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Small human services transportation providers, especially those operating in isolated, rural
areas, would like to modernize their ride-scheduling systems. They also recognize the benefit of
integrating their services with those of other transportation providers in the community. Yet in
spite of this desire to make their services better and operations more efficient, they find existing
off-the-shelf software for ride-scheduling systems too complicated and expensive.
Fully aware of such transportation barriers through its research, policy work, and pursuit of
solutions, AARP in 2020 provided funding for the consulting firm Full Path Transit Technology
to develop and test a proof of concept of the transactional data specification for demandresponsive transportation (TDS). This investment enabled two nonprofit transportation providers
in highly rural Lake County, Oregon to interoperate their services using a tool available to any
agency with a computer and an internet connection: Google Sheets. The resultant open-source
software is called RideSheet and, though it is still at the proof of concept stage of development,
is now available to other providers looking for a similar solution. Full path is continuing the work
of making RideSheet a ready-to-go tool.
This Spotlight offers a firsthand look at Lake County’s experience thus far.

Throughout the United States, many human service agencies recognize that their clients need reliable
access to transportation and, as such, have added these services to their offerings. Quite often, these
agencies offer “demand-responsive” transportation, which means that riders call in advance to schedule
door-to-door service. To the extent possible, trips are coordinated so that riders who are headed in the
same direction will ride together.
In urban or suburban areas, demand-responsive transportation may function alongside scheduled
transit services that run on fixed routes, like public buses and trains. For rural areas, however, demandresponsive transportation is far more likely to be the only option. This situation is true for Lake
County, Oregon, a big, spread-out place, with more cows than people. If you don’t have access to a
vehicle in Lake County, it can be hard to get groceries, visit a doctor, or take care of any of the errands
that life demands. Two nonprofit organizations—Inner Court Family Center (ICFC) and Lake County
Senior Center Association (LCSCA)—provide demand-responsive transportation because of this gap.
Demand-responsive transportation requires a high degree of scheduling on a daily basis, and
coordinating the many requests can be complex. Up until recently, the two Lake County nonprofits
tracked riders’ requests and trip schedules using a combination of spreadsheets, white boards, and
pencil and paper. As more and more requests came in, it got hard to manage with these tools. They
recognized technology could improve the process, but with no in-house IT staff, they were on their
own. When the agencies tried to use software that was ostensibly designed to help transit agencies,
they found it to be complicated and time-consuming to use. They needed something that would make
things easier, not harder, so that they could focus on their missions and the people they serve.
That’s where RideSheet came in. RideSheet is a cloud-based tool that allows multiple organizations and
multiple people to plan, respond, and track the growing number of requests. It also takes advantage
of the TDS, a new data specification that allows two or more providers to coordinate their services to
function as a single transportation provider.
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Understanding Transportation Needs in Lake County, Oregon
“We’re worthy of having some good tools to use.”
—Andrea Wishart, Executive Director,
Lake County Senior Center Association

Lake County is in south-central Oregon, with a population of 7,895 people. About one-quarter of county
residents are aged 65 or over, and another 13 percent of the population is younger than 65 but living
with a disability. With an area of 8,359 square miles, Lake County covers a land area slightly larger
than the State of Massachusetts. According to a classification system for rural areas in the United
States,1 Lake County is not simply “rural” or “highly rural”; with a population density of 0.94 people per
square mile, Lake County falls into the most rural of rural categories: “frontier.”
Living in a frontier area means that residents often have to travel considerable distances to meet
basic needs. For example, in good weather, it can take 2.5 hours to drive from Paisley to a doctor’s
appointment in Bend, the nearest large city in neighboring Deschutes County. Good weather isn’t a
given, either. “We deal with rock slides, and trees falling, wildfires... on the main roads through this
county, to say nothing of black ice snowstorms that may bury a building,” said Anne Kasbohm, who
manages the transportation program for LCSCA.2 Missy Walton, Business Manager at Inner Court
Family Center, added: “A lot of people that we deal with are still living on those dirt roads that a lot of
our vehicles can’t go down—or won’t go down.”

“There’s no Uber, Lyft, not even an around-town cab. We’re it.” —Andrea Wishart, LCSCA
ICFC and LCSCA are the only transportation options for people in Lake County who do not have access
to a vehicle. ICFC, based in Paisley, relies on volunteer drivers who drive their own vehicles and are

Lake County, Oregon is slightly larger in land area than the
state of Massachusetts.
1
2

2

Map of Lake County, Oregon, along with typical
travel times between selected towns.

Rural Health Information Hub, Accessed 3/9/2021, https://www.ruralhealthinfo.org/topics/frontier#definition
All quotations from ICFC and LCSCA staff are from an interview held via a video conference held on November 2, 2020, with Lara
Bjork and Kevin Chambers of Full Path.
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reimbursed for their mileage to serve the northern portion of the county. LCSCA, based in Lakeview,
provides a range of demand-responsive transportation services mostly in the southern portion of the
county, primarily using its own fleet and paid drivers. While the two agencies offer differing services,
they have overlapping service areas and serve many of the same individuals.
Anne Kasbohm of LCSCA, described the importance of their services this way: “Our transportation
matters to us. It’s getting them food, it’s getting them access to medical appointments, it’s keeping these
folks alive, healthy, and engaged.”

Lake County Providers and Technology
“We’ve tried emailing, we have tried faxing, we have tried connecting and
passing papers back and forth. I mean, it’s always just such a pain.”
—Missy Walton, Inner Court Family Center

Photo credit: Kevin Chambers, Full Path.

ICFC has been tracking its demand-responsive
transportation using spreadsheets, while LCSCA
has primarily relied on a paper-based system.
Interoperation of their services has been limited
as a result.
The two agencies had acquired the same off-theshelf scheduling software package in recent years,
but staff at both organizations found that it didn’t
suit their needs. That experience made Missy
Walton of ICFC wary when the RideSheet process
started. “I was super skeptical. We had tried it
once before, and it is hard to make it work for our
program with volunteer drivers and not having any
type of a set route, anywhere.”
Nevertheless, the agencies had a clear
understanding of what wasn’t working for them,
Rider information storage system at Lake County Senior
and they were motivated to make a change. Anne Center Association, prior to RideSheet.
Kasbohm noted, “We were working on fallible
technology. And with fallible humans. And we were very concerned about trying to keep up with
our ridership. Our ridership has increased significantly, and the current level of our technology was
not going to keep up with the demand that we’re facing.” With an aging population and a significant
new state-level funding source to support expanded transit services,3 all parties recognized that pen,
paper, whiteboards, and ad-hoc spreadsheets did not put the county in a strong position to manage the
growth in demand and services.
The Lake County experience is fairly typical for small, rural transportation providers. Technology largely
doesn’t account for the specifics of demand-responsive transportation or the realities of small agencies.
In the world of transit technology, software developers make a set of assumptions about the agencies
that will use their products: the type of services provided, how data will be transmitted from
operational headquarters to vehicles, the availability of IT staff to monitor and maintain systems, and
more. If an agency happens to fit those boxes, off-the-shelf products could work quite well. However,
3

For more information on Oregon’s Statewide Transportation Improvement Fund, see: www.oregon.gov/odot/rptd/pages/stif.aspx
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for a small transit agency or transportation service in a rural area, operations may not align with any
of those assumptions. The marketplace might not meet the needs, at least not in a way that delivers a
clear benefit for the effort.

RideSheet: A New Approach
In 2020, the AARP Public Policy Institute provided funding for the consulting firm Full Path Transit
Technology to develop and test a proof of concept that starts from a different set of assumptions:

•

Two agencies wanted to be able to coordinate their services without having to call, email, or fax
each other to exchange information.

•
•
•

Door-to-door transportation was the core service offered.

•
•

Users were unfamiliar with sharing digital information in the cloud.

Users didn’t have a dedicated IT department.
Agencies relied on either spreadsheets available only on desktop computers or from handwritten
records.

Drivers couldn’t rely on services like Google Maps to deliver consistently accurate results for the
location of riders’ homes.

RideSheet, the resulting tool, was created in collaboration with staff from Lake County, ICFC, and
LCSCA. Lake County administers state-funded contracts with the two agencies.
While meeting the needs of these two transportation providers, RideSheet is also a proof of concept
with industry-wide relevance. RideSheet was programmed to use the transactional data specification
(TDS) as defined by Transit Cooperative Research Program’s Report 210, Development of Transactional
Data Specifications for Demand-Responsive Transportation. By making sure that RideSheet follows the
structure established in the TDS, the project follows a best practice for data management.

For more information on the transactional data specification for demand-responsive
transportation (TDS) see “Modernizing Demand-Responsive Transportation in the Age of New
Mobility,” and other related publications and videos by the AARP Public Policy Institute.
www.aarp.org/futureoftransportation.

As open-source software, the code that drives RideSheet will be available to other programmers. If
every small transportation provider were to pursue bespoke solutions to their individual needs, the
amount of money spent on software development would be poorly invested. In addition, most small
transportation agencies are not well-positioned to undertake such efforts. A more efficient approach is
to have upfront investment in the development of an open-source software product. After these
development costs are covered, the resulting tool can be made available as open-source software, which
means that transit agencies don’t have to pay for software licenses to use it. Open-source software is
intended to be collaborative, allowing everyone who uses it to benefit as new features are developed.
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RideSheet is a simple, low-cost tool that supports the scheduling requirements of rural, highly rural,
and frontier communities and very small transit providers. With RideSheet, agencies can track
their services and exchange trip data with each other in a streamlined, secure manner. This simple,
sustainable tool demonstrates that demand-responsive transportation trip data can be shared via
two customized, independent Google Sheets (without the need for email, fax, or phone calls between
providers, or for manual rekeying of trip information).
The success of new technology can be hampered by problems with the technology itself, by limitations
on organizational readiness and capacity, or most commonly an unspecified mix of both technical and
nontechnical issues. In planning for RideSheet, Full Path’s goal was to use the simplest, most effective
technology system possible. By providing an open-source, easy-to-use technological approach with the
creation of RideSheet, it was easier to tease out nontechnical concerns and barriers, and to identify the
base level of technical expertise that needs to be in place at agencies that adopt RideSheet. As detailed
in Appendix A, Full Path helped build staff capacity to keep data secure, formalize coordination
processes across the agencies, clarify roles and responsibilities, and evaluate connectivity needs for a
cloud-based service. For other agencies, the process of adopting RideSheet should help reveal similar
areas to be addressed that are specific to their situations.

Agencies Realize Benefits of RideSheet
LCSCA and ICFC staff are already experiencing success with RideSheet. “It’s helped all the way around
with us. And I love that it’ll give us the chance to work closer with the senior center, too,” said Missy
Walton of ICFC. Both organizations are seeing potential for many benefits:

•

Increasing professionalism, security, efficiency, communication, and ability to adjust to last-minute
changes or requests

•

Decreasing administrative burden, errors, and confusion

WHAT’S AN API?
An API provides everything you need for two independent systems to work together in a secure,
reliable way.
Full Path wrote the code for the API that allows RideSheet users at different agencies to
exchange information—and that information follows the structure established in the transactional
data specification. The technical details of the API code can be found on the tool's GitHub site
(https://github.com/full-path/ridesheet/wiki).
Like the RideSheet code, the API design is available for reuse under an open-source license,
which makes it a potentially valuable contribution to the broader effort to standardize all aspects
of exchanging demand-responsive transportation data.
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Figure 1 shows how RideSheet automates information sharing during scheduling, relying on an
application programming interface (API). Because the tool also documents the distance driven for
each scheduled trip, RideSheet also automates data gathering for reporting mileage to funders. For
more information on RideSheet’s technical aspects, please see accompanying Appendix A, RideSheet
Concept of Operations.
Figure 1
Illustration of Data Sharing Process Using RideSheet
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Next Steps
As a proof of concept, the current iteration of RideSheet establishes that data formatted in a way that
adheres to the TDS can be shared by two small transportation providers in an automated fashion. The
Lake County agencies and Full Path are continuing to test and refine RideSheet, so that LCSCA and
ICFC can incorporate the tool into their everyday operations in 2021.
There are at least three areas ripe for further investment.
1. Pilot project. Although RideSheet was developed in the context of two transportation providers in a
single county, agencies in small communities throughout the United States face similar circumstances.
A logical next step would be a pilot project that further tests and refines RideSheet’s capabilities by:

Photo credit: Andrea Wishar t, LCSCA.

— Implementing the current version of the tool in additional communities (to show that Lake
County is not a one-off success),
— Involving more than two providers per community (to understand how the tool performs with
additional complexity), and
— Documenting before and after data for evaluation purposes (e.g., changes in ridership or the
number of unmet trip requests).
2. Refinement of the TDS. The most useful data specifications continue to evolve as they are put into
practice. Accordingly, lessons learned from the Lake County implementation of RideSheet and any
future pilot projects should be fed back into the development of the specification. Similarly, as the
specification evolves, software developers will need to adapt RideSheet so that it evolves in parallel
to changes in the specification.
3. Formal governance for RideSheet. At some point in the lifecycle of open-source software, a formal
governance structure becomes necessary. RideSheet will eventually need to have a core group of
decisionmakers guiding its refinement and maintenance, as well as a willing and active base of
contributors to its code.
4. Serving as a rapid prototyping and testing tool. In situations where RideSheet isn’t a good fit for
everyday operations, it may be useful where a network of agencies needs a flexible and easy-todeploy tool to figure out how a coordination scheme is going to work. RideSheet can also be used
by software vendors as a testing tool to verify that new interoperability features they develop
adhere to the uniform API specifications.

Drivers for the Lake County Senior Center Association
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Conclusion
RideSheet’s development demonstrates the potential of technology solutions that center the real-life
strengths and constraints of transportation providers in rural, highly rural, and frontier communities.
The tool’s first users—the providers in Lake County, Oregon—are enthusiastic and optimistic about
its potential to expand their level of service and their own ability to further embrace technology.
With additional investment, RideSheet can be refined and customized to the needs of additional
communities, while retaining its lean, functional design and its adherence to the TDS. Each new
implementation of this open-source product will inform the core code that is freely available to anyone.
Above all, RideSheet’s success will be achieved by building the capacity of transportation providers to
better serve riders who have few if any options to get where they need to go.

Appendix. RideSheet Concept of Operations
INTRODUCTION

This project had a straightforward objective: to demonstrate that demand-responsive transportation
trip data can be shared via two customized, independent Google Sheets (without the need for email,
fax, or phone calls between providers, or for manual rekeying of trip information). The resulting tool,
called RideSheet, was programmed to use the transactional data specification (TDS) as defined by
Transit Cooperative Research Program’s Report 210, Development of Transactional Data Specifications
for Demand-Responsive Transportation (herein referred to as TCRP 210).
The project was funded by the AARP Public Policy Institute. Full Path Transit Technology developed
RideSheet’s initial implementation for two transportation providers in Lake County, Oregon: Inner
Court Family Center (ICFC) and Lake County Senior Center Association (LCSCA).
OPERATIONAL NEED TO BE ADDRESSED

RideSheet is intended to address the need for a simple, low-cost tool that:

•

Supports the scheduling requirements of rural, highly rural, and frontier communities and very
small transit providers; and

•

Is capable of exchanging trip data with another transportation agency in a streamlined and secure
manner.

Although RideSheet was developed in the context of a single county, these operational needs and
challenges are faced by agencies in small communities throughout the United States, and so this
solution is intended to be easily replicated.
GOALS AND OBJECTIVES OF RIDESHEET

RideSheet is intended to:

•

Serve as a proof of concept that a spreadsheet-based solution can meet the needs of the target
agencies, for everyday use in their independent operations and as a method for exchanging trip
data with partner agencies.

•

Identify and overcome barriers to implementing internet-dependent software solutions in a highly
rural/frontier context.

•

Improve each agency’s capacity to work with data in electronic formats (e.g., stop using paper and
pencil) and to manage a “cloud” environment securely.
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ORGANIZATIONAL STRENGTHS

The project’s progress was possible because of these key organizational factors.

•

Highly engaged stakeholders: ICFC, LCSCA, and Lake County staff all participated consistently in
project meetings, followed through on implementation of Google Workplace, and made themselves
available outside of meetings to offer additional feedback. A project is often successful because it
has a single champion; in this case, the project has a team of champions.

•

A need to prepare for growth: With an aging population and a significant new state-level funding
source for transit, all parties recognized that pen, paper, whiteboards, and ad-hoc spreadsheets did
not put the county in a strong position to manage the growth in demand and services.

•

Clear understanding of what wasn’t working: The agency stakeholders were able to clearly define
what wasn’t working for them. The first step in solving a problem is being sure about what problem
you’re trying to solve, and so this clarity was instrumental in getting the project headed in the right
direction.

•

Reliable internet access: Oregon has relatively robust internet infrastructure in rural areas.
Lakeview and Paisley both have wired broadband internet access, while ICFC staff in the Christmas
Valley area have broadband satellite access that, while having higher latency, is still fast enough to
make using RideSheet viable.

DESIGN PRINCIPLES

RideSheet’s design is based on these principles.

•
•

Single platform: All functionality is available through Google Workspace (formerly called G Suite).

•

Minimalism: RideSheet works predictably like a spreadsheet, and all data is readily exportable to
Microsoft Excel or similar program at any time.

•

Low cost/no cost: The “basic” tier of Google Workspace for Nonprofits is free to nonprofit
organizations for any number of users, and all RideSheet functionality is available at the basic tier.
“Business” and “Enterprise” tiers are available at a discount. As open source software, RideSheet can
be downloaded at no cost.

•

Resilience: Google Sheets has a robust change-tracking and data recovery system that allows users
to track down user errors and reclaim lost data. In addition, RideSheet has mechanisms in place to
protect against common user errors.

•

Flexibility: Users can add columns to their spreadsheets based on their unique agency needs
without involving a programmer. Values in these columns are immediately available for use in
driver manifest reports.

•

Labor-saving: RideSheet’s intuitive functionality will save the user time in daily use.

Security and privacy: Google maintains a high level of security with its Google Workspace
applications and will sign HIPAA business associate agreements (BAAs) with organizations using
Google Workspace.
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APPLICATION DESIGN
Core Data Structure

The data structure is designed to both be intuitive and efficient to use. All active RideSheet data is
tracked in a single spreadsheet document. By default, the active document is backed up on a nightly,
weekly, and monthly basis. When combined with the built-in version tracking of Google Sheets, the
risk of permanent data loss is low. To keep the size of the active spreadsheet relatively small and quick
to load, past service information can be archived on a regular basis.
Each type of record is stored in its own sheet, with the first row of each sheet containing column
names. The result is a tabular data structure that mimics that of a relational database. There are three
main data areas:

•

Customers: Each customer record includes name, a unique ID number, contact information,
mailing and home addresses, an optional default destination, and other essential service-related
fields.

•

Trips: A trip is defined as a journey for one person from one pickup location to one drop-off
location; a visit to an appointment and back would be counted as two trips. When riders are
sharing a vehicle, their trips are entered separately in RideSheet.

•

Runs: A run is defined as one driver operating one vehicle on one day; a run consists of the full
round-trip journey. A run usually includes multiple trips.

Vehicles, drivers, and service types are also data points that are tracked, primarily in support of the
process of creating trips and runs.
Additionally, trip and run data is distributed across multiple sheets in a way that matches the key states
of data that correspond with transportation operations:

•
•

Future, for future and current-day trips and runs.

•

Completed, for recent past trips and runs with all data entry complete.

Pending review, for recent past trips and runs awaiting data entry such as trip outcome, time, and
distance.

Breaking trip and run information into these categories makes it easy to break work down by process
or role. Schedulers and dispatchers only need to work with the “future” sheets, staff focusing on
entering data after the trips have been completed need only work in the “pending review” sheets, and
at the end of the month, data can be gathered from the “completed” sheets.
Core Software Scripts and Business Logic

In addition to an easy-to-use data structure, RideSheet uses software scripts that simplify daily use of
the system. These are made possible through the Google Apps Script service which is integrated into
Google Sheets and other Google Workspace products. Listed below are broad functional categories for
these scripts, with examples of each:

•

Fetching data available from external data sources
— Validating and formatting street addresses using the Google Maps geocoding service
— Storing estimated travel time and distance between two addresses using the Google Maps
directions service
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•

Copying data within the spreadsheet
— Copying customer data such as home and default destination addresses when creating a new
trip
— When a trip appointment time is entered, calculating and filling in the pickup and drop-off
times based on estimated travel time provided by Google Maps

•

Exporting data to other Google Workshop applications
— Exporting trips to Google Calendar for easy visualization of driver schedules
— Exporting trips to Google Docs for creating driver manifest reports

•

Moving data associated with workflows
— Moving recently fulfilled trip data from the “future” sheets to the “pending review” sheets
— Moving past trips and runs with all data entry complete from the “pending review” sheets to
the “complete” sheets

Data Exchange

Data sharing between RideSheet instances is accomplished through a combination of dedicated data
fields, sheets, scripts and application programming interfaces (APIs) that adhere to the data formats
described in TCRP Report 210. Other elements of the API not addressed by Report 210 such as the
formats for URLs are documented in the code repository for RideSheet at https://github.com/full-path/
ridesheet. Like the RideSheet code, the API design is available for reuse under an open-source license,
which makes it a potentially valuable contribution to the broader effort to standardize all aspects of
exchanging demand-responsive transportation data.
Broadly, data sharing can be broken down into three categories: viewing external capacity, viewing
external demand, and claiming external trip requests. This process is shown in Figure 1 of the main
document.
Sharing Scheduled Runs

The two Lake County transportation providers have agreed to share all their scheduled runs with
enough detail so that the other agency can assess whether there is an opportunity to add a trip to
that run from their own rider base. This is accomplished through the spreadsheets that make up each
agency’s instance of RideSheet in the following ways:

•

On the spreadsheet that contains the data to be shared, there is an API that allows a request from
an external source. The API is secured with an API key shared only with authorized agencies and
only provides stop time, city-level stop location, and vehicle occupancy information. No identifiable
customer information is shared. TCRP 210 does not include a data specification for describing
service capacity in this fashion, but the API uses aligned data formats and matching field names to
the extent possible.

•

The spreadsheet loading the other agency’s scheduled runs has the ability to query the other
RideSheet’s API.

•

On the spreadsheet loading the other agency’s scheduled runs, the “outside runs” tab allows each
agency to view the scheduled run information from the other agency.
RIDESHEE T: RUR AL TR ANSPORTATION BENEFITS FROM NE W COORDINATION TECHNOLOGY
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Sharing Trip Requests

On a trip-by-trip basis, each Lake County provider can view trips that the other agency has shared.
This is accomplished with the following:

•

On the “future trips” sheet for each agency, there is a “share” checkbox field. Checking the box for a
given trip makes it available for viewing by the other agency.

•

On the spreadsheet that contains the trip data to be shared, there is an API that allows a request
from an external source. The API is secured with an API key shared only with authorized agencies.
All trip information, including relevant customer information, is shared. This corresponds to and
adheres to the specification for Telegram 1A in TCRP 210.

•

On the spreadsheet receiving the shared trip data, trip data is loaded into an “outside trips” tab,
where it can be reviewed.

Claiming Trips

Once a trip has been shared, it can be claimed. Claiming transfers responsibility for fulfillment of the
trip from the originating provider to the claiming provider. This is accomplished with the following
steps:

•

Any future trip in the “outside trips” tab may be claimed by checking a “claim” checkbox on the
associated trip. The claiming request corresponds to and adheres to the specification for Telegram
1B in TCRP 210.

•

On the spreadsheet that contains the trip data to be claimed, there is an API which allows requests
from an external source. The API is secured with an API key shared only with authorized agencies.
When a request to claim a trip is received, the RideSheet carries out the following steps:

•

— It confirms the trip is still shared and available for claiming.
— It resends the trip information. This corresponds to and adheres to the specification for
Telegram 2A in TCRP 210.
— It moves the trip from the “future trips” sheet to a “sent trips” tab for archiving.
On the spreadsheet belonging to the agency claiming the trip, the following steps are carried out:

— Upon receiving Telegram 2A, the trip is loaded into the “future trips” sheet for scheduling, with
information indicating that the trip originated from another agency.
— If the system can identify the rider as being someone already in the agency’s customer list, the
trip will be associated with that customer. If no match can be found, a new customer record
will be created.
— The trip is removed from the “outside trips” sheet.
— A confirmation that the trip has been received and will be fulfilled is sent back to the
originating agency. This corresponds to and adheres to the specification for Telegram 2B in
TCRP 210.
TCRP 210 includes additional telegrams (3A through 5) related to relaying information on the
completion of the trip back to the original source. Among other purposes, closing this loop is
necessary if the originating agency is paid for arranging this trip, even though they did not provide
transportation. In Lake County, however, funding is provided directly to the agency that provides
the trip, and no reimbursement is made to the agency that received the original trip request. For this
reason, messages 3A through 5 are not implemented at this time in RideSheet.
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CHALLENGES

Timing: Under normal conditions, Full Path would have traveled to Lake County at least twice, once for
initial information-gathering meetings and once for deployment and training. Because the project was
launched after the COVID-19 pandemic hit, all meetings were instead conducted via video conferencing,
a process that is a bit like looking through a keyhole when a panoramic view is most advantageous.
In-person meetings would have allowed Full Path to observe day-to-day operations and staff members’
interactions with technology. These observations would have given a fuller picture of agency needs and
preferences. Workflows and requirements that could not be captured through in-person observation
needed to be addressed through additional iterations in the development of RideSheet. Instead of all-day
interactions, the video conferences were also shorter sessions stretched across many days. In addition, like
many western counties, Lake County experienced a life-threatening fire in September. The Brattain Fire
burned more than 50,000 acres south of Paisley, and required the evacuation of the town for a period of
days. These events had the effect of slowing the project timeline significantly as both Full Path and Lake
County agencies needed to adjust priorities and their allocation of resources.
Google Workspace setup: Neither ICFC or LCSCA were using Google Workspace in any way prior
to this project. Full Path could have handled the setup process for the agencies, which would likely
have been faster. However, one of the goals of this project was to build the technology capacity of the
agencies. Accordingly, Full Path took a more hands-off approach by providing a list of tasks for each
agency to complete. Getting accounts set up ended up taking more time than expected, which further
cut into time available for testing and deploying RideSheet.
Data security: One of the biggest changes in moving to a cloud-based system is related to data security.
Agency staff who were used to working with documents stored on their own computers and email
needed to become familiar with how shared, collaborative documents are set up, used, and kept secure
over time. To set the agencies up for success with information security generally, Full Path contracted
with Chris Apgar of Apgar and Associates to provide HIPAA-compliant information security training
and develop an extensive template of policies and procedures. Chris helped the Lake County providers
understand that security involves how people behave, how physical devices and written information
are treated, and how technological tools are set up to keep data accessible but appropriately limited. His
training emphasized the need for reasonable safeguards that also ensure contract compliance, as well as
the importance of risk analysis, disaster recovery planning, and building a culture of security awareness.
Google Maps limitations: The accuracy of Google Maps is much more limited in rural areas such as
Lake County. When entering a street address, it is not uncommon to be directed to a place that may
be a significant distance from the actual location. Fortunately, Google offers an option to convert a
location’s latitude and longitude coordinates to a seven- or eleven-digit “plus code”. However, the process
is not terribly streamlined. Since most of the incorrectly mapped locations are individuals’ residences,
it is likely that dispatchers will complete this process when entering a new rider into the system, rather
than for each trip. Plus codes are worth the effort because they allow for any rural location to be fully
geocoded, thus ensuring accurate pickup and drop-off information can be conveyed to drivers.
Instituting new workflows: Managing change in an environment with constrained resources is
always difficult. In the rural context, staff are often wearing several hats at once, making it challenging
to focus on developing new processes. Drivers may be unfamiliar with or resistant to using new tools.
At this early stage in the development of RideSheet, the system is designed to serve primarily as a
tool for scheduling trips and reporting a summary of those trips at the end of the month and quarter.
Same-day changes to drivers’ schedules remain a manual effort to be handled over radios or mobile
phones. As RideSheet matures, it may be worth the effort to link RideSheet to a phone or tablet app
that sends notifications of last-minute schedule changes to drivers in a more seamless way.
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NEXT STEPS FOR LAKE COUNTY

Lake County is still in the early stages of using RideSheet and discovering how to best integrate the
technology into daily operations and larger strategic goals. There are many possible components that
could be developed that could increase its usefulness. For example, a dashboard could be developed
to automatically provide updates as new pending requests are received, or reporting processes could
be further streamlined. If Lake County providers undertake additional coordination efforts with other
neighboring transportation providers, such as those in Klamath Falls or Bend, the data sharing features
could be expanded accordingly. While this is just a sampling of possible directions, more important
than any particular feature is the process of taking an iterative approach where the technology does
not get out ahead of the priorities and organization capacity of the agencies using that technology.
CONSIDERATIONS FOR NEW INSTANCES OF RIDESHEET

Transportation technology projects often focus myopically on technology tools, to the exclusion of
assessing the nature of the problem being solved for or responding to gaps in capabilities that affect the
ability of the organization to be successful with technology tools over the long term. While RideSheet
is proving to be a useful tool in the Lake County context and is likely to help others with similar needs,
the project team cautions against assuming that it is a silver bullet solution for rural providers as a
whole.
Even in cases where it is a good fit, success with RideSheet is dependent on an investment in
technology management, capacity building, data security training, and preparation/change
management for new workflows. Like so much open-source software, RideSheet is free, in the sense
that it can be downloaded without charge. However, like a free kitten, there are other costs to plan for
to keep the system up and running for the long haul. As of this writing, it is too early in Lake County’s
use of RideSheet to present ongoing operational costs.
The existence of a technology tool like RideSheet is one piece of the puzzle—and not even the one
that takes the most effort. Above all, there has to be enough funding to support capacity building and
innovation. Other elements to account for include:

•
•
•
•
•

General familiarity with data management through tools like Excel or Google Sheets
On-the-road technology, such as mapping apps for driving directions
Radios or app-based real-time communication tools
Rural wireless connectivity
Coordination with neighboring transportation providers

NEXT STEPS FOR RIDESHEET

As detailed in the main document, next steps for RideSheet
include a pilot project to further test and refine the tool;
adaptations to RideSheet as the first version of the TDS is
finalized and as it continues to evolve; and formal governance
for RideSheet to guide the ongoing maintenance and
development of this tool.
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