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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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2019 was a year of continued work and successful projects with our Health Plan partners in New

Hampshire, Massachusetts, Connecticut, New York and Pennsylvania. We expanded our partnership

with UPMC in Pennsylvania with the introduction of services in Philadelphia and surrounding

counties. We began new partnerships in New Hampshire with AmeriHealth Caritas and their growing

group of Medicaid members and launched specialized student transportation programs in Concord

and Manchester. In Connecticut, we worked closely with the Town of West Harford to create an

efficient and affordable Dial-A-Ride service for their residents and continued our longstanding

specialized student transportation programs for nearly 25 different school boards. We expanded our

Massachusetts footprint with a new partnership with Tufts Health Plan, serving many of their most

vulnerable members. We received contract awards from Commonwealth Care Alliance in

Massachusetts, Emblem Health Plan serving New York and Connecticut and the Veterans

Administration – New England Region for projects beginning in the first quarter of FY20.

New business calls for new technology, and CTS implemented a Business Intelligence platform, Power BI, to

automate reporting.   This user-friendly tool keeps accurate and up-to-the-minute information at our fingertips, to

not only help us identify trends, but be responsive to our client’s growing need for transportation data. We

developed and introduced reservations and reporting portals for our partners and developed and tested a mobile

application for use by our transportation provider partners and their drivers that will provide real-time trip data for

all our partners. These innovations support our commitment to make our services easily accessible and

transparent to all our partners.

David L. White
President & FounderMESSAGE FROM THE PRESIDENT

We also experienced several under-performing contracts and the temporary loss of one contract that led to financial

challenges during the year. With the help of our leadership team and Board, these were mitigated and corrected during our 4th

quarter.

At CTS we are fortunate to work as a team with real expertise and dedication to our

mission and understanding and empathy for those individuals we serve.   An engaged

board of directors, an outstanding staff and a network of close to 300 professional

transportation providers are our formula for success. All day, every day, we work

together to bring thousands of individuals to the places they need to go to live healthy,

full and productive  lives.

David L. White

As we close out this year, we look forward to further success in 2020.

BOARD OF DIRECTORS

David L. White, President & Chairperson

Diane Pivirotto, Vice Chairperson

Reginald (Rex) Knowlton, Treasurer

Richard Schreiner, Secretary

Loraine Cortese-Costa

Jeffrey Beadle

Douglas Holcomb



Ansonia Public Schools

Amity Region 5

Branford Public Schools

Bridgeport Public Schools

Bristol Public Schools

Brooklyn Public Schools

Cheshire Public Schools

Danbury Public Schools

East Haven Public Schools 

Easton/Redding Region 9 Public Schools

Farmington Public Schools

Guilford Public Schools

Hamden Public Schools

Ledyard Public Schools

Madison Public Schools

Milford Public Schools

Monroe Public Schools

Naugatuck Public Schools

Newington Public Schools

North Branford Public Schools

Oxford Public Schools

Pomperaug Regional District 15

Portland Public Schools

Stratford Public Schools

Torrington Public Schools

West Haven Public Schools

Westport Public Schools

Winchester Public Schools
P A R T N E R S

CONNECTICUT 

SCHOOL DISTRICTS

NEW HAMPSHIRE 

SCHOOL DISTRICTS

SAU 8 Concord School District

SAU 28 Pelham School District

SAU 37 Manchester School District

SAU 46 Merrimack Valley School District

 

WORKERS' COMPENSATION
AGENCIES

COMMUNITY 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

AIM Mutual Insurance

ARROW Mutual Insurance

Big Y Foods Inc.

Cove Risk Services

Guaranty Fund Management Services

Meadowbrook Insurance Group

New York Insurance Fund

Tristar Risk Management 

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

Fallon Community Health 

New Hampshire DHHS

New Hampshire Healthy Families

Tufts Health Plan

University of Pittsburgh Medical Center Health Plan

Well Sense Health Plan

O U R



Direct Program:     $56,359,118

General & Administrative:     $1,331,877

Medicaid:    $53,141,705

Workers' Comp:        $367,063

Special Education:     $3,543,064

Other:         $35,225

97¢ of every

dollar is spent on

direct

transportation

program

expenses.

FINANCIAL STATEMENT

2019 OPERATING REVENUE 2019 OPERATING EXPENSE

$57,087,057 $57,690,995



FINANCIAL

REVENUE GROWTH

OVERVIEW

Change in net assets for FY2019 were ($603,939) and

resulted from the loss of one major contract (since

regained) and three under-performing contracts that

were renegotiated to mitigate or eliminate under-

performance.  Management also re-calibrated staffing

levels and other Program and General and

Administrative expenses to mitigate future negative

implications to Net Assets.

During the Fiscal Year ending September 30, 2019,

Coordinated Transportation Solutions produced $57.1

million in revenue from programs. Non-program

revenue is negligible at  $6.7 thousand.

 

Program expenses for the same period were $56.3

million, generating a Gross Margin of $700 thousand or

1.2% of Program Revenue. General and administrative

expenses for the same period were $1.3 million or 2.3%

of Program Revenue.



CTS announced a new partnership with Tufts Health Plan to provide medical and

social trips for its Tufts UNIFY members, as well as Senior Care Options members

with specific language requirements, across Massachusetts. CTS is pleased to serve

some of Massachusetts’ most vulnerable populations to expand access to health

care through transportation

YEAR IN REVIEW

OCTOBER

2018

CTS implemented PASS  training

across our New Hampshire

provider network

March marked the

start of a new

partnership between

Tufts Health Plan of

MA and CTS

October 2018 marks

the start of CTS' 22nd

year in business

4-month consultancy 

project with California

Whistlestop begins

CTS coordinates

record number of

completed trips in

one month (185,483)

UPMC Phase 2 

implementation begins

CTS implemented PASS (Passenger Assistance Safety and Security) training

across our New Hampshire provider networks. This nationally recognized

certification uses online and in-person classes to enhance the quality of service

provided by drivers of wheelchair accessible vehicles.



SEPTEMBER

2019

CTS employees collect school supplies for Bridgeport Public

Schools (CT) and Friends of Forgotten Children (NH).

CTS is a guest

presenter at CTAA's

Annual EXPO

CTS attends Medicaid

Managed Long Term

Services and

Supports (MLTSS)

conference

CTS offers NEMT

webinar to ACAP

members

In April 2019, AmeriHealth Caritas was contracted by the New Hampshire

Department of Health and Human Services (DHSS) to help Medicaid

enrollees access quality health care.   AmeriHealth partnered with CTS to

manage NEMT benefits for their covered members.

CTS Annual 2-Day

Strategic Planning

Retreat

CTS attends the

Association for

Community Affiliated

Plans (ACAP) Summit

CTS completes

Employee Compensation

Study

April marks the 

start of a new 

partnership between

AmeriHealth Caritas

of NH and CTS

CTS invited to

present at 1st

Annual NEMTAC

Conference

West Hartford's

"Dial-A-Ride" 

services begin



Non-Emergency Medical Transportation Accreditation Commission (NEMTAC)

NEMTAC is newly created to establish NEMT Industry Standards and David White, President and CEO of CTS, spoke at

their first annual conference in September about the Social Determinants of Health (SDoH).   The presentation and

discussions looked at how the focus on SDoH affects the NEMT outlook, both in terms of the Health Care industry’s

interest in transportation and for the transportation services themselves.

Medicaid Managed Long Term Services and Supports (MLTSS)

CTS joined the national MLTSS Health Plan Association Partnership program in February 2019. As an active Policy Advisor

Council Member, CTS attended their June conference in Washington, DC.

CTS
NEWS

In 2019, CTS continued as an active member of several nationally recognized health care and transportation

industry organizations and associations. Participation in these associations and conferences provides

important opportunities to network and to influence policy and the direction of the Non-Emergency Medical

Transportation (NEMT) industry. CTS made its mark this year as a thought leader in the National Conversation

on Transportation and the Social Determinants of Health (SDoH).

Whistlestop 

CTS entered into a short-term agreement with Whistlestop, a San Rafael, California-based nonprofit that promotes the

independence, well-being, and quality of life for older adults and people living with disabilities in Marin County.   Through

this consultancy project, CTS helped Whistlestop expand its direct transportation services to include a wider footprint in

both Medicaid and other medical transportation programs.

St. Vincent’s Special Needs Program

The St. Vincent’s Special Needs Program, based in Trumbull, CT,  provides comprehensive services in a number of different

settings for a diverse group of consumers, all of which involve transportation for their consumers. CTS completed a

transportation program Gap Analysis for the St. Vincent’s Special Needs Program leadership team to help them with their

strategic planning.



Jana Hunkler, Chief Customer Officer at CTS, was invited to participate in a panel discussion at the

intensive training workshop ”NEMT Beyond Medicaid.” The training was attended by health care, transit

and community transportation agencies, patient advocates and social service support agencies. CTS

talked to the group about the importance of standards and credentials for transportation providers and

how to diversity to better serve the vulnerable populations dependent on community transportation. 

Two CTS associates, Sheryl Coreas, Provider Relations Supervisor, and Dion Mulcare, Workforce

Management and Business Intelligence Analyst, presented their final project from the CTAA Emerging

Leadership Academy, “The Life of a Trip,” at the CTAA Expo and at the CTS Board of Directors meeting.

This project visualizes the flow of a trip from A-Z and can be used as a tool with clients (plan providers)

to convey the processes and touch points involved in the life of a trip. 

Dave White and Jana Hunkler of CTS also lent their NEMT expertise to the CTAA’s e-zine, Digital CT in

their highly informative article, "NEMT In Action: As a Broker, What We’re Looking for in an NEMT

Provider."

Community Transportation Association of America, CTAA

CTAA hosted its annual EXPO in May. This is a premier annual training and networking event for 

community and public transportation professionals, and CTS contributed to this EXPO and to CTAA 

in several ways this year:

Yale New Haven Health

Yale New Haven Health contracted with CTS, as part of its transportation network, to manage patient transportation to

their new location in Long Wharf, New Haven (slated to open in the summer of 2020), as well as to and from YNHH

campus locations for health-related services.

Association for the Community Affiliated Plans (ACAP)

2019 marks the 10th year of a valued partnership between CTS and ACAP as a Preferred Vendor.  In 2019, CTS was invited to

contribute to an ongoing educational workshop series for members around the Social Determinants of Health. Jana

Hunkler, Chief Customer Officer of CTS, presented an interactive webinar, moderated by ACAP, illustrating how

“transportation” is a means to connect people to social determinants of health such as Education, Health Care Systems,

Food, and Community/Social events. CTS emphasized how embracing a Transportation Case Management Model, the

approach that CTS takes, can help ACAP safety net health plans evaluate and create transportation solutions for their

membership so they can connect people to these important determinants of health. CTS also participated in the ACAP CEO

Summit in June.

“We received a voicemail from a member who wanted to take a moment to acknowledge the excellent

customer service a Customer Service Representative provided her with today. She said, “She helped me a

great deal, and it is always a pleasure to speak with her.” Dwayne Brannen, Call Center Team Lead CTS
NEWS



CTS 

BY THE 

NUMBERS

Total 

Employees

160,160

Total FY18 Calls

Accepted

 Total Hours

Spent on

Employee

Training

 Contracted &

Credentialed

Transportation

Providers In Network

Total Booked 

Trips

Unduplicated members

(Individuals Transported)

293 6,448

147

507,405

30,650

Vehicles In

Network

6,945

 

Hours Spent Working With

Members To Fulfill

Transportation Requests

2,247,723

 “I just left a meeting with a Health Plan Management team, and their Senior Navigator closed out our call by letting me

know how much she appreciates our CSR efforts and going the extra mile to serve Members.  She said she doesn’t know

how we do it, but our Team makes her life easier.” Jana Hunkler, Chief Customer Officer

“A member gave a kudos to one of our very

own today! She said the CSR was very kind,

helpful, and patient. She thought she was just

phenomenal.“ Caitlyn Golden, Team Lead



PITTSBURGH NORTH AIRE-RIDE  is a provider in the CTS' network of local commercial providers across Pennsylvania serving individuals

insured by Special Needs Plans (SNP) and Community HealthChoices (CHC) plans throughout Pennsylvania.  As a provider in the CTS network

since December 19, 2017, Pittsburgh North Aire-Ride has done an excellent job transporting members to and from medical appointments and

non-medical destinations via taxis and wheelchair vans. CTS site visits show Pittsburgh North Aire-Ride is administratively well-organized

and supported by professionals who demonstrate the level of compliance required of our network. Their vehicles are kept clean and well

maintained. They are a provider we can count on when needed even for last minute and long-distance transports. Pittsburgh North Aire-Ride

is also happy with the partnership and states: “Working and growing with CTS over the past two years and

MERCY FLEET AMBULANCE was one of the first providers to sign on with CTS in the Pennsylvania Southeast Region.

Located in Huntingdon Valley and serving the entire metropolitan Philadelphia area, Mercy Fleet provides a full range of

services from Taxi/Livery to ALS ambulance. Anastasia Andries, owner, proudly leads her team and does so by instilling the

utmost professionalism in every team member. They are our “go to” provider and extremely helpful with complicated

transports. They have heavily invested in technology that assures an efficient and reliable operation that definitely shows.

Adult Day Care members routinely ask for Mercy Fleet and for their prompt and friendly drivers who always greet them with

a smile.

Pennsylvania Providers

CTS has developed a transportation provider network serving member needs across the Commonwealth of

Pennsylvania that is contracted, credentialed and highly professional and supported by CTS’ Pennsylvania based

Provider Relations Managers.  Through our partnerships with these local providers, we are able to deliver exemplary

customer service and on-time trips. Two of the many commercial providers in our Pennsylvania network are

highlighted below:

Pennsylvania residents has been a journey that we truly have come to appreciate. We take pride in the

work we do and will continue to strive to ensure that the people we transport are always treated with

the respect and compassion they deserve. We will continue to work toward one goal while realizing the

impact we have on the members we transport. Thank you for this great partnership.”

PROVIDER
SPOTLIGHT



In 2019, CTS employees made donations from funds collected from the ever-popular “CTS

Snack Basket”   to direct a  financial donation to Boys & Girls Village in Connecticut,

supporting at-risk children who often must overcome significant mental and behavioral

health challenges in order to find a successful path in life. Demand for services at the Boys

and Girls Village has risen dramatically in recent years, and CTS is glad to play a role in

helping more children find their pathway to a brighter future.

CTS continues its focus on fostering a corporate culture of lending a

helping hand to the communities in which we operate.

August 2019: CTS employees organized  a successful food drive and donated four large boxes of

food to support the Food Pantry and Resource Center at Sterling House. Sterling House is a

community center based in Stratford, CT offering a food pantry distributing more than 55,000

meals a year plus athletic, preschool, after school, summer camp, youth and adult programs, and

more. 

Other Activities for the year:

November 2018: Coat drive for TEAM of Derby. TEAM is a human service agency whose mission is to

strengthen our communities by educating, supporting and empowering individuals.

December 2018: Toy Drive for the Marine Foundation "Toys for Tots." 

Employee Appreciation:

October 2018: Customer Service Representatives (CSR) week 

CSR Week is a celebration of the people who serve and support our customers on a daily basis. We thank all of our

employees in a week of appreciation.   

November 2018:  Thanksgiving Potluck.  Employees all contribute to this festive lunch.

 
 

December 2018: "Cookie Day" is another popular event held around the holidays for all to enjoy.

”We received a kudos from a member who had to rebook for a trip tomorrow. The member said our CSR was

very helpful with multiple appointments that needed to be updated. She was very efficient and helpful in a

short amount of time.“ Caitlyn Golden, Team LeadCTS IN THE

COMMUNITY



In Memoriam

Robert J. Martire

CTS wished a final farewell to our colleague and friend, Robert Martire

of Stratford, Connecticut, who passed away on June 15, 2019. Since

2007, Bob was a valued employee who was fully dedicated to the

mission of CTS. He left us with many happy memories over the past

twelve years and is dearly missed by all. CTS is forever grateful for his

numerous contributions to our success.

 12/20/40 - 6/15/2019



35 NUTMEG DR - SUITE 120

TRUMBULL, CT 

06611

203.736.8810

For more information about CTS, our Mission, and

our capabilities, visit: 

 
ctstransit.com


