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The Metropolitan Transit 
Authority provides a vital service 
to the people of Nashville by 
helping them get where they 
want to go quickly, safely and 
conveniently. Last year, MTA’s 
ridership was 
almost 7 million. 
Passengers rode 
MTA vehicles to 
work, schools, 
shopping malls, 
football games, 
doctor’s offi ces, 
and a host of 
destinations 
across this 
city.  As a Mayor 
who knows the 
importance 
of a balanced 
transportation 
system, the 
service you provide is essential.  
Your hard work has already 
earned MTA recognition as 
one of the "10 Most Improved 
Transit Systems" in the nation.

Nashville is one of the 
friendliest and safest cities in 
America. Citizens and visitors 
fi nd we have more to do than 
ever before with our cultural 
attractions, art exhibitions, 
professional theater attractions, 
museums, sporting events, 
and music venues.  The 
Downtown Traffi c Plan and the 
Streetscape Plan will further 
enhance the experience of our 
great downtown neighborhood.  
With such signifi cant activity, 
the citizens of Metro-Davidson 
County deserve to have a high 
quality public transit system 
and that is what we are building 
at the MTA with the help of 
each of you.  

In August, the MTA will offer 
a higher level of service—more 

frequent service to the citizens 
of Nashville.  Your management 
team has gone after federal 
grants to make such service 
improvements and should be 
commended for this approach 

during the current 
lean budget year. 

Next spring, 
25 new state of 
the art buses will 
arrive.  Recently, 
several new 
electronic signs 
were installed 
to provide 
better customer 
information at 
the downtown 
transit mall.  
More detailed 
scheduling 
information is 

being installed at the bus stops 
and new high-tech fare boxes 
will arrive this fall.  Planning 
activities also are underway 
to build a downtown Central 
Transfer station and to increase 
the number of Park-and-Ride 
lots. 

The MTA Board of Directors 
and management team are 
committed to adding 100,000 
passenger trips in each of the 
next fi ve years. If successful, 
this will not only mean more 
riders for MTA, but it also will 
help reduce the growth in traffi c 
congestion and air pollution in 
Middle Tennessee. 

You are our partners in this 
vital work, and as your Mayor 
I want to thank you for all you 
do. I am confi dent that working 
together we will make MTA 
successful in the years ahead.

Bill Purcell
Mayor

The 13th Annual MTA 
"Roadeo" was held on Saturday, 
July 26, 2003, in the back 
employee parking lot.  Twelve 
bus operators competed for 
the top trophies and the honor 
of representing the MTA at the 
state "Roadeo" in the fall. 

This year’s top winner in 
the bus category 
was Goran Ilicic. 
He had the top 
score of 513 and a 
time of 4 minutes 
and 14 seconds.  
The second 
place trophy 
went to Emanual 
Edwards, who had 
a score of 444.5 
and a time of 5 
minutes and 35 
seconds.   These 
two drivers, and 
Deloris Roberts, 
who won the van 

"Roadeo" winners (L to R): Deloris Roberts (First 
Place-Vans), Emanuel Edwards (Second Place-
Buses), Goran Ilicic (First Place-Buses), and Jean 
Leveque (Third Place-Buses).

competition, will represent 
MTA at the state "Roadeo" in 
Memphis in the fall.

The third place trophy in 
the bus category went to Jean 
Leveque, who had a score of 
383 and a time of 5 minutes 
and 39 seconds. 

(continued on page 3)

Drivers Compete at 13th Annual "Roadeo"

New System Changes to Occur on 
August 10 

(continued on page 5)

Several of the Metropolitan 
Transit Authority’s bus 
routes will change and offer 
customers, including magnet 
school students, more frequent 
service when school begins.  

With the help of a special 
grant through the Metropolitan 
Planning Organization and 
additional funds from the 
school system, MTA is able to 
revise its entire system so that 
more buses will operate more 
frequently to serve adults and 
students who rely on the MTA 
to get to their schools, jobs, or 
other activities.

"One of the advantages of 
the new system changes is 
that more service is provided 

later into the afternoon in order 
to accommodate students 
who have afternoon school 
activities.  We also have 
added midday trips on several 
routes in case students or 
our other riders must leave 
school or work early due to 
appointments," MTA Chief 
Executive Offi cer Paul Ballard 
said.

To assist parents and 
students with the new 
routes and schedules, MTA 
is preparing the following 
materials that should be 
available prior to the start of 
the new school year:
1) "How to Ride Guide" for 

students,

Young people, age 19 and 
under, may now ride MTA 
buses to work, school, or other 
activities for just $1 or less.  
This new and improved fare is 
part of the Metropolitan Transit 
Authority’s 
efforts to 
streamline 
and simplify its 
fare structure 
and make the 
system more 
appealing to 
young people and their parents.    

"We have been discussing 
for some time the need to 
streamline fares and make it 
easier and more convenient 

MTA’s proposed operating 
budget request to Metro for FY 
‘04 was approved in June and 
includes funds for the following 
improvements:
• 2 Mechanics to help keep 

our vehicles operating,
• 2 Customer Service 

representatives to expand 
the Call Center operations 
in the evenings and on 
Saturdays, 

• 3 positions to establish 
an in-house training unit 
to develop and implement 
training programs for all 400 
employees, and

• Additional money for the 
pension and workers 
compensation funds. 
The operating budget 

also includes $2 million to 
help fund the new Express 
service expansion, which 
starts on August 10.  The 
agency is paying for most 
of the costs of the service 
expansion with a CMAQ grant 
through the Metropolitan 
Planning Organization, a JARC  
grant through the Regional 
Transportation Authority, and 
funds designated from the 
Metro School system.  

MTA’s total operating budget 
for the current fi scal year is 
$30.5 million.

MTA Introduces New Youth Fare

MTA FY’04 
Operating Budget 
Approved 

Employee                     Position    Date 
Wayne Bonner From Bus Operator to Operations Supervisor 5/26/03
Cynthia Whitehead From Bus Operator to Operations Supervisor 4/20/03
Tim Fitzgerald From Bus Op. to Bus Op./Op. Supr. Trainee 6/16/03
Gwendolyn Croom From Bus Operator Trainee to Bus Operator 6/15/03
Perry Ingram From Bus Operator Trainee to Bus Operator 5/18/03
George Moss From Bus Operator Trainee to Bus Operator 5/18/03
Martis Brown From Bus Operator Trainee to Bus Operator 5/18/03
William Woodard From Bus Operator Trainee to Bus Operator 5/18/03
Alvin Dunn From Bus Operator Trainee to Bus Operator 5/18/03
Rotunda Marshall From AccessRide Dispatcher to Scheduler 3/17/03

Staff Promotions
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New Employees
As the MTA continues to grow and expand our services, we 

would like to welcome our NEW Employees:

Employee             Position    Date 
Ricky Carnahan "C" Mechanic 6/16/03
Arun Krishnamurthy Temporary GIS Specialist 5/13/03
Shirl Davis Operations Dispatcher 4/28/03
Gregory Golden General Helper 7/10/03
Manfred Villalobos General Helper 7/7/03
Efrain Riera Operator Trainee 7/28/03
Leilani Wines Operator Trainee 7/28/03
Renee Simmons Operator Trainee 7/28/03
Michael Pointer, Sr. Operator Trainee 7/28/03
Michael Phillips Operator Trainee 7/28/03
Deborah McGee Operator Trainee 7/28/03
Gregory Locke Operator Trainee 7/28/03
Ronald Grant Operator Trainee 7/28/03
Stacy Dickerson Operator Trainee 7/28/03
Matthew Graham Operator Trainee 7/28/03

for customers to purchase 
tickets.  With the new fares 
for young people and the fact 
that these fares and others 
are accessible online, we are 
improving the availability of our 

ticket media," MTA 
Communications 
Director Patricia 
Harris-Morehead 
said.  

If students 
or their parents 
do not want to 

worry about having the exact 
change for the buses, they 
have the option of purchasing 
a weekly youth bus pass for $9 
or a monthly youth bus pass 

for $35.  Another option for 
parents who rely on MTA to get 
their children to magnet schools 
is for them to go to their local 
bank and obtain $1 coins, such 
as the Susan B. Anthony or the 
Sacajawea, which the MTA fare 
boxes also accept.
Youth (age 19 & under) $1.00 

Without transfer $ .90
 With transfer $1.00
Weekly Youth Flash $9.00
     (Unlimited rides per calendar 

week)
Monthly Youth Flash       $35.00
     (Unlimited rides per calendar 

month)                       
Children (age 4 & under) Free

The following employees have recently retired from the MTA.  
They are going to be missed.  We would like to extend them our 
best wishes.

 Melvin Staggs Bus Operator (15 Years) 6/1/03
 Raymond Hunley Bus Operator (28 Years) 6/1/03
 John Williams Bus Operator (29 Years) 7/1/03

Gone Fishing: MTA Retirees

Mayor Purcell Praises MTA Staff 
and Board of Directors



New Customer Service Hours
Effective Date: August 11, 2003

Recently, the Customer 
Service department received 
a letter from a tourist, who 
attended the Big Brothers Big 
Sisters national conference in 
Nashville in June.  The woman 
complimented MTA on the 
outstanding services provided 
by the customer service 
department and bus operator, 
Jesse Batson.  

The letter states that prior 
to arriving in Nashville, the 
woman called Customer 
Service to obtain information 
regarding the specifi c route she 
should take.  She “...received 
very courteous, helpful and 
accurate information” according 
to her letter.  In addition, “I 
want to commend the MTA 
and Mr. Batson in particular 
for giving me such a pleasant 
introduction to your city.  Before 
setting out alone on my journey 
(to the Nashville Zoo) I was a 
little apprehensive, being in a 
strange place and traveling to 
a destination outside the main 
city.  However thanks to the 
MTA and Mr. Batson, I felt safe 

Special Kudos Worth Sharing . . .
not only on the journey out, 
but during my time at the zoo, 
knowing that I would have no 
problem getting transportation 
back to the city.”  According 
to the customer, Mr. Batson 
alerted her when they reached 
her requested destination and 
“...took a minute to point out 
where I should board the bus 
for the return trip and reviewed 
the return schedule with me.”  
She ended the letter by again 
expressing her appreciation to 
the MTA and Mr. Batson for 
making her fi rst experience 
using public transportation 
in Nashville "pleasant and 
enjoyable."  

Another MTA rider on the 
Donelson #6 recently sent an 
e-mail that said, “The regular 
bus driver for the bus departing 
at 8:53 a.m. from Donelson 
Plaza is excellent.  He never 
leaves early and I appreciate 
that.” In addition, "the driver for 
the #6 Donelson that leaves 
at 6:15 p.m. from Shelter C is 
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An updated uniform policy 
goes into effect on January 
1, 2004, for all 
MTA bus and van 
operators. 

Winter 
uniforms should 
be worn from the 
last Sunday in 
October until the 
fi rst Sunday in 
April.  Summer 
uniforms should 
be worn from the 
fi rst Sunday in 
April until the last 
Sunday in October.  
The new dress 
code includes the 
following items:

Shirts 
(Summer)—Short 
sleeve, light blue 
in color.  No dark 
shirts permitted. 
A tie may be worn, 
but it is not  required.

Shirts (Winter)—Long sleeve, 
light blue in color.  No dark 

New Uniform Policy Goes into 
Effect on Jan. 1, 2004

MTA unveiled its new 
revamped web site and 
introduced an "online tickets" 
sales section on July 7th.  More 
than $4,000 worth of fare 
media was sold during the fi rst 
month and two of the fi rst sales 
occurred during non-traditional 
business hours—at 1 and 2 
o’clock in the morning. 

"We now can offer customers 
another more convenient option 
for purchasing bus tickets and 
passes," MTA Communications 
Director Patricia Harris-
Morehead said.  "Customers 
can order tickets whenever it is 
convenient for them."  

Individuals may purchase 
certain bus passes or MTA 
Titans End-Zone Express and 
Shuttle tickets online with 
their credit cards. The various 
passes available online include 
the new weekly and monthly 
youth passes, the freedom, 
mobility express, and monthly 
fl ash passes. 

"Our online ticket sales are 
working quite well and the site 
is very secure, so customers 

MTA Offers Online Tickets for 
Customers

On July 16, 2003, the 
Executive Board of the 
Metropolitan Planning 
Organization (MPO) 
approved their most recent 
Transportation Improvement 
Program (TIP).  The TIP is 
a 3-year plan intended to 
guide uniform transportation 
investment in the region.  The 
TIP also allocates funding 
from two separate sources, 
designated as the Surface 
Transportation Program (STP) 
and the Congestion Mitigation 
Air Quality (CMAQ) program.  
Of these two programs, CMAQ 
is generally geared toward 
projects that improve air 

MTA Receives CMAQ Grant
Customer Service Call Center (130 Nestor Street)
6:30 a.m. to 8:00 p.m. - Monday — Friday
8:00 a.m. to 8:00 p.m. - Saturday
Closed Sundays and holidays

MTA Ticket Offi ce (130 Nestor Street)
8:00 a.m. to 4:30 p.m. - Monday — Friday
Closed weekends and holidays

Deaderick Street Information Booth
   (between 4th and 5th Avenue)
6:30 a.m. to 6:00 p.m. - Monday — Friday
8:00 a.m. to 1:00 p.m. - Saturday
Closed Sundays and holidays

MTA Administrative Offi ces (130 Nestor Street) 
8:00 a.m. to 4:30 p.m. - Monday — Friday
Closed weekends and holidays

shirts permitted. A tie must 
be worn with the long sleeve 

shirt. The long sleeve 
shirt may be worn 
in summer but a tie 
must always be worn 
with it.

Trousers—Dark blue 
in color.

Belt—Black leather. 
Shoes—Plain black 

leather, oxford style. 
Spike heels, platform 
soles, open-toes, or 
unusual shoes are not 
permitted.

Hats—Regulation 
fi ve-point or dark blue 
baseball type.

Sweater—Dark blue 
cardigan or pullover.

Jacket (Winter or 
summer weight)—
Dark blue.

Uniform Patch—
Wear on the right shirt 

sleeve or coat sleeve.
Union Patch—Wear on left 

sleeve.

"Roadeo"
(continued from page 1)

In addition to the 
presentation of the trophies, 
U.S. savings bonds and special 
certifi cates were awarded to 
operators and maintenance 
staff, who collectively represent 

275 years of safe driving.  The 
names of those drivers are 
John Hogan, James Escue, 
Paul Milliken, James "Joe" 
King, Tommy Sloss, Roy Darby, 
Benson Jones, Julia Latham, 
Larry Patton, Charlie Goad, 
William Graham, Darrell 

McAdoo, William Simmons, 
Lisa Taylor, Gregory Wynn, 
Larry Lane, Sam Newson, and 
Woodrow Sales.

"We also wish to give a very 
special thanks to everyone who 
donated their time to make 
this event possible--judges, 
food servers, operations, and 
maintenance crews made it 
happen," MTA Director of Safety  
Tommy Boshers said. 

Operators drive through 
obstacle course during "Roadeo" 
competition.

excellent.  Thank you for these 
bus drivers.” 

Listed below are the 
names of employees who 
have received special 
certifi cates of appreciation 
for excellent customer 
service and thoughtfulness 
while accommodating MTA 
passengers.

From April through July, 
certifi cates were presented 
to William Simmons, Rudell 
Barnhill, Layne Lawrence, 
Herbert Sowell, Dwight 
Hooper, Cynthia Whitehead, 
Ellis Scruggs, Billie Holt, Jesse 
Batson, Richard Maxwell, and 
Hugh Taylor. 

MTA would like to 
congratulate Jim Bender, Bob 
Baulsir, Tim Sanderson, Sherri 

Milliken, and Annette Fehland 
for being recognized by the 
Metropolitan Government 
of Nashville and Davidson 
County for their commitment 
to provide integrated programs 
and services for individuals 
with disabilities.  These MTA 
employees were honored during 
a ceremony on July 24, 2003.  
The Technology Access Center 
of Middle Tennessee presented 
Metro with an appreciation 
award for its ongoing efforts 
to improve accessibility for 
individuals with disabilities.

Our appreciation and thanks 
also go out to MTA Employee 
Earl Rhodes for his service to 
our country.  He was deployed 
on February 17th of this year.

Special Kudos . . .
(continued from page 3)

should not be concerned 
about using their credit 
cards for purchases," MTA’s 
Computer Systems Director Rob 
McElhaney said.   

The agency is using a 
third party Internet fi nancial 
institution that provides online 
global payment solutions to 
businesses.  The fi nancial 
institution handles the payment 
part of the transactions and 
MTA staff is responsible 
for mailing the tickets to 
customers.

To visit the MTA web site, 
go to www.nashvillemta.org 
or customers may continue 
to purchase tickets at the 
Information Booth on Deaderick 
Street between 4th and 5th 
Avenues, or at the MTA Main 
Offi ce located at 130 Nestor 
Street.  Tickets also may be 
purchased over the telephone 
by calling the Customer Service 
Call Center at (615) 862-
5950 or 880-3286 (TTY) and 
authorizing the payment on a 
major credit card.

quality and reduce congestion, 
whereas STP is much more 
general in nature.  As public 
transit provides environmental 
benefi t and congestion 
relief, MTA was successful in 
obtaining substantial funding 
through CMAQ.

Through CMAQ and with 
excellent support of the MPO, 
MTA has received funding for 
three projects:
1. Expansion of Express 

Service,
2. Expansion of Park-and-Ride 

Service, and
3. Bus Priority system along the 

West End Corridor.

(continued on page 4)

Nextbus Signs make debut in Nashville.  A total of 9 high-tech signs 
were installed in June on the downtown transit mall and at other bus stop 
locations.

Emanual Edwards is 
shown above wearing the 
new uniform that will be 
required in 2004.



New Customer Service Hours
Effective Date: August 11, 2003

Recently, the Customer 
Service department received 
a letter from a tourist, who 
attended the Big Brothers Big 
Sisters national conference in 
Nashville in June.  The woman 
complimented MTA on the 
outstanding services provided 
by the customer service 
department and bus operator, 
Jesse Batson.  

The letter states that prior 
to arriving in Nashville, the 
woman called Customer 
Service to obtain information 
regarding the specifi c route she 
should take.  She “...received 
very courteous, helpful and 
accurate information” according 
to her letter.  In addition, “I 
want to commend the MTA 
and Mr. Batson in particular 
for giving me such a pleasant 
introduction to your city.  Before 
setting out alone on my journey 
(to the Nashville Zoo) I was a 
little apprehensive, being in a 
strange place and traveling to 
a destination outside the main 
city.  However thanks to the 
MTA and Mr. Batson, I felt safe 
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not only on the journey out, 
but during my time at the zoo, 
knowing that I would have no 
problem getting transportation 
back to the city.”  According 
to the customer, Mr. Batson 
alerted her when they reached 
her requested destination and 
“...took a minute to point out 
where I should board the bus 
for the return trip and reviewed 
the return schedule with me.”  
She ended the letter by again 
expressing her appreciation to 
the MTA and Mr. Batson for 
making her fi rst experience 
using public transportation 
in Nashville "pleasant and 
enjoyable."  

Another MTA rider on the 
Donelson #6 recently sent an 
e-mail that said, “The regular 
bus driver for the bus departing 
at 8:53 a.m. from Donelson 
Plaza is excellent.  He never 
leaves early and I appreciate 
that.” In addition, "the driver for 
the #6 Donelson that leaves 
at 6:15 p.m. from Shelter C is 
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month and two of the fi rst sales 
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business hours—at 1 and 2 
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a 3-year plan intended to 
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TIP also allocates funding 
from two separate sources, 
designated as the Surface 
Transportation Program (STP) 
and the Congestion Mitigation 
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is generally geared toward 
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"We also wish to give a very 
special thanks to everyone who 
donated their time to make 
this event possible--judges, 
food servers, operations, and 
maintenance crews made it 
happen," MTA Director of Safety  
Tommy Boshers said. 

Operators drive through 
obstacle course during "Roadeo" 
competition.

excellent.  Thank you for these 
bus drivers.” 

Listed below are the 
names of employees who 
have received special 
certifi cates of appreciation 
for excellent customer 
service and thoughtfulness 
while accommodating MTA 
passengers.

From April through July, 
certifi cates were presented 
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for being recognized by the 
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with disabilities.  These MTA 
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should not be concerned 
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cards for purchases," MTA’s 
Computer Systems Director Rob 
McElhaney said.   

The agency is using a 
third party Internet fi nancial 
institution that provides online 
global payment solutions to 
businesses.  The fi nancial 
institution handles the payment 
part of the transactions and 
MTA staff is responsible 
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To visit the MTA web site, 
go to www.nashvillemta.org 
or customers may continue 
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Information Booth on Deaderick 
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Avenues, or at the MTA Main 
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Street.  Tickets also may be 
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whereas STP is much more 
general in nature.  As public 
transit provides environmental 
benefi t and congestion 
relief, MTA was successful in 
obtaining substantial funding 
through CMAQ.

Through CMAQ and with 
excellent support of the MPO, 
MTA has received funding for 
three projects:
1. Expansion of Express 

Service,
2. Expansion of Park-and-Ride 

Service, and
3. Bus Priority system along the 

West End Corridor.

(continued on page 4)

Nextbus Signs make debut in Nashville.  A total of 9 high-tech signs 
were installed in June on the downtown transit mall and at other bus stop 
locations.

Emanual Edwards is 
shown above wearing the 
new uniform that will be 
required in 2004.



We have much to be proud 
of at the MTA.  We have made 
signifi cant strides during the 
last year and a half.  The Board 
of Directors and I appreciate 
your hard work and assistance 
in helping us reach 
these milestones:
KEY MILESTONES
1. Stabilized fi nancial 

and operating 
activities that 
ended the prior 
years’ patterns of 
fare increases and 
service reductions,

2. Began modest bus 
service expansions 
through acquisition 
of federal grants 
based on air quality and jobs 
legislation,

3. Ordered new buses to begin 
a replacement program for 

From the CEO’S Desk…
the oldest bus fl eet in the 
state,

4. Began aggressive service 
and marketing program 
designed to meet the needs 
of our youth, and

5. Completed the 
reorganization 
of the Authority 
consistent with the 
recommendations 
of the Metro Audit of 
MTA and the Results 
Matter program.
OTHER 
ACCOMPLISHMENTS
1. Selected as "One of 
the 10 Most Improved 
Transit Systems" in 
the country by METRO 

Magazine in May of 2003,
2. Increased passengers 

carried in FY 2003 over FY 
2002 by 312,000 or a 4.8% 

2) New comprehensive system map, 
3) New brochure summarizing the system changes,
4) Updated bus schedules or timetables, and
5) Web Site updates.

In addition, MTA staff will participate in many of the school 
orientation sessions, and the Mayor’s First Day Festival at the Arena 
on August 10.  
The Changes

For the 2003-2004 school year, MTA will no longer operate routes 
designated as magnet buses. This includes Magnet 1, Magnet 3, 
Magnet 4, Magnet 5, Magnet 6 and Magnet 7.  To replace these 
routes MTA has created new routes and adjusted many of its other 
routes. 
New Routes

• Route 16 Old Hickory–Madison—This route replaces all of the 
current service provided by routes #36 Madison Square and #39 Old 
Hickory. 

• Route 31X Harpeth Valley Express—This route replaces the 
Bellevue Magnet route.

• Route 33X Hickory Hollow Express—This route replaces the 
#32 Edge-O-Lake service to Hickory Hollow Mall and provides service 
across Bell Road and Old Hickory Blvd to Hickory Plaza.

Former Route New Route

Magnet 1 - Bellevue Route 31X Harpeth Valley Express

Magnet 3 - Antioch

Route 32X Edge-O-Lake Express

Route 33X Hickory Hollow Express

Route 38X Una Antioch Express

Magnet 4 - Antioch

Route 32X Edge-O-Lake Express

Route 33X Hickory Hollow Express

Route 38X Una Antioch Express

Magnet 5 - Crieve Hall
Route 12 Nolensville Road

Route 33X Hickory Hollow Express

Magnet 6 - Bordeaux

Route 14 Whites Creek

Route 22 Bordeaux

Route 23 Dickerson

Route 41 Golden Valley

Magnet 7 - NSA
No Longer Applicable as NSA is temporarily 
relocating to Foster Avenue

Route 36 - Madison Square Route 16 Old Hickory-Madison

Route 39 - Old Hickory Route 16 Old Hickory-Madison

Detailed Route Descriptions
Route 16 Old Hickory-Madison

This route replaces the existing Routes 36 and 39.  It will serve 
the Madison, Old Hickory, and Hermitage areas of Davidson County.  
Where routes 36 and 39 only operate on a very limited basis, this 
route provides four morning, one midday, and four afternoon trips 
in both directions. This service also provides direct access to East 

Literature Magnet School and selected trips will operate via Nance 
Landport.
Route 31X Harpeth Valley Express

This route replaces the existing Magnet #1 Route to Bellevue.  In 
addition to the existing trip, it also provides a later afternoon trip to 
accommodate after-school activities and a midday trip for students 
leaving school early.
Route 32X Edge-O-Lake Express

This route has been completely redesigned to better serve the 
area’s residents quicker and with a better service level.  The route 
serves the present Edge-O-Lake/Antioch area with an extension into 
the Country Way area presently served by the Antioch Magnet #3 
route.  Service along Bell Road from Murfreesboro Road to Hickory 
Hollow Mall will be provided by the #15 Murfreesboro Road route 
and the Hickory Hollow Mall Park-N-Ride will receive service from 
the new #33 Hickory Hollow–Hickory Plaza Express route.  Three 
trips in the morning, one midday trip, and four afternoon trips are 
scheduled.
Route 33X Hickory Hollow Express

This route provides Express service to Hickory Plaza and Hickory 
Hollow Mall.  It is structured to include two morning, one midday 
trip, and three evening trips.  We have received numerous service 
requests for this type of service.
Route 37X Tusculum-McMurray Express

Although the routing of this existing route remains unchanged, 
we added one additional afternoon trip for students staying late at 
school and an additional midday trip.
Route 38X Una Antioch Express

Although the routing of this existing route remains unchanged, we 
have added one additional afternoon trip for students staying late at 
school and an additional midday trip.

MTA will continue to use the Nance Arena Landport (where 
most magnet students transfer) as a transfer facility during peak 
times.   At Nance there will be a timed transfer connection in both 
the morning and afternoon to accommodate particular buses 
arriving or departing to the magnet schools.  There are a number 
of other changes and adjustments that have been made to the 
various routes.  Operators are urged to please review the new route 
schedules to become familiar with the changes.

New System Changes      
(continued from page 1)

The MTA was recognized as 
one of the "10 Most Improved 
Transit Systems" in the nation 
according to an annual survey 
of public transit systems 
conducted by the editorial staff 
of Metro Magazine.  In the May 
edition of the transportation 
publication, MTA’s CEO Paul 
Ballard received high marks 
for major improvements within 
the agency by using a common 
sense approach: "good old-
fashioned communication."  

During his fi rst year and 
a half on the job, Ballard 
and the MTA Board of 
Directors implemented a 
communications outreach 
program.  The communications 
emphasized the benefi ts of 
public transit and the message 
focused on air quality and 
congestion as well as the need 
for newer vehicles. 

"We simply told elected 
offi cials and community 
leaders the truth: we have 
buses that should have been 
retired 12 years ago and 
our level of service was far 
behind comparable cities. 
Plus, this is the state capital 
and we need a much higher 
level of service," Ballard said.  

"Fortunately for us, we have a 
mayor and elected offi cials who 
understand the importance 
of a high quality public 
transportation network and 
have committed to helping us 
put one in place for the citizens 
of Davidson County." 

Last February, the MTA 
ordered 25 new low-fl oor 40-
foot Gillig buses that will be 
delivered early next year.   MTA 
is planning to order another 25 
new buses so that there will be 
a total of 50 new buses on the 
streets of Nashville in 2004.  In 
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The MTA held a series of 
public meetings during the 
summer to gain public input for 
the development of its fi ve-year 
operational plan. 

The meetings consisted 
of a presentation by MTA 
staff on current operations, 
followed by a brief summary 
of recent accomplishments, 
and an interactive session. 
The outcome of this process 
will directly affect new routes, 
increased service, and other 

Input on MTA Five-Year Operations 
Plan Gathered at Meetings

changes.
"Public participation in this 

process is extremely important 
because the fi nal product will 
defi ne transit in Nashville for 
the next several years," said 
MTA Director of Planning Tim 
Sanderson.

The fi ve public meetings 
began on July 1 and will 
conclude with the August 5th 
meeting in Hermitage at the 
Library located at 3700 James 
Kay Lane.

increase while maintaining 
an "on time" performance 
of 96% and a safety record 
of 217,000 miles between 
incidents,

3. Greatly improved the public 
image and perception of the 
MTA,

4. Expanded telephone 
Customer Service hours to 
8 p.m. six days a week, and 
relocated the Call Center to 
new offi ces at the MTA,

5. Installed new customer 
information signage at bus 
stops, and ordered new more 
colorful destination signs on 
new buses,

6. Modernized the 36 van fl eet 
that serves people with 
disabilities and implemented 
greatly improved operating 
procedures,

7. Negotiated a new three-year 
labor agreement in early 
2003 with Amalgamated 

Transit Union that is fair and 
equitable for both taxpayers 
and employees,

8. Secured both CMAQ 
(Congestion Mitigation/
Air Quality) and JARC 
(Job Access and Reverse 
Commute) federal grants for 
modest service expansions 
in 2002/2003,

9. Introduced and/or ordered 
new support equipment to 
include supervisory vehicles, 
radios, and a fare collection 
system,

10. Began planning activities 
for capital projects including 
a Central Transfer station 
in the downtown area, new 
Park-and-Ride facilities 
around the county and a BRT 
(Bus Rapid Transit) project in 
the West End Corridor, and

11. Ongoing collaboration with 
the RTA to bring commuter 
rail to Nashville in 2005.
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W
ith a strong em-
phasis on cus-
tomer service, this
year’s 10 Most Im-
proved Transit

Systems are proving that big budget
marketing isn’t everything.

Instead, communication in the
form of better route maps, more personal attention and addi-
tional service has proven good for ridership at these agencies.
At the Fairfax Connector Bus System in Fairfax, Va., negative
customer service comments were down about 27% and rider-
ship was up more than 11%, much of which can be credited to
customer surveys done by the agency.

The Palm Tran Connector in
West Palm Beach, Fla., needed to
reinvent itself to regain the confi-
dence of its riders. And it did so in
part by improving scheduling and
service delivery.

Many of this year’s Top 10 have
seen vast improvements in their de-

mand response services, achievements they were able to ac-
complish in partnership with rider coalitions. Read on to
see how these agencies were able to rally their riders
through good customer service.

The Top 10 were chosen from entries submitted by readers
via our Website, www.metro-magazine.com.
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This year’s Top 10 proves 
the importance of

maintaining good customer
service. See how reaching 

out to passengers translates
to an increase in ridership.

By METRO Staff

10
MOSTImproved

Transit Systems

W
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Metropolitan Transit Authority
Nashville, Tenn.

t wasn’t rocket science that boosted funding and ridership
numbers for Nashville’s Metropolitan Transit Authority

(MTA) — it was just good old-fashioned communication.
For the past 10 years, the MTA faced cutbacks and a reduc-

tion of services, forcing it to operate one of the oldest bus
fleets in the state without proper funding. The MTA has since
turned things around with a new communications campaign
extolling the benefits of public transit. It’s directed at elected
officials, community leaders and the chamber of commerce. 

The MTA’s campaign presentations focused on air quality
and congestion issues, as well as the need for newer vehicles.
“We’ve got buses that should have been retired 12 years ago,”
says MTA CEO Paul J. Ballard. “That really hit home,” he says
of the campaign. 

Another key point centered on the MTA’s level of service,
which was far behind comparable cities. “This is the state cap-
ital. It needs to be a far higher level of service,” he says.

Getting the word out about system benefits has given the
MTA the most support it has ever received in terms of fund-
ing. “This fiscal year we received a 20% increase in our operat-
ing budget and the capital budget is 10 times the amount the
government has ever given the MTA before,” Ballard says.

The MTA has also been more aggressive in its search for
alternative revenue sources. “We’ve been successful in get-
ting federal grants and we are also looking to private institu-
tions such as universities for partnership opportunities,”
Ballard says. 

With its new operating budget, the MTA placed an order for
25 new buses to replace existing vehicles. The new low-floor
40-foot vehicles, to be manufactured by Gillig Corp., will in-
clude electronic fareboxes and multi-colored destination signs.

Another important issue tackled by the MTA was improving
on-time performance of buses. This new focus led to a 5.8%
ridership increase in the past year.

Ballard also credits a new hiring program for MTA’s im-
proved passenger numbers. “In the past we looked for people
with a CDL. Now we look for people with a personality and
we train them to drive.”

JANNA STARCIC

Improved on-time performance and a new driver hiring program
increased MTA’s ridership by 5.8% in the past year.

I

addition, the MTA 
Board of Directors 
recently approved 
the purchase of 
161 state of the 
art fare boxes and 
related equipment 
at a cost of 
more than $2.2 
million.  Expected 
delivery will be 
in the fall.  For 
more information 
on MTA 
accomplishments, 
please read the 
article, From CEO’s 
Desk, on this 
page.

Paul J. Ballard


