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SCOPE OF WORK 

 
1. PURPOSE 

  
CONTRACTOR shall operate the following services: Access Americans with Disabilities Act (ADA) 
Paratransit, OmniGo fixed route service, and the option to provide Express Service in the 
Southwestern San Bernardino County area. 

   
A. The Access paratransit program provides public transit service for individuals with disabilities, as 

required by the ADA.  This service is provided using cutaway vehicles.    

B. OmniGo is a fixed-route service operated by using cutaway vehicles on fixed routes.  

C. OPTION: Express Service.  During the term of this contract, Omnitrans may exercise the option to 
add Express service to provide limited stop commuter service using 40-foot transit coaches.  If 
exercised, services are estimated to begin the second year of the base term. 

 
2. OVERVIEW 

A. Access 

1) ADA requires agencies operating fixed route services to provide complementary paratransit 
service for individuals who are unable to use the fixed route system offered by OMNITRANS.  
OMNITRANS operates Access Paratransit services in partnership with a CONTRACTOR.  
This Scope of Work (SOW) sets forth the requirements for the management, operations, and 
maintenance of this service.  

2) Access transportation service is available for ADA paratransit-eligible individuals to any 
location with ¾ of a mile of any regular fixed-route bus operated by OMITRANS during the 
hours of regular fixed route bus service. Access trips include advance and subscription trips.  
Access is also available during limited times beyond the base ADA service area for a premium 
fare.  The eligible Access passenger must reside at a location outside the standard ADA 
service area and the trip must originate or terminate at their residence from/to a location must 
within OMNITRANS’ defined ADA service area. Additionally, the passenger’s residence 
address must be within the city limits of one of the OMNITRANS Joint Powers cities: Chino, 
Chino Hills, Colton, Fontana, Grand Terrace, Highland, Loma Linda, Montclair, Ontario, 
Rancho Cucamonga, Redlands, Rialto, San Bernardino, Upland and Yucaipa.   

B. OmniGo 

1) OMNITRANS requires CONTRACTOR to deliver OmniGo fixed-route service.  
CONTRACTOR shall provide OmniGo fixed-route service in cutaway vehicles to designated 
routes with ridership that does not require an OMNITRANS 40’ transit coach. OMNITRANS’ 
OmniGo routes assigned to the CONTRACTOR are subject to change at the sole discretion of 
OMNITRANS.  
 

2) The initial OmniGo routes to be assigned to the CONTRACTOR are Routes 308, 309, 310, 
320, 325, 329, and 365.  Exhibit B, Hours and Miles, provides estimated revenue hours and 
vehicle miles.  Exhibit D, OmniGo Schedule, contains route specific information for each of 
the initial routes.   
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C. OPTION: Express 

 
1) CONTRACTOR shall provide OMNITRANS Express bus service with 40-foot transit 

coaches on designated transit corridors during peak demand periods.  OMNITRANS will 
provide seven (7) 40-foot transit coaches for this service.  These coaches will be 
maintained by OMNITRANS and based at OMNITRANS’ East and/or West Valley 
facilities.  These commuter express routes assigned to the CONTRACTOR are subject to 
change at the sole discretion of OMNITRANS 
 

2) The initial OMNITRANS Express routes to be assigned to the CONTRACTOR are routes 
215 and 290.  Exhibit B provides estimated revenue hours and vehicle miles.  Exhibit C, 
Omnitrans’ Express Schedule, contains route specific information for each of these initial 
routes. 
   

D. CONTRACTOR shall have a work stoppage contingency plan, an emergency action plan, a 
Continuity of Operations Plan (COOP), and a recovery plan. 

3. GENERAL INFORMATION  
 

A. CONTRACTOR may subcontract with other paratransit service subcontractors, but the prime 
CONTRACTOR is responsible for all of the actions of its subcontractors and all such 
subcontractors must be disclosed and approved in advance by OMNITRANS.  The 
CONTRACTOR shall ensure that all trips are provided within the parameters of the contract and 
that individuals are eligible for particular trips.  Additionally, the CONTRACTOR shall ensure 
that trips are provided in a timely, safe manner and that trip and performance data are accurate and 
submitted to OMNITRANS as required by contract. 

B. CONTRACTOR shall be familiar with and enforce Access policies and procedures as detailed in 
the Access Paratransit Policies booklet included as Exhibit A, Access Policies and Procedures.  
The CONTRACTOR shall understand that from time to time OMNITRANS may amend its 
Access policies and procedures and agrees that unless such change in its policies and procedures 
results in a material change in the contract, no financial relief under the contact will be provided. 

C. In an effort to maximize cost-effectiveness, OMNITRANS' service area has been divided into two 
(2) Access service areas.  Exhibit B provides estimated revenue hours and vehicle miles. 

1) West Valley 

Pick-up locations west of Etiwanda Avenue are included in the West Valley operating area.  
This includes the cities of Alta Loma, Rancho Cucamonga, Chino Hills, Montclair, Ontario, 
Chino, Upland and portions of Pomona.  

2) East Valley 

Pick-up locations east of Etiwanda Avenue are included in the East Valley operating area.  
This includes the cities of: Fontana, Rialto, Colton, Grand Terrace, San Bernardino, Highland, 
Loma Linda, Redlands and Yucaipa. 
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4. PROJECT OPERATING FACILITIES  
 

A. East Valley Paratransit - 234 South “I” Street, San Bernardino, CA 92410 

Omnitrans-owned facility:  Occupied by incumbent Contractor for administrative and operations 
support, centralized dispatch and reservations for all paratransit services and maintenance for East 
Valley Access, and OmniGo Routes 308, 309, 310, 320, 325, and 329 vehicles.  Omnitrans’ 
contracted security guard service is provided during off-hours.  The current Contractor’s Project 
Manager, East Valley Operations Manager, Safety and Training Manager, Maintenance Manager, 
and Dispatch Supervisor are at this location.  On-site unleaded gasoline fueling is available at this 
site.   

B. West Valley Paratransit– 9421 Feron Blvd, Unit 101, Rancho Cucamonga, CA 91730 

Omnitrans-leased facility:  Currently occupied by incumbent Contractor and used for 
administrative and operations support, window dispatch and maintenance support for West Valley 
Access, and OmniGo Route 365.  On-site fueling is not available at this site; off-site gasoline fuel 
card system is used.  The Contractor is responsible for maintaining a security system monitoring 
service (alarm-response company) for this site.   

NOTE: Within the term of this contract, Omnitrans may relocate the West Valley Paratransit 
facility to a property located in the West Valley service area.  Omnitrans will reimburse any fair 
and reasonable expenses incurred by the Contractor to facilitate moving this operation to the new 
facility.  It is not known at this time when the move may occur or exactly where the new facility 
will be located. 

5. OMNITRANS’ ROLES AND RESPONSIBILITIES 

A. CONTRACTOR performance and oversight under the awarded Contract will be managed by 
Omnitrans’ Operations Department. 

B. The roles and responsibilities of OMNITRANS specific to the operation of the Purchased 
Transportation Service described in this scope of work (SOW) are outlined as follows: 

1) Establish service policies for Access Service operations and maintenance, ensuring 
compliance with ADA regulations. 

2) Provide Access Service eligibility determination services. 

3) Provide paratransit scheduling and dispatch software, upgrades, licensing, hardware and 
communications systems as detailed herein. 

4) Provide dedicated revenue vehicle fleet, including fuel and all required auxiliary equipment, 
for use on OMNITRANS’ Access and fixed-route services.  This does not apply to 
CONTRACTOR-owned vehicles. 

5) Provide an operations and maintenance facility, including facility maintenance services, as 
follows: 

a. Major electrical; 

b. Air Conditioning and Heating service and maintenance; 
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c. Outside lighting (standards and lights); 

d. Internal sprinkler system; 

e. Property fencing; 

f. Parking lot repairs; 

g. Landscaping; 

h. Roof maintenance; 

i. Plumbing (pipes and fixtures); 

j. Building Structural damage repair; and 

k. Major repairs; 

l. Electrical, gas and water costs for both the EV and WV Paratransit Facilities  

m. Telephone service for dispatch, reservations and published customer information lines 

n. Costs of communications (T-1 lines et al) related to the onboard communications and video 
systems 

6) Establish fare policies and fare structures. 

7) Perform overall branding and marketing of the services. 

8) Administer and monitor the Contract including performance monitoring, audits, and 
accident/incident investigation. 

9) When it is necessary to change, add or delete a route from CONTRACTOR operation 
OMNITRANS shall provide a minimum of 60 days’ advance written notification. 

10) Receive invoices, verify monthly reports, and process payments to CONTRACTOR per 
Contract. 

11) Submit required National Transit Database (NTD) report with input from CONTRACTOR. 

12) Monitor all customer comments received related to the service, review CONTRACTOR input 
and coordinate written responses as required. 

13) Attend meetings with CONTRACTOR Project Management Team, on a monthly basis or 
more often as needed. 

14) Make presentations to OMNITRANS’ Board of Directors and Board Committees relative to 
project status, as needed. 

6. CONTRACTOR’S ROLES AND RESPONSIBILITIES  
 

A. The CONTRACTOR shall provide all aspects of the Purchased Transportation Services, including 
management, operations, and maintenance.   

 
B. The roles and responsibilities of CONTRACTOR specific to the operation of the Purchased 

Transportation Services described in this SOW are outlined as follows: 

1) CONTRACTOR shall comply with all applicable Federal, State and Local laws and 
regulations in its management and operation of purchased transportation services and its 
occupancy and use of the OMNITRANS facilities including, but not limited to, those listed 
below. In addition, CONTRACTOR and any subcontractors shall comply with all FTA 
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requirements related to the receipt of Federal funds. 

2) Americans with Disabilities Act (ADA): CONTRACTOR shall be fully knowledgeable of and 
at all times in full compliance with the Code of Federal Regulations requirements of 49 CFR 
37, Transportation Services For Individuals With Disabilities. CONTRACTOR shall advise 
OMNITRANS of any issue relating to ADA compliance and shall consult and assist 
OMNITRANS so as to maintain full compliance at all times. 

3) Provide all Purchased Transportation Services as described in this Scope of Work in 
compliance with OMNITRANS' operating policies and all applicable local, county, state, and 
federal laws and regulations. 

4) Recruit, hire, and train all personnel including management, staff, and bus operators necessary 
to operate the service, providing for on-going management and supervision. 

5)  Provide, either directly or through subcontract arrangement(s), for the operation of 
supplemental purchased transportation services as described herein. 

6) Collect Access fares and fare media, handle, account for, and report all fare revenues received 
during operation of the service. 

7) Investigate all customer comments received, providing responses within prescribed policies. 

8) Prepare and submit all operating reports on time and in the prescribed formats. 

9) Adhere to OMNITRANS’ Lost and Found procedures (Exhibit R) 

10) Provide an adequate number of non-revenue vehicles to perform operator shift changes and/or 
reliefs for Access Services. 

11) Provide required office equipment and any other equipment deemed necessary to operate the 
service.  

12) Attend meetings with OMNITRANS staff as required. 

13) Conduct monthly CONTRACTORs meetings with OMNITRANS to address current status of 
operation, challenges faced by all CONTRACTORs and what steps require implementation to 
overcome unidentified challenges and reporting of current budget hour and dollar balances.  

14)  Prepare and mail monthly no show notification letters. 

15) Ensure that each farebox-equipped CONTRACTOR-operated vehicle is probed a minimum of 
twice weekly at the nearest OMNITRANS fixed route bus facility. 

16) Attend OMNITRANS' Board of Directors and Board Committee meetings relative to project 
status, as needed. 

17) Maintain operations facilities  as follows: 

a. Interior and exterior light bulbs (except parking lot light poles); 

b. Cover plates for all electrical outlets and switches; 

c. Routine building and property upkeep (such as cleaning floors, dusting, vacuuming, pick 
up trash, etc.); 

d. Carpet cleaning and/or floor buff, seal and wax; 

e. Minor repairs to plumbing and fixtures; 

Scope of Work Page 7 
 



OPS15-02 
PURCHASED TRANSPORTATION SERVICES 

  
f. All damages caused by misuse, abuse or negligence. 

18) Internet service to access Contractor’s corporate system, cable or satellite if needed in the 
driver assembly area and security alarm system for the West Valley leased facility. 

7. ACCESS ELIGIBILITY 
 

A. Before riding Access, an individual’s eligibility will be certified by an OMNITRANS Transit 
Evaluator who determines the applicant’s eligibility.  If found to be eligible, an individual will 
receive one of the following eligibility levels: 

1) Unconditional: where the individual is eligible to ride Access for any trip that corresponds to a 
similar trip on a fixed-route bus system within the OMNITRANS service area; 

2) Conditional: where the individual is eligible to ride Access only for those specific trips which 
they are determined eligible; 

3) Temporary: where eligibility is granted for a specified time period; and 

4) Visitor: where eligibility of another transit agency is granted on a limited basis. 

B. After eligibility is determined by OMNITRANS’ Transit Evaluator, each eligible individual’s trip 
requirements are stored in the passenger database file for use by the CONTRACTOR to determine 
the rider’s trip eligibility.  There are approximately 5,100 active individuals currently certified as 
eligible for Access. 

C. Beginning on approximately September 8, 2015 eligibility will be determined by an in-person 
assessment process.  Individuals requiring transportation to/from the eligibility site must be 
provided transportation.  This transportation will be provided by the Access fleet and eligibility 
trips must be shared ride with other Access trips to the most reasonable extent. 

D. Access service shall be provided to any unconditional eligible individual who requests a trip 
to/from any location which is served by an OMNITRANS public fixed-route bus during the hours 
and days of operation of the fixed-route system.  Conditionally eligible individuals may only 
receive trips subject to their specific conditions. 

8. PROJECTED REVENUE VEHICLE HOURS 
 

A. The number of annual Revenue Vehicle Hours (RVH) provided under this Contract is an estimate 
of the service level required to meet ACCESS Service demand; this estimate may be subject to 
change.  Use of a fixed and variable rate structure shall protect both CONTRACTOR and 
OMNITRANS from such changes. 

 
B. THE ESTIMATED ANNUAL VEHICLE MILES/REVENUE HOURS ARE ESTIMATES 

ONLY, AS ARE THE ESTIMATED WEEKDAY TRIPS.  OMNITRANS DOES NOT 
GUARANTEE THAT TRIPS, OR VEHICLE MILES WILL SURPASS OR EVEN EQUAL THE 
ESTIMATED AMOUNTS SPECIFIED ABOVE, AS SUCH, THE ESTIMATED AMOUNTS 
ARE NOT A GUARANTEE, COMMITMENT, OR A PROMISE THAT IN THE FUTURE 
OMNITRANS WILL GUARANTEE ANY MINIMUM QUANTITY OF SERVICES. 

 
C. OMNITRANS RESERVES THE RIGHT TO INCREASE OR DECREASE ACCESS REVENUE 

HOURS BY UP TO TWENTY PERCENT (20%) WITHOUT CHANGE IN COMPENSATION 
RATES, VARIABLE OR FIXED, AGREED TO BE PAID TO CONTRACTOR.  If the number 
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of Access revenue hours decreases in excess of 20% of the estimated number set forth above, or if 
the number of revenue hours increases over 20% from that estimated above after adjustment for 
the amount of the monthly estimated growth rate above, the CONTRACTOR or OMNITRANS 
can request a re-negotiation of the proposed rates.  CONTRACTOR agrees that OMNITRANS 
may direct either an increase or decrease in the Revenue Vehicle Hours listed above up to 20 
percent above or below the estimated annual totals indicated for each year without renegotiation 
of the variable hourly rate for that particular year. 

 
D. OMNITRANS RESERVES THE RIGHT TO INCREASE OR DECREASE THE REVENUE 

HOURS FOR THE OMNIGO FIXED ROUTE SERVICE OR THE OMNITRANS EXPRESS 
SERVICE (if option is exercised) BY UP TO TWENTY PERCENT (20%) WITHOUT ANY 
CHANGE IN COMPENSATION RATES, VARIABLE OR FIXED, AGREED TO BE PAID TO 
CONTRACTOR.  If the number of OmniGo or OMNITRANS Express (if exercised) revenue 
hours decreases in excess of 20% of the estimated number set forth above, or if the number of 
OmniGo or OMNITRANS Express (if exercised) revenue hours increases over 20% from that 
estimated above after adjustment for the amount of the monthly estimated growth rate above, the 
CONTRACTOR or OMNITRANS can request a re-negotiation of the proposed rates. 

E. CONTRACTOR and OMNITRANS will monitor service levels to ensure the revenue vehicle 
hours (RVH) does not exceed the annual estimate.  Any adjustment to the annual RVH must be 
discussed by both parties and approved by OMNITRANS. 

9. REQUIREMENT SECTIONS 
 

The CONTRACTOR is responsible for the effective completion of the following requirements as 
described herein: 

Section I  Transition of Service 

Section II  Acquire/Provide Personnel 

Section III  Provide Training / Safety Support / Employee Incentives 

Section IV  Provide Vehicle Operations 

Section V  Information Systems and Data Requirements 

Section VI  Acquire/Provide Vehicles 

Section VII  Provide Vehicle Maintenance 

Section VIII   Provide Scheduling and Dispatch  

Section IX  Maintain, Prepare and Submit Records and Reports  

Section X  Attain Performance Standards 

Section XI  Safety and Security 
 

SECTION I: START-UP/TRANSITION OF SERVICE 

A. CONTRACTOR shall complete the following requirements during the start-up/transition period 
and prior to the commencement of service and shall provide adequate documentation to ensure 
compliance.   
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1) Key personnel in place and dedicated to OMNITRANS’ contract by August 1, 2015. 

2) The CONTRACTOR must take possession and occupy the facility by September 1, 2015. 

3) If applicable, 80% of all subcontractors must have completed required training no later than 
August 15, 2015. 

4) A detailed start-up/transition plan must include, but is not limited to: 

a. Hiring and training schedules for schedulers, dispatchers, drivers and reservationists. 

b. Key dates and approach for service implementation during the transition period.   

B. TRANSITION PLAN AT THE TERMINATION OF THIS CONTRACT:  

1) It is understood that the Access services to be performed under the proposed contract involve 
an essential and federally mandated public function required of all public entities which 
provide non-commuter fixed route service. This service is provided to eligible individuals with 
disabilities whose condition(s) prevents use of an accessible fixed route system.  Failure to 
provide the service as required by 42 U.S.C. §12143 and the applicable regulations contained 
in 49 C.F.R. Part 37, is a violation of both federal and state civil rights of the individual. Thus 
performance to the level required by the proposed contract and applicable law is critical. 

2) At the eventual termination of the contract, the CONTRACTOR shall facilitate the transition of 
staff that chooses to seek employment with the new CONTRACTOR.  Cooperation in 
furnishing drivers and/or the new CONTRACTOR with copies of driver training records will 
be a requirement of the fully executed contract.  These requirements are to ensure a smooth 
transition of service and to eliminate possible service disruption.   

3) Transition Plan shall include details of how the transition of services will be managed at the 
end of the term, if the CONTRACTOR is not successful in retaining the contract in a re-
solicitation situation.  Plan areas to be addressed include, but are not limited to:  driver 
retention during the transition period, allowing access to employees for the incoming 
CONTRACTOR, handling and transfer of maintenance records; joint inspection of assets, and 
provision of training record copies to employees upon request, etc.   

4) The outgoing CONTRACTOR must cooperatively participate in the transition of this service to 
a new CONTRACTOR.  Sixty days prior to a new CONTRACTOR starting, participation is 
necessary in: 

a. Meetings 

b. Transfer of Paratransit Service records 

c. Access to OMNITRANS-owned vehicles 

5) A transition period is defined as the 45-60 day period prior to the expiration of an incumbent 
contract.  The CONTRACTOR shall participate in the coordinated transition of service to a 
new CONTRACTOR in such a manner as to ensure the transition results in minimum service 
disruption. Difficulties in providing the service experienced by the CONTRACTOR that are 
the natural result of the imminent expiration of the term of the contact will not be deemed an 
excuse from penalties otherwise described in this scope of work. 

6) During the transition phase, OMNITRANS staff will meet with both the incumbent and new 
CONTRACTOR to discuss specific operational issues, records and vehicle transition events 
and the time frame in which they must occur. There is no limit as to the number of meetings 
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OMNITRANS may call.  As requested by OMNITRANS, the incumbent must make pertinent 
records accessible to both OMNITRANS and the new CONTRACTOR within three (3) days 
of OMNITRANS’ request. 

7) OMNITRANS-owned vehicles will be subject to a joint transition inspection and acceptance 
upon transition to the new CONTRACTOR in accordance with vehicle maintenance standards.  
The incumbent will make all OMNITRANS’ vehicles available to OMNITRANS, at its 
request, by the end of the service day on the day of expiration of contract. 

8) OMNITRANS will establish a transition timeline detailing the due dates for critical 
requirements completion.  Check points and stop points will be built into this timeline. If, at 
any time during the transition phase, requirements are not completed by the assigned due date, 
a halt to the transition plan may be declared until the deficiency is corrected.  

 SECTION II - ACQUIRE/PROVIDE PERSONNEL 
 

A. The CONTRACTOR shall provide all resources (manpower, subcontractors, supplies, and 
services) necessary to meet the scope of work.  

B. The CONTRACTOR staff, at a minimum, shall consist of a project manager, two (2) operations 
managers, safety and training manager, maintenance manager, dispatch supervisor(s), mechanics, 
utility service personnel, behind-the-wheel trainer(s), schedulers, dispatchers, reservationists, 
office/administrative support staff, road supervisors, vehicle operators, and other staff deemed 
necessary to provide services. 

C. Vehicle operators, maintenance mechanics, reservationists and dispatchers are represented by 
Amalgamated Transit Union (ATU) Local 1704.  See Exhibit E, Current Wages & Benefit Levels. 

D. Requirements: 

1) The CONTRACTOR shall comply with all federal, state and local employment regulations as 
regards employee wages, worker’s compensation, unemployment insurance, payroll taxes, 
social security, and any other mandated or optional employee benefits. 

2) The CONTRACTOR shall be solely responsible for payment of all of its employee wages and 
benefits. The CONTRACTOR shall be solely responsible for the payment and actions of any 
and all subcontractors and subcontractors' employees when performing duties for 
OMNITRANS under the Contract on behalf of the CONTRACTOR. 

3) The CONTRACTOR shall obtain and provide all required state and local permits, and ensure 
that all drivers are properly certified and licensed for the service that they are providing. 

4) All CONTRACTOR personnel assigned by CONTRACTOR to this project, irrespective of 
their employment status with CONTRACTOR, shall be knowledgeable about the project and 
the ADA.  In addition, all personnel must maintain a professional and courteous behavior 
toward all passengers and individuals transported and those contacting the CONTRACTOR by 
phone. 

5) A sufficient number of personnel who answer customer calls shall be bilingual in both English 
and Spanish, at all times.   

6) The CONTRACTOR shall adhere to all policies and regulations as defined and communicated 
to the CONTRACTOR from OMNITRANS regarding Access and Fixed Route. 
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7) OMNITRANS retains the right to review the CONTRACTOR’s personnel policies and lists of 

personnel assigned to the OMNITRANS Paratransit Services Contract at any time upon 24 
hour notice.  

8) Key personnel include the Project Manager, Operations Managers, Safety and Training 
Manager and Maintenance Manager.  It is expected that no change in proposed Key Personnel 
occur during the initial two years of this contract.  The only exceptions to this requirement 
shall be: 1) if the proposed individual resigns from the bidder’s employment and leaves their 
organization, 2) the CONTRACTOR, with advance approval from OMNITRANS, proposes a 
personnel change that provides to OMNITRANS a stronger, more experienced management 
team or, 3) the personnel change is at the request of OMNITRANS.  Key Personnel changes 
for any other reason during this initial two year period shall be subject to a penalty of $50,000 
to be deducted from the first month’s invoice after the change.  

9) Proposed changes in "key personnel" and job duties shall be subject to review and approval by 
OMNITRANS prior to implementation of changes. 

10) “Key Personnel” are required to take a minimum four (4) hours each of bi-annual in-service 
training riding with a certified, dedicated OMNITRANS Paratransit vehicle operator, one of 
the rides shall be using a wheelchair for boarding, riding and alighting; 

11) In all matters concerning the procurement of supplies, materials, equipment and services to be 
provided under the Contract, CONTRACTOR shall follow OMNITRANS’ Procurement 
Policies and Procedures Manuals. A copy of the said manuals will be provided to 
CONTRACTOR during transition. OMNITRANS, at its sole discretion, will periodically 
review CONTRACTOR’s procurement practices for compliance. To the extent practically 
possible, OMNITRANS may provide CONTRACTOR with a twenty-four (24) hour advance 
notice.  

 
E. PROJECT MANAGER 

1) Subject to the approval of OMNITRANS, the CONTRACTOR shall assign a fully dedicated 
on-site Project Manager to oversee the daily operations of the service. The visibility and 
availability of this position to OMNITRANS and all CONTRACTOR staff is critical to the 
success of this project.  As such, this position must be on site during normal working hours and 
shall be available by telephone or mobile phone at other times.  The Project Manager will 
ensure that CONTRACTOR’s operations meet OMNITRANS performance objectives and 
contract standards.  
 

2) In addition, the phone numbers of two (2) managers with decision-making authority shall be 
made available to OMNITRANS, whereby in the event of an emergency, these individuals 
could be contacted on a 7-day, 24-hour basis.  A manager with decision-making responsibility 
shall respond in-person to any service related emergency, incident or accident involving 
extensive property damage (as defined by OMNITRANS in Section  IX, G, Accident 
Reporting Requirements), injuries or fatalities during or after the operational hours of the 
system. 
 

3) The CONTRACTOR shall provide for a change in the Project Manager upon six weeks’ notice 
without reason by OMNITRANS or immediately if OMNITRANS determines that the Project 
Manager’s performance is below standards.   A temporary manager, acceptable to 
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OMNITRANS shall be assigned immediately and be dedicated 100% to the OMNITRANS 
project while a replacement manager acceptable to OMNITRANS is sought. 
 

4) CONTRACTOR shall not replace the Project Manager without the written consent of 
OMNITRANS.  In the case of voluntary termination, a two week’ advance notice shall be 
provided to OMNITRANS. In no case shall CONTRACTOR provide less than a five business 
days’ notice prior to the departure of the Project Manager. A temporary manager, acceptable to 
OMNITRANS, shall be assigned immediately and dedicated 100% to the OMNITRANS 
project while a replacement manager acceptable to OMNITRANS is sought. 
 

5) The Project Manager shall have a minimum of five (5) years’ management experience in 
paratransit operations and a minimum of three (3) years management experience in fixed route 
operations or a related field. 
 

6) The Project Manager must have an e-mail address accessible throughout the day, through 
which communication with OMNITRANS will be maintained. 
 

7) Project Manager responsibilities shall include, but not be limited to: 

a. Demonstrate, by decision and action, competency in all aspects of ADA Paratransit; 

b. Demonstrate, by decision and action, competency in all aspects of fixed route transit; 

c. Supervise all project staff and the management of the project accounts and operating 
records; 

d. Be available by telephone or in person during all hours of the operational day to make 
decisions or provide coordination as necessary at the request of OMNITRANS; 

e. Oversee and be responsible for the following: 

f. Employee scheduling and training    

g. Assignment and scheduling of back-up personnel; 

h. Distribution and/or collection of daily operating reports, transfer trips, and fares; 

i. Unscheduled, periodic inspections of revenue vehicles; 

j. Preparation of reports from daily operational data; 

k. Maintenance of project accounts; 

l. Preparation of monthly invoices; 

m. Immediate resolution of operational problems, accidents, issues, and/or passenger 
complaints; and 

n. Timely and accurate reporting of service interruptions to OMNITRANS. 

F. OPERATIONS MANAGER 

1) A full-time, fully dedicated, on-site Operations Manager for each operating site to assist the 
Project Manager in executing activities relative to OMNITRANS operations is also required.  
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2) The Operations Manager shall directly supervise the activities of all drivers, dispatchers, 

schedulers and related support personnel in the provision of safe, reliable, and courteous 
complementary paratransit service and fixed route service. 
 

3) Both Operations Managers must have a minimum of three (3) paratransit operations 
management experience and at least one Operations Manager must also have a minimum of 
two (2) years fixed route operations management experience. 
 

4) The Operations Managers must have sufficient knowledge of all their subordinate’s functional 
skills. 
 

5) Appointment of the Operations Manager shall be subject to the approval of OMNITRANS.   
 

6) The Project Manager or Operations Manager will be on-site during normal business hours. 
 

G. SAFETY AND TRAINING MANAGER 

1) The Safety and Training Manager is responsible for directing, designing, developing and 
implementing the local safety training program.  The goal of the Safety and Training 
Manager’s efforts is to produce highly trained, safe vehicle operators for provision of the 
OMNITRANS Paratransit, OmniGo Fixed Route Services, and OMNITRANS Express 
Service.   
 

2) Responsibilities of this position include: 
 

a. Must possess a Transportation Safety Institute (TSI) or equivalent transit training 
certification; 

b. Maintain safety sensitive staff training records and FTA Drug and Alcohol testing records.  
Must ensure these records are up-to-date and available for inspection by designated 
OMNITRANS staff upon request; 

c. New driver training;  

d. Accident investigation training and review including the responsibilities and expectations 
of the first supervisor on scene and the responsibilities of the vehicle operator involved in 
the accident/incident; 

e. Refresher training;  

f. Monthly safety meetings;  

g. Video surveillance system event reviews; 

h. Safety counseling to vehicle operators; 

i. Supervision and training of behind-the-wheel trainers; 

j. Supervision and training of road supervisors;  

k. Preparation of completed accident reports for submission to OMNITRANS; 

l. FTA Drug and Alcohol policy staff training; and  

m. FTA Drug and Alcohol Testing program administration 
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H. MAINTENANCE MANAGER 

1) The CONTRACTOR shall assign a Maintenance Manager to ensure that OMNITRANS’ 
vehicle maintenance and vehicle performance standards are adhered to and to ensure that all 
Access and OmniGo vehicles are systematically inspected, maintained and repaired while 
minimizing down time.  The Maintenance Manager shall be separate from the Project and 
Operations Managers and must be approved by OMNITRANS’ Director of Maintenance or his 
designee.  The Maintenance Manager does not have to be dedicated solely to the 
OMNITRANS project, but must be on-site during regular maintenance hours.   

 
2) The Maintenance Manager must ensure that vehicle maintenance complies with 

OMNITRANS’ maintenance schedule.  
 
3) The Maintenance Manager must ensure that any scheduled preventative vehicle maintenance 

does not conflict with peak service vehicle demands.  Service shall not be missed or delayed 
due to scheduled preventative maintenance or having to wait for common consumable 
replacement parts.  

 
4) The Maintenance Manager shall maintain service records for the assigned Access and OmniGo 

fleet.  The maintenance records must be available for inspection by designated OMNITRANS 
staff upon request. 

 
5) The Maintenance Manager shall ensure that at minimum one technician on staff has thorough 

knowledge related to troubleshooting on board video surveillance and communications 
systems.  This is critical to provide fully operational components. 
 

6) The Maintenance Manager must have a minimum of five (5) years’ experience in vehicle fleet 
maintenance management and understand the dynamics of the operations-maintenance 
relationship 

 
7) The vehicles to be used for the OMNITRANS Express service will be maintained by 

OMNITRANS’ Maintenance Department. 
 

I. DISPATCH/RESERVATIONS SUPERVISOR 

 The Dispatch/Reservations Supervisor shall: 

1) Oversee the dispatch and reservations functions of the operation and report directly to the I 
Street Operations Manager. 

2) Have thorough knowledge of ADA trip booking practices including trip negotiation. 

3) Have a thorough knowledge of the Trapeze PASS software used for trip booking, scheduling 
and dispatching. 

4) Have a thorough knowledge of Automated Call Distribution software, specifically the features 
associated with call monitoring, recording retrieval, and operator assignments. 

5) Randomly monitor reservationist calls weekly to ensure policy compliance and sound customer 
service skills are utilized. 
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6) An Assistant Dispatch/Reservations Supervisor shall be assigned to work the days which the 

Dispatch Supervisor is off duty, on vacation status, or on another off work status. 
 

J. ROAD SUPERVISORS 

1) The CONTRACTOR shall provide on-street road supervisors who shall operate throughout the 
service area during all service times to: 

a. Ensure the best quality of service is delivered to all customers; 

b. Address specific service-related problems and service interruptions; and 

c. Complete occasional special projects as may be requested by OMNITRANS.   

2) The CONTRACTOR shall provide a minimum of four (4) dedicated road supervisors for each 
operating site to ensure adequate shift coverage.  The road supervisors will report directly to 
the Safety and Training Manager or one of the Operations Managers.   

3) Road Supervisors shall provide on street monitoring which include vehicle conditions, driver 
professionalism, driver performance, driver appearance and adherence to service rules and 
performance standards.   
 

4) Road Supervisors shall immediately investigate complaints related to driver misconduct, 
unsafe operating conditions, vehicle safety, and vehicle operating condition and work to 
quickly resolve such matters. Road Supervisors shall perform such follow-up action as may be 
necessary to ensure opportunities for reoccurrence of similar problems are minimized or 
eliminated.   
 

5) Road Supervisors shall promptly respond to accidents involving OMNITRANS passengers, 
vehicles, or CONTRACTOR vehicles used in the provision of OMNITRANS Paratransit 
Services. 
 

6) At a minimum, 70% of Road Supervisors’ work should consist of monitoring vehicle operator 
performance in the field.   
 

7) Road Supervisors shall document and report their activities on a weekly basis using the Road 
Supervision Reports, (Exhibit F, Road Supervisor Report, or an approved alternate form).  On 
a weekly basis, copies of these reports shall be scanned and emailed to the Operations Services 
Supervisor.  
 

8) The Road Supervisors shall have a minimum of three (3) years’ professional experience in the 
Paratransit or fixed route service arena as a driver, field supervisor, or trainer. 

K. DISPATCHERS 

1) Sufficient dispatchers shall be assigned during all hours of service operations to maintain 
contact with drivers and to respond to requests for ETA from passengers within 3 minutes of 
receiving a call. 

 
2) Dispatchers shall be responsible for coordinating vehicle and driver assignments, monitoring 

radio traffic for service quality, and responding to service interruptions. 
Scope of Work Page 16 

 



OPS15-02 
PURCHASED TRANSPORTATION SERVICES 

  
 

3) Dispatchers shall hold the same level of certification as vehicle operators for operation of the 
largest revenue vehicle.  All dispatcher’s license, medical card, and necessary certifications 
must remain current. 
 

4) Dispatchers must have a minimum of one (1) year’s verifiable experience as a vehicle 
operator in a shared-ride passenger transportation service. 
 

5) Dispatchers must be trained to proficiency in the utilization of the Trapeze PASS 
scheduling/dispatching software and the Trapeze Transit Master Automatic Vehicle Locator 
(AVL) bus operation software. 
 

6) Dispatchers must have the ability to communicate concisely in English when operating the 
communications system. 
 

7) Dispatchers must be able to communicate effectively, both orally and in writing in English 
 

8) OMNITRANS, at its sole discretion, may require CONTRACTOR to remove from service any 
dispatcher for excessive customer complaints, rudeness, or other inappropriate behavior. 

 
L. RESERVATIONIST 

1) Reservationists shall be knowledgeable in all aspects of the service operations, including 
reservations procedures.  They shall be trained to be fully proficient to serve the volume of 
incoming telephone requests for service in a timely manner, and to be familiar with the phone 
system being used, including proficiency in the use of Telephone Devices for the Deaf (TDD) 
or text telephones. 
 

2) There shall be a sufficient number of reservationists to ensure rapid and accurate response to 
phone calls during operating hours. 
 

3) Staffing levels must be sufficient to achieve an average initial hold time of no longer than four 
(4) minutes in a peak hour but no greater than two (2) minutes average for the entire service 
day.  
 

4) Reservationists will normally work at computer workstations:  
 

a. To verify ADA eligibility  

b. To enter trip request information and provide a pick-up time window 

c. To enter all trip cancellation information 
 

5) The reservationists will also: 
 

a. Answer simple information requests or transfer callers to supervisors if they are unable to 
answer questions 

b. Provide courteous, professional service to all callers 
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c. Provide other services as directed by their supervisors to comply with Contractual 

obligations 

d. Meet all training requirements set forth in the Contract.  All training records shall be kept 
up-to-date and housed at the CONTRACTOR’s facility for immediate inspection by 
OMNITRANS personnel upon request. 

 
6) OMNITRANS, at its sole discretion, may require CONTRACTOR to remove from service any 

reservationist for excessive customer complaints, rudeness, or other inappropriate behavior. 
 

M. BEHIND-THE-WHEEL (BTW) TRAINER 

1) The BTW trainer shall be a state or federally certified school bus/transit bus instructor. 
 

2) BTW training shall be conducted only by trainers who have been certified by the California 
Department of Motor Vehicles as a School Bus or Transit Bus instructor. 
 

3) The BTW trainers will ensure that the instruction they provide conforms to CVC Section 
40088.   
 

4) A minimum of one (1) certified BTW trainer shall be provided by CONTRACTOR for each 
operating site. 

 
N. VEHICLE OPERATORS/DRIVERS 

1) Vehicle operators must meet the following standards: 

a. CONTRACTOR shall, prior to employment, subject potential drivers to an initial criminal 
background check either performed by a San Bernardino County law enforcement agency, 
the California Highway Patrol, or an equivalent background check approved by 
OMNITRANS.  The background checks shall screen not just for vehicular related felony 
and misdemeanor records but also all felony and misdemeanor arrests and convictions.  
Thereafter, CONTRACTOR shall conduct criminal background checks at a minimum of 
once every two years.  Upon request, CONTRACTOR shall provide designated 
OMNITRANS staff access to documentation demonstrating that the initial and subsequent 
background checks have been performed.   CONTRACTOR shall have responsibility for 
record keeping and maintenance of all background checks. 

b. A valid California Class A, or Class B driver’s license, and current medical examination 
certificate for all drivers regardless of vehicles operated, as well as any other license 
required by applicable federal, state, and local regulations are required when operating any 
vehicle assigned under this contract. 

c. At the time of hire, Drivers may not have accumulated more than four points on their most 
recent DMV abstract over the recent past 36 months.  In addition, drivers may not have had 
any single violation of two points in the past 36 months.  Once hired, drivers may 
accumulate no more than two points against their license per year.  A single violation of 
two points may be grounds to deem a driver unqualified to provide service under the 
contract. 
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d. While multi-lingual Drivers are encouraged, each must also have the ability to 

communicate effectively in English, both oral and written, and are required to treat all 
passengers with kindness, courtesy, and respect. Drivers found not to have sufficient skills 
to communicate effectively in English will be immediately removed from service. 

e. OMNITRANS, at its sole discretion, may require CONTRACTOR to remove from service 
any driver for excessive customer complaints, rudeness, or other inappropriate behavior or 
appearance, preventable accidents (per National Safety Council) or any other behavior or 
appearance which reflects poorly on OMNITRANS. 

f. In accordance with Section 4512 of the Welfare and Institutions Code, vehicle drivers are 
required to have on their person a valid Vehicles for Developmentally Disabled Persons 
(VDDP) card when operating a vehicle providing Access Service. 

2) In addition to the CONTRACTOR’s corporate appearance policy, all Drivers (direct 
CONTRACTOR employee or subcontracted) will be required to adhere to the following 
appearance standards: 

a. Drivers shall wear uniforms acceptable to OMNITRANS when performing their duties 
under this Contract and shall not be placed into revenue service without the proper 
uniform. 

b. Uniforms will be of the CONTRACTOR’s design, but shall, at a minimum, consist of a 
shirt or blouse, uniform long pants or uniform short pants, and a lightweight jacket of a 
uniform design and color. 

c. Uniforms are to be neat, clean and pressed, in good condition and properly fit with shirts 
tucked in at all times during employees’ service hours.  

d. All Drivers will maintain good hygiene and grooming standards. Excessive jewelry, 
excessive make-up, excessive hairstyles, visible body piercings, and visible tattoos are not 
permitted while on duty.  

e. During hours that drivers are either on duty or are at any OMNITRANS property, all 
drivers shall wear an identification badge that will include a picture of the employee and a 
badge number.  The badge number will be unique and will be used to identify the driver on 
all paperwork submitted to OMNITRANS.  Badges will be of a design approved by 
OMNITRANS and will contain a large print, unduplicated number for each employee as 
well as an OMNITRANS Access logo.  Badges will be issued upon employment and must 
be surrendered upon employee termination. 

f. Drivers are expected to maintain a professional standard of appearance.  The 
CONTRACTOR shall provide a copy of their company appearance policy to 
OMNITRANS for approval.  OMNITRANS reserves the right to add additional 
requirements if the CONTRACTOR’s policies appear inadequate to meet OMNITRANS 
requirements. 

3) The CONTRACTOR shall notify OMNITRANS of Driver termination, suspension (start/end 
or reinstatement on a weekly basis (see Exhibit G, Employee Update Form, attached hereto 
and incorporated herein by this reference and made an integral part hereof for format to be 
used in reporting this information.) 
 

O. SCHEDULERS/OPTIMIZERS 

1) The CONTRACTOR shall ensure availability of a sufficient number of scheduling personnel 
to ensure timely and accurate scheduling of all trips. 
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2) Schedulers shall: 

a. Automatically (and infrequently manually) assign trips in the most efficient run 
configurations.  

b. Provide other services as directed by their supervisors to comply with Contractual 
obligations. 

c. Maintain the master runs of the scheduling software to build the routes. 

d. Have proficient knowledge regarding the effective and efficient use of subscription trips. 

e. Have a thorough knowledge of theTrapeze PASS scheduling software and how to utilize 
the applications to maximize run efficiency and performance. 

P. MAINTENANCE STAFF 

1) The CONTRACTOR shall employ at least one (1) OMNITRANS-service dedicated, ASE 
certified technician with certifications in brakes, suspensions, air conditioning, and electrical 
for each operating site.  A certified Master Automotive Technician would be preferred. 
 

2) CONTRACTOR shall maintain a minimum ratio of one (1) technician certified in at least one 
ASE category for every 15 revenue service vehicles.  A $500.00 per  day penalty shall apply 
starting on the 26th day should the CONTRACTOR fail to meet this requirement for any single 
period exceeding 25 consecutive days within a rolling twelve (12) month period.  

 
Q. PERSONNEL POLICY 

1) The CONTRACTOR, and any and all  of its subcontractors shall have in effect personnel 
policies that conform to all state, federal, and local labor laws including, but not limited to, all 
regulations concerning Equal Employment Opportunity, compensation (wage and hour laws), 
Workers’ Compensation, Fair Labor Standard Act (FLSA), protected military/family/medical 
leaves such as Pregnancy Disability Leave (PDL), California Family Rights Act (CFRA), 
Family Medical Leave (FMLA) and other regulations as appropriate. 
 

2) While working for the OMNITRANS contract, employees may not have weapons on their 
person, in OMNITRANS-owned or certified vehicles or on OMNITRANS owned/leased 
property. 
 

3) The purchasing or consumption of alcoholic beverages while in uniform or while wearing an 
OMNITRANS Access ID badge is prohibited.  The purchase, use, and transfer of illegal 
substances is forbidden at all times while operating under this OMNITRANS’ contract. It will 
be the CONTRACTOR’s responsibility to immediately remove any employee from 
OMNITRANS service who is observed doing so by the CONTRACTOR or OMNITRANS 
staff. 
 

4) It is the CONTRACTOR's obligation to see that driver’s uniforms remain in good repair and 
do not appear old or worn out.  Uniforms that are not in good repair must be replaced.  Drivers 
shall be in uniform when performing work under this contract. 
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R. DRUG AND ALCOHOL TESTING 

1) The CONTRACTOR shall comply with the requirements of the Drug-Free Workplace Act of 
1988 (49 CFR Part 29); State of California Government Code Section 8350, et. seq., SB 532 
(enacted into law on 10/10/00); the U.S. Department of Transportation "Prevention of Alcohol 
Misuse and Prohibited Drug Use in Transit Operations" (49 CFR Part 40, as amended on 
December 19, 2000); the Federal Transit Administration drug and alcohol testing rule (49 CFR 
Part 655). Since these rules are periodically revised and amended, any plan adopted by the 
CONTRACTOR must be revised and amended accordingly to maintain compliance. 
 

2) Prior to performance of this contract, the CONTRACTOR shall submit a current Drug and 
Alcohol Policy that complies with the minimum requirements of the applicable drug and 
alcohol testing regulations. The policy shall be approved by OMNITRANS. Refer to Section 
655.15 of the FTA regulation for a listing of the FTA policy statement contents. 
 

3) CONTRACTOR’s Drug and Alcohol Policy shall include requirements for pre-employment, 
post-accident, reasonable suspicion, and random testing for employees performing safety-
sensitive functions, as defined in the current FTA regulations. OMNITRANS is a zero-
tolerance organization and as such, expects that the safety sensitive employees performing on 
this contract are covered by a zero-tolerance policy. Additionally, leased drivers and 
subcontractors (other than specific maintenance subcontractors) performing safety-sensitive 
requirements will be subject to the same regulations. 
 

4) Unless the CONTRACTOR's own policy or requirements of State, Federal or local law now or 
hereafter are more stringent, the CONTRACTOR shall enforce these standards.  From the date 
of this contract, the CONTRACTOR shall certify to OMNITRANS in writing its compliance 
with the mandated laws and regulations. See Exhibit H for a sample “Certification of 
CONTRACTOR Compliance”. 
 

5) The CONTRACTOR's drug and alcohol testing program shall be subject to periodic audits 
either by OMNITRANS or its designated representative. The audit shall include a review of 
forms, as well as procedures utilized by the CONTRACTOR's service agents (e.g., collection 
sites, drug testing laboratory, Medical Review Officer, Substance Abuse Professional, and 
consortium/third party administrator if applicable.) 
 

6) Any deficiencies identified during program audits shall be corrected by the CONTRACTOR to 
the full satisfaction of OMNITRANS either within 45 days or an alternative cure period 
mutually agreed upon by Agency and CONTRACTOR.  Penalties may be applied for failure to 
meet this requirement or should CONTRACTOR fail to provide the cure within the agreed 
upon alternative cure period such as suspension of payment of invoices or, depending on the 
seriousness of the violation, termination of the contract.  The assessment of such a penalty in 
accordance with the terms of the proposed Contract shall in no event be deemed a breach 
thereof by OMNITRANS. 
 

7) The CONTRACTOR shall comply with all record keeping and reporting requirements outlined 
in the DOT and FTA rules: 49 CFR Parts 40 and 655. 
 

8) The CONTRACTOR agrees to establish and implement a drug and alcohol program that 
complies with 49 CFR Part 655 and 49 CFR Part 40; produce any documentation necessary to 
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establish its compliance with Part 40  and Part 655; and permit any authorized representative of 
the US Department of Transportation or its operating administrations, the State of California 
oversight agency, or OMNITRANS to inspect the facilities and records associated with the 
implementation of the drug and alcohol testing program as required under 49 CFR Parts 40 and 
655. 
 

9) Using the current DOT DAMIS forms, the CONTRACTOR shall submit quarterly drug and 
alcohol testing reports to OMNITRANS.  The reports are due no later than the 15th of the 
month following the close of each quarter.  (See schedule below.) 

 
1st Quarter Reports – Due April 15 
2nd Quarter Reports – Due July 15 
3rd Quarter Reports – Due October 15 
4th Quarter Reports – Due January 15 

10) In addition, on an annual basis, by no later than February 15 of each year, the CONTRACTOR 
shall submit to OMNITRANS an annual DAMIS report for the previous calendar year.  The 
CONTRACTOR shall provide an explanation for any discrepancy or deficiency in the data 
reported (e.g., not meeting the required random rates). 

SECTION III - PROVIDE TRAINING / SAFETY SUPPORT / EMPLOYEE INCENTIVES 
 

A. The CONTRACTOR shall ensure ongoing training which will prepare all employees assigned to 
the OMNITRANS project to function in a manner that conforms to all federal, state and local laws 
and ensure that OMNITRANS’ contractual and operational objectives are met.  
 

B. The CONTRACTOR shall establish and document a training program.  Exhibit I, Training Record, 
provides the format to be used in documenting original driver training, continuous driver training, 
and driver re-training. These forms may also be used for dispatcher and order taker training on the 
following: 

1) The provision of service which is safe, reliable and meets ADA requirements; 

2) The provision of service which will maximize customer acceptance; and 

3) The provision of service in a manner which will minimize costs while providing quality 
service. 

C. Current OMNITRANS-certified drivers may be exempt from a portion of the training described 
below.   To obtain a training exemption, drivers must furnish relevant training documentation to 
the new CONTRACTOR who then must sign off on this training on the OMNITRANS’ Driver 
Training form.   

D. Drivers are required to receive training in all areas listed herein and in the stated number of hours) 
for which they have not been trained by an OMNITRANS contracted CONTRACTOR.  All 
training documentation is subject to OMNITRANS’ review.  All required training must be 
completed prior to the driver’s commencement of revenue service.  All training must be 
documented on the OMNITRANS’ Driver Training form.  This form is subject to periodic 
inspection and bi-annual review.   
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E. The CONTRACTOR must furnish OMNITRANS with the name of all drivers prior to placing 

them in Access revenue service   

F. Minimum Requirements of the training program: 

1) THE DRIVER TRAINING PROGRAM SHALL MEET THE REQUIREMENTS OF THE 
TRAINING PROGRAMS REQUIRED BY THE CALIFORNIA STATE STATUTES 
(VERIFIED TRANSIT TRAINING (VTT) OR GENERAL PUBLIC PARATRANSIT 
VEHICLE (GPPV)). THE PROGRAM SHALL CONSIST OF EACH DRIVER 
SUCCESSFULLY COMPLETING A MINIMUM OF 100 HOURS OF INSTRUCTION, BUT 
IS NOT LIMITED TO THE FOLLOWING: 

a. Applicable laws and regulations – 1 hour minimum; 

b. 40 hours of “behind-the-wheel” defensive driver training (see Section  II-G); 

c. Eight (8) hours of the classroom defensive driving training, utilizing the program 
developed by the Transit and Paratransit Company (TAPTCO), or an equivalent course 
approved by OMNITRANS; 

d. Minimum of five (5) hours of sensitivity training which teaches disability awareness and 
communication skills with disabled individuals; 

e. Minimum of four (4) hours continued sensitivity training on a paratransit bus, boarding, 
riding and alighting using a wheelchair; 

f. Minimum of two (2) hours of training on OMNITRANS policies and procedures for ADA 
service;  

g. Minimum of five (5) hours working with mobility devices which teaches the driver how to 
safely deploy vehicle equipment and secure passengers; 

h. Minimum of eight (8) hours on the primary service area street network, regional boundaries 
and map reading;  

i. Minimum of two (2) hour on fare collection and passenger counting and accident reporting 
procedures; 

j. Minimum of one (1) hours on the operation and usage of two-way radios and mobile digital 
terminal (MDT) equipment in accordance with company policies and federal regulations; 

k. Minimum of one (1) hour of training in the safe handling of blood-borne pathogens as  
required  by 29 CFR 1910.1030.; 

l. Minimum of two (2) hours of training regarding sexual harassment of riders; and 

m. Minimum of two (2) hour of training in how to maintain a drug-free workplace.  

2) In addition to initial driver training, the CONTRACTOR must also provide the following 
continuing education: 

a. Continuous annual training, including a minimum of four (4) hours of sensitivity training 
and four (4) hours of training in safe vehicle operation, according to  AB 1634 (see Exhibit 
I for format to be used in documenting driver continuous training);   
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b. Applicable retraining (a minimum of one (1) hour per incident) for minor infractions (see 

Exhibit I) 

3) ALL DRIVERS MUST BE ABLE TO COMMUNICATE EFFECTIVELY, IN WRITING 
AND ORALLY IN ENGLISH.  THE STANDARD USED TO MEASURE THIS 
PROFICIENCY SHALL BE AT THE SOLE DETERMINATION OF OMNITRANS.  ANY 
DRIVER REPORTED TO HAVE COMPLETED TRAINING BUT IS LATER 
DETERMINED TO BE DEFICIENT IN ENGLISH MAY BE REMOVED FROM SERVICE 
UNTIL THIS REQUIREMENT IS MET.   

G. SAFETY SUPPORT 

The CONTRACTOR shall provide training and safety support by the following: 

1) Department of Motor Vehicles (DMV) Pull notice enrollment and initial background check and 
Commercial Motor Vehicle medical certifications, for all drivers including taxi and sedan 
drivers who participate in the ACCESS service. 

2) Establishment of a safe driving awards program. 

3) Ongoing checks of driver's record and driver's license using DMV pull notice printouts or 
SAMBA On-line Fleetwatch service. Immediate removal or reassignment of drivers who are 
found to have invalid or suspended licenses or who have developed a poor driving safety 
record (whether in personal or business vehicles). 

4) Ensuring possession of a valid and appropriate driver's license by all drivers while operating an 
OMNITRANS vehicle and continual reinforcement of driving and safety principles.  Driver 
must show valid California driver’s license, certifications and medical card daily, prior to 
receiving the keys to the vehicle and going into revenue service. 

H. BEHIND-THE-WHEEL TRAINING 

1) All behind-the-wheel training shall be performed by a Transportation Safety Institute (TSI) 
certified-instructor or a delegated Behind-the-Wheel Trainer.  A delegated Behind-the-Wheel 
Trainer is someone who is selected and trained to assist in the behind-the-wheel training of 
drivers.  The CONTRACTOR shall provide a minimum of two (2) TSI Certified Behind-the-
Wheel Trainers on staff to ensure adequate training. , Road Supervisors shall be excluded from 
this role. Such Behind –the-Wheel Trainers as are assigned by the CONTRACTOR shall be 
fully dedicated to this Contract. 
 

2) The minimum standards for selection of Behind-the-Wheel Trainers are as follows. Note that 
CONTRACTOR will not have the option of waiving any of these requirements without express 
and written agreement from OMNITRANS: 

 
a. One (1) years of experience as a professional Paratransit or transit driver of the appropriate 

type and size of vehicle immediately preceding the date of selection as a delegated Behind-
the-Wheel Trainer. 
 

b. Possession of the appropriate license, certificates, and endorsements needed to drive and 
train in a vehicle of a particular type and size. 
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c. A high school diploma or GED equivalent. 

 
d. A driving record with no chargeable accidents within the past three years and not more 

than one (1) point immediately preceding the date of selection. 
 

e. Successful completion of all training required of OMNITRANS drivers stated herein. 
 

f. Possession of the same basic knowledge and skills as a state-certified instructor. 
 

g. Successful completion of a written assessment test and a wheelchair securement test both 
of which are approved and administered by OMNITRANS. 
 

h. Successful completion of a driving performance test on all phases of behind-the-wheel and 
vehicle inspection training.  A state-certified instructor of the appropriate class shall give 
the test. 
 

i. The state-certified instructor shall train and verify the competence of each delegated 
Behind-the-Wheel Trainer to be utilized in training.  This verification shall be documented 
and placed in the delegated Behind-the-Wheel Trainer’s file with a copy sent to 
OMNITRANS. 

I. RESERVATIONIST TRAINING 

1. OMNITRANS recognizes that the success of Paratransit transportation services begins with the 
training and management of first contact personnel.  The initial telephone call by the rider and 
the accuracy of the information recorded is the foundation on which trip(s) are successfully 
performed.  Thus, it is imperative that reservationist training be effective, efficient, and 
focused on those skills necessary to render the reservation process a success each time. 
 

2. The CONTRACTOR shall ensure reservationists undergo, at a minimum, the required initial 
training prior to their acceptance into reservation service.  The initial training shall include the 
following: 

a. A minimum of eight (8) hours of training in procedures which may combine classroom 
sessions with hands-on training with an experienced reservationist; 

b. Introduction to OMNITRANS’ policies and procedures for ADA service; 

c. Knowledge of primary service area street network and regional boundaries; 

d. A minimum of four (4) hours of sensitivity training which teaches disability awareness and 
communication skills with disabled individuals using the curriculum of the OMNITRANS 
Sensitivity Training Program or a suitable equivalent approved by OMNITRANS; 

e. A minimum of two (2) hours of training on proper telephone etiquette which includes 
training in diffusing emotional situations and dealing with abusive or difficult callers; 

f. A minimum of four (4) hours each of bi-annual in-service training riding with a certified, 
dedicated OMNITRANS Paratransit vehicle operator; 

g. A written test provided by OMNITRANS in which the order taker must have a minimum 
score of 90%; 
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h. A minimum of one phone observation by a supervisor during the reservationists’ first week 

on duty with a written evaluation done by the supervisor followed by a least one more 
phone observation during the second week on duty;  

i. Applicable retraining for repeated and accumulated minor infractions; and 

j. A minimum of four (4) hours per quarter of refresher training in subject areas designated 
by OMNITRANS. 
 

J. DISPATCHER TRAINING 

The CONTRACTOR shall provide training for dispatchers that include the following: 

1) Minimum of ten (10) hours of on-the-job training with an experienced dispatcher; 

2) Introduction to OMNITRANS policies and procedures for ADA service including 
familiarization with OMNITRANS Rider’s Guide; 

3) Extensive knowledge of service area street network and regional boundaries; 

4) Minimum of four (4) hours of sensitivity training which teaches disability awareness and 
communication skills with disabled individuals using  the curriculum of the OMNITRANS 
Sensitivity Training Program or a suitable equivalent approved by OMNITRANS; 

5) Map reading; 

6) Knowledge and operation of automated and manual dispatch systems; 

7) Knowledge and operation of radio systems; 

8) Minimum of four (4) hours each of bi-annual in-service riding, one ride completed using a 
wheelchair for boarding, riding, and alighting; 

9) Applicable retraining for repeated and accumulated minor infractions; 

10) A minimum of twenty (20) hours of refresher training per year in areas designated by 
OMNITRANS. 

K. EMPLOYEE INCENTIVES 
 
1) CONTRACTOR shall provide at a minimum two (2) incentive and/or recognition programs for 

employees assigned to OMNITRANS.   

2) The CONTRACTOR shall provide an outline explaining the delivery of the programs, how the 
programs work and how the programs will be managed.   

3) Employee incentive and recognition programs are not billable to the OMNITRANS 

SECTION IV - PROVIDE VEHICLE OPERATIONS 
 

A. CONTRACTOR shall provide, on behalf of OMNITRANS, and either directly or through 
subcontractors, all Access, OmniGo, and Express Service vehicle operations for trips dispatched 
by the CONTRACTOR. 
 

B. Driver’s Equipment 

1) The CONTRACTOR shall ensure that drivers possess all necessary operating equipment. 
Scope of Work Page 26 

 



OPS15-02 
PURCHASED TRANSPORTATION SERVICES 

  
2) Driver equipment shall include, but will not be limited to, a current Thomas Guide Map Book 

(or similar hard copy or electronic device) of the operating area, clipboard, pencils, and an 
operable and accurate time piece. 

C. Hours of Operation 
 
1) Access - Transportation service under this Contract shall be provided during all hours that 

OMNITRANS fixed-route services operate.   Staff appropriate to the demand must be available 
to dispatch vehicles and handle no shows/cancels. The Project Manager and/or Operations 
Manager shall be on-site weekdays during peak hours of service.  
 

2) OmniGo Fixed Route – OmniGo and OMNITRANS Express services operate on all days the 
OMNITRANS fixed-route service operates.  Dispatch and field supervision shall be available 
at all times vehicle operators are on the street. 

 
3) FTA’s regulations require the operating hours for ADA Paratransit to be comparable to that of 

the Agency’s local fixed-route service.  This span of service is subject to change as fixed-route 
service changes are implemented.  

  
4) The current hours of operation are: 

 
a) Access and fixed-route services operate weekdays between 04:00 and 23:30, Saturdays 

between 05:20 and 22:30, and Sunday between 05:45 and 21:00.   

b) The current business hours are daily 08:00 to 17:00. 
 

D. Fares 

1) OMNITRANS shall solely determine the fare policy; see Exhibit J, Fare Policy.   
 

2) The CONTRACTOR shall use the Trapeze PASS scheduling system provided by 
OMNITRANS to book all eligible Access trips.  With this data, the CONTRACTOR’s staff 
shall inform the prospective passenger of the fare at the time of the reservation request. The 
fare for each trip is determined at the time the reservation is placed. 
 

3) The CONTRACTOR shall retain the cash fares collected on Access trips and deduct such 
value from the monthly OMNITRANS invoice.  Any non-cash fare media will not be deducted 
from the monthly OMNITRANS invoice, but returned to OMNITRANS. 
 

4) Tips and gratuities shall not be accepted or encouraged.  Drivers soliciting tips, gratuities, or 
unauthorized fares for OMNITRANS trips shall be permanently removed from OMNITRANS 
service immediately. 

 
E. No Smoking Policy 

Smoking is not allowed during Access, OmniGo, or Express trips at any time by either passengers 
or vehicle operators.  Drivers found to be smoking in or within twenty feet of OMNITRANS 
vehicles shall be permanently removed from service.  Passengers will be permitted to refuse a ride 
in a vehicle in which someone has been smoking without being penalized.  The CONTRACTOR 
will not receive any compensation for trips that were refused because of smoking in the vehicles. 
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SECTION V - INFORMATION SYSTEMS AND DATA REQUIREMENTS 
 

A. The purpose of this section is to detail the various information systems and data requirements that 
are necessary for the successful day-to-day operations of an OMNITRANS service 
CONTRACTOR.   

B. OMNITRANS staff will have access twenty-four hours a day, seven days a week to all areas 
where OMNITRANS provided equipment is housed. 

C. Network 

1) OMNITRANS provides a point-to-point T1 service between the operating site and 
OMNITRANS’ home office to allow access to OMNITRANS’ provided equipment.  

2) The OMNITRANS’ provided equipment is part of OMNITRANS’ Wide Area-Network 
(WAN). 

3) All equipment provided by OMNITRANS will come equipped with Uninterruptible Power 
Supply units. 

4) OMNITRANS will provide the following equipment: 

5) Cisco Router 

6) The facility shall also have a CONTRACTOR provided high-capacity fax machine capable of 
receiving up to 20 one-page faxes per minute.  This fax shall be located in, or very near, the 
dispatch area.  

D. Software 

1) OMNITRANS will provide the necessary Trapeze (PASS, COMM, Transitmaster), On Board 
Surveillance (Verint), and Call Center (Shoretel) software that will allow its CONTRACTOR 
to productively utilize the OMNITRANS provided equipment in accordance with 
OMNITRANS’ operating goals.  

NOTE:  OMNITRANS is considering the implementation of an Interactive Voice Recognition 
(IVR) program to enable automated passenger call-out for the Access program.  OMNITRANS 
expects to share any cost reductions realized by the CONTRACTOR for any call center staff 
reductions made possible due to the IVR system. 

2) OMNITRANS will conduct initial training on the utilization of the Surveillance and Call 
Center software.  Subsequent training will be the responsibility of the CONTRACTOR through 
the life of the contract unless it involves a change in the functionality of the software.  
CONTRACTOR is expected to have extensive experience and knowledge for utilization of the 
Trapeze software applications. 

3) General day-to-day proper use of the software and data entry is solely the responsibility of the 
CONTRACTOR.  The CONTRACTOR is also responsible for normal network support and 
resolution of connectivity issues. 
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E. Mobile Data Terminals (MDT) 

1) Every OMNITRANS supplied vehicle utilized in Purchased Transportation Services will be 
equipped with a MDT (includes data cables, internal GPS unit, GPS antennae).   

2) This device will be utilized to perform trips as assigned by dispatch.  

3) Current MDT is Transitmaster (Trapeze part #50T0096-001).    
 

F. Help Desk 

After award of this project, the CONTRACTOR will be provided with contact information needed 
to respond/report system issues. 

G. Staff 

1) The provider will designate at least one on-site staff person who will be the primary point of 
contact for OMNITRANS’ IT staff and be responsible for the initial troubleshooting of the 
Information Systems installed at the paratransit facility. 

2) This position and/or designated alternate must be available all hours that the vehicles are in 
service and all hours the call center is in service for system diagnosis if an unscheduled system 
shutdown occurs. 

H. Computers / Servers 

1) Omnitrans will provide the computers (as many as are needed) dedicated to deliver service for 
the reservations and dispatch staff (Trapeze), field supervisors (Trapeze and Video System), 
Dispatch Supervisor (Trapeze and Phone System), Operations Managers (Trapeze), General 
Manager (Trapeze).    

2) Contractor shall provide any computers/servers necessary for the management staff to connect 
to their corporate intranet and the internet and coordinate with Omnitrans’ IT Department. 

SECTION VI - ACQUIRE/PROVIDE VEHICLES 
 

A. OMNITRANS will provide 97 cutaway vans to for the Access Service, 10 vehicles for OmniGo 
services, and 7 vehicles (maintained by OMNITRANS Staff and based at OMNITRANS facilities) 
for the OMNITRANS Express services to be delivered in accordance with this Scope of Work.  
OMNITRANS expects that the number of OMNITRANS-supplied vehicles will be sufficient to 
provide the base transportation services as outlined above as long as the service is operated with 
the highest degree of efficiency.   

B. The CONTRACTOR is permitted to provide some portion of Paratransit service in its own or 
subcontracted vehicles. To improve efficiency, proposing CONTRACTORs are encouraged to 
consider subcontracting some portion of peak, late night and possibly base service to taxi, per trip 
type operators (example Medicaid CONTRACTOR) or other transit operators. The 
CONTRACTOR will receive no additional payment if it chooses to utilize non-OMNITRANS 
provided equipment.  Only the actual hours with an eligible Omnitrans Access client on board 
(revenue hours) will be considered for compensation at the awarded billable rate.  Trips that co-
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mingle Omnitrans Access clients with passengers from other services are not eligible for 
compensation.   

C. OMNITRANS will be responsible for obtaining registration and vehicle licenses for all 
OMNITRANS-owned vehicles. OMNITRANS will not be responsible for outstanding tickets nor 
would it be held liable for informing CONTRACTOR of violations charged to vehicles. If a 
situation arises wherein OMNITRANS has to clear violations either monetarily or through court 
action, the CONTRACTOR will be responsible for the costs involved, including OMNITRANS’ 
staff time and processing charges and such costs may be offset by OMNITRANS against any 
amount due to CONTRACTOR under the contract or any other amount owed by OMNITRANS to 
CONTRACTOR.  The minimum charge for such service will be $100.00 in addition to any fines 
paid out on behalf of the CONTRACTOR. 

D. Each vehicle certified for Paratransit Services shall contain a blood borne pathogen kit to be 
purchased and maintained by the CONTRACTOR.  The contents of this kit must be replaced as 
they are used or become damaged.  The kit shall contain, at a minimum, the following items: 

1) CPR Microshield Clear Mouth Barrier 

2) Spray Bottle and Sprayer (containing one (1) part bleach to ten (10) parts water), or an 
equivalent pre-mixed solution 

3) Body Fluid Disposal Kit: 

a. Absorbent granules 

b. Scraper and scooper 

c. Latex gloves 

d. Chlorhexidene towelette 

e. Goggle and shoe covers 

f. Apron 

g. Face mask 

h. Harzadous waste red bag and ties 

i. Multi-trauma Compress 

E. OMNITRANS-Owned Vehicles  

1) At no time may OMNITRANS-owned vehicles be used for other than the passenger 
transportation services described herein or be used for any private or personal use, including 
Road Supervision unless specifically directed by OMNITRANS. 

2) OMNITRANS-owned vehicles shall not be used for CONTRACTOR staff to make relief of in-
service operators. 

3) Direct employees of the CONTRACTOR only may operate OMNITRANS-owned vehicles.  
“Independent CONTRACTORs” or “Lease-Drivers” may not operate OMNITRANS-owned 
vehicles. 

4) OMNITRANS will provide the communications system on each OMNITRANS-owned 
vehicle.  The CONTRACTOR will have the option to purchase additional systems at a fixed 
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price to be provided by OMNITRANS for vehicles assigned to the Contract but owned by the 
CONTRACTOR. 

5) Exhibit K, Vehicle List and Replacement Schedule, provides a list of current OMNITRANS-
owned vehicles and vehicle replacement schedule.   

6) Specifications of vehicles to be provided by OMNITRANS are as follows: 

a. Type II and III Cutaway Vans – El Dorado Aerotech or Starcraft Allstar vehicles with Ford 
V10 gasoline powered engines, automatic transmissions, power steering, power brakes, air 
conditioning and other common features.  Vehicles will have a fold out lift and tie down 
locations for up to four wheelchairs.  These vehicles will have seating for up to 16 
ambulatory passengers. 

b. Type II Cutaway Vans – Starcraft Alstar vehicles with Ford V10 compressed natural gas 
(CNG) powered engines, automatic transmissions, power steering, power brakes, air 
conditioning and other common features.  Vehicles will have a fold out lift and tie down 
locations for up to two wheelchairs.  These vehicles will have seating for up to 16 
ambulatory passengers. 

c. The CONTRACTOR must utilize OMNITRANS-owned equipment uniformly, i.e. 
operating mileage on any vehicle for any 90-day period cannot vary more than twenty 
percent (20%) from the average operating mileage of the OMNITRANS-owned vehicles 
assigned to the CONTRACTOR for the same period of time without sufficient explanation. 

F. Return of Purchased Transportation Service Vehicles 

1) All Purchased Transportation Services vehicles shall be promptly returned by CONTRACTOR 
to OMNITRANS or its designee at the termination of the Contract.  Said vehicles shall be in 
good repair and condition, normal wear and tear excepted, with at least 4/32” serviceable tread 
life on tires, and with all repair and scheduled maintenance work completed.   

2) The parties agree that it is the responsibility of the CONTRACTOR to ensure the vehicles are 
repaired and maintained on a continuing basis during the term of the Contract and to provide 
sufficient additional vehicles or equipment so as to facilitate this process.  

3) OMNITRANS or its designee will inspect vehicles at or near the termination of the Contract.   

4) The actual cost of repairs for all damage or deferred maintenance identified by said inspector 
which has not, as of the Contract termination date, been repaired by the CONTRACTOR, and 
which is paid for by OMNITRANS or its designee may be offset against the CONTRACTOR’s 
final payment.   

5) If the CONTRACTOR’s final payment is insufficient in amount to liquidate the offsets and 
penalties otherwise applicable, CONTRACTOR shall be liable for such any excess and 
reasonable attorney’s fees and costs incurred by OMNITRANS in recovering the excess. 

G. CONTRACTOR-Provided Vehicles 

1) With written approval from OMNITRANS, the CONTRACTOR may decide to provide 
additional vehicles to enhance efficiency or scheduling flexibility.   Any vehicles used to 
provide Access service shall be individually identified per the requirements of it applicable 
licensing authority (local taxi regulations or PUC) and shall bear two OMNITRANS Access 
logos, one on each side of the vehicle.  It is the sole responsibility of the CONTRACTOR to 
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procure, register, license any and all vehicles beyond those provided by OMNITRANS. 
CONTRACTOR or subcontractor shall pay all fees associated with owning and operating the 
non-OMNITRANS vehicles. 

2) All non-OMNITRANS provided vehicles shall be subject to approval and periodic inspection 
by OMNITRANS. Vehicles with rear entry wheelchair access or vehicles requiring the use of a 
portable step shall not be acceptable for Paratransit Service work. The CONTRACTOR shall 
provide OMNITRANS with periodic reports, as requested by OMNITRANS, identifying these 
vehicles by manufacturer, model and year, mileage, specific type and size of lift or ramp, if 
any. The CONTRACTOR may utilize self-provided vehicles in non-OMNITRANS service as 
long as these vehicles are appropriately licensed for the non-OMNITRANS service. 

3) All vehicles used in Paratransit Service shall be certified as meeting the criteria established by 
OMNITRANS.  A qualified, approved representative of the CONTRACTOR maintenance staff 
shall individually certify vehicle condition.  OMNITRANS will provide training to the 
designated staff of the CONTRACTOR on OMNITRANS’ expectations for the vehicle 
inspection/certification.  The designated staff member(s) will be responsible for the 
inspection/certification of all non-OMNITRANS provided vehicles, including subcontractors’ 
vehicles to be used for providing Access services.  OMNITRANS will randomly audit certified 
vehicles to ensure compliance.  If vehicles are found to be operating in Paratransit Service, but 
not meeting the minimum standards, the vehicle will be immediately removed from service and 
any trips provided in this vehicle in the previous fourteen-day period will not be reimbursed by 
OMNITRANS.  Repeated non-compliance may result in a detailed fleet audit being performed 
by OMNITRANS or its designee.  Used vehicles are acceptable if they meet the following 
standards and are individually approved: 

4) Vehicles must be free of body and chassis damage; paint shall be uniform and not show 
obvious previous repairs with bad color matches; 

5) Vehicles may not exceed 150,000 miles of previous life when placed into Paratransit Service 
without specific written permission of OMNITRANS; 

6) Vehicles must have interiors of reasonably uniform or matching colors and must be free of 
tears, damage or graffiti; 

7) Vehicles shall have full maintenance records and such records should demonstrate vehicle 
reliability; and 

8) Vehicles shall have fully functioning: 

a. Air conditioners 

b. Safety and securement belts 

c. Heaters   

d. Flashers 

e. Defrosters   

f. Lights 

g. Speedometers   

h. Windshield washers/wipers 

i. Fuel gauges   
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j. Mirrors 

k. Doors and windows  

l. Wheel chair lifts/ramps 

m. Serviceable tires 

9) The CONTRACTOR shall submit in writing at least five (5) business days prior to the vehicle 
beginning Paratransit Service (unless mutually-agreed) the following information for each 
vehicle: make, model, year, vehicle identification number, and owner.  This information must 
be submitted for vehicles not owned by OMNITRANS to be used in Paratransit Service by the 
CONTRACTOR or a subcontractor. 

10) The CONTRACTOR or subcontractor-provided vehicles may use the CONTRACTOR or 
subcontractors' corporate colors as long as an OMNITRANS Access logo is placed on both 
sides of the vehicle.  The CONTRACTOR is responsible for the cost of OMNITRANS-
approved decals (approximately $15.00 per decal). 

H. Vehicle Insurance 

1) OMNITRANS-Owned Vehicles: 

a. OMNITRANS provides the liability and physical coverage for the OMNITRANS-owned 
revenue vehicles used on this contract. 

b. CONTRACTOR shall be responsible for and pay for all preventable accidents and liability 
claims up to $50,000 per occurrence, which is based upon OMNITRANS self-insurance 
retention (SIR) for liability and deductibles for physical damages.  If OMNITRANS SIR 
were to change, the per-event liability cap for the CONTRACTOR will adjust accordingly 
with 60 day written notification. 

c. On a monthly basis, OMNITRANS Operations Services Supervisor will prepare a billing 
advice itemizing the liability costs incurred as a result of preventable accidents during the 
prior month. 

1) The Billing Advice will be submitted to OMNITRANS' Finance Department for the 
creation of an invoice, net 30. 

2) CONTRACTOR will remit payment to OMNITRANS.  The payment shall have the 
invoice number noted on it for reference. 

d. All claims received regarding accidents and or incidents resulting from the operation of 
OMNITRANS-owned vehicles shall be handled solely by the OMNITRANS Third Party 
Claims Administrator (TPA). 

e. Any loss or damage to an OMNITRANS-owned vehicle incurred by CONTRACTOR shall 
be brought to the attention of the OMNITRANS Operations Services Supervisor for 
submittal to the TPA for inclusion in the claim. 

2) CONTRACTOR-Owned Vehicles 

a. CONTRACTOR shall maintain in good standing the following auto liability insurances: 

1) $1,000,000 Combined Single Limit per occurrence. 

2) $2,000,000 general aggregate. 
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b. Any losses or damages not covered by insurance shall be an obligation of the 

CONTRACTOR and not, under any circumstances, that of Agency. 

c. In addition to OMNITRANS, its directors, officers, agents, representatives, employees, and 
volunteers, shall be named as an “Additional Insured.”   

d. Any self-insurance must be disclosed to OMNITRANS’ management. 

SECTION VII - PROVIDE VEHICLE MAINTENANCE 

A. The CONTRACTOR is responsible for properly maintaining all Access and OmniGo vehicles 
provided by OMNITRANS and for maintaining vehicles provided by the CONTRACTOR, or 
subcontractors, for use in Access service. 

B. Maintenance Hours 

Maintenance of OMNITRANS equipment shall be done at a time that will ensure maximum 
availability of vehicles for Paratransit Services.  It is not the intent of this requirement to preclude 
necessary maintenance during normal hours; it is only to ensure that the maximum number of 
vehicles will be available for service during the peak periods.  Preventative Maintenance shall be 
performed at times that will not adversely affect the availability of revenue vehicles for service.   

C. Vehicle Inspection by OMNITRANS 

OMNITRANS, or its designee, may inspect the vehicles at any time either at the CONTRACTOR 
or subcontractors' location or while the vehicle is in service within the assigned OMNITRANS 
service area.  If, in OMNITRANS’ opinion, the vehicle does not meet the cleanliness or safety 
standards, it may be "red tagged," thereby preventing it from going into service, or it may be taken 
out of revenue service, until such time as any problems associated with it have been resolved. 

D. Daily Inspection 

1) Each driver shall do a daily pre-operational inspection that shall comply with all state 
requirements for buses before taking any OMNITRANS vehicle out of the yard (such reports 
will be performed on all revenue vehicles including sedans, mini-vans, buses and mini-buses).  
If there are any defects noted, the driver must note such on the pre-trip inspection card.  If no 
defects are noted, the driver must legibly sign the pre-trip inspection card indicating such.  Pre-
trip inspection cards shall be replaced on a daily basis. Any vehicle found in the pre-trip to 
have a safety-related defect must be repaired before being sent out on a revenue trip. 

2) Vehicles with pre-trip inspection cards showing defects must be inspected and appropriate 
action taken on items noted on the card.  The mechanic must legibly sign the pre-trip 
inspection card and the information must be transferred to a Shop Work Order.  Pre-trip 
inspection cards showing defects must be dated and filed in chronological order for inspection 
and verifications purposes [California Highway Patrol (CHP) and OMNITRANS].  Pre-trip 
inspection cards showing defects shall become a permanent part of the vehicle file and must be 
made available for inspection at all times. 
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E. Repair and Maintenance  

1) All maintenance and repairs of vehicles shall be completed in accordance with OMNITRANS 
specified standards, whether performed by the CONTRACTOR or authorized subcontractors. 
Authorized subcontractors must follow the same guidelines of the CONTRACTOR and be 
inspected by the CONTRACTOR’s Maintenance Manager.   

2) OMNITRANS requires that all Access and OmniGo vehicles used in the Purchased 
Transportation Services, regardless if they are provided by OMNITRANS or the 
CONTRACTOR,  are subject to preventive maintenance inspections (PMIs) every 3,000 miles 
or 45 day intervals, whichever occurs sooner, with a 150 mile window (not less than 2,850 or 
more than 3,150 miles) between preventive maintenance inspections.  The work to be 
performed shall meet the manufacturer's minimum requirements. All safety-related repairs 
must be completed before the vehicle is placed back in service. Originals of the reports shall be 
kept in the individual vehicle file as reference for future PMIs and inspection by 
OMNITRANS.  The detail of OMNITRANS required maintenance schedule is included in 
Exhibit L, Maintenance Schedule. 

3) PMI report forms are subject to the approval of OMNITRANS. 

4) OMNITRANS-provided Access and OmniGo vehicles shall not be placed in service if the 
vehicle has traveled more than 3,150 miles or 45 days since the last PMI.  If the vehicle is 
operated beyond the 3,150 mile or 45-day limit, financial penalties will be assessed (as 
described in Section X, D.5, Monthly Incentives/Penalties) 

5) The CONTRACTOR shall use materials that meet or exceed the original manufacturer's 
specifications when doing any repairs to the vehicles.  The lubricants used shall meet or exceed 
the standards specified by the manufacturer. 

6) The CONTRACTOR shall perform all necessary and required maintenance and repair work to 
OMNITRANS-owned vehicles. The CONTRACTOR is responsible for all parts, consumables, 
maintenance labor, tires and other items necessary to maintain OMNITRANS vehicles. 

7) The CONTRACTOR shall utilize a Shop Work Order Form, of its own format, subject to the 
approval of OMNITRANS.  The work orders shall be filed in the individual vehicle records 
file.  The information on this form shall be accurate, including: date, description of work done, 
labor hours, employee name or clock number, mileage of vehicle at time of repairs and parts 
utilized for such repairs.  The parts section on the work order shall include: quantity, part 
description, unit costs and other charges. 

8) The Maintenance Supervisor shall review and verify all work performed and labor utilized and 
will make sure that all information needed has been entered on to the work order. 

9) The cost of all preventive, routine, and major maintenance and repairs shall be the 
responsibility of the CONTRACTOR. 
 

F. Smog Testing 

1) OMNITRANS Access and OmniGo vehicles will be emission-tested on a biennial basis, or as 
required by law. The CONTRACTOR will be responsible for the completion of inspection of 
all assigned vehicles. The CONTRACTOR is responsible for all costs associated with the 
inspection and necessary repairs.   

Scope of Work Page 35 
 



OPS15-02 
PURCHASED TRANSPORTATION SERVICES 

  
2) Any vehicle, CONTRACTOR- or OMNITRANS-owned, producing excessive smoke or 

visible emissions shall be immediately removed from service and will not be permitted to 
operate until repaired. 
 

G. Vehicle Cleaning 

1) All Access and OmniGo vehicles used in Purchased Transportation Services shall be 
thoroughly cleaned a minimum of twice per week.  Vehicle cleaning will consist of the 
following: 

a. Clean all windows, removing all dust, fingerprints and head prints; 

b. Remove all dust from seats, dashboards, wheel wells, rails and ledges; 

c. Mop or clean all liquid spills; 

d. Vehicle must be free of all paper and debris; 

e. Repair all damaged seats; and 

f. Graffiti removal. 

2) At minimum, the vehicle operator or a designated utility worker shall sweep the bus and 
remove all trash at the end of shift on a daily basis. 

3) The vehicle exteriors shall be washed as necessary to maintain cleanliness.  Vehicles will be 
subject to spot checks for cleanliness.   

4) All vehicles shall display the approved OMNITRANS logos on both sides of the vehicle when 
in OMNITRANS service.  Only vehicles approved by OMNITRANS may display the 
OMNITRANS logos. 
 

H. California Highway Patrol (CHP) Inspections    

Every 12 months, each OMNITRANS vehicle may be inspected by the California Highway Patrol 
(CHP) as part of the annual CHP terminal inspection. The CONTRACTOR shall be responsible 
for all repairs required to maintain vehicle certification. The CONTRACTOR shall request a 
terminal inspection with the CHP and notify OMNITRANS of the inspection.  Vehicles which fail 
inspection shall not be used for revenue service unless and until all reasons for failure are 
addressed and until the vehicle is re-inspected and either approved for return to service or passed 
by the CHP or OMNITRANS.  Failure to pass a CHP inspection will result in penalties being 
assessed per provisions of Section X herein. 

I. Inspection Discrepancy Reports 

From time to time OMNITRANS will inspect Access Paratransit certified vehicles.  Vehicles 
found to be in an unsafe or unacceptable condition will be “red tagged” and removed from service.  
Vehicles with minor defects will be issued an Inspection Discrepancy Report.  When Inspection 
Discrepancy Reports are submitted to the CONTRACTOR by OMNITRANS, all noted open 
repair items shall be completed within 45 days or at the next PMI, whichever occurs first.  The 
completed discrepancy sheet shall be returned to OMNITRANS when corrective work has been 
performed.  The PMI will be incomplete if items listed on discrepancy sheets are not corrected.  
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J. Accident Repair 

1) The CONTRACTOR shall promptly repair damaged vehicles.   

2) The CONTRACTOR shall keep an accident repair log which shall include all costs associated 
with repairs.   

3) The CONTRACTOR shall submit copies of these logs on a quarterly basis to the 
OMNITRANS Operations Services Supervisor or other designated person.  These logs shall be 
submitted if requested but no later than as follows: 

Jan/Feb/Mar Submit by April 30 

Apr/May/Jun Submit by July 31 

Jul/Aug/Sep Submit by October 31 

Oct/Nov/Dec Submit by January 31 

4) Body damages are the sole responsibility of the CONTRACTOR and shall be repaired within 
one (1) month from the date of the accident.  Vehicles with significant body damage or any 
safety damage shall not be used in OMNITRANS service.  

5) Repairs from accidents involving OMNITRANS-owned vehicles which OMNITRANS has 
determined to be non-preventable shall be processed through the OMNITRANS procurement 
system.  The CONTRACTOR shall obtain three quotes for repair and submit them to the 
Operations Services Supervisor.  Once an OMNITRANS purchase order has been made, the 
CONTRACTOR will be notified which vendor has been chosen to complete the work.  The 
final repair invoice for these repairs must include OMNITRANS as the customer name and 
submitted to the Operations Services Supervisor for payment. 

6) OMNITRANS-owned vehicles that are considered totaled will be subject to an independent 
loss evaluation.  The CONTRACTOR will have thirty (30) days from the date of the evaluation 
to remit the remaining cost of the vehicle.  After thirty (30) days the cost of the vehicle will be 
deducted from any payment due the CONTRACTOR. 

7) The CONTRACTOR shall not remove any parts from the vehicle unless so authorized in 
writing by OMNITRANS. 

K. Maintenance Transportation  

1) If maintenance or warranty repairs are to be performed at locations other than the 
CONTRACTOR's premises, the CONTRACTOR shall transport the vehicle, at its cost, to and 
from the repair location. 

2) The CONTRACTOR shall also be responsible for the transportation of replacement parts from 
retail outlets. 

SECTION VIII - PROVIDE SCHEDULING AND DISPATCH 

A. Scheduling a Trip 

1) Once the OMNITRANS Paratransit Eligibility Technician has notified an applicant that he/she 
is eligible for Access service, he/she may request a ride during the times that reservations are 
accepted. 
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2) It is the CONTRACTOR’s responsibility to provide adequate staffing to maintain an initial 

hold time per hour not to exceed an average of two (2) minutes per call.  

3) It is the CONTRACTOR’s responsibility to maximize the efficiency of the service by 
optimizing the use of revenue hour vehicles. The CONTRACTOR has maximum discretion in 
assigning trips to vehicles. 

4) Access service offers 7-Day advanced booking and subscription service.  7-day advanced 
scheduled service must comply with all ADA regulations.  Subscription service is considered a 
premium service that offers service to those riders who travel to and from a common pick-up 
and drop off location on a regular schedule.  As premium service, subscription service is not an 
ADA mandated program.    

5) This Scope of Work addresses Access service trips for 7-Day Advanced and Subscription trips 
in addition to OmniGo and OMNITRANS Express service.  All other premium services that 
may be offered by OMNITRANS will be procured separately or negotiated with the 
CONTRACTOR after award. 

6) The CONTRACTOR shall process 7-Day Advanced trip requests as follows: 

a. The CONTRACTOR may accept trip requests from 8:00 a.m. to 5:00 p.m. up to 7 days 
before the requested pick-up time.  Same day trips will not be accepted. 

b. The CONTRACTOR shall schedule the pick-up to a 30-minute arrival window which is 
defined as 0-30 minutes after the negotiated pick-up time, or the CONTRACTOR may 
schedule the pick-up to a 30-minute drop off window which is defined as 30-0 minutes 
before the negotiated drop off time. 

c. All trip requests shall be negotiated within one (1) hour on each side of the requested pick-
up time to not be counted as a trip denial.  For instance, if a rider requests a pick-up time of 
8:00, the CONTRACTOR may offer the rider a pick-up anywhere from 7:00 to 9:00.  All 
trips scheduled outside of this negotiation window are to be considered “denied” and 
logged as such. 

d. Access service trip requests may only be granted after the CONTRACTOR performs a trip-
by-trip evaluation of the rider eligibility prior to attempting to schedule the request. 

7) The CONTRACTOR shall process Subscription trip requests as follows: 

a. Passengers must schedule at least 3 trips per week for the same time and pick-up/drop off 
locations to be eligible for a subscription trip; 

b. The CONTRACTOR will schedule the pick-up to a 30 minute arrival window, which is 
defined as 0-30 minutes after to the requested pick-up time OR to a 30 minute drop off 
window which is defined as 30 – 0 minutes before the requested drop off time; 

c. Passenger must request a subscription trip at least 10 business days prior to the trip.  The 
CONTRACTOR shall notify the rider within 5 business days with a determination.  If a 
subscription trip is granted, service will begin within 5 business days of the determination 
date; 

d. CONTRACTOR may deny any trip that they cannot safely, effectively and efficiently 
accommodate; 

e. Origins, destinations, total passengers and pick-up times may not be changed.  Any 
changes requested by the rider are to be considered a new Access trip.  Permanent changes 
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to a subscription trip require a new service request and will be processed accordingly.  
Riders may, however, temporarily cancel service due to vacations, illness, etc. 

f. Subscription trips will not be provided on the following holidays:  New Year’s Day, 
Memorial Day, Independence Day, Labor Day, Thanksgiving, Day after Thanksgiving, 
President’s Day and Christmas. 

8) At the outset of the contract period the CONTRACTOR shall verify all subscription trip data 
provided by the current CONTRACTOR.  Each passenger identified as having a subscription 
trip at the time the new contract takes effect will need to be contacted by phone and 
confirmation letter during the transition period to determine if the addresses, times and days 
listed are correct. 

9) If the CONTRACTOR needs to adjust the pick-up time for a subscription trip, it will be the 
CONTRACTOR’s responsibility to contact the rider to negotiate a new pick-up time. 

B. Customer Verification 

1) When an individual calls for a ride, the CONTRACTOR shall determine if the individual is 
eligible for Access service by checking the passenger data.  If the individual is not eligible or 
conditionally eligible a pop-up window will indicate the type of conditions of their eligibility.   

2) The Eligibility Statuses are as follows: 

a. UNCONDITIONAL - Unrestricted eligibility is given to individuals that are unable to 
effectively utilize the fixed-route bus and rail service.  Individuals given unrestricted 
eligibility may take any trip on Access Paratransit within the normal areas and hours of 
operation.   

b. CONDITIONAL - Restricted eligibility is given to individuals who are capable of taking 
some trips on a fixed-route, rail or bus service.  Individuals with Restricted eligibility will 
be granted one or more of the following restrictions: 

1) Eligible after dusk; 

2) Eligible before dawn; 

3) Eligible for Dialysis trips; 

4) Eligible if no curb cuts at nearest bus stop; 

5) Eligible if no sidewalks along path to nearest bus stop; 

6) Eligible if no bus bench at nearest bus stop; 

7) Eligible if rain is forecast; 

8) Eligible if steep incline exists along path to bus stop; 

9) Eligible if forecast temperature is greater than 80 degrees; 

10) Eligible if forecast temperature is less than 60 degrees; 

c) TEMPORARY - Temporary eligibility is given to individuals who, for a limited time, 
cannot independently use fixed-route service.  Riders with Temporary eligibility may use 
Access unrestrictedly during their period of eligibility. 
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d) VISITORS – Riders with Visitors eligibility may use Access unrestrictedly during their 

period of eligibility.  The ADA Paratransit Eligibility Technician determines eligibility for 
visitors. 

3) For all riders, the CONTRACTOR must ensure that the time period of eligibility has not 
expired.  Additionally, if the individual has Conditional eligibility for Access, the 
CONTRACTOR will also need to determine if the particular trip is eligible.  The 
CONTRACTOR must also ensure that the rider’s eligibility is not currently suspended. 

C. Trip Verification 

1) Once the CONTRACTOR has determined that the passenger is eligible for Access service, the 
CONTRACTOR must verify that each particular trip request is eligible.  The CONTRACTOR 
shall determine that:  

a. The trip begins and ends within the Access service area for the time the passenger is 
traveling; 

b. If the passenger's eligibility is Conditional, the requested trip does not violate the particular 
conditions of the riders’ eligibility.   

c. If Temporary or Visitor eligibility is given, the CONTRACTOR must determine if the trip 
requested is within the date of eligibility. 

2) If the trip is eligible, then the trip shall be scheduled.  

3) Determine whether the rider’s status has changed in connection with the use (or lack of use) of 
a mobility device such that an accessible or non-accessible vehicle appropriate to the 
circumstances can be used to service the ride.  

D. Dispatching Trips 

1) The CONTRACTOR shall dispatch, or arrange for the dispatch, of all Access trips. The 
CONTRACTOR shall generate and maintain all dispatch records. The CONTRACTOR shall 
ensure that it operates Access trips in accordance with the established policies and procedures.  

2) The CONTRACTOR shall provide the following: 
a. Vehicles shall be dispatched so that pick-ups can be completed no more than 0 minutes 

early to 30 minutes after the negotiated pick-up time  (30 minute pick-up window), OR that 
drop offs can be completed no more than 30 minutes early to 0 minutes early before the 
requested drop off time (30 minute drop off window). 

b. The maximum dwell time for a vehicle at a pickup location is to be three (3) minutes unless 
additional time had been added to specific passenger files.  If the vehicle arrives prior to 
the start of the pick-up window, the dwell time will not begin until the start of the pick-up 
window. 

3) The CONTRACTOR shall not have a pattern or practice of denying trip requests.  A denial 
occurs when a requested ride cannot be scheduled within 60 minutes before or after the 
requested time.  The CONTRACTOR shall keep an accurate, detailed log on all trip denials.  A 
trip shall also be considered a denial if it is performed more than 60 minutes after the on-time 
window. 
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E. Transfers 

1) There shall be two types of transfers required of Access riders: 
 
a. Access inter county transfers (transfers to other Paratransit agencies outside of the Access 

service area) 

Inter county transfers include trips that originate in OMNITRANS Access service area and 
have destinations in Los Angeles or Riverside County.  For such trips, the CONTRACTOR 
shall transport the passenger to one of the designated transfer locations where the passenger 
shall be dropped off and then make a connecting trip.  The passenger is responsible for 
scheduling the connecting trip with the adjacent Paratransit agency.  

b. Access to Fixed-Route Transfers 

Fixed-route to Paratransit transfers usually involves a transfer to or from bus or rail 
systems.  Passengers may be dropped off or picked up at any of the numerous Metrolink 
stations or bus stops throughout the Access service area.  Passengers are responsible for 
scheduling their Paratransit pick-ups so that they can make their transit connections.  
Reservationists need to ensure that adequate travel time is offered to make effective 
connections.  

F. Customer Satisfaction and Outreach 

1) The CONTRACTOR shall work to ensure customer satisfaction with the service provided. 
 

2) The CONTRACTOR shall cooperate with OMNITRANS in any outreach activities as directed 
by OMNITRANS.  OMNITRANS shall provide informational and outreach materials to be 
used or distributed as directed. 
 

3) The CONTRACTOR shall keep OMNITRANS apprised of any operational and/or personnel 
problems that have an effect on OMNITRANS as they occur. The CONTRACTOR shall not 
develop/display any standard forms or letters without obtaining approval from OMNITRANS 
before using such forms or letters. 
 

4) The CONTRACTOR shall not develop or procure promotional materials or items without prior 
approval of OMNITRANS, including those for personal use by the CONTRACTOR’s staff. 
 

5) From time to time OMNITRANS may ask the CONTRACTOR to provide transportation 
service for and participate in promotional activities. The CONTRACTOR will be compensated 
for all approved promotional vehicle operation activities at the hourly rates bid in this contract.  
Historically, these activities have totaled less than twenty (20) hour annually. 

G. Special Trips 

OMNITRANS may request CONTRACTOR to provide special trips to individuals involved in 
special OMNITRANS activities outside of the service area.  These may include, but are not limited 
to public hearings and other special activities. CONTRACTOR shall transport individuals or 
groups of individuals approved by OMNITRANS at the hourly rates in this Contract. Historically, 
these activities have totaled less than forty (40) hours annually. 
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H. Denial of Customer Service 

1) In the event that a customer is verbally or physically aggressive with the CONTRACTOR's 
employees or other passengers, the CONTRACTOR may request OMNITRANS to authorize 
the suspension of passenger service. 

 
a. The CONTRACTOR shall provide to OMNITRANS video of the incident and a detailed 

incident report(s) of the incident.  
 

b. If the customer involved in the incident participates in an Inland Regional Center (IRC) 
sponsored program, a copy of the incident report shall be sent forward to the IRC. 

 
2) The CONTRACTOR shall not suspend service to a customer without approval from 

OMNITRANS unless an immediate direct threat to the safety and security of the vehicle 
operator or other passengers exists. 

 
SECTION IX - MAINTAIN, PREPARE, AND SUBMIT RECORDS AND REPORTS  

A. The CONTRACTOR shall provide accurate monthly reports outlining and detailing OMNITRANS 
service characteristics.  All monthly reports are due to OMNITRANS by the fourth business day of 
the following month. 

B. Billing and Type of Service 

1) OMNITRANS will pay the CONTRACTOR a firm Fixed Rate plus a per revenue hour rate for 
the performance of the Services as provided herein.   OMNITRANS will pay all properly 
documented and executed invoices submitted by the CONTRACTOR net thirty (30) days upon 
receipt of complete invoice. 

2) Records and Reporting 

The CONTRACTOR shall provide for the following: 

a. The CONTRACTOR shall maintain all permanent project records as requested by 
OMNITRANS; 

b. The CONTRACTOR shall maintain all books, records, documents, accounting ledgers, and 
similar materials relating to work performed for OMNITRANS under this Contract on file 
for at least three (3) years following the date of final payment to the CONTRACTOR by 
OMNITRANS.  The above records retention requirement shall include daily driver logs, 
trip sheets, as well as other books, records and documents.  Any duly authorized 
representatives of OMNITRANS shall have access to such records for the purpose of 
inspection, audit, and copying at reasonable times during the CONTRACTOR's usual and 
customary business hours; 

c. All project records prepared by the CONTRACTOR shall be owned by OMNITRANS and 
shall be made available to OMNITRANS at no additional charge; 

d. Operating reports, in a format approved by OMNITRANS, shall be provided monthly to 
OMNITRANS; 

e. The CONTRACTOR shall certify as accurate all information given to OMNITRANS; 
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f. All revenues received and expenses incurred in the performance of this Contract shall be 

recorded in an account separate from those used for other business activities or related 
entities of the CONTRACTOR  and will be subject to audit; 

g. The invoice for services rendered shall be prepared in a format approved by 
OMNITRANS.  All reports and invoices containing this data must be submitted within four 
(4) business days after the end of the operating month to receive reimbursement for service 
provided within 30 days. Invoices will not be paid until monthly operating data is 
submitted and accepted by OMNITRANS as complete. 

C. Maintenance Data Collection and Reporting Requirements 

1) The CONTRACTOR shall develop, with the approval of OMNITRANS, the following forms: 

a. Pre-trip Inspection Report; 

b. Preventive Maintenance Inspection Reports; 

c. Shop Work Order; 

d. The CONTRACTOR must meet with OMNITRANS staff for training in the proper 
application of the monthly reports 

e. Dispatch Logs; 

f. Vehicle PMI detail report inclusive of the PMI schedule for the month, actual vehicle 
mileages and dates of work performed; 

g. Denial Log 

2) The CONTRACTOR shall submit a Vehicle Report at the end of each month (use form as per 
Exhibit P4, Example of Report Form) within four (4) business days: 

 Summary, by vehicle, of: 

1) The cost of labor;  

2) The cost of parts purchased; 

3) The quantity of fuel consumed; 

4) PMI details 

3) Retention Schedule 

a. Pre-trip Inspection Reports from the drivers showing vehicle defects shall be a permanent 
part of the vehicle file.  Reports about vehicles without defects will be kept for a minimum 
of 30 days. 

b. Preventive Maintenance Inspection Reports and Shop Work Orders: Copies will be a 
permanent part of the vehicles files. 

c. All forms to be developed by the CONTRACTOR shall be submitted to OMNITRANS for 
approval prior to use. 

D. Daily Records 

1) Daily passenger and vehicle trip sheets shall be maintained by the drivers and shall include, but 
not be limited to, the following information (see Exhibit M, Manifest Example): 
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a. Driver name, badge number, and vehicle number; 

b. Daily passenger counts for Access service with total by passenger category; 

c. Exact passenger pick-up time, including vehicle arrival and departure times, drop-off time 
and the addresses for both.  

d. Mileage recorded for each vehicle used in service broken down by: mileage for total 
passenger types by pick-up and drop off, including revenue (contract) mileage, and total 
mileage leaving and returning to base. 

1) Pull out; 

2) Pull in; 

3) Lunch out; 

4) Lunch in; 

5) Pick-up; 

6) Drop off. 

2) Payment shall not be made for incomplete driver trip sheets.  

E. Monthly Reports 

1) The CONTRACTOR shall prepare and submit to OMNITRANS monthly reports for the 
Operations and Accounting Departments.  The reports shall be submitted within four (4) 
business days after the end of the operating month to receive reimbursement or adjustments for 
service provided during the prior month.  The format to be used for the operating reports and 
monthly summaries shall be subject to approval of OMNITRANS.  
 

2) The Reports shall include: 

a. EV Report (Exhibit P1), WV Report (Exhibit P2), Contracted Fixed Route Report (Exhibit 
P3), and Vehicle Report (Exhibit P4). 

1) Each report contains a summary of the daily performance statistics relative to each 
service division. 

b. Monthly Claim 

1) This is attached to the EV Report and contains the monthly summary of revenue hours, 
productivity, incentives and liquidated damages. 

c. Telephone Report 

1) The Telephone Report provides Automatic Call Distribution (ACD) statistical data such 
as total calls received, total calls abandoned, average initial hold time, maximum hold 
time, total average call time. 

2) The Telephone Report provides this statistical data in a daily format with a month-end 
summary. 

d. An accurate listing of all non-OMNITRANS vehicles used in Access service identified by 
vehicle number and VIN and a listing of all drivers who were used in the provision of 
Access service identified by name and a unique, company assigned driver identification 
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number (badge number) within Trapeze.  The type of employment status (i.e. direct 
employee, independent CONTRACTOR or lease driver) shall be included. 

F. Auditing Reported Revenue Hours 

The following procedures will be used for revenue hour auditing: 
 

1) OMNITRANS will select a weekday from the report month and all the trip sheets for the select 
day will be reviewed and the total revenue hours will be tabulated. 
 

2) After all of the trip sheets contained in the sample have been audited, a percentage error rate 
will be calculated for the entire sample by deducting the tabulated total (TT) from the reported 
total (RT) and dividing that figure by the reported total (RT):  [(RT-TT) / RT].   

 
a. When the audited error rate is less than 2%, OMNITRANS will process the entire invoice 

submitted for the audited month. 
 

b. When the error rate is greater than 2%, OMNITRANS will multiply the monthly Revenue 
Hours by the percentage error rate over 2% and multiply this product by the contract 
variable rate.  This total will be deducted from the submitted invoice of the audited month. 

G. Accident Reporting Requirements 

1) All accidents/incidents are to be reported to OMNITRANS. An 8.5” by 11” CalTIP 
accident/incident report must be completed for each instance.  Failure to report as outlined 
below may result in penalties assessed against the CONTRACTOR. 

 
2) Immediate Notification 

 
a. OMNITRANS shall be immediately notified, no later than 30 minutes after, of any 

occurrence arising out of performance of the services provided, of incident of accident that 
results in: 

1) Fatality 

2) Property damage exceeding $5,000 

3) Bodily injury resulting in referral to a medical facility or hospital 

4) Allegations of sexual harassment or rape 

5) Assaults, thefts, and other wrongful acts 

b. Many if not all of these immediate reporting accidents must also be reported to CalTIP.  
The CONTRACTOR Manager or their designee shall use the CalTIP Reporting By 
Category worksheet to make the additional necessary notifications (Exhibit O, CalTIP 
Reporting Matrix). 

3) 24-Hour Notification 

a. OMNITRANS is to be notified within 24 hours of other accidents or incidents including: 

1) Collision between an eligible OMNITRANS vehicle and another vehicle, person or 
object  
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2) Passenger accidents (including but not limited to falls) involving passengers who are in 

proximity to, entering, occupying, or exiting the vehicle 

3) Trip disturbances, passenger fainting or sickness 

4) Vandalism to OMNITRANS-provided vehicles 

5) Passenger complaints of discrimination, injury or property damage or other 
circumstances likely to result in the filing of claims against the service CONTRACTOR 
or OMNITRANS. 

6) Any passenger, driver and/or service complaint arising from an accident. 

4) Notification Defined 

a. Accidents/Incidents requiring immediate notification are to be reported to the 
OMNITRANS dispatch center at (909) 379- 7232.  

b. Regardless of the hour of day, notification shall include the transmission of the available 
and specific information contained in the CalTIP Accident/Incident Report (Exhibit N) by 
way of e-mail to OMNITRANS’ Operations Services Supervisor or designated authorized 
personnel. 

5) Injuries/Damages 

Where there are any injuries/potential injuries or damages/potential damages to public utilities, 
determine which emergency response agency to contact and contact that agency immediately, 
relaying critical information so that emergency response to the scene can be sent:  

a. CHP 

b. Ambulance 

c. Police 

d. Fire Department 

e. Electric 

f. Gas 

g. Telephone 

h. Other (traffic control sign or signal, bus shelter, etc.) 

6) Information/Courtesy Cards 

a. In the event of an incident/accident, the CONTRACTOR shall furnish all appropriate 
parties, including an injured rider, with necessary insurance information.  Any party to the 
accident who may wish to file a claim shall be referred to OMNITRANS’ claim 
administrator to request a claim form.   

b. CONTRACTOR shall not misrepresent their independent CONTRACTOR status under 
any circumstances.  CONTRACTORs are independent CONTRACTORs and not agencies 
or extensions of OMNITRANS. 

7) Rider Accident/Incident Reports   

a. Accident/Incident reports called in by riders or others that are received through 
OMNITRANS’ customer service department or other departments are forwarded to 
OMNITRANS’ Operations Services Supervisor.  Those reports will then be forwarded to 
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the CONTRACTOR who will respond with a driver’s statement and accident report and 
conduct an investigation. 

b. CONTRACTOR, as independent CONTRACTOR, shall make every effort to resolve 
claim-related matters quickly and professionally. 

c. All claims that alleged injuries shall be reported immediately to OMNITRANS. 

d. CONTRACTOR shall not dismantle any portion of an OMNITRANS owned vehicle until 
settlement with the insurance company is reached.  Until that occurs the vehicle is still the 
sole property of OMNITRANS. 

e. CONTRACTOR shall submit all accidents/incidents on OMNITRANS approved accident 
reporting forms.  These forms shall be submitted according to the time limitations stated 
herein.  Failure to comply may result in penalties being assessed.  

f. CONTRACTOR shall keep all records of all incidents/accidents reported to them by 
OMNITRANS in driver’s files as well as the resolution to those complaints. 

g. CONTRACTOR agrees that OMNITRANS Claims personnel have full rights to 
information sharing regarding any accident or incident that occurs while in service of 
OMNITRANS.  This includes but is not limited to OMNITRANS having direct contact 
with Insurance Brokers, Third party Claims Administrators, Insurance adjusters, and 
Insurance Company appointed attorneys.  Contact includes verbal, electronic, and written 
communication. 

SECTION X - ATTAIN PERFORMANCE STANDARDS 

A. The CONTRACTOR is required to attain certain levels of performance.  Failure to achieve the 
performance levels as outlined in this section may result penalties and/or in the termination of the 
Contract. 

B. Performance Standards – Access Services (East Valley Access and West Valley Access 
Combined) 

The CONTRACTOR shall strive at all times to provide service in a manner that will (1) maximize 
productivity and customer service; and (2) comply with all applicable laws.  With these concepts 
in mind, the following standards are intended to be an expression of what is reasonably attainable 
as opposed to the minimum required by law: 

1) Trip Denials  

a. Serve 100% of the expressed demand for ADA Complementary Paratransit service.  In no 
event shall a substantial number of trip denials attributable to causes within the control of 
the CONTRACTOR persist in CONTRACTOR’s service over any significant period of 
time. 

b. CONTRACTOR shall log daily and report monthly all trips denials.  A trip denial is when 
the agent is not able to book a passenger’s trip within one hour (before or after) their 
requested time whether the trip is performed or not performed.  A denial which would have 
been a round trip will count as two denials. 
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2) On-time Performance:  

a. Obtain and maintain on a consistent basis an average on-time trip rate of 90% or better, 
using a 30 minute on-time arrival window and as applicable, a 30-minute on-time drop off 
window, without regard to whether the cause of lateness is within the control of the 
CONTRACTOR. 

b. Negotiated Pick-up Times.  A trip arrives when it is at the curb at the location of trip 
origination as opposed to the time when the passenger is secured within the vehicle. A trip 
is late when a vehicle arrives at the trip origination location after the arrival window. 
Accordingly, a trip that arrives before the arrival window is not late but may have to wait 
for the rider up to three (3) minutes after the beginning of arrival window (“dwell time’) if 
the rider is not present when the vehicle arrives or declines to load early. The “dwell time” 
may be extended where, three (3) minutes after the beginning of the arrival window, a 
customer is within the eyesight of the vehicle operator and is clearly making his/her way to 
the vehicle. The time must be extended to allow the passenger time to complete boarding of 
the vehicle. 

c. Negotiated Drop-off Times.  A trip arrives when it is at the curb of the trip destination.  A 
trip is late when a vehicle arrives at the trip destination after the requested drop off time.   

3) Passengers Per Revenue Hour 

Obtain, and maintain on a consistent basis, an average Passengers per Revenue Hour (PPH) of 
3.0 or better. 

4) Excessive Trip Lengths:   

Excessive trip lengths are to be avoided.  On board travel time should be comparable to the 
fixed route travel time (including time to transfer) plus 20 minutes.  Riders are encouraged, in 
general, to allow 60 minutes travel time for trips fewer than 20 miles and 90 minutes travel 
time for trips over 20 miles. 

5) Missed Trips:   

Missed trips include those trips which the vehicle did not appear at the pickup address, or 
arrived and departed from the pickup address before the beginning of the window (and did not 
pick up client), or did not wait the minimum dwell time and left without the client, or arrived 
after the end of the window and the client is not there or refused to travel.  The 
CONTRACTOR shall not have a pattern or practice of substantial numbers of missed trips.  In 
general, missed trips for reasons within the control of the CONTRACTOR shall not exceed 
0.05%. 

6) Telephone Hold Time:   

OMNITRANS is concerned about the amount of time a rider may spend on hold while trying 
to schedule a reservation.  Hold times may include the initial hold time in the queue waiting to 
speak to an order taker, being repeatedly put on hold by the order taker prior to beginning the 
reservation process and being put on hold after providing the order taker with the reservation 
information. OMNITRANS would like the amount of time the caller is kept on hold to be kept 
to a minimum.  The initial hold time shall not exceed two (2) minutes. 

7) Customer Complaints:   

OMNITRANS is concerned about the passenger perception of the services provided. Key 
CONTRACTOR staff will have access to the Trapeze COMM application for the purpose of 
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reviewing and responding to complaints made by the community.  The number of complaints 
received per 100,000 trips performed shall not exceed 15.  

8) Reservations Telephone Abandoned Rate 

Maintain on a consistent basis an average reservations telephone abandoned rate of 6.0% or 
less. 

C. Performance Standards – Fixed Routes (OmniGo and Express) 

1) Schedule Adherence 

a. Fixed route service is considered on time when the vehicle departs a time point no greater 
than 5 minutes after the published time. 

b. Minimum Adherence = 90%. 

2) Missed Trips (Service Interruptions) 

a. A Fixed Route trip is considered missed when any part of a trip is not provided due to 
mechanical breakdown or a lack of personnel.  A trip is defined as the sequence of stops 
between two end-of-lines (EOL). 

b. Maximum monthly missed trips per route = 4. 

3) Customer Complaints:   

a. OMNITRANS is concerned about the passenger perception of the services provided.  

b. Key CONTRACTOR staff will have access to the Trapeze COMM application for the 
purpose of reviewing and responding to complaints made by the community.   

c. The number of complaints received per 100,000 trips performed should not exceed 15. 

D. Monthly Incentives / Penalties 

1) Access Performance incentive or penalty shall be applied according to the matrix below based 
on the On Time Performance (OTP) AND the productivity of both EV Access and WV Access 
combined. 

 

 

 

  

Access Productivity 
2.5 2.6 2.7 2.8 2.9 3.0 3.1 3.2 3.3 3.4 3.5 

A
cc

es
s O

T
P 

85 -$12,500 -$10,500 -$8,500 -$6,500 -$4,500 -$4,000 -$4,000 -$4,000 -$3,500 -$3,500 -$3,000 
86 -$11,500 -$9,500 -$7,500 -$5,500 -$4,000 -$3,500 -$3,500 -$3,500 -$3,000 -$3,000 -$2,500 
87 -$10,500 -$8,500 -$6,500 -$4,500 -$3,500 -$3,000 -$3,000 -$3,000 -$2,500 -$2,500 -$2,000 
88 -$9,500 -$7,500 -$5,500 -$3,500 -$3,000 -$2,500 -$2,500 -$2,500 $0 $0 $0 
89 -$8,000 -$6,000 -$4,000 -$3,000 -$2,500 $0 $0 $0 $0 $0 $0 
90 -$7,000 -$5,000 -$3,000 $2,500 $0 $0 $0 $0 $0 $1,000 $1,500 
91 -$7,000 -$5,000 -$3,000 -$2,500 $0 $0 $0 $0 $1,000 $1,500 $2,000 
92 -$6,500 -$4,500 -$2,500 -$2,000 $0 $0 $0 $1,000 $1,500 $2,000 $2,500 
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93 -$6,500 -$4,500 -$2,500 -$2,000 $0 $0 $1,000 $2,000 $3,000 $4,000 $5,000 
94 -$7,000 -$5,000 -$3,000 -$2,500 $0 $1,000 $2,000 $3,000 $4,000 $5,000 $6,000 
95 -$7,500 -$5,500 -$3,500 -$3,000 $1,000 $2,000 $3,000 $4,000 $5,000 $6,000 $7,000 
96 -$8,000 -$6,000 -$4,000 -$3,500 $2,000 $3,000 $4,000 $5,000 $6,000 $7,000 $8,000 
97 -$8,500 -$6,500 -$4,500 -$4,000 $3,000 $4,000 $5,000 $6,000 $7,000 $8,000 $9,000 
98 -$9,000 -$7,000 -$5,000 -$4,500 $3,500 $4,500 $5,500 $6,500 $7,500 $8,500 $9,500 
99 -$9,500 -$7,500 -$5,500 -$5,000 $4,000 $5,000 $6,000 $7,000 $8,000 $9,000 $10,000 

 
2) Access Telephone Performance 

a. A $5,000 incentive in any month where the telephone performance (all services combined) 
achieves both the following criteria: 

1) Lost/dropped/abandoned call rate not greater than 5.5% of total calls received. 

2) Average hold/wait time does not exceed one and one half (1:30) minutes. 

b. A $5,000 penalty in any month where the telephone performance (all systems combined) 
meets either of the following criteria: 

1) Lost/dropped/abandoned call rate exceeds 6.5%. 

2) The average hold/wait time exceeds two and one half (2:30) minutes. 

3) Access Services 

a. Late Trips Penalty: 

1) A $150 per trip penalty for any trip picked up (dropped off if applicable) or no showed 
between 60 minutes and 89 minutes after the end of the on-time window. 

2) A $250 per trip penalty for any trip picked up (dropped off if applicable) or no showed 
between 90 minutes and 119 minutes late. 

3) A $500 per trip penalty for any trip picked up (dropped off if applicable) or no showed 
greater than 119 minutes late. 

4) Fixed-Route Performance (OmniGo and Express Services - applies to each route 
independently) 

a. Schedule Adherence 

1) Schedule Adherence less than 90% but greater than 88% shall be assessed a penalty of 
$250. 

2) Schedule Adherence less than or equal to 88% shall be assessed a penalty of $500. 

b. Missed Trips 

1) A $250 penalty shall be assessed for each route with greater than 4 missed trips or 
portions of trips. 

2) A $500 penalty shall be assessed for each route with greater than 6 missed trips or 
portions of trips. 

5) Missed PMIs 

A $2.50 per mile penalty for any PMI performed after the thresholds for any scheduled PMI 
service; the first 150 miles excluded. 
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6) Accident/Incident Reports 

a. A $100 per calendar day penalty for each Accident/Incident Report with 48 hour report 
criteria submitted greater than 48 hours late.  

b. A $1,000 per calendar day penalty for each Accident/Incident Report with immediate 
report criteria where notification is not made within a minimum of one hour of the 
accident/incident. 

7) Complaint Resolution (all contracted services) 

a. A $100 per day penalty per open complaint for each complaint not resolved to Trapeze 
COMM within five (5) business days for a general complaint or within three (3) business 
days for a safety related complaint. 

b. A $1000 incentive will be awarded in any month that the demand response complaint ratio 
is less than 10 per 100,000 trips. 

c. A $1000 penalty shall be assessed in any month that the demand response complaint ratio 
exceeds 16 per 100,000 trips. 

8) Other Penalties/Incentives 

a. Preventable Accident Ratio (Preventable Accidents per 100,000 Miles – Calculated 
quarterly all services combined in one ratio – target is 0.80): 

1) A $2,000 incentive in any quarter the Preventable Accident Ratio falls between 0.50 
and 0.70 inclusive. 

2) A $3,000 incentive in any quarter the Preventable Accident Ratio is less than 0.50. 

3) A $2,000 penalty in any quarter the Preventable Accident Ratio falls between 1.00 and 
1.20 inclusive. 

4) A $3,000 penalty in any quarter the Preventable Accident Ratio exceeds 1.20. 

b. CHP Terminal Inspections: 

1) A $5,000 penalty to be assessed for an ‘unsatisfactory’ CHP Terminal Inspection 
rating. 

2) A $10,000 penalty to be assessed for an ‘unsatisfactory’ CHP Terminal Inspection 
rating on the follow-up inspection to the initial unsatisfactory rating. 

9) Applicable incentives and penalties will be deducted from or added to the monthly invoice of 
the same month that they were earned/assessed.  Prior to the 5th business day after the prior 
month’s end, the CONTRACTOR may submit justification for substandard performance and 
request to be relieved of the penalty(s).  The decision to provide relief of some, all or none of 
the penalties requested by the CONTRACTOR will be at the sole discretion of OMNITRANS.  
Requests for relief not submitted prior to the 5th business day will be denied.   

SECTION XI - SAFETY AND SECURITY 
 

A. Daily Responsibilities: 
 

1) Secure all OMNITRANS vehicles each night; all doors and windows of vehicles shall be 
locked. 
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2) Secure the fuel pumps (if applicable) each night. 

 
3) The last contract employee each night shall ensure the building doors and windows are locked 

and alert security that there is no other employee remaining on site.  
 

4) CONTRACTOR is responsible for site security during their hours of operation. The emergency 
exit doors shall be fully closed so that persons cannot unexpectedly enter the facility from the 
alley or through dispatch.   

 
B. Weekly Responsibilities 

 
1) Inspect areas of site where hazardous waste is stored, regardless of container size.  Hazardous 

wastes include waste lubricating oil, waste transmission fluids, waste engine coolants, and 
other waste lubricants containing petroleum hydrocarbons. 
 

2) Document in writing on an inspection form, observations regarding the appearance and 
integrity of hazardous waste storage containers. 
 

3) Forward weekly inspection documents within seven (7) days to OMNITRANS, attention: 
Human Resources/Safety & Regulatory Compliance (HR/SRC). 

 
C. Monthly Responsibilities: 

 
1) Monthly storm water flow observations shall be documented and noted once per months on the 

first day a storm water event occurs within that month. 
 

2) On months where there have been no storm water flows, the observation will be logged in on 
the last worker day of that month noting “no flow” had occurred. 
 

3) Photo copies of the monthly storm water documents shall be forwarded within fourteen (14) 
days to OMNITRANS, attention: HR/SRC. 

 
D. Quarterly Responsibilities: 

 
1) CONTRACTOR shall conduct Safety and Security inspections of the operating site which shall 

consist of but not limited to OSHA, fire, safety, and other related regulatory standards.  Within 
fourteen (14) days of the inspection a written summary report shall be provided to 
OMNITRANS, attention: HR/SRC. 
 
Note:  OMNITRANS will also conduct unannounced Safety and Security inspections each 
quarter and a member of the CONTRACTOR’s management team is required to participate in 
the inspection. 

 
E. Semi-Annual Responsibilities: 

 
1) The CONTRACTOR shall provide to OMNITRANS’ HR/SRC an updated emergency contact 

phone list including email addresses and cell phone numbers in excel format no later than 
January 31 and July 31 each year.  Additional updates are required when CONTRACTOR 
makes a change in their emergency protocol and management personnel. 
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2) The CONTRACTOR shall provide to OMNITRANS’ HR/SRC an updated CONTRACTOR 
personnel listing in excel format no later than January 31 and July 31 each year.   
 

3) The CONTRACTOR shall conduct a minimum of two (2) fire drills at each facility annually.  
OMNITRANS’ HR/SRC shall be notified in advance of the drill and may participate as an 
observer to provide After Action Reports.  

 
F. Annual Responsibilities: 

 
1) The CONTRACTOR shall provide to OMNITRANS’ HR/SRC an updated Injury and Illness 

Prevention Program (IIPP), Strike Contingency Plan, Emergency Operations Plan (EOP) 
and/or Continuity of Operation Plan (COOP).  The plans shall delineate how the 
CONTRACTOR plans to respond at the facilities in the event of natural disaster, robbery, civil 
unrest, hazmat spill, work stoppage, bomb threat, medical aid, etc.  The updated plans shall be 
submitted to OMNITRANS no later than January 31 each year. 
 

2) The CONTRACTOR shall provide to OMNITRANS’ Office of Safety and Regulatory 
Compliance the yearly total of hazardous materials used, waste generated, and specific Safety 
Data Sheets (SDS format) no later than January 31 for the prior calendar year. If 
OMNITRANS is storing hazardous materials at the “I” Street facility, then OMNITRANS will 
provide a list of the specific hazardous materials or waste with amount used and size of the 
largest container. 

 
G. Other Responsibilities: 

 
1) If the CONTRACTOR has a Safety Committee, the CONTRACTOR shall submit to 

OMNITRANS’ HR/SRC meeting notes, hazard identification and mitigation, and safety 
concerns or suggestions that pertain to OMNITRANS physical assets at each facility.  
Submission of meeting notes shall be within fourteen (14) days of the meeting.  In the case of 
serious physical hazards, immediate mitigation and notification to OMNITRANS HR/SRC is 
required. 

 
2) CONTRACTOR shall immediately notify OMNITRANS’ HR/SRC if any State, local of 

federal regulatory agency arrives at either facility for an inspection, audit or complaint follow-
up. 

 
3) During inspections or audits, whether conducted by OMNITRANS or another regulatory 

agency, the CONTRACTOR shall have a management representative walk with and/or 
participate. 

 
4) Some units of OMNITRANS’ I Street facility are leased to other businesses.  If 

CONTRACTOR staff observes a situation that may be in violation of any regulations or laws 
pertaining to hazardous materials, storm water runoff, or any other environmental, health and 
safety codes, CONTRACTOR staff shall notify OMNITRANS’ HR/SRC immediately.  

 
5) OMNITRANS’ HR/SRC provides table top drills and other training courses.  The 

CONTRACTOR will be invited to and is expected to participate. 
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10. DEFINITIONS 

 
As used throughout the Scope of Work, Exhibits and Attachments, the following terms shall have 
the meanings set forth below: 

Accident:  Any occurrence where an OMNITRANS owned or operated vehicle, or vehicle 
operated in OMNITRANS service, makes physical contact with any other vehicle, person or 
object or; any occurrence where any other vehicle makes contact with another vehicle, person or 
object within 100 feet of an OMNITRANS owned or operated vehicle or; any situation that could 
result in legal liability on the part of OMNITRANS. 

Access Service: Access Service is a curb-to-curb service, for travel within areas comparable to 
OMNITRANS’ fixed route bus services (service area determined by OMNITRANS), for persons 
who have been certified as ADA eligible. 

Advanced Reservation: The process of accepting trip requests prior to the requested service date. 
ADA requires advance reservation for Complementary Paratransit Service with one day notice.  
OMNITRANS' Access Service accepts reservations up to seven days in advance. 

Business Days: OMNITRANS’ administrative working days Monday through Friday; working 
hours 7:00 a.m. to 5:00 p.m.; excludes holidays. 

Cancellation: The passenger cancels their trip at minimum one hour in advance of the start of their 
Service Window. 

Conditional Eligibility: Access eligibility status granted to those passengers who may sometimes 
have the ability to ride accessible fixed route vehicles. 

Continuity of Operations Plan (COOP): Continuity of Operations, as defined in the National 
Security Presidential Directive-51/Homeland Security Presidential Directive-20 (NSPD-51/HSPD-
20) and the National Continuity Policy Implementation Plan (NCPIP), is an effort within 
individual executive departments and agencies to ensure that Primary Mission Essential Functions 
(PMEFs) continue to be performed during a wide range of emergencies, including localized acts of 
nature, accidents and technological or attack-related emergencies. 
 
Curb-to-Curb Service: A type of paratransit service where, on both the origin and destination 
end of the trip, the operator gets out of the vehicle and assists the passenger between the vehicle 
and a sidewalk or other waiting area no more than 15 feet from the vehicle.  Curb-to-Curb service 
is OMNITRANS’ standard for ACCESS Service. 

Days: Calendar days. 

Dwell Time:  The amount of time spent at each pickup or drop off location waiting for, boarding, 
or alighting passengers. A vehicle arriving for an on-time pick-up shall wait a minimum of five 
(5) minutes for a customer to appear and board the vehicle before marking them as a no-show and 
proceeding to their next stop. During the required Dwell Time, it is expected that the operator will 
attempt to make contact with the customer and will notify dispatch that the customer has not 
appeared. 

Fiscal Year:  Omnitrans’ fiscal year begins July 1 and ends June 30. 
Scope of Work Page 54 

 



OPS15-02 
PURCHASED TRANSPORTATION SERVICES 

  
 
Incident: Any event or episode on or within 100 feet of an OMNITRANS owned or operated 
vehicle that requires the operator to disrupt normal operations of the vehicle or has the potential to 
generate a customer comment.  Incidents are to be reported on an OMNITRANS approved 
incident report form to document situations, especially crimes, customer relations problems, or 
other extraordinary events that occur on or near the vehicle and does not involve personal injury 
or property damage. 

Late Cancellation (CL):  A scheduled passenger who does not call the Access reservation center 
to cancel their trip at least one hour before their Scheduled Time.  

Late No Show (LNS): The arrival for the attempted passenger pick-up occurs less than 29 
minutes after the end of the Service Window and the minimum dwell time has passed. 

Late Trip: For paratransit service, an occurrence where the vehicle arrives for the pick-up after 
the end of the pick-up window and the passenger takes the trip. 

Missed Trip: Any trip for which the vehicle arrives after the end of the pick-up window and the 
customer does not take the trip, or any trip for which the vehicle does not dwell for the required 
amount of time and the customer does not take the trip. 

Negotiated Time:  The time negotiated with a client, within ADA and OMNITRANS’ guidelines, 
for pick-up.  A trip time may be negotiated within sixty minutes before or after the time requested 
by the customer.  Customers may indicate a “no earlier than” or “no later than” preference for trip 
negotiation.  A “no later than” request may be negotiated within sixty minutes after the requested 
time.  A “no earlier than” request may be negotiated within sixty minutes before the requested 
time.  

Non-Revenue Vehicle: A vehicle used to support revenue vehicle operations that are not typically 
used to carry transit passengers.  Types of Non-Revenue Vehicles include supervisor vehicles, 
driver relief vehicles, staff cars, and maintenance vehicles. 

No-Show (NS):  A scheduled passenger who does not appear at the designated pick-up location 
for vehicle boarding within 5 minutes of an on-time vehicle arrival.  A rider shall also receive a 
no-show if that rider requires supervision by a care provider or an agency, and no one is present to 
receive the rider at the destination.  

On-Time Performance (OTP): The proportion of the time that a transit system arrives within the 
quoted on-time window.  OTP will be documented and reported on the On-Time Performance 
Report. 

Passenger: Any person transported on a revenue service vehicle. 

Pick-Up Window: The pick-up window is a thirty-minute window, expressed as zero (0) to thirty 
(30) minutes after the Scheduled Time. 

Pre-trip Inspection: The driver of a commercial vehicle is required to inspect the interior and 
exterior condition of the vehicle prior to operation.  This inspection is to be documented on the 
Daily Vehicle Inspection Report (DVIR). 
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Preventable Accident: A preventable accident is determined by the OMNITRANS Operations 
Services Supervisor using the National Safety Council’s definition:  “A collision in which the 
vehicle operator failed to do everything reasonable to avoid it.”  This definition solely represents 
the classification of an accident with regard to this scope of work.  It is not intended to represent in 
any way a determination of legal liability. 

Red Tagged: A vehicle that does not meet OMNITRANS' safety requirements or standards is 
issued a Red Tag and may not be placed into service until defects are corrected, form is signed, 
and repairs are approved by OMNITRANS. 

Requested Time: A pick-up or drop off time requested by the customer at the time that they make 
the booking. 

Revenue Hours: Time from when an operator arrives for the first pick-up attempt until completion 
of the last drop off (or pick-up attempt if no showed), minus driver breaks, lunch, fueling and 
breakdowns.  In fixed route service the revenue hours shall be from the departure time of the first 
stop of the route at the start of the day until the arrival time at the last stop of the route at the end of 
the day for each route assigned to CONTRACTOR less missed service if applicable. 
CONTRACTOR shall not be compensated for excessive unproductive time within these revenue 
hours. 

Revenue Service: The time a vehicle is available for passenger transport within the 
CONTRACTOR’s established hours of service.  For paratransit service, a vehicle is available for 
passenger transport from the time it arrives at the first passenger pick-up location and ends at the 
last passenger drop off, excluding any meal breaks, service breaks, mechanical breakdowns, and 
time a vehicle is down due to an accident. 

Revenue Vehicle: A vehicle authorized to be used in providing transit service for passengers. 

Revenue Vehicle Hour (RVH): For paratransit service, a Revenue Vehicle Hour shall be defined 
as any sixty-minute increment of time, or portion thereof, that a vehicle is actively transporting 
passengers (including the time traveling to pick-up a passenger after already beginning revenue 
service) within the CONTRACTOR's established hours of service.  Revenue Vehicle Hours, for 
all services, shall exclude any meal breaks, service breaks, mechanical breakdowns and time a 
vehicle is down due to an accident. Computation of Revenue Vehicle Hours shall not include any 
time in excess of 45 minutes between a passenger drop-off and the following on-time pick-up 
arrival, with the exception of scheduled meals, service breaks, or when the preceding pick-up was 
a no-show or late cancellation.  The 45-minute gap is included in the projected revenue hours. 

Schedule Adherence:  The on-time performance standard of the fixed route service shall be no 
greater than zero (0) minutes early and no greater than three (3) minutes late from all bus stops. 

Scheduled Time: Shall be defined as the promised trip time stated to the customer during the 
reservation process. A Scheduled Time cannot be changed unless approved by the customer by  
telephone. 
 
Service Window: The service window is the time range an OMNITRANS demand response 
passenger can expect a vehicle to arrive.  Access operates using a 30 minute service window (i.e., 
9:10 to 9:40 for a trip scheduled for 09:10). 
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Subscription Trips: Trip requests that are scheduled on a recurring daily or weekly basis.  A 
subscription does not require the passenger to call in their request for each trip; only to cancel for 
one or more days.  Also known as Subscription Service. 

Temporary Eligibility: Access Service eligibility status granted, for a limited time, to an 
individual who cannot independently use fixed route service due to a temporary disability. 

Trapeze PASS: Paratransit scheduling software utilized by OMNITRANS’ Access Service to 
process, qualify, schedule and dispatch service requests. 

Travel Time: The total amount of time taken for a vehicle to travel from one point to another. 

Trip Denial: Under the guidelines established by the ADA and OMNITRANS, CONTRACTOR 
may negotiate trip times with a customer within sixty (60) minutes before or after the time 
requested by the customer.  If an available trip cannot be identified that meets the ADA and 
Access policy, the request is to be considered a Trip Denial. If the customer is offered and accepts 
a pick-up time more than 60 minutes from their requested time, this trip will still be counted as a 
Trip Denial. 

Trip Negotiation: CONTRACTOR shall negotiate pick-up or drop off (if applicable) times in 
accordance with the provisions of the ADA.  When multiple solutions are presented by the 
scheduling software, reservations staff shall offer to the passenger a minimum of two options for 
pick-up time, preferable one earlier and one later than the requested time, if the requested time is 
not available. 

Unproductive Time: Occasions where the vehicle operator has made a drop off, is empty but not 
on a break or a lunch and is sitting for greater than 10 minutes without moving toward another 
pickup assignment.    

Unrestricted Eligibility: Unrestricted Access eligibility status granted to persons who cannot 
independently use fixed route service due to disability. 

Trapeze PASS Violation: A transgression of, or failure to comply with, a rule of obligation that 
has been programmed into the system.  

 

*End Scope of Work* 
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