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The agency receives funding from several sources, and may be less insecure financially 
than its peers. Figure 33 illustrates the breakdown of the agency’s FY14 budget operating 
revenues and expenses, indicating payroll taxes as the major source of funding, and 
operation costs as the primary expense. Funding for projects to enhance services for 
the elderly and persons with disabilities, however, often comes from the State Special 
Transportation Fund (STF) program, and various grants. Regarding state funding, TriMet’s 
Coordinated Transportation Plan for the Elderly and People with Disabilities (2012) 
states that the “TriMet STF area receives approximately $13.5 million in STF formula 
and discretionary funds a biennium” (TriMet 2012a). For the past five years, these funds 
have played an important role in supporting innovative services such as TriMet’s Ride 
Connection/RideWise paratransit eligibility program. 

Understanding the limitations of this flat resource, however, TriMet has actively sought 
out other sources of grant funding. Recently TriMet joined forces with various jurisdictions 
in applying for a series of grants. They were awarded three separate grants, for a total 
of approximately $6 million dedicated solely to physical improvements for the FY16-
FY19 cycle. Agency staff attributes its success in surmounting financial challenges to its 
partnerships with local jurisdictions. 

“The reason why our agency is different is the time we save on our short construction. 
Funding is the least of my worries, especially when we can get surrounding jurisdictions 
involved. They already have the tools and the skills. When we are able to have them 
act as our contractors, then I can just put the plans together, transfer it over, and get 
twenty of these improvements built in the time it would normally take to build one” 
(Park 2014).

This, coupled with the agency’s success in raising funds for their projects, has allowed it to 
improve project management and cut costs, enabling its success in making infrastructure 
improvements that improve access to transit for people with disabilities. 
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 Figure 33. TriMet FY14 Budget Operating Revenue and Expense Breakdown
Source: 2014 “TriMet At-a-Glance.”
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Implementation

TriMet pays particular attention to technological and physical design innovations that result 
in unique transit stops. The agency recently adopted a practice of placing guards – two- to 
three-inch-thick pieces of plastic – at the curb or concrete edges of stops, to protect bus 
tires and sidewalks from damage. This practice results in savings on maintenance costs in 
the long run. TriMet redesigned its bus stop sign and poles in an octagon shape to improve 
brand identity and wayfinding through increased visibility, as the signs can be viewed at 
any angle. The agency adopted the use of Simme seats for use in locations with limited 
space so as to maintain ADA sidewalk width requirements. Locally produced in Eugene, 
OR, Simme seats provide two individual seats attached to the octagonal bus stop pole. 
This innovative arrangement allows bus stop designers to position the seat to fit in difficult 
locations. For instance, it allowed the placement of bus shelters at several well utilized 
Line 57 stops that were otherwise too small. Figure 34 shows seating in a perpendicular 
position that minimally affects the main sidewalk right-of-way and allows for uninhibited 
use of the pathway.

     
Figure 34. TriMet’s Simme Seating in Action

Source: Carla Salehian.

TriMet remains in the vanguard of technological advancements for communicating 
information and promoting safety. In response to widespread smart phone ownership, 
TriMet developed fare and real-time arrival information applications for use via mobile. 
Additionally, the agency has equipped some stops with signaling devices: with a signalling 
device, a blinking light activated at the push of a button informs an approaching bus driver 
that a rider is at the stop. This is particularly useful during late evening hours or in poorly 
lit areas. 

While there is little doubt of the TV Highway/Forest Grove Pedestrian Improvement 
Project’s success in terms of incorporating many of the agency’s design innovations, the 
project’s implementation was not without its share of challenges, notably those posed 
by the existing geography and transportation characteristics of Line 57. The TV highway 
runs alongside an active freight railroad in several locations which, according to agency 
staff, created several complications including right-of-way and safety issues. Eventually, 
agreements were formed with the railroad company, and TriMet was able to construct ADA-
adequate landing pads in areas that encroached upon the rail right-of-way. In response to 
safety concerns, proximity issues with the railroad in certain areas were ameliorated with 
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fencing. The high traffic speeds along the TV highway posed another significant challenge, 
and additional measures had to be taken to ensure that street crossings would be safe 
and effective. Agency staff noted that some other challenges continue to exist, particularly 
in instances where gaps in the pedestrian network remain, or where obstacles were too 
great to fit within the scope or timeline of the project. In these instances, it is hoped that 
the project can serve as a catalyst and encourage local jurisdictions or nearby business 
owners to invest in making the necessary changes.

Evaluation and Lessons Learned

Community Reaction

TriMet and its partners addressed considerable infrastructure barriers along the TV highway. 
Site visits confirmed bus stop improvements and their seamless integration into their 
surroundings. Broken and cracked sidewalks, unkempt landscaping, missing curb cuts, and 
dangerous pedestrian crosswalks all had been addressed. Most sidewalks were clean, and 
landscaping elements and bus stop amenities existed where they were once absent. 

TriMet welcomes public feedback, but does not expect acknowledgement for its efforts. 

“That’s not our mission. Our mission is to target improvements that we know are going 
to have a major impact and the ridership numbers are our reward. If we see a jump or 
a spike in the numbers and see happier customers waiting at the bus stop, then we 
know we’ve done our job” (Park 2014).

Evaluation

The ridership numbers at each of the 17 improved bus stops have been encouraging. 
Advanced data tracking technology installed in TriMet’s fixed-route fleet collects passenger 
activity data for each stop – including boarding, exit, and lift or ramp deployment. Table 
12 presents a snapshot of weekday boardings (‘ons’) and lift deployment figures for the 
17 improved stops from the fall of 2008 (prior to the improvements) through the fall of 
2011. While boardings dropped immediately following the improvements, overall boarding 
increased 9.5 percent from 2008 to 2011. Ridership among people with physical disabilities 
was affected more dramatically as lift/ramp deployments before and immediately after 
improvements increased by 96 percent, and continued slow but steady growth in 
subsequent years. Overall lift or ramp deployments in buses grew about 112 percent 
from 2008 to 2011, indicating that the infrastructure improvements benefitted riders with 
disabilities, and enabled many to begin using fixed-use transit.
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Table 12. Fixed-Route Ridership 2008-2011
Fall 
2008

Fall 
2009

Fall 
2010

Fall 
2011

% Change
2008-2009

% Change
2009-2010

% Change
2010-2011

% Change
2008-2011

Boardings 1,137 1,122 1,177 1,245 -1.3% 4.9% 5.8% 9.5%
Lift/Ramp Deployment 172 337 343 364 95.9% 1.8% 6.1% 111.6%

Source: TriMet, Personal Communication.

Annual paratransit ridership for Line 57 illustrates that while there has been an overall 
increase in paratransit trips taken, the rate at which paratransit demand has grown 
decreased significantly once the infrastructure improvements were implemented. From 
2008 to 2009, prior to completion of the TV Highway Pedestrian Improvement Project, 
paratransit trips increased 26 percent. Upon completion, the percent increase dropped 
to less than one percent. From 2010 to 2011, paratransit trips decreased by 17 percent 
(Table 13 and Figure 35).

Table 13. Paratransit Ridership 2008-2011

2008 2009 2010 2011
% Change
2008-2009

% Change
2009-2010

% Change
2010-2011

% Change
2008-2011

Paratransit Trips 12,452 15,656 15,762 13,015 25.7% 0.7% -17.4% 4.5%

Source: TriMet, Personal Communication.

 

Figure 35. Paratransit Ridership
Note: Figures represent annual data for the areas near Line 57. 

Infrastructural improvements were constructed during the summer of 2009 (indicated in red).

While these figures represent only a short time period, they suggest that while standard 
fixed-route ridership figures have remained relatively stable, the TV Highway Pedestrian 
Improvement Project has improved transit accessibility along Line 57, and that pedestrian 
infrastructure upgrades can make a significant impact on increasing transit options for 
users with disabilities. 
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In addition to users with disabilities and the elderly, this project also benefited Latino 
customers. The area surrounding the TV Highway is home to a large Latino community 
that was not particularly vocal in expressing transportation needs. Often, these individuals 
had learned to adapt to poor transit conditions in terms of the existing infrastructure (it was 
poorly lit, and lacked visibility and safety). It was not until TriMet and its partners noticed 
these problems that they were able to make the necessary changes and adjustments, which 
at one particular location included relocating the bus stop and working to get a large shelter 
installed. To TriMet’s surprise, a large number of these community members attended the 
next board meeting to voice support and appreciation for the bus stop improvements.

Lessons Learned

In reflecting on the TriMet transportation system, accessibility-related projects and programs, 
and the success of the TV Highway/Forest Grove Pedestrian Improvement Project, three 
particular characteristics stand out as major takeaways or lessons to be learned:

• Advocate. Improved infrastructure and accessible public spaces do not only 
benefit transit users with disabilities; they also improve the health and livelihood of all 
citizens. TriMet’s early adoption of this vision has allowed accessibility improvement 
elements to be seamlessly integrated into many of its projects. The sooner local 
jurisdictions and agencies adopt similar visions of “universal” design leading to 
“universal” benefits, the easier it is to garner support for developing related policy 
initiatives or investing money into these projects.

• Innovate. TriMet utilizes the latest data analysis tools and has determined that 
incorporating “green” materials is nearly always a worthwhile investment, as they 
can increase efficiency and save money in the long term. This was especially 
evident in the agency’s Pedestrian Network Analysis project, in its paratransit 
eligibility program, and even in its thrifty design innovations that included its 
sandblasted bus shelter art and the installation of locally produced Simme seating. 

• Communicate & Collaborate. TriMet demonstrates the importance of involving all 
stakeholders from the early stages of project development, and ensuring that clear 
and frequent lines of communication are maintained throughout the process. For 
projects that target improved access for people with disabilities and the elderly, 
standing committees such as TriMet’s “Citizens for Accessible Transportation (CAT)” 
can make a significant difference in project quality and can facilitate the project 
approval process.

TriMet emphasized this third major takeaway. When asked if the agency had any advice 
for other transit agencies wanting to make similar infrastructure improvements around 
bus stops, agency staff offered that establishing solid partnerships and intergovernmental 
agreements with stakeholders and ensuring they share a common goal or vision is key. 
This is an important lesson that can be applied to agencies of any size, especially in light 
of the financial benefits that can result from such partnerships. Reaching out to other 
agencies, governmental bodies, and resources can contribute not only to “stretching their 
dollar,” but also helps to establish a greater sense of community. 
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This sense of collaboration has contributed toward TriMet’s success, and TriMet is 
continuing its efforts. In 2015 the agency and its partners completed the Tilikum Crossing, 
a light rail bridge across the Willamette River, or the “Bridge of the People.” The $1.5 billion 
improvement is unique in being a dedicated “transit only” bridge designed to carry light rail 
trains, buses, cyclists, and streetcars. It features very wide sidewalks to allow for a safe 
and pleasant pedestrian experience. 

WENATCHEE, WASHINGTON

Introduction 

Approximately 150 miles southeast of Seattle is the small city of Wenatchee (Figure 36). 
Incorporated as a city in 1893, Wenatchee is also known as the “Apple Capital of the World,” 
with orchards initiated as early as the 1870s. The Wenatchee metropolitan area covers 
just over 1,800 square miles, and has an urban density of approximately 210 persons per 
square mile. The city has a population of about 33,000, and is bordered by the Wenatchee 
River to the north, the Columbia River to the east, and the Wenatchee Mountains to the 
south and west. These high, rugged peaks form a wall around the western and southern 
sides of the city.

 

Figure 36. Wenatchee Location Map – National Context
Source: http://pix.epodunk.com

With a history deeply intertwined with that of agriculture and harvest, its rural terrain and 
characteristics create several unique challenges to the provision of accessible public 
transportation. Despite this, Link Transit, a public transit agency centered in Wenatchee 
and serving all of Chelan County and several population centers in Douglas County, has set 
forth significant efforts to ensure accessibility for all its patrons, demonstrating the positive 
effects achieved through strategic policy planning. It was primarily for this reason that Link 
Transit was selected as a case study to explore successful efforts in overcoming barriers 
to accessible transit (particularly with regard to those made by a smaller transit agency). 
The following sections give an overview of the agency’s transit system characteristics, and 
describe its efforts to improve accessibility and encourage the use of fixed-route transit. 

In October 1988 a group of Wenatchee’s business and political leaders joined together, 
at the invitation of the Wenatchee Downtown Association, to discuss the possibility of 
bringing public transit back into the area, marking the first steps toward the establishment 



Mineta Transportat ion Inst i tute

75
Case Studies: Wenatchee, Washington

of Link Transit. Public transit service had stopped operating in the area in 1968. The idea 
of reestablishing a public transportation system was met with great enthusiasm, for it 
would offer the opportunity to enhance tourism, link communities together, and help the 
elderly. As a result, the Public Transit Benefit Area (PTBA) was established on November 
21, 1989. By 1990 the new public transportation system was set up with funding from a 
PTBA voter-approved local sales tax of 4/10 of one percent, and a 63 percent match from 
the Motor Vehicle Excise tax. This was a major step toward reestablishing transit in the 
area; by 1996, Link Transit’s service area had an estimated service population of 87,000 
(DeRock 2014). 

Community Characteristics 

Since that time, the community has experienced several changes. In 2013 the agency’s 
estimated service area population had grown to a total of 115,000 residing in 16 communities 
(see Figure 37). The area has also experienced many demographic changes since Link 
Transit’s inception. The once overwhelmingly Caucasian community is now 29 percent 
Hispanic, many of its Hispanic population being first-generation immigrants. About 68 
percent of Wenatchee area residents are Caucasian, and the balance is composed of 
African-American, Asian, American Indian, and Hawaiian Islander ethnicities. The greater 
Wenatchee area has what is sometimes referred to as a “hollowed” demographic: its 
population is both very young and very old. This is partly due to the fact that as soon as 
residents reach college age, they move elsewhere in search of other education and career 
paths. The city had a recorded unemployment rate of 5.9 percent in 2013 (U.S. Census 
2002; U.S. Census 2012b; TriMet 2012a).

Link Transit  
Communities Served 

 

Wenatchee Chelan 
East Wenatchee Entiat 

Leavenworth Ardenvoir 
Peshastin Chelan Falls 

Dryden Orondo 
Cashmere Waterville 

Monitor Malaga 
Manson Rock Island 

  
  

 

Figure 37. Link Transit Communities Served and Geographic Boundaries Map
Source: U.S. Census, SF1 (2000, 2010); 2012 Coordinated Transportation Plan for Elderly and Disabled, TriMet.

Disability data are shown in Table 14. Due to the large senior population, there is a 
large number of assisted-living facilities in Wenatchee. In the central area of the city of 
Wenatchee, alone, thirteen facilities could be found within a 1.5 mile radius (U.S. Census 
2009; U.S. Census 2012b).



Mineta Transportat ion Inst i tute

76
Case Studies: Wenatchee, Washington

Table 14. Link Transit Service Area Population, Total and Persons with Disability 

Category

Total Population Disabled Population

Count
Percent 
of Total Count

Percent 
of Total

Total Population 31,925 100% 6,125 19.2%
Age 0-4 2,502 7.8% na na
Age 5-17 5,844 18.3% na na
Age 18-64 18,733 58.7% 3,945 12.4%
Age 65+ 4,846 15.2% 2,180 6.8%

Source: U.S. Census Bureau, 2005-2007 American Community Survey and U.S. Census Bureau, 2010.

Demographic characteristics show that the median household income for the area is lower 
than for the rest of Washington. According to the ACS 5-year estimates, median household 
income in Chelan County was $50,582 from 2008 to 2012, while median household 
income in Washington State was nearly $60,000. U.S. median household income was 
about $53,000 for that period. As a result of all these trends, Link Transit was placed in 
an interesting situation: the agency’s development was occurring at the same time that 
the region’s population was becoming more ‘transit dependent’ due to income, age, or 
disability. The following section provides an overview of the Link Transit system and the 
programs that have been developed to respond to the community’s transport needs (U.S. 
Census 2012a).

Link Transit System Overview

In the years since the agency was first established, Link Transit has expanded its services 
to include bus, trolley, dial-a-ride (DART), and paratransit (LinkPlus) services in a service 
area that is estimated to encompass approximately 3,500 square miles and 115,000 
residents from 16 separate communities constituting both rural and urban locations in the 
region (Figure 5) (Link Transit 2013).

Link Transit currently provides bus services along eight local fixed routes, eight commuter 
routes, and one dial-a-ride route for the small city of Leavenworth. Link Transit also services 
two trolley routes: one in Wenatchee (with nineteen stops) and the other in East Wenatchee 
(with eight stops). Lastly, the agency also delivers LinkPlus paratransit service for individuals 
whose disability prevents them from using the regular fixed-route bus service. This service 
is provided up to three quarters of a mile beyond where the regular fixed-route buses travel, 
and the ride service request can be placed at least one hour before the desired trip. Service 
for all these modes of transport is provided from Monday through Friday, 5:00AM to 8:00PM, 
and on Saturday from 7:30AM until 5:30PM. Table 15 and Table 16 provide a summary of 
Link Transit’s fares and system features (Link Transit 2013). 

The topography of the Wenatchee Valley region is characterized by deep valleys between 
steep mountains, which require that Link Transit network operate along the region’s valley 
floors. As a result, many routes encompass long distances, particularly those to outlying 
areas and neighboring towns. Link Transit offers a “Dial-A-Ride Transportation” (DART) 
service to the outer regions to provide more efficient service, rather than operating full-
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time regular bus service and incurring the associated costs. The service is a shared-
ride, advanced reservation transportation option for all persons; it provides transit within 
specified service boundaries and to Link Transit’s fixed routes (Link Transit 2013).

Table 15. Link Transit Fares Breakdown
1 – ZONE 2 – ZONE NOTES

Fixed-route – Single Ride $1.00 $2.50
Fixed-route – Reduced $0.50 $2.00 Disabled, Medicare Card Holder, 65+
Fixed-route – Day Pass $2.00 $5.00
Trolley Free N/A
LinkPlus $1.50 $3.00 No charge for LinkPlus rider on fixed-route 

Source: linktransit.com

Table 16. Summary of Link Transit’s Transportation System
Service Vehicles Routes FY13 Ridership (trips)
Buses 65 buses 8 local & 8 commute routes 890,632

Trolley 5 battery electric trolleys 1 Wentachee line
1 East Wenatchee line

Not available

Paratransit (LinkPlus) 7 minivans
9 propane minivans

Not applicable 56,703

Source: 2013 “Link Transit Service Area – Wenatchee and Environs.”

While Link Transit paratransit services have always been widely used in the area, in more 
recent years the agency has performed a system-wide strategic effort to encourage elderly 
users and those with disabilities to make the switch from its more costly paratransit services, 
which costs the agency an average of $34 per person, per trip, to fixed-route services. 

Mobility Management Strategies for People with Disabilities

The program with the greatest success record implemented by Link Transit is its Travel 
Training program. This comprehensive service is designed to assist community members in 
learning ways in which to ride the fixed-route services, and Link Plus (paratransit) if needed. 
The program and its staff help riders (or guests, in agency terminology), plan trips and 
understand ways to access the bus services. There are also tips on rider etiquette and 
personal safety. This program is available to all guests who need assistance. To ensure the 
best results from the program, an initial interview is conducted to determine the skill set of 
the guest, and to match those skills with the goals and expected use of the transit system. 

The goal of this training service is to assist guests with independent travel on either the 
fixed-route or Link Plus services. Those guests eligible for Link Plus service may also 
request training to introduce them to the drivers and the schedules, and may receive 
tips to enhance their safety. Travel training typically involves mobility device training for 
fixed routes, a basic orientation to the Link Transit network, and individualized training for 
specific routes and destinations for both short- and long-term travel goals. Most training 
is conducted on a one-to-one basis, but it can be organized for groups as well. Finally, 
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the travel training service is provided free-of-charge to all Link Transit passengers, and is 
entirely voluntary. 

Initiative: Switching Passengers From Paratransit To Fixed-Route Services

Prior Conditions

In 2000, Washington state voters repealed the Motor Vehicle Excise Tax (MVAT), causing 
a large reduction in Link Transit’s budget, and a challenge to the agency. The effect of this 
fiscal constraint was felt most acutely by 2002; at that time Link Transit was spending 47 
percent of its budget solely on paratransit, on an estimated 425 daily trips. This, together 
with the declining ridership on its fixed-route service, led the Link Transit board to consider 
becoming a paratransit-only operation. 

“There didn’t appear to have any way of moving things forward, paratransit was eating 
us alive” (DeRock 2014). 

Existing infrastructural conditions in the agency’s service area were also in severe need 
of improvements. Approximately 80 percent of the agency’s bus stops were unimproved, 
curb cuts throughout Wenatchee and its neighboring communities were not universal, and 
at a broader scale, the area’s streetscapes were largely automobile- and truck-oriented; 
see Figure 38 for examples.

     
Figure 38. Rural Bus Stop Infrastructure Conditions

Source: Richard DeRock, Link Transit.

Facing these challenges, the agency’s first course of action was to assess why paratransit 
ridership was growing at such an alarming rate, and what conditions were preventing 
users from making trips on fixed-route transit. In making this assessment, agency staff 
found that most paratransit trips were taken for the purpose of medical appointments or 
for shopping needs, and that the origins for these trips were largely in assisted living or 
rehabilitation facilities. Despite the fact that these origin and destination points were located 
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along existing fixed-route bus lines, elderly users and those with disabilities preferred to 
take paratransit because 1) fixed-route travel often required a transfer, 2) riders found 
stairs and lifts on high-floor buses intimidating, and 3) the average fixed-route travel time 
was longer. In addition, most fixed-route stops were without shelters or benches. At this 
time the paratransit service was free of charge, so Link Transit customers had no incentive 
to use fixed-route transit. They were simply making rational transportation decisions to 
maximize convenience. 

Based on the agency’s established trends and observations, it was clear that the 
agency would have to undergo several system updates and transformations. Agency 
staff described these changes as a multi-pronged approach that included: limiting the 
agency’s paratransit services, making a series of fixed-route system and infrastructural 
improvements, and encouraging an overall shift in attitude in how paratransit and fixed-
route transit should be utilized.

Paratransit Programming Changes

Considering the degree to which paratransit was posing a budgeting burden to the agency, 
making adjustments to this branch of service was a top priority. One of the ways in which 
Link Transit began to curb paratransit demand was by following eligibility requirements 
more closely, and incorporating a travel-training component to the eligibility process. 
Eligibility for the LinkPlus paratransit service is evaluated through an in-person “transit 
review” in which a Link Transit representative determines whether an individual is a good 
match for paratransit, and whether their eligibility meets one of the following criteria: 

• Unconditional: In which a transit user’s disability permanently prevents them from 
boarding or riding a fixed-route bus.

• Conditional: In which a transit user is able to use fixed-route for some circumstances, 
but is not able to board a bus in certain situations where a barrier prevents the rider 
from getting to or from a bus stop. Examples of these barriers include infrastructural 
barriers such as a lack of curb cuts, or environmental barriers posed by harsh weather 
conditions.

• Temporary: In which a transit user’s disability or injury temporarily prevents them 
from using fixed-route buses. 

Within twenty-one days of completing the transit review, an applicant is notified on the 
eligibility determination. With regard to the area’s large elderly population, the agency’s 
eligibility requirements are slightly more generous during the winter. Staff offered that 
many of their riders may not meet the typical definition of a person with a disability, but 
may have balance or bone density issues that make winter potentially dangerous, and 
thus qualify them for paratransit during ice and snow periods.

Apart from eligibility requirements, adjustments were also made with regard to fares. Prior 
to 2000, paratransit services were free for eligible users. The decision to start charging 
its riders $1.50 for a “1 Zone Single Ride” or $3.00 for a “2 Zone Single Ride” – rates that 
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are $0.50 more than equivalent fixed-route rides – was met with some hesitancy and 
trepidation. The agency was aware of a Washington State Supreme Court ruling involving 
Spokane Transit that found the agency could not charge higher fares for paratransit than 
for its fixed-route services. Staff noted that the ruling was not applicable to the Wenatchee 
agency in that Spokane’s fixed-route buses were not accessible, and users with disabilities 
had no alternative to using paratransit. Despite now charging patrons for using LinkPlus, 
in Link Transit’s new system paratransit-eligible riders were now able to ride fixed-route 
transit free of charge, which provided conditional users an added incentive to change their 
transit habits. 

Eligibility requirements and implementing fares for usage were not the only changes that 
Link Transit made to its paratransit system. Changes were made with regard to service, 
as well. For one thing, the agency intentionally “slowed down” its paratransit service by 
incorporating additional stops and facilitating group rides. As a result of this action, Link 
Transit believed its riders would be further incentivized to ride the bus, where they would 
have more control over their trips. 

Another change that was implemented in terms of paratransit service was with regard to 
driver training and wages. Link Transit’s fixed-route and paratransit drivers are provided 
the same training, belong to the same union, and are paid the same wages. Upon seeing 
the positive effects of this, agency staff have become advocates for creating parity between 
the two services, and ensuring that fixed-route bus drivers also operate paratransit vans. 
For users with disabilities, a sense of trust and familiarity is often created with paratransit 
drivers, and seeing those same drivers operate fixed-route buses often facilitates the 
transition process for riders who might be more hesitant to switch from paratransit to 
fixed-route (DeRock 2014).

Fixed-Route Service Improvements

Buttressing Link Transit’s paratransit programming changes, improvements were also made 
to its fixed-route service as a way of further incentivizing paratransit users to change their 
transit habits. First, the agency updated its equipment by purchasing used low-floor buses. 
As a result, a ramp could quickly and efficiently be deployed, and guests did not have to 
wait for the slow and cumbersome lifts on higher-floor buses. Additionally, changes were 
made to the bus routes themselves that incorporated ideas from the agency’s paratransit 
ridership assessment. Specifically, the agency created a circular route that connected 
several of the largest senior housing facilities, a senior center, most of the grocery stores, 
the hospital, and the clinic. Most importantly, this route would be transfer-free, which would 
make the convenience of the route highly appealing to seniors and users with disabilities 
who had been highly dependent on paratransit to make a similar trip. 

Upon increasing the convenience and efficiency of its fixed-route service, Link Transit 
embarked on aggressive outreach to the community to inform them of these service 
improvements, working with newspaper and radio stations to publicize the revamped 
service. Efforts to reach out to the community not only targeted seniors or users with 
disabilities; the agency produced a marketing campaign geared toward the general public 
in order to increase community awareness. The campaign stressed the importance of social 
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equity for riders with disabilities. One result the agency noticed was that the community, 
at large, became very receptive and would go out of its way to help riders with disabilities 
navigate the transit system. By embracing this larger, community-wide effort, the public 
was able to further encourage paratransit riders to use fixed-route services. 

Planning Process

Planning for the discussed improvements was initiated in 2002, with the arrival of Link 
Transit’s new General Manager. Link Transit has also made significant efforts on a smaller 
scale to improve transit accessibility in and around its bus stops. While the agency might 
not have the budgeting capacity of a larger agency (the agency sets aside around $50,000 
per year for capital improvements such as curb cuts, sidewalk construction, etc.), it has 
been successful in discovering a variety of cost-effective alternatives that have facilitated 
their accessibility efforts. For example, the agency has made use of water soluble, vinyl 
acetate-acrylic copolymer soil stabilization material (commonly referred to as “Rhino 
Snot”) at its rural bus stop locations to create many flat, stable, and durable landing pad 
alternatives with the same amount of money that would have created only one standard 
concrete landing pad. To date, the agency has used Rhino Snot to create nearly seventy 
of these bus pads (See Figure 39). Agency staff observed that the improvements proved 
to be more durable than anticipated, lasting at least seven years rather than the expected 
three years specified by the manufacturer. 

   
Figure 39. Rural Bus Stops Improved Using “Rhino Snot”

Source: Richard DeRock, Link Transit.

From time to time, the agency’s small community size has allowed them to respond to 
smaller-scale individual projects or “easy fixes” (Figure 40). When a construction of a 
simple curb cut or clearing a pathway issue makes the difference between a rider using 
fixed-route services daily or being paratransit-dependent, the agency makes a pronounced 
effort to fix the issue themselves, or requests help from local municipalities. 
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Figure 40. Wenatchee Hospital Transit Stop at Main Entrance

Photo: Stephen Gibson.

Apart from these consistent capital improvement projects, staff also described some of Link 
Transit’s more exceptional projects, including a highway transit stop near Leavenworth 
and another transit center in a Wenatchee Mall. Typical infrastructural improvements 
for these projects included the installation of information kiosks, constructing shelters 
and benches, identifying and improving pathways, and constructing several critical curb 
cuts. In some cases, Link Transit has to coordinate with the surrounding businesses, if 
some improvements are located on private property. This was the case with Wenatchee 
Mall, where the mall owners incurred the cost of a sidewalk with railing on their property, 
which takes wheelchairs from the bus stop directly to the entrance of the mall. According 
to staff, the cost of the previously described improvements can range from $50,000 to 
$140,000, and are usually implemented with the help of federal grants – which can cover 
approximately three-quarters of the total cost of each project. Figure 41 provides a series 
of photographs featuring the improvements made at these transit centers. 

     
Figure 41. Link Transit’s Capital Improvements Projects

Photo: Stephen Gibson.
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Community Outreach

According to staff, Link Transit has conducted a significant number of surveys and interviews 
with paratransit riders to understand their needs. Link Transit has also instituted guest 
training programs for riders with disabilities to aid them in better using the regular transit 
system instead of paratransit. The general manager has also sought input from senior 
citizens as to how to better serve their needs, through informal visits and conversations 
with them at the Senior Citizen Center. Lastly, Link Transit has worked with newspaper 
and radio reporters to communicate and market to the larger public the implemented 
infrastructural improvements to their transit vehicles and settings (e.g., low-floor buses, 
curb cuts near clinics and hospitals, etc.). 

Attitudinal Shifts 

Critical to the success exhibited in each of Link Transit’s efforts toward improving 
accessibility infrastructure and transportation programming was the overall attitudinal shift 
the agency experienced toward its ADA services. Prior to the passage of the Americans 
with Disabilities Act, there was an overall corporate philosophy that the elderly and people 
with disabilities should solely use paratransit. Particular to this small rural community, Link 
Transit instead places a strong emphasis on referring to their transportation system as an 
all-encompassing social service. 

This is demonstrated by the agency’s practice of referring to their riders as “guests” rather 
than patrons. By stressing the notion of the transit rider as a guest, the agency has been 
able to create a welcoming environment for all transit riders. Staff explained that “there’s a 
sense here that operators aren’t going to leave someone stuck. They’re going to find a way 
to make the trip happen and there’s a real ownership of [the transit needs of] their guests.” 
In the case of the elderly or riders with disabilities, who may have a fear of the unknown 
or of their physical limitations, this approach can be especially useful in promoting an 
increased feeling of confidence in the transit system.

Funding

The funding model for Link Transit’s initiative was created with the long-term objective 
of conceptualizing, establishing, installing, and maintaining a transit system that would 
service the community, develop and grow along with the community, and provide service 
to all residents of the service area. The network that was in place when the current General 
Manager took his position was financially stretched and not providing the complete level of 
service that was required for the needs of the community. The project undertaken by Link 
Transit was not considered a single attempt at providing that level of service, but rather the 
creation of a developing network for a high level of service.

Infrastructural improvements are allocated funding from the general budget in each fiscal 
year and installed accordingly. Infrastructural projects are placed on a priority list in which 
the highest and best use of the available funding is considered for the benefit of the highest 
number of guests who are in the most need. The current model of special project funding 
provides 70 percent of the budget through local sales tax, approximately 18 to 19 percent 
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from federal funds and grants, approximately 6 percent via fares, and 5-6 percent by way 
of various state grants. Fares are typically a small proportion of the annual revenues. 
For example, paratransit fares are less than 1 percent of the overall operating cost. Link 
Transit managers indicated that this model of funding is relatively standard across the 
country. Currently, all streams of funding and financial allocations are tracked for financial 
management purposes.

Distribution of the budget across the operating, improvement, and maintenance of the 
network fluctuates fractionally each year, as required. Approximately 12 to 13 percent 
of the budget is allocated towards infrastructural maintenance – including vehicles, bus 
stops, and general repairs. Capital improvement receives a relatively small percentage of 
the overall budget, an annual allocation of approximately $50,000 (4%) from an overall 
budget of approximately $12 million. Occasionally, a large project is identified as critical 
for implementation, and either external funding sources are sought for this venture or a 
restructuring of the current funding model is undertaken – or a combination of both. The 
agency’s funding models were put in place in 2002 by both the General Manager and 
the Operations Manager as a result of their extensive experience. Both had worked as 
transit specialists in their previous positions (in Los Angeles and San Diego, respectively) 
and utilized their respective experience to generate a substantial improvement of the 
Wenatchee Link Transit network and its operations.

The main source of the revenue is through a sales tax imposed in the region, which is 
relatively sustainable. This tax was endorsed by the citizens of the region, and is levied 
through the Public Transportation Benefit Area (PTBA). The approved range of sales tax 
is not supposed to exceed nine tenths of a cent; however, the Wenatchee PTBA has not 
gone back to the voters for any increases as the current budget is adequate for what is 
required. The Link Transit General Manager indicated that as the population in the region 
increases, there may be cause for a vote to potentially increase the levied sales tax at a 
future date. The remaining sources of funding for the Link Transit budget are slightly less 
stable, but continue to be a reliable funding source for the system. Link transit also applies 
for Federal and State grant funds. 

At the inception of Link Transit in 1991, all transit services were operated free of charge 
to the public. The current model imposes a nominal fare for riders, and this contributes 
approximately $700,000 annually to the budget. Recently, a very small increase was 
approved in the fares. 

Implementation

Improvements that create more accessible pathways to transit stops occur on an annual 
basis. They are chosen from a list of different possible improvement projects. Projects 
are prioritized based on ongoing internal evaluation, passenger feedback, and, in a few 
cases, interface and input from the Washington State Department of Transportation. Link 
Transit leads the process for all the transit improvements. Coordination efforts with the 
Washington State Department of Transportation (WSDOT) are occasionally undertaken, 
while for particular infrastructural projects Link Transit may coordinate with local institutions 
(a local hospital, a senior citizen center, etc.).
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The impact of Link Transit’s efforts has been significant. In 2007, it was found that 
paratransit trips declined by about 41 percent, while fixed-route trips rose by 106 percent, 
indicating that paratransit users had changed their transit patterns and moved to fixed-
route trips. Figure 42 and Figure 43 show ridership trends and boarding for fixed-route 
and paratransit services respectively (Link Transit 2013). Paratransit ridership trends 
from 2005 to 2013 indicate small fluctuations, but an overall increase in annual fixed-
route and flex-route boardings is seen. As demonstrated in Figure 42, ridership peaked 
in 2011, with just over 962,000 boardings It dropped by around 100,000 boardings in 
2012, only to increase again in recent years. Agency staff indicated that present day fixed-
route boardings are now estimated to be around 1 million per year. In comparison, annual 
paratransit boarding figures have experienced similar fluctuations (See Figure 43). In more 
recent years, however, paratransit ridership has seen an overall decrease from its peak 
of 83,044 boardings in 2008 to its lowest ridership in recent years of 56,703 boardings in 
2013, a decrease of around 32 percent in five years. Staff reported that in 2002 the agency 
provided a daily average of 450-475 paratransit trips, and in 2014 it provided about 210 
a day; the cost of paratransit service was reduced from 47 percent to 24 percent of the 
budget. Most impressive about these figures is the fact that the reduction in paratransit use 
was entirely voluntary. Once the combination of incentives and fixed-route infrastructure 
improvements was in place, users made the choice to switch over to fixed-route transit 
because the option was more efficient and convenient.

 

Figure 42. Annual Fixed-Route/Flex Route Boardings
Source: 2013 “Link Transit Service Area – Wenatchee and Environs.”
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Figure 43. Paratransit Boardings
Source: 2013 “Link Transit Service Area – Wenatchee and Environs.”

The agency sought feedback at all stages of project planning and implementation. It wanted 
to fully understand the needs of the guests before planning occurred, and also wished 
to formulate ways to conduct the projects successfully during implementation. There 
was also a need to adjust completed projects from time to time to achieve fully utilizable 
infrastructure and programming. For example, the agency gathered direct feedback from 
guests at a senior center, which resulted in changes to the bus timetable and subsequent 
reduction in paratransit trips among that population. 

The expansion of the fixed-route services to cater to an ever-increasing ridership of guests 
with disabilities and elderly guests also brought a direct benefit to the general public in 
the form of increased frequencies of pickup times and an extended service network. The 
initiatives of continually upgrading curb cuts and pathway connections between origin and 
destination points also directly benefits the general public, particularly people pushing 
strollers and children on bikes. In a community of this size, it is of general benefit when 
all members of the community travel together and can support each other in their daily 
journeys. It is not about separation, but inclusion. 

Evaluation and Lessons Learned

Upon reflecting on Link Transit’s transportation system, accessibility-related projects and 
programs, and the success the agency has had in transitioning its elderly guests and 
those with disabilities from paratransit to fixed-route transportation, several characteristics 
stand out as major takeaways or lessons to be learned:

• Search for creative cost-effective solutions. Tight budgets have forced the agency 
to adopt innovative and collaborative approaches. Faced with the need to improve 
rural bus stop locations, the agency employed “Rhino Snot” at a significantly lower 
cost than the installation of concrete landing pads. In its work at Wenatchee Mall, the 
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agency used its own resources as an incentive to get cooperation and private funding 
that resulted in an accessible pathway between the bus stop and the mall entrance.

• Understand clients and their needs. Communication is essential to the success 
of any complex project. Prior to establishing any policy or undertaking physical 
changes to their transportation system, staff understood the importance of research 
and conducting fieldwork as a means of better assessing Link Transit’s clients and 
their needs. This included conducting a series of informal interviews with paratransit 
patrons, evaluating existing route patterns and their flaws, spending time on buses 
and vans and at bus stops, and enlisting the media to publicize improvements. 

• Make fixed-route service routes convenient. Efforts transit agencies take toward 
better understanding their clients make a big difference in ensuring that the changes 
an agency proposes are the most appropriate allocation of their funds. In the case of 
Link Transit, the agency was able to pinpoint flaws in its existing fixed-route system 
(inefficient routes that failed to connect major neighborhood amenities, the need 
for transfers, timely lift deployment in higher-floor buses, etc.) and make targeted 
changes causing a significant impact in the areas where their systems needed it the 
most, thereby reducing user dependency on costly paratransit.

• Foster a positive approach toward service: Finally, it takes the proper attitude to 
ensure that paratransit riders are comfortable and confident enough to voluntarily 
switch their transportation mode. By incorporating a “guest” philosophy toward their 
services, Link Transit was able to create a friendly and welcoming environment for 
all its users. Offering individual attention and catering to a guest’s particular needs 
is typically more feasible for an agency operating within a smaller, community-
type setting and often cannot be matched in an agency operating within a larger 
urban setting. Leading by example and publicizing the need for accessible, inclusive 
transportation, Link Transit has been able to promote tolerance and awareness 
toward the elderly and people with disabilities at a larger, community-wide level.

According to agency staff, success in increasing transit accessibility can only be achieved 
when an agency uses a holistic approach toward transportation planning.

“People will ask over the years, ‘What have you done that’s worked?’ It’s not just one 
thing, it’s everything! It’s pathways, it’s low-floor buses, it’s training, it’s the parity, it’s 
community attitude, the idea that it should be positive to have people with disabilities 
on the regular buses. You have to do all of it to get the benefit” (DeRock 2014).

There is little doubt that Link Transit’s approach is having a significant effect for the better 
on the lives of its citizens, demonstrating one final lesson to be learned: that a small 
agency is capable of creating a large impact. 
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Enabling full access to different modes of public transportation provides persons with 
disabilities a greater degree of freedom, mobility, and independence in their daily lives, 
and allows them to access life-sustaining and -enhancing services that may include trips 
for medical purposes, employment, education, and daily living. However, making transit 
vehicles, stations, and stops ADA-accessible are not the only necessary steps to achieving 
full access and the mobility afforded by that access. For persons with disabilities, the 
infrastructure that surrounds stations and stops and the pathways that lead to these transit 
facilities must also be sufficient to create unobstructed, full access to transit services. 

Since passage of the ADA, many communities and transit agencies have made significant 
progress in this area through policy initiatives, incremental enhancements, modifications, 
and other measures as discussed in this report. Collectively, these measures have 
significantly improved access to various modes of transit for persons with disabilities, and 
in truth, for all persons seeking to utilize these systems.

One of the most fascinating components of this study was the similarities in lessons learned 
and promising practices identified among the five cases. This finding was somewhat 
unexpected by the research team, because of the diverse transit agencies selected for 
the case study analysis, namely: The Memphis Area Transit Authority (MATA), Memphis, 
Tennessee; Broward County Transit (BCT), Florida; Link Transit, Wenatchee, Washington; 
TriMet, Portland, Oregon; and NJ TRANSIT, Newark and New Brunswick, New Jersey.

While NJ TRANSIT is the nation’s third largest provider of bus, rail, and light-rail services, 
providing over 223 million passenger trips per year to customers statewide in a service area 
that exceeds 5,000 square miles, whereas MATA covers a service area of approximately 
315 square miles, serving approximately 600,000 residents living in the Memphis urban 
core or surrounding low-density neighborhoods. BCT is focused on providing services to 
a primarily suburban, auto-oriented customer base. 

While details such as geographic service area size, population, demographic profiles, 
and density patterns vary among each of the six case study sites, all offer a mix of transit 
services that may include bus, rail, light rail, trolley, street cars, and paratransit services. 
Each is also striving to determine the best strategies to serve its respective transportation-
disadvantaged populations, and is committed to pursuing initiatives to enhance access to 
its accessible public transportation services. 

In advancing this goal, similar promising practices and/or lessons were identified through 
the case study analysis that should be considered by any transit agency seeking to create 
improved access to its services for persons with disabilities. These include the following:

Understand Needs

Agencies must undertake efforts to better understand the divergent travel needs and 
issues of their customers with disabilities. For example, as the Link Transit interviewees 
explained, they conducted research and fieldwork that included customer interviews 
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and an evaluation of existing service route patterns to determine the most appropriate 
infrastructure and other improvements for enhancing access to their transit facilities. 
Several interviewees remarked that this work to document customer accessibility needs 
and issues was an ongoing task, without an end. 

On a related note, BCT interviewees stated that a continual agency self-evaluation process 
should be established that incorporates data collection and a means to identify, monitor, 
and document needed improvements and the progress of ongoing improvements. 

Pursue Partnerships

Agencies benefit from relationships with diverse community partners – from the public 
and private sectors – to collaborate and coordinate with in planning and implementing 
improvements. Such action can generate many positive results in terms of project finances, 
and in fostering a sense of community ‘ownership’ for any given project. For example, 
MATA noted the value of involving advocacy groups that had been formed by members 
of their transportation-disadvantaged community. MATA also discussed the benefits of 
collaborating with its Metropolitan Planning Organization (MPO) and the City of Memphis 
to improve the infrastructure conditions near transit facilities. These partnerships are 
sometimes organized through MOUs, which can assist partners in assessing how to best 
utilize and appropriately leverage various funding opportunities. 

BCT explained how a variety of partnerships have contributed and continue to contribute 
to the successful implementation of the efforts to retrofit over 2,000 area transit stops 
for ADA compliance, and to complete its shelters and amenities program. Specifically, 
intergovernmental cooperation between the County and its independent municipalities 
was critical, as was coordination between BCT, the MPO, and the Florida DOT in terms of 
improvement planning, design, permitting, funding, and construction. It must also be noted 
that BCT emphasized that the agency’s coordination with local government stakeholders 
involved with land use planning and development review was vital to ensure connectivity 
between area developments, pedestrian facilities, and transit stops.

TriMet discussed how instrumental community partners were in identifying needs, as shown 
in the planning and implementing of their Line 57 Highway/Forest Grove improvement 
project. Partners included the Oregon DOT, consultants, municipalities, local businesses, 
neighborhood associations, bicycle coalitions, and members of an advocacy group focused 
on accessible transportation. TriMet offered that this commitment to fostering strong 
community partnerships to advance accessibility-focused infrastructure improvements, 
as well as the usage of intergovernmental agreements, has yielded financial benefits. 
For example, costs were halved for their Line 57 highway improvement project, due to 
an intergovernmental agreement whereby the city of Portland managed control of the 
construction labor costs and TriMet covered materials costs. In addition, TriMet discussed 
how partnering specifically with local entities contributed to success in surmounting financial 
constraints on many projects, and in generating community buy-in and ownership for said 
projects. Their partnerships with municipalities specifically resulted in development of a 
streamlined, efficient approval process for bus stop improvements. 
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NJ TRANSIT highlighted how the scope of the Newark and New Brunswick projects could 
only occur through a coming together of partners. In Newark, key stakeholders included 
the City, other transportation providers, local and agency police, consultants, and adjacent 
landowners. Collaboration and cooperation allowed the agency to extend improvements 
to the street crossings and surrounding properties, as well as to enhance vehicular access 
to the site. In New Brunswick, the extensive nature of the improvements could only have 
been achieved through collaboration with private and public partners. NJ TRANSIT worked 
closely with the local development corporation, DEVCO, and other partners to bring about 
a wide range of improvements and enhancements that include a pedestrian bridge to an 
adjacent street, access to 24-hour elevators, and sidewalk and ramp upgrades on both 
agency and private property. 

Communicate

Once project stakeholders and partners have been identified, communicate early and often 
with all – before, during and after the implementation of any improvements. Developing 
and maintaining this open line of communication was discussed by several case study 
interviewees as invaluable to their success. For example, the Link Transit interviewee 
noted that instituting an active communication plan with community stakeholders is vital at 
all stages of a project, including the post-completion period, at which time Link often works 
with local media to communicate with and market to customers with disabilities – and the 
larger public – the benefits of the completed infrastructural improvements. The TriMet 
interviewee explained that consulting regularly with the agency’s standing accessibility 
committee helps to identify issues that need to be addressed, and permits the group to 
function as a “checks and balances tool” for TriMet as they progress with infrastructure 
improvement work. 

Approach Cost and Funding Issues Creatively

Cost factors are and will always be significant considerations in pursuing infrastructure 
improvements that improve access to transit for persons with disabilities. Funding strategies 
to achieve these improvements that were utilized among case study interviewees varied, 
with most relying upon a mix of funding from several sources that included federal grants, 
state grants, local funds, passenger revenue (that is, fares), and local taxes (e.g., sales tax, 
payroll tax). MATA used federal New Freedom program funding to make sidewalk and curb 
ramp improvements, and to install new bus shelters along several routes. TriMet shared 
that its revenue largely comes from state payroll taxes, while Link Transit offered that local 
sales tax provides the majority of funding for improvements. NJ TRANSIT used federal 
funds provided through the Liberty Corridor initiative, a set of transportation improvements 
designed to enhance connections to Newark Liberty Airport. 

Determining cost-effective plans and measures is key to overcoming cost-related barriers 
when pursuing accessibility improvements. The interviewee from Link Transit explained 
how they successfully searched for and found a cost-effective water-soluble material to 
create durable bus stop landing pads that were much less costly than those made of 
concrete. As noted previously in discussing TriMet’s experiences, pursuing partnerships 
and intergovernmental agreements can also yield cost savings that can be extremely helpful 
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for implementing improvements with limited funding. Partnerships were also crucial to NJ 
TRANSIT’s work. Additionally, the agency emphasized that when the goal is to create the 
longest accessible pathway possible to facilities, agencies should seek to push budgets to 
their limits, and achieve the greatest impact for their investment.

Think Holistically

The value in pursuing a holistic approach and utilizing mobility management concepts 
such as travel instruction to help overcome barriers to accessible transit was a sentiment 
expressed by many. TriMet discussed how limiting accessibility initiatives to vehicle 
accessibility is short-sighted; considering ways to enhance walkability and access to transit 
facilities creates tremendous benefits for customers with disabilities. It must be noted 
though that while adding curb cuts or addressing poor sidewalk and other infrastructure 
conditions are critical to improving accessibility, strategies beyond infrastructure issues 
can be vital for long-term success. For example, Link Transit made the decision to pursue 
a holistic approach to transit accessibility by developing a comprehensive multi-pronged 
plan that included free individual and group travel training for all Link passengers; a 
variety of fixed-route system improvements including low-floor buses and service routes 
designed to better serve transportation-disadvantaged residents; and developing an 
aggressive marketing campaign to inform persons with disabilities about the benefits of 
using accessible fixed-route transit and advise the general public about the social equity 
importance of accessible transit services. Similarly, NJ TRANSIT, through its collaboration 
with NJTIP, has supported a program of travel training to expand travel options for persons 
with disabilities who use its system. 

Appreciate Breadth of Benefits

One of the most significant and somewhat unanticipated benefits experienced by 
interviewees in pursuing infrastructure improvements to improve access to transit was the 
positive social changes experienced when more persons with disabilities have the option 
to utilize public transit. 

As one interviewee explained, “It is not about separation, but inclusion.” Several case 
study interviewees shared that the genesis of the infrastructure improvement projects 
in their communities often stemmed from a desire to enable more persons using costly 
paratransit services to instead use more cost-efficient accessible fixed-route services. 
Following project completion, these same interviewees acknowledged that while cost 
benefits have been realized in some cases, they have found a general social benefit 
when all members of a community travel together, have the opportunity to learn from one 
another, and support one another in their daily journeys. As another interviewee noted, 
“operating a truly inclusive transit system enables riders to learn about one another, from 
another, contributing to increased awareness for folks with disabilities and their needs.” 
In addition, inclusion allows for the achievement of parity in civil rights for persons with 
disabilities, which is the ADA mandate.
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Prepare for Opposition

Transit agencies should be prepared for – but not necessarily expect to receive – opposition 
to infrastructure improvements. Only a few interviewees discussed this problem. Often 
referred to as the “Not in My Backyard Syndrome” or NIMBYISM, TriMet explained that 
this can be a common occurrence when seeking to implement new transit stops or routes 
near homes or businesses. BCT also discussed encountering property owner opposition 
to sidewalks and transit stops in some neighborhoods, due to concerns that a likely 
increase in crime and “transient” populations would accompany such improvements. 
Interviewees noted that agencies should focus on maintaining open lines of communication 
with stakeholders who oppose a given project, providing them with timely and accurate 
information on the project. They should also emphasize in these communications that 
the transit agency is seeking to serve and benefit all members of the community with the 
planned improvements. 

Incorporate New Technology

Transit agencies and their patrons benefit when time is taken to investigate and pursue 
technological and physical design innovations, such as green materials, when making 
infrastructure improvements – as they can increase efficiencies and yield long-term cost 
savings, as well as better serve customers in certain cases. 

Some of these innovations and strategies mentioned included utilizing plastic guards at 
curbs or concrete edges of bus stops to protect bus tires and sidewalks from damage; 
redesigning bus signage to increase visibility from any angle; utilizing signs that 
encompass a blinking light function that can be activated by a customer, to indicate to 
the driver that the customer is waiting at the stop; and sandblasting vandalized shelter 
glass to create an artistic pattern, instead of paying for costly glass replacement. Using 
technology or technologies that are new to an agency can also pose challenges. When 
asked to incorporate adaptive signal technology into its Newark project, the agency found 
that it needed to acquire an additional partner, PSEG, to facilitate the integration of the 
technology into older infrastructure.

Remember that ADA Improvements Benefit All

Lastly, pursuing and implementing infrastructure improvements such as upgraded curb 
cuts and pathway connections that enhance access to transit facilities ultimately benefits 
all system users, including the general public. One measure of success is the degree 
to which improvements provide a seamless experience for persons with disabilities and 
others. Improvements such as the pedestrian bridge at New Brunswick Station create 
better connections for all who utilize the station, also allowing persons with disabilities to 
more easily access the station platform. 

As one interviewee stated, “universal design equals universal benefits.” Interviewees 
recognized that making infrastructure improvements that better connect to transit helps to 
successfully attract new system riders, both with and without disabilities.
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Table 17. Recommendation Snapshot
Recommendation Example
Understand needs Conduct fieldwork with customers

Evaluate and change current routes based on research
Collect data on a continual basis to monitor progress 

Pursue partnerships Foster ownership by involving advocacy groups, MPOs, and municipalities
Involve land use agencies to ensure connectivity to transit
Develop intergovernmental agreements to share costs

Communicate Develop and actively use communication plans
Share information with all 
Utilize multiple modes to deliver the message

Approach cost and funding issues 
creatively

Consider less expensive ways to meet goals
Pool funding sources

Think holistically Consider route changes to provide better service
Adopt evaluation criteria and prioritize projects
Offer travel instruction

Appreciate breadth of benefits Understand that infrastructure improvements can have social benefits to all
Promote inclusion, not separation

Prepare for opposition Communicate with all stakeholders early and often
Provide timely information 
Stress the message that improvements will serve all community members

Incorporate new technology Consider long-term costs 
Reuse materials and use green materials to reduce costs
Work with partners to gain expertise

Remember that ADA improvements 
benefit all

Understand the improvements enhance travel for all system users
Measure success by seamlessness
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ENDNOTES

1. The Oregon Health Plan (OHP) provides health care coverage to low-income 
Oregonians through programs administered by the Division of Medical Assistance 
Programs (DMAP).
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