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M I S S I O N

It is the mission of CTS to increase the availability of cost-effective 

and efficient transportation services to transportation 

disadvantaged individuals and communities.

V I S I O N

With an empowered team of professionals, CTS adds value to the services provided 

to our customers and improves the lives of the people we serve. 

V A L U E S

Customer Focus - Our customers are the reason we are here

Integrity - We communicate openly, honestly and responsibly

Respect - We treat others as we want to be treated 
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MESSAGE FROM THE PRESIDENT

Diane Pivirotto, Vice Chairperson

 

Jeffrey Beadle

In 2018, we continued to grow the CTS footprint by implementing transportation programs with new

health plan partners in the Northeast and Mid-Atlantic regions. Our person-centric service delivery

model is aligned with the goals of health care, government agencies, school districts and social

service agencies that together support fragile populations.  With this growth in service comes a

growing number of employees. With close to 150 employees working in both Connecticut and New

Hampshire, as well as Massachusetts, New York and Pennsylvania, CTS continues to embrace the

same mission, vision and values that we committed to more than 20 years ago.  We are customer

focused, communicate openly and operate with integrity and respect.

 

Our year was quite busy with training and orientation for our expanding workforce, developing provider

networks in new states and implementing new projects. We migrated to an updated trip scheduling,

reservations and reporting platform, launched our new website, www.ctstransit.com, and facilitated a

national NEMT discussion. We also rolled out a new product, designed with health centers and medical

providers, to provide greater access to care for their under and uninsured patients.

 

Our success and the exemplary level of service we provide to our customers is directly attributable to

the expertise and dedication of the CTS staff and board as well as our network of more than 250

professional transportation providers. All day, every day, we work together to bring thousands of

individuals to medical appointments, educational opportunities, and other destinations that contribute

to their health and well-being and that of the community. With the help of our staff and colleagues and

support of our business partners, we are looking forward to another banner year in 2019.

BOARD OF DIRECTORS

David L. White, President & Chairperson

David White
President & Founder

Reginald (Rex) Knowlton, Treasurer

 

Douglas Holcomb

Richard Schreiner, Secretary

 

Loraine Cortese-Costa

 



Ansonia Public Schools

Branford Public Schools

Bridgeport Public Schools

Bristol Public Schools

Cheshire Public Schools

Danbury Public Schools

East Haven Public Schools

Easton/Redding Region 9 Public Schools

Guilford Public Schools

Hamden Public Schools

Middletown Public Schools

Milford Public Schools

Monroe Public Schools

New Britain Public Schools

North Branford Public Schools

Orange Public Schools

Oxford Public Schools

Portland Public Schools

Torrington Public Schools

West Haven Public Schools

Westport Public Schools

Winchester Public Schools

Winsted Public Schools

OUR
PARTNERS

CONNECTICUT SCHOOL DISTRICTS

NEW HAMPSHIRE SCHOOL DISTRICTS

SAU 8 Concord School District

SAU 46 Merrimack Valley School District

SAU 54 Rochester School District

SAU 72 Alton Central School District

SAU 86 Barnstead School District

SAU 93 Monadnock Regional School District

SAU 301 Prospect Mountain JMA School 

WORKERS' COMPENSATION

AGENCIES

COMMUNITY HEALTH CENTERS

ALS Association - Connecticut Chapter

Connecticut Council on Developmental Disabilities

Connecticut Department of Children and Families

Acadia Insurance

AIM Mutual Insurance

ARROW Mutual Insurance

Big Y Foods Inc.

Continental Western Group Insurance

Cove Risk Services

Gallagher Bassett Services, Inc.

Guaranty Fund Management Services

The Lawson Group

Mac Risk Management

Meadowbrook Insurance Group

Medical Evaluation Specialist of Connecticut

Medical Evaluation Specialist of NH

New York Insurance Fund

Professional Evaluation Network

Tristar Risk Management

Workers' Compensation Trust

Coos County Family Health Services/North Country NH

Greater Seacoast Community Health

Manchester Community Health Center

MEDICAID & MCO's

AETNA Better Health of New York

Boston Medical Center Health Net Plan SCO

Commonwealth Care Alliance

Fallon Community Health Plan

New Hampshire DHHS

New Hampshire Healthy Families

University of Pittsburgh Medical Center Health Plan

Well Sense Health Plan



FINANCIAL STATEMENT

2018 OPERATING REVENUE 2018 OPERATING EXPENSE

Medicaid:    $56,011,232

Workers' Comp:        $377,734

Special Education:     $3,073,924

Other:         $115,879

Direct Program:     $51,323,601

General & Administrative:     $8,278,884

$59,578,769 $58,602,485

86¢ of every

dollar is spent on

direct

transportation

program

expenses.



Operating Revenue:

Operating Expense:

Change in Net Assets:

REVENUE GROWTH

2016

 

$35,391,565

$34,285,115

$1,106,451

2017

 

$44,668,841

$42,831,785

$1,837,056

2018

 

$59,578,769

$59,602,485

($23,716)

In 2018, CTS continued to show steady year-over-year growth

with the addition of both new Medicaid NEMT and

facility-based transportation projects. Additionally, for the 2017-

2018 academic year, the Office of Specialized Transportation

(OSTS) coordinated the most student transportation trips to date

for individuals in both Connecticut and New Hampshire. 2018

was a year of investment in the company’s staff and

infrastructure to create efficiencies and an even better product

offering to meet the needs of the dynamic Non-Emergency

Transportation market. With a fully developed plan to expand

service into surrounding regions and grow its already extensive

provider network, CTS remains committed to its Mission, Vision,

and Values.

2015

 

$20,994,599

$20,826,700

$167,899



YEAR IN REVIEW

OCTOBER

2017

CTS makes

employee-sponsored

donation to Beth-El

Center in Milford, CT

CTS rolls out

company 

'brand refresh'

CTS begins contract with

University of Pittsburgh

Medical Center in

Pennsylvania

CTS begins contract

with Fallon Community

Health Plan in

Massachusetts

CTS migrates to new

trip reservation

software

In January of 2018, CTS began its partnership with the University of

Pittsburgh Medical Center Health Plan, coordinating transportation for

their Dual Eligible and Community Health Choices populations. UPMC

was ranked the #1 hospital in Pittsburgh and was also named to the

U.S. News & World Report Best Hospitals Honor Roll. 

February marked the start of a new partnership between Fallon Community Health

Plan and CTS. Fallon Community Health Plan is the only health plan in Massachusetts

that is both an insurer and provider of care, as well as being NCQA accredited. This

year, CTS began working with Fallon and Navicare to provide their Medicare Advantage

Special Needs Plan (SNP)/Senior Care Options (SCO) program members with the

transportation they need to improve their health outcomes and quality of life. 

October 2017 marks the

start of CTS' 21st year

in business

CTS becomes

member of

Massachusetts

Association of Health

Plans (MAHP)



SEPTEMBER

2018

CTS employees collect

school supplies for

Bridgeport Public

Schools (CT) and

Friends of Forgotten

Children (NH)

CTS launches new

website

CTS facilitates NEMT

discussion at CTAA

Expo

CTS handles record

number of calls in

one month (38,735)

CTS coordinates

record number of

completed trips in

one month (168,231)

CTS holds NEMT

webinar through

ACAP

At the CTAA Expo in Pittsburgh in June, CTS President and Founder, Dave White,

participated with a panel of other industry leaders to discuss Non-Emergency

Medical Transportation with a national audience. In this discussion, CTS

presented ideas involving efficient provider network development and cost-

saving choices that supplement traditional networks including utilizing public

transportation, mileage reimbursement, and other innovations.

This summer, CTS partnered with ACAP, the Association for Community

Affiliated Plans, to host a webinar to discuss topics within the Non-Emergency

Medical Transportation (NEMT) industry. During this webinar, the CTS team,

emphasized the importance of technological innovation in this industry and

how access to NEMT is not only cost effective, but improves health outcomes

for individuals and their overall quality of life.

CTS Annual 2-Day

Strategic Planning

Retreat

CTS Yearly Employee

Satisfaction Survey

CTS completes

Employee Compensation

Study



CTS 

BY THE 

NUMBERS

Total Employees

7,562 99.5% 

 Satisfaction

Rating Across

All Contracts

Total FY18 Calls

Accepted

 Total Hours

Spent on

Employee

Training

 Contracted &

Credentialed

Transportation

Providers In Network

Total Booked Trips

Individuals

Transported

"As a transportation provider who has worked with other brokers, CTS is the

only company that really cares about the recipients of their rides. CTS has a

great staff and they work hard to help the citizens of New Hampshire get to

their medical appointments ." -Omar Rousan, New Hampshire

253

15,720

148

440,979 41,289

Vehicles In

Network

3,626

"Your team is

phenomenal!  When

I called, I didn’t feel

like I was just

talking to another

corporation and

have had nothing

but great service.  I

have never had a

bad experience and

your team is doing

great things." -Well

Sense Member

Hours Spent Working With

Members To Fulfill

Transportation Requests

2,219,209



CTS
NEWS2018 marks the 9th year of a valued  partnership between CTS and the Association for

Community Affiliated Plans as a Preferred Vendor. ACAP Preferred Vendors must be

recommended by at least two ACAP members and continuously  deliver high quality, member-

centered services with no negative reviews. CTS achieved this distinction through commitment

to improving health outcomes for patients by removing transportation barriers to accessing care

for the most fragile populations. CTS believes that partnering is a long-term, cooperative

relationship built on trust, integrity and professionalism, and produces a "win-win" outcome for

all parties involved, including Members, business clients and transportation provider networks. 

In July, CTS conducted its annual Employee Satisfaction Survey where all CTS staff members were asked to provide

feedback to Human Resurces and the Senior Leadership Team regarding many aspects of their employment and

satisfaction with the company as a whole. As a result of the previous years' action items, CTS enhanced its retirement plan

by adding a 403(b) matching program. This increased employee satisfaction with retirement benefits by 40% ! Overall

satisfaction increased in 2018 in areas pertaining to Company & Work Culture, Employee Engagement and Teamwork

Initiatives. CTS and the Senior Leadership Team use the information yielded from this survey to shape new initiatives for

the year to come.

Each year, CTS holds an annual Strategic Planning Retreat in August for Management and Senior Leadership. At this

two-day meeting, CTS leaders discuss progress within the past year as well as define objectives and goals for the

upcoming year for each department and the strategies put in place to meet them. In 2018, CTS management analyzed

potential barriers to growth and designed strategies to remove them.

CTS continues efforts to recruit and retain the best and most experienced professionals in the business. Part of achieving

that goal is to offer a competitive salary and benefits package to all employees. In 2018, CTS used an outside consulting firm

to perform a thorough Compensation Study, which was completed in September.  Using their direction and guidelines, CTS

was able maintain fair compensation accordingly and equivalent to the industry.



The Town of Lancaster EMS crew works day and

night to provide quality and reliable service to the

community. The department operates 24/7/365

and is the largest ambulance provider in Northern

New Hampshire and provides transport all over

New England. Town of Lancaster EMS services

has partnered with CTS to help provide

professional ambulance transport to members in

Northern New Hampshire.

TOWN OF LANCASTER

AMBULANCE SERVICE

PROVIDER
SPOTLIGHT

One of the 253 credentialed transportation providers CTS has contracted with is the Town of Lancaster

Ambulance Service located in Lancaster, New Hampshire. Typically, Town EMS services do not contract

with transportation brokers. However, this EMS service was willing to join our provider network because

there were a number of individuals living in this rural part of New Hampshire in need of regular non-

emergency ambulance transports to and from their appointments. The Town of Lancaster EMS makes sure

these members will always have access to the medical care they need.



CTS IN THE
COMMUNITY

As an industry leader, CTS coordinates more than 2,000,000 trips per year in

Connecticut, Massachusetts, New Hampshire, New York, and Pennsylvania and

throughout the Northeast for a wide variety of individuals in need of quality

health care, as well as Special Education students and injured workers. In doing

so, CTS has fostered a corporate culture of lending a helping hand to the

communities in which we operate. CTS employees make donations through

participation in various workplace practices such as the occasional dress-down

day and funds from the “CTS Snack Basket.” All proceeds are donated to a local

cause selected by the employees. This year, CTS employees voted to support the

Milford, CT based Beth-El Center. The Beth-El Center supports clients ranging

from veterans and older adults to people working through unemployment,

illness, catastrophic events, addictions and mental health issues.

As an organization that works with students on a daily basis, we see the importance of having access to quality

education and supplies. Prior to the start of the 2018-2019 academic year, CTS employees held school supply drives, in

both Connecticut and New Hampshire, then donated those supplies to local school districts and organizations such as

Friends of Forgotten Children. Together, CTS donated dozens of notebooks, binders, folders, pens, and much more.



SPECIAL THANKS

Wishing You All The Best

In 2018, CTS said a bittersweet farewell to Donna Strigler, Senior Vice President of Special Projects. 

Donna’s leadership, expertise and work ethic over the past 10 years has been invaluable to the company

and pushed everyone to do more and to do it even better.  She left CTS with a solid foundation and well-

prepared to continue providing exemplary service as CTS expands its footprint and moves into the future. 

CTS wishes Donna all the best for a long, active and well-deserved retirement.

Driving New Talent

The transportation industry is always evolving – new ideas, new requirements, new technologies – and CTS leads the way by

adding youth and experience to its ranks. Through their internship program, designed to provide opportunities for local youth

and vet young talent, CTS recently netted two new faces who performed so well as interns, they became full time employees

upon graduation.

 

 Liam Fama, a Fairfield University graduate, joins CTS as a Service Desk Analyst in our

Information Technology Department, working to maintain and improve critical technology

needs. “As an intern, I was fortunate to witness how CTS was growing and that excited me.

Today, working full time is equally as exciting as I learn how our IT infrastructure and

services support Operations, and ultimately, CTS’ mission of connecting people with care.

I’m grateful to be a part of the team!”

 

Sarah Barbarula, a recent MBA graduate of Johnson & Wales University, brings a fresh

perspective on how CTS talks to the marketplace as the newest Proposal Writer. "As an

intern and now as a Proposal Writer, I have been able to have a hand in many different

projects relating to Business Development, each a little different from the last. At CTS, I

am able to combine my marketing and writing skills with the company's existing

knowledge of the industry in order to keep our approach fresh and evolving with the

times."





35 NUTMEG DRIVE - SUITE 120

TRUMBULL, CT 

06611

25 TRIANGLE PARK DRIVE

CONCORD, NH

03302

203.736.8810.

For more information about CTS, our Mission, and

our capabilities, visit 

ctstransit.com


