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 2020 is a year that most will not soon forget, or the personal challenges that each of us have faced.  As 

an organization, we too faced many challenges, continuously evolving as we learned more about the 

COVID-19 virus, and efforts to keep everyone safe. The organization and those that we serve made it 

through very difficult times because of the hard work, dedication, and commitment of our team.  We 

thank our essential and frontline workers for everything they have accomplished this year. As we head 

into 2021, it is uncertain of the challenges that will come our way, but we have the knowledge and tools to 

move us forward as we navigate this pandemic. 

 We would also like to give thanks to the MAX Authority Board for supporting staff with the tough 

decisions made throughout the pandemic to continue to serve the community. While managing your own 

challenges this year, you continued to provide guidance, ideas and words of encouragement.  

 

Elisa Hoekwater, Executive Director 

Beth Higgs, Deputy Director 

Susan Gorby, Operations Manager 
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MAX Board Members 
Left to right: Joe Baumann, Al Rios, Myron Trethewey, James Gerard, Reilly Shuff, Meika Weiss, Kevin Klynstra, 
Russell TeSlaa 
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Vision Statement 

Enhanced mobility and 

community access that offer 

efficient and attractive 

transportation options for 

the citizens of the Macatawa 

area. 

Mission Statement 

To create a sustainable 

transportation system to be 

used by all residents of the 

Macatawa area with linkag-

es to other transit systems. 

 

 

 

 

 

 

 

 

 

MAX Transportation 

Authority Board Members 

Russell TeSlaa 

Chairman, Holland Township 

 

Joe Baumann 

Vice Chairman, Holland 

Township 

 

Myron Trethewey 

Secretary/Treasure, Holland 

 

Tyler Kent 

Member, Holland Township 

 

Meika Weiss 

Member, Holland 

 

Al Rios 

Member, Holland 

 

Kristin Myers 

Member, Holland 

 

Kevin Klynstra 

Ex-Officio, City of Zeeland 

 

James Gerard 

Ex-Officio, Park Township 

 

Reilly Shuff 

Student Advisor 

Black River Public School 

Local Advisory  

Council Members 

Elizabeth Schultz 

Council Chair, Resident 

Holland Charter 

Township 

 

Amy Florea 

Senior Resources 

 

Ken Deur 

Resident, Holland 

 

Martha Zahn 

Resident, Holland 

 

Yew-Meng Koh 

Resident, Holland 
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From the Top 
Fiscal Year 2020 started strong for MAX, 

recognizing an increase in ridership from the 

previous year and many exciting plans on the 

horizon. We welcomed nine new buses to our 

fleet and worked with regional leaders to 

expand services from Grand Rapids to 

Holland. The year ahead looked promising, 

but we would soon face some of our greatest 

challenges due to the COVID-19 pandemic.  

In early March of 2020, as the COVID-19 

virus was spreading across the U.S. and 

recognized in our region, MAX made the 

tough decision to suspend the fixed routes and 

offer only the Reserve-A-MAX demand 

response service. Passengers that normally 

used the routes were now able to schedule 

rides on the Reserve-A-MAX for essential 

trips to medical appointments, work and the 

grocery store for supplies. Due to the social 

distancing State mandate of 6 feet, seating 

capacity was decreased from 26 passengers 

per bus to 6 passengers, limiting the number 

we could transport each day.   

In April, as cases of the virus increased, the 

entire staff were placed on a two-team, two-

week rotation to maintain service in the event 

of an outbreak. This worked very well, as 

employees were asked to quarantine due to 

exposure to the COVID-19 virus; others were 

on-call at home in case they were needed. 

Some transit systems across Michigan were 

not as fortunate, and experienced complete 

shutdown of services due to outbreaks. All 

passengers and staff were required to wear 

masks in both MAX facilities, and while on 

board the buses. MAX also stepped up 

cleaning efforts, fogging each bus daily with 

an agent that kills the COVID-19 virus, and 

bus operators were asked to wipe down all 

touch points on their buses during their shift.   

In October of 2020, as the number of COVID-

19 cases in our area decreased, MAX staff felt 

comfortable planning to resume fixed route 

service on November 1. As that date neared, 

we recognized a shortage in bus operators and 

a short supply of candidates to recruit. The 

number of COVID-19 cases were also on the 

rise, so it was necessary to move out the 

November date to resume that service.    

As dire as this situation was during the first 

year of the pandemic, the MAX team worked 

together to resolve issues, and helped each 

other when needed. The experience was 

difficult, but MAX is stronger because of it. 

We should also reflect on those that lost loved 

ones during this time. Many of our staff fell ill 

with COVID-19, but we are fortunate that all 

recovered. Some of their loved ones did not 

survive.   

Looking ahead to year 2021, our number one 

priority will continue to be the safety and well

-being of the community and team. We will 

continue to grow staff with a heavy focus on 

recruitment, strengthen relationships inside 

and outside the organization, and procure 

electronic buses to add to our fleet.                   

  

 Russell TeSlaa      Elisa Hoekwater 
 Chairman, Board of Directors  Executive Director 
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MAX FACTS 
Total Ridership 

220,445 

Average on-time Performance 

96.65% 

Fixed Route & Demand Service 

Vehicles in Fleet 

33 

Total Vehicle Miles 

643,313 

Total Fuel in Gallons 

101,137 
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Rearview Mirror 

October, 2019 

MAX Welcomes Susan Gorby! 

On October 14, Susan Gorby joined our team as Operations Manager. Susan comes 

to MAX from Clinton Area Transit where she had oversight of multiple departments, 

and helped create and re-organize bus services, offering the community more travel 

options. Her philosophy "Make sure you don't lose the customers that you've spent 

so much time and energy to acquire” will certainly benefit staff and the community 

alike. 

Susan’s extensive background in transit and strong leadership skills make her a great 

fit with our organization. Welcome aboard Susan! 

 

December, 2019 

MAX Joins the Parade of Lights 

The MAX team worked diligently to decorate and share our festive trolley with all 
who attended. MAX enjoyed a magical night where Santa arrived escorted by bands, 
floats, trucks and trolleys. Each decorated in thousands of sparkling holiday 
lights.  As the trolley proceeded with the parade, Christmas music played through the 
speakers.  All those we passed joined us in dancing and singing along to the music 
spreading the cheer!   

 

December, 2019 

MAX Welcomes Nine New Buses to Fleet 

In December 2019, MAX welcomed five new medium duty buses purchased through 

Gillig, LLC in September of 2018. Gillig who manufacturers these buses, build to 

order so delivery can take two years to deliver, however MAX was fortunate to 

receive these in just over a year. These new buses replaced those in our fleet that had 

reached the end of their useful life.  

In addition to the Gilligs, MAX received four new Arboc cutaway buses in February 
of 2020. The buses procured from Holland Bus Company also replaced four cutaway 

buses that reached the end of their useful life. 
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March, 2020 

COVID-19 Impacts MAX and Passengers 

In March of 2020, as COVID-19 was present in Ottawa County, MAX staff was 

busy preparing a safety plan in the event that travel restrictions and other measures 

would be mandated by Federal, State or Local authorities. In mid-March, a stay-at-

home order issued by the Governor’s office stated that only those going to or from 

work, purchase essential supplies or medical appointments could travel.  MAX staff 

was in a position to make some tough, yet necessary decisions.  

On March 18, MAX suspended the fixed route service, offering all passengers the 

Reserve-A-MAX demand response service for essential purposes only. The social 

distancing mandate of 6 feet further restricted how many passengers MAX could transport at any one time, 

allowing 10 passengers to a bus rather than the 26 that would normally ride. As most transit systems across the 

U.S. experienced, MAX lost roughly 80% of its ridership during much of the pandemic.  

Along with suspending fixed routes, hours of service were reduced, and MAX placed all staff on two-team, 

two-week rotations, so those that were home could be ready to fill in if team members became ill. In addition 

to their normal wage, employees working in office or drove bus received $2 per hour hazard pay. 

 

March, 2020 

MAX Steps Up Safety Measures During Covid-19 

In March and April, MAX was hard at work to ensure the well-being of their staff 
and passengers. Over several months, safety measures were put in place to mitigate 
exposure the COVID-19 virus.  
 
• Fogging to disinfect each bus daily  
• Socially distant seating and hand sanitizers installed in each bus  
• Protective barriers for bus operators, and Road Supervisor vehicles 
• Check-in sanitizing station at the MAX Depot to protect passengers and staff 
• Masks, sanitizers, and gloves (PPE) provided to drivers 
• Masks required for all passengers and staff 
• COVID-19 safety awareness flyers and signage on each bus, and at the MAX   
   transportation center 

 

March, 2020 

Tulip Time Festival Cancelled, First Time in 90 Years 

Tulip Time in Holland is an event enjoyed by nearly the 300,000 - 500,000 visitors 

who travel from around the globe to experience the traditions and tulips that make 

this event special. Around the time that MAX became an Authority, we have helped 
support Tulip Time Organization by transporting visitors throughout the City, 

making it easier for folks to get around. To mitigate the spread of COVID-19, the 

decision was made to cancel the 2020 Tulip Time festival, which was the first time 
in 90 years. The MAX team is anxious to see the visitors return and working with 

the Tulip Time Committee once again.  
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March, 2020 

Green Commute Week 

Green Commute Week is an annual event that encourages local residents and 
businesses to use other means of transportation by walking, riding bikes or using 

public transit, rather than single-occupant vehicles.   MAX proudly sponsors this 

weeklong event by sitting on the Green Commute Committee and providing free rides 
on all fixed route service for anyone who participates. Due to the COVID-19 

pandemic, the 13th annual event was cancelled. In 2021, MAX looks forward to 

working with the Macatawa Area Coordinating Council and other committee members 
on this wonderful event.   

 

April, 2020 

Mask Requirements at MAX 

As the Center for Disease Control (CDC) learned more about the implications of the 

COVID-19 virus, mask mandates were in place and all businesses, including public 

transit, needed to follow these orders. In mid-April, MAX required all office staff, bus 
operators and passengers to wear masks in their facilities and on buses. Due to a shortage 

of masks, MAX Marketing Assistant Manager, Shelby Pedersen along with Yvonne 

Dirkse of Douglas, MI worked tirelessly to sew masks for all bus operators as well as 
passengers that did not have a face covering.  This is a great example of how community 

pulls together during the time of need. 

 

June, 2020 

Intelligent Transportation Systems (ITS) Coordinator Position 

In an effort to consolidate tasks relating to the repairs, purchase and replacement of 
computer software and hardware, it quickly became very apparent that MAX was in need of 
an Intelligent Transportation Systems (ITS) Coordinator, a person who could manage all of 
this and much more.  In addition to general computer and software knowledge, the candidate 
would need to work with bus and facility cameras, radio communication, and the office 
phone system, as well as work closely with the City of Holland IT department when needed.  
 
MAX team member David Cross began his career at MAX in 2017 as a bus operator. While 
in that position he learned dispatching, and later advancing to Road Supervisor and then 

Transit Supervisor. Dave has an extensive knowledge and skillset not only about related positions within 
MAX, but he understands networking architecture and planning, repairs and troubleshooting, and server 
implementation. All of these talents made Dave the perfect candidate for the position, which he filled on July 
6.   
 

During his personal time, Dave is an amateur radio operator with a FCC General Class license, and enjoys 

talking with people around the world. He also maintains a network of temperature sensors around Ottawa 

County as a volunteer for the Ottawa County EOC. This includes running and maintaining four servers from 

his home for the weather network. Along these same lines, Dave has created and implemented temperature 

sensors at both MAX facilities, allowing us to access temperature, humidity, barometric pressure and also 

TVoC information, addressing any issues retrieved from that data. MAX will certainly benefit from Dave’s 

vast knowledge and experience.  
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July, 2020 

MAX Recruitment 

As many businesses across the U.S. recognize a shortage in staff during the 

pandemic, MAX is experiencing the same. In a typical year, MAX employs roughly 

fifty bus operators to maintain both its demand response and fixed route service, but 

due to various reasons, MAX has lost some of that talent.  

During this unprecedented time, getting creative with recruitment is key to attracting 

candidates, so MAX has stepped up efforts to do just that. Employees who refer new 

hires that are retained for a 30 day period will earn $250, and radio and newspapers 

advertise the MAX onboarding bonus for new hires with their CDL, $250 for the 

first 30 days of employment, and an additional $250 after 90 days. The following are 

other ways in which MAX is spreading the word. 

• Hiring ads in local newspapers 

• WHTC/The VAN radio 

• IHeart Radio  

• MLive  

• Job Fairs 

• Bus Billboards 

• Rolling ads at the Holland Secretary of State office  

• Flyers placed in area laundry mats and gas stations 

 

September, 2020 

2019 Golden Wheel Award Winner! 

Congratulations to Dan Bench who was chosen as the 2019 “Golden Wheel Award” 

winner.  

Dan was nominated for this employee of the year award by his co-workers and 

selected as the winner based on nine criteria: productivity; reliability; teamwork; 

adherence to policies and procedures; workplace safety; positive attitude; customer 

service; accident/incident free and integrity.  

During the Employee Appreciation Week luncheon on September 11 at the MAX 

Greenway facility, Executive Director, Elisa Hoekwater presented Dan with a 

plaque, jacket and a monetary award for his employee excellence.    

Congratulations to Dan for this prestigious award! 
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MAX Metrics 
Financials for Fiscal Year 2020 

*Includes Auxiliary Ridership: Tulip Time Shuttle, etc. 

Service FY 2020 FY 2019 Change% 

Fixed Route Passengers* 153,844 322,192 -52.3% 

Twilight Route 3,963 7,824 -49.3 

Demand Response Passengers* 58,956 78,488 -24.9 

Night Owl Passengers 3,682 3,639 1.2 

Total Ridership 220,445 412,143 -46.5 

 

Fixed Route Vehicle Miles 217,267 465,711 -53.4 

Fixed Route Passengers/Mile 0.71 0.69 2.9 

Twilight Route Vehicle Miles 11,360 24,936 -54.4 

Twilight Route Passengers/Mile 0.35 0.31 12.9 

Demand Response Vehicle Miles 384,347 467,996 -17.9 

Demand Response Passengers/Mile 0.15 0.17 -11.8 

Night Owl Vehicle Miles 30,339 32,624 -7.0 

Night Owl Passengers/Mile 0.12 0.11 9.1 

 

Fixed Route Vehicle Hours 16,596 35,902 -53.8 

Fixed Route Passengers/Hour 9.27 8.97 3.3 

Twilight Route Vehicle Hours 879 1,890 -53.5 

Twilight Route Passengers/Hour 4.51 4.14 8.9 

Demand Response Vehicle Hours 26,353 31,882 -17.3 

Demand Response Passengers/Hour 2.24 2.46 -8.9 

Night Owl Vehicle Hours 2,040 2,125 -4.0 

Night Owl Passengers/Hour 1.81 1.17 5.9 

 

Fixed Route Passenger Breakdown 

*Includes Twilight Route 9 & 10 Passengers 

Rider Type FY 2020 FY 2019 Change% 

Regular 100,939 208,309 -51.5% 

Youth 13,813 27,658 -50.1 

Senior 10,170 21,714 -53.2 

ADA 32,884 72,335 -54.5 

Demand Response Passenger Breakdown 

*Includes Auxiliary Ridership: Tulip Time Shuttle, etc. 

Rider Type FY 2020 FY 2019 Change% 

Regular 15,023 6,703 -124.1% 

Youth 1,111 2,639 -57.9 

Senior 1,658 2,335 -29.0 

ADA 44,847 70,450 -36.3 

Overall Passenger Breakdown 

*Includes Twilight Route 9 & 10 Passengers 

Rider Type FY 2020 FY 2019 Change% 

Regular 115,963 215,012 -46.1% 

Youth 14,924 29,993 -50.2 

Senior 11,828 24,353 -51.4 

ADA 77,730 142,785 -45.6 
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Financials 
Financials for Fiscal Year 2020 

 
Revenue FY 2020 FY 2019 Change% 

Passenger Fares $110,880 $ 323,501 -65.8% 

Tax Levy 1,068,918 1,025,939 4.2 

Local Operating Assistance 107,763 184,072 -41.5 

State Assistance 

Operating & Planning 1,787,572 1,526,306 17.1 

Capital Grants 312,031 6,756 4518.3 

Federal Assistance 

Operating & Planning 1,508,204 1,518,207 -0.7 

Capital Grants 1,366,001 27,034 4952.9 

Interest & Other Reserves 82,449 168,105 -51.0 

TOTAL $6,343,735 $4,779,920 32.7% 

 

 

Operating Expenses FY 2020 FY 2019 Change% 

Operations $2,929,746 $3,111,001 -5.8% 

Maintenance 660,814 685,773 -3.6 

General Administration 1,114,761 1,058,321 5.3 

TOTAL $4,705,321 $4,855,096 -3.1% 

 

 

Breakdown of Expenses FY 2020 FY 2019 Change% 

Wages/Salaries/Employee Costs $3,495,799 $3,441,201 1.6% 

Utilities 103,461 116,471 -11.2 

Maintenance & Operations 610,313 815,755 -25.2 

Casualty & Liability Insurance 201,387 178,945 12.5 

Other Operating Expenses 294,362 302,723 -2.8 

TOTAL $4,705,321 $4,855,096 -3.1% 
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Keeping in Touch 

MAX keeps the community 

updated with text messaging, 

and through Facebook, Twitter, 

Instagram. Simply search for  

“MAX Transit” and connect 

with us via those media. 

To sign up for text messages,  

send the message “maxtransit”  

to phone number “313131.” 

171 Lincoln Avenue  
Holland, MI 49423 


