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New Paradigms:  The Premise and New Paradigms:  The Premise and 
ApproachApproach

Premise:Premise:
Fundamental change in public transportation will be Fundamental change in public transportation will be 
inevitable in the next 10 years    inevitable in the next 10 years    (RRD 24 April 1998)(RRD 24 April 1998)

Charge:Charge:
What will public transportation organizations look like 10 to What will public transportation organizations look like 10 to 
15 years hence?15 years hence?

Documents:Documents:
Research Results Digest 24, 1998Research Results Digest 24, 1998
TCRP Report 53, 1999TCRP Report 53, 1999
TCRP Report 58, 2000TCRP Report 58, 2000
TCRP Report 97, 2003TCRP Report 97, 2003
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New Paradigms:  The Premise and New Paradigms:  The Premise and 
ApproachApproach
Central Questions:Central Questions:

�� WHYWHY is fundamental change is fundamental change 
inevitable?inevitable?

�� WHATWHAT will be the nature of the will be the nature of the 
change?change?

�� HOWHOW will fundamental change take will fundamental change take 
place?place?
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A New Paradigm:  A New Paradigm:  WHY?WHY?

�� Quality of life and economic vitality in urban America is at risQuality of life and economic vitality in urban America is at riskk

�� The role and relevance of traditional public transportation is The role and relevance of traditional public transportation is 
being diminished by sociobeing diminished by socio--economic trendseconomic trends

�� Confused Confused ““enabling environment:enabling environment:”” Fragmented Fragmented 
responsibilities, regulatory constraints, conflicting policies, responsibilities, regulatory constraints, conflicting policies, 
goals, demandsgoals, demands

�� ““Public agencyPublic agency”” organizational dynamics and culture:  organizational dynamics and culture:  
hierarchical, monolithic operating agencies, short term focus hierarchical, monolithic operating agencies, short term focus 

�� Slow to grasp, focus on the customersSlow to grasp, focus on the customers’’ experienceexperience

�� Slow to embrace and deploy information age technologiesSlow to embrace and deploy information age technologies

TCRP Report 53,TCRP Report 53, 19991999
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A New Paradigm:  A New Paradigm:  WHAT?WHAT?

Assessing Emerging ExperiencesAssessing Emerging Experiences
�� Experiences in major industriesExperiences in major industries

TelecomTelecom EnergyEnergy SteelSteel
FreightFreight Package deliveryPackage delivery AirlinesAirlines

�� Experiences in public serviceExperiences in public service
Postal servicePostal service Charter schoolsCharter schools Local governmentLocal government

�� Lessons from European transit operations Lessons from European transit operations 
LondonLondon ParisParis Hong KongHong Kong
HamburgHamburg GothenburgGothenburg NetherlandsNetherlands

�� Early U.S. transportation and transit experiencesEarly U.S. transportation and transit experiences
EE--Z PassZ Pass TranscomTranscom SF MTCSF MTC
A dozen U.S. transit agencies and organizationsA dozen U.S. transit agencies and organizations

TCRP Report 58, 2000TCRP Report 58, 2000
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Recognition of the Changes Recognition of the Changes 
UnderwayUnderway

““ Markets will no longer be driven by what manufactur ers choose toMarkets will no longer be driven by what manufactur ers choose to
make and sell but by what customers want to buymake and sell but by what customers want to buy …… People are People are 
starting to bundle together services that were once  in differentstarting to bundle together services that were once  in different
industries because their customers want them toindustries because their customers want them to ……

““ The company of the future will tailor its products to each indivThe company of the future will tailor its products to each indiv idual idual 
by turning customers into partners and giving them the technologby turning customers into partners and giving them the technolog y y 
[and options] to design and demand what they want [ and need].[and options] to design and demand what they want [ and need]. ””

Business WeekBusiness Week,  August 2000,  August 2000

““ As the economy shifts from the economics of scale t o the economiAs the economy shifts from the economics of scale t o the economi cs cs 
of choice and as mass markets fragment and brand lo yalty of choice and as mass markets fragment and brand lo yalty 
disappears, itdisappears, it ’’s more important than ever for corporations to s more important than ever for corporations to improve improve 
the the ‘‘consumer experience.consumer experience. ’’ We are designing human experiences,We are designing human experiences, not not 
buildings.buildings. ””

Business WeekBusiness Week,  May  ,  May  
20042004
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Sharpening the Sharpening the ““ New New 
ParadigmParadigm ”” Premise...Premise...

“…“… the 21st century corporation must bethe 21st century corporation must be ……

……predicated onpredicated on constant changeconstant change , not stability; , not stability; ……

……organized aroundorganized around networksnetworks , not rigid hierarchies;, not rigid hierarchies;

……built on shiftingbuilt on shifting partnerships and alliancespartnerships and alliances , not , not 
selfself -- sufficiency; and sufficiency; and 

……constructed onconstructed on technological advantagestechnological advantages , not , not 
bricks bricks and mortar.and mortar. ””

Business WeekBusiness Week, , August 2000August 2000
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Emerging Principles:  Lessons from Emerging Principles:  Lessons from 

Intermodal FreightIntermodal Freight

�� Between 1980 Between 1980 
and 1985 The and 1985 The 
American American 
President Lines President Lines 
was reorganizedwas reorganized

�� Beginning of a Beginning of a 
logistics logistics 
revolutionrevolution
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SeaLand and MaerskSeaLand and Maersk

�� ““Decision makers... for many years believed Decision makers... for many years believed 
that that working alone with dedicated assetsworking alone with dedicated assets
(ships, containers, chassis, terminals etc.) (ships, containers, chassis, terminals etc.) 
was the way to maintain a competitive was the way to maintain a competitive 
advantage in the marketplace.advantage in the marketplace.””

�� ““During the last decade, the operating During the last decade, the operating 
philosophy at SeaLand evolved from one of philosophy at SeaLand evolved from one of 
being driven by the market, the competition being driven by the market, the competition 
and cost to one of an and cost to one of an obsession for the obsession for the 
consumer.consumer. ””

MCLARY MANAGEMENTMCLARY MANAGEMENT
July 23, 2008July 23, 2008

Rationalization  of Shipping Rationalization  of Shipping -- 19901990

Unified dispatching
and tracking function 

Both SeaLand and
Maersk provide 
modal capacity 

SeaLand and
Maersk jointly

dispatch  

CSX/Sealand
retains the loyalty
of the customer 

Assembles
integrated
package for
customer 
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Changing RolesChanging Roles
�� In the freight industry, you deal with the controller of logistiIn the freight industry, you deal with the controller of logistics cs 

(the (the ““ mobility managermobility manager ’’ ,),) not with the capacity provider.not with the capacity provider.

�� In some cases, UPS outsources the task of providing modal In some cases, UPS outsources the task of providing modal 
capacitycapacity

The integrated service provider The modal capacity provider 
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Package Delivery:  Fed Ex follows suitPackage Delivery:  Fed Ex follows suit
““...FDX is preparing to embark on its new strategy.  FDX ...FDX is preparing to embark on its new strategy.  FDX 

is creating a unique system that will automatically is creating a unique system that will automatically 
select routes for an endless number ofselect routes for an endless number of……shipments ...  shipments ...  
It's quite possible that FDX's system will route It's quite possible that FDX's system will route 
deliveries on ships, airplanes or trucks owned by deliveries on ships, airplanes or trucks owned by 
other companies, even UPS.other companies, even UPS.””

Wall Street JournalWall Street Journal
The Integrated Service Provider The Modal Capacity Provider
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Formation of the Airline AlliancesFormation of the Airline Alliances

Unified dispatching
and tracking function 

Star Alliance
members provide
modal capacity  

Assembles
integrated
package for
customer 

The Customer is
rewarded with United
Airlines FF Miles   

United and Lufthansa
share tickets on
Atlantic  Flights 
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Understands
the "full trip"
of the
customer 

Application of
information technology 

Systems of routing, 
dispatching and 

tracking are 
integrated 

The customer-facing 
integrated services 
company serves the 
door to door need of 

the customer 

Modal capacity is provided by many suppliers
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New Transit Services in New Transit Services in 

GothenburgGothenburg
�� A case study in A case study in 

collaborative collaborative 
managementmanagement

�� The provision The provision 
of specialized of specialized 
transit services transit services 
in Gothenburg in Gothenburg 

�� An example of An example of 
horizontal horizontal 
integration of integration of 
institutionsinstitutions
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A specialized
service

program for
people with
disabilities 

A specialized
service

program run 
by the local

council on the
elderly 

A specialized
service

program run 
by the local

school 

A specialized
service 

program run 
by the local

hospital 

Separate
Clients and
Policies 

 Separate
Service

Providers 

Separate
Programs
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Separate
Clients and
Policies 

Joint
Dispatching

and
Management

Many
Separate
Service

Providers 
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Integrated Scheduling and Integrated Scheduling and 
DispatchingDispatching



4

MCLARY MANAGEMENTMCLARY MANAGEMENT
July 23, 2008July 23, 2008

Gothenburg developed 
an automated 

dispatching program
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Understands
the "full trip"
of the
customer 

Application of
information technology 

Systems of routing, 
dispatching and 

tracking are 
integrated 

The customer-facing 
integrated services 
company serves the 
door to door need of 

the customer 

Modal capacity is provided by many suppliers
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London Transport Bus (Pre London Transport Bus (Pre --TfLTfL ))

�� London Transport provides integrated service London Transport provides integrated service 
to the customer to the customer 

�� LTB is a logistics center that designs, tracks, LTB is a logistics center that designs, tracks, 
and evaluates services on behalf of the and evaluates services on behalf of the 
customer.customer.

�� The LTB has outsourced the task of providing The LTB has outsourced the task of providing 
modal capacity modal capacity 

�� LTB does not own any busesLTB does not own any buses
�� LTB operates very little LTB operates very little 

modal capacity directly modal capacity directly 
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London Transport BusLondon Transport Bus

Application of
information technology 

Modal capacity is provided by many suppliers     

London Transport
provides integrated

fares, schedules, and
standards    

London Transport Bus
applies Countown and

Mystery Shopper 
management resources 

Understands
the "full trip"
of the
customer 

MCLARY MANAGEMENTMCLARY MANAGEMENT
July 23, 2008July 23, 2008

What Was Common?What Was Common?
�� Integrating across organizations, institutionsIntegrating across organizations, institutions

Partnering, collaborating on policy, procedure, resources, Partnering, collaborating on policy, procedure, resources, 
assetsassets

�� Integrating across modes and sectors Integrating across modes and sectors 

Public and privatePublic and private

�� Shifting strategic focus of the organization to the quality of Shifting strategic focus of the organization to the quality of 
service / quality of customer experience service / quality of customer experience 

�� Using information technology to Using information technology to ‘‘enableenable’’ the the ‘‘Mobility Mobility 
ManagementManagement’’ functionfunction

Linking the Mobility Manager with partners and Linking the Mobility Manager with partners and 
customerscustomers

Understands
the "full trip"
of the
customer 

Application of
information technology 

Mobility Manager 

Operational and Structural Definition of 
Mobility Management
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P
ublic P

olicy 

Infrastructure/O
perations

Land U
se 

Understands
the "full trip"
of the
customer 

Application of
information technology 

Mobility Manager 

Overarching Societal Goals 

Implementation of Coordinated Programs

E
nvironm

ental
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Source: Advertisement by J. D. Edwards

Collaboration:
The essential prerequisite

...across organizations

...across modes

...across programs

...across resource bases
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A New Paradigm   HOW?A New Paradigm   HOW?
Six Dimensions of ChangeSix Dimensions of Change

�� Mission shiftMission shift Capacity provider to mobility managerCapacity provider to mobility manager

�� Customer focusCustomer focus Measure quality of the travel experienceMeasure quality of the travel experience

�� CollaborationCollaboration Across modes, agencies, jurisdictionsAcross modes, agencies, jurisdictions

�� IntegrationIntegration OOf  facilities, equipment, systems, f  facilities, equipment, systems, 
services, functions, services, functions, resourcesresources

�� ““ InfoInfo --structurestructure ”” Universal fares, realUniversal fares, real --time info, joint time info, joint 
scheduling and scheduling and dispatching, etc.dispatching, etc.

�� Organ. StructureOrgan. Structure New  /  reorganized  functions, New  /  reorganized  functions, 
units, skillsunits, skills
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Fundamental Change is UnderwayFundamental Change is Underway
Transit Agencies at the FrontierTransit Agencies at the Frontier
�� Los Angeles County Metropolitan Transportation Auth ority Los Angeles County Metropolitan Transportation Auth ority 

(LACMTA)(LACMTA)

�� San Diego San Diego ‘‘Consolidated Agency,Consolidated Agency, ’’ San Diego, CASan Diego, CA

�� Utah Transit Authority, Salt Lake City, UTUtah Transit Authority, Salt Lake City, UT

�� ValleyRideValleyRide , Boise, ID, Boise, ID

�� Chatham Area Transit, Savannah, GAChatham Area Transit, Savannah, GA

�� Greater Vancouver Transportation AuthorityGreater Vancouver Transportation Authority

�� Georgia Regional Transportation AuthorityGeorgia Regional Transportation Authority

�� Transit Authority of River City (TARC)Transit Authority of River City (TARC)

�� Ann Arbor Transportation Authority (AATA)Ann Arbor Transportation Authority (AATA)

�� Twin Cities Metro Transit Twin Cities Metro Transit 

�� Washington Metropolitan Area Transit Authority (WMA TA)Washington Metropolitan Area Transit Authority (WMA TA)

�� New York Metropolitan Transportation Authority (NYM TA)New York Metropolitan Transportation Authority (NYM TA)
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Charting the Change Across the Charting the Change Across the 
IndustryIndustry

Phases of ChangePhases of Change

Conceptualizing?Conceptualizing? Planning?       Planning?       
Deploying?Deploying? Operating?Operating?

Mission ShiftMission Shift ����������������������������������������������������������������������������������������

Customer MeasCustomer Meas .. ��������������������������������������������������������

Collaboration    Collaboration    ������������������������������������������������������������������������

Integration       Integration       ������������������������

InfoInfo --structure               structure               ������������������������������������������������

Organization             Organization             ��� ���� �

ChangeChange
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The Paradigm Shift is The Paradigm Shift is 
UnderwayUnderway ……

What were once viewed asWhat were once viewed as ……

Unique, isolated experiencesUnique, isolated experiences……

Have becomeHave become ……

The industryThe industry’’s new frontiers new frontier……
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In conclusionIn conclusion ……
“…“… business business –– and every other organization today has to be and every other organization today has to be 
designeddesigned ……to create change rather than react to itto create change rather than react to it …….  The .  The 
starting point is not the companystarting point is not the company ’’s own performance.  It is s own performance.  It is 
a careful record of the innovations in the entire f ield during a careful record of the innovations in the entire f ield during 
a given period.a given period. ””

Peter Peter DruckerDrucker
Management Challenges for the 21Management Challenges for the 21stst CenturyCentury

““Servicing the public and planning performance excel lence on Servicing the public and planning performance excel lence on 
a a regionwideregionwide system requires system requires more than equipment more than equipment 
installationinstallation and oneand one --time projectstime projects .  A framework is needed .  A framework is needed 
to to link ongoing actions of the manylink ongoing actions of the many transportation transportation 
operators and service providers in a metro region.operators and service providers in a metro region. ””

ITE JournalITE Journal, , 
May 2004May 2004


