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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 we provide 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

David. L. White, Chairperson

Diane Pivirotto, Vice Chairperson

Richard Schreiner, Secretary

Reginald (Rex) Knowlton, Treasurer

Douglas Holcomb

William McDonald

Marla Pantano

Stephen Martin

Bill Hanson
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CTS continued to succeed in 2020, a year of unprecedented challenges across the nation.  

 

Early in the year we renewed our partnership with a longtime customer, Commonwealth Care Alliance in

Massachusetts, rolled out a first of its kind transportation program with the U.S. Veteran’s Administration

in New Hampshire and Vermont, implemented NEMT services with EmblemHealth in New York and

Connecticut and expanded our footprint in Pennsylvania to meet member needs with the University of

Pittsburgh Medical Center Health Plan. We worked with Tufts Health Plan in Massachusetts to provide

additional services for their  membership. To better serve our customers, we formed an Account

Management Team to provide a single point of contact for our partners and added staff to our Information

Technology Department. We re-organized and enlarged our Business Development Department to continue

CTS’ growth.  All of this activity doubled our staff. We expanded our physical footprint with an additional

20,000 square feet of office space at two new locations in Connecticut and and also expanded supporting

IT capabilities.

In early March, faced with mounting concern over the novel coronavirus pandemic, we moved our entire staff to work-at-home positions

to support their own health and safety. This provided uninterrupted services to our customers.  We created new transportation solutions

with our partners to safely transport infected individuals to testing and treatment. We offered training on enhanced vehicle safety and

cleaning protocols as well as advocated for PPE for our network providers and drivers. On behalf of the state of New Hampshire, we

designed and established a specialized program to transport COVID positive homeless individuals to a centralized care facility and from

there to a recovery facility. Our specialized transportation programs pivoted from bringing students to school to bringing homework and

meals to students’ homes in New Hampshire.

David L. White

CTS adapted to the unprecedented challenges of the year by remaining flexible and working tirelessly to meet

every challenge.  I commend our entire staff for their adaptability and support, and especially for their

continued dedication to helping the most vulnerable populations through these trying times. 

As we look forward to 2021 and the end of the pandemic, we are optimistic that CTS will continue to be a

national leader in the provision of non-emergency medical transportation services to those most in need

throughout the country.

David L. White

MESSAGE FROM THE PRESIDENT & CEO

Dave White, President & CEO 



Amity Regional School District

Ansonia Public Schools

Bridgeport Public Schools

Cheshire Public Schools

Danbury Public Schools

East Haven Public Schools

Easton, Redding & Region 9 School Districts

Guilford Public Schools

Hamden Public Schools

Madison Public Schools

Milford Public Schools

Monroe Public Schools

Naugatuck Public Schools

Orange Public Schools

Oxford Public Schools

Pomperaug Regional School District 15

Region One School District

Stratford Public Schools

West Haven Public Schools

Westport Public Schools

CONNECTICUT 

SCHOOL DISTRICTS

NEW HAMPSHIRE 

SCHOOL DISTRICTS
SAU #24 - Henniker School District

SAU #37 - Manchester School District

SAU 38 - Concord School District

SAU 46 - Merrimack Valley School District

WORKERS' COMPENSATION

AGENCIES & COMMUNITIES

FEDERALLY QUALIFIED HEALTH CENTERS

ALS Association – Connecticut Chapter

Connecticut Council on Developmental Disabilities

Connecticut Department of Children and Families

The Arc  Connecticut

West Hartford Dial-A-Ride

A.I.M. Mutual Insurance Companies

AmeriTrust

Arrow Mutual Liability Insurance Company

Continental Insurance Agency, Inc.

Cove Risk Services, LLC

Crum & Forster Insurance

Curtin, Murphy & O’Reilly, P.C.

Express Energy Services

FutureComp

Gallagher Bassett Services, Inc.

General Dynamics Electric Boat

GFMS | Guaranty Fund Management Services

Halloran & Sage LLPWC ESIS New England

WC Letizia, Amb

WC PMA MEDICAL

WC Professional

Workers' Compensation Trust

Greater Seacoast Community Health

Amoskeag Health (Manchester Community Health Center)

MEDICAID & MCOs
AETNA Better Health of New York

AmeriHealth Caritas

Boston Medical Center Health Net Plan, SCO

Commonwealth Care Alliance

EmblemHealth

Fallon Community Health, Navicare

New Hampshire DHHS

New Hampshire Healthy Families

Tufts HealthPlan

University of Pittsburg Medical Center Health Plan

SPECIALIZED TRANSPORTATION

PROGRAMS
U.S. Veteran’s Administration

Manchester VA Medical Center, NH

White River Junction VA Medical Center, VT

OUR

PARTNERS



Investments in Quality: 
This year CTS developed an expanded customer-facing and

quality improvement team and processes to better serve our

customers. We developed a team of professional

Account Managers to offer our customers one point of contact

and encourage open and ongoing communication; expanded our

Internal Audit team and capabilities to monitor and improve

processes across all CTS departments; and continued to

improve our data integrity with an investment in our

Transactional Quality Assurance Team.

In addition, we positioned ourselves for future growth with a

substantial investment in Business Development.

We ended this fiscal year with a solid $800,000 surplus, not

including the abovementioned CARES Act relief funding.

FY2020 presented an opportunity for CTS to both invest in

quality improvements and stabilize financially.  

CARES Act: 
The Coronavirus Aid, Relief, and Economic Security (CARES) Act

and the Coronavirus Response and Relief Supplemental

Appropriations Act of 2021 was designed to provide fast and

direct economic assistance for American workers, families, and

small businesses, and preserve jobs for American industries.

Through the CARES Act, CTS applied for and received a Payroll

Protection Program loan. With those funds, were able to

maintain staffing at pre-COVID levels and provide uninterrupted

service to all of our customers. In compliance with the terms,

the loan was subsequently converted to a grant.

FINANCIAL

REVENUE GROWTH

OVERVIEW



Direct Program:     $58,374,260

General & Administrative:     $1,929,184

Medicaid:   $54,983,240

Student:     $3,665,549

Workers' Comp:        $195,496

Specialized:     $2,248,204

    CARES Act Grant:     $1,798,999

$0.97 of every

dollar is spent on

direct program

costs. 

FINANCIAL STATEMENT

2020 OPERATING REVENUE 2020 OPERATING EXPENSE

$62,891,488 $60,303,444



OCTOBER

2019

Phase 1 of office expansion to

accommodate growth

DECEMBER

2019

FEBRUARY

2020

YEAR IN REVIEW

CTS designs first-in-the-nation

pilot transportation program with

U.S. Veteran’s Administration

Go LIVE: CCA

To protect the safety and wellbeing of

employees, we transitioned staff to

remote work environment in response to

COVID-19 and stay at home order 

Introduced expanded self-service

Business Intelligence reporting

Employee-directed donation

presented to Boston Health Care

for the Homeless

Implemented programs in NYC,

CT, PA and expanded space

Implemented VA in NH

"A member stated that you were very friendly and accurate and booked her trip fast. She

stated that you were very professional and that she wanted to send you some flowers!"



AUGUST

2020

"A member was in a jam with getting to his appointment. The CSR was fantastic and the client was absolutely blown

away. He said he had not seen such great service in 15 years, and that she was very kind and went above and beyond for

him. Thank you so much for being so kind and helpful. You are doing a great job!"

APRIL 

2020

JUNE

2020

Introduce Transportation

programs for COVID-

positive residents of

New Hampshire

Sponsor ACAP CEO Summit

Annual Leadership

Strategic Planning

Retreat

Welcome new 

CTS Board Members

"A member wanted to express that you all are amazing. What you do for members like him really

makes a difference. He appreciates everything our company does and wants us to never stop being

who we are - it’s a breath of fresh air for him. You all are rock stars!"

Implemented VA Vermont

The global COVID-19 pandemic continued to require social distancing.

Many annual events and conferences became virtual in an effort to

prioritize safety. 



Partners

483,687

Covered 

Lives

Network

Providers

Hours Dedicated to 

Member Service

Trips booked Trips Performed

246,160

35259

361,462 1,363,032

Network 

Vehicles

7,163

Calls Handled 

1,926,224

CTS BY THE NUMBERS

Hours

Dedicated to

Employee

Training

6,756

"A member called and stated that she spoke with a CSR who kept his cool

and put her at ease when she was upset and confused. She stated that in her

book he deserves the best. She wanted everyone at CTS know how wonderful

he was."

19,133,714
Miles Driven



CTS is proud to work closely with National Ambulance, one of our credentialed

and contracted transportation providers. National consistently furnishes

excellent care to some of our most fragile members in Massachusetts.

National Ambulance, LLC was founded by two EMTs, brothers Avdey Adzigirey

and Kirill Adzigirey, on February 9th, 2005, with its principal place of business at

425 St. James Ave. Springfield, MA, 01109.

With a diverse business suite, ranging from mobile healthcare solutions and

emergency ambulance response to non-emergency medical transport services,

National delivers Advanced Life Support, Basic Life Support, and wheelchair van

services to many local facilities with a high degree of professionalism,

reliability, and consistency to our partners and clients.

The company mantra, “Our Focus is People” drives their service delivery and

management approach and aligns with our own mission at CTS. With a staff of

200 qualified professionals and a fleet of 100 vehicles, National is an important

partner in our Transportation Network.

PROVIDER SPOTLIGHT

"CTS has become one of National Ambulance's most consistent transportation partners. Their advances in technology and customer-

focused approach fit naturally with National Ambulance's focus on people. We look forward to continuing to grow our partnership and

provide a much-needed service for individuals with unique medical needs and services." - National Ambulance



CTS NEWS

PANDEMIC PLANNING & RESPONSE
The Novel Coronavirus, COVID-19. There is no way to recap 2020 without acknowledging the impact COVID-19 has had on CTS, our customers, and those in their

care. This unprecedented global pandemic changed the way we live and work. It presented challenges that we were able to turn into opportunities to adapt

and help.

 

In early March, CTS convened a Pandemic Response Committee that met daily as news and guidance came from the CDC and state governments. We

developed a phased response plan and worked to keep our own staff, our transportation network providers, and the individuals they carry safe. By March 18th,

we had transitioned our staff to a remote workforce with the necessary equipment and support to be compliant and effective working from their homes. As an

essential business, CTS continued its work, uninterrupted, throughout the year, but we are looking forward to the time when we will be working together

again!

We stayed in contact with our transportation network, offering training and advocating for personal protective equipment for drivers. We were able to use that

network, trained in new safety protocols, to respond to newfound needs. Working with the NH Department of Health and Human Services, CTS helped slow the

spread of the virus in the homeless population by offering transportation to newly established temporary shelter sites for healthy individuals, and to

convalescent facilities for those people exhibiting symptoms or testing COVID-positive. Schools moved to virtual classroom settings, eliminating the need for

our student transportation programs; however, in the Manchester, NH school system, we re-purposed our trained drivers to deliver homework, school supplies

and meals from the schools to students’ homes.

Throughout 2020, CTS was able to adapt our business model, meet the challenges presented by this pandemic and continue to offer much needed

transportation to the regions we serve.

INFRASTRUCTURE & IMPROVEMENTS
To better serve our customers and with an eye to the future of our industry, CTS continually assesses our products, technologies and workflows and never

settles for status quo.

 

We continued to strengthen our ‘No Wrong Door’ philosophy with a mobile application for drivers that simplifies their trip assignments and invoicing and gives

us a real-time window into each trip as it is being performed. Our Lyft trips are now fully integrated into our platform and visible in real time to our staff. We

also designed and tested our Member Portal to give members or their delegates the ability to voicelessly manage their own transportation. And, for our health

plan partners, we expanded our Business Intelligence reporting and offer self-service reporting. Our newly deployed Member Satisfaction Survey is a quick

way for members to give post trip feedback and our ranking shows a 91.28% Satisfaction Rate!

Internally, our leadership team attended several Strategic Planning Retreats over the summer focused on short and long term growth goals and created a

S.M.A.R.T. action plan to make those goals achievable. During those planning retreats we also identified CTS’ strengths and captured those in a Value

Proposition.

“We have partnered with CTS for many years to manage our transportation benefit. The combination of

technology and human touch that they bring creates a successful program with a very high completion

rate, a very high member satisfaction rate, and a low member no show rate.” 

                          - LINDA DUBE, Vice President for Ancillary Services, Commonwealth Care Alliance



GROWTH
In 2020 CTS began serving new customers and offering service to more members with our longstanding customers. Implementation of these new plans and

products kept our team busy throughout the year.

In the fall we became immersed in the extensive planning necessary to ‘go live’ with a state-of-the-art transportation program for Commonwealth Care

Alliance’s (CCA) Massachusetts members. CCA and CTS have been partnering to develop and deliver a high quality benefit tailored to their most vulnerable

members since 2013, and this year’s program implementation, which went live in February, was by far the most complex. All of the planning, testing and

training paid off, as CCA recognized this as the best implementation they have ever seen from any vendor. KUDOS to our implementation team!

University of Pittsburg Medical Center Health Plan (UPMC) completed their statewide rollout by providing transportation and other benefits to their

members living in the “T” – the central and northwest regions of Pennsylvania. CTS began managing transportation for UPMC members in 2018, and the

January 2020 implementation brings a statewide transportation network of 130 providers together to expand healthcare access to UPMC’s 140,500

members.

In February we also began managing transportation benefits for the U.S. Veteran’s Administration with a first-of-its-kind pilot demonstration program. This

innovative project began in Manchester, NH and expanded to White River Junction, VT. Through our partnership, the VA can offer eligible vets transportation

to VA medical centers around New England as well as to medical appointments in their communities. Through this program, our veterans can get the

continuing care they need to live healthier lives.

CTS continued to grow with Tufts Health Plan (THP) by providing transportation services to their members needing access to critical care that were

particularly difficult to place. 

On the Specialized Transportation front, CTS added Manchester and Concord, NH schools to our list of partnerships in the fall.

All of this activity necessitated additional staffing and additional space. We welcomed more than 100 new hires to the CTS family, bringing our staffing up

to 256 dedicated and caring professionals providing exemplary service at every level; and, we nearly tripled our space with two new locations! In November

we relocated administrative offices to the newly refurbished 7,000 square foot office suite in our headquarters building and simultaneously created a

14,000 square foot additional contact center nearby in Shelton, CT, complete with its own conference and training space.

CTS works collaboratively with you to customize a transportation program that achieves your goals for the

people in your care. Our responsive, committed and accountable transportation team includes dedicated

account managers, a member experience unit and a local presence to Connect People to Care. We will do

what we do best, so that you can do what you do best.

Value

Proposition

"The single best decision I made during my tenure was hiring CTS to manage

transportation benefits for our Members" 

           - JAY GONZALEZ, former President & CEO of New Hampshire Healthy Families



Testimonial

Each year CTS makes a donation to a local cause in one of the

communities we serve. The dollars are collected through our

popular “Snack Basket” – we provide a variety of snacks here

that the staff can purchase when they get the afternoon

hungries – and through our ‘dress down days’ program. The

staff votes on where to direct the donation, and this winter

Boston Healthcare for the Homeless was selected to receive

our donation of $2,056.

Since 1985, BHCHP’s mission has remained the same: to

provide or assure access to the highest quality health care for

all homeless individuals and families in the greater Boston

area. They believe it has been and continues to be medicine

that matters. This group of dedicated individuals provide an

incredible safety net for the people they serve and their ‘can do’

attitude is admirable. To learn more about BHCHP visit:

https://www.bhchp.org/. 

CTS IN THE COMMUNITY

"A member wanted to thank you for all the efforts you committed to ensuring we did

everything we could to assist her. She was also pleased that we were able to get her

personal item to her without her having to leave the comfort of her home due to the

pandemic. Awesome job ladies!"

Dave White, CTS President & CEO presents

Barry Bock, BHCHP CEO with our donation

and a thank you for the amazing work his

organization continues. 



CTS welcomed several new members to our Board of Directors and we look

forward to their tenure on our Board. 

Stephen Martin. 

Mr. Martin is the retired Business Segment CFO, Technology & Innovation

Finance, of The PNC Financial Services Group, Inc. of Pittsburgh, PA.  Steve is

sharing his financial and strategic planning

expertise with our leadership.

Bill Hanson.

Mr. Hanson is the former President of Liberating Technologies, Inc., of

Holliston, MA. As a CTS Board Member, he was instrumental in developing the

Business Development Subcommittee and served as its first chair.  Bill

embarked on a new business venture this year which took time his and

attention, and therefore needed to resign his position with us.

Linda Marc. 

Ms. Marc, our newest board member, is the National Implementation Director,

Coordinating Center for Technical Assistance of The Fenway Institute of

Boston, MA.

And, to our retiring Member,  Rick Schreiner, who served on our board for 8

years, we thank you for your guidance and dedication to our mission, our staff

and those individuals we serve every day.

BOARD OF DIRECTORS

We mourn the passing of Michael Krauss

who served on our Board for more than 14

years, including filling all of the executive

roles at one time or another: Treasurer,

Secretary, Vice President and Vice Chair of

the CTS Board.  Mike contributed much to

his community and that included lending

his expertise, energy and thoughtful

consideration to all of us at CTS.  We hold

Katie and the family in our thoughts.

Michael Krauss

 1945-2020



35 NUTMEG DR - SUITE 120

TRUMBULL, CT 06611
(203) 736-8810

For more information about CTS, our Mission, and our capabilities, visit: 

 ctstransit.com


