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Abstract

Volunteer Driver Programs (VVDP) have been identified as a potential solution to the lack
of available alternatives in rural communities by providing a low-cost transportation
system where volunteers offer to drive community members (Hanson 2013). This study
collected annual travel data and organisational attributes from 8 VVDPs operating in New

Brunswick.

The organizational analysis of VDPs, using a developed Maturity Model, showed a
connection between levels of maturity for particular processes and certain group size. Some
Key Practices show to be transitional in nature as groups transition from Small to in Large
size, while others did not show consensus suggesting that the surveyed VDPs have yet to

determine the optimal level of management that they warrant.

The descriptive statistics show that 7 groups served 5,769 drives in a year moving 8,367
riders a total distance over 350,000 kilometres. The primary purpose of these trips was for
“Health” purposes with a second large portion being for “Work and Education”. There was
a strong positive linear correlation (R?=0.82) between number of riders and overall budget,
suggesting that even though groups were independently organized and can operate in
different geographic areas, the rate of budget increase per increase in number of riders

appears to be fairly constant.

These results are aimed to assist VDP operators in managing their organisational practices
and service records using a methodology similar to transit agencies, while providing
resources for transportation planners to assess VDP implementation as a tool for meeting

rural transportation needs.
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1. Introduction

New Brunswick, like many jurisdictions in North America, has a population that is aging
and is dependent on the automobile to meet their transportation needs. The challenge is
that many seniors experience a deterioration in motor ability, which over time can lead to
driving cessation. This is particularly problematic in rural areas, which applies to nearly
50% of New Brunswick residents (Statistics Canada, 2011), as there are often few
transportation alternatives available other than to drive one’s own vehicle. This can result
in older adults needing to choose between providing themselves with basic life
maintenance necessities or take the risk of driving on their own, which may put themselves
and others at risk for collision. It is suggested that the latter is the more common choice as
Hildebrand and Myrick (2001) found that older rural drivers carry licenses longer and have
higher collision rates per-km than their urban counterparts. Furthermore, the implicated
health concerns go beyond driver safety as a study presented by Hanson and Hildebrand
(2011) shows that the most difficult trips for the responding seniors to find alternatives for
were medical trips. The most common solution for non-driving older adults is to rely on
transportation provided by their network of friends and family. The challenge is that
additional transportation demand is created for individuals who have their own existing
travel needs. It is unclear whether friends and family can provide the transportation
necessary to satisfy the travel demands of Canadian older adults as their population is

projected to double by the year 2036 (Statistics Canada, 2011).

A potential solution to the lack of rural transportation are VVolunteer Driver Programs or
VDPs (Beverly Foundation, 2008). This is because VDPs are particularly well-suited to

reach members of their communities and their subsidised services are accessible to people

1



who are socio-economically isolated. These programs generally use volunteer time and
vehicles to provide transportation services to members of their community, the volunteer
is then reimbursed for fuel costs and vehicle mileage. It is possible that the success of these
programs can be attributed to how they replicate aspects of relying on friends and family,

though no study exists to confirm this.

It is difficult to replicate VDPs in new communities as the factors that contribute to their
success are not well understood. Guides do exist for developing new VDPs, but they are
often case-study driven and operational in focus. Furthermore, existing guides offer little
to predict demand, supply of volunteers, and other factors which may be critical to a
program’s initial and prolonged success. For these programs to be successfully
implemented in the future by transportation planners greater understanding is required to
predict usage and success. The most recent Institute of Transportation Engineers (ITE)
Transportation Planning Handbook (2016) does not include any information regarding
volunteer driver programs, demonstrating the lack of developed approaches on how to

include VDPs in the transportation planning process.

1.1.  Purpose of Proposed Research

The purpose of this proposed study is to better understand how Volunteer Driver Programs
serve as a low-cost and effective means to support rural transit for older adults while
specifically focusing on determining factors which lead to their success. In doing so the

researcher aims to answer the following questions:



e How much transportation are these programs providing across New Brunswick?

e What is an appropriate measure of VDP success?

e What VDP attributes are correlated with success?

e How can these results be used by transportation planners to facilitate the provision

of transportation in areas not served by transit?

The results of this study have the potential to improve the lives of people who have limited
or no independent access to transportation by creating a body of knowledge to facilitate the
development of new VDP. This research further develops the understanding of
transportation needs in rural areas and has the potential to enhance the sophistication of
transportation planning models for low density regions. Finally, the study expects to
contribute to a predictive model where transportation planners can determine whether a
VDP will be successfully deployed, culminating in prediction of the number of volunteers

and riders.

Though serving an on-demand paratransit-type role (transit services for people with
disabilities), VDP have never been explored to any significant degree using engineering
metrics or descriptive statistics such as: performance measures, geographic data, and
demographic attributes; which makes this study foundational. In the future, this could lead
to answering operational and policy questions, such as communities where VDPs could be
considered for deployment, and necessary performance measures if VDPs should operate
independently of transit operations. Ultimately, the body of knowledge could be
encapsulated in a professional publication, such as the ITE Transportation Planning

Handbook.



Overall, there are two main goals for this research. First is to help transportation engineers
better understand VVDP operations and performance, and second is to identify factors that

should be considered when assessing VDP deployment.

These goals are associated with achieving five key objectives:

Objective 1: Understand how VDP are, or could be, incorporated into the

transportation planning process, including traditional four-step modelling and

activity-based modelling

e Objective 2: Work with VDP operators in NB to assemble a database of VDP
travel attributes

e Objective 3: Identify critical success factors and quantify the organisational
maturity of VDP with respect to those factors

e Objective 4: Identify and quantify geographic and demographic factors that relate
to VDP performance

e Objective 5: Develop, test and validate a model to assess the potential for success

of new VDP.

The study was limited to New Brunswick Volunteer Driver Programs that have agreed to
share operational data with the researchers. Furthermore, the data was recorded in a Drive-
based format which recorded the travel of organisation vehicles but was limited in rider
specific information. All the data contributed by VDPs was used in understanding the
climate in which VDP operate but only volunteer groups which provided sufficient travel

histories were included for descriptive statistics calculations.



2. Literature Review

This chapter explores the link between transportation planning and volunteer driver
programs, followed by relevant technical literature regarding how volunteer driver

programs (VDP) and other transportation services have been assessed in the past.

2.1. Considerations in Rural Transportation Planning

The goal of transportation planners is to meet societies’ transportation needs through the
development of policies, strategies, and designs. The practice today involves many
collaborative processes with stakeholders from government agencies, private businesses,
and the public. Many transportation planners employ tools that come in the form of
Transportation Demand Models. These models are used to analyse quantitative data to
forecast transportation demand in an effort to best invest resources into new and existing

infrastructure and services.

The most commonly applied approach is the Four Step Model, often referred to as the
Urban Transportation Modeling System in the US, which applies four steps to predict

demand (Button & Hensher, 2005):

1. Trip Generation - Data collection and forecasting for land use and for trip
production at land use origins, and trip attractions to land use destinations;

2. Trip Distribution - between land use, origins, and destinations, commonly using
the gravity model;

3. Modal Split - Splitting of the trips from an origin to a destination between the

existing and forecast transport modes;



4. Trip Assignment - Assigning the trips to particular modal route.

A more resource intensive approach is Activity Based Modeling (ABM), which differs
significantly from other models by treating transportation as being derived from other
activities that people wish to participate in. Predictions are made to assign individuals with
agendas of activities at finite locations for which they will seek transportation during a
typical trip-making time period (ITE & Meyer, 2016). The use of ABMs allowing the
possibility to model beyond trip purposes, such as environmental processes including

emissions and exposure to air pollution.

The third approach is Land Use Models which create predictions by forecasting the change
in activities at particular locations, these effects are then applied onto the larger

transportation system as an increase or decrease in demand.

2.1.1. The Challenges of Applying Travel Demand Modelling to Rural Areas

The typical application of travel demand modelling is to forecast and plan for urban
transportation demand, typically to address congestion issues and population growth.
Rural areas can often fall outside the scope of metropolitan transportation planning
exercises given there may not be a clear motivating factor for inclusion. The near universal
automobile ownership by residents, limited or non-existent congestion, limited travel data,
and aggregate nature of travel demand modelling all work to undermine urban modelling
practices for use in rural areas. The difficulty for transportation planners to develop
effective transportation strategies or modelling approaches for rural areas is reflected by
ITE’s statement that both the character and challenges faced by rural areas vary

significantly. This means solutions for some areas may not be non-transferable to others.



2.1.2. The Need to Understand and Meet Rural Older Driver Travel Demand

The General Social Survey, Cycle 26, 2012: Caregiving and Care Receiving show that in
2011 approximately 1.6 million Canadians received help with transportation to do
shopping or errands, or to get to medical appointments, or social events. Nearly one quarter
(23%) of those depending on a caretaker for transportation rely on them daily, and 40%
reported not having anyone else available to provide the help for transportation. This is
further complemented in New Brunswick by a study by Hanson & Hildebrand (2011)
which found that their sample of rural older drivers reported that they would rely on friends
and family for 52% of desired trips, not take 34% of trips, and the remaining 14% of trips

would be walked or biked, if they did not have access to their own vehicle.

These studies indicate that there are hundreds of thousands of Canadians already reliant on
transportation assistance, yet the degree of need is not well understood by transportation
planners. Focus on urban mobility by transportation planners has led to a lack of systematic

solutions in addressing the growing needs of rural based seniors.

2.1.3. Volunteer Driver Programs as a Low-Cost solution for Rural Older Adult

Transportation

“Volunteer Driver Programs” encompass various types of organisations which provide
transportation using volunteers and notably, have been found to be effective in some rural
areas at providing flexible low-cost transportation. Types of VDP have been operating in
North America for over 60 years (Beverly Foundation, 2014) to provide transportation
assistance, primarily for seniors and rural regions. Data from the now-defunct Beverly

Foundation (2008) showed that the average cost per trip of a VVolunteer Driver Program
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was $7.73USD compared to the $37.94USD cost of traditional paratransit (in 2008 dollars).
This suggests that a VDP could be a realistic low-cost alternative to current forms of

paratransit.

Other statistics do exist for programs operated out of faith-based organizations called Faith
in Action Programs, some of which also provided VDP services, though the majority of
recorded programs did not separate out their budgets by service. The agencies included in
the study reported budgets ranging from $0 to over $790,000 with a median cost of
$10,500. The Beverly Foundation could not draw any conclusions from this except to say

that all the agencies had paid staff so there are clearly costs involved (Schlachman, 2009).

One of the first and only resources that assembled data from numerous volunteer driver
programs in the United States was by the Beverly Foundation and the AAA Foundation for
Traffic Safety (2004) which assembled data for over 400 programs. VDPs in this case were
branded “Supplemental Transportation Programs for Seniors” or “STPs”. The most
striking differences are that STP refers to a more specific subsection of VDP explicitly
developed to supplement existing transit and paratransit with door-through-door levels of
service. This level of service implies that the driver, possibly with the support of an escort,
is responsible for assisting the rider in the necessary tasks to undertake the transportation;
this can include help clothing themselves and exiting their homes (Burkhardt and
Kerschner, 2013). Conversely, VDP were not as strictly defined and maintain fewer
expectations when providing service, which is typically curb-to-curb; where program users
would be responsible to maneuver themselves to and from a waiting vehicle without

assistance from the driver. Additionally, VDP services tend to be regionally scoped and



provide transportation to all members of the community though Schlachman (2009) has

concluded that VDP have no effective limit on the size of their service areas.

Many Volunteer Driver Programs operate under the title of a “Dial-a-Ride” (DAR) which
is a term included in the ITE Transportation Planning Handbook (2016) section on Flexible
Transit Service as a part of Public Paratransit. The ITE reference to DARs differs
significantly from VDPs in three ways. Firstly, Semipublic Paratransit is limited to
transportation on urban streets and highways. Secondly, there is no mention of volunteer
involvement for any paratransit system. Thirdly, DARs provide trips at a very high cost
due to the use of minibuses and low average occupancies, while VDPs operate at a low

cost due to the use of volunteer time and vehicles, typically cars.

ITE states “The coordination [...] of demand responsive transit remains a challenge for
many agencies”, again indicating the need for additional paratransit tools to be made

available for transportation planners.

2.2.  State of the Practice for Planning Successful Volunteer Driver Programs

VDP are unlike other modes of passenger transportation (such as transit) in how they differ
in: driver supply (e.g. drivers are volunteers, not employees), in service delivery (e.g. routes
are demand responsive, compared to fixed route transit), service area (e.g. low-density
locations, compared to urban), and in magnitude of funding (e.g. non-profit budget vs.
municipal budget). These differences limit the transferability of transit-based technical
guidance to VDP operators. Literature that has been produced specifically for VDP has

generally been in the form of guides with little scientific background support. Furthermore,



the focus of these guides is often on forming groups rather than how to manage one that is

currently operating. The most formative guides are discussed in the following sections.

2.2.1. Early Comprehensive Best Practice Guides

One of the earliest resources for volunteer driver program best practices referenced in
contemporary literature is “Succeeding with Volunteer Transportation” written by Dennis
Studebaker in 1990 (Schlachman, 2009). The work serves as a guide to frequently asked
questions based on the experiences of eight volunteer groups primarily based in California.
Each topic is covered by providing groups with alternatives that have been used in the past
and explaining what advantages and disadvantages are associated with each option. Overall
the text is functionally designed as a tool-kit for new organisations to organise themselves
and define their scope and approaches to delivering the service. It should be noted that the
majority of the eight volunteer groups contacted for this report had volunteer counts above

100 and their services were often supplemented by paid drivers and taxis.

2.2.2. The five “A”s and the influence of the Beverly Foundation on informing VDP

development

In 2004, the Beverly Foundation, with the help of AAA Foundation for Traffic Safety
catalogued and studied over 400 volunteer driver programs (40% of which specifically
targeted rural areas), documenting this work into a series of reports and fact sheets. The
five “A”s of Senior-Friendly Transportation, which were presented in this report, became
highly influential and is referred to by many toolkits and guides for VDPs made by the
Beverly Foundation and following its release. The five “A”s of Senior-Friendly

Transportation are presented below:
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Table 2.1 Five “A”s of Senior-Friendly Transportation

1. Availability

Transportation services that are available to seniors... Not only
are services offered, but they meet expectations of time
availability (evenings/weekends) and quantity (rides not
limited).

2. Acceptability

Transportation services that are acceptable to seniors... Service
quality is deemed satisfactory in terms of advance scheduling,
vehicle cleanliness, driver sensitivity to seniors, and wait time.

3. Accessibility

Transportation services that seniors can access... Services are
easy to use because they offer supportive assistance (e.g. driver
comes to door) and they provide rides where seniors need to go.

4. Adaptability

Transportation services that can be adapted to senior needs...
Services accommodate seniors’ needs for scheduling multiple
stops, and providing additional support (assistance with
walkers and wheelchairs, and help at destination).

5. Affordability

Transportation services that are affordable for seniors and the
program... The potential for low-cost operations can enable
programs to offer services free of charge, and to be financially
sustainable.

The document did not attempt to present overarching best practices that could be adopted

by groups, rather it catalogued service attributes and served as a toolkit to aid in the

development of future groups. Though larger in scope than Studebaker’s 1990 tool-Kkit, it

still was largely case-study based.

Its database did include program attributes but no

attempts were made to quantify the number of users, level of reliance, number of passenger

miles provided, or other trip making metrics.
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2.2.3. Driver Recruitment Strategies

Later work by the Beverly Foundation involved further studies of the catalogued groups
which culminated in the report “VVolunteer Driver Recruitment: an idea book for action by
Kerschner (2006). The focus of the writing is on the growing need for volunteer drivers,
theory about how to recruit drivers, and top recruitment tactics and strategies. The
document presented multiple specific examples for most of the mentioned strategies which
included topics ranging from recruitment methods, to venues, to the benefits of

volunteering. The idea book had contributions from 140 volunteer groups from 38 states.

2.2.4. Beyond the five “As”: the Beverly Foundation addresses operational challenges

In 2008 another report was released by the Beverly Foundation that addressed many of the
same topics covered by Studebaker in the 1990s but sourced its conclusions from larger
sample of VDPs across multiple states. The report “How to Meet Operational Challenges
of Providing Transportation to Seniors” was meant to guide groups on how to establish
their priorities while defining their program’s scope and approaches to service.
Terminology was defined in this document which served as a basis for future documents,
in addition to having defined 20 components of service with specific levels. Many of the
organizational alternatives that were provided for each component were not given the term
“best practice” or formally recommended, rather they required readers to determine their
own practices based on their own needs. Beyond the design of a driver program, the paper
went into depth on nine additional operational challenges. The entire list is presented

below:
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Design and Service Priorities
Reporting Capacity

Transportation Literacy

Linking Relationships

Multiple Funding Options
Infrastructure Reduction Methods
Transportation Assistance Methods
Attention to Insurance

. Volunteer Driver Recruitment

0. Senior Friendliness

ROoo~NoGa~LNE

Many of the topics that were covered included recommendations based on the experiences
of participating groups. An influential contribution was in section 10 where The Beverly
Foundation had identified five “As” for senior friendly transportation in addition to a
scoring system for them. The system worked by breaking down each “A” into five
component “yes” or “no” questions. Points are scored by responding “yes” to the questions,
one point per question leading to a score from 0 to 25. The scale is presented in Figure 2.1

below showing the progression of terms associated with each 5 point milestone.

) Total The Road to Senior Friendliness
Possible 5 10 15 20 25
Score
=25
Just Out of On the Chugging Good Senior
Starting the Garage  Road Along Show Friendly

Figure 2.1 Five “A”s 25 Point Scale (Beverly Foundation, 2008)

2.2.5. Guides for Rural VDP Development: the New Hampshire Experience

Soon after the series of reports from the Beverly Foundation were published, the
Rockingham Planning Commission in New Hampshire had completed their own guide

document (Schlachman, 2009) which served to identify best practices, develop
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recommendations, and disseminate the information throughout the state. The significant
literature review sections outline the numerous groups involved community transportation.
Notable references included the Beverly Foundation, CTAA, TRB, Easter Seals’ Project
Action, and FTA’s United We Ride initiative, which provided supporting documentation

for meeting the transportation demands of seniors.

The paper assembled an organised list of volunteer driver program best practices from New
Hampshire, though it did note that for most human service efforts “one size does not fit all;
even within the same state, what works for one community may not work for another”.
This progression of thought concluded that the use of the word “Best” (as in “Best
Practices”) should be used with caution in the context of volunteers within coordinated

systems.

The Commission surveyed agencies which incorporated volunteer drivers as part of a
multi-modal transportation system which they referred to as “brokerages”. The reason that
the term brokerage was used was because the study aimed to include both stand alone VDPs
and VDPs that operated as a branch of a larger organisation. This distinction is unigue to
Schlachman’s document. To be included as a “brokerage” an organisation had to be in
agreement with the five following criteria, which was intended to be reflective of the New

Hampshire context:
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=

Programs serving rural and suburban areas

2. Programs incorporating volunteers in a range of capacities, including driving as
well as call taking and ride coordination

3. Programs using exclusively volunteer drivers as well as programs using a mix of
volunteer and paid professional drivers

4. Programs with differing public and private structures, and differing relationships to
public transit agencies.

5. Programs with and without a faith-based component, reflecting the faith-based

aspect of Transportation Assistance for Seacoast Citizens.

A total of 10 sampled agencies fit these criteria and were examined to determine common
volunteer best practices. These practices were sorted into five primary categories which
were identified as key to VDP performance. No attempt was made to quantify the
importance of one best practice category over another and some lacked the specific
development of others. In particular, “Marketing” and “Leadership and Sustainability”
combined only accounted for three best practices of a total of 42. The number of best

practices that contributed to each category is presented below in Table 2.2.

Table 2.2 Best Practices Categories presented by Schlachman.

Number of
Best Practice Category Sub Category Best
Practices
Volunteer Roles, Driver Roles 7
Recruitment, and Retention | Recruitment 5
Retention 3
Service Delivery Quality Assurance 2
Scheduling and 3
Eligibility
Dispatching 3
Cost Effectiveness 4
Funding and Compensation | (General) 9
Donations and 3
Fundraising
Marketing (General) 2
Leadership and (General) 1
Sustainability
Total 42
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Through the analysis of the 10 brokerages Schlachman (2009) developed the 12 following

key points of how VDPs perform within the context of a transportation system:

10.
11.
12.

2.2.6.

There is no optimal area that a VDP can serve; for larger areas satellite offices may
be used.

VDPs are especially efficient at filling in gaps within transportation networks.
Transportation systems have difficulty serving rural populations without VDP
support.

Volunteer drivers can effectively be used to operate private and agency-owned
vehicles.

Trips that are provided are normally prioritized based on purpose, followed by cost
effectiveness and efficiency.

The role of the dispatcher is critical to the effectiveness of VDPs.

Volunteer Coordinators are essential in sustaining volunteer recruitment and
retention.

Creating stable and diverse funding streams is essential to the sustainability of
VDPs.

Donations cannot be a primary source of funds for programs to be sustainable but
need to be part of the mix; to allow passenger to contribute to the ride cost, when
able.

Fundraising is integral to VDPs, especially when public funds are limited.
Marketing and Public Awareness are critical aspects of a sustainability strategy.
Good leadership from strong individuals can create model VDPs, however
programs must plan for succession to be considered sustainable.

The Washington State Guide for VDP Operation

The Washington State Guide (2010) focused on volunteer driver program best practices

though many were simply legal requirements. Apart from best practices, the document

presented a number of alternatives for how programs can be operated and for addressing

common organizational challenges. The guide has since been updated to a 2014 edition

but neither version succeeded in addressing the relationship between volunteer programs

and the larger transportation system. The guide serves as a well-developed resource for

new programs that are starting for the first time as it contains 47 attachments of example

forms and policy lists that are common to other programs. These lists range from rider
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registration, to driver code of ethics, to meal reimbursement forms. Overall the guide serves
to summarise many developmental lessons learned from previous studies but fails to further

develop VDP knowledge beyond a more explicit list of legal requirements.

2.3. Quantifying the “Success” of a Volunteer Driver Program

Hanson (2017) identified three main areas for research for transportation planning within

the VDP domain:

=

Estimating the regional supply of volunteer drivers

Estimating regional demand for formalized volunteer driving

3. Feasibility of a volunteer program to coordinate volunteers and clients and meet
demand

N

The feasibility of a program requires a clear understanding of the attributes of what makes
a “successful” VDP, beyond the “best practice” definition. Little is understood about the
attributes of unsuccessful VDP, or whether following best practices results in success.
There are accepted approaches for evaluating programs within the volunteer sector which

are profiled below.

2.3.1. Evaluating Volunteer Programs

The evaluation requirements of volunteer organisations have steadily increased over time
in the United States and by extension Canada (Hanson-Stone, 1997). Through the 1960s
and 1970s the federal government in the United States began heavily investing in human
service programs; as a result they experienced a dramatic increase in accountability to
funders and stakeholders. The early indicators that were measured to provide program
evaluation were focused on funds spent, number of people who got service, how many

people volunteered, how many volunteer hours were contributed, and how many volunteers

17



continued with the program. These indicators were primarily used to evaluate processes
and implementation procedures but did not focus on the impact that volunteer involvement

had on program users.

Hanson-Stone continues that a key event that moved groups away from process focused
evaluation models was a book by David Osborne and Ted Gaebler published in 1992 titled
“Reinventing Government”. The piece brought to light how program management should
be driven by what “we want to happen” as a result of a program’s efforts. The focus is
notably different as it is directed by the purpose of voluntary efforts with less emphasis on
measuring how well processes are executed. Table 2.3 below illustrates the differences
between the “Bureaucratic” approach from the 1960s and 1970s to the post 1990s “Results-

Oriented” approach.

Table 2.3 Approaches to Service Management (Adapted from Hanson-Stone, 1997)

Bureaucratic Paradigm Results-Oriented Paradigm

1. Service-oriented 1. Outcomes-oriented

2. Rules drive action 2. Customer/client needs drive actions

3. Top-down decision-making 3. Collaborative decision-making

4. Standardized programs/uniform 4. Individualized programs/diverse
models models

5. Rigidity 5. Flexibility

6. Management by controlling, inputs 6. Management by attaining results

7. Accountability by  monitoring 7. Accountability by monitoring
delivery processes outcomes

8. Mandates about how to deliver 8. Agreement on goals, discretion
services about how to attain them

9. Punishment for taking risks 9. Incentives to taking risks

10. Reporting on inputs, activities 10. Reporting on outcomes attained
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Among the many differences between the two paradigms is the type of evaluation data
collected for monitoring accountability: delivery process evaluation as opposed to outcome
evaluation. The primary types of evaluation include Formative evaluation, Process
evaluation, Outcome evaluation, and Impact evaluation (CDC, 2016) though only Process

and Outcome evaluations are typical for volunteer organisations.

The main goal of process evaluation is to determine whether program details have been
implemented properly. This can be done to identify inefficiencies in program delivery of
service, determine why established programs have changed over time, and to portray

program organisation to outside parties (University of Minnesota, 2011).

The most sought-after evaluation for volunteer organisations by funders, Outcome
Evaluation, is used to measure program effects on a target population by addressing
outcomes that the program is to address. The typical uses for this evaluation type is to
determine whether program activities are affecting participant outcomes and to establish a
clear measure of benefits produced by the program. As funders have become increasingly
aware of where certain types evaluation excel they have begun to seek outcome evaluation
from their supported volunteer organisations. Other types of evaluation should always be
considered but which is chosen should often be determined by the stage of development of

an organisation or project.

A national study titled “Assessing Performance: Evaluation Practices & Perspectives in
Canada’s Voluntary Sector” (Hall et al., 2003), which included interviews from 1965
volunteer organisations, showed an increased demand for outcome evaluation by funding

agencies over previous years. The study found that 76% of all programs had collected
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evaluation information for program projects, activities, or outputs in the last year. This was
the case despite numerous challenges which restricted their ability to carry out evaluations,
the most significant among them for volunteer groups being a lack of internal capacity and
lack of funds. These issues were reported as “big” problems for 37% and 30% percent of
all groups respectively. In response to the challenges identified and the reported level of
need expressed by volunteer groups a list of recommendations, for both funders and
volunteers, was created to improve the organizational evaluation of groups. It is noted that
there is increasing expectations that the information collected be oriented for outcome
evaluation, however it appears that voluntary organizations may not fully understand what

this entails.

2.4.  Understanding Organizational “Success”: The Operational Maturity

Concept

The challenge with previous approaches to understanding VDP success from a
transportation perspective is that success has typically been in terms of positive impacts on
users who have benefitted from the service, rather than “success” in terms of the provision
of the service itself. There has been a lack of information available in a format that would
benefit a transportation planner and service provider to consider new VDP deployments as
a service option. Two types of information are needed which could better inform planners
on how to consider VDP as a transportation planning option: First, the types of best
practices and degree to which those practices are implemented within a successful
organization; second, descriptive statistics comparable to transit for understanding of how

and to what degree services are being delivered.
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In the past, one tool for identifying those factors that contribute to organisational success
has been the Critical Success Factor method, as applied by Rockart (1982) for Information
Systems companies. The method involved interviewing several individuals from nine
companies and comparing results to determine which factors were most commonly
identified as critical to organisational success. The respondent companies represented six
distinct industries, therefore, the resulting Critical Success Factors identified in the report
were considered general across most industries. The concept was that the identified factors

should be managed closely to give organisations the best opportunity to succeed.

Since then, more quantifiable methods have been developed to better measure how
successful an organization is performing. One method in particular that has been used to
measure operational performance is a by-proxy approach of determining organisational
maturity which has been correlated with better performance. This type of modeling first
became prominent in the software manufacturing industry (Finnemore et al. 2000) shortly
after the critical success factor method in the late 1980s, when the concept was redeveloped
into the Capability Maturity Model (CMM) (Aho, 2009). The main point of CMM is to
objectively evaluate the “ability to perform” and as been applied to many areas beyond
technology and engineering, notably risk management and business process optimization
(Hamel, 2009). The assessment of the maturity of a process at the organisational level
entails determining the extent to which the process is defined, managed, measured, and
controlled (Drofman and Thayer, 1997). Maturity in this case can be viewed as a
combination of actions, attitudes, and knowledge (Anderson and Jessen, 2003) for which

assessment is commonly accomplished by observing the practices within an organisation.

21



Maturity is measured by attributing a “process” to one of five levels of maturity, ranging
from a chaotic or ad-hoc to a mature process with improved quality and optimization.
Measuring and summing the maturity ratings of processes that are components of a critical
success factor allows for the objective evaluation of the maturity for that given critical

factor.

The five levels of maturity are presented and summarized in Table 2.4 below:

Table 2.4 Levels of Maturity (Adapted from Aho, 2009)

1- Ad hoc Typically undocumented and in a state of dynamic change, tending
to be driven in an ad hoc, uncontrolled and reactive manner by users
or events.

2 - Repeatable | Some processes are repeatable, possibly with consistent results.
Process discipline is unlikely to be rigorous, but where it exists it
may help to ensure that existing processes are maintained during
times of stress.

3 - Defined Sets of defined and documented standard processes established and
subject to some degree of improvement over time. These (as-is)
standard processes are in place and used to establish consistency of
process performance

4 - Managed Using process metrics, management can effectively control the
actual process. In particular, management can identify ways to adjust
and adapt the process to particular projects without measurable
losses of quality or deviations from specifications.

5 - Optimizing | Focus is on continually improving process performance through both
incremental and innovative technological changes/improvements.

Maturity models have been particularly well developed for the construction industry where
there are a number of specific maturity models which include identification and scoring

procedures. Examples of differing methods are presented below:

The Standardised Process Improvement for Construction Enterprises (SPICE) maturity

model is an evolutionary step-wise process improvement framework that utilises five levels

22



of maturity, the same as presented by Aho above. A set of key processes are associated
with each of the levels and compared with “process enablers” to determine whether the
process capability has been reached (Sarshar et al, 1998). The process enablers are
preconditions for implemented processes and are used to determine the capability before
the process takes place. The measured process is considered mature when all of the process
enablers are fully satisfied. The model has often been applied for construction management
project with the purpose of demonstrating maturity and assisting in the establishment of
process improvement priorities. More recently, researchers Willis and Rankin (2011)
criticize the limitations of the SPICE maturity model in assessing organisations of simple

complexity and that all measured processes are weighted with equal importance.

The fuzzy FIGM is a maturity model which aims to determine the maturity of the
organisation rather than focusing on individual processes. More specifically, this model
aims to assess the maturity of construction organisations for three dimensions: markets,
technologies, and structures (Tray and Low, 1994). The diagnostic model qualitatively
measures organisational characteristics in an analytical hierarchical process to assign a
weight relative to their importance in the construction industry. The hierarchy is
constructed through the elicitation of professional opinions followed by a process to
determine whether organizational characteristics are “mature” or “immature”, which is
again elicited through professional opinion. Criticisms for this model stem from the binary
nature of qualitative measurement and the lack tangible measurement to assure validity in

the process and results of the model.

The Process Maturity Model (PM)? is a more general maturity model which uses

comparative process maturity measures between organisations to determine their relative
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project management level. For this model, each maturity level consists of major project
management characteristics, factors, and processes which are scored on a five-point
scheme to classify levels of maturity. The five points relate to five stages of project cycles

Initiating, planning, executing, controlling, and closing.

2.5.  Construction Industry Macro Maturity Model for Understanding VDP

Maturity

The Construction Industry Macro Maturity Model (CIM3) views the construction industry
as being comprised of key practice areas or KPAs made up of key practices. KPAs are
essentially “areas of concern” and indicate where the focus of the construction industry
should be directed to improve its performance. A key practice is an approach, within a
KPA, for which the construction industry seeks to achieve a specific objective. The
approach may be described as an activity, set of activities, regulations, and/or infrastructure

that are relied upon to achieve various objectives.

Each key practice is assessed to determine the industry’s capability with respect to that key
practice which is attributed a level of maturity. There are three possible levels of maturity
associated with each key practice and the determination of each level of maturity is based
on the presence of specific outcomes and/or indicators. The outcomes/indicators are the
tangible or intangible results of the industry’s current capability as it concerns a key

practice.

Each industry capability can be viewed as a “usage threshold” which is transformed into a
specific level of maturity. Capability 1 represents “immature” whereas capability 2

represents “transitional mature” and capability 3 represents “mature”.
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The maturity scores are calculated based on a hierarchy in which the maturity of higher
levels are proportionally calculated based on the maturities of the level below. For this
method, only Key Practices are calculated directly and the tiers above serve to better inform

the analysis of the industry as a whole.

| Construction Industry | Level 1

[ |

Key Practice Arca Key Practice Arca
- Level 2
A B
\
Key Practice Key Practice
Al Bl
Key Practice Key Practice
Al Bl > Level 3
Key Practice Key Practice
Afn}) Bn)
J

Figure 2.2 Maturity Hierarchy (from Willis and Rankin, 2010)

In this relationship, the maturity of the key practices within the KPAs both directly and
indirectly affect the performance of construction projects. This is in keeping with the
original concept of process maturity which states that the quality of a product is directly
related to the quality of the process used to develop that product (Paulk et al., 1995). Given
that understanding a successful VDP means understanding the factors that make it
successful, a maturity model approach for the construction industry has potential to be

adapted for this use.
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2.6. Correlating VDP Performance Indicators with success

The core question that is addressed by the majority of the existing literature is how to create
a volunteer program rather than if a program should be developed. There does not appear
to be a standardized list of performance indicators and quantified attributes that could serve
as a guide for what qualities in a region might correlate with success. Most guides describe
steps, procedures, alternative organisational structures, and techniques that groups might
employ based with reason to support one option over another. Decisions are based on
qualitative reasoning or the desired result of the program and in no case does the presented
reasoning include a situation where the recommendation is not to pursue creating a VDP.
This differs from other transportation modes like public transit (FDOT, 2014), where
quantitative measures are used to assist in decision making, to identify deployment

opportunities, and for predictions of: usage, volunteer supply, effectiveness, etc.

The use of prediction indicators has precedence for application by transit agencies to assist
in service management. In 2003, TCRP Report 88 was published which was explicitly
aimed at creating a process for determining the most appropriate performance indicators
and measures that should be used by transit agencies. The guide was intended to assist
transit managers in developing a transit management system. A significant change from
previous approaches is that the authors recognized how traditional performance indicators
for cost-efficiency and cost-effectiveness were sometimes not linked to customer-oriented
and community issues. For this reason, management systems should consider non-

traditional indicators so that managers can be able to better evaluate their service.
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In 2009, the Florida Department of Transportation, Research Center commissioned a study
to assist transit agencies in attaining cost efficiency and effectiveness. It stated that this
would require transit agencies to design their services around well-defined principles
subject to continuous service evaluation methodology. The research strived to identify best
practices in transit service planning to develop a model approach that could be adapted and
used by public transit agencies for fixed route bus transit service planning. Included in this
were service design standards, service performance measurements, and standard service
evaluation methodology. The study reached out to 352 transit agencies throughout the
continental United States, with 63 responses (a response rate of 18%). The result of the
analysis was a summary of best practices in the form of a template process tool specifically

designed to be adapted and customised by transit agencies of all sizes.

The final result included numerous performance measurements and indicators for 10

sections of evaluation; presented below.

Table 2.5 FDOT Presented Evaluation Measures for 2009

Number of

Evaluation Topic
Measures

[

Measures for Service Area Characteristics
Measures for Service Coverage

Measures for Route Design Layout
Measures for Service Directness
Measures for Loading Standards
Measures for On-Time performance
Measures for Passenger Shelter/Amenities
Measures for Customer Service Safety
Measures for Vehicle Standards

Measures for Route Performance

Total

OO INININA~OIINOTO

N
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The work by FDOT continued and was further adapted for the 2014 report “Best Practices
in Evaluating Transit Performance”. The topics and themes covered in this document were
similar to its 2009 predecessor, but the content was further developed and reorganized.
Most significantly, the performance measures were expanded to include environmental
factors before being organised into a hierarchical system. A hierarchy was created for each
identified goal that a transit agency might have. This was associated with objectives that
would be component actions in achieving said goal. These objectives were then associated
with performance measurements and indicators so that agencies could quantitatively
determine their initial situation and evaluate progress over time as part of achieving the
overarching goal. The pool of metrics that were used in association with hierarchical

objectives and goals is presented in Table 2.6 below:

Table 2.6 FDOT Presented Evaluation Measures for 2014

Number of
Evaluation Topic Sub Category
Measures

N

General Performance Indicators | N/A

Service Supply
Effectiveness Measures Service Consumption
Quality of Service
Availability

Cost Efficiency
Operating Ratios
Efficiency Measures Vehicle Utilisation
Labour Productivity
Energy Utilisation
Fare

OIFRLININIOIWO|W|IO |~k W

(o3}

Total

The 2014 report differed again from previous reports by stratifying transit agencies based

on their size. This was done because the resources and incremental cost of evaluation born
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by transit agencies will vary significantly with their size making some effective strategies
impractical for smaller agencies. To assist smaller programs, the surveys recorded the
effectiveness of measures and the ease of implementation to create a list of recommended
practices, while identifying notably effective ones, with their associated difficulty for

varied agency sizes: Small, Medium, and Large.

Contacted agencies not only shared which measures they recorded but also whether they
found it to be the most effective measure for a given goal. In doing so a list of high priority

measures were developed as significant measures or predictors for transit agencies.

2.7.  Summary of Literature and Outstanding Research Needs

There is a gap in transportation planning in evaluating and responding to a lack of
transportation alternatives available in rural areas. Volunteer Driver Programs have shown
promise as effective providers of transportation in low-density environments, but little is
known of their performance in terms of performance indicators utilized by transportation
planners. This is currently limiting their potential to be more widely and systematically

deployed.

Greater deployment of these programs requires that programs be sustainable. Current
techniques of evaluating volunteer driver programs have primarily focused on the impacts
on the individual for the provision of the service, with limited understanding of
contributing success factors as transportation services. Maturity models for quantifying
organizational maturity show promise at providing a better understanding of volunteer

driver program success factors.
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3. Methodology

The focus of this study was to develop, identify, and quantify organizational success factors
for VDP operations, and to better understand the operational factors, contributing to a long
term goal for a model that will help transportation planners assess the needs of successful

VDP deployment.

3.1.  Approach, Geographic Scope and Eligible Groups

The study sought participation from existing non-profit VDP operators in New Brunswick,
Canada. Candidate volunteer driver programs were contacted in 2016 through an informal
network fostered by two Community Inclusion Network Coordinators (CIN, non-profit
agencies) of the Economic and Social Inclusion Corporation (ESIC) of New Brunswick.
This informal network was developed to share experiences to determine best practices and
better their respective services in the process. The VDP operators that took part in the
network meetings were very receptive to participating in the study and aided the
researchers in identifying other groups outside the network, all of which were located in
New Brunswick, Canada. The number of VDPs with comparable organizational structures
and service population led the researchers to limit the scope of the work to New Brunswick

programs only.

The method used to select which VVDPs to include in the research was based on convenience
sampling presented by Dudovskiy (n.d.). This type of non-probability sampling was chosen
because to a maximise the sample of VDP operating in New Brunswick. Convenience
sampling is a method often used in pilot surveys because it allows for the use of readily

available data, expedites data collection, does not limit eligible groups, and promotes cost-
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effectiveness. There were two concerns that typically accompany the use of this method.
First, a convenience survey cannot be generalized to the population, creating an
opportunity for bias where easy to reach groups are over-represented. Second is that the
“power” of a convenience survey has been characterized as being insufficient to identify
differences of population subgroups. All similarly organized VDP in New Brunswick were
invited to participate, and though some declined participation, the majority of operators
participated. It is possible that the results may be biased in favour of the attributes of the
participating programs. The list of current VDPs has been developed by the researchers,
CIN coordinators, and VDP operators and was thought to be comprehensive though it is

possible that other VDPs remained undetected at the time of the study.

Identified groups were sent an invitation to participate in the study which had asked them
to share their travel statistics with the researchers. Emphasis was given for travel data

collected between February 2017 and January 2018 which were the bounds of the study.

3.1.1. Data collection approach and ethical considerations

The UNB Research Ethics Board (REB) was the body that ensured that the methods
employed by the researchers followed the accepted procedures for human subject research
and data management. Over the course of the research the REB was contacted for guidance
on two processes: the use of secondary data (collected by VDP); and interviews of the VDP

coordinators.

VDPs sharing data were required to remove rider names or substitute them with a client 1D
number or their initials to avoid compromising rider privacy. Though the use of rider

initials was acceptable, researchers recommended that VDPs avoid this as they potenitally
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allowed for rider identification for small volunteer programs or in small communities. The
researchers also recommended that VDPs add a consent component to their rider
registration process where potential riders would be made aware and accept that their travel
data could be used for statistical analysis by third parties. VDPs were also provided a
document titled “Expectations for Working Together in Research” which listed the
research responsibilities of both parties. The agreement was non-binding but served as a
formal declaration of who the research group was, which entities were funding the research,
and what groups could expect during the collaboration. The document served to reinforce
the guidelines provided by REB while informing participating groups of their rights. The

document can be found in Appendix A.

The second time that the REB was consulted was for the development of the Maturity
Questionnaire. The questionnaire involved surveying VDP operators on organizational
attributes which was reviewed to ensure that participants were appropriately informed and
protected. The review process began with an Application for Review of Research Involving
Humans which summarised the purpose of the research, who the researchers were, which
entities were funding the research, and which risks were posed to participants. Once
complete the REB reviewed the completed survey and the Invitation to Participate/Consent
Form which was approved after minor adjustments. These documents can be found in

Appendix B and Appendix C.
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3.2. VDP Recording Practices

Before volunteer driver organisations were approached by the researchers, each group had
their own approach to data collection and reporting, as detailed in Hanson and Caissie
(2016). This was becoming an issue as a portion of groups had begun meeting with each
other at intervals to share their experiences with success and failures and to better their
organisations practices through this shared information. The groups realized that the terms
being used to describe service activities did not always align, which led to difficulties in
communication. Inconsistencies included the definition of what a trip was and how to count
it, how to categorize trips that were being made, what data each group were collecting, and

other service details.

Hanson and Caissie (2016) highlighted the need for a common data collection standard and
worked with groups to develop a more standard form of recording which at the time was

focused on the definition of a “Trip”.

When work began with the VDP groups an effort was made to again compare descriptive
statistics between groups. The data provided by each group at the time continued to be
varied in style and definitions between groups. All the data of the participating groups were
compiled to identify specific areas for improvement and reporting, culminating in the
approach developed by Hanson and Goudreau (2017), which participating groups

subsequently adopted. The approach is further elaborated upon in the following sections.
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3.2.1. Definitions of Trips, Drives, and Stops

The first step in producing the common datasheet for groups was to discuss the exact
definitions of each term used. In the volunteer driving sector, the terms used to quantify
what a group has accomplished or used in self evaluation are centered heavily on the terms
Trips, Drives, and Stops. For core attributes of groups to be discussed and compared these
terms needed to have definitions that were clear and adopted by all groups participating in

the discourse.

The term “trip” had been employed by most groups but was not defined in the same way
by each group. The term “trip” became an interchangeable term when referring to
transportation in general or when discussing the trip-making behavior of riders. The
researchers recommended a new nomenclature focused on a common definition of “stops”

and “drives”

The definition of a stop was aligned with the definition of a trip defined by the 2009
National Household Travel Survey User’s Guide (U.S. Department of Transportation

Federal Highway Administration) which defines stops (or trip) and drives as follows:

= A Stop represents the one-way travel activity from an origin to a destination.
= A Drive (trip chain) consists of all the sequential one-way trips to a destination that
ends the VDP’s transportation commitment to the client for that day, typically

“home” where the drive initially originated.

For VDPs the term “drive” refers to the activity of transporting a client, beginning at the
point where a driver picks up a rider and ends once the client has reached a destination

where the driver would be “practically” available to begin a new drive with different
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client(s). The recurring examples of where this wording comes into effect is with long
distance trips for medical treatment, often in another city or out of province. In this case
the driver may have a number of hours where the client is busy with their appointment but,
because of their location and the variability on how much time they actually have, it is not
practical for them to begin a new drive with another rider. Instead, their time spent waiting
is considered volunteer time and the return trip home is part of the same drive. The primary
reason for this complication is for ethically reporting volunteer contributions to the
program. The common example of when an overall trip would be considered two drives is
when the rider is going to work and returning home much later at a predictable time. In this
case, the driver is in a location and has an appreciable amount of time where it would be
practical for them to service a drive for another client. This results in the trip being divided
into two distinct drives: one being the journey to work, the other would be the journey
home. This allows the volunteer to continue donating time to the organisation or to take a

break and continue in their personal activities.

The final term is a “stop” which refers to each link or leg of a trip. Each drive is made up
of stops, with the simplest drive being a one-way trip with one stop: possibly a drive from
work to home. More complex drives are composed of a number of stops that are made
along the drive for different reasons. These reasons have been broken down into categories
of “purposes” which will be discussed in the next section. Because each stop may be made
to satisfy a different purpose it is recorded at this level, meaning that the overall drive may
have a number of purposes. It was also clarified that two or more stops may be at the same

location, perhaps a bank and convenience store which share the same parking lot. In this
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case it is possible for the distance travelled for a stop to be zero as the driver did not move

but the client was able to engage in their desired activities.

3.2.2. Categorizing Trip Purposes

The need to standardise the categorization of trips became evident when findings by
Hanson and Caissie (2016) which found that groups had 13 different terms for medical
related trips. Similar issues existed for other categories which continued through the arrival
of the current research team. The number of total categories varied from 3 to 10 between
groups which for some included the use of sub-categories. There were some differences
between English and French groups as some of the terminology used to describe trips did
not have exact counterparts. Even for groups which used similar categories, trips types

were not always included in the same category leading to further difficulties in comparison.

Hanson and Goudreau (2017) categorised trips into 4 types of service: Health, Life Needs,
Work, and Social (at the time drives were associated with one purpose which was identified
as a known source of inaccuracy). Consultation between organisations continued and the
researchers were invited to participate in refining the methods of data collection undertaken
by groups. Through this collaborative work the definitions of Trips, Drives, and Stops
above were specified. At the same time the categories and specific stops which fit into each
were debated and agreed upon by each of the participating VDPs. This portion had the
added complexity in that each group differed in which data they required for their own
reporting requirements; some groups required a high level of detail on the number of trips

with specific purposes which would be lost in a broad recording system.
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A category of trip was defined from this process as Return trip, referred to as a Home stop
because of the terminology used by operators and that in most cases VDP riders specifically
return home. The demand for these stops is normally created by a need for riders to return
home after their previous destination. For this reason, the purpose of the home stop is to
continue serving the purposes of the stops that make up a drive. For example a drive with
two stops: one being health the other being home, could be considered two stops that served
a health purpose. The issue is that drives with stops of varying purposes make the purpose

of the return home trip more ambiguous.

There were two proposed solutions to the problem of allocating a purpose to home stops.
The first was a proportional system when home stops were attributed proportional purpose
based on the purposes of all other stops. The second was a hierarchical system which would
attribute the home stop the purpose of the most critical stop purpose of a given drive.
Ultimately, a hierarchical system was chosen following the assumption that riders solicit
drives for stops with primary purposes and include stops with secondary purposed in the
same drive out of convenience and to reduce cost. The exception that existed for both
systems was the situation where a drive consisted of a single home stop. The home stop in
this case would be considered a life maintenance trip because of the lack of information of
the purpose that the rider had at the destination of pick up. An attempt was made to avoid
this assumption by creating a “reference drive” column to be used if two drives were used
to serve a, or a group of, client(s) for the same group of purposes. The reference drive input
allows drives with single home stops to be given the context of the drive which created its

demand, from which the home stop purpose can be determined. This method works well
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in cases where riders have local day-long trips like for work, but does not account for all

conceivable situations.

The final list of categories that were adopted by all participating VDPs were: Health, Life

Maintenance, Work/Education, and Quality of Life.

3.3.  Developing the Generalized Worksheet for Trip Reporting

The researchers were tasked with developing an Excel worksheet for groups to use that

could record all of the data for their reporting, decision-making, and self-evaluation needs.

The most significant decision to be made when developing the generalized worksheet was
based on the level of specific information that was critical to VDP operation and what level
of effort and resources could be allocated to data collection by all groups. The main
determinant of this was whether the database would be recorded on a Drive or a Stop basis.
In general, the Drive databases are less resource intensive but are more limited in the
amount of detail that can be gained from the analysis of the results. Stop databases were
expected to be more resource intensive even at a base level, but maintained the possibility
of capturing data that was more reflective of reality since each stop could associated with
a user. Stop databases have the benefit of being able to be aggregated into the form of

Drive data, where the reverse is not possible.

3.3.1. Generalized Drive Worksheet

Nearly all groups decided to pursue a Drive database format that incorporated the
categories adopted above, while one continued with a Stop database. Each of the groups

also decided on what factors would be important and practical for all groups to record.
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Additionally, individual groups presented their individual needs for collecting specific
data, which would need to be recorded in a manner that could be aggregated into a format

comparable with the field.

The culmination of these criteria resulted in the generalized worksheet which included all
of the common critical information required by the groups for operation and self analysis.
This formed a basic level of data that all groups regardless of individual changes or
customisations could be expected to have recorded, allowing comparison between all
groups. Comparisons of more niche data was still possible, but only between groups that

recorded such data.

3.3.2. Generalized worksheet overview

The format of the finished datasheet was done so that each drive would be recorded in one
row. The first columns contained basic information about the date, pick up time, the
primary rider, total number of riders, who provided the drive, volunteer time contribution,
and the number of helpers. These data are collected for managerial reasons: recording
which volunteer is responsible for picking up riders, when they are to be picked up, who
the riders and so on. This information can be used to investigate when drives occur
throughout the day or over the course of a year. The volunteer specific data can be

leveraged to determine how often, and for how long, they are called upon.

The following series of columns are used categorize stop purposes followed by the drive
length. Each stop purpose has an attributed column so that the total number of stops of each
type can be recorded. This was necessary in order to understand the reason that riders were

using the VDP service as drives are often used to satisfy multiple purposes. Recording the
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length allows organizations to know the millage that has been served to riders and is used
in most cases to determine rider fees. A caveat to the mileage recorded is that it does not
include the distance travelled by the volunteer to pick up and return from dropping off the
rider. This means that volunteer reimbursement based on mileage will differ from the drive

length.

3.3.3. Separation of riders and helpers

There are times when riders require the assistance of caretakers or family to assist them in
moving themselves to a location. These people have been given the title “helper”
(sometimes referred as “‘companion”) to separate them from the riders who participate in a
drive to fulfill personal transportation needs. When organizations calculate the number of
person kilometres provided to their communities helpers are not considered as they are
only present to support another individual on the drive. The reason that helpers are recorded
is due to vehicles having limits on the number of people who can be transported at a time.
Counting the number of helpers allows dispatchers to prevent overbooking rides with too

many passengers.

3.3.4. Generalized Worksheet Customizations

The customisation options provided an easy method for capturing individual group
requirements, in a way that could accurately be compared with groups that did not make

the alterations. The customization options are presented below in Table 3.1.
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Table 3.1 Customizations Available for the Generalized Worksheet

Creating Groups were able to create additional drive related statistics to be
Additional | captured.
Headers
These included: Cost of Drive, Collected Fees, Membership Fees, Net
Profit/Loss, Drive Sponsor, Sponsor Contribution, Origin, Destination,
Miscellaneous Drive Details.
Subdividing | Groups were allowed to divide their key headers in a way that isolated
Key specific trips within that header. A catch all category was required in this
Headers case to ensure that the key header maintained the same amount of
inclusivity as other key trip type categories. These changes were applied
for two categories:
Health: Hospital, Clinique, Cancer Treatments, Doctor, Dentist, Tests,
Life Maintenance: Social Development, NB Wellness Movement, Life
Food, Bank
Creating Groups were allowed to create headers related to programs that were
Headers not | separate from, or not typically within the scope of, VDP operations.
specific to
VDP This niche change was used to record blood drop-off trips made by
operation organization(s).

In an effort to facilitate easy adoption of the worksheet by all participating groups, the style
of the developed sheet was heavily inspired by the previous tools that VDPs were using.
Some groups experienced greater changes than others but overall the created form was

though of as a tweak to most groups rather than a completely new method.

An example of the headers used for a Drive Database Worksheet can be found below:

. Ref . . Volunteer |Volunteer
Drive # .e Date Pick Up Time | Member | # Users | Escort oluntee ‘o untee
Drive # ID Time (Hrs)
Health (HS Work Life Maintenance (LM ualit .
(HS) _/ = (LM) Q X y Return Client
Cancer | Health |Education Social of Life Length (km)
LM Other Home Fees
Treatment| Other (WE) Development (Qr)

Figure 3.1 Drive Database Worksheet Headers

41



3.3.5. Drive Data limitations

Give that the number of riders has the potential to change at each Stop, data for Drives was

generally reported in terms of aggregated values, such as Stops per Drive, Passengers per

Stop, Number of Stop Purposes (including multi-purposes stops). By recording trips at a

drive level some detail will inevitably be lost. Labour intensive data collection methods

were avoided at the request of participating groups, which was followed to create a

worksheet the best fit their needs and would more likely remain in use long term. To ensure

that the descriptive statistics presented were as representative as possible, results analysed

with as few assumptions as possible. The known sources of error are as follows:

Inaccurate person-trip statistics: In a Drive, the number of riders is recorded but
this number may vary between Stop segments. In this case the number of person
kilometers recorded will be different from reality. This was expected to most
commonly impact drives where clients began or ended their journey at different
locations from each other.

Determining Drive Time: Recording the overall time of a drive is possible in both
drive or stop databases however all VDP organizations opted out of collecting this
information. An approach for estimating these data was to use the volunteer time
statistic. There is a problem with these data is that the volunteer time contribution
is measured from when the volunteer (NOT the Rider) leaves home until their
return. This means that when used as a proxy, volunteer time will systematically
over report the length of drive time.

Determining Stop (link) Time: in a drive database the time spent servicing each

stop can not be calculated.
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Determining Client Travel Behaviour: The drive database attempts to collect rider

behaviour information by associating drives with primary riders. The issue is that

when drives have more than one rider, the additional riders are reduced to a statistic

that measures the total number of riders without the benefit of being associated with

their client ID. All independent users on a shared ride who are not recorded as the

single primary rider will have incomplete rider histories in the VDP database. This

3.3.6. Stop Database and Worksheet

error would systematically under report the reliance of specific individuals.

When the generalized worksheet was introduced and adopted, one group had been

collecting Stop data and preferred to continue with a similar system. This was supported

by the research group because its data could be aggregated into a Drive format, comparable

with other groups. The Stop data worksheet created followed the same columned structure

as the drive database. The core change was that each row represented one person-stop and

that many rows shared the same drive ID. The columns for determining drive purposes

were reduced to one column since each stop should only have one purpose. The “return

home” column remained to allow dispatchers to both indicate which stop was to return

home and what was its associated purpose.

An example of the headers used for a Stop Database Worksheet can be found below:

Figure 3.2 Stop Database Worksheet Headers
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3.4. Developing a Volunteer Transportation Maturity Model

A maturity model specific to volunteer driver programs was developed from models
present in the construction industry. This was done because the construction industry has
a number of explicit procedures on measuring maturity whereas there are no known
equivalent methods in existence for VDP or applied in the realm of transportation. The
intended result of the model creation was the development of a tool to measure maturity,
which resulted in a questionnaire being completed by VDP program coordinators. The

creation of the model is discussed below:

3.4.1. Maturity Scale and Scoring

There were several maturity models which contributed to the development of the maturity
scale used for this project, however the primary source of inspiration was the Construction

Industry Macro Maturity Model (CIM3) by Willis and Rankin (2009).

In the model for this project, as presented in CIM3, the levels of maturity were limited to
three levels or tiers rather than the more common 5 levels used by other models. The three-
tiered approach in CIM3 was developed to limit complexity by restricting the number of
maturity increments when evaluating industries on a macro scale. This limitation on
complexity includes the added benefit of simplifying the data collection and analysis
process; all of which apply positively in the case of VDP. This is because smaller volunteer
programs are more likely to struggle with procuring funds and resources for more
expensive analysis (Hall et al, 2003). VVolunteer driver programs have key practices based
on best practices which are not direct substitutes, this results in the possibility that a VDP

does not perform a specific key/best practice at all. In cases where VDPs do not perform a
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practice, a fourth tier was necessary to reflect that level of implementation: Not Practiced.

The four tiers which measure the maturity of a process are presented below in Table 3.2.

Table 3.2 Assessed Levels of Maturity (Adapted from Willis and Rankin)

Not Practiced or Managed (0/3) | Use of a key practice is not performed or follows
any management process.

Immature (1/3) Use of a key practice is ad-hoc or as part of a
reactive strategy.

Transitional Mature (2/3) Use of a key practice is standard.

Mature (3/3) Use of a key practice is proactively managed.

The CIM3 structure defines three hierarchical levels for maturity models. The first and top
level is the overall maturity of a program, the second is the maturity of a key performance
area, and the third and bottom is the maturity of individual Key Practices. The key practices
are individually measured from observations or from survey responses based on the four
tiers presented above. Scores out of 3 are developed for each element of the hierarchy and
combined into a single overall maturity score. Recall Figure 2.2 Maturity Hierarchy (Willis

& Rankin, 2010).

3.4.2. ldentification of Key Performance Areas

The typical model procedure would be to identify Key Performance Areas for VDPs first,
then investigate to identify related Key Practices. An initial list was developed based on
the best practices presented by Schlachman (2009), then expanded to include other Key
Practices identified in the literature, such Risk Management, which was evident in other
literature including Studebaker (1990) and Washington State (2013). The initial list of Key

Performance Areas (KPAs) was as follows:
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Recruitment
Retention

Service Delivery
Dispatching
Marketing

Cost Effectiveness
Funding

Risk Management
Program Leadership

CoNOR~wWNE

The next step involved consolidating the nine KPA based on relevancy; this was a
subjective process but was informed by the best practice literature and intended to create
more balanced categories for maturity analysis. A notable difference in the consolidation
process was that most of the initial KPA were combined into groups of related KPA
whereas “Marketing” was removed entirely as its elements could be incorporated into other

KPAs. The result was 5 final KPAs shown below in Figure 3.3 VDP Maturity Hierarchy.

Overall Volunteer
Driver Program

Maturity
|
1 1 1 1 1
Volunteer Driver Service Delivery . .
Recruitment and (Quality Co;tngféi%ta\i/ﬁgess LPe?gcetEfzgép Risk Management
Retention Assurance)
KPA related key KPA related key KPA related key KPA related key KPA related key
practices practices practices practices practices

Figure 3.3 VDP Maturity Hierarchy

3.5.  Developing Key Practices for KPAs

The Key Practices used in maturity models are typically identified as fundamental

processes for the completion of goals. The goals are organized into relevant KPAs made
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up of multiple KPA-related Key Practices in the hierarchy above. The understanding of the
fundamental processes for VDPs has never been undertaken in this manner; therefore, Key
Practices needed to be developed in order for maturity to be measured. Key Practices were
developed based upon the best practices observed in the literature. A qualitative approach
was used to identify a specific best practice in the literature, the number of documents
where it was discussed, whether the literature considered it significant, and which practice
should be included in a Maturity Model assessment. In some cases, related best practices
were consolidated into Key Practices if there was conceptual overlap. The inclusion of a
Key Practice in the Maturity Model was made at the discretion of the researcher, based on
prevalence in the literature, relevance to the VDPs under study, and potential to contribute

to an understanding of maturity.

3.5.1. KPAs for Volunteer Recruitment and Retention

The first KPA for the VDP specific Maturity Model is Volunteer Recruitment and
Retention. Two categories of Key Practices applied to this KPA were “Recruitment” and
“Retention”. This KPA had several Key Practices associated with it from these groups
which almost all applied due to their context in the literature. The exact number of practices
is difficult to determine because of differing overlap between different sources. Some
documentation listed each Key Practice as a specific task to be applied whereas others
grouped multiple tasks into one strategy that could be thought of as one best practice. The
decision process for determining which practices should be measured individually or be

grouped followed the principle that each measured practice should have a similar scope.
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The process of deciding which practices should be considered key were based on the
relevancy across each literary source with more recent documents bearing higher
consideration. The summary of related Key Practices based on literature is presented below

in Table 3.3:

Table 3.3 Key practices for Recruitment and Retention

)
S &/ &
5/ 8/ 8/ 8 s/I/3 §
S/ 5/ s/ E Lo S
s/ £/ 58/ §/5/8) 2
X/ S/ 5 5/ &)/ <& S
§/ 518 8/5/8/ 8 s
5/8/%/L/L/s/ S/ &
§/&u/x/E5/ 5§ §
g/ @/ @ S/ @ <
g
&
Word of mouth X X X X | Yes
Public Presentations X X X X | Yes
Newspaper/Newsletter/Bulletins X X X X | Yes
£ |Local Media Advertisement X X | Yes
g |Social Network X | Yes
5 Advertisement on program vehicles (logos) X No
8 |Referral or Peer-to-Peer Recruitment X Yes
& Geographic Distribution Considered X Yes
Community Partnerships for advertisement/visibility X X | x Yes
Target Recent Retirees X | X No
Target Multiple age groups X X | No
5 Recognize/Award Drivers X X X X | Yes
=}
§ Community Partner Benefits X Yes
@ |Limit Driver Usage - - No

Note: “X” indicates that a best practice was presented,
while “-* indicates that a practice was mentioned as NOT being significant nor key.

For the key performance area of Volunteer Recruitment and Retention 10 of 14 Key
Practices were selected for inclusion in the model. The Key Practices “Target recent
retirees” and “Target multiple age groups” were excluded because of contradiction whereas

the other two exclusions were based on a lack of supporting literature.
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These 10 Key Practices were consolidated into five for the VDP manager questionnaire by
grouping all of recruitment techniques into one question. The grouping of specific
recruitment techniques into one strategy was done to align their scope with other KP and

to better address the activity’s level of maturity.

3.5.2. KPAs for Service Delivery (Quality Assurance)

The KPA titled Service Delivery, (referred to as Quality Assurance in some literature) was
primarily made up of Key Practices from the Service Delivery KPA, while incorporating
some elements of Program Leadership and Dispatching and Marketing. The specific
practices which were selected for this section were based on the goal of the KPA: to
improve the interface between users and the program and deliver a better overall service.

The summary of related Key Practices based on literature is presented below in Table 3.4.
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Table 3.4 Key practices for Service Delivery (Quality Assurance)

S >
>/ & Y &/ A
s/ &/8/8/8/5/3) 8
R/ 3/ 5/ 5/ S/ F/ Q) S
$/§/8/8/8§/5/8) 2
5/ 8/ 8/ 8/5/8/5 5
/& e/ £/ 8/ 5 &S
kS X¥/2/%//S/) 3
S/ >/, 5/ S S
/S &S558 3
g/ a/Q S/ §
&
&
Driver (service) training X | X Yes
Prioritize trips by purpose X Yes
> Provide driver reimbursement X | X | X|X Yes
2 Consistent driver pool X Yes
a) Limit client weekly rides/distance (non-Medical - | x No
a y
8 Al senior citizens are eligible X Yes
qE) Develop human-service and transit links X X Yes
o Administer rider (satisfaction) surveys X | X |Yes
Driver performance evaluations X | x [Yes
Formal incident/complaint reports X Yes
(@]
=
§ Advanced Booking in Rural Areas X - No
48] . . . . .
=3 Maintain volunteers with consistent time blocks each
=) week X Yes
2
= Available Website X X X |Yes
X
3
= Available days and times X Yes

Note: “X” indicates that a best practice was presented,

ITEL:

while “-“indicates that a practice was mentioned as NOT being significant nor key.

The majority of Key Practices for this KPA (12 of 14) were considered for inclusion in the
maturity questionnaire. The exclusions were due to contradictions within the literature
where one author supported, and another explicitly denied that the activity was a key
practice. The “Maintain volunteers with consistent time blocks” was merged with
“Consistent driver pool” because of the similarity in approach and outcome presented by
the authors. Ultimately 11 Key Practices were chosen for the maturity tool to represent this

KPA.
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Note: The driver training practice was giving the “service” designation as it refers to
education drivers of the proper code of conduct and deportment to express when
volunteering as a volunteer driver. This designation also serves to better distinguish service

training from driver safety training; a Key Practice in risk management.

3.5.3. KPAs for Cost Effectiveness and Funding

Cost Effectiveness and Funding were combined to form one KPA, even though
Schlachman considered them separate. The reason that Cost Effectiveness was moved from
Service Delivery is because the goal of implementing these Key Practices is to have a
positive impact on budget management. The term efficiency is used in the context of
limiting cost which could lead to more service being provided with the saved funds, but
again this goal is more in line with the goals of Key Practices for funding. For Schlachman,
including cost effectiveness in service delivery makes sense narratively when presenting
best practices because they are applied when the service is being delivered. In a maturity
analysis, the goals of a Key Practice should define which KPA it is included in, which in
this case means combining Cost Effectiveness and Funding. A summary of related Key

Practices based on literature is presented below in Table 3.5.
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Table 3.5 KPAs for Effectiveness and Funding

S
L Y/ S
5/ 8/8/8&/s/3/3 &
C/&/s// S/ 808
§/ &/ 8/ 8/5/8/89)S
Y¥/S/5/8 8/ & IS
5/ 5/ 8/ 8/5/8/8/ s
T/ Q g’ /g S/ S
S > VA S N Q 5’
5/ S/w/LS)E/S) 3
g/ a/Q /g §
&
&
a Prefer volunteer vehicle use X No
c
g Free Drives with welcome donations X | x Yes
&  [Method to group drives X Yes
L . .
o Method to account distance from driver to user X Yes
5 Implement Volunteer-Friends model X Yes
Multiple funding sources X Yes
o |Receive grant funding X Yes
c N
5 Encourage donation X | X Yes
L‘E_L, Solicit Funding from rider destinations X Yes
Systems where drivers don’t handle payment/donations X Yes
Solicit Evaluation Specific Funding X No

Note: “X” indicates that a best practice was presented,
while “-* indicates that a practice was mentioned as NOT being significant nor key.

Of the 11 KPs investigated nine were selected for the maturity model. Exclusions were
made based on the lack of citation given by recent sources. In particular, more weight was
given to B.F Pasadena (2008) and Schlachman (2009) due to their having the most

thorough discussions of this KPA.

3.5.4. KPAs for Program Leadership

The KPA of Program Leadership has the goal of long term management stability supported
by better mechanisms for decision making. The entirety of Leadership Key Practices
identified in the literature fit within this section but there are elements of Service Delivery

and Dispatching practices which fit here as well as they support better decision making.

A summary of related Key Practices based on literature is presented below in Table 3.6.
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Table 3.6 Key practices for Program Leadership

S o
= ) >
9/ O/ & D &
8/888e/sS &
5/ 8/ 8/ 8s/&) S
£/85/5/8/8/2/2) 8
§/&/5/8/5/8/8 5
5/8/¢//S/ 9§/ 8
§/Su/L/5/5/85)F
;,9}’['? o/ Q /g <
&
o |Replicable key positions X Yes
< Professional/Professionally-Experienced Coordinator X Yes
S . ) ..
2 Recruitment specific staff position X Yes
§ Staff Training Evaluation X Yes
Access to other volunteer group practices X Yes
[T . . . . .
S g |Use of computerized system for recording and dispatching trips x| x| x Yes
_ s
& 8 |Separated Program Management & Volunteer Coordination positions X Yes
j=2]
£ |Record travel statistics
S X | X X | X Yes
bt
o . .
2 Record trip denial/late-cancel/no-show
o X X Yes

Note: “X” indicates that a best practice was presented;
while “-“indicates that a practice was mentioned as NOT being significant nor key.

The nine Key Practices for were all well supported and unique from one another to be

included in the maturity survey with little rewording or adjustments.
3.5.5. KPAs for Program Risk Management

The KPAs for Risk Management are made up entirely of Risk Management best practices

found in the literature. The summary of related best practices based on literature is

presented below in Table 3.7:
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Table 3.7 Key Practices for Risk Management
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gla/ Q) "/S&/gG) £
g
&
Driver (Safety) Training X X | x| x| x| x|Yes
- . » . wp_sge - - -
S Training in accessibility equipment use (wheelchair lifts) | x X Yes
£  |Driver Screening X x | x [Yes
g Vehicle Maintenance Reports X X Yes
S |Formal Driver Rules/Responsibilities x | x |Yes
X Formal passenger Rules/Responsibilities X No
(74 Formal Inclement Weather Plan X Yes
Cover Volunteer insurance increase and deductibles X Yes

Note: “X” indicates that a best practice was presented,
while “-* indicates that a practice was mentioned as NOT being significant nor key.

All but one of the eight best practices were considered for the maturity survey, each of
which was considered unique and fit the format of the questionnaire format. The exclusion

was due to the relatively low support compared to other Key Practices for this KPA.

Note: The driver training practice was giving the “Safety” designation as it refers to
confirming and improving a volunteer’s ability to operate a vehicle. This training should
be performed periodically or as a reaction to complaints or driving incidents that may
occur. The scope of the training can be expanded to include defensive driving, inclement
weather planning, daily vehicle inspections, child securement, sensitivity training, and
emergency response training. This designation also serves to better distinguish service

training from driver service training; a Key Factor in service delivery.
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3.5.6. Relative weights of KPAs and Key Practices

The identification of Key Practices and overall service numbers have been a useful
approach in better understanding VDP activity; however, the related literature does not
attempt to weight a best practice as any more important than another. Methods like the
FUZZY model attempt to evaluate relative importance based on scoring from a variety of
professionals. Doing this effectively requires that the industry in question be well
understood and limited in complex interactions, which is not the case for VDPs.
Furthermore, the FUZZY model limits maturity to a binary scale, which was not considered
a useful scale for understanding VDP maturity which likely includes more increments.
KPAs and Key Practices were given equivalent weights within their own categories, as in

the SPICE maturity model.

3.6.  Maturity Questionnaire

Measuring an organisation’s maturity is useful to understand its capabilities, and in the
case of VDPs, was considered the best way to quantify the elements of successful
programs. All of the VDPs in New Brunswick known to the researchers were invited to
volunteer to participate in a maturity questionnaire. Most of the participating groups in the

Maturity Questionnaire were the same groups providing travel statistics.

The following is the development of the maturity questionnaire used to assess the

organisational maturity of New Brunswick VVDPs.
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3.6.1. Questionnaire Format

The maturity questionnaire was a form-fillable, portable document format (PDF),
distributed by email to participating groups, along with a consent form for participating in
research. One respondent was internally selected by each group. The questionnaire was
developed through a review of selected Key Practices and creating a question for each with
responses associated with each of the scales in the maturity model. The primary inspiration
for the model was the CIM3 which had three tiers to measure maturity: 1/3, 2/3, and 3/3.
Using that as a base, an additional tier was created (0/3) because it is possible for some

groups to have never implemented a particular key/best practice.

The final version of the questionnaire was comprised entirely of close-ended multiple-

choice questions.

3.6.2. Self-Assessment of how an organization undertakes a practice

The first type of question was to ask organizations to what degree they implement a given
best practice: “Select the statement that best describes [how your organization addresses a
particular Key Practice]?”. This was the most typical question type as it best reflected the
4-tiered approach defined above. Some questions which followed this style included an
additional option that functionally served as a “Not Applicable” (NA) response. The reason
for these inclusions were dependant on if the specific Key Practice might not be possible

in all locations where VVDPs operate.
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3.6.3. Capturing the degree of best practice implementation

The second type of question was generally used to ask organizations the frequency a
specific Key Practice was implemented or prepared for, which read as follows: “How often
does your organisation perform [a Key Practice]?” or “how often does a process include
performing [a Key Practice]?”. This type of question format was used when the Key
Practice in the literature were presented as guidelines which were too specific to be asked
in the first style. This format was preferred over yes/no style questions because it better

reflected the 4-tiered approach.

3.6.4. Binary Key Practice Questions

The third style of question was a binary yes or no format which read as follows: “Yes or
no, does your organization [perform a given Key Practice]?” This type of question type
was used for best practices that were too direct to be broken down into 4 tiers. Not being
able to separate responses into the same number of tiers as the other questions was also the
reason why this format was the least desirable of the three. For the purposes of scoring, a
“Yes” response was treated as “mature” and given a value of 1; conversely the “No”

response was treated as “not practiced” with the associated value being 0.

3.6.5. Identifying Irrelevant KP

The key practices which informed the maturity levels of KPAs in the model were based on
the best practices of similar, but not identical, organizations identified through the
literature. In this case, it was possible that a “best practice” for a related transit operator

may be irrelevant for VDP operation. This was determined by providing a “Not
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Applicable” (NA) response option. The NA response was included in the following
questions which are numbered based on their number in the questionnaire and are titled by

the relevant Key Practice.

10. Trip Prioritization, NA for groups who only provided one type of service.

13. Transit and Human Services Interactions, NA for groups operating in regions with
no local Transit or Human Services.

24. Rider Payment Structure, NA for groups which did not charge rider fees.

28. Manager Recruitment Mechanism, NA response was provided for respondents who
possessed no knowledge of recruitment mechanisms.

29. Manager Recruitment Priorities, NA response was provided for respondents who
possessed no knowledge of recruitment prioritization.

35. Accessibility Training, NA for VDPs who did not operate accessibility equipment.

This resulted in the creation of a survey with 41 Key Practice questions in 5 Key

Performance Areas, including categorical questions about each group to permit analysis.

3.6.6. Pilot test and Validation of Key Practices

Validation of the questionnaire was based on participant feedback and not the researcher’s
assessment of VDP practices. All of the volunteer groups participating in the study were
given a draft version of the survey to critique. The goal of this was to ensure that each KP
and KPA was relevant for inclusion in a survey, and the possible responses were
understandable and comprehensive. Additionally, groups were encouraged to identify any

KP that were not already included in the draft survey.
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The unstructured review process was chosen because the outcome of the survey was a
measurement of the KP. rather than developing consensus on what those practices were;
therefore, it was unclear whether an approach like the Delphi method would offer any

benefit in this case.

Four groups took the opportunity to provide feedback. The criticisms included: the long
length of the survey, terminology that was too technical or scientific to easily interpret, and
ambiguous questions. Specifically, of the 41 questions included in the draft, nine were
mentioned as being difficult to interpret, or as having responses that did not fit their specific
organisation. No groups raised concerns related to the usefulness or relevance of measuring
any of the key/best practices presented. Conversely, no groups presented any new KP that
were not already included from the literature. The specific breakdown of which questions
were commented on is shown in Table 3.8 below, with the final survey in the Appendix D

while the French version can be found in Appendix E:

Table 3.8 Number of times reviewers mentioned a comment

Question number: 1 3 4 5 7 9| 11| 12| 13
Number of times mentioned: 1 1 3 1 2 1 1 2 2

The response to these comments was a rewording of questions and answers to provide
organizations the ability to respond confidently and consistently within the confines of the

four tiers of maturity.

3.6.7. Final List of Key Practices Measured

The efforts of determining which key practices to include culminated in a list of 41

questions, shown below in Table 3.9.
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Table 3.9 Maturity Questionnaire Key Practices

KPA | KP# | Key Practice Description

KP1 | Practices used promote volunteer recruitment.

% KP2 [ Consideration for geographic areas when targeting areas for recruitment.
oe KP3 Practices for better facilitating volunteer recruitment through community
% partnerships.
E KP4 Practices _for better facilitating volunteer benefits/rewards through community
S partnerships.
KPS [ Practices for recognising/awarding volunteers to promote retention.
KP6 | Practices for driver training.
KP7 | Practices for managing driver reimbursement.
< KP8 | Practices for selecting which driver to contact.
© | KP9 | Practices for dispatching rides.
% KP10 | Practices for prioritizing which trips to serve.
% KP11 | Practices for determining who is eligible to use the service.
% KP12 | Practices for how operating hours are advertised.
GE) KP13 | Practices for interacting with local transit and human services.
(2]

KP14 | Levels of administering rider satisfaction surveys.

KP15 | Levels of administering incident and complaint reports.

KP16 | Levels of administering driver performance evaluations.

KP17 | Practices for grouping multiple riders on drives.

KP18 | Considerations for the distance between riders and drivers.

KP19 | Practices for managing service fee structure.

KP20 | Success in securing multiple funding sources.

KP21 [ Success in applying for grant funding.

KP22 | Practices for encouraging private donation.

KP23 | Practices for soliciting funding or partnerships with businesses.

KP24 | Practices for fee collection.

Cost Effectiveness & Funding

KP25 | Level of implementation of the “Volunteer Friend Model”.

KP26 | Separation of key administrative roles.

KP27 | Practices for maintaining replacements for key managers.

KP28 | Process for recruiting new managers.

KP29 | Practices for evaluation when recruiting new managers.

KP30 [ Implementation level of staff training and evaluation.

KP31 [ Practices for communicating with other VVDP.

KP32 | Practices for utilising computerized tools.
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KP33 | Practices for recording travel statistics.

KP34 [ Practices for recording trip cancellations, denials, and no-shows.
KP35 | Practices for accessibility equipment training.

KP36 | Practices for utilising criminal background checks.

KP37 | Practices for recording motor vehicle inspections.

KP38 [ Practices for defining driver rules and responsibilities.

KP39 | Practices for dealing with inclement weather.

Risk Management

KP40 | Practices for providing safety specific driver training.
KP41 [ Practices for assisting drivers with insurance costs.

3.6.8. Limitations to considering Maturity scores in Isolation

Attributing success solely based on an organization’s maturity score would be classified as
a Process Evaluation. When used in isolation, results from the maturity survey should only
be used to evaluate the level at which organisations manage Key Practices. The level at
which successful VDP manage key practices may serve as an indicator for which practices
are considered key. Performance metrics and descriptive statistics may be used to further
inform on perceived trends from organisational maturity which together can be used to
explore more quantitative relationships between maturity and accomplishing

organisational goals.

3.7. ldentifying Relevant Performance Metrics for VDP

The development of data collection tools for VDP in this study was guided by the
operational and reporting needs of the organizations. Given the potential for these
programs to provide a “transit-like” service in areas not served or underserved by transit,
there is value in exploring VDP operations in terms of relevant transit performance

measures.
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The primary resource used to guide the identification of relevant performance measures
was the Florida Department of Transportation (FDOT) “Best Practices in Evaluating
Transit Performance” (2014). This resource was selected because it is both the most recent
synthesis of transit metrics and it separated these metrics by ease of collection for small,
medium, or large agencies. The nature of VDPs, which rely on volunteer labour and capital
to facilitate operation, suggests that they would be most open to collecting data in a way

that minimizes volunteer and organization burden.

A total of 34 performance metrics belonging to 11 goals were identified as having moderate
or easy collection difficulty for small agencies and are presented in tables: 3.10 through
3.15. The division of the metrics by table follows the format presented in the original
document where they were separated by performance metric (PM) category, which has
been included in the title of each table. Note that the goals are presented as typical uses for

the metric and are in no way restricting their use in other goals.

3.7.1. Labour Utilization

The first PM category investigated was Labour Utilization which was considered
applicable to VDPs due to their reliance on the total number of full-time-equivalent (FTE)
employees and volunteer labour. VDPs are composed of paid employees and volunteers
who would be heterogeneous in these metrics. The use of paid employees for metric 1
could be applicable for larger VDP organisations but preliminary results show that the
largest number of paid employees was limited to 2 for all VDP in this study. The metric

was not pursued due to the expected lack of additional insight.
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The 2" and 3" metrics were more directly applicable to volunteers as they could
standardize an easy measure of VDP reliance on individual volunteers versus a group. This
data was possible to analyse for each individual due to the collection process presented in

section 3.8 of this report.

Table 3.10 Labour Utilization

# Goal Purpose of Measure Formula
1 | Support Labour utilization in proportion | Total payroll/Total FTE
Economic to the number of riders (Full  time equivalent)
Vitality employees
2 Labour utilization in relation to | Revenue hours/Total FTE
Increase Labour | the hours of service provided employees
3 | Utilization Labour utilization in relations to | Vehicle miles/Total FTE
the distance of service covered employees

3.7.2. Service Efficiency

The second PM category was Service Efficiency. The use of these performance measures
could aid individual organizations in determining their long-term trends and quantifying
community engagement. The direct number of “revenue hours” was not collected by VDPs
but it could likely be estimated using volunteer time as a substitute. Metrics related to the
service area and population may be difficult to compare between different VDPs due to the
proportion of the population that engages in being low and thus more variable between

regions.

The 8", 9™ and 10" measures are less applicable than the above due to VDP organisations
lacking agency over which vehicles are used to transport their riders, compared to transit

agencies.
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Table 3.11 Service Efficiency

# Goal Purpose of Measure Formula

4 | Increase Service Coverage of Revenue Service Revenue miles/service area

5 Resource commitment to transit by | Operating Expense/Service
Ensure long term | community areas population

6 | viability and Efficiency of transporting riders, Operating Expense/Revenue
stability factoring vehicle speed Hours

7 How efficiently service is delivered | Operating Expense/Revenue

Miles

8 Efficiency of fuel use Energy
Protect Consumption/Vehicle miles

9 | Environmentand | Vehicle efficiency, particularly (Fuel consumed x emission
promote fuel relating to its environmental impact | factor/1,000,000)/vehicle
conservation miles

10 Fuel efficiency for diesel and gas Vehicle miles/Fuel

vehicles consumed

3.7.3. Service Effectiveness

The third PM category was Service Effectiveness, which was very limited by the difficulty

of collecting most measures, resulting in the majority of metrics failing to meet the

consideration criteria. The 11" and 12" metrics were not well suited to VDP operations as

their operations are individual response based rather than a continuous system of transit.

The 13" metric however is applicable for measuring the overall amount of transportation

provided based on the size of the community. This can be used as a measure of service

growth over time.
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Table 3.12 Service Effectiveness

share of transit

demand within the service area

# Goal Purpose of Measure Formula

11 Temporal Access, how frequently | [Directional route miles/
Improve quality | transit service is provided (Revenue miles/Revenue
of service and hours)/(vehicles operated
customer in maximum service)]*60

12 | satisfaction Service mobility, average system | Revenue miles/ Revenue

speed hours
13 | Increase market | Supply of service based on the | Vehicles miles/Service

area population

3.7.4. Safety and Security

The fourth PM category is Safety and Security which as a metric does not transfer well to

VDPs of small sizes. The performance metric presented rely on the occurrence of collisions

and injuries as statistics to measure safety over time. For small groups such as VDPs,

preliminary anecdotal accounts had suggested that the value of these metrics will typically

be zero year after year, preventing any indication of the level of safety and security

achieved by VDP. The lack of consistent data above zero also serves to limit the use of

years where accidents do occur; it is difficult to attribute the random collisions that do

occur to any systematic issue when the proceeding and following years continue to show

no collisions.

Safety remains an important consideration for organisations; however, other metrics will

need to be defined in order for safety to be measured by smaller groups.
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Table 3.13 Safety and Security

death (on-the-spot up to 30 days)

# Goal Purpose of Measure Formula
14 Accident rate, overall system [(Total injuries + Total
security fatalities)/100,000 revenue
miles] *100
15 Distance between incidents Revenue miles/total
accidents
16 Operator Training (proxy) Total preventable crashes/
| fot 100,000 revenue miles
17 OT?:::; tsa ety Exposure to crash-prone factors | Total collisions/ 100,000
. . revenue miles
service and with —
18 facilities Employee safety Total empl_oyee injuries/
100,000 miles
19 Minor safety occurrences Total incidents
20 Minor and Major injuries Total injuries + Total
requiring immediate medical fatalities
attention
21 Impact of incidence, resulting to | Total Fatalities

3.7.5. Vehicle Utilization, Asset Management and State of Good Repair

The fifth and last PM category was Vehicle Utilization, Asset Management and State of

Good Repair which overall lacked usefulness for VDP operations. Metrics in this category

primarily fail in applicability because volunteer fleets are less managed, and the relevant

data is more difficult to access. The maintenance of volunteer vehicles continues to be for

all organisations the responsibility of the volunteers, with few VDP seeking or requiring

maintenance histories.

The vehicle fleet that provides transportation is significantly different than transit agency

fleets in both use and composition, making metrics related to failure. Volunteer

organisation have yet to report that system failures due to vehicle assets, by extension there
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have been no missed trips or road calls due to asset failure. Larger VDPs or VDP with

consistent occurrences of vehicle failure could consider these metrics for their goals.

Transportation infrastructure is not created or maintained by VDP organisations which

disqualifies the remaining metrics from being applicable.

Some metrics that were not directly applicable were restructured in an attempt to derive
some use for VDPs. In particular, the number of total system failures (28" metric) was
explored without using vehicle failure as the only indicator, rather the number of
cancellations due to rider prerogative or weather was used. This change will also affect the
Purpose of Measure and the Goal to assessing the administrative strain of time and
resources spent without ultimately providing transportation. Recording the number of
cancellations is a repeated best practice in the literature which makes it a strong candidate

for exploring through restructuring existing transit metrics.

Table 3.14 Vehicle Utilization, Asset Management and State of Good Repair

# Goal Purpose of Measure Formula

22 Reliability/Condition of fleet Summation of fleet
age/fleet size

23 Immediate needs such as (Fleet size exceeding

Maximize and
preserve the
existing

maintenance of existing vehicles
or acquisition of new vehicles

lifespan/fleet size) *100

24

transportation
system

Regularity and ability to
maintain assets

Preventative maintenance
performed on time/all
preventative maintenance

25 Size of differed maintenance SRG backlog
problem amount/annual budget
26 Ensure lona- Maintenance quality, loss in Number of missed trips
- 1ong revenue, and service shortage due to operations failure
term viability . .
- due to operation failures

27 and Stab.'“ty of Maintenance quality Number of repeat

the service

breakdowns per month
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28 Immediate needs, such as Number of system failures
maintenance
29 Maintenance quality and asset Revenue miles/total road
condition; reflects passenger calls
experience
30 Service reliability, ensuring (Fleet size — vehicles
adequate service supply operating in maximum
service)/fleet size
31 Service monitoring and Total road calls
maintenance quality
32 Availability of transit Number of locations where
Enhance !nfrastructure that provides better | transfers can be made to
: intermodal and regional other modes and transit
multimodal

33

34

connectivity and
improve
regional
transportation
system

connectivity

operators

Compliance of transit stops and
infrastructure with ADA

number of stops meeting
ADA accessibility
standards/Total stops

Availability of transit stop
facilities and their amenities

Number of stops with
shelters and benches/total
stops

3.7.6. Transit Performance Metrics Conclusion

These identified metrics served as the primary guide in developing data which VDPs could

compare with each other and potentially with data procured from transit sources. This could

serve to better distinguish where VVDPs differ from one another and how they compare to

more tradition transportation providers.

The metrics above that were selected to be used in exploring VDP performance records are

shown in Table 3.15. The numbers presented reference which metric the measure is related

to from the transit guide. The majority of metrics have been reworded with VDP equivalent

terminology apart from metric 28 which had more significant changes outlined above in

section Vehicle Utilization, Asset Management and State of Good Repair 3.14. These

measures were further explored using descriptive statistics to verify their applicability.
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Table 3.15 Transit Performance Metrics Applicable to VDP

# Goal Purpose of Measure Formula
2 Volunteer utilization in by the Volunteer hours/ Total
Increase number of hours donated active volunteers
3 volunteer stability | Volunteer utilization by the Total mileage/ Total
number of kilometers serviced active volunteers
4 Increase Coverage of community area Kilometers of service/
community Service area
impact
6 Efficiency of transporting riders, | Operating budget/
Increase long . .
S factoring vehicle speed Volunteer hours
term viability and - —— :
7 - How efficiently service is Operating budget/ Total
stability : )
delivered mileage
13 | Increase Supply of service based on the Vehicles miles/ (Service
community use of | demand within the service area area population [or]
service Active riders)
28 | Improve resource | Administrative strain of Total number of service
effectiveness organising unproductive cancellations
transportation
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4. Results

The following section presents the results of both the Maturity Questionnaire and the VDP-
supplied travel data. The questionnaire was a cross-sectional measure that took place in the
12" month of the annual study period for which VDPs were asked to share travel statistics.
All of the descriptive statistics presented are in terms of 12 consecutive months of VDP

operations which is concurrent between all groups.
4.1.  Maturity Questionnaire

Seven VDPs operating in rural New Brunswick responded to the questionnaire. Initial
observations in the data suggest that there were three natural divisions among VDP

according to number of Unique Riders (1-50: Small, 51-100: Medium, 101 or more: Large).

There was a strong positive linear correlation between number of Unique Riders and
Annual VDP Budget, shown in Figure 4.1, which suggests that though groups were
independently organized and can operate in different geographic areas, the rate at which
budgets increase to accommodate larger numbers of riders appears to be fairly constant.
While this represents the line of best fit, organizations may be higher or lower than this
line. The value of this for planning is to better estimate changes in budget associated with
changes in ridership, though the chart does not include other factors (e.g. distance travelled
per rider, stop purposes) which may influence budgeting. Individual data points were

excluded as to preserve group anonymity.
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The VDP profiles of responding groups are aggregated in Table 4.1 according to number

of Unique Riders, with a minimum of two responding groups per category, with data

aggregated to prevent the association of data to an individual respondent. Values that could

not be presented as an average of at least two numbers were suppressed.

Table 4.1 Aggregated VDP Organizational Attributes

Small VDP Medium VDP Large VDP
50 or fewer . 101 - 300
( riders) (Gl = i) ( Riders)
Avg. (n=2) Avg. (n=2) Avg. (n=3)
Avg. Budget ($1K) * $55 $141
Avg. Age (years) 1 4.8 6.2
Avg. # of Staff 0.5 1.5 1.7
Avg. % Riders Age 65+ 65% 49% *
Total Riders in sample 760
Total Paid Staff in sample 9
Total Volunteers in sample 129
*suppressed due to insufficient or incomplete responses

The maturity scoring presented in Table 4.2 are a summary of the concepts presented in

section: 2.5 Construction Industry Macro Maturity Model.
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Table 4.2 Assessed Levels of Maturity (Adapted from Willis and Rankin)

Maturity Interpretation Example (KP 6: Driver Training)

Level

Not Practiced | Use of a key practice is not | Is not provided to volunteers

or Managed performed or follows any
(0) management process.

Immature (1) | Use of a key practice is ad- | Is used to educate new volunteers on

hoc or as part of a reactive | our organization’s ethics and code of

strategy. conduct
Transitional Use of a key practice is Is a managed process to educate new
Mature (2) standard. and existing volunteers on latest
developments in service delivery
Mature (3) Use of a key practice is Is a managed process for new and
proactively managed. existing volunteers where training

deficiencies are actively measured and
proactively addressed

The average overall maturity score was lowest for the small VDPs, which was expected as
fewer riders and volunteers, and smaller budgets, likely limit their need of sophisticated
processes. Interestingly, the groups with the highest maturity scores were Medium-sized

VDP, shown in Table 4.3.

This finding may indicate that some key practices measured in the survey are transitional
in nature, that is, that groups might identify practices as “key” at different group stages. In
this case, as groups move from “Small” to “Medium”, they may need to increase the
sophistication of certain processes in Volunteer Recruitment & Retention, Service
Delivery, and Risk Management, but in going from “Medium” to “Large”, they may not
need to retain the same sophistication of certain processes to remain effective. The level of
maturity for “Cost Effectiveness & Funding” and “Leadership & Management” do increase
with group size, which is more consistent with expectations (e.g. the greater the budget and

organization size, the greater need for more sophisticated processes in those areas).
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Table 4.3 Overall and KPA Maturity Scores

Average and Maximum Small Medium Large All VDP
Maturity Scores out of 3 Avg. Avg. Avg. Avg. Max.
Overall Maturity 1.2 2.0 1.8 1.7 2.1
Volunteer R&R 1.0 2.1 1.7 1.6 2.4
Service Delivery (QA) 1.2 2.0 1.7 1.6 2.1
Cost Effectiveness & Funding 0.8 1.6 1.6 1.4 1.9
Leadership & Management 1.4 2.2 2.3 2.0 2.8
Risk Management 1.4 2.1 1.7 1.7 2.3

Examining the maturity of KPAs is less sensitive than individual key practices, however,
it allows their relative scores to be contextualized on a broader case. VDP seem to reach
levels of transitional maturity through all KPA though “Leadership & Management” was
closest to a mature state. The lowest levels of maturity were recorded for “Cost
effectiveness and Funding” which may indicate the VDP organisations of all sizes have
access to more sophisticated methodologies and tools to manage other sectors while those
related to cost effectiveness are relatively difficult to implement or remain unknown. It is
also possible that tools for VDP to further mature their management processes are
available, but the organisations themselves experience no need to pursue the

implementation of those tools.

4.1.1. Maturity Distribution of VDP KPA

The specific Key Practices measured by the maturity questionnaire are briefly summarised
and presented by relevant KPA in Tables Table 4.4 through Table 4.8. Further included are
the mean, minimum, and maximum maturity scores achieved for each KP. Note that VDPs
could implement different levels of maturity in the future as their services evolve over time.

It is likely that groups looking to further mature their processes will more easily replicate
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levels of maturity achieved by other groups rather than surpass maximums set by all
groups. Additionally, high levels of maturity have been associated with higher levels of
success but should not be viewed in isolation. Some groups may exhibit higher or lower
levels of maturity based on their individual needs; whether they be geographic or due to
organisation size. The following results exist to inform on the levels of management that

are currently applied to key practices within the VDP industry:

Table 4.4 shows the maturity scores of key practices related to volunteer recruitment and
retention. On average all KPs were between immature and transitionally mature with

minimum scores of 0. The maximum amount of maturity varied between 2 and 3.

Table 4.4 Key Practices for Volunteer Recruitment and Retention

KP# | Key Practice Description Average | Min | Max

KP1 | Practices used promote volunteer recruitment. 1.9 00 | 3.0

KP2 | Consideration for geographic areas when targeting areas 1.3 00 | 20
for recruitment.

KP3 | Practices for better facilitating volunteer recruitment 1.6 00 | 20
through community partnerships.

KP4 | Practices for better facilitating volunteer benefits/rewards 1.3 00 | 3.0
through community partnerships.

KP5 | Practices for recognising/awarding volunteers to promote 1.3 00 | 20
retention.

The data in Figure 4.2 show the frequency of responses by maturity level and Key Practice
for each VDP. Most groups are at level 2 for KP1 and KP3, suggesting that those practices
are key at that level of maturity for most operators. A greater range of responses exists for
KP4 (Volunteer benefits/rewards) which may indicate that operators vary in their

evaluation of that approach for recruitment and retention. In general, the key practices
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associated with recruitment are more consistently practiced at higher levels of maturity

while the practices related to retention are more variable.
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Figure 4.2 Maturity Frequency for Volunteer Recruitment and Retention

Table 4.5 shows the maturity scores of key practices related to service delivery. The
average levels of maturity varied more significantly for the KPA though most average KPs
scored within immature and transitionally mature. KP7 and KP11 were close to fully
mature indicating that these practices are valued highly among all operators. Minimum
scores were 0 or 1 for most KPs though KP11 (Service Eligibility) stands out as an area
where all groups undertook the practice at least at a minimum a transitional level of
maturity (2). Note that KP11 is unique in that the practice is deemed more mature for
organisation with the freedom to operate without applying restrictions to potential users,
rather than the level at which that determination is managed. The high minimum value for
KP11 is indicative of consensus among VDP that offering service without, or few,

restrictions leads to more success than strictly targeted service.
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Table 4.5 Key Practices for Service Delivery

KP# | Key Practice Description Average | Min | Max
KP6 | Practices for driver training. 14 00 | 30
KP7 | Practices for managing driver reimbursement. 2.6 1.0 | 3.0
KP8 | Practices for selecting which driver to contact. 0.9 00 | 3.0
KP9 | Practices for dispatching rides. 1.4 1.0 | 20
KP10 | Practices for prioritizing which trips to serve. 1.3 00 | 2.0
Practices for determining who is eligible to use the
KP11 | service. 2.6 20 | 3.0
KP12 | Practices for how operating hours are advertised. 2.0 1.0 | 30
Practices for interacting with local transit and human
KP13 | services. 1.6 00 | 30
KP14 | Levels of administering rider satisfaction surveys. 1.3 00 | 3.0
KP15 | Levels of administering incident and complaint reports. 1.4 1.0 | 3.0
KP16 | Levels of administering driver performance evaluations. 1.0 00 | 3.0

The distribution of maturity scores presented in Figure 4.3 shows that there are several
practices where VDPs had consistent maturity levels, whether mostly high or mostly low.
High scores were prevalent for KP7, KP11, and KP 12 which cover driver reimbursement,
rider eligibility and advertisement, two of which relate directly to costs. This focus on
direct costs across all VDP may be in response to limited funds which require efficient
allocation and budgeting for groups of all sizes. KP13 (Interactions with local transit)
shows high numbers of VDP maintaining both fully mature (3) and not practiced (0)
statuses. This may indicate that groups that are able to involve themselves with local transit
find it very valuable and manage it at an appreciable maturity level. The groups that do not
engage with local transit may have not have considered, see no benefit from such a
partnership, or, most likely, there is no transit agency to partner with. The sample for this
KP was lowered to 5 because 2 VDPs responded “Not Applicable” which further indicates
that this key practice may only be of benefit to a limited number of VDPs. For many KP,

most groups exhibited near consensus in not practicing or in maintaining low maturity
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though, often at least one group responded as having implemented fully mature
management. This is the case for KP8 (Process for contacting drivers) and KP16 (Driver
performance evaluations) which show that most groups do not value such practices while

a minority find significant value in managing them.
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Figure 4.3 Maturity Frequency for Service Delivery

Table 4.6 shows the maturity scores of key practices related to cost effectiveness and
funding. The average maturity scores for this KPA were transitional for most KP, with one
high and low outlier. Minimums varied between 0 and 1 while maximums were more
consistently in the 3 range. This means that many groups found minimal value in these
practices though each practice has examples of at least one group which managed them to
a fully mature degree. It is unclear at this time if one group from each size category
practices high maturity to raise the average or if many groups maintain at least one of the
following practices to a high degree. In the latter case it may indicate that managing all key
practices is not warranted but that at least one is recommended, though there is also little

consensus on which one should be managed to ensure group cost effectiveness & funding.
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Table 4.6 Key Practices for Cost Effectiveness & Funding

KP# | Key Practice Description Average | Min | Max

KP17 | Practices for grouping multiple riders on drives. 1.1 1.0 | 20
Considerations for the distance between riders and

KP18 | drivers. 1.1 0.0 | 3.0

KP19 | Practices for managing service fee structure. 1.6 1.0 | 30

KP20 | Success in securing multiple funding sources. 2.6 00 | 3.0

KP21 | Success in applying for grant funding. 1.7 1.0 | 20

KP22 | Practices for encouraging private donation. 1.7 00 | 3.0
Practices for soliciting funding or partnerships with

KP23 | businesses. 1.0 00 | 20

KP24 | Practices for fee collection. 1.6 1.0 | 3.0
Level of implementation of the “Volunteer Friend

KP25 | Model”. 0.1 00 | 1.0

The data in Figure 4.4 show a number of Key Practices where VDPs generally agree on

maturity level, and where there is divergence in practices. For example, six of seven groups

had the maximum maturity for KP20 (Success in securing multiple funding sources.),

suggesting this is common among successful VDP; this was similarly true for KP 21.

Conversely, there is little consensus among VDP for KP22, KP23, and KP24; all of which

relate to soliciting funding. This is indicative that there is little agreement on how to procure

beyond soliciting from multiple sources (KP20) and through grant applications (KP21).
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Figure 4.4 Maturity Frequency for Cost Effectiveness & Funding

Table 4.7 shows the maturity scores of key practices related to leadership and management.
This KPA showed higher average maturity scores for KPs compared to other KPAs though
some occurrences of low maturity exist as well. Minimums are mostly in the range of 0
and 1 with one KP attaining a minimum of 2 (Practices for recording travel statistics). This
high minimum value and average score of 2.9 which may be due to the interactions between
the VDP in this study and the research group. The maximums of each KP were all 3 except
for KP31 which was a 2 which related to communication between VDP. This may be
because lower levels of management have satisfied the need for interaction making further

management redundant.
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Table 4.7 Key Practices for Leadership & Management

KP# | Key Practice Description Average | Min | Max
KP26 | Separation of key administrative roles. 2.1 00 | 30
Practices for maintaining replacements for key
KP27 | managers. 1.3 0.0 | 3.0
KP28 | Process for recruiting new managers. 2.5 1.0 | 3.0
KP29 | Practices for evaluation when recruiting new managers. 2.0 00 | 3.0
KP30 | Implementation level of staff training and evaluation. 1.6 00 | 3.0
KP31 | Practices for communicating with other VDP. 1.6 1.0 | 20
KP32 | Practices for utilising computerized tools. 2.0 1.0 | 3.0
KP33 | Practices for recording travel statistics. 2.9 20 | 3.0
Practices for recording trip cancellations, denials, and
KP34 | no-shows. 2.3 1.0 | 3.0

The distribution of maturity scores presented in Figure 4.5 shows that for this KPA there

appears to be less consensus among operators when it comes to levels of “Leadership and

Management” practices than other KPAs. There are a number of VDP who maintain high

levels of management for KPs where other VDP have chosen not to manage the same key

practices. This has lead to a number of instances of bimodal distributions where KPs show

both high and low maturity. Specifically, KP26, KP27, and KP32 fit this description which

are related to maintaining key leadership roles and incorporating computerized tools. The

binomial distribution suggest that some groups are not interested in managing these

practices, or have no ability to do so, while the VDP who do manage them always do to

the highest degree.
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Figure 4.5 Maturity Frequency for Leadership & Management
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Table 4.8 shows the maturity scores of key practices related to Risk Management. This

KPA contains the only example of a KP being reported as fully mature by all responding

VDP: KP36 Utilizing Criminal Background Checks. This indicates significant consensus

in this practice being key for organizational success. Minimum values for the rest of the

KP ranged from 0 to 2. The minimum of 2 was achieved for KP38 (driver rules and

responsibilities) inferring the same finding as for KP36 albeit to a lesser degree. Maximums

were all at a level of 3 with one exception. This indicates that Risk Management is

thoroughly managed through many methods as a result of being identified as key to success

by operating VDP. Average scores were evenly distributed between low and medium

maturity with the one exception being KP36 at fully mature.

Table 4.8 Key Practices for Risk Management

KP# | Key Practice Description Average | Min | Max
KP35 | Practices for accessibility equipment training. 0.9 0.0 | 3.0
KP36 | Practices for utilising criminal background checks. 3.0 30 | 3.0
KP37 | Practices for recording motor vehicle inspections. 1.0 0.0 | 3.0
KP38 | Practices for defining driver rules and responsibilities. 2.3 20 | 3.0
KP39 | Practices for dealing with inclement weather. 2.3 1.0 | 3.0
KP40 | Practices for providing safety specific driver training. 0.9 0.0 | 2.0
KP41 | Practices for assisting drivers with insurance costs. 1.9 1.0 | 30
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The distribution of maturity scores presented in Figure 4.6 show no clear trend for this
KPA. Significant numbers of VDP responded as not practicing KP35, KP37, and KP40 but
those same KP also exhibited high numbers of VDP managing them to High and
Transitional degrees. The cause of these bimodal distributions may be due to these KP
having little room for low maturity. That is to say that KP37 (Recording Vehicle
Inspections) does not make sense to implement on an Ad-Hoc basis, the same can be said
for providing training on accessibility equipment and safety specific driver training (KP35

and KP40).
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Figure 4.6 Maturity Frequency for Risk Management

4.1.2. “Not Applicable” Responses for Key Practices.

Five KP had been identified as having potential to be not applicable for some VDPs. Three
of these KP (10, 24, and 35) had no Not Applicable responses, two KP (28 and 29) each
had one group respond as Not Applicable, and KP13 had three groups select Not

Applicable. This shows that practices which some groups identify as key are not available
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in all regions. Note that KP38 only had 6 of 7 responses due to one group choosing not to

respond.

4.1.3. Maturity Extremes of Key Practices

Individual key practices which make up KPA were investigated to determine what
practices successful VDP prioritize thorough management and where more Ad-Hoc
approaches are implemented. Table 4.9 presents the highest and lowest average maturity
scores for each KPA as a way to identify and highlight the most (and least) relevant

practices to current VDP success.
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Table 4.9 Highest and Lowest Average Maturity Scores

Key Practice [ Avg. Key Practice . Maturity Frequency (n =
Area Maturity Score NS/ 7)
0 1 2 3
KP1: How organizations
Highest 1.9 | promote volunteer 1 0 5 1
recruitment.
Volunteer KP2: How the geographic
Recruit & distribution of drivers and
Retention Lowest 13 riders_is considered when 1 3 3 0
targeting areas for
volunteer driver
recruitment.
KP7: How organization
. Highest 2.6 [ determine reimbursement 0 1 1 5
Service
Delivery rates. —
(Quality KP8: How_organlzatlons
Assurance) Lowest 0.9 choose which volunte_e IS 0 3 3 0 1
contact when scheduling
drives.
KP20: Pursue multiple
Highest 2.6 | funding sources for the 1 0 0 6
Cost organisation.
Effectiveness KP25: Encourage
& Funding volunteers and riders to
Lowest 0.1 schedule their own drives 6 1 0 0
through mutual agreement.
. KP33: Record organisation
Leadership Highest 29 travel statistics. 0 0 1 6
& KP27: Maintain available
Management Lowest 1.3 | replacements for key 2 3 0 2
positions.
KP36: Perform criminal
Risk Highest 3 backgr_ound checks on 0 0 0 7
Management potential vol(ljmteefrs.
KP40: Provide safety
Lowest 0.9 specific driver training. 4 0 3 0

Two key practices stand out as being ubiquitous at a high level of maturity: “Record
organization travel statistics” and “Perform Criminal Background checks”. This suggests

that a high level of maturity is necessary for these processes regardless of the size or age
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of the organization. Other highly mature processes were “techniques to determine

reimbursement rates” and “prioritizing diverse funding sources”.

One practice which was cited in the literature as key to success was the application of the
“volunteer friends” model. The concept is to promote positive relationships between
volunteers and riders who have become “friends” so that they might schedule their own
drives without the need of the dispatcher, theoretically reducing the organizational burden
on the dispatcher. No successful VDPs in New Brunswick appear to consider this a key

practice.

4.2.  Analysis of one year of VDP Travel Data

Seven groups opted to share their travel data with the research group, including six of the
seven volunteer groups which participated in the maturity survey. One year’s worth of
travel data were shared by these groups covering travel from February 2017 until January
2018. VDP were grouped into two categories (Small & Medium, and Large) based on rider
counts congruent with the methodology for the maturity survey. Small and Medium sized
groups were combined in this section because multiple datasets did not exist for Medium
sized groups preventing anonymity. Furthermore, one group omitted Driver and Rider
statistics from their data which prevented their numbers from being included in the totals
for some tables, which are denoted by the sample number (n=6). The size of the group that
did not submit rider data was categorized based on their rider count that was submitted for

the maturity survey.
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4.2.1. VDP travel and service area attributes

All VDPs in the sample had their main office in the largest community or commercial
centre within their service area, typically with populations not exceeding a few thousand
people, providing service to that community, its surrounding areas, and often with travel
to the largest neighbouring city. The data in Table 1 show that VDPs in the sample have
service areas with an average population of about 23,000 people over an area of just under
2000 km?. The smaller groups typically covered a smaller service area and served a smaller
population, with correspondingly fewer Drivers per VDP on average, than the larger
groups. This suggests that as groups grow, they may do so by expanding their service area
to the more rural areas outside of their home base. Overall, there were an estimated 40
Drives annually per 1000 population provided, with groups falling within three bins (8-9,
25-39, 62-113). While a coarse metric, it does suggest that demand for rural VDP service
could eventually be expressed as a function of census-type attributes which could form the

basis of a predictive model.

Other data in Table 4.10 reinforce exploring VDP by size, as well as providing insight into
differences in operational performance. Smaller groups, for example, tended to have more
Stops per Drive (2.4 > 1.5), have longer Drives (73.5 > 60.0), and have lower occupancy

(1.2 > 1.5) than the large size groups.
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Table 4.10 Count of VDP Drives Provided (n=7)

Small & Medium Large Overall
Participating Groups 4 3 7
Approx. Avg. Service Area (km?) 897 3,014 1,805
Avg. pop. of Service Area* 11,459 38,594 23,088
Number of Drives 533 5,236 5,769
/Annual Drives per Group 133 1,745 824
Drives per 1000 population** 29.7 55.4 40.7
Number of Stops 1,255 7,773 9,028
Stops per drive 2.4 1.5 2.0
Km driven 39,165 314,338 353,503
Km per Drive 73.5 60.0 61.3
Km per Stop 31.2 40.4 39.2
Total Rider Count 659 7850 8367
Riders per drive 1.2 1.5 1.5
Passenger-km 48,423 471,267 512,698
Pax-km per org. 12,105 157,089 73,243

* Some service areas identified by organizations in their promotional material required researcher

discretion to attribute to census subdivisions for analysis purposes
**Calculated as an average of individual group values

Most groups chose to share unique rider identifiers which allowed for the calculation of
additional statistics shown in Table 4.11. These indicate that Large groups engage a larger
proportion of their service area population (2.8 > 1.0 Annual Unigue Riders per 1000
population) and provide more kilometers (1477 > 1101) per Annual Unique Rider than

Small & Medium groups.

Note that these figures are the most conservative estimate due to rider identification
limitations for the travel records whereas the reported number of riders is approximately
twice as large. Recall that an almost identical group of 6 VDPs reported 760 Annual Unique

Riders in the maturity questionnaire, shown in Table 4.1.
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Table 4.11 Community Usage (n=6)

Small & Large Overall
Medium
Average Number of Annual Unique Riders 15 106 358
Annual Km per Annual Unique Rider 1101 1477 1412
Annual Unique Riders per 1000 population* 1.0 2.8 2.2

* Based on populations calculated in Table 4.10

4.2.2. VDP use by Stop (Trip) and Stop purpose

Smaller groups were more likely to have multiple stops associated with a single Drive,

while there was a higher percentage of one way Drives among the largest groups. This is

likely a function of the definition of “Drive”, which is considered to end when the driver

is free to serve other users, rather than on the travel behaviour of the individual who may

continue to take trips as part of their own trip chain. The smaller groups tended to chain

more Stops on their Drives than the larger groups; however, the maximum number of stops

recorded on a single Drive was 11 in the larger groups (Table 4.12 Drive Stop Counts

(n=7)Table 4.12).

Table 4.12 Drive Stop Counts (n=7)

Stopsper |[Small& Large  Overall |[Small & Large  Overall

Drive Medium Medium

1 69 3126 3195 13% 61% 57%

2 278 1573 1851 53% 31% 33%

3 115 244 359 22% 5% 6%

>3 63 159 222 12% 3% 4%

Total 525 5102 5627 100% 100%  100%

Unknown 8 134 142
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The data in Table 4.13 aggregates all the Stop and Drive information for all participating
groups, regardless of number of riders to illustrate the impacts of different Stop purposes

(and combination of purposes) on overall utilization and Drive metrics. Drive metrics are




divided into “one way” and “return” as it was not possible to combine values since the
distance from the final Stop in a Drive to a rider’s home may not be equal to the distance

from a rider’s home to the final Stop, especially if there were intermediary stops.

Proportionally, Health Drives (i.e. where all Stops were Health) consume the most driving
resources of all purposes recorded. Health Drives accounted for 69.8% of all km recorded
for all roundtrip drives, 63.4% of all roundtrip riders, and 53.6% of all stops recorded on
roundtrip Drives. Work/Education Drives were more likely to be one way, while Health
Drives were more likely to be roundtrip. A vast majority (95%) of one way Drives had a

single purpose, while a total of 9.5% of roundtrip Drives were multipurpose.

Table 4.13 Aggregate Drive and Stop Purpose Counts (n=7)

K Drives Drives | Riders : Stops  Stops
m(one  Km Riders
way)  (return) (one (Return| (one (Return) (one_ way (Rgturn
way) home) | way) drive)  drive)
Health 38.8% 69.8%| 24.4% 61.0%| 23.4% 63.4%| 25.7% 53.6%
Work/Ed. 14.2% 2.7%| 27.1% 4.8%| 31.8%  6.7%| 262% 4.2%
Life Maint. 1.4% 9.0%| 23% 12.0%| 23% 9.8% 46% 13.7%
Qual. of 0.9% 6.9%| 12% 12.6%| 0.9%  9.4% 1.3% 13.8%
Life
HLM 0.7% 55%| 0.7% 3.9%| 0.7% 4.6% 20%  6.1%
HQL 0.1% 22%| 01% 24%| 01% 3.1% 0.1% 3.3%
LMQL 0.1% 20%| 0.1% 2.0%| 0.1% 1.5% 02%  3.1%
All other 0.2% 20%| 0.2% 1.2%| 0.2% 1.5% 04% 2.2%
Home Only | 41.0% -| 42.3% -1 40.4% -1 39.5% -
Unknown 2.7% 0.0%| 3.9% 0.0%| 0.0% 0.0% 0.0% 0.0%
Totals (%) | 100.0% 100.0% |100.0% 100.0% | 100.0% 100.0% | 100.0% 100.0%
Totals 209,255 144,248| 3657  2253| 5290 3,077 3,646 5,382

H= Health, W= Work/Education, LM= Life Maintenance, QL=Quality of Life
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4.2.3. Drive Distance Distribution

While Small/Medium VDP and the Large VDP operate independently, serve different
communities in different regions (though with similar population densities), the
distribution of drives by distance shows consistency among the larger and smaller VDP
(Figure 4.7). The most notable difference is that large groups served many more short
distance drives (5-20 km) with Small/Medium size groups showing a less significant peak
(20-40 km). The trend for both size groupings showed a decrease in the number of drives
as distances increased, though Small/Medium size groups saw a a rise in trip proportion
between 100 and 160 km length drives. Both groupings served 15 percent of overall drives
with distances greater than 140 km. This differences in distribution may be explained by
the greater proportion of 1 Stop Drives served by Large groups while Small/Medium

groups bundled more stops into single drives.
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Figure 4.7 Distribution of Drives by Distance and Group Size (n=7)
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4.2.4. Frequency of escorted drives

Some riders require support to physically access services provided by VDP. These
personnel were recorded by organisations as “helpers” and were not considered as normal
riders. Helpers were counted as being non-existent for all record keeping capacities except
to track the need for space within vehicles when dispatching rides. The ancillary nature of
the escort meant that they did not directly benefit from rides and should thus not be counted
in metrics such as person kilometers or active riders. Table 4.14 shows the percentage of
trips with helpers, for the groups that shared this information. The number of drives where
helpers were present were low for Small & Medium sized groups (8% total) while Large
groups served virtually none (Less than 1%). A possible cause for this may be that
community members with more significant mobility difficulties are more likely to be early

adopters of VDP services.

Table 4.14 Presence of Helpers on Drives (n=7)

Helpers per Frequency Percentage
Drive Sma_II & Large Sma_ll & Large Overall
Medium Medium
0 491 2,345 92% 100% 98%
1 38 7 7% 0% 2%
>1 4 2 1% 0% 0%
Total 533 2,354 100% 100%  100%
NR 2882
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4.2.5. VDP Travel Demand Seasonality

Seasonal effects can be observed Figure 4.8 which shows that the March, May, and June
saw the highest frequency and intensity of travel. Notably April saw a sharp decrease in
Kilometers and Person Kilometers compared to the previous and following months, though

the number of stops provided did not decrease by a similar magnitude.
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Figure 4.8 Monthly Service Activity by Stops, Km, and PKm (n=7)

When comparing between group size Large groups tended to have higher utilization than
average between February and May, while the Small & Medium groups had their highest
utilization between July and November (Figure 4.10). Both sets of groups saw their lowest
utilization in December and January, with notable increases in February and March,
months which typically correspond to the worst winter driving weather in New

Brunswick.
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Figure 4.9 Monthly Service Activity by Group Size (n=7)

In terms of daily usage of VDPs, the percentage of Drives for the larger groups was fairly
evenly distributed among the five weekdays, while the smaller groups tended to have most
of their Drives take place on Wednesday and Thursday. The participating VDPs typically
do not provide service on Saturday and Sunday, though there were a few Drives observed

on those days Figure 4.10.
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Figure 4.10 Daily VDP Usage by Group Size (n=7)

4.2.6. Daily VDP activity

The data in Figure 4.11 show that there are some notable differences in Drive start times
between the larger and smaller groups. The larger groups had peaks of equivalent
magnitude at 8:30 — 9:00, 12:00 — 12:30, 13:00 — 13:30, 15:30 — 16:00, and end of operating
day at 18:00, while the smaller groups had two major peaks at 9:30 — 10:00 and 13:00 —
13:30. The differences may be a function of the difference in demand for different
activities among groups, such as Drives for work, which would typically take place earlier

in the morning and later in the afternoon than one may expect for discretionary trips.
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Figure 4.11 Drive Pick-up Times (n=7)

4.2.7. Volunteer Utilisation

The first goal was to increase volunteer stability which could be investigated through two
metrics. Both aimed to measure the reliance on volunteers through their average usage by
the program. The first measure was the average number of hours donated per active

volunteer, while the second the average number of kilometers travelled.

A total 7934 hours were donated by volunteer drivers in order to provide VDP services to
their communities, shown in Table 4.15. Large size groups had more volunteer hours
donated though the average time donation for individual drives was higher among small
and medium size groups (2.9 vs 1.4). Individual volunteers for large size groups donated a
higher annual average of volunteer hours than small groups while serving almost 4 times

as many riders per volunteer driver.
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Table 4.15 Volunteer Contribution and Stability (n=6)

Small & Large Overall
Medium
Volunteer Hours 762 7172 7934
Volunteer Hours Per Drive 2.9 1.4 15
Volunteer Hours Per VVolunteer 18 89 64
Volunteer Hours Per Rider 17 24 23
Rider to Volunteer Ratio 1.0 3.7 2.8

The majority of drives serviced by volunteers required time donations from 1 hour to 1
hour and 30 minutes (41%). Only 7% of drives required less than 30 minutes while 3
percent of drives had durations over 5 hours. The maximum time donation for a single

drive was 75 hours, which served a long-distance medical need. The distribution is

presented below in Figure 4.12.
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4.2.8. Cost to provide service

Sustainability and viability are sometimes measured as the cost for an organisation to
provide (volunteer driver) service hours and, in the case of public transit, vehicle service
kilometers; inclusive of all managerial, operational, and maintenance costs. The data
provided in Table 4.16 imply that a VDP organisation’s cost of providing an hour of service
(a recorded hour of volunteer driving) is approximately $59 per hour ($61.41 for Small &
Medium and $58.8 for large groups). When comparing the cost of providing a vehicle
service kilometer Small & Medium size groups tend to have more expensive operations
than Large size groups with $2.15 per Km compared to $1.34 per Km. This suggests that
larger groups are better able to decrease service unit cost, particularly for kilometers
delivered. This may be due to the larger pool of trips that may be optimised to allow drivers

to serve other rider groups during time otherwise spent waiting at one stop.

Note that these figures do not account for differences in non-driver staff or volunteers,

organisational differences, or any factor other than total costs and service hours/kilometers.

Table 4.16 Cost to provide service (n=5)

Small & Large Overall
Medium
Annual Budget/Driver Service
Hours ($/SH) 60.41 58.80 59.00
Annual Budget/Km ($/Km) 2.15 1.34 1.41
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4.2.9. VDP Resource Effectiveness

This metric exists to help show the number of service cancellations, which for transit
agencies would be indicative of the reliability of their operating assets and their
environmental operating conditions. For VDP no cancellations were attributed to vehicle
failures in the submitted travel records or through anecdotal questioning. Many groups did
not specify the individual reasons in their records for cancellations though it is implied that
the majority were due to client choice. Other causes for cancellations were a lack of

volunteer drivers and weather hazards.

Table 4.17 shows that on average VDP groups experience about 1 cancellation for every
10 drives served, with Large groups experiencing slightly more than smaller groups (9% >

8%).

Table 4.17 Dispatching Effectiveness (n=7)

Small & Large Overall
Medium
Average Annual Cancellations per group 12 177 83
Percentage of Drives Cancelled 8% 9% 9%
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5. Contributions, Conclusions and Recommendations

Volunteer Driver Programs (VDPs) operating in New-Brunswick offer much needed
services to their communities. This is evident by their broad and consistent usage in rural
areas across the province and, as noted in the literature, more broadly throughout Canada
and the United States of America. These types of initiatives have demonstrated
effectiveness in providing transportation services to communities who would be otherwise
without alternatives. In an era where key medical and human services continue to be
centralized and while populations age, issues of accessibility are becoming increasingly
prominent despite the lack of effort to appropriately quantify them. As people lose their
ability to drive, transportation planners are in need of tools which can reach isolated
peoples in rural regions. VVolunteer Driver Programs are well positioned to assist in this
endeavour and with the results of this research the impacts of their application can be better

managed and predicted.

5.1.  Major contributions

This section details the major contributions that this research made in assessing VDP as

transit mechanisms for providing transportation in low density rural areas.

Contribution #1: A database of trips and purposes of VDP use in NB and preparation

of transit-like metrics

This contribution represents the completion of Objective 2: Work with VDP operators in

NB to assemble a database of VDP drive attributes and contributes to Objective 1:
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Understand how VDP are, or could be, incorporated into the transportation planning

process, including traditional four-step modelling and activity-based modelling.

A database was developed to record travel histories of VDP in a way that could be
comparable across all groups. The annual report from 7 groups included information on
5,769 Drives serving 8,367 Riders, representing a minimum of 358 unique users (likely
closer to 700), over a distance of 353,503 Km. A conservative estimate of 2.2 people per
1000 residents in VDP service areas were engaged as riders, predominantly to satisfy
Health needs. This shows that VVDPs are meaningfully contributing in satisfying a need for
service where alternatives to driving have been difficult to identify, which has driven
people to rely on VDPs to supplement their travel. Over the course of this research the
number of operating VDPs in New Brunswick has increased with indications that more are

currently being developed, which suggests that VDPs are transferable.

Additionally, there was a strong positive linear correlation (R?=0.82) between number of
riders and overall budget, suggesting that even though groups were independently
organized and can operate in different geographic areas, the rate of budget increase per

increase in number of riders appears to be fairly constant.

Using descriptive statistics like those outlined above, it is now possible for transportation
planners to begin predicting ridership numbers, program cost, impact and more when
considering the deployment of a new VDP or when evaluating the status of an existing one.
The drive times and volumes and seasonality may be used to help calibrate travel demand
forecasting and mode-share for rural households aged 65 and older, however, the lack of

rider-specific data limits the use of these demographics. Activity-Based Models would also
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find difficulty in leveraging Drive data as they function by generating trips based on

detailed trip behaviors, for which VDP recording is too coarse.

Contribution #2: Identification of critical success factors and the adaptation and

application of an organizational maturity of VDP with respect to those factors

This contribution represents the completion of Objective 3: Identify critical success factors
and quantify the organisational maturity of VDP with respect to those factors and
contributes to Objective 5: Develop, test and validate a model to assess the potential for

success of new VDP.

The measurement of organisational attributes evolved from “Critical Success Factors” to
the development of a Maturity Model specifically for VDP based on models used in the
construction management industry (most notably Willis and Rankin, 2009); which
represents a unique application to the transportation engineering domain. The use of best
practices from the VDP literature was used to develop Key Practices (KP) and Key Practice
Areas (KPA) which led to a much clearer understanding of relevant and useful processes

employed by VDP operators in New Brunswick.

The goal of all VDP is to assist in moving people from one point to another so that they
may participate in social, economic and well-being activities. VDPs have traditionally
measured “success” as the positive impact on their communities and the individuals within
it. The operating groups within New Brunswick were considered “successful” in achieving
this; however, the use of the Maturity Model allows groups to measure their success
quantifiably by managing their progress towards desired goals related to KPAs. It may also

be used over time to better understand the how their programs respond to changes in their
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environment or growth of their user base. By providing VDP with the tools to manage their
organisational and service delivery attributes they can now begin to more effectively

measure their success as transportation providers.

5.2. Conclusions

Most transit agencies effectively measure and manage their services from the perspective
of system performance but have traditionally lacked understanding at the user level.
Conversely, VDPs are well connected to their users, but have lacked information on system
performance. The presentation of goal-oriented metrics allows for better ease of use and
clarity in informing managers on their potential use. Through utilising these descriptive
statistics, VDP operators now have the tools to understand and manage their program
operations based on their contextual goals like VVolunteer Stability, Long-Term Viability,
for example. The exceptions were metrics recommended for large transit organisations
only which were purposely avoided due to the limited amount of resources available for
self assessment by VDPs. Others were not considered due to differences in service type

and delivery between VDPs and transit.

The Maturity results suggest that among VDP, grouped according to their number of riders,
there is likely a connection between levels of maturity for particular processes and certain
group sizes, though not for all KPs and KPAs. Some KP did not show consensus which
may indicate that the surveyed VDP have yet to determine the optimal level of management
that they warrant, however it may be equally as likely to be attributed to differences in

service areas.
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5.3. Recommendations and need for further research

The following section aims to highlight the lessons learned and future research needs that

became apparent over the course of this study.

5.3.1. Obijective 4: Identify and quantify geographic and demographic factors that relate

to VDP performance

Less focus was given to this topic in favour of assessing program performance through
more organisational and operational metrics. It is likely that geographic factors beyond
service density may affect the performance of VDP which is a subject that continues to

require further investigation.

5.3.2. Recommended Drive Database Improvement

Collecting Drive Data was preferred by VDP because of lower cost and complexity than
the Stop Database alternative. It was understood by operators that this method would lead
to a loss of data precision, though steps were taken to mitigate this loss. Some issues were
not completely resolved, in particular, some drives were associated with Home Only drives

on the same day but could not be recorded to reflect that.

5.3.3. Obijective 5: Develop, test and validate a model to assess the potential for success

of new VDP.

The development and testing of models of the maturity model was informed by a synthesis
of existing literature which was, in turn, reviewed and validated by VDP operators. The

model was then put into practice which produced insightful information of how VDPs at
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different stages in their development are organised differently. This information allows
current operators and transportation planners understand the level of process maturity
typically required by VDP of differing size. This may assist in the development of new

VDP, the management of existing VDP, and in forecasting the needs of expanding VDP.

5.3.4. Lessons learned from the Maturity Model

Results showed that some KPA were more mature for medium sized groups than they were
for large groups. This was not an expected result as maturity was thought to increase with
a need for management as groups grow larger and more complex. An explanation may be
that some KP are transitional in nature, meaning that they are necessary in certain stages
of group development, but may not be necessary at a high level of sophistication in the

long term. Further research is needed to confirm and better understand this phenomenon.

Refinements and further validation of the maturity model is recommended to ensure that it
is applicable to operating VDP outside of New Brunswick. Possible improvements include
changing the format of frequency questions to better capture the level at which the process
is defined, measured, and managed, without removing the affected KP from the
questionnaire. Furthermore, all of the KP and all of the KPA were given equal weights
whereas one may be a larger factor in overall group maturity than another. Thus,
developing proportional weights could improve the overall representativeness of the

maturity model.
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5.3.5.

5.4.

Difficulty in Linking Maturity to Performance

The results of the questionnaire were examined in isolation though the use of
descriptive statistics for combined comparison would be more ideal.
Size categories were not always comprised of the same VDP for both data

collection processes. Analysis of individual VDP was prohibited due to anonymity.

Future Research Opportunities

This study has presented a snap-shot of most New Brunswick VVDP over the course of one

year, leaving many questions for future research. The list of highlighted opportunities

below shows the breadth of potential for the continued research of this mode:

How do individual VDPs perform in the long term, what is there change in service
and organisation in response to growth or other factors?

How prevalent are VDPs of this style across Canada today, can they be measured
in the same what and how do they perform differently?

How reliable is the volunteering goodwill that these programs rely on, is there a
maximum sustainable limit?

What is the role of the driver beyond operating the vehicle, do they provide mobility
assistance that isn’t captured through reporting?

Can the travel behaviour observed inform on the applicability of autonomous

vehicles?
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Appendix A: Expectations for Working Together in Research

Expectations for working together in Research

Invitation

Your non-profit group has been invited to participate in a new research area conducted by Dr. Trevor
Hanson and Matthieu Goudreau from UNB. It is funded through the Natural Sciences and Engineering
Research Council of Canada (NSERC).The goal of the research is to better understand how volunteer
driver programs work to help people meet their transportation needs and to understand how to
sustain and grow these programs over time.

We hope that this will facilitate information sharing as well as contribute to securing funding,
volunteer retention, data reporting, and overall group sustainability. @~ We also hope that your
information can be used to build a picture of how important these services are in helping people across
New Brunswick and beyond.

Role of Participating Volunteer Driver Programs
We hope this will be an ongoing working relationship; however groups can withdraw their
participation at any time

e Share trip data with the researchers that includes variables shown in the attached Appendix.

e Where possible, use a common style of data reporting (e.g. a common date format, common
trip purpose)

e Anonymize data before releasing it to the researchers (e.g. no personally identifiable
information, no home addresses)

e Consider adding a statement to their membership forms informing users that their trip-data
might be used for research purposes. Possible phrasing: “In order to serve you better, we
collect some information about you and how you use our services. But your name and
address will not be released and your confidentiality will be protected.”

e  Work with other research groups if they choose

Role of Researchers

e  Will share results with participating groups of any research completed with the data of
participating groups

e Research results will also be shared publicly through publications, presentations, meetings
and conferences

e Will not specifically identify any one group in published material unless permission is
obtained from that group

e Can prepare an annual “state of volunteer driver programs” in NB with performance
measures, etc.

o  Will be available to answer and questions or concerns from participating or prospective
programs

Please Sign Below
Research Representative: Date:

Volunteer Group Representative: Date:
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Appendix B: Ethics Application for Research Involving Humans

University of New Brunswick
Application for Review of Research Involving Humans

Principal Investigator(s): Name(s); Academic Status (Faculty, Undergraduate Student or
Graduate Student); Academic Unit, e-mail Address, Office Telephone, Home Telephone:

Matthieu Goudreau; Graduate Student; Department of Civil Engineering,
Transportation Engineering; mgoudrea@unb.ca; N/A; 506-644-9046.

Title of Proposed Research:

Understanding the operational attributes of VVolunteer Driver Programs to support
incorporation into Transportation Planning

Commencement Date:7/9/16 Completion Date:  30/4/18

Co-Investigator(s): Academic Unit, e-mail address, Office Telephone

N/A

Supervisor(s) (if Principal Investigator is a student); Academic Unit, e-mail address,
Office Telephone:

Dr. Trevor Hanson; Department of Civil Engineering, Transportation Engineering;
thanson@unb.ca; 1 506 452 6374.

The undersigned parties certify that they have read, and undertake to comply fully
with, the Tri-Council Policy Statement “Ethical Conduct for Research Involving
Humans.” (Original signatures required)

Principal Investigator(s):

Co-Investigator(s):

Supervisor(s):

The undersigned certifies that the proposed research has been reviewed by, and is
acceptable in all respects to, the academic unit(s) responsible. (Original signature
required)

Dean/Director/Chair(s) Typed Name

Signature

Date submitted to the REB:
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1. Summary: Provide here, in approximately 300 words, a summary of the proposed
research, indicating clearly the role of the research subjects and any procedures to which
they will be subjected.

The proposed Master’s project will focus on the assessment of Volunteer Driver
Programs to determine what makes them successful. Factors that may contribute to
their success include the geographic challenge of their service area, the demographic
(age, income, etc.) distribution of their service area, and the organizational structure
and practices of operating Volunteer Driver Programs; the latter being the only
criteria which requires communication with Volunteer Driver Programs.

A method for objectively evaluating the organizational structure and practices of
Volunteer Driver Programs is to measure their organizational maturity. This method
requires the researcher to rely on the cooperation and participation of Volunteer
Driver Groups to be evaluated through the use of a survey tool.

There are currently 8 private non-profit organizations that provide the
aforementioned volunteer service in the province of New Brunswick. These groups
have been identified through their participation in development programs led by the
Economic and Social Inclusion Corporation: a common funder of VVolunteer Driver
Programs.

The individuals surveyed will consist of the program managers of each volunteer
group; with all of the questions being related to the practices and strategies that they
employ.

There are a number of potential concerns that may lead to the progress of the project
being impeded, namely delays due to conflicting schedules of managers preventing
the administration of the survey. However, the survey task is does not lie on the
critical path of the project schedule allowing for a completion date beyond the
scheduled deadline in December.

2. Risk: In your opinion, does this research pose more than minimal risk (Tri-Council
Policy, Chapter 2, Section B) to participating subjects? Yes No X

If yes, provide here a statement that describes in detail the aspects of the research procedure
that pose a risk to subjects, and provide your assessment of the risk of harm (probability
and severity). Note that not only physical injury but also anxiety or embarrassments are
included in the concept of harm. Describe means adopted to minimize risk, and means
(such as provision of counseling) to deal with harms, which subjects may experience.
Describe as well the potential benefit, which will result from this research, which justifies
the above risk of harm.

N/A
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3. Deception: Does this research involve deception or partial disclosure? Yes No X

If yes, refer to the Tri-Council Policy, Chapter 3, specifically Article 3.7 and subsequent
commentary, and provide here an explanation of how you plan to comply with the
requirements of that Section for debriefing. Describe as well the potential benefit, which
will result from this research, which justifies waiving the normal requirements for full
disclosure.

N/A

4. Funding: Has funding been received for this research? Yes X No

If yes, from what agency and for what period?

NSERC Discovery Grant from 2015 to 2019

5. Research Subjects:

5.1 Number of Subjects: How many subjects will participate in this research? A
minimum of 1 to a maximum of 8 participants.

5.2 Recruitment: How will they be recruited, and from what population?

The Volunteer Driver Program managers will be approached and voluntarily asked
to participate in a survey to better understand their organizational structure and
practices. The programs from which managers will be approached include:

-Redacted-

6. Informed Consent:

6.1 Informing Subjects: How will the nature of the research be explained to potential
subjects, in compliance with Chapter 3, specifically article 3.2 and the subsequent
commentary of the Tri-Council Policy? Attach a copy of any document(s), such as an
explanatory letter, to be used for this purpose.
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In compliance with the Tri-Council Policy, all potential subjects will be provided with
the following:

(a) A written invitation to potential research subjects informing them of the research
project goals and methods. This will include a space for participants to formally give
consent to the research.

(b) Included in plain language, the written invitation will inform participants of
purpose of the project, the identity of the researchers, the identity of the funder, the
expected duration and nature of participation, a description of research procedures,
and an explanation

of the responsibilities of the participant.

(c) A listing of potential benefits and foreseeable risks of participation will be
provided. However, the research does not involve any physical or psychological harm
which limits risks. The potential benefits for participants includes access to their
individualized results and the completed thesis to assist them in better understanding
their industry; in particular, successful trends will be identified for program
strategies and practices.

(d) The following assurances will be given to participants:
 Participants are under no obligation to participate; are free to withdraw at
any time

without prejudice to pre-existing entitlements;

» Participants will be given, in a timely manner throughout the course of the
research

project, information that is relevant to their decision to continue or withdraw

from participation; and

* Participants will be given information on the participant’s right to request the
withdrawal of data o, including any limitations on the

feasibility of that withdrawal;

The researchers will not publish results which connects the responses of
participating organizations to their identity. However, given the small number of
participating organizations, many of which share information on best practices, it
may be possible for a participating organization to infer the identity of another
participating organization based on the data presented.

(e) The researcher for this project is a graduate student attempting to help better
understand the what makes volunteer driver programs successful; which all
participants will be made aware of. Both student and researcher have no conflict of
interest.

Please see Attachment B, a copy of the invitation to participate in the research project,
which also serves as a consent form. This will be provided to each participant
identified as potential contributors to the study.
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6.2 Consent: If written evidence of informed consent will be obtained, attach a copy
of the consent form. (See Requirements for Informed Consent Forms.) If written
evidence of informed consent will not be used, explain here, in detail, how you
intend to comply with the requirements of Chapter 3, Article 3.12 and the
subsequent commentary of the Tri-Council Policy:

Please see Attachment B for the invitation to participate; which will serve as written
evidence of informed consent.

6.3 Children as Research Subjects: If the proposed research involves children as
subjects, provide here a statement indicating how compliance with Chapter 3, Section
C, and specifically with Articles 3.9 and 3.10 of the Tri-Council Policy, will be
achieved.

N/A

6.4 Incompetent Adults as Research Subjects: If the research involves adults of
diminished competence as subjects, provide a statement indicating how compliance
with Chapter 3, Section C, and specifically with Articles 3.9 and 3.10 of the Tri-Council
Policy, will be achieved.

| N/A

7. Inducements: Will any inducements (money, grade points, etc.) be offered to
encourage participation? Yes No X

If yes, indicate here how compliance with Chapter 3, Article 3.1 and the subsequent
commentary of the Tri-Council Policy (concerning voluntariness) will be achieved. If
academic rewards are to be used, give details of alternative means of achieving equivalent
rewards.

| N/A

8. Private Information: Does the proposed research involve accessing identifiable
personal information about subjects by means of surveys, questionnaires, etc.? Yes  No
X

If yes, indicate here, in detail, how you propose to meet the requirements of the Tri-Council
Policy, Chapter 5, Section B and C. A copy of any questionnaire, survey document or
interview schedule to be used should be attached as well.

N/A
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9. Feedback: Describe the measures, which you propose for providing feedback to
research subjects concerning the outcome of the research.

The final thesis product will contain a sanitized analysis of organizational maturity
for the volunteer driver program sector. Factors that are correlated with program
success will be identified. Upon completion, the participating organizations will be
provided with access to these findings.

If time permits, each organization will be provided with their individualized
statistics/results in relation to the rest of the field. Ideally this information will be
useful for programs in their internal evaluation process and aid in their future
decision making.

10. Data Security: Describe the measures, which you propose for ensuring the security
of any identifiable personal data, which will be retained after completion of the research.

| N/A

11. Continuing Review: All research requires brief annual reports and a brief report upon
completion of the research. Suitable report forms are included at the end of this file.
Research involving more than minimal risk may require additional measures for
continuing review. If your research involves more than minimal risk, describe here the
measures you propose for facilitating continuing review of this research, in compliance
with Article 2.8 of the Tri-Council Policy.

| N/A

12. Additional Information: Please feel free to append any additional information,
which you feel may be helpful to the REB in evaluating this application.
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Checklist for Attachments to Application for Review of Research Involving Humans

For items that are attached, indicate X; for items that are not applicable, indicate
N/A.

Provide the following attachments where applicable:

Xor
N/A

N/A Where the academic unit responsible for the research has a process of
formal ethics review, a copy of the approval notice from that process,
together with any substantive comments provided by the reviewers.

N/A If external funding has been sought or obtained for this research, one
copy only of the complete application form as well as two copies of any
reviewers’ comments which have been received.

X For student research, one copy of the full research proposal if one has been
submitted to the relevant academic unit.

X A copy of any proposed information letter and/or informed consent
form. (Do not duplicate if already included in above material.)

X A copy of any questionnaire(s), survey documents or interview schedules
to be used in the research. (Do not duplicate if already included in above
material.)

N/A A copy of any debriefing material to be provided to subjects.

N/A For research under the jurisdiction of more than one institution, an

indication of which other REBs will review the research, and the results of
such review if available (see Tri-Council Policy, Chapter 8, Section A).

N/A For all research (including student research) that exceeds minimal risk,
which has not been approved by a sanctioned peer review process, the
applicant must recommend two reviewers competent to undertake a
“scholarly review” of the proposed research. “Scholarly review” in this
context refers to the process of determining whether the design of the
research project is capable of addressing the questions being asked in the

research.

N/A In all cases, a full description of the proposed research, if this is not already
contained in the material listed above.

X In all cases, an electronic text version of the Summary (Item 1 on the

application form), via e-mail to ethics@unb.ca on the UNBF campus or to
reb@unb.ca on the UNBSJ campus.
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Appendix C: Invitation to Participate & Consent Form

UNIVERSITY OF UNB
NEW BRUNSWICK

Invitation to Participate in “Understanding the operational attributes of
Volunteer Driver Programs to support incorporation into Transportation
Planning” Maturity assessment.

To the Volunteer Driver Program Manager,

| am inviting your participation in a research project to understand the factors that
make your volunteer driver program successful. This research is conducted by
Mr. Matthieu Goudreau, MScE Candidate, under the supervision of Dr. Trevor
Hanson, Associate Professor at the University of New Brunswick (UNB) and is
funded through a Natural Science and Engineering Research Council (NSERC)
Discovery Grant

Different organizations can have different ways to manage their people, data and
technologies. One way to understand these differences is through measuring
something called “maturity”, which is determined from your responses to a
guestionnaire on how your organization approaches certain tasks. We currently
do not know how maturity is connected with the success of a volunteer driver
program, but we do expect there will be different levels of maturity depending on
how your organization meets its needs.

Your role in this survey will be to answer questions related to the organizational
structure and practices that exist in your volunteer driver organization.

By measuring the distribution of maturity among successful volunteer driver
groups, it will be possible to gain further insight into the nature of the volunteer
driving sector. Furthermore, these results can be used in conjunction with
descriptive statistics to better validate the significance of factors which contribute
to group success. These results will be made available to participating
organizations through the publication of the researcher’s master’s thesis, which
will be shared directly with the groups. Additionally, these results will also be
considered for a submission to the Canadian Transportation Research Forum’s
53 annual conference.

Your participation, on behalf of your volunteer organization, in this survey is
completely voluntary and you may opt out of any question or withdraw from the
study at any time without penalty. Your name and the name of your program will
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remain confidential and will not be released in any publication or report, and data
will be aggregated wherever possible when released. Given the small number of
organizations involved with the survey (many of which work together to share
best practices), it may be possible for one group to infer the identity of another
based on the responses if such groups are already familiar with their operations.

The survey will take approximately 30 minutes to complete.

To participate, please complete the consent form below and open the
attached PDF to begin answering question by selecting your response.
Once complete: scan the completed consent form, save the survey
document, and return both as attachments to mgoudrea@unb.ca.

If you have any questions about this survey, or difficulty in accessing PDF or
completing the survey, please contact Matthieu Goudreau at mgoudrea@unb.ca.
Otherwise questions can be directed directly to Dr. Trevor Hanson at 506-452-
6374.

Questions or concerns regarding the practices of the research team can be
directed to the Chair of the Research Ethics Board: Dr. Steven Turner at 506-
458-7433 or at turner@unb.ca.

Thank you in advance for providing this important feedback.

Sincerely,

Matthieu Goudreau

Consent Form

Understanding the operational attributes of Volunteer Driver Programs to support
incorporation into Transportation Planning — Maturity Assessment.

| have read and understand the invitation to participate document above and |
agree to participate on behalf of my volunteer organisation.

Name of Participant (print please)

Signature of Participant Date
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Appendix D: Maturity Questionnaire (English)

Maturity Questionnaire for Volunteer Driver Programs

The following survey has been created by Matthieu Goudreau, UNB Transportation Research
Group, to measure the maturity of the volunteer driver programs. The responses to the survey
are confidential and will only be presented publicly in an aggregated analysis.

Most of the questions follow the format of “select the statement that best applies to your
organization”. The response to these questions follow a pattern which is shown the example

/ Overall category
\ Volunteer Driver Recruitment and Retention

1. Select the statement that best describes how your organization promotes
volunteer recruitment.

Question regarding a

a. Group employs no formal process to recruit drivers ]
Group relies on word of mouth or referrals ]
Group manages a communication strategy that includes regular public ]
presentations, newsletters and webpage

d. Group has a managed communication strategy that includes regular |

presentations, newsletters and online presence, including social media, and
feedback is used from these media to improve communication f

Four Levels of how your organization handles the best practice:

a. Not practiced.

b. Practiced to some degree.

c. Practiced with some level of management or guidance.

d. Practiced with some level of management or guidance AND measured in a way that is
used to improve the practice going forward.

e*. Some questions will include a “Not Applicable” option as well.

Note that other questions you will find are formatted as “yes or no” and “how often” questions;
simply chose the response which best describes your organization’s use of the best practice in

question.
Annual Budget (2017): Number of paid staff:
Number of active Estimated number of
volunteer drivers: users:
Number of years of Estimated number of

operation: users aged 65 or older:
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Volunteer Driver Recruitment and Retention

1. Select the statement that best describes how your organization promotes
volunteer recruitment.

Group employs no formal process to recruit drivers. |

Group relies on informal means. (examples: word of mouth or referrals). |

c. Group manages a communication strategy that includes regular advertisement o
campaigns. (Ex: public presentations, newsletters, webpage, social media).

d. Group has a managed communication strategy and regular advertisement |
campaigns. Feedback is collected from these efforts and used to continuously
improve communication.

2. Select the statement that best describes how the geographic distribution
of Drivers and Riders (Driver/Rider Distribution) is considered when
targeting areas for volunteer driver recruitment.

Distribution is not a factor in our driver recruitment strategy.

Distribution is considered when targeting regions for recruitment.

Distribution is a procedure with a managed implementation.

Distribution is implemented in a measured fashion using metrics to

continuously identify adjustments and improvements.

3. Select the statement that best describes how Community Partnerships
are used to promote volunteer recruitment. This would typically exist as
local businesses hosting flyers and/or marketing volunteer program
services and the need for volunteers to their customers.

Partnerships (Rec.): are not considered by our organization. |

b. Partnerships (Rec.): have been informally created between our program and |
community organizations and/or businesses.

c. Partnerships (Rec.): are actively sought out to be developed with community ]
organizations and/or businesses.

d. Partnerships (Rec.): are managed and measured to guide the development of ]
future and existing partnerships.

4. Select the statement that best describes how Community Partnerships
are used to provide volunteer benefits. This would typically exist as local
business providing rewards to patrons who are volunteer drivers. Rewards
could range from free coffee to discounts on oil changes and beyond.

oo

oo oo
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a. Partnerships (Ben.): are not considered by our organization. ]

b. Partnerships (Ben.): informal partnerships have been created between our ]
program and community organizations and/or businesses.

c. Partnerships (Ben.): are formally sought out by our organization. ]

d. Partnerships (Ben.): are formally sought out by our organization and volunteer O
feedback is used to continuously identify enhancements for the partnerships.
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5. Select the statement that best describes how Volunteer
Recognitions/Awards are used to promote volunteer retention. These
would typically exist as recognition diners, plagues commemorating years
of service, or volunteer pins.

a. Recognition and Awards: are not used in volunteer retention.
Recognition and Awards: are used at times to promote volunteer retention.
Recognition and Awards: are a formalized process managed by the
organization.

d. Recognition and Awards: Are managed with outcomes measured by the
organization and used for continuous improvement.

O o0Ooao
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Service Delivery (Quality Assurance)

a. Driver Training: is not provided to volunteers. O

b. Driver Training: is used to educate new volunteers on our organization’s ethics O
and code of conduct.

c. Driver Training: is a managed process to educate new and existing volunteers O
on latest developments in service delivery.

d. Driver Training: is a managed process for new and existing volunteers where O

training deficiencies are actively measured and proactively addressed.

a. Driver Reimbursement: is not provided by our organization. O

b. Driver Reimbursement: is provided based on informal or “rule of thumb” O
metrics internal to your organization.

c. Driver Reimbursement: is a managed process based on achieving consistency O
with the reimbursement policies of other organizations?

d. Driver Reimbursement: is a managed process based achieving consistency with o
the reimbursement policies of other organizations based on measured
attributes (e.g. mileage).

a. Volunteers are contacted at the time of ride booking to determine availability. o

b. Volunteers have informal schedule of availability but requires confirmation at O
time of booking.

c. Volunteers have dedicated scheduled time that organization can reliably use O
for booking.

d. Organization manages and monitors volunteer time over time to continuously 0O

identify adjustments and improvements to scheduling.

a. Dispatch Systems: there is no formal dispatching. O

b. Dispatch Systems: A dispatcher directly arranges a connection between drivers O
and users based on the dispatcher’s judgement.

c. Dispatch Systems: A human dispatcher manages the connection between
drivers and users through support from electronic mapping or other O
technology.

d. Dispatch Systems: Driver and user connections are primarily managed through O
automated technology that can use measurements to improve routing and
scheduling.
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10. Select the statement that best describes how your organization Prioritizes

serving one trip type over another? (ex: Serving Health trips before Social)

a. Trip Priority: is not relevant because our organization strictly provides trips of m]
one type.

b. Trip Priority: is not considered when dispatching trips. o

c. Trip Priority: is informally considered when dispatching trips. o

d. Trip Priority: is managed according to an organizational policy. o

e. Trip Priority: is managed according to an organizational policy and measuredto O
continuously identify adjustments and improvements to the policy.

11. Select the statement that best describes how your organization
determines Who is Eligible to use your organization’s service.

a. The organization transports clients on a referral basis only. m]

b. The organization employs strict age-based or documented needs-based m]
eligibility criteria.

c. The organization prioritizes those that meet an age-based or documented |
needs-based eligibility criteria, but also permits those outside these criteria.

d. The organization does not restrict eligibility to any specific user groups. m|

12. Select the statement that best describes your how your organization
advertises the times that transportation services are available. (ex:
posting times to a website or circulating flyers)

a. Service hour advertisement: our organization does not publicly advertise the |
availability of services.

b. Service hour advertisement: services are advertised through word-of-mouthor O
other informal means. (Typically, when clients call for the first time).

c. Service hour advertisement: services are advertised through a managed |
program, such as an ad campaign. (Typically, the use of flyers or other
promotional material). ]

d. Service hour advertisement: services are advertised through a managed
program, with feedback solicited from new users on the effectiveness of the
advertisement.

13. Select the statement that best describes how your organization interacts
with local Transit and Human Services.

a. Our organization operates in isolation from local transit or other human ]
service organizations.

b. Our organization engages with local transit or other human service ]
organizations on an intermittent or as-needed basis.

c. Our organization regularly engages with local transit or other human service ]
organizations to coordinate. Examples of coordination include ridership and
funding applications.

d. Our organization regularly engages with local transit or other human services ]
organizations to coordinate. The effectiveness of this is measured for
continuous improvement.

e. There are no local transit or Human Service organizations operating in our O

service area.
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Rider Satisfaction: This information is not solicited or recorded.

Rider Satisfaction: This information is reported informally.

Rider Satisfaction: There is a managed process for recording this information.
Satisfaction Surveys: There is a managed process for recording this information
and using the measurements to continuously identify adjustments and
improvements.

oo oo

O
O
O
O

a. Incident and Complaint Reports: are not employed by our organization. O

b. Incident and Complaint Reports: are collected through informal reporting to O
the organization leadership.

c. Incident and Complaint Reports: are collected through a managed reporting O
process. m]

d. Incident and Complaint Reports: are collected through a managed reporting
process and using the data to continuously identify adjustments and
improvements.

DPEs: are never administered.

DPEs: are used in response to an event.

DPEs: are used at scheduled or proactively managed times.

DPEs: are used at managed times and the results are used to inform decision
making and improve how future evaluations are done.

oo oo
O 0Oogoao
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Cost Effectiveness and Funding

17. Select the statement that best describes the system that your
organization uses to Group Drives for riders who have similar origins or
destinations. (using one physical drive to satisfy multiple requests)
Group Drives: are not considered or permitted when dispatching trips. ]
b. Group Drives: are arranged at the discretion of the volunteer driver dispatcher
to minimize travel costs.
c. Group Drives: are managed through a consistent process that seeks to increase O
the number of users travelling in a single vehicle.
d. Group Drives: are managed through a consistent process that seeks to increase O
the number of users travelling in a single vehicle, with a measurement of
success to guide future drive “grouping”.
18. Select the statement that best describes how the Distance Between
Driver and User is considered during the dispatching process.
Driver/Rider Distance: is not considered in the dispatching process. |
b. Driver/Rider Distance: the dispatcher attempts to minimize the distance |
between driver and user based on their best judgement.
c. Driver/Rider Distance: the organization employs a managed process, suchasa O
set of guidelines, that the dispatcher uses to inform their decision.
d. Driver/Rider Distance: is minimized through a software package that provides ]
detailed calculations which inform dispatching decisions.
19. Select the statement that best describes the Fee Structure used by your
organization.
a. Our organization does not employ any process to collect user fees or evaluate |
the need for user fees.

b
O

L

b. The organization charges fees based on assumed values of per ride ]
affordability of clients.

c. The organization manages a process of soliciting user fee affordability |
information from new and existing users.

d. The organization manages a process of soliciting user fee affordability |

information from new and existing users, and explores the impacts of fee
changes on ridership.
20. Yes or no, does your organization receive funding from two or more
sources?
a. Yes O
b. No
21. How often is your organization successful when applying for grant
funding?
Never
Sometimes
Often
Always

O
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22. How often does your organization promote or encourage private
donation?

a. Never

b. Sometimes
c. Often

d. Always

23. How often does your organization solicit funding or seek partnerships
with businesses that riders commonly travel to?

a. Never

b. Sometimes
c. Often

d. Always

24. Select the statement that best describes how users physically pay for
individual rides.

L

There is no organizational policy regarding how users pay for their travel

b. Volunteer drivers collect payment directly from the user which is then
remitted to the organization at a later time.

c. The organization collects payment directly from the user (or a designate) based
upon the booked travel

d. The organization collects payment directly from the user (or a designate) based
upon the actual travel data recorded by the volunteer driver

e. Not Applicable: There is no expectation of cost recovery from users

25. How often does your organization implement the Volunteer Friend
Model? (Where Drivers and Riders who become “friends” are encouraged
to schedule their own rides through mutual agreement. Reimbursement
for these rides is at the discretion of each organization.)

a. Never

b. Sometimes
c. Often

d. Always
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Leadership and Management

a. Yes

O

a. Never O
b. Sometimes O
c. Often O
d. Always O

a. There are no formal positions at our organization. O
The roles are informally given to members of the organization. O
c. Thereis a formal procedure that is followed when recruiting for management O

positions.
d. There is a formal procedure that is followed when recruiting for management O
positions that continuously evolves over time to enhance the process.
e. Not applicable or unknown.

Not at all

Very little

Somewhat important

Very important

Not applicable or unknown.

® oo oo
[ O I I o R |

a. Staff Training/Evaluation: is not undertaken by our organization. O

b. Staff Training/Evaluation: is primarily informal, undertaken in response to an O
event or situation.

c. Staff Training/Evaluation: staff training and evaluation is managed on a routine O
basis Staff.

d. Training/Evaluation: staff training and evaluation is managed on a routine
basis, with feedback measured and part of a continuous improvement process.

O

a. Never O
b. Sometimes O
c. Often O
d. Always O
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Computerized tools: are not used to dispatch or record trips.

Computerized tools: are used to assist dispatching and recording trips.
Computerized tools: is a procedure with a managed implementation.

is implemented in a measured fashion using metrics to continuously identify
adjustments and improvements.

Records: Travel statistics are not recorded.

Records: Travel statistics are recorded through informal or verbal reporting
methods.

Records: Travel statistics are collected through a managed process using a
consistent reporting approach.

Records: Travel statistics are collected through a managed process where data
are used to continuously identify adjustments and improvements.

This information is not recorded in any way.

This information is informally maintained on some users.

There is a managed process for recording these statistics.

There is a managed process for recording these statistics and using the
measurements to continuously identify adjustments and improvements.

O ooao

O ooao

129



Risk Management

35. How often does driver training include how to use Accessibility
Equipment (wheelchair lifts) by your organization.

a. Never O
b. Sometimes |
c. Often O
d. Always |
e. Accessibility Equipment or Driver Training is not used by our organization. O
36. How often are Criminal Background Checks used to qualify volunteers to
be drivers?
a. Never O
b. Sometimes o
c. Often O
d. Always O
37. Select the statement that best describes how Motor Vehicle Inspections
are recorded by your organization.
a. Motor Vehicle Inspections: are not checked or recorded for volunteer vehicles. O

b. Motor Vehicle Inspections: are checked and recorded for volunteer vehiclesat o
the time of registration as a volunteer.

c. Motor Vehicle Inspections: are recorded at the time of registration as a |
volunteer and at regularly managed intervals.
d. Motor Vehicle Inspections: are recorded each time they are completed, are |

used to manage compliance of volunteer drivers and this compliance is
measured on a regular basis.
38. Select the statement that best describes how Driver Rules and
Responsibilities are employed by your organization.

a. Driver Rules and Responsibilities: our organization does not employ any i
specific driver rules and responsibilities.

b. Driver Rules and Responsibilities: employs some rules and expectations which ]
are communicated to drivers, but some may not be written down.

c. Driver Rules and Responsibilities: are managed to ensure all are communicated o
in a consistent and complete manner.

d. Driver Rules and Responsibilities: are managed to ensure all are communicated o
in a consistent and complete manner, with feedback mechanisms in place to
adapt to new and emerging rules and responsibilities.

39. Select the statement that best describes your organization’s Inclement
Weather Plan.

There is no inclement weather plan at our organization.

The inclement weather plan relies on the discretion of the individual driver.

There is an inclement weather plan that is managed by the dispatcher.

There is an inclement weather plan that is managed by the dispatcher, and the

outcomes of the plan (e.g. number of cancelled trips) is measured for

continuous adjustments and improvements.

oo oo
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40. Select the statement that best describes how Driver Training (Safety) is
implemented by your organization. This can include teaching defensive
driving, emergency response training, educating drivers of inclement
weather plans, etc.

a. Driver Training: is not implemented by our organization.
Driver Training: is informally provided to volunteer drivers.
Driver Training: is formally provided to volunteers and covers predetermined
subjects.

d. Driver Training: is formally provided to volunteers and covers predetermined
subjects. Measured results like near misses or driver concerns are used to
enhance and refine the contents of the training.

41. Select the statement that best describes how your organization handles
volunteer Driver Insurance.

Driver Insurance: the organization does not record or check driver insurance.

b. Driver Insurance: The organization checks for appropriate driver insurance at
the time of volunteer registration.

c. Driver Insurance: Is checked at the time of registration as a volunteer and at
regular intervals.

d. Driver Insurance: is checked at regular intervals as part of a managed program

which are compared to measured attributes to identify opportunities to

enhance the type of coverage.

o
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Appendix E: Maturity Questionnaire (French)

Questionnaire sur le degré de maturité des programmes de chauffeurs bénévoles

Le questionnaire suivant a été congu par Matthieu Goudreau, du Groupe de recherche sur les
transports de 'UNB, afin mesurer le degré de maturité des programmes de chauffeurs
bénévoles. Les réponses resteront confidentielles et ne seront publiées que sous forme
d’analyse globale.

La plupart des questions respectent le format « sélectionnez I'énoncé décrivant le mieux votre
organisation ». Les réponses suivent un schéma reflété dans I’'exemple ci-dessous :

uestion portant sur .
Q P Catégorie

Volunteer Driver Recruitment and Retention

1. Select the statement that best describes how your organization promotes
volunteer recruitment.

a. Group employs no formal process to recruit drivers ]

b. Group relies on word of mouth or referrals ]
Group manages a communication strategy that includes regular public ]
presentations, newsletters and webpage

d. Group has a managed communication strategy that includes regular |

presentations, newsletters and online presence, including social media, and
feedback is used from these media to improve communication f

Quiatre utilisations possibles de la pratique exemplaire par votre organisation :

a. Non utilisée

b. Utilisée jusqu’a un certain point

c. Utilisée avec un certain degré de gestion ou d’orientation

d. Utilisée avec un certain degré de gestion ou d’orientation ET mesurée en vue de ’améliorer
e*. Certaines questions proposent également une réponse « Sans objet »

Vous trouverez aussi d’autres questions auxquelles répondre par « Oui » ou par « Non », ou
encore commencant par « A quelle fréquence... ». Il suffit alors de choisir la réponse décrivant le
mieux 'utilisation que fait I'organisation de la pratique exemplaire en question.

Budget Nombre d’employés
annuel (2017) : rémunéreés :
Nombre de Nombre estimé
chauffeurs d’utilisateurs :

bénévoles actifs :

Nombre estimé Nombre estimé
d’années d’activité : d’utilisateurs de 65 ans
et plus :
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Recrutement et maintien en poste des chauffeurs

bénévoles

1. Sélectionnez I'énoncé décrivant le mieux la maniere dont votre
organisation favorise le recrutement des bénévoles.

e. Legroupe n’a pas de processus officiel pour recruter des chauffeurs. ]
f. Le groupe a recours a des moyens officieux (p. ex. bouche-a-oreille ou ]
références). |

g. Le groupe gere une stratégie de communication qui comprend des campagnes
de publicité périodiques (p. ex. présentations publiques, bulletins, page Web, ]
médias sociaux).

h. Le groupe gére une stratégie de communication qui comprend des campagnes
de publicité périodiques. Ces démarches permettent de recueillir des données
utilisées pour améliorer constamment la communication.

2. Sélectionnez I'énoncé décrivant le mieux la maniere dont la répartition
géographique des chauffeurs et des passagers (répartition chauffeurs-
passagers) est prise en compte lors du choix des zones de recrutement de
chauffeurs bénévoles.

a. Larépartition n’est pas un facteur dans notre stratégie de recrutement des

chauffeurs.

La répartition est prise en compte dans le choix des régions de recrutement.

La répartition reléve d’une procédure avec mise en ceuvre encadrée.

d. Larépartition est mise en ceuvre de maniere planifiée s’accompagnant de
mesures utilisées pour procéder a des rectifications et des améliorations
continues.

3. Sélectionnez I'énoncé décrivant le mieux la maniere dont les partenariats
communautaires sont utilisés pour favoriser le recrutement de
bénévoles. Ces partenariats visent généralement des entreprises locales
offrant des dépliants ou dotées de programmes de bénévolat en
marketing ou de recrutement de bénévoles pour combler les besoins de
leurs clients.

a. Le partenariat comme moyen de recrutement n’est pas envisagé par notre o
organisation. O

b. Le partenariat comme moyen de recrutement a été établi de maniere
officieuse entre notre programme et des organisations ou entreprises de la ]
communauté.

c. Le partenariat comme moyen de recrutement est activement recherché ou ]
utilisé avec des organisations et des entreprises de la communauté.

d. Le partenariat comme moyen de recrutement est encadré et évalué de
maniére a orienter les partenariats actuels et futurs.

Ooo0ooao
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4. Sélectionnez I'énoncé décrivant le mieux la maniére dont les partenariats

communautaires sont utilisés pour procurer des avantages aux
bénévoles. La plupart du temps, les entreprises locales récompensent les
personnes faisant office de chauffeurs bénévoles en leur offrant des cafés
gratuits, des rabais sur les vidanges d’huile, ou autre.

e.

Notre organisation n’utilise pas le partenariat pour récompenser les bénévoles.

Le partenariat comme moyen de récompenser les bénévoles a été établi de
maniere officieuse entre notre programme et des organisations ou entreprises
de la communauté.

Le partenariat comme moyen de récompenser les bénévoles fait partie des
objectifs de notre organisation.

Le partenariat comme moyen de récompenser les bénévoles fait partie des
objectifs de notre organisation, et nous utilisons les commentaires des
bénévoles pour améliorer constamment les liens avec nos partenaires.

5. Sélectionnez I'énoncé décrivant le mieux I'utilisation qui est faite des

reconnaissances et récompenses aux bénévoles afin de favoriser le
maintien de ces derniers en poste. |l s’agit généralement de repas, de
plagues soulignant les années de service ou d’épinglettes.

Notre organisation n’a pas recours a des reconnaissances et des récompenses
pour maintenir les bénévoles en poste.

Notre organisation a parfois recours a des reconnaissances et des
récompenses pour maintenir les bénévoles en poste.

Les reconnaissances et récompenses relevent d’un processus formel encadré
par I'organisation.

Les reconnaissances et récompenses relevent d’un processus encadré et les
résultats sont mesurés par I'organisation et utilisés a des fins d’amélioration
continue.

Ooo0ooo
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Prestation de services (assurance de la qualité)

e. Laformation des chauffeurs n’est pas proposée aux bénévoles. O
f. Laformation des chauffeurs sert a informer les nouveaux bénévoles des régles O
d’éthique et du code de conduite de notre organisation.

g. Laformation des chauffeurs est un processus encadré visant a donner aux O
nouveaux bénévoles et aux bénévoles déja en poste une mise a jour sur la
prestation de services. O

h. La formation des chauffeurs reléve d’un processus encadré destiné aux
nouveaux bénévoles et aux bénévoles en poste, et les lacunes en matiére de
formation sont mesurées de maniére active et comblées de maniére proactive.

e. Leremboursement des chauffeurs n’est pas assuré par notre organisation. O

f. Le remboursement des chauffeurs s’effectue selon un calcul non officiel ou ]
approximatif effectué a l'interne.

g. Leremboursement des chauffeurs reléve d’un processus encadré qui s’aligne O
sur les politiques de remboursement d’autres organisations.

h. Le remboursement des chauffeurs releve d’un processus encadré qui s’aligne O

sur les politiques de remboursement d’autres organisations en fonction de

criteres précis (p. ex. kilométrage).

e. Nous appelons les bénévoles au moment de la réservation du trajet afin de O

vérifier leur disponibilité. O
f.  Nous connaissons les plages de disponibilité officieuse des bénévoles, mais il

faut les confirmer au moment de la réservation. O
g. Pour chaque bénévole, il existe des plages horaires réservées que

I’organisation peut utiliser en toute confiance lors des réservations. O

h. L'organisation gere et surveille les plages horaires des bénévoles de maniere a
rectifier et a améliorer continuellement la planification.

e. Nous n’avons aucun systéme de répartition officieuse. O
f.  Un répartiteur établit directement le lien entre les chauffeurs et les utilisateurs 0O
en se fiant a son propre jugement.
g. Un répartiteur humain gere le lien entre les chauffeurs et les utilisateurs par
I'intermédiaire d’un systéme de cartes électroniques et d’autres technologies. O
h. Les liens entre les chauffeurs et les utilisateurs sont principalement gérés par
un systéeme automatisé qui a recours a des calculs pour améliorer les horaires O
et les itinéraires.
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f. La priorité du trajet n’est pas nécessaire, car notre organisation ne propose O
gu’un seul type de trajet.

g. La priorité du trajet n’est pas prise en compte lors de la répartition des trajets.

h. La priorité du trajet est prise en compte de maniére officieuse lors de la
répartition des trajets.

i. La priorité des trajets est régie par une politique de I'organisation.

j.  La priorité des trajets est régie par une politique de I'organisation et mesurée
de maniére a rectifier et a améliorer continuellement cette politique.

O ooao

e. L'organisation ne transporte que des clients faisant I'objet d’un aiguillage. O

f. L’organisation a recours a des critéres d’admissibilité stricts fondés sur I’age ou
des besoins attestés.

g. L'organisation donne la priorité a ceux qui répondent a des critéres fondés sur O
I’age ou sur des besoins attestés, sans toutefois s’y limiter.

h. L'organisation ne restreint pas I'admissibilité a certains groupes d’utilisateurs.

O

e. Notre organisation ne diffuse pas les heures de disponibilité des services au O
public.

f. Les heures de disponibilité des services sont diffusées par le bouche-a-oreille O
ou d’autres moyens officieux (en général, lorsque les clients appellent pour la
premiere fois). O

g. Les heures de disponibilité des services sont diffusées par I'intermédiaire d’un
programme géré, comme une campagne publicitaire (souvent sous forme de O

dépliants ou autres documents promotionnels).

h. Les heures de disponibilité des services sont diffusées par I'intermédiaire d’'un
programme géré, dont |'efficacité est améliorée par les commentaires obtenus
des nouveaux utilisateurs.

f. Notre organisation fonctionne indépendamment des organisations locales de O
transport ou autres services a la personne.

g. Notre organisation interagit ponctuellement ou en cas de besoin avec des O
organisations locales de transport ou autres services a la personne.

h. Notre organisation interagit périodiquement avec des organisations localesde O
transport ou autres services a la personne a des fins de coordination (p. ex.
applications d’achalandage et de financement).

i. Notre organisation interagit périodiquement avec des organisations localesde O
transport ou autres services a la personne a des fins de coordination.

L’efficacité de ces interactions est mesurée a des fins d’amélioration continue.
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i.

Il n’existe aucune organisation de transport ou de services a la personne dans
notre région.

14.

Sélectionnez I'énoncé décrivant le mieux |'utilisation que fait votre
organisation des questionnaires de satisfaction des passagers.

S@ o

Nous ne recherchons pas et n’enregistrons pas ces renseignements.
Nous recueillons ces renseignements de maniere officieuse.

Nous disposons d’un processus encadré pour enregistrer ces renseignements.

Nous disposons d’un processus encadré pour enregistrer ces renseignements
et de mesures servant a les rectifier et les améliorer constamment.

Ooo0ooaod

15.

Sélectionnez I'énoncé décrivant le mieux la maniére dont votre
organisation gere les déclarations d’incidents et les plaintes.

e.

Les déclarations d’incidents et les plaintes sont inexistantes dans notre
organisation.

Les déclarations d’incidents et les plaintes s’effectuent sous forme de
déclarations officieuses aux gestionnaires de |'organisation.

Les déclarations d’incidents et les plaintes s’effectuent selon un processus de
déclaration encadré.

Les déclarations d’incidents et les plaintes s’effectuent selon un processus de
déclaration encadré et les données sont utilisées pour procéder a des
rectifications et des améliorations continues.

16.

Sélectionnez I'énoncé décrivant le mieux la maniére dont les évaluations
de la prestation des chauffeurs (EPC) sont gérées par votre organisation.

S@ o

Notre organisation ne procéde pas a des EPC.

Les EPC ont uniquement lieu en cas d’événement.

Les EPC ont lieu a des moments prévus ou gérés de maniere proactive.

Les EPC ont lieu a des moments prévus et les résultats servent a alimenter les
prises de décision et a améliorer les méthodes d’évaluation.

Ooo0ooo
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Rapport colt-efficacité et financement
17. Sélectionnez I'énoncé décrivant le mieux la maniére dont votre

organisation gére les trajets groupés pour les passagers ayant un point de
départ ou de destination commun (trajet unique permettant de répondre
a des demandes multiples).

e. Lestrajets groupés ne sont pas pris en compte ou autorisés lors de la |
répartition des trajets. |

f. Les trajets groupés sont laissés a la discrétion du répartiteur du chauffeur
bénévole de maniére a réduire les colts de transport. |

g. Lestrajets groupés sont gérés par un processus cohérent qui vise a augmenter
le nombre d’utilisateurs dans un véhicule unique. |

h. Les trajets groupés sont gérés par un processus cohérent qui vise a augmenter
le nombre d’utilisateurs dans un véhicule unique, et dont I'efficacité est
mesurée pour améliorer les regroupements suivants.

18. Sélectionnez I'énoncé décrivant le mieux la prise en compte de la distance
entre le chauffeur et I'utilisateur au cours de la répartition.

e. Ladistance entre le chauffeur et I'utilisateur n’est pas prise en compte lors de |
la répartition. |

f. Le répartiteur essaie de réduire la distance entre le chauffeur et I'utilisateur en
se fiant a son propre jugement. |

g. L'organisation s’est dotée d’un processus encadré, comme un ensemble de
lignes directrices, que le répartiteur respecte pour prendre sa décision. |

h. La distance entre le chauffeur et I'utilisateur est réduite grace a un progiciel
dont les calculs détaillés servent a décider de la répartition.

19. Sélectionnez I'énoncé décrivant le mieux la structure tarifaire de votre
organisation.

e. Notre organisation ne s’est dotée d’aucun processus pour percevoir des droits O
d’utilisation ou n’a pas évalué la nécessité de ces derniers.

f. L'organisation impose des droits d’utilisation en fonction de la capacité |
financiere présumée des clients.

g. L'organisation gére un systeme de demande d’information sur la capacité a |
payer les droits des utilisateurs nouveaux et déja inscrits.

h. L'organisation gere un systeme de demande d’information sur la capacité a |
payer les droits des utilisateurs nouveaux et déja inscrits, et étudie les
répercussions des changements de tarifs sur I'achalandage.

20. Est-ce que votre organisation regoit du financement d’au moins deux
sources?

c. Oui O

d. Non |

21. A quelle fréquence votre organisation parvient-elle a obtenir une
subvention?

e. Jamais O

f. Parfois |

g. Souvent O

h. Toujours |
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22. A quelle fréquence votre organisation favorise-t-elle ou encourage-t-elle

les dons privés?

e. Jamais |
f. Parfois i
g. Souvent O
h. Toujours ]
23. A quelle fréquence votre organisation sollicite-t-elle du financement ou
des partenariats d’entreprises de transport souvent empruntées par les
utilisateurs?
e. Jamais |
f. Parfois i
g. Souvent O
h. Toujours |
24. Sélectionnez I'énoncé décrivant le mieux la maniére dont les utilisateurs
paient leurs trajets.
f. 1l n’existe aucune politique concernant le mode de paiement des trajets parles 0O
utilisateurs. i
g. L'utilisateur paie directement le chauffeur bénévole, qui remet ensuite le
montant a I'organisation. |
h. L'utilisateur (ou son représentant) paie directement I'organisation en fonction
du trajet réservé. |
i. L'utilisateur (ou son représentant) paie directement I'organisation en fonction
des données sur le trajet réel enregistrées par le chauffeur bénévole. |
j.  Sans objet : 'organisation n'exige aucuns frais des utilisateurs.
25. A quelle fréquence votre organisation applique-t-elle le modéle de
bénévolat amical? (Lorsque des chauffeurs et des utilisateurs qui sont
devenus « amis » sont encouragés a s’entendre entre eux pour planifier
leurs trajets. Chaque organisation est libre de rembourser ou non ce type
de trajets.)
e. Jamais |
f. Parfois i
g. Souvent O
h. Toujours |
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Postes de direction et de gestion

c. Oui m|
d. Non O

e. Jamais O
f. Parfois O
g. Souvent O
h. Toujours O

f. 1l n’existe pas de postes officiels dans notre organisation. O

g. Lesroles sont attribués de maniere officieuse a des membres de I'organisation. O

h. Il existe une procédure officielle appliquée lors du recrutement aux postes de O
direction.

i. Il existe une procédure officielle appliquée lors du recrutement aux postes de O
direction, constamment modifiée afin d'en améliorer le déroulement.

j.  Sans objet ou inconnu O

Pas du tout importante
Trés peu importante
Quelque peu importante
i. Tresimportante

j.  Sans objet ou inconnu.

T @ o
Oooooad

e. Laformation et I’évaluation du personnel ne sont pas assurées par notre O
organisation. O

f. Laformation et I'’évaluation du personnel sont principalement officieuses et
organisées en réaction a un événement ou a une situation. O

g. Laformation et I'’évaluation du personnel sont gérées de maniere périodique. O
h. La formation et I'évaluation du personnel sont gérées de maniere périodique,
les résultats sont mesurés et utilisés a des fins d’amélioration continue.

140



e. Jamais O
f. Parfois O
g. Souvent O
h. Toujours O

e. Aucun outil informatique n’est utilisé pour la répartition et I'enregistrement
des trajets.

f. Des outils informatiques sont utilisés pour faciliter la répartition et la
consignation des trajets.

g. Les outils informatiques sont au cceur d’'une procédure avec mise en ceuvre
encadrée.

h. Des outils informatiques sont utilisés de maniere planifiée et les résultats
mesurés permettent la rectification et I'amélioration continues.

O ooaog

e. Notre organisation n’enregistre aucune statistique sur les trajets.

f.  Les statistiques sur les trajets sont enregistrées de maniére officieuse ou
verbale.

g. Les statistiques sur les trajets sont recueillies selon un processus encadré
reposant sur une méthode de déclaration cohérente.

h. Les statistiques sur les trajets sont recueillies selon un processus encadré
dont les données servent a rechercher des rectifications et les améliorations
de maniére continue.

O ooao

e. Ces renseignements ne sont pas consignés.

f. Ces renseignements sont consignés de maniéere officieuse sur certains
utilisateurs.

g. Il existe un processus encadré pour consigner ces renseignements.

h. 1l existe un processus encadré pour consigner ces renseignements et les
résultats mesurés permettent la rectification et 'amélioration continues.

O ooao
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Gestion des risques

35. A quelle fréquence la formation des chauffeurs porte-t-elle sur I'utilisation
d’équipement d’accessibilité (élévateurs pour fauteuils roulants)?

f. Jamais |
g. Parfois |
h. Souvent |
i. Toujours O
j. Il n’existe ni équipement d'accessibilité ni formation pour chauffeurs dans ]
notre organisation.
36. A quelle fréquence votre organisation procéde-t-elle a des vérifications
des antécédents criminels lors de la sélection de chauffeurs bénévoles?
e. Jamais O
f. Parfois O
g. Souvent O
h. Toujours O
37. Sélectionnez I'énoncé décrivant le mieux la maniere dont les inspections
de véhicules a moteur sont consignées par votre organisation.
e. L'organisation n’effectue pas ou ne consigne pas les inspections des véhicules |
des bénévoles. |
f. L'organisation effectue et consigne les inspections des véhicules des bénévoles
au moment de l'inscription de ces derniers. |
g. L’organisation effectue et consigne les inspections des véhicules des bénévoles
au moment de l'inscription de ces derniers et périodiquement par la suite. |
h. Les inspections des véhicules des bénévoles sont consignées lorsqu’elles sont
effectuées et servent a gérer la conformité des chauffeurs bénévoles, qui est
mesurée régulierement.
38. Sélectionnez I'énoncé décrivant le mieux la maniere dont votre
organisation gére les régles et les responsabilités des chauffeurs.
e. Votre organisation n’a pas adopté de régles ni établi de responsabilités des ]

chauffeurs.
f.  Votre organisation applique certaines régles et entretient des attentes qui sont 0O
portées a la connaissance des chauffeurs, mais certaines ne sont pas écrites.

g. Lesrégles et les responsabilités des chauffeurs sont gérées de maniere a étre |
communiquées de maniere cohérente et exhaustive.
h. Les regles et les responsabilités des chauffeurs sont gérées de maniere a étre |

communiquées de maniere cohérente et exhaustive, et des mécanismes de
rétroaction sont mis en place pour adapter les nouveautés ainsi que les regles
et responsabilités émergentes.
39. Sélectionnez toutes les réponses décrivant le mieux le plan en cas
d’intempéries de votre organisation.
Notre organisation ne possede aucun plan en cas d’intempéries.
Le plan en cas d’intempéries reléve du jugement du chauffeur.
Il existe un plan en cas d’intempéries qui est géré par le répartiteur.
Il existe un plan en cas d’intempéries qui est géré par le répartiteur, et les
résultats de son application (p. ex. nombre de trajets annulés) sont mesurés a
des fins de rectification et d’amélioration continues.

S@ o
I I R N B
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40. Sélectionnez I'énoncé décrivant le mieux la maniére dont votre
organisation dispense la formation aux chauffeurs (sécurité). La
formation peut englober la conduite préventive, les interventions
d’urgence, les plans en cas d’intempéries, etc.

La formation des chauffeurs n’est pas assurée par notre organisation.

f. La formation des chauffeurs est dispensée de maniere officieuse aux
chauffeurs bénévoles.

g. Laformation des chauffeurs est dispensée de maniére officielle aux bénévoles
et porte sur des sujets définis a I'avance.

h. La formation des chauffeurs est dispensée de maniere officielle aux bénévoles
et porte sur des sujets définis a I’avance. Les résultats mesurés, comme les
guasi-incidents ou les préoccupations des chauffeurs, servent a améliorer et a
parfaire le contenu.

41. Sélectionnez toutes les réponses décrivant le mieux la maniére dont votre
organisation gere I'assurance des chauffeurs bénévoles.

e. L'organisation ne consigne et ne vérifie pas I'assurance des chauffeurs.

f. L’organisation vérifie I'assurance des chauffeurs bénévoles au moment de leur
inscription.

g. L’assurance des chauffeurs fait I'objet d’une vérification lors de I'inscription du
bénévole et a intervalles périodiques par la suite.

h. L'assurance des chauffeurs est vérifiée a intervalles périodiques dans le cadre
d’un programme géré qui est comparé a des criteres mesurables de maniére a
améliorer le type de protection.
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