a stronger case for support for funding, public relations,
and for public involvement at all levels.

In addition to infrastructure, it takes shared measurement for a multi-stakeholder
initiative to evolve into a true collaboration®. With accountabilities in place for ride
statistics, financing, program evaluation and reporting, the citywide system will have
process to track progress and align efforts.

The formation of a Leadership Committee and a leadership staff person to champion the
collection of research, best practices, statistics and the coordination of implementation
of city wide assisted transportation is critical to the accountability of the system.

Preliminary list of tasks to be addressed
for coordinated shared services model

Edmonton Seniors Assisted Transportation:
A Coordinated Shared Services Model

Draft Work Plan

The following is a draft of tasks that will need to be undertaken when developing the
Edmonton Assisted Seniors Transportation Coordinated Shared-Services System. This
inter-organizational system will rely primarily on volunteer drivers and be designed to
provide easily accessible, coordinated services for seniors while respecting the
autonomy of collaborating organizations.

The Coordinating Partner has two main roles. The first is to facilitate the development
of the system through collaboration with participating organizations. The second is to
fulfill specific tasks assigned to the Coordinating Partner.

“This three part pack was designed for registered charities to assess their accountability and
transparency practices, to access more information and to develop an action plan to move

closer to being accountable. http://charitycentral.ca/Accountability

8 Collective Impacfhe Stanford Social Innovation Review Winter 2011
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The District Providers are responsible for rides in their geographic area, for their
relationship with their volunteers and for scheduling the rides.

The Specialized Providers are responsible for rides for their specialized population, for
their relationship with their drivers and for scheduling.

The role of the Coordinating Partner in the planning phase is to facilitate the
development of a plan that works for all partners. All partners wiié involved in

planning.

PLANNING and DEVELOPMENT

Task

Role of Coordinating
Partner

Role of District
Providers

Role of
Specialized
Providers

Evaluation and

Quality
Improvement

Lead the development of
a system for program
evaluation

Lead the development of
a system for ongoing
quality improvement

Funding and Fund
Development

Prepare funding
applications based on
the Business Plan

Lead the development of
a shared fund raising
plan

Information and
Referral

Lead the development of
a common strategy for
assessing and
responding to needs that
are identified by driving
clients

Marketing / Public
Relations

Lead the development of
a Marketing / Public
Relations plan

Lead the development of
a shared logo and
relevant marketing
materials

Partner
Communications

Lead the development of
a plan for Partner
Communications
(Urgent, program
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Task Role of Coordinating | Role of District Role of
Partner Providers Specialized
Providers
development, issues
management, etc)
Planning Lead the development of

a business plan

Lead the development of
a flow chart for handling
requests and issues

Participate in the
development of role
definitions for
Coordinating Partner,
District Provider and
Specialized Provider ¢
(Led by ESCC)

Participate in the
development of
role definitions
for Coordinating
Partner, District
Provider and
Specialized
Provider¢(Led by
ESCC)

Participate in the
development of
role definitions
for Coordinating
Partner, District
Provider and
Specialized
Provider¢(Led by
ESCC)

Lead the development of
a fee structure

Lead the development of
a Partner Agreement

Point of Access

Lead the development of
a common strategy that
ensures clients receive
consistent and efficient
service regardless of
their first point of
contact

Policy and
Procedure

Lead the development of
Policies and Procedures
for day to day operations

Lead the development of
procedures for assigning
requests to specific
volunteers and for
confirming booking with
clients

Lead the development of
procedures for paying

Prepared for the Edmonton Seniors Coordinating Council by Greenaway Consulting Services Ltd.



The Seniors Assisted Transportatitvject: A Coordinated Shared Services Model

Page48of 64

Task

Role of Coordinating
Partner

Role of District
Providers

Role of
Specialized
Providers

for rides

Lead the development of
an accounting system

Receiving Requests

Establish a telephone
ydzYo SNJ I yR
for receiving all calls

Establish an internet-
based site and process
for requesting rides

Ride Management
Data Base

Lead the selection of a
data base that all
partners would utilize

Acquire funding for
purchasing/subscribing
to selected data base

Set up the data base at
all sites

Provide
equipment
required for data
base

Provide
equipment
required for data
base

Enter data relevant to
Coordinating Partner

Enter data for
District Provider

Enter data for
Specialized
Provider

Volunteer
Management

Lead the development of
shared Volunteer
Policies and Procedures
based on Volunteer
Driver Program Tool Kit

Lead the development of
a plan for volunteer
orientation and training
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IMPLEMENTADIN and OPERATIONS

Task

Role of
Coordinating
Partner

Role of District
Providers

Role of Specializeg
Providers

Evaluation and

Quality
Improvement

Lead agreed upon
quality
improvement
strategies and
processes

Lead regular
evaluation of the
program

Furding and Fund
Development

Develop
relationships with
potential funders
and prepare funding
applications

Organize fundraising
events and
strategies

Marketing / Public

Implement the

Participate in the

Participate in the

Relations Marketing / Public Marketing / Public | Marketing / Public
Relations plan Relations plan as Relations plan as
required required
Ensure wide
publicity about the
central number and
web site
Partner Facilitate regular Attend regular Attend regular

Communications

meetings of
partners

meetings of
partners

meetings of
partners

Provide training to
new partner staff
members

Ensure new staff
members involved
in Assisted
Transportation
receive training

Ensure new staff
members involved
in Assisted
Transportation
receive training

Provide timely
communications
with and among
partners about
program
developments and
issues

Communicate with
partners about
successes,
challenges, issues
and needs

Communicate with
partners about
successes,
challenges, issues
and needs
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Task

Role of
Coordinating
Partner

Role of District
Providers

Role of Specializeg
Providers

Point of Acess

Provide tools and
processes for
senior-serving
organizations to
easily and
effectively refer
clients to the service

Receiving Requests

hLISNI GS 4
Ayidlr18¢ vy

Provide
staff/volunteers to
accept requests
and assign drivers
in a timely manner

Provide
staff/volunteers to
accept requests
and assign drivers
in a timely manner

Operate the
internet site

Provide
staff/volunteers to
accept requests
and assign drivers
in a timely manner

Provide
staff/volunteers to
accept requests
and assign drivers
in a timely manner

Ride Management
Data Base

Provide data base
training and support
to partners

Maintain data base
records for all
requests

Maintain data base
records response
to all requests

Maintain data base
records response
to all requests

Produce monthly
reports

Scheduling and
Dispatch

Forward request to
the appropriate
partner

Enter all ride
requests that are
received at the
offices of the
District Provider to
the shared data
base

Enter all ride
requests that are
received at the
offices of the
Specialized
Provider to the
shared data base

Assign drivers to
each request

Assign drivers to
each request

Ensure timely
response to each

Ensure timely
response to each
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Task Role of Role of District | Role of Specializeq
Coordinating Providers Providers
Partner
request request
Volunteer Train all volunteer Recruit, orient, Recruit, orient,
Management drivers schedule and schedule and
(Training would be the | recognize recognize
same for all volunteer | \g|ynteers volunteers
drivers but could be
offered in each area of
the City and/or at a
central location)

NEXT STEPS

e Each participating non-profit to take the Seniors Assisted Transportation Project:
A Coordinated Shared Services Mddeheir Board of Directors for support.
Agencies consider their strengths and capacities and decide what role they
would like to propose to play in the model

e Develop a Seniors Assisted Transportation Leadership Committee (Sr.
Transportation Steering Committee with addition of representatives from
medical and faith based communities, the private sector, the Aboriginal
community and ethno cultural groups). Their role would be to advocate for
change, articulate benefits of a more coordinated system and commit to a long-
term process of coalition building

e Asub-set of the Seniors Transportation Steering Committee will form the
transition team and will consist of representatives from the ESCC, the City of
Edmonton, the AMA and the Medically At-Risk Drivers Centre.

e ESCC seek some seed money to contract a mediator and a fund developer to
work on the project. The mediator would bring service providers together to
establish what part agencies wish to play in the shared service model. The
mediator would require skills in trust building, facilitation, consensus building,
establishing a shared vision. They would work with the transition team and the
leadership committee as necessary. The fund developer would work with the
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partners in the shared service model and with the transition and leadership
committee as necessary.

e The transition team and the mediator would establish a process for decision
making with regard to the roles that participating agencies will play in the model

e The fund developer and the partners in the shared service model would create a
business plan and marketing strategy to build awareness in the community as a
whole

e The leadership committee, the transition team, the fund developer and shared

service partners would coordinate approaches to funders and seek champions
to help move the project toward implementation
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Appendix A
Models
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Model # 1

Centralized provided by Edmonton Transit System

Rationale: Considering that transportation and infrastructure are municipal
responsibilities, approach DATS to expand its mandate to include door through door
service.

Model Example

The City of Fort Saskatchewan contracts with a commercial service, Driving Miss Daisy,
to provide subsidized door through door transportation using a voucher system that is
overseen by volunteers of the Special Transportation Services Society.

Could the City of Edmonton contract with not-for-profits to deliver the service?

Pros Cons

Does not have to be age based Susceptible to fluctuations in municipal
funding due to the cyclical nature of our
economy

Integrates multiple types of transportation | Less flexibility and more rules

Single service provider Vulnerable to labour relations issues; no

capacity to integrate volunteers into union
environment

System already in place Higher costs for staffing and infrastructure

Existing transportation expertise

Efficiencies associated with large system

This model would require significant political lobbying and advocacy.
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Model # 2

Centralized Model
This model could be offered by one agency responsible for direct service delivery to
the entire city.

Assumptions for discussion purposes:

e Service is open to all seniors aged 55+ who require door through door
assistance

e Service uses volunteer drivers who use their own vehicles

e Service does not own or maintain a fleet

e Service uses a membership model

The lead agency could be:

1) A new entity or
2) An existing service provider
Either entity could be selected through a Request for Proposals process

The transportation agency would provide:

Direct service delivery for the entire City of Edmonton
A single point of access by phone or internet

Finance: including record keeping, accounting, and fund development
Database and ride schedule management system
Eligibility determination

Trip reservations

Assignment of trips to providers

Expense reimbursement

Sale of ride tickets

Training

Marketing

Risk management including insurance

Research on best practices

Policy and guidelines

Volunteer management

Program evaluation

In this model senior serving agencies would:
o Refer clients to the service
o Sell ride tickets on behalf of central agency

e Share space for meetings, training, and planning
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e Advise central agency of emerging issues through regular contact
¢ |dentify and communicate other client needs

Pros

Cons

Single point of entry

Reduces choice for riders and volunteers

Coordinated; more responsive and nimble

Less personal

Centralized data; citywide knowledge; can
identify costs and move resources where
needed; ease of reporting

Potential to become complacent

Centralized recruitment, training could
attract volunteers

Volunteers might be repelled by a large
system

Ease of promoting a single corporate
culture and brand

Does not require development of multiple
partnerships and allies to get service up
and running

Could eliminate existing programs

Potential for regional expansion easier

Might by costly to set up

Could provide services based on need not
age

Could be a mammoth undertaking

Might be easier to fund

Might require multiple sources of funding

This model would require choosing a central service provider. Who would make that

choice?
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Model # 3

Coordinated Shared Services Model
This model could be delivered by a coalition of service providers, each of who operates
in a defined service area to ensure complete city coverage. One partner would be
responsible for overall coordination and central request taking. The others would
provide assisted transportation to their geographic area including:

Scheduling

Volunteer management

Ride ticket Sales

Expense reimbursement
Participation in coalition activities

They would share:

Ride management system software
Standardized statistical reporting
Standardized volunteer management practices
Standardized policies and procedures

The coordination partner would act on behalf of the entire coalition by providing:

e Coordination of the business model, plan and case for support

e CommunitydS @St 2LIYSyid (G2 odAftR GKS
e Overarching fund development planning

e Overarching marketing planning

¢ Information and referral on behalf of the system

e Asingle point access by phone or internet

e Website that links all agencies providing service

¢ Coordination of activities defined by the coalition, for example:

o

(0]
(0]
(0]
(0]

Administration

Research that guides best practices

Training

Planning, program development, and evaluation
Technology support

Rider Management System technology would allow a citywide system to connect
seamlessly and share information.

Model Examples:

On a small scale, in Toronto, Toronto Ride provides coordination to a network of
fourteen partner agencies that offer assisted transportation. Their website outlines
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request broadcasts it out to other partners.

http://www.torontoride.ca/aboutus.htm

On a large scale, in Portland, Oregon, a non-profit agency, Ride Connection was created
by TriMet, the public transit system serving Portland Metropolitan area to meet the
needs of seniors and people with disabilities. It coordinates transportation services
provided by local social service agencies and volunteer programs. It also provides
system-wide training and safety programs, mobilizes volunteer ambassadors to assist
public transit users, develops and secures financial, volunteer and equipment resources,
and acts as a liaison between funders and community agencies.

http://www.rideconnection.org/ride/default.aspx

Pros Cons

Builds on existing resources Would take time, effort, openness and
honesty to build a collaborative mode

Provides single point of entry Vulnerable to shifts in relationship

Might be more efficient in the long term Might be more costly in the short term;
time and resources required to support
collaboration

Could use mixed volunteer and paid
drivers

Coordinates resources, knowledge, shared
evidence based practices, marketing,
training

United voice and strength for funding and
advocacy

Could ascertain where need is greatest and
target resources

More flexible and senior friendly; builds
capacity closer to where seniors live

More responsive to the needs of diverse
communities
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Appendix B

Key Informants
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The following people participated in one or more planning meetings or were
interviewed.

Alberta Quality of Life Commission Don Mayne
Alberta Motor Association Caroline Gee
Calder Seniors Drop - in Society Brenda Shewaga

City of Edmonton - Aging in Place Pilot Project Debbie Dundass

Shelly Sabo

Rosalie Gelderman
City of Edmonton - Community Services Brenda Wong
City of Edmonton - DATS Laura Stewart
City of Edmonton - Edmonton Transit System Dennis Nowicki
City of Edmonton - FCSS Alba Valderema
Edmonton Seniors Coordinating Council Jean Innes,

Sheila Hallett

Rich Gossen

Ismaili Council of Edmonton - Care for the Elderly Mazin Kassim

Lifestyle Helping Hands Seniors Association Doreen Armstrong
Kathy Dolby
Medically At-Risk Driver Centre Bonnie Dobbs

Param Bhardwaj
Mill Woods Seniors Centre 19 focus group participants
Multicultural Health Brokers Cooperative Yvonne Chiu

Hyunhee Song (Korean)
Yodit Libab (Eritrea and Ethiopia)

Native Seniors Centre 12 focus group participants
Operation Friendship Gail Sopkow
Seniors Assisted Transportation Society of Anna Der
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Greater Edmonton Marion deSeguin
Seniors Association of Greater Roger Laing
Edmonton

Sisters for Change (Somali) Saida Ahmed
Seniors Outreach Network Society Deborah Miville
Society of Seniors Caring About Seniors Bernice Gordeyko
The Support Network Jennifer Jones
Westend Seniors Activity Centre Janice Monfries

Steve Renaud
12 focus group participants
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