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Professional Background

 25 years Corporations
 25 years Construction Industry
 24 years Management / Leadership
 13 years Public Sector
 7 years Consulting
 13 years CIO

Associations / Awards
- 2019 CIO Award Team Innovation & 

Leadership, cio.com
- 2019 State Government Experience Award, 

Center for Digital Government
- Society for Information Management
- HMG Strategy
- Columbia University Executive Mentor



Technology at 
The Port Authority 

• Scope 
– The Technology Department delivers effective, 

sustainable solutions and support to the Port 
Authority and is knowledgeable, proactive, and 
responsive to the Port Authority's current and 
future technology needs.

• Scale 
– Transporting, supporting and keeping 138 

Million (2018) travelers safe on a yearly basis. 
(44% increase over the last 18 years)

• History 
– 2015 – Introduction of the Cybersecurity 

Operations Center
– 2016 – Cybersecurity Awareness Training is 

announced and becomes mandatory for all 
employee’s

– 2017 /2018 – Creation & deployment of Airport 
Specific Websites, Free Wi-Fi at Airports, 
RidePATH Mobile app officially launches



<> job-years

<> million in wages

<> million in economic activityTunnels
Holland Tunnel
Lincoln Tunnel

Port Authority Facility Map

Aviation
John F. Kennedy International Airport
LaGuardia Airport
Newark Liberty International Airport
Stewart International Airport
Teterboro Airport
Atlantic City International Airport

Port Commerce
Port Jersey-Port Authority Marine Terminal
Brooklyn-Port Authority Marine Terminal
Elizabeth-Port Authority Marine Terminal
Howland Hook Marine Terminal
Port Newark

Bridges
Bayonne Bridge
George Washington Bridge
Goethals Bridge
Outerbridge Crossing

Terminals
Port Authority Bus Terminal
George Washington Bridge Bus Terminal
Journal Square Transportation Center

Port Authority Trans-Hudson
PATH Rail Transit System

WTC





Press Releases - RidePath

107,000
Downloads 
in less than 
4 Months.



Press Release – Countdown Clocks



Press Releases – MyTerminal & Airport Websites

MyTerminal is introduced to improve the 
bus terminal experience for all customers. 

All Airports receive their own dedicated 
websites. Helping customers with TSA and 

taxi wait times at each airport. 



Press Releases – Cell Service & Wi-Fi 

All major cellphone providers now provide 
coverage across all PATH stations & 

platforms. 

Free Wi-Fi becomes available at all of our 
airports in efforts to provide the best-in-
class customer service at our facilities.



From 
Dysfunction 
to Functional 

Business 
Partner

• August, 2017 – New Executive Director, 
Rick Cotton

• Customer Experience Focus:
– Key Emphasis

– Pay attention to everything

– Address Rising Expectations of Travelers

• October, 2017 Board Meeting
– Announced Apps & Mobile Websites for all 

facilities in 90 days



90 Day Challenge

1. Eliminate ‘Can’t’ from your vocabulary

2. Daily Meetings

3. Work Directly with Business on Exposing 
Actionable Info to Public

Results:
• Deliverables in 90 days

• Product Roadmaps for 12-18 mos.



What Did We 
Deliver?

Aviation Mobile-Responsive 
Websites:
• Taxi Wait Time (had)
• Security Wait Time (manual until automated 

system)
• Parking Lot Availability + on-line reservation

RidePATH:
• Schedule (had)
• Trip Planner (built)
• Beacon Warnings before entering Fare Zone (built)
• Alerts (had)
• Ability to work offline
• System Map



MyTerminal:
• Route & Gate Departures (had)

• Alerts (had)

• Directory with Isometric maps (built)

CrossingTime:
• Times & Speeds (had)

• Planned Work & Lane Closings (had)

• Truck Restrictions (had)

• Custom Notifications (built)

What Did We 
Deliver?



Second-Order 
Effects

Overall:
• RealTime IoT infrastructure

• Measurably Improved Customer Satisfaction

Aviation:
• Security Wait Times

• CBP Wait Times

PATH:
• Cell Signals in all PATH Stations

• Real Time next train arrival information



The Team



Digital Customer Experience
Program - Results

Mobile App Downloads Ratings

RidePATH 151 k 3.0

MyTerminal 66 k 2.0

CrossingTim
e

11.2 k 4.5

Responsive 
Website

Number of Unique Visitors

Past Day Past 28 Days

JFK 15 k 317 k

Newark 14 k 275 k 

LaGuardia 11 k 200 k 

Stewart 1.3 k 32 k 


