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Foreword 
Reimagine RTD’s Mobility Plan for the Future is a comprehensive, forward-thinking plan that identifies 
strategies to address the future mobility needs of the region. Ongoing industry advancements and 
societal shifts are substantially altering how and when people travel, how cities function, and how 
mobility factors into broader visions and goals; transit agencies must evolve and adapt to remain a 
relevant part of the mobility equation. The MPFF, intended to help guide RTD’s long-term decision 
making, is the culmination of extensive technical analysis, stakeholder and public engagement, and 
intra-agency coordination, as well as several previous planning efforts. Key context, findings, and 
recommendations are broken into a series of technical memoranda focusing on individual components 
of the overall planning effort. This report documents the work done to support the Mobility as a 
Service (MaaS) component of the plan.
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1.  Introduction 

The intent of this Mobility as a Service (MaaS) and Customer Engagement analysis is to help the 

Regional Transportation District (RTD) assess opportunities to increase ridership by improving 

accessibility to transit service through leveraging customer engagement platforms and mobility services 

to create a more seamless customer experience. MaaS is often defined as a system of partnerships and 

digital platforms that improves customer engagement by providing access to real-time information, 

journey planning, and payment for various transportation options. These platforms can advance 

customers’ perceptions of reliability of, and access to, transit service and, therefore, increase the use of 

transit service. At a higher level, MaaS is a strategy by which to bundle service options and support 

broader policy objectives such as sustainability and equity access.  

Taken as whole, MaaS and the commercialization of mobility as a service is still an evolving concept. 

However, its framework of integrated customer engagement platforms, services powered by robust 

data and operations management, incentivized and bundled service options and concepts, and a more 

sophisticated and individualized customer engagement strategies has become a roadmap for transit 

agencies to better meet customers’ expectations to access a variety of travel choices when they want 

them. 

In combination with other transit access and mobility service solutions such as Mobility on Demand, 

parking, and other first and last mile improvements, MaaS better meets customers’ unique travel needs 

by focusing on the customer experience and the integration of services. MaaS can increase access to 

transit services by simplifying and reducing the complexity of multimodal travel, increasing 

convenience, lowering barriers of entry, and potentially reducing dependency on private auto travel. 

2.  Current State 

To advance and implement MaaS strategies, RTD created an innovation group, the MaaS Committee, 

within its organizational structure, bringing together people from several departments. This Committee 

has allowed the agency to move forward and advance MaaS recommendations.  

RTD established a series of basic principles to guide its nationally leading efforts in MaaS 

implementation and partnerships: 

 Offer seamless and integrated trip planning for RTD fixed-route and microtransit services, 

including booking; 

 Offer seamless and integrated fare information and payment systems; 

 Offer technical platforms (apps) that are customer friendly, customizable, open and 

non-exclusive; 

 Offer tech platforms that accommodate multiple mobility services, service providers and 

customer markets (micromobility, private vendors and first/last mile); and 

 Investigate and scrutinize service providers and tech platforms for feasibility, cybersecurity, 

privacy, interoperability, transaction processing, and data sharing. 
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Focusing on the future of new mobility, RTD has enhanced people’s access with new innovations and 

partnerships and provided a family of services. RTD is considered a national leader in implementing a 

variety of customer engagement and MaaS-centric pilots and programs.   

Recent strategies and demonstration projects include: 

 FlexRide Mobility DR – This demonstration project in the Denver Technological Center uses 

a planning and booking application to deploy RTD’s FlexRide or a Metro Taxi, whichever better 

meets a customer’s need. It provides the customer with real-time arrival information, has 

better response times, and is more cost-effective than serving all trips with FlexRide vehicles. 

The services have been impacted in part by Covid, and there are challenges finding workforce.  

 Uber/Lyft/Transit App/Masabi Transit Ticketing – RTD, Uber, Lyft, Transit App, and 

Masabi launched first in the world integrations that allowed customers to buy tickets and ride 

transit from their transportation network company (TNC) app, aligning with RTD’s plan to 

provide more integrated mobility options by working with public and private sector leaders. 

Early results of the program (pre-Covid) showed a small uptick in the purchase of transit 

tickets. 

 Uber Transit Access-a-Ride Partnership – RTD collaborated with Uber Transit to pilot an 

on-demand service for Access-a-Ride customers in select ZIP codes within the District. The 

partnership was notable because it enabled customers to choose a wheelchair-accessible 

Access-a-Ride vehicle. All trips were booked through the Uber app. The pilot period ran April 

through November 2021, with the goal of developing a permanent on-demand solution for the 

entire RTD service area by 2022.  

 FlexRide App – RTD partnered with Kyyti on an app for intermodal trip planning and 

FlexRide booking. The fully integrated route planner for bus, rail, and FlexRide included step-

by-step navigation and on-demand ride hailing for FlexRide trips. Customers could see 

connections with bus and rail in real time. The launch of the service coincided with Covid and 

continues to be a resource for customers.  

In addition, RTD has been working on applying recommendations from Mobility Choice Blueprint, a 

unique planning and funding partnership of the Denver Metro Chamber of Commerce, Denver Regional 

Council of Governments, Colorado Department of Transportation (CDOT) and RTD. Such planning 

harnessed the regional capabilities of these entities to create common goals and strategies to propel 

new mobility policies to make MaaS available to all, to evaluate technologies such as the development 

of a universal mobility app for trip planning and payment, and to establish a regional mobility data 

platform and smart mobility navigator.  

The Advanced Mobility Partnership, which followed the Mobility Choice Blueprint, has been working 

collaboratively on a number of these initiatives. CDOT has begun work on Connected Colorado, with 

the early development of a multi-transit agency mobility app. RTD has been directly involved in these 

programs, driving shared mobility options across the region and initiating the development of a 

regional mobility data platform. For example, RTD has played a lead role in helping to guide insight on 
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the mobility data interoperability principles that will set the stage for broader customer integration and 

MaaS deployments across the region. The Advanced Mobility Partnership, with RTD’s involvement, is 

bringing together area expertise and local resources to realize dynamic ways to implement a regional 

vision of mobility and enhance the customer experience.  

Appendix A includes the preliminary matrix used in evaluating existing conditions.   

3.  Emerging Trends 

International research on MaaS trends was conducted to support recommendations for RTD. The 

following subsections briefly discuss broad trends shaping the future of transit, MaaS and customer 

engagement, the user experience, the organizational structure and policies of some of the agencies 

and companies implementing forward-looking programs. This section also summarizes how to generate 

demand for the transit system. 

3.1  User Experience 

3.1.1 Account-Based Systems 

One of the main advantages for transit agencies using account-based ticketing is the possibility of 

establishing a fare policy that can be linked to data. With this system transit agencies have more 

opportunities to engage with the customer and develop targeted loyalty programs, equity-focused 

programs, and reward programs while at the same time generating commercial benefits. Research 

from the Journal of Transportation Technologies has shown that financial operations are leaner with 

account-based systems since account-based systems facilitate reductions on ticket issuance and 

support. Operations are more flexible since there is no dependence on a stored value card and there is 

a significant improvement in convenience and choice. The following represent success stories from all 

around the world:  

 The department of Transport for London (TfL) has implemented contactless payments since 

2012, and currently 54 percent of its users use the pay-as-you-go system (16 percent 

represent Mobile wallet-based payment). During the pilot program, more than 90 percent of 

riders found the new service to meet or exceed expectations. 

 Singapore Land Transport Authority launched an account-based ticketing system (since 2017) 

allowing credit and debit cards to be linked to their Transit Link account, simulating phone 

carrier and utility subscription models, in which riders can pay monthly or as they go. The 

agency has also released the “Travel Smart Programme”, creating incentives to change 

behaviors and improve the overall travel experience. The program includes rewards for off 

peak travel, different pricing schemes throughout the day, grants to developers/offices for end 

of trip facilities (showers, lockers, etc.) and rewards for users that create an account or use a 

contactless bank card with their account-base system. The creative strategy encourages the 

adoption of the account-base system by also rewarding riders with points for using payment 

methods linked to the account-base system at specific locations.  The reward program can be 

redeemed as fare rebates, discounts at participating merchants', or donations to charity. 
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 In 2019, New York MTA launched a pilot project on select subway stations. They have since 

expanded their tap and go program throughout the city to where it is as simple as using a 

credit or debit card, smart device, or OMNY card on most bus, paratransit, or rail. They have 

recently implemented fare capping, which is a cap on how much someone gets charged in a 

week or month, and they plan to support an expanded fare option in the near future, including 

reduced fares, student fares and special programs.  

 LA Metro implemented TAPforce in 2018, a hybrid system approach layering existing 

infrastructure with a new account-based system. Used by 27 agencies, the new system 

includes integration with Metro Bike share. LA Metro plans to continue to integrate with other 

transportation service providers. TAPforce allows the implementation of discounts and 

incentives, offers monthly passes, provides rider history data, and includes a digital version for 

easy registration and payment (credit cards, Apple Pay, and Android Pay). 

 Other US agencies such as Boston Massachusetts Bay Transportation Authority (MBTA) and 

Houston METRO have implemented systems similar to those of New York and LA, but despite 

all the benefits of the open loop system that account-based systems allow, data challenges 

remain for all systems implementing account-based systems. The recent 2021 report “Do not 

track” by the independent organization Transit Center, established the need for data 

management protection and security policies, specifically in terms of consumer privacy and 

vulnerable payment technologies. 

3.1.2 Seamless Provider Integration 

Creating a seamless integration among transportation providers has been essential for the following 

examples. These programs and projects intend to understand the customer experience and facilitate 

travel by increasing convenience and transportation access regardless of the mode the user seeks.  

 A mobility platform in Berlin, Germany, Jelbi offers access to all transportation services 

available in the city and provides journey planning, booking, and payment. The company is 

owned by the local public transport authority BVG but powered and operated by Trafi, a 

technology company. The custom product under the name Jelbi has distinctive branding and 

placemaking throughout the city, including colorful mobility hubs where all other 

transportation modes can be accessed. The platform currently integrates taxi, ridesharing, car-

sharing, e-mopeds sharing, bike sharing, e-scooter sharing, and the local train, bus, and 

streetcar.  Figure 1 below shows a summary of statistics from Jelbi. For example, 11.5 percent 

of Berlin residents have used the app, it provides fourteen different options from eleven 

different providers and e-scooters are the most popular mode after public transit.  
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Figure 1. Jelbi mobility platform statistics by BVG (Berlin, Germany) 
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 Move PGH (Pittsburgh, Pennsylvania) is a public-private partnership that connects residents 

with flexible transportation options in one platform. Powered by a group of operators dubbed 

the Pittsburgh Mobility Collective, Move PGH was developed in coordination with the local 

Department of Mobility and Infrastructure (DOMI). The program has the objective of 

simplifying and creating an accessible experience for car-free urban mobility. Similar to the 

previous platform, it uses a technology platform, in this case the Transit App platform. Move 

PGH currently integrates public transit, bike-share, scooters, mopeds, car-share and carpool 

services. It also leverages mobility hubs for a seamless experience, including digital screens 

with travel information and charging infrastructure.  

 Other examples include microtransit integration with transit providers. King County Metro 

(Seattle), IndyGo Connect (Indianapolis), and CARTS in Lockhart, Texas, are examples of on-

demand transit services provided in partnership and powered via a technology company. The 

partnerships include the interface platform for routing and booking services. These 

integrations are applicable for low density or rural locations, where there is limited fixed-route 

service. Section Error! Reference source not found. provides other mode integration 

examples.  

3.1.3 User Cost Efficiencies 

Owned by five regional transport agencies, FlexDanmark in Denmark developed a nationwide system 

that connects FLEX and human services with older adults, people with disabilities, and rural residents. 

The specification standardizes and centralizes trip requests across multiple providers and platforms, 

allowing access to many providers, resulting in as many as 20,000 daily trips all over the country. The 

specification has lowered the market-entry cost for many providers in Denmark and reduced the cost of 

trips by identifying the most efficient (shared or closest travel) provider. Other examples include 

Minnesota DOT MaaS Platform and CDOT Connected Colorado. 

3.2  Organizat ional  Structure  

3.2.1 Chief Customer Experience Officer 

Boston MBTA created a Chief Customer Experience Officer position that is responsible for improving the 

daily experience of riders and focuses on providing a reliable, safe and pleasant experience for all. The 

role works with MBTA leadership and other departments that may interact with customers to provide a 

comprehensive and consistent approach to serving customers and developing a customer-focused 

approach to daily operations. Other examples include Sound Transit (Washington) Customer 

Experience Officer and MARTA (Georgia) Chief Customer Experience Officer. 

3.2.2 MaaS Joint Ventures 

The transit agency of Vienna, Austria (Wiener Linien) developed the framework and software for their 

platform WeinMobil (end user app) by creating a subsidiary called Upstream, which focuses on smart 

city projects. The platform is used for infrastructure management and for MaaS integration within the 

city, with a focus currently on trip planning and payment. The agency controls 51 percent of the 
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subsidiary, and the municipality of Vienna (Wiener Stadtwerke) controls 49 percent of it. Other 

examples include Move PGH (DOMI, Pittsburgh) and EZHub (SJCOG, California).  

3.3  Polic ies  and Demand Generation  

3.3.1 Mobility Budget 

More countries are expanding financial programs that include mobility choices. From the United States’ 

commuter tax benefits, recently expanded to include bicycle share, to countries like Belgium, where 

country regulations and policy provide a “mobility budget” for employers focused on increasing transit 

and other active transportation commuting.  

Skipr (Belgium) provides a MaaS solution that includes trip planning, ticketing, booking, and payment in 

the Belgian market. Targeted at employers, it manages employee-related services and incentives and 

has resulted in administrative efficiencies, flexible environments, and an effective solution for providing 

mobility alternative for employees. This platform integrates an account with benefits and policies.  

3.3.2 Universal Basic Mobility 

Pittsburgh, Pennsylvania launched a Universal Basic Mobility program providing nearly free 

transportation across a number of mobility models for a group of local workers. The program used the 

services of the Move PGH MaaS platform to demonstrate how readily available access to transportation 

allows them to access more opportunities and climb the economic ladder.  

3.3.3 Mobility Wallet 

City of Portland Bureau of Transportation launched a new incentive, mobility wallet package aimed at 

making transportation more accessible for low-income households. People living in affordable housing 

developments receive access to free transportation options like transit passes, bike or scooter share 

memberships, or rideshare and carshare credits. Findings from a Portland State University analysis 

showed that the mobility wallet increased access for participants and they used services they had not 

used previously. 

3.3.4 Transportation Services Integration 

Austin transit agency CapMetro created a partnership with the City of Austin and local nonprofits, 

integrating the bike share system (B Cycle) into their services and rebranding it as MetroBike. Trip 

planning and payments are offered, and CapMetro is currently working on bundling trip fares. Other 

transportation partnership examples include LA Metro with Getaround carshare partnership, and King 

County (Seattle) partnership with Via to offer first and last mile microtransit services to or from certain 

transit stations.  

3.3.5 Demand Management 

Metropia (ConnectSmart/TxDOT, Houston) is an innovative effort to create a platform to manage 

demand growth, shifts, and spikes associated with scheduled and unscheduled events. This MaaS 

ecosystem includes operations and active demand management by proactively nudging behavior 
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toward multimodal options or different travel schedules. Partners include GOEzy, DUO, INDUCE, local 

agencies and service providers. Other demand management examples include Nashville/Hytch CMAQ 

Transportation Demand Management (TDM) paid incentives.  

4.  Future State 

Throughout the Reimagine RTD process, stakeholders provided input on their view of RTD’s role in the 

region’s future mobility landscape. Stakeholder perspectives ranged from RTD staying the course with 

little deviation from what they do today on one end to being a full-service provider of all transportation 

modes on the other end. Through continued discussion of various approaches, the Technical Working 

Group, the Advisory Committee, the Citizens’ Advisory Committee, and others converged on the idea of 

RTD as a Mobility Integrator, but not the operator or innovator of emergent technologies. In the role of 

Mobility Integrator, RTD would prioritize the implementation of partnerships, technology and data 

sharing, and customer platforms that bring multiple transportation providers together to improve the 

customer experience, build equitable and sustainability access, and increase demand for service.  

RTD’s 2050 travel demand model indicates that transit ridership could increase 70 percent between 

2019 and 2050. MaaS provides an opportunity to serve this travel demand by partnering with other 

transportation providers to provide a seamless trip planning and payment platform, thereby increasing 

ridership. Serving as a Mobility Integrator equally underpins RTD’s strategic objectives to be a strong 

community partner, providing value to customers and to the broader Denver metro region, and to 

consistently deliver high-quality customer service.  
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5.  Recommendations 

RTD’s growth as a public transit agency into an integrated mobility solutions provider via information 

and partnerships is critical to the future of the agency and to increasing access to transportation 

services. This does not mean that RTD provides all of the services itself, but rather the agency 

leverages its dynamic regional role and governance structure to build partnerships and access, as well 

as create a seamless customer experience.  

MaaS helps RTD create ease of access to mobility services with the goal of increasing ridership and 

ensuring that local mobility patterns are met (commuter and community). Recommendations focus on 

the user experience, organizational structure, policies, and programs intended to set a roadmap for 

RTD to fulfill its role as a Mobility Integrator.  

5.1  User Experience 

5.1.1 Develop a holistic RTD-owned customer engagement platform 

(MaaS)  

This recommendation builds on RTD’s leading sophisticated strategy of developing internal RTD-owned 

trip planning/payment platforms while also providing an open platform to support third-party providers 

for trip planning and fare integration. This strategy prepares the agency for a Mobility Integrator future 

providing potential alternatives without limiting the capabilities of providers and the agency itself. It 

establishes the perspective that the rider should be better served from all fronts and shares the 

concept of customer ownership among all parties. 

Continuing to support third-party mobility applications is important because it is another entry point to 

the current service and enables relationships that can be built on for more advanced integrations. 

Nevertheless, it is recommended that RTD develop its own platform to fulfill the role of Mobility 

Integrator. This strategy has a platform development cost but also provides fiscal impact benefits by 

increasing ridership by generating more demand. Partnerships with service providers such as the 

current Uber, Lyft and Transit app integrations should be continued and encouraged.  

RTD-Owned  Customer Engagement  P lat fo rm 

Having a customer engagement platform maintains sovereignty on the agency’s decisions and 

directions, as well as control of the customer message and reliability on provided services. However, 

RTD is not a technology company, and as such, letting the private sector develop, power and operate 

(while RTD owns) a platform is recommended. Benefits for such development could promote lower 

operation costs, provide a nimbler operation, and support risk diversification, while having the 

advantage of maintaining ownership and direction. Having a platform that integrates journey planning, 

booking, and payment with current RTD services and other transportation providers in the region is 

essential for meeting the goal of becoming a mobility integrator. It is recommended that the platform 

integrate all RTD services, including bus, rail, paratransit, flex services, and parking, while enabling the 

integration of other on-demand, local and regional services within the service area.  
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In terms of the platform itself, a custom-built platform, developed and operated by a technology 

company is recommended. Such a platform could potentially be targeted at specific objectives and 

even developed in conjunction with other regional or local partners, providing opportunities to build on 

aspirational visions such as “climate solution,” “mobility for all,” or “social justice.” Having a branding 

characteristic lowers the risk associated with deployment outcomes and separates preconceived notions 

of the current agency or other providers. The branding also allows placemaking opportunities in which 

mobility hubs can be developed to increase awareness and access to other integrated services. Jelbi 

and Move PGH, presented in Section 3 of this memorandum, are good examples of such platforms 

and deployments. Subscriptions, reward programs and fare integration between providers are not an 

expected short-term goal within this strategy. Nonetheless, the scalability of creating a platform that 

includes RTD future account-based system is really important (see next recommendation). It can pave 

the way for easier future integration and better customer experience. 

5.1.2 Accelerate development and implementation of an account--based 

ticketing system 

As defined by the Smartcard Alliance, account-based ticketing is “the transit fare collection system 

architecture that uses the back-office system to apply relevant business rules, determine the fare, and 

settle the transaction.” In practice, it means that the back office is the primary validator, different from 

current systems in which the card or ticket provides validation. With an account-based system, a 

contactless card, phone, or other wearables will link customers to their “account” residing in the back 

office.  

RTD’s current contract with their ticketing provider is up in 2023. It is critical to develop the next 

five--year strategic plan to define the roadmap and outcomes for RTD’s account-based system. The 

recommendation focuses on five years to allow RTD to prepare for near-term objectives and goals, 

while continuing to lay the framework for a long-term vision of MaaS that could be delivered through 

account-based customer engagement. 

This five-year plan should emphasize the acceleration of the account-based system as THE crucial 

enterprise for customer engagement moving forward. To date, RTD has begun its transition toward 

account-based customer management by replacing its ticketing validators and developing its back-

office suite of services. There is continued focus on new tokens and transit cards and what it means to 

establish a next generation retail network.  

As RTD considers the technical strategy to advance its account-based system, the agency should 

continue its focus on Fare Payment as a Service (FPaaS). An FPaaS model enables agencies to move 

toward a fare payments platform that allows cloud-hosted services that dynamically upgrade and 

potentially serve several agencies, for example the potential integration with CDOT’s payment system 

which uses the same FPaaS provider. This integration could defray costs across multiple agencies and 

allow flexibility development rather than a legacy “built” system. 
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Future Emphas i s A reas  

From the customer experience perspective, an account-based system can create a more flexible, 

seamless, and better user interface, improving the overall travel experience. An account-based system 

enables the application of incentives, discounts, and integrations with other services; expands payment 

methods; and provides insight on how the system is being used.  

Long-term, an account-based system can deliver broadly on the MaaS suite of services, including 

providing subscription models. Monthly subscription models may have several notable advantages of 

pay-as-you-go models, helping travelers to realize cost savings over conventional transport subscription 

packages such as rail season tickets, and for a single price to gain access to other modes.  

Long-term, RTD should also consider if the account-based system could function as the “mobility 

wallet” for the region. Different from just a trip planning and payment system, mobility wallets are 

centralized account management systems that facilitate access to a variety of mobility options and 

seamlessly and securely facilitate payments (applying the best rates, applicable discounts, etc.). They 

also allow customers, institutions, governments, etc. to add funds and enhance accessibility and ease 

of use. These mobility wallets can also be connected to other human service systems including medical 

(Medicare, Medicaid, VA), housing assistance and others. 

Mobility wallets also provide opportunities to advance transportation equity, connecting qualified riders 

with transportation subsidies or serving as the platform to advance Universal Basic Mobility concepts, 

where cities and regions are considering how to apply funds and other sources to afford individual 

access to basic mobility options. 

Equ ity  

The National Institute for Transportation and Communities researched how automated payment 

methods (usually derived from an account-based system) impact access to transit. For example, 

eliminating on-board cash payments can exacerbate inequalities within the system. For that reason, it 

is important to fully consider the potential of a hybrid system in which cash payments are allowed. In 

many cases, RTD has already developed point-of-sales retail partnerships; and it will be important to 

consider how the transition to account-based ticketing applies to customers who are underbanked and 

how they access transit, the provision for accessible points of sale (for instance, the City of Pittsburgh 

enabled smart parking meters to serve as a cash deposit system for ticketing accounts), availability of 

smartphone and data plans to support equitable account-based customer engagement. 

Having an account-based system also serves other positive purposes in terms of equity and mobility 

access. For example, it enables targeted discounts specific to disadvantaged populations and 

potentially expanded access and easier integration with other mobility providers and services.  

Pr ivacy 

A second important consideration is the privacy of the personal data collected from the account-based 

system. RTD’s account-based system must consider privacy principles and guidelines, for instance, 
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limiting the collection of passengers’ personal data whenever possible and managing the data that they 

do collect responsibly and in a manner that respects passengers’ privacy. It is highly recommended to 

adopt data protection and security policies to eliminate the possibility of exposure.  

5.2  Organizat ional  Structure  

5.2.1 Consider Developing a Customer Engagement Plan and Creating a 

Customer Experience group within RTD  

F ive-year Customer Engagement  P lan  

The initial step to implement this strategy is to develop a five-year plan to establish a comprehensive 

and consistent vision for customer engagement and MaaS. This five-year plan can consider operations, 

communications, marketing, customer technology, as well as focus on equity/accessibility. It can also 

include integrating the newly established customer service metrics identified in the Strategic Plan, as 

well as the roadmap of tactical services to achieve them. 

Organizationally, RTD has relied on the MaaS Committee to coordinate and collaborate on customer 

engagement initiatives, including on-demand pilots and integrated ticketing platforms. Members of the 

MaaS Committee include representation from Planning, Finance, and Operations. 

It is recommended that RTD formalize and operationalize that structure with a more formal budgeting 

and programmatic focus.  

Customer In teg rat ion Execut ive  Commit tee  

It is recommended that RTD considers the creation of an executive steering committee that includes 

executives from Planning, Communications, Finance and Operations. The focus of the committee would 

be to establish a clear vision and goals for customer engagement and MaaS, track regular customer 

service metrics, and further program and budget cross-departmental objectives. This committee could 

continue the work that began with the MaaS Committee, adopting the principles of operation, guiding 

innovation strategies and coordinating program development. The Committee could include technical 

working groups with representatives from service development, planning, customer service, 

communications, marketing, customer technology/IT, revenue/fares, security and operations.  

As acknowledged, a committee is not necessarily the structure by which to implement a program. Work 

could continue with lead project managers in the different divisions, collaborating cross departmentally. 

Another option to consider is to create a customer integration group or division that would integrate 

the working relationships, consolidate a broader customer integration budget and direction to better 

enable the development of seamless customer engagement tools, partnerships, legislative needs, 

technology and data management. The group could continue to implement the tactical actions 

established in the Mobility Choice Blueprint but also set new objectives, policies, and innovations 

centered on the customer experience. 
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The group or division could pull from services that are currently elements of other groups, including 

teams responsible for customer service systems, customer evaluations metrics, data systems, customer 

engagement/customer technology platforms (311, trip planning, ticketing, and payment), customer 

account-based management and payment systems, customer information and demand management. 

This group would handle the account-based system, data standards, equity needs, and partnerships. 

The group could also establish policies and shepherd the organizational vision centered on the 

customer experience and MaaS.  

5.2.2 Explore new organizational models with partners to advance overall 

mobility integration platforms and deployment  

Local jurisdictions, metropolitan planning organizations (MPOs) and regional transportation agencies 

are exploring joint developments with other public and private organizations to advance their shared 

interests. In the Denver Region, RTD has already explored innovative joint ventures, such as Eagle P3 

as part of the development of FasTracks. This is not a new concept for the agency, and many lessons 

learned from the current venture can be applied here.  

A joint development leverages scale while advancing common objectives and providing flexibility to 

execute where each player works best. Joint ventures also lower the risk by sharing responsibilities 

among organizations and broadening funding opportunities. For example, funding can come from a 

larger pool of options, grants, and even private capital, resulting in a robust approach. Some cities and 

MPOs have already explored climate and energy funds, such as cap and trade, for funding the 

development of MaaS pilot programs through subsidiaries.  

Joint ventures in the evolving MaaS industry tend to be public-private partnerships but can also include 

public-public partnerships. The partnerships are usually accomplished through the development of 

subsidiaries, with identified specific objectives. The creation of a subsidiary is important because it 

allows more regulatory flexibility and establishes a separate body that can directly manage the 

program, receive funding, and establish objectives.  

In terms of fiscal impacts, the creation of a subsidiary and the funds needed to explore future 

development depend on involvement, and developments costs are relative to the size of the effort. In 

the Denver region, the Mobility Choice Blueprint is an example of regional agencies breaking down 

barriers to achieve common goals. The plan has led to the formation of the Advanced Mobility 

Partnership (AMP), a collective effort for implementing the plan and setting a new transportation vision 

for the region. The current AMP Executive Committee is an example of an entity that could manage a 

potential joint program. Other examples include exploring partnerships with the local jurisdictions, such 

as the City and County of Denver, and enhancing current or future mobility programs, such as their 

current scooter and bike share program and other microtransit services, to formally include RTD.  
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5.3  Polic ies  and Demand Generation 

5.3.1 Develop a "mobility wallet" program to generate demand, reduce 

fares, and better meet the mobility needs of equity communities  

Capturing a potential rider has never been more difficult than today. Flexible work environments and 

ecommerce have changed how we move, and mobility players such as TNCs continue to reach and 

engage with customers at their fingertips. If in the past a transit agency’s role was about creating the 

right supply of vehicles and service, today’s role focuses on how to engage customers and their desire 

to have mobility when they want it and how they want it—while ensuring equitable access for 

everyone. Developing a “mobility wallet” program to generate demand, reduce fares, and better meet 

the mobility needs of equity communities can increase transit access for all communities.  

The demand generation strategy could focus on three fronts:  

 Establishing an inviting and common language to support demand generation such as 

wayfinding strategies, mobility hub standards, diverse and inclusive communication and 

real-time information. This strategy is further explored in the on-demand and parking 

technical memoranda. Equity communities should be prioritized.  

 Leveraging local, regional, and federal policies, such as TDM policies for developers or 

employers, environmental policies, affordable housing policies, congestion pricing, tax 

incentives, etc. There is a need to proactively guide how the agency’s vision matches regional 

and local objectives. For example, Denver TDM regulation requires developers to invest in 

mobility options from a menu of options that include transit infrastructure. Establishing 

context-specific strategies and service guidelines could enhance collaboration and ultimately 

benefit the user experience, increasing transit access. A “mobility wallet” could leverage 

policies and create incentives that are applied within the “mobility wallet”.  

 Developing fare integration, commercial subscriptions and mobility packages. RTD 

currently offers three pass programs using smart card technology, a fare reduction program 

targeted at specific groups and a program called “partner portal” offering tickets in bulk 

through a partner account. The pass program is directed at employers (Ecopass), students 

(CollegePass), and neighborhoods (N-Ecopass). The fare reduction is available for youth, 

seniors, people with disabilities, and very low-income residents. A broader and more ambitious 

program serving equity communities, as well as market-based commercial subscriptions, is 

recommended. Over the long term, the “mobility wallet” can lower barriers of entry for users, 

enable easy fare integration, and create commercial subscriptions for mobility services. 

Creating a “mobility wallet” can simplify fare contracting and enable brokerage with other 

providers and organizations. Given that RTD is currently undergoing a fare study, it is 

recommended that RTD update and align fare policy to facilitate bundling products with 

regional partners and other mobility providers (TNC, bikes, scooters). Such alignments can 

encourage integration and more access to all users, especially equity communities. 
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In terms of financial impact, a ”mobility wallet” and demand generation strategy require workforce 

needs for developing guidelines, plans, and policies. Nonetheless, this strategy could have a significant 

benefit on servicing equity communities, as well as a high return on revenue and transit ridership, since 

subscription models are highly praised as revenue generators in other industries, such as 

telecommunications. 

5.3.2 Invest in data and data sharing infrastructure  

RTD should continue to invest in data infrastructure that is reliable, accessible, resilient, and customer 

driven. Reliable and timely data will improve the customer experience, and RTD staff can use data to 

inform system modifications and investments. Creating memorandum of understanding with state and 

local partners for data sharing and access is another critical step for building and integrating 

information among providers and regional partners.  

During the COVID-19 pandemic, some agencies began providing “crowdedness” data and information 

on when vehicles were last cleaned. The power of this information relies on how the data are shared 

and integrated into other services, such as Google maps showing real-time information, contributing to 

the customer experience. Reliable data are critical for having good customer experience. Investing in 

reliable and redundant information technologies such as AVL, transit display boards, and others needs 

to be assessed and developed from the customer experience, making sure that all transportation 

services provide such information in a reliable and efficient manner. 

The Mobility Choice Blueprint strategy of creating a regional data repository should be continued 

and expanded into other similar services. Following on this strategy, it is recommended the creation of 

a memorandum of understanding with state/local partners for data sharing and access.  

Collaboration with local agencies on the Connected Colorado program is a first step in standardizing 

and integrating all transit services in the state. Centralizing real--time transit data, as well as dispatch 

services from all demand responsive and human services in the region, should be explored. A regional 

central dispatch center would lower the cost of entry for many service providers and increase 

access to many residents with a simpler ecosystem of local service providers. This would also lower the 

fiscal impact by reducing RTD’s cost on dispatch operations or increase revenue by letting RTD provide 

dispatch operations to other local service providers such as all demand responsive services in the area 

(human services, senior services, service to people with disability, etc.). This could be another step in 

RTD’s role as Mobility Integrator, thereby creating a seamless experience for the traveling public.  
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