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Albert Eby & Megan Matheny – Executive 
Director & Director of Planning, 

Cape Fear Public Transportation Authority 
– Wilmington, N.C.

Seeking to improve responsiveness to unmet 
mobility needs in the Cape Fear region during 
and following the 2008 economic downturn, 
the agency – which operates The Wave public 
and community transportation service – es-
tablished the Making Waves Foundation. The 
independent nonprofit organization works 
with community groups and social programs 
to ensure area residents have access to The 
Wave’s services. 

Listen to their CT Podcast discussion by 
clicking on the icon below to find out how they 
made it happen.

“Our main goal was to 
ensure no one was falling 
through the gap. It was a 
great sense of relief when 
we knew these needs were 

being met.”

Rick Wood –  President & CEO, CHK America –Santa Barbara, Calif.

DigitalCT: What does innovation mean to you and your CHK America?

Wood: Our focus has always been communicating public transportation 
service data to the customer in the clearest, simplest, most effective 
manner. Over the years, we have refined that messaging and the tech-
niques used to convey complex service information in a way that people 
in a cognitively demanding environment can understand and for which 
they can make informed decisions regarding their options. Based on our 
research, we developed the 8 Second Rule which provides a threshold 
for communicating with a customer. Simply put, customers only allow 
8 seconds to engage with a piece of information. In that time they must 
begin receiving useful answers to their questions or they will become 
frustrated, resulting in customer anxiety or dissatisfaction. The 8 Sec-
ond Rule applies not only to service information but also to the aesthet-
ics and delivery method of the information. That’s why CHK has spent 
significant time and resources developing infrastructure solutions to 
make sure the information is approachable, engaging, and easily dis-
cernible.
 
The next step in the innovation process involves delivery of information 
in digital form using cutting edge technology. 
 
DigitalCT: Describe one example of how you and your organization 
have been innovative.

Wood: The most important stage of the riders’ decision making process 
is at the stop or at the connection point whether that’s a rail station, 
transit hub or just a busy bus stop. Clearly communicating at this point 
is critical in the deployment of an effective transportation network. We 
have developed digital solutions for the most cognitively demanding 
situations. The first product is the ConnectPoint® Interactive Kiosk. 
It has three core modules all of which address a separate fundamental 
requirement of customers – Next Departure, Route Details and Trip 

“Customers 
want the 

information 
provided 

to them at 
the point of 
departure 
in an easy 

to read and 
understand 
(within 8 
seconds) 

presentation 
that they feel 

they can trust.”

In addition to Rick’s
thoughts here, 

listen to his CT Pod-
cast discussion.

http://www.ctaa.org
http://www.wavetransit.com/
http://web1.ctaa.org/webmodules/webarticles/articlefiles/WaveFoundation.mp3
http://chkamerica.com/
http://ctpodcast.blogspot.com/2015/05/rick-wood-president-ceo-chk-america.html
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Planning. It is presented in a pleasing, intuitive manner and encourages the rider to interact with the transit system. The next product CHK 
America has recently launched is our ConnecPoint® Digital Bus Stop. We have developed a battery and/or solar powered information de-
livery system that delivers “up-to-the-minute” next departure information, schedule data, rider alerts or any other appropriate messaging. 
Plenty of studies have indicated that riders do not want to interact with their phones at the bus stop as it seems to cause undue stress as 
they feverishly attempt to click through screens to get transportation information that they need in the moment. Rather, customers want the 
information provided to them at the point of departure in an easy to read and understand (within 8 seconds) presentation that they feel they 
can trust. We are providing that service. 
 
DigitalCT: What innovations do you see as emerging or necessary in the future?
 
Wood: We expect to see increased delivery of digital information is a variety of formats and mediums. The information provided by public 
transportation agencies will have to be more and more accurate and dependable as more customers transition to digital delivery of the ser-
vice information. As the population continues to urbanize, the smart city model of complete connectivity will be an ever growing facet of 
everyday life.

Steve Fittante – Director, Local Programs, New Jersey Transit Corporation – Newark, N.J.

DigitalCT: What does innovation mean to 
you and your organization? 

Fittante: Innovation is the process of re-
sponding to the changing mobility environ-
ment. In community transit, it means using 
the changes in the demographics of trip de-
mand, advances in technology and account-
ing for new provider and customer relation-
ships to arrive at mobility solutions that meet 
customer needs given the available financial 
resources.

Digital CT: Describe one example of how 
you and your organization have been
innovative.

Fittante: One example of innovation has 
been the recognition that the increasing 

demand from a growing senior population 
living in rural and suburban areas that has 
been accustomed to having the automobile 
as their primary source of transportation but 
remembers when in their youth they used 
public transportation for local trips. Serving 
these senior populations requires services 
that are both convenient and enable them 
to access the range of destinations that they 
were accustomed to reaching by auto. These 
constraints along with financial subsidy 
limitations have necessitated the develop-
ment of services that allow the individual to 
access local services that offer a curb-to-curb 
feature while enabling them to conveniently 
access regional traditional transit. Designing 
route deviation services that do not require 
advance reservation,  provide connections 
to regional services at transfer points with 

“In community transit, 
innovation means using the 

changes in the demographics 
of trip demand, advances in 
technology and accounting 

for new provider and 
customer relationships to 

arrive at mobility solutions 
that meet customer needs 

given the available financial 
resources.”

http://www.ctaa.org
http://s-rides.njtransit.com/
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