
From: Board.Secretary  
Sent: Monday, August 29, 2016 5:05 PM 
To: VTA Board of Directors 
Subject: URGENT: September 1, 2016 Board of Directors Meeting - Addenda to Agenda - 7.2.X Emergency Procurement, 
and 7.2.X.X. Paratransit RFP 
Importance: High 
 

VTA Board of Directors, 

 

Please find attached the following Addenda to the September 1, 2016, VTA Board of Directors Regular meeting 

Agenda: 

7.2.X -     Adopt a resolution finding, declaring and determining that: (1) a VTA-owned, fire-damaged 

train trestle over Lower Silver Creek in San José poses a safety hazard requiring immediate 

demolition and creek remediation and constitutes an emergency; 2) the emergency did not 

and will not permit a delay resulting from a competitive solicitation for bids for construction 

services to finalize the demolition of the trestle and the remediation of Lower Silver Creek; 

(3) the immediate contracting for such construction services was and remains necessary to 

respond to the emergency; (4) public interest and necessity demanded and continue to 

demand the immediate expenditure of public money to demolish the damaged trestle and 

remediate Lower Silver Creek to safeguard life, health, or property; and (5) it would be 

uneconomical to let the remaining work out to bid; and (6) ratifying the General Manager’s 

declaration of an emergency requiring the immediate expenditure of public funds and 

VTA’s contracting with George Bianchi Construction, Inc. (Bianchi) for the demolition of 

the VTA-owned and fire-damaged train trestle over Lower Silver Creek and for remediation 

of the creek; (7) authorizing and directing the General Manager or his/her designee to finalize 

the demolition of the damaged trestle and the remediation of Lower Silver Creek without 

the need for competitive bidding; and (8) directing the General Manager or his/her designee 

to report to the Board at its next regularly scheduled meeting on the status of the contracting 

authorized and directed herein and on whether an emergency continues to exist with respect 

to such contracted work. 
 

7.2.X.X - Receive and approve the scope of work release for a Request for Proposal (RFP) on 

Paratransit services. 
 

 

Paper copies will be provided for you at the meeting. 

 

Thank you, 

 

 
 

Office of the Board Secretary 

Santa Clara Valley Transportation Authority 

3331 N. First Street 

San Jose, CA 95134 

408.321.5680 

board.secretary@vta.org 
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BOARD OF DIRECTORS MEETING 

 

Thursday, September 1, 2016 

 

Board of Supervisors’ Chambers 

County Government Center 

70 West Hedding Street 

San Jose, California 

 

 

ADDENDA TO AGENDA 
 

7.2.X -  Adopt a resolution finding, declaring and determining that: (1) a VTA-owned, fire-

damaged train trestle over Lower Silver Creek in San José poses a safety hazard 

requiring immediate demolition and creek remediation and constitutes an emergency; 

2) the emergency did not and will not permit a delay resulting from a competitive 

solicitation for bids for construction services to finalize the demolition of the trestle 

and the remediation of Lower Silver Creek; (3) the immediate contracting for such 

construction services was and remains necessary to respond to the emergency;                     

(4) public interest and necessity demanded and continue to demand the immediate 

expenditure of public money to demolish the damaged trestle and remediate Lower 

Silver Creek to safeguard life, health, or property; and (5) it would be uneconomical 

to let the remaining work out to bid; and (6) ratifying the General Manager’s 

declaration of an emergency requiring the immediate expenditure of public funds and 

VTA’s contracting with George Bianchi Construction, Inc. (Bianchi) for the 

demolition of the VTA-owned and fire-damaged train trestle over Lower Silver Creek 

and for remediation of the creek; (7) authorizing and directing the General Manager or 

his/her designee to finalize the demolition of the damaged trestle and the remediation 

of Lower Silver Creek without the need for competitive bidding; and (8) directing the 

General Manager or his/her designee to report to the Board at its next regularly 

scheduled meeting on the status of the contracting authorized and directed herein and 

on whether an emergency continues to exist with respect to such contracted work. 

 

7.2.X.X -  Receive and approve the scope of work release for a Request for Proposal (RFP) on 

Paratransit services. 

 



 

 

   

 

Date: August 29, 2016 

Current Meeting: September 1, 2016 

Board Meeting: September 1, 2016 

   

BOARD MEMORANDUM    
 

TO: Santa Clara Valley Transportation Authority 

 Board of Directors 

 

THROUGH:  General Manager, Nuria I. Fernandez 

FROM:  Director of Engr. & Trans. Infrastructure Dev., Carolyn M. Gonot 

 

SUBJECT:  Emergency Demolition of Fire-Damaged, Abandoned Train Trestle over Lower 

Silver Creek 

 

3331 North First Street ∙ San Jose, CA  95134-1927 ∙ Administration 408.321.5555 ∙ Customer Service 408.321.2300 

Policy-Related Action: No Government Code Section 84308 Applies: Yes 

Resolution 

ACTION ITEM 

RECOMMENDATION: 

Adopt a resolution finding, declaring and determining that: (1) a VTA-owned, fire-damaged train 

trestle over Lower Silver Creek in San José poses a safety hazard requiring immediate 

demolition and creek remediation and constitutes an emergency; 2) the emergency did not and 

will not permit a delay resulting from a competitive solicitation for bids for construction services 

to finalize the demolition of the trestle and the remediation of Lower Silver Creek; (3) the 

immediate contracting for such construction services was and remains necessary to respond to 

the emergency; (4) public interest and necessity demanded and continue to demand the 

immediate expenditure of public money to demolish the damaged trestle and remediate Lower 

Silver Creek to safeguard life, health, or property; and (5) it would be uneconomical to let the 

remaining work out to bid; and (6) ratifying the General Manager’s declaration of an emergency 

requiring the immediate expenditure of public funds and VTA’s contracting with George Bianchi 

Construction, Inc. (Bianchi) for the demolition of the VTA-owned and fire-damaged train trestle 

over Lower Silver Creek and for remediation of the creek; (7) authorizing and directing the 

General Manager or his/her designee to finalize the demolition of the damaged trestle and the 

remediation of Lower Silver Creek without the need for competitive bidding; and (8) directing 

the General Manager or his/her designee to report to the Board at its next regularly scheduled 

meeting on the status of the contracting authorized and directed herein and on whether an 

emergency continues to exist with respect to such contracted work.  
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BACKGROUND: 

On February 4, 2016, the VTA Board of Directors delegated to the General Manager or his/her 

designee the authority to enter into emergency contracts up to a value of $1,000,000 per contract, 

subject to statutory reporting requirements and additional Board oversight.   

Whenever the General Manager or his/her designee acts under this delegated authority, the 

General Manager or his/her designee must report on the action taken to the Board either within 

seven days of the action or, as is the case here, at the next regularly scheduled Board meeting if 

that Board meeting is 14 days or less from the action taken.  If the action is ongoing, then the 

Board must vote on whether to continue the action.  But, if the action has been completed by the 

time of the report to the Board, the Board must only receive a report on the action taken.    

In the afternoon of August 17, 2016, a VTA-owned train trestle spanning Lower Silver Creek 

caught fire.  Fire crews responded and extinguished the fire.  The fire damaged the train trestle 

extensively.  Portions of the train trestle fell from the structure into the creek below.  

Photographs of the damaged trestle and its location are attached as Exhibit A. 

On August 18, 2016, VTA staff evaluated the condition of the bridge and determined that it was 

structurally unsound.   

Although the train tracks along the trestle are abandoned, the damaged train trestle posed a clear 

and imminent danger to public health and safety.  VTA was aware that pedestrians occasionally 

trespassed over this VTA-owned right-of-way and used the trestle as a footbridge over the creek.  

Because the trestle was structurally unsound, VTA immediately set up fencing and assigned 

security to prevent trespassers from walking on the damaged trestle.   

Although these safety measures were effective, they were only temporary solutions.  It quickly 

became evident that the trestle would need to be demolished to ensure no trespassers could walk 

on the bridge and fall into the creek.  In addition, because portions of the damaged trestle were 

breaking off and falling into the creek, remediation measures were necessary to clean up the 

creek and prevent pollution.   

On August 18, 2016, VTA met with and began soliciting quotations from contractors to demolish 

the trestle and clean up the creek on an emergency basis.  VTA solicited quotations from two 

firms.  One firm declined the opportunity to submit a quotation and the other firm, George 

Bianchi Construction, Inc. (Bianchi) submitted its quotation on August 19, 2016.   

On August 22, 2016, the General Manager declared the damaged trestle an emergency requiring 

the immediate expenditure of public funds and authorized VTA to contract for the demolition of 

the trestle and for creek remediation.  That same day, Bianchi began work and entered into a 

contract with VTA in the principal amount of $140,727 for the demolition of the trestle and 

remediation of the creek, along with a $12,545 option for off-haul and disposal of the wood and 

track debris from the demolished trestle.  VTA selected Bianchi based on its responsiveness, 

availability, and previous experience on VTA projects.   

Work is expected to be complete by Friday, September 2, 2016 and may be completed before the 

September 1, 2016 Board meeting.   
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DISCUSSION: 

The emergency nature of the issue required immediate action and did not permit a delay for a 

competitive solicitation.  The emergency nature of the issue also did not permit a delay until the 

Board’s next regularly scheduled meeting or until a special meeting could be convened with 

4/5ths of the Board’s membership in attendance.  Rather, immediate action was required to 

prevent risks of harm to VTA’s property, the environment, and the public.   

Because the work is not yet complete, the Board must determine whether to ratify the General 

Manager’s declaration of an emergency and VTA’s contracting with Bianchi for the demolition 

of the trestle and the remediation of the creek, whether the emergency situation continues, and 

whether to continue the emergency contracting.  Based on the facts presented in the Background 

portion of this memorandum, staff recommends that the Board do so. 

ALTERNATIVES: 

Because the trestle was structurally unsound and had to be demolished, VTA’s only other option 

would have been to go through the competitive solicitation for bid process.  However, going 

through the competitive solicitation for bid process would have resulted in a delay likely extending 

for several weeks.  During the delay, VTA would have had to continue its security monitoring 

presence to prevent pedestrians from accessing the unsound structure.  Pieces of the damaged trestle 

would likely continue falling into the creek, potentially contaminating it and resulting in increased 

remediation costs.   

Similarly, if the Board were to order the cessation of the work so that the remainder could be let out 

for competitive bid, the dangerous conditions would persist.  Given that the overwhelming majority 

of the work will be done by the time of the Board meeting, it would also be uneconomical to bid out 

whatever small portion of work remains.   

FISCAL IMPACT: 

VTA anticipates it will expend approximately $153,272 on this emergency repair.  The costs 

included in this procurement are: 

Description      Qty. Units  Amount 

Removal of Bridge      1 L.S.  $ 119,727 

Allowance for Permit Compliance   1 L.S.  $   16,000 

Allowance for Protective Railing   1 L.S.  $     5,000 

        Subtotal $ 140,727 

 

Option for Wood and Track Debris Removal  1 L.S.  $   12,455 

        TOTAL $ 153,272 
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Appropriation for this expenditure is available in the FY17 Adopted 2000 Measure A Transit 

Improvement Program Fund Capital Budget.  This contract is funded with 2000 Measure A 

funds. 

SMALL BUSINESS ENTERPRISE (SBE) PARTICIPATION: 

Based on the limited scope of work and minimal subcontracting opportunities, no specific goal 

was established for this work.   

STANDING COMMITTEE DISCUSSION/RECOMMENDATION: 

Not applicable due to emergency nature of action. 

Prepared by: Dennis Ratcliffe 

Memo No. 5728 



EXHIBIT A  

Trestle Fire, August 24, 2016 
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Trestle Fire Location.  Across Silver Creek near Wooster Avenue and Eggo Way in the 

City of San José. 

Trestle Location 



EXHIBIT A  

Trestle Fire, August 24, 2016 
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Trestle condition, pre‐fire. (Aerial south elevation.) 

 

 

Trestle condition, pre‐fire.  (Trestle deck, ballast, and track looking south.) 



EXHIBIT A  

Trestle Fire, August 24, 2016 
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Trestle Engulfed in Fire.  Approximately 4:30 pm August 24, 2016.  

 

 

Trestle Support Bent No. 1.   (North side of creek.)  August 25, 2016 



EXHIBIT A  

Trestle Fire, August 24, 2016 
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Trestle Support Bent No 2.  (North side of creek.)  August 25, 2016 

 

Trestle Deck.  (From north side of creek.)   August 25, 2016. 



EXHIBIT A  

Trestle Fire, August 24, 2016 
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North Elevation of trestle After Fire.  August 25, 2016.  

 



Resolution No. ______________ 

RESOLUTION OF THE BOARD OF DIRECTORS OF THE SANTA CLARA VALLEY 

TRANSPORTATION AUTHORITY (VTA) RATIFYING AND CONTINUING THE 

EMERGENCY CONTRACTING OF CONSTRUCTION SERVICES FOR THE 

DEMOLITION OF A VTA-OWNED TRAIN TRESTLE OVER LOWER SILVER 

CREEK AND FOR CREEK REMEDIATION 

WHEREAS, on February 4, 2016, the VTA Board of Directors adopted a resolution delegating 

to the General Manager or his/her designee the authority to enter into emergency contracts up to 

a value of $1,000,000 per contract, subject to statutory reporting requirements and additional 

Board oversight; and 

WHEREAS, on August 17, 2016, a VTA-owned train trestle spanning Lower Silver Creek 

caught fire and was severely damaged, with portions of the damaged trestle falling into the creek; 

and  

WHEREAS, on August 18, 2016, VTA staff determined that the trestle was structurally unsound 

and posed an imminent safety hazard; and  

WHEREAS, on August 22, 2016, the General Manager declared the damaged trestle an 

emergency requiring the immediate expenditure of public funds and authorized VTA to contract 

for the demolition of the trestle and for creek remediation; and 

WHEREAS, also on August 22, 2016, VTA entered into a contract with George Bianchi 

Construction, Inc. for the demolition of the trestle and remediation of the creek; and 

WHEREAS, the continued demolition of the trestle and remediation of the creek is necessary to 

protect life, health, and property; 

NOW, THEREFORE, BE IT RESOLVED by the Board of Directors of the Santa Clara Valley 

Transportation Authority (Board) that: 

Section 1. The Board hereby finds, declares, and determines, based on the report attached hereto 

dated August 29, 2016 that (1) the damaged train trestle poses a safety hazard requiring 

immediate demolition and creek remediation and constitutes an emergency; (2) the emergency 

did not and will not permit a delay resulting from a competitive solicitation for bids for 

construction services to finalize the demolition of the trestle and the remediation of Lower Silver 

Creek; and (3) the immediate contracting for such construction services was and remains 

necessary to respond to the emergency. 

Section 2.  The Board finds, declares, and determines that the public interest and necessity 

demanded and continue to demand the immediate expenditure of public money to demolish the 

damaged trestle and remediate Lower Silver Creek to safeguard life, health, or property and that 

it would be uneconomical to let the remaining work out to bid. 

Section 3.  The Board hereby ratifies the General Manager’s declaration of an emergency 

requiring the immediate expenditure of public funds and VTA’s contracting with George Bianchi 



Construction, Inc. for the demolition of the VTA-owned and fire-damaged train trestle over 

Lower Silver Creek and for remediation of the creek. 

Section 4.  The General Manager (or his/her designee) is hereby authorized and directed to 

finalize the demolition of the damaged trestle and the remediation of Lower Silver Creek without 

the need for competitive bidding. 

Section 5.  The General Manager (or his/her designee) is hereby directed to report to the Board at 

its next regularly scheduled meeting on the status of the contracting authorized and directed 

herein and on whether an emergency continues to exist with respect to such contracted work. 

PASSED AND ADOPTED by the Santa Clara Valley Transportation Authority Board of Directors 

on September 1, 2016, by the following vote:  

 

AYES: DIRECTORS:  

 

 

NOES: DIRECTORS:  

 

 

ABSENT: DIRECTORS:  

 

 

 

_______________________________________________  

CINDY CHAVEZ, Chairperson  

Board of Directors  

 

I HEREBY CERTIFY AND ATTEST that the foregoing resolution was duly and regularly 

introduced, passed and adopted by the vote of four-fifths or more of the Board of Directors of the 

Santa Clara Valley Transportation Authority, California, at a meeting of said Board of Directors on 

the date indicated, as set forth above. 

 

 

 

 

Dated: _____________________   _______________________________________  

ELAINE BALTAO, Secretary  

Board of Directors  

 

APPROVED AS TO FORM:  

 

 

 

 

__________________________  

ROBERT FABELA  

General Counsel 



EXHIBIT B 
Contract C16243 – Emergency Bridge removal at Lower Silver Creek 

Contractors 
 

 

Contractor Contact Address 

George Bianchi Construction, Inc.  Travis Bianchi 775A Mabury Rd, San Jose, CA 95133 

 

 

Subcontractors Address 

King Crane 1045 Commercial Ct. 
San Jose, CA 95112 
 

River City Building Supply 999 Mabury Rd, Ste.  A 
 San Jose, CA 95133 
 

Reed & Graham GeoSythetics 690 Sunol Street 
San Jose, CA 95126 
 

John Shelton Pipe, Inc. 9860 Monterey Rd 
Morgan Hill, CA 95037 
 

 



 

 

   

 

Date: August 29, 2016 

Current Meeting: September 1, 2016 

Board Meeting: September 1, 2016 

  

BOARD MEMORANDUM    
 

TO: Santa Clara Valley Transportation Authority 

 Board of Directors 

 

THROUGH:  General Manager, Nuria I. Fernandez 

FROM:  Chief Operating Officer, Inez Evans 

 

SUBJECT:  Scope of Work for Paratransit RFP 

 

3331 North First Street ∙ San Jose, CA  95134-1927 ∙ Administration 408.321.5555 ∙ Customer Service 408.321.2300 

Policy-Related Action: No Government Code Section 84308 Applies: No 

ACTION ITEM 

RECOMMENDATION: 

Receive and approve the scope of work release for a Request for Proposal (RFP) on Paratransit 

services. 

BACKGROUND: 

On June 24, 2016 the VTA Board of Directors authorized the General Manager to cancel the 

existing paratransit contract with Outreach and Escort, Inc. (Outreach) for convenience. The 

cancellation provisions include a termination of Outreach’s contract with VTA effective June 30, 

2017.  

Staff further reported in its paratransit operating plan, a request for proposal (RFP) for paratransit 

operations services will be released to competitively procure a service provider under a new 

contractual agreement.  

DISCUSSION: 

With the current contract ending June 30, 2017, staff has examined the existing program and 

different service delivery options. Establishing a scope of work (SOW) for a service provider is 

one of several strategic steps to ensure a smooth transition with a new contract. 

Staff considered several factors with respect to the development of the soon to be released RFP 

for paratransit service. Considerations made were State and Federal requirements, industry best 

practices, Auditor’s General findings for the Paratransit Operations Assessment, and feedback 

from community stakeholders and consumers.  
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SOW contents will include State and Federal requirements such as drug and alcohol testing, 

background checks, provisions for Americans with Disability Act (ADA), which include 

providing a share ride service within ¾ of a mile of fixed route service, and California Motor 

Vehicle Codes.  

Industry best practices such as cashless faring, real time turn-by-turns for drivers, and estimated 

time of arrivals for clients are included.  

The Auditor General’s (AG) finding on the previous paratransit contract identified several gaps, 

insufficient controls, and clarity on responsibilities. The new SOW will address the AG concerns 

about each party’s responsibility, direct system access to operations and maintenance source 

data, elimination of advance payment, and visibility into cost drivers such as revenue, fuel, 

maintenance, and data. 

Staff has met with key stakeholders that utilize paratransit services to seek community input, as 

well as discussing with the Committee for Transit Accessibility (CTA), and holding two public 

workshops. The attendance between the two had 77 attendees, with dozens of additional 

comments received through customer service.   

Public engagement was well received and appreciated. Community feedback on what is 

important for VTA to consider for a future contract fell into three different categories: policy, 

technology, and customer services. Paratransit related policies cannot be changed through an 

RFP process. Technology desires included online trip booking, cashless faring, real time turn by 

turn directions to assist drivers, and "where is my ride" features, with estimated time of arrivals 

for client convenience. Customer service related feedback included requests for provider 

responsiveness, vehicle cleanliness, uniform and grooming standards, quality assurance program, 

having a mixed vehicle fleet and more training on safety, scheduling, empathy and sensitivity 

training.  

All the feedback was taken into account in the development of this RFP.  With the purchase of 

Trapeze technology and new scope of work provisions all considerations were included. Staff 

has submitted the SOW to the AG for review. The AG indicated this SOW is thorough and 

addresses their original concerns.  

The draft timeline for the RFP process is outlined on the next page. The proposed scope of work 

for paratransit services is attached. Staff is not including the standard RFP legal language in this 

memo in order to concentrate on contractor services to be provided.
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TENTATIVE SCHEDULE DUE 

DATE 
Request for Proposals (RFP) Issued Sept 7, 16 

Pre-Proposal Conference Sept 27, 16 

Site/Facility Visits (TBD) Sept 27, 16 

Deadline for Receipt of Written Questions from Prospective Proposers Oct 5, 16 

VTA Responses and Addendum Issued (If Applicable)  Oct 17, 16 

TECHNICAL & PRICE PROPOSALS DUE Nov 15, 16 

Proposal Review and Evaluation Process Dec 2016 

Interviews with Selected Contractors (2 Days If Needed)     Jan 10, 17 

Staff Recommendation of Selected Contractor Feb 16, 17 

Finalize Contract Document Feb 28, 17 

APPROVAL of Recommended Contractor by VTA Board of Directors Mar 2, 17 

Execute Contract  Mar 9, 17 

Start-Up Meeting between Staff & Contractor   Apr 3, 17 

Transition and Start-Up Period Begins Apr 3, 17 

COMMENCEMENT OF REVENUE SERVICE July 1, 17 

FISCAL IMPACT: 

There is no fiscal impact at this time.  Fiscal impact will be considered upon award of a contract. 

Prepared by: Aaron Vogel 

Memo No. 5726 

 
ATTACHMENTS: 

 S16239 SCOPE DRAFT (PDF) 
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I. SCOPE OF SERVICES 

 

The term “Contractor” in the following Scope of Services refers to the successful Proposer. 

VTA Roles and Responsibilities 

Contractor performance and oversight under this Agreement will be managed by the Regional 

Transportation Services (RTS) Department, which is part of VTA’S Transit Division. 

The roles and responsibilities of VTA are outlined as follows: 

1. Establish policies for ACCESS Paratransit Service operations and maintenance to ensure 

compliance with ADA regulations. 

2. Provide Trapeze paratransit scheduling and dispatch software, upgrades, licensing, and 

hardware and communications systems. 

3. Provide full function Call Center operations.  

4. Provide dedicated revenue vehicle fleet, including all required auxiliary vehicle equipment, 

for use on VTA’S ACCESS Paratransit Service. VTA currently has a range of vehicle types, 

including minivans, cutaways, and hybrid sedans. The Contractor must have the expertise to 

operate and maintain all of these vehicles. 

5. Provide an operations and maintenance facility. 

6. Establish fare policies and fare structures. 

7. Perform overall branding and marketing of the services. 

8. Administer and monitor the Agreement, including performance monitoring, audits, and 

monitoring of accident/incident investigations completed by the Contractor. 

9. Receive invoices, verify monthly reports, and process payments to CONTRACTOR per 

Agreement. 

10. Submit required National Transit Database (NTD) report yearly with input from 

CONTRACTOR. 

11. Monitor all customer comments related to the Service; review Contractor input; and 

coordinate written responses to customer comments. 

12. Attend meetings with Contractor Project Management Team on a monthly basis or as 

determined by VTA. 

13. Make presentations, as needed, to VTA Board of Directors and Board Committees regarding 

project status. 

14. VTA shall enter into an agreement with an off-site fuel option. Currently, all vehicles utilized 

in revenue vehicle service are fueled at a county facility through an agreement with the county 

of Santa Clara. VTA shall be responsible for the payment of vehicle fuel for VTA-owned 

vehicles only. The Contractor shall be responsible for fueling the vehicles at the off-site 

fueling location. All contractor owned and operated vehicles shall not be fueled at this 

location. 
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Contractor Roles and Responsibilities 

1. Provide ACCESS Service, as set forth below in Section 2 of the Scope of Services. 

2. Provide ACCESS Service in compliance with VTA operating policies and with all applicable 

local, county, state, and federal laws and regulations. 

3. Recruit, hire, and train all personnel including management, staff, and vehicle operators 

necessary to operate the Service, 

4. Provide, either directly or through subcontract arrangement(s), for the operation of 

supplemental paratransit services (as defined in Section 2.1.2)   

5. Confirm that all reports, documents, Trapeze scheduling data, and invoices are 100% 

reconciled against driver trip sheets, AVL/GPS tracking systems, and Trapeze Tracker Action 

notes.  Contractor must confirm that all information is true, accurate, and correct.   

6. Meet all Contractor’s and VTA’s performance and safety standards. 

7. Investigate accidents/incidents and unsafe practices immediately upon notification by 

customer or Contractor’s staff or other third-party. Cooperate with all law enforcement 

agencies in their investigations, as necessary and appropriate.   

8. Report by phone, immediately toVTA’s designee, any vehicle accident, operator, or passenger 

injury or non-routine event. 

9. Collect fares, account for, and report all fare revenues received during operation of the Service. 

10. Investigate all customer comments received and provide responses within prescribed VTA 

and Contractor’s internal policies. 

11. Prepare and submit all operating reports on time according to [state what doc/policy] and in 

the prescribed formats. 

12. Provide required office equipment and any other equipment deemed necessary to operate the 

service.  

13. Attend meetings with VTA staff, as determined by VTA. 

14. Schedule and conduct monthly meetings with VTA that: (i) report the current budget hour and 

dollar balances; and (ii) report on the status of operations; any challenges faced by contractors; 

and what steps Contractor will implement to overcome those challenges. Supplemental 

paratransit services representatives are required to be in attendance upon VTA’s request. 

15. Provide corporate support to local management staff including technical assistance in service 

scheduling, maintenance, safety and training, human resources and general operations to 

ensure compliance with contract requirements and federal, state and local laws. 

16. Refer all VTA related media inquiries to VTA immediately upon notification. The Contractor 

and VTA shall collaborate in responding to inquiries.  

17. Respond to all VTA’s requests for information as promptly and precisely as possible. In some 

cases extreme urgency is warranted and will require immediate response which will be 

communicated by VTA.   

18. Per VTA’s direction, attend VTA Board of Directors and Board Committee meetings relative 

to project status. 

19. Provide the Services in compliance with all federal, state and local Environmental Protection 

Agency requirements. The Contractor must take whatever steps are necessary to prevent fuel 

spills or other environmental mishaps and must be responsible for any necessary clean up at 

the designated Contractor facility or on the routes operated by the Contractor. 
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20. The Contractor may subcontract Supplemental Service (as defined in Section 2.1.2) of the 

Scope of Services), if deemed necessary. The Supplemental Services shall be provided by taxi 

and/or other subcontracted providers, if designed to: (i) provide additional capacity to VTA’s 

dedicated ACCESS Service fleet; (ii) to increase peak hour service capacity; and (iii) manage 

VTA resources and increase system productivity. All subcontracted service contracts and rates 

must be approved, in writing, by VTA prior to contract signature.  

21. Currently, VTA does not have on-site car wash facilities.  It shall be the responsibility of the 

Contractor to enter into an agreement with an off-site option that has the ability to wash all 

types of VTA provided vehicles.  Contractor must negotiate a fleet rate in effort to reduce 

costs. Washing costs shall be included on the monthly invoice as a line item and shall include 

invoice back-up documentation with vehicle numbers, dates, etc. 

22. VTA does not have on-site fueling facilities.   Contractor must have a detailed plan describing 

how vehicles will be fueled on a daily basis at an off-site fueling location. This plan shall be 

submitted to VTA prior to the start of the contract.  Fueling is not be permitted while drivers 

are in Revenue Service.  

23. Contractor shall be required to follow all applicable regulatory requirements, such as storm 

water runoff and hazardous material regulations and requirements at all times herein.     
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SECTION 1: CONTRACT TERMS AND PROJECTED REVENUE VEHICLE HOURS 

ACCESS Paratransit Services shall be operated and invoiced at a Revenue Vehicle Hour (RVH) 

rate. Revenue Vehicle Hours are defined as any 60-minute increment of time, or portion thereof, 

that a vehicle is actively transporting passengers (this includes the time traveled 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 major highway closures caused 

by  traffic-related incidents or accidents that cause  delays that could not have been prevented by 

the provider, or when the preceding pick-up was a no-show or late cancellation.  

Any ACCESS Paratransit Services operated by subcontracted providers shall be operated and 

invoiced on a mileage trip rate.     

The number of annual Revenue Vehicle Hours (RVH) provided under this Agreement is an 

estimate of the service level required to meet ACCESS Service demand.  This estimate may be  

subject to change based on the demand of services.  Use of a fixed and variable rate structure 

protects both Contractor and VTA from such changes. 

Contract Period Dates Included 
Estimated 

Annual RVH 
Estimated Supplemental 

Trip Miles  

Base Year 1: 7/1/17 thru 6/30/18 329,500 22,000 

Base Year 2: 7/1/18 thru 6/30/19 339,385 22,660 

Base Year 3: 7/1/19 thru 6/30/20 349,567 23,340 

Base Year 4: 7/1/20 thru 6/30/21 360,054 24,040 

Opt 1 Year 1: 7/1/21 thru 6/30/22 370,855 24,761 

Opt 1 Year 2: 7/1/22 thru 6/30/23 381,981 25,504 

Opt 2 Year 1: 7/1/23 thru 6/30/24 393,440 26,269 

Opt 2 Year 2: 7/1/24 thru 6/30/25 405,243 27,057 

 

 Data above assumes  a yearly estimated increase of Revenue Vehicle Hours and trip 

Miles by 3%.  
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Contractor agrees that VTA may direct either an increase or decrease in the Revenue Vehicle 

Hours and/or Supplemental Trips provided based on fluctuations created by customer ridership 

demands and/or adjustments in service models. If an increase or decrease in RVH exceeds 

15%above or below the estimated annual RVH, as indicated in the chart above, VTA shall work 

with the Contractor to review options that move RVH or Supplemental Trips back into budgeted 

and negotiated numbers.  Should options not be available, VTA shall re-negotiate the exception 

for either the revenue hourly rate or Supplemental trip rate for the year or future years affected. If 

both the revenue hourly rate and trip rates are impacted, they shall both be renegotiated for the 

year or future years affected.   

VTA will, in cooperation with the Contractor, evaluate the cost impact of the service change. 

Whether a rate change is warranted shall be in the sole discretion of VTA.  

Contractor and VTA will monitor service levels to ensure the RVH does not exceed the annual 

estimate.  Any adjustment to the annual RVH must be discussed by both parties and approved by 

VTA. 

SECTION 2: ACCESS PARATRANSIT SERVICE DESCRIPTION 

2.1 Description of ACCESS Paratransit Services 

2.1.1 ADA ACCESS Paratransit Service 

ACCESS Paratransit Service is an advance reservation, door-to-door service, for travel within 

areas comparable to VTA’S fixed route bus services, for persons who have been certified as ADA 

eligible.  ACCESS Paratransit Service operates during the same hours as VTA’S fixed route bus 

service.  ACCESS Paratransit shall be operated as a shared-ride service.   

The Contractor shall strive at all times to provide service in a manner that shall maximize 

productivity and, at the same time, maximize customer service.  General ACCESS service 

guidelines and policies are outlined and described in the attached ACCESS Rider’s Guide 

(ATTACHMENT #1).  Other guidelines include the negotiation of trip times within the ADA and 

FTA guidelines, the trip pick-up window as established by VTA (the pick-up window is a thirty 

(30) minute window, commencing when the reservation is placed), and ride time guidelines as 

established by the ADA and VTA.  In addition, Contractor performance standards are established 

under this Agreement, such as on-time performance, passenger per hour targets, etc. 

VTA shall work with the Contractor to develop service delivery plans and methods that ensure 

compliance with ADA, FTA, and VTA guidelines and regulations. 

2.1.2 Supplemental Subcontracted ACCESS Paratransit Service 
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a) VTA will allow the Contractor to subcontract out ACCESS Paratransit Services if the 

Contractor deems it necessary. The Supplemental Subcontracted ACCESS Service is 

intended to provide additional capacity to VTA’s dedicated ACCESS fleet during daily 

peak service hours. It is further intended to provide flexibility in responding to unforeseen 

circumstances and for cost effectiveness. Contractor may enter into subcontract 

arrangement(s) with service provider(s) (subcontractors) capable of performing such work 

billed on a trip mileage basis rather than the regular Revenue Vehicle Hour rate.   

All subcontractors used under this Agreement must meet FTA and VTA standards.  VTA must 

approve of the Supplemental Subcontracted ACCESS Service subcontractor (“Subcontractor”) 

prior to Contractor entering into contract with the Subcontractor.  The Contractor shall submit a 

copy of the intended agreement between the Contractor and Subcontractor for VTA review and 

approval. The agreement shall include details of staff requirements and union contractual terms, 

detailed information of the vehicles the subcontractor intends on utilizing, rate and payment 

structures and any other pertinent required or requested information needed by VTA.  

Examples of When Supplemental Subcontracted ACCESS Service Could Be Used: 

a) Peak Service Hours, Monday through Friday, except holidays.   

b) Overnight Service.  

c) Weekend Service.  

d) Service Protection: A trip scheduled on the day of service that is required due to an 

unforeseen circumstance, such as a vehicle break down, excessively late run, excessive 

operator shortage or vehicle capacity shortage.  Service provided as a result of excessive 

operator shortage must be approved in writing by VTA prior to scheduling with the cause 

and severity of the shortage and the expected resolution timelines.  Supplemental Services 

are designed to provide cost efficiency options.  

At regular management meetings, VTA and Contractor staff shall review the effectiveness of the 

use of subcontractors, including growth in service demand, impacts on system productivity, 

impacts on dedicated vehicle fleet, and overall associated costs.  The outcome of such analysis 

may result in VTA modifying the number of trips provided under this portion of the Agreement. 

2.2 Reservations, Scheduling and Dispatch 

2.2.1 Compliance with ADA and ACCESS Paratransit Policies 

Contractor shall implement and administer reservations, scheduling and dispatch procedures that 

shall be in compliance with ADA complementary paratransit requirements, as may be amended 

and modified by the Federal Transit Administration and ACCESS Paratransit policies as 

referenced herein and in other VTA documents and publications, including the ACCESS 

Paratransit Rider’s Guide.  
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2.2.2 Reservations 

ACCESS Paratransit Reservations will be staffed and operational on Monday through Friday from 

7:00 am to 5:00 pm and on Saturdays, Sundays and national holidays from 8:00 am to 5:00 pm. 

Staff, either from the Contractor or through a subcontractor, shall implement a strategy that 

provides accommodations for all customer cancellations and ride check calls during all hours of 

ACCESS operation. 

Eligible riders will be asked to contact ACCESS at least one (1) day and up to three (3) days in 

advance to make a trip reservation. Same-day service is available for customers without an 

advance reservation at a premium charge, which is determined by VTA’s fare policy. When 

placing a trip request, riders will be asked for their ACCESS Paratransit identification number, 

date they want to travel, pick-up address, destination address, the time they would like to be picked 

up or time they want to arrive at their destination, whether they will be using a mobility aid while 

traveling, if they will be traveling with a Personal Care Attendant, and if they will be traveling 

with a companion.  Upon making a trip reservation, riders will be quoted a 30-minute pick-up 

window and advised that the ACCESS Paratransit vehicle may arrive at any time within the 30 

minutes quoted. Once a negotiated 30-minute pick-up window has been quoted to the rider or 

caregiver and has been accepted, the 30-minute pick-up window may not be changed by the 

Contractor without direct approval by the individual who made the original reservation. 

All drivers shall contact the ACCESS Paratransit Service dispatch before leaving a designated 

location under the following conditions: without picking up the rider(s); when encountering 

problems such as rider(s) not being ready; rider(s) not waiting at the designated pickup location;  

incorrect addresses; or addresses that are inaccessible to wheelchairs.  Rider(s) cannot be required 

to leave prior to the scheduled pickup service window start time, but may choose to do so at the 

rider’s discretion. Drivers arriving before the scheduled pickup service window must wait five (5) 

minutes past the window start time before requesting authorization to leave without the rider.  If 

the driver arrives at the pickup location at, within or after the service window, and the rider is not 

there, he or she must wait five (5) minutes past the arrival time before contacting the dispatcher 

for authorization to leave.   

2.2.2.1 Trip Negotiation Policy 

In accordance with the ADA, call takers shall negotiate the pickup time for a requested trip 

anywhere from one hour before to one hour after the requested pick-up time, unless the rider 

indicates a specific delivery time or pickup time constraint which prohibits their being delivered 

or picked up either before or after a specific time.   In the event of a delivery or pick up time 

constraint, the following policies shall apply: 

i. No-later-than Delivery: If an appointment time has been specified, the reservationist 
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will offer one or more pickup windows that will ensure that the customer arrives within 

30 minutes of and not later than the specified appointment time. Depending upon travel 

distance and other customer trips already scheduled for that service day, the pickup 

window may begin as much as 120 minutes prior to the specified appointment time in 

order to ensure that the customer will not be traveling on the ACCESS vehicle for more 

than 90 minutes prior to his/her arrival time. 

 

ii. No-earlier-than Delivery: If the customer is unable to arrive at a location prior to a 

specified time, the reservationist will offer one or more pickup windows that will 

ensure that the customer will arrive not before and no more than 30 minutes after the 

specified early arrival time. Depending upon travel distance and other customer trips 

already scheduled for that service day, the pickup window may begin as much as 120 

minutes prior to the specified opening time in order to ensure that the customer will 

not be traveling on the ACCESS Paratransit vehicle for more than 90 minutes prior to 

arrival time.  
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iii. No-later-than Pick-up: If a customer must leave a location no later than a specified 

time, i.e. a facility that closes at 6 p.m., the reservationist will offer one or more pickup 

windows that will ensure that the customer is picked up no later than and up to 60 

minutes prior to the specified closing time.   

iv. No-earlier-than Pick-up: If the Customer has requested not to leave his/her pick up 

location before a specified time, the reservationist may offer one or more pick up 

window choices, for which the start of the window is after the specified time. 

2.2.2.2 Subscription Trips 

As allowed by the ADA, subscription service will be available on ACCESS Paratransit services 

for customers who travel consistently on a specific day(s) of the week, at the same time, to and/or 

from the same destination. The purpose of the subscription service is to enable ACCESS 

Paratransit to create efficient routes for customers who have similar travel patterns.   

Riders make request for subscription service through the normal ACCESS Paratransit reservations 

process. Once received, Contractor will assess each subscription request – both the out-bound and 

return trip –to determine if it can be efficiently accommodated in given the (1) existing subscription 

trips; (2) available trip capacity at the requested time; and (3) the ADA requirement that capacity 

be maintained for demand trips with no trip denials. Thus, requests for subscription service are not 

automatically approved and scheduled.  

Subscription requests are granted for a specific trip.  That is, a specific origin and destination, day 

(or days) of the week, and trip time. Customers who need to change a trip’s origin, destination or 

time on a particular day will be required to cancel the subscription trip for that day and make a 

demand reservation for the new trip.  

Customers must have a consistent travel history without excessive cancellations and/or without 

any “no-show” incidents. Subscription customers canceling for periods of one month or more may 

lose their subscription service. Once a subscription trip is lost, any future request for subscription 

service will be treated as a new request.  

Due to its high demand and limited availability, customers with a pattern of “no-shows” and/or 

trip cancellations may lose their subscription service. It is the responsibility of the scheduling 

department to track and administer. 

2.2.3 Scheduling  

Within the requirements established by the ADA, Contractor’s scheduling staff shall organize trip 

requests for ACCESS Paratransit service so as to meet or exceed the service standards defined 

herein. Access Paratransit services shall be operated as a shared ride service. All schedules and 

runs shall be batched and optimized multiple times per day in an effort to achieve efficient services.  
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VTA will provide Contractor with Trapeze software and operating licenses for use in the 

reservations, scheduling and dispatch of ACCESS paratransit services. Contractor will be required 

to provide the technical expertise and support staff necessary to: 

 Train ACCESS Paratransit staff as necessary for their positions in the use of Trapeze; 

 Implement Trapeze upgrades and train staff in the use of all upgrades; 

 Provide customized performance reports and operating data; 

 Ensure that ACCESS Paratransit scheduling staff are knowledgeable of and apply the tools 

and techniques in Trapeze designed to optimize vehicle schedules; and  

 Assess the functionality of Trapeze and the performance on ACCESS services on at least a 

semi-annual basis (or more if VTA requests) and provide VTA with a written report 

identifying potential improvements and opportunities for re-training and specialized 

training. 

 

The Contractor and its subcontractors are expected to schedule all ACCESS Paratransit trips in an 

“online” environment, meaning that requests for service shall be booked into the computer and 

confirmed at the time the trip request is made.  

 

Any alternative to “online” scheduling must be approved in writing by VTA prior to 

implementation. The Contractor shall provide VTA with a detailed written plan describing the 

scheduling methods and procedures that will be used, as well as the advantages of scheduling in 

the manner proposed. This plan shall be delivered to VTA no later than 30 days prior to start of 

service under the contract resulting from this RFP and is subject to approval by VTA prior to 

implementation. Subsequent to VTA approval, any changes to the method of the scheduling of 

ACCESS trips must be approved in writing by VTA before being implemented by Contractor. 

 

The Contractor shall, at a minimum, schedule trip times that follow guidelines set forth by the 

ADA and VTA. All service requests must be met to ensure zero denials, in compliance with the 

ADA and FTA guidelines. The Contractor shall employ a sufficient number of qualified and 

trained reservation operators, scheduling staff, window and radio dispatchers to ensure that all 

stated goals are achieved. 

Supplemental ACCESS Service will be scheduled by the Contractor using Trapeze PASS 

scheduling software and then transmitted to the subcontractor.  The subcontractor shall provide 

the Contractor at the end of each service day with the following service data:  

 a list of completed trips,  

 actual pick-up time,  

 actual drop-off time,  

 report of trip miles from the pickup point to the drop-off point for each passenger trip 

based upon the path of travel and actual number of passengers.   
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The Contractor shall enter service data in the Trapeze PASS scheduling software that is true, 

accurate and correct. All subcontracted service data must be reconciled to confirm all 

information is provided, is accurate, and has source data backup.   . 

2.2.4 Dispatching  

All ACCESS Paratransit vehicles will be equipped with the TRAPEZE Driver-Mate Mobile Data 

Terminals (“MDTs”) or other similar device provided by VTA. It is goal of VTA that MDTs or 

tablets be the primary means of transmitting assigned trip data to bus operators and the primary 

source of trip performance data. Paper manifests will be used for the initial trips of any assigned 

vehicle tour and emergency dispatch situations. 

VTA will provide primary voice communication that shall be provided through TRAPEZE Driver-

Mate MDTs and its Voice Over Internet Protocol (“VOIP”) System for all communications 

between vehicle operators and dispatch. Contractor must provide additional secondary voice radio 

communications, if deemed necessary, to be used for communications between vehicle operators 

and dispatch when providing door-to-door communication outside of vehicles. Secondary 

equipment shall consist of an operable two-way mobile radio, cell phone, or any other two-way 

communication system, which affords contact with the vehicle during all hours of operation. 

Pagers are not acceptable. If portable radio/cell phone communication systems are used, drivers 

must be provided with and use "hands-free" radio accessories. 

Cell phones are not to be used while the vehicles are in motion. Operators are required to 

park vehicles in a safe and secure location and exit the driver’s seat prior to using cell phones.  

Personal cell phones are not permitted to be used for ACCESS Paratransit-related 

communications. 

ACCESS Paratransit services will operate on a thirty (30) minute pick-up window beginning from 

the negotiated scheduled time when a reservation is made. A vehicle arriving for a pick-up during 

this window will wait a total of no less than  five (5) minutes (“Dwell Time”) for the customer to 

make themselves available to begin boarding the ACCESS vehicle, during which time the operator 

will attempt to alert the customer to the vehicle’s arrival.  

ACCESS vehicles may arrive at a scheduled pick-up location no earlier than five (5) minutes 

before the scheduled time for the trip unless the immediate preceding trip was a no-show or late 

cancellation. If the operator arrives prior to the scheduled time, he/she shall wait until the 

scheduled time before beginning the required five (5) minute wait time. Vehicle arrival at 

scheduled pick-up locations more than five minutes early is not encouraged. Should a customer 

agree to depart before the start of the pick-up window the contractor shall confirm the location the 

customer is being transported to is open and safe for an early drop-off.   
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2.3 Fares 

VTA shall be responsible for determining and setting the scheduled fares.  The Contractor shall 

enforce VTA’S fare policies and ensure that fares recorded in the customer booking are consistent 

with VTA’S policy as documented in VTA’S fare matrix.  VTA staff shall provide at least a thirty 

(30) day notice of any change to VTA’S fare policy and will coordinate such changes and required 

scheduling software changes with the Contractor.  

Fares shall be collected through the use of an electronic debit processing system for payment of 

ACCESS Paratransit trips. The fare debit system is an account-based module within the TRAPEZE 

PASS scheduling software system that allows each ADA-eligible customer to have an account that 

can be monitored and managed individually.  Accounts can be set to automatically add additional 

funds to a customer’s account set at pre-determined thresholds. This software module allows 

customers to utilize the VTA Paratransit transit network free of cash handling to both the customer 

and driver.  

2.3.1. ADA Paratransit Fares 

Effective January 1, 2016, VTA has resolved and adopted the following paratransit rates and fares, 

as stated in the VTA Fare Policy Resolution No. 2015.06.21 (Attachment #2)   

VTA-provided services requiring a fare: 

Fare Category Fares Requirements/Restrictions 

One-Way Trip 2x fixed-route fare.                 

Adult Single Ride 

($4.00) 

For a disabled individual who is 

qualified for Paratransit Service. 

Companion Equal to One-Way 

Trip ($4.00) 

A person other than a personal 

care attendant accompanying a 

qualified disabled individual. 

Open Return Trip 4x One-Way Trip 

($16.00) 

A return trip not dispatched until 

customer calls and requests it.  

Second Vehicle Sent 4x One-Way Trip 

($16.00) 

Charge for a second vehicle 

dispatched because customer 

was not ready or at pick-up 

location at the scheduled time for 

the first vehicle dispatched. 

No Show Equal to One-Way 

Trip ($4.00) 

Charge for failure to be ready 

when vehicle arrives at 

scheduled time for all above 

services. 
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Same-Day Trip 4x One-Way Trip 

($16.00) 

Trip scheduled within the same 

day.  

Same-Day Trip 

(Companion) 

4x One-Way Trip 

($16.00) 

A person, other than a personal 

care attendant, accompanying a 

qualifying disabled individual 

on a same-day trip.   

Same-Day No Show  4x One-Way Trip 

($16.00) 

Charge for no show on a same-

day trip.  

Extended Service Area 4x One-Way Trip 

($16.00) 

For service up to one mile 

beyond the ¾ mile ADA 

Paratransit Service Area.  

2.3.2. Fare Recovery Procedures 

The Contractor shall establish appropriate fare handling procedures to ensure that all fares 

collected are properly recorded in the Trapeze Pass database.   

Contractor shall provide: 

a) Monthly reports indicating the revenue collected and reconciled daily.  The report will 

track all trips booked and monies associated with services provided. 

b) Revenue reconciliation sheets for each Contractor providing ACCESS Paratransit 

service. Sheets provided will include both monthly and daily totals. 

c) Reconciliation procedures that are designed to prevent and minimize the potential of 

error, fraud or abuse.  Each element of the system will be reconciled against total 

revenues to ensure that losses are prevented. 

2.4 Tolls, Fines and Charges 

Contractor shall be responsible for the costs associated with the usage of roads, highways or 

bridges which require a toll charge.  Further, VTA will not be responsible for any fines associated 

with toll charge violations. 

Contractor shall also be responsible for payment of any traffic fines, parking fees, and any other 

charges levied against Contractor, Contractor’s employees or subcontractors, and/or VTA vehicles 

operated by Contractor. 

2.5 Customer Comments 

Customer comments regarding ACCESS Paratransit services will be received by VTA’s Customer 

Contact Center and recorded in VTA’s Customer Relationship Management (CRM) system. Any 

customer comments received directly by the Contractor must be immediately referred to the 
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Customer Contact Center for proper handling.  

Contractor is responsible for downloading all complaints recorded in the CRM database and 

researching and entering a response in the CRM application within three (3) business days of 

receiving the comment. Monthly, Contractor shall review and analyze all received comments for 

trends and issues that need to be addressed to reduce or eliminate future comments on the same 

issues. Contractor is expected to make all attempts to minimize complaints over the term of this 

agreement through employee training, establishment and clarification of policies, and outreach and 

education of customers.  

SECTION 3: SUPPLEMENTAL ACCESS SERVICE  

The following terms are utilized in the description of Supplemental ACCESS Service: 

Contractor – the dedicated ACCESS Paratransit service provider under contract with the Santa 

Clara Valley Transportation VTA (VTA) for the operation of ACCESS Paratransit service.  It is 

the responsibility of the Contractor to subcontract trips to the Supplemental ACCESS Service 

Provider if deemed necessary. 

Supplemental ACCESS Service Provider – Firm(s) to provide Supplemental ACCESS Service, as 

directed by the Contractor. 

VTA – Santa Clara Valley Transportation VTA 

Description of Supplemental ACCESS Service 

The role of Supplemental ACCESS Paratransit Service is to provide complementary paratransit 

transportation services in accordance with the Americans with Disabilities Act of 1990 and the 

Rehabilitation Act of 1973 and such other transportation services as directed by VTA. 

Supplemental ACCESS Paratransit Service will be operated using vehicles provided through the 

Supplemental ACCESS Paratransit Service provider.  All Supplemental ACCESS Paratransit 

services will operate throughout VTA Board approved service area and at minimum as required 

by the ADA for the provision of complementary paratransit service. 

The Contractor will be responsible for arranging for the delivery of all trips assigned to the 

Supplemental ACCESS Paratransit Service Provider.  The assignment of trips to the Supplemental 

ACCESS Paratransit Service Provider shall be done so as to allow adequate time to perform the 

trip within the established service parameters.     

The Contractor shall be responsible for ensuring that all vehicles utilized in Supplemental 

ACCESS Paratransit Service are maintained in accordance with the established vehicle standards 

and comply with all federal, state, and local law and codes and/or required inspections, including 

any required inspections by the California Highway Patrol. 
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SECTION 4. OPERATING STANDARDS APPLICABLE TO CONTRACTOR AND 

SUPPLEMENTAL SERVICE PROVIDERS 

The Contractor and Supplemental Service providers shall be responsible for ensuring that service 

is operated in accordance with the following operating standards, requirements and procedures: 

 Consumers shall at all times be rendered safe, courteous service in accordance with all 

applicable laws, ordinances and regulations. 

 Shared rides must be utilized at all times unless scheduling location prohibits.  

 A fully accessible vehicle must be used to accommodate customers in wheelchairs or other 

mobility devices.  Transferring/carrying individuals from wheelchairs to the seat of a 

vehicle is prohibited, except for a rider who can transfer without any assistance and who 

requests service in a non-accessible vehicle. 

 Services are provided to VTA ACCESS-eligible passengers only. Unauthorized passengers 

are not to be transported using ACCESS Paratransit Services.   

 The Supplemental ACCESS Paratransit Service Provider shall inform the Contractor of 

any difficulties experienced in transporting a rider, whether related to safety, behavior, or 

other reason.   

 Drivers may not refuse transport of any person(s) who is traveling with a “service animal.”  

The term “service animal” is legally defined in the Americans with Disabilities Act of 1990  

as an animal “individually trained to do work or perform tasks for the benefit of an 

individual with a disability.” 

 Transportation may be refused to any person(s) who is a threat to the health, safety, or 

welfare of the ACCESS Paratransit Service Provider staff or other passengers due to that 

person’s violent, seriously disruptive, or illegal conduct.  The Supplemental ACCESS 

Paratransit Service Provider must consult with Contractor prior to any refusal of service to 

any consumer, except in emergency situations where the safety of other passengers or of 

the driver requires immediate action.    

 Upon rider request, ACCESS Paratransit Service Provider or Supplemental Service 

Provider shall provide an estimated time of arrival (“ETA”) for all late vehicles.   

 The ACCESS Paratransit Service Providers shall ensure that riders are picked up within 

the negotiated scheduled on-time pick up window based on the pickup time provided to the 

rider by the Contractor.  All drivers must contact radio dispatch prior departing a designated 

location without picking up the rider(s), and when encountering problems such as rider(s) 

not being ready, rider(s) not waiting at the designated pickup location, incorrect addresses 

or addresses which are inaccessible to wheelchairs. If the driver arrives at the pickup 

location at, within or after the service window and the rider is not there, he or she must 

wait five (5) minutes past the arrival time before contacting the dispatcher for authorization 

to leave. Dispatch staff must attempt to contact the rider and verify that the rider is a bona-

fide no-show and only then release the driver.   

 Rider(s) cannot be required to leave prior to the scheduled pickup service window start 

time but may choose to do so at the rider(s)’ discretion. Drivers arriving before the 

scheduled pickup service window must wait five (5) minutes past the window start time 

before requesting authorization to leave without the rider.  If it is determined that an 

apparent no-show was not the rider’s fault, a driver must be dispatched back to pick up the 

rider immediately.    
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 Should a rider declare they are not ready for transport from the rider’s place of residence 

the trip shall be coded as a “Cancel at the Door.”  Should a rider declare they are not ready 

to return home from their pre-scheduled trip, the driver shall code that trip as a “Not Ready 

(NR)” in the TRAPEZE software.  Under the “No Strand Policy,” the Contractor shall 

reschedule the pick-up time for a 5 to 90 minute return pick-up time.  That return trip shall 

be coded as a “Not Ready Return (NRR).”  “No Strand” does not apply from the rider’s 

residence.       

 All Service Providers shall be responsible for compliance with any and all requirements 

for the provision of child restraint devices or seatbelts. The Contractor will determine if 

child car seats or other restraint devices are required for the rider or companion during the 

reservation process.  If the passenger does not have proper child car seat or restraint devices 

at the time of pick up, the trip shall be marked as a “Cancel at the Door.” 

 Emergency Calls.  All in-service emergency calls shall be made to the police, 911 or an 

ambulance, as appropriate. In such cases the Supplemental ACCESS Paratransit Service 

Provider will notify the Contractor immediately and the Contractor shall notify VTA’s 

Project Manager immediately. All parties involved must communicate quickly and 

efficiently in events that require prompt attention.  

 Damage to Wheelchairs.  The Contractor and Supplemental ACCESS Paratransit Service 

Provider shall be responsible for and remedy any damage caused to a wheelchair or other 

customer mobility device that occurs during the ACCESS Paratransit operations. VTA 

shall be notified immediately of incidents that cause damage or destruction to any 

customer’s personal property or mobility device.    

 

4.1 Driver Training 

The Contractor shall ensure that all employees and contracted personnel engaged in ACCESS 

Paratransit Service delivery are properly trained in accordance with this provision.  Any driver, 

dispatcher, or supervisor must meet the following minimum training:   

 Drivers, Dispatchers, and Supervisors:   

Passenger Assistance Training (PAT): Utilizing the Community Transportation 

Association of America (CTAA) PASS model, the SMITH System – Five Principles of 

Safe Driving or University of Wisconsin model or approved equal or equivalent training 

approved by VTA.       

 Sensitivity/Empathy Training:   

A minimum of four (4) hours which will focus on providing assigned drivers with an 

understanding of the different needs of persons with disabilities.  Course emphasis will 

include cultural diversity, aging sensitivity, and social awareness.  

 Any and all additional training which may be required by federal/state/local regulations or 

that is necessary for obtaining required licenses/permits.   

 

The Contractor will be responsible for ensuring that the Supplemental ACCESS Paratransit 

Service Provider maintain accurate and detailed records of training provided to all personnel 
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assigned to this service. Abbreviated records detailing the participant’s name, position, taxi 

medallion or permit number or operator license number (or equivalent) and date of completed 

training shall be furnished to Contractor on a weekly basis or upon request.  Detailed records shall 

become part of each participant’s permanent participant file and shall be made available to VTA 

for inspection upon request.  Each employee or independent contracted personnel shall be assigned 

a unique employee number for purposes of customer comment tracking and/or special incident 

investigations.  

4.2 Accidents 

The Contractor shall be responsible for ensuring that all accidents and/or incidents occurring while 

providing ACCESS Paratransit Service, along with any required supporting documentation, are 

reported to the appropriate VTA staff within the required timeline parameters of 24 hours.  

Contractor must immediately notify VTA’s Project Manager when any vehicle or individual is 

transported from the scene by ambulance, towing service, or other provider of transportation. 

Contractor shall attempt to obtain as much information about the individual being transported and 

location of where the individual is being transported.    

4.3 Collection of Fares 

VTA shall collect fares for services through the TRAPEZE fare collection software system. The 

ACCESS Paratransit Service Provider shall provide services to all individuals that have accounts 

that are current and have monetary funds available for transportation.  Fare policies for service are  

established by VTA.  

Drivers providing ACCESS Paratransit Service are prohibited from requesting or receiving 

gratuities in any form under any circumstance.   

4.4 Performance Standards 

Trips provided under the Supplemental ACCESS Paratransit Service program will be subject to 

the same performance standards established for dedicated ACCESS Paratransit service.  As a 

result, incentives and/or penalties resulting from service provided by the Supplemental ACCESS 

Paratransit Service Provider will be assessed by the Contractor, utilizing the standards described 

within this Scope of Work contract.    

4.5 Drug and Alcohol Testing  

The Contractor shall be responsible for ensuring that all safety sensitive employees including all 

subcontracted employees providing ACCESS Paratransit services shall comply with all 

requirements of the Federal Transit Administration in regards to the testing of safety sensitive 

employees for drug and alcohol use.  Specific attention is directed to 49 CFR Part 653 (drug testing 

requirements), 49 CFR Part 654 (alcohol testing requirements) and 49 CFR Part 40 (common 

preamble).   
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4.6 Complaints 

The Contractor shall be responsible for investigating and resolving complaints made regarding 

services delivered by the Supplemental ACCESS Paratransit Service Provider.  All drivers 

assigned to the Contractor and Supplemental ACCESS Paratransit Service are required to have an 

employee identification number for the purposes of tracking service comments received from VTA 

ACCESS Paratransit users.   

Contractor shall notify VTA within 2 hours of receiving any complaint against any drivers and or 

dispatchers. All Contractor and Supplemental ACCESS Paratransit Service personnel who 

accumulate ten (10) valid complaints, placed by ten (10) different customers, in a 12 month period 

may be removed from the program.   

4.7 Payment 

The Contractor shall be compensated for each Revenue Vehicle Hour provided. Supplemental 

Service Providers shall be compensated for each Revenue Passenger Mile under the ACCESS 

Paratransit Service program.  The Contractor is encouraged to group trips when possible to 

enhance the overall efficiency of the service.   

4.8 Driver Standards and Duties 

 ACCESS Paratransit Service drivers shall: 

 Be a licensed driver for a minimum of three (3) years, speak and understand English, and 

be at least 21 years old. 

 Perform their duties with due regard for the safety, comfort and convenience of riders and 

their property. 

 For ambulatory wheelchair transferable riders, assist riders by opening the vehicle door, 

placing the wheelchair near the door, offering a steadying arm and allowing riders to 

transfer to a seat when entering the vehicle and transfer to a wheelchair when departing the 

vehicle. Driver shall assure that the wheelchair wheels are in a locked position when 

assisting the customer in or out of the wheelchair.  The wheelchair is to be safely and 

securely stored in the trunk or interior of the vehicle or properly tied down. The ACCESS 

Paratransit Service Providers shall be responsible for any damage caused to a 

wheelchair or other mobility device which occurs in the provision of service. 

 Prior to daily service start, drivers shall ensure that wheelchair service vehicles have a 

sufficient number of wheelchair tie down straps and rider securement devices to secure 

wheelchair riders in accordance with ADA regulations.   

o A sufficient number of wheelchair and rider securement devices are defined as the 

maximum wheelchair rider capacity for the individual vehicle.  Wheelchair riders 

must be secured in a forward facing position using a 4-point tie down for the 

wheelchair and a lap belt and shoulder harness for the wheelchair rider. The driver 

shall not secure wheelchair passengers in a sideways facing orientation. Tie down 

straps and lap/shoulder belts must be maintained in good condition, kept clean (so 

as not to soil the customer’s clothes) and properly stored in an off the floor rack, 
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cabinet or pouch when not in use and cannot be left on the vehicle floor. 

 All drivers are required to confirm that the correct passenger is on-board prior to departing 

a pick-up location.  

 The Supplemental ACCESS Paratransit Service Provider will be responsible for supplying 

the Contractor with any operational data required for the preparation of reports or passenger 

surveys. 

 Comply with all applicable Federal, State and local laws, regulations and licensing 

requirements, including drug and alcohol testing. 

 Have and maintain a current valid State of California driver’s license for the class of vehicle 

being operated and complete all training requirements.  Provide notification to designated 

supervisor and/or management if driver’s license has been suspended, revoked, or 

canceled.  Said notification must occur before the end of the business day if not operating 

a vehicle that day, and prior to operating a vehicle, if scheduled to work, following such 

loss of privilege.   

  All drivers shall contact the ACCESS Paratransit Service dispatch before leaving a 

designated location, without picking up the rider(s), and when encountering problems such 

as rider(s) not being ready, rider(s) not waiting at the designated pickup location, incorrect 

addresses or addresses which are inaccessible to wheelchairs. If the driver arrives at the 

pickup location at, within or after the service window, and the rider is not there, he or she 

must wait five (5) minutes past the arrival time before contacting the dispatcher for 

authorization to leave.  Rider(s) cannot be required to leave prior to the scheduled pickup 

service window start time but may choose to do so at the rider’s discretion. Drivers arriving 

before the scheduled pickup service window must wait five (5) minutes past the window 

start time before requesting authorization to leave without the rider. 

 Have and maintain a good driving record. 

 Get out of the vehicle and open and close vehicle door when riders enter or exit the vehicle. 

Provide additional assistance to or from the main entrance of the place of origin to the 

vehicle and from the vehicle to the main door of the place of destination. 

 The driver will announce their presence and whom they are there to transport at the 

specified entrance (indicated on the trip ticket or manifest) of the building of trip origin in 

an attempt to locate the rider(s), if the rider(s) does not appear for the pickup at the 

scheduled time. Sounding horn does not constitute an appropriate announcement and is 

prohibited, 

 Wear clothing which is clean and neat in appearance.  

 Drivers may not play audio or video equipment while passengers are in the vehicle.  Drivers 

must also prohibit passengers from playing audio/visual equipment in vehicles unless such 

equipment is used by a passenger with a headset and kept at a level that is not audible to 

other passengers or the driver.  

 Provide, within 24 hours of the occurrence, written reports of accidents or incidents that 

occur.   

 

Contractor and Supplemental ACCESS Paratransit Service drivers shall not engage in any 

of the following activities when providing services:  

 Use of intoxicating liquors, narcotics or controlled substances of any kind (excluding 

doctor’s prescriptions which do not impair driver’s driving ability and for which an 
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operator has advised his/her supervisor of its use in accordance with requirements of Motor 

Carrier Safety Regulations (49 CFR 391.41—391.49)) while on duty or reporting for duty.   

 Gambling in any form. 

 Smoking and other use of tobacco while on duty except in places or at times designated for 

that purpose.  No smoking is permitted in any ACCESS Paratransit Service vehicle at any 

time or within the vicinity of a pick-up location.   

 Carrying of firearms or concealed weapons. 

 Resorting to abuse or physical violence to settle a dispute with a fellow driver, rider(s) or 

the general public while on duty.  

 Spitting or urinating in inappropriate places or any other unsanitary, offensive or insensitive 

practices or behavior. 

 Use of loud, threatening, indecent or profane language and/or making threatening or 

obscene gestures toward riders or others. 

 The driver shall first obtain the customer’s permission prior to physically touching and/or 

assisting a customer when securing the seat or lap belts.  

 Unprofessional conversation, behavior, jokes, or comments which can be construed as 

sexual harassment or offensive to others. 

 Entering a rider’s home. No driver shall cross the threshold of any residence.  

 The use of a personal cell phone when passengers are in the vehicle, other than for 

communication with Provider or for other purposes expressly anticipated by this 

Agreement; PDAs issued by the Provider are acceptable. 

 Playing any entertainment radio or other personal audio equipment when passengers are in 

the vehicle.   

 No driver shall be permitted to smoke any type of tobacco product or vaping device within 

25 feet of a facility entrance, vehicle entrance, or where customers may be present.  

 

Contractor shall ensure that a criminal background check is performed on all ACCESS Paratransit 

Service Personnel prior to hiring for any position involving contact with ACCESS Paratransit 

customers.  No individual performing under this contract or a subcontract hereof may have been 

convicted of a felony (any degree), including but not limited to, sex offenses, armed robbery, 

robbery, forgery, fraud, conspiracy to commit a felony, assault, illegal firearms possession, arson, 

murder, etc; have been convicted of any misdemeanor involving violent behavior toward any 

person or sexual misconduct, or convicted of driving while intoxicated or driving under the 

influence of alcohol or drugs, reckless driving or leaving the scene of an accident in the past five 

years.  

Supplemental ACCESS Paratransit Service Provider shall provide the Contractor with a list of all 

drivers performing ACCESS Paratransit Services prior to permitting a driver to operate in service. 

An updated list will be provided monthly and/or as requested.  All newly-hired drivers providing 

services will have no more than three (3) moving violation points on their state drivers and/or 

chauffeurs license within the last three (3) years. The ACCESS Paratransit Service Providers shall 

obtain and maintain on file a copy of the California Motor Vehicle Report for each driver to be 

used and, if required by state or local law, rule or ordinance, a copy of any applicable Certificate 

of Transportation, and/or Certificate of Public Convenience and Necessity for each vehicle to be 
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used to provide transportation service. Any driver found not in conformity with these requirements 

must be removed from providing service.   

Evidence of compliance with all driver standards, including but not limited to training, background 

investigation, and licensing requirements shall be provided to the Contractor prior to the driver 

being placed into service under the program.   

All ACCESS Paratransit Service Providers shall require all drivers to undergo and pass a 

background investigation as a condition of being placed into service under the program based on 

VTA approval criteria.  Results of these investigations and driver application shall become a part 

of the driver’s official file and available for VTA review upon request, except to the extent already 

maintained by VTA.  No driver shall have a history of DUI, DWI, reckless driving, leaving the 

scene of an accident or any other conviction for serious driving offenses.  All ACCESS Paratransit 

Service Providers shall, prior to a driver being placed into service under the program, ensure that 

a DOJ fingerprint background check has been obtained and the driver has cleared the required 

security checks.   Contractor shall review motor vehicle reports bi-annually for all program drivers 

to ensure that all of the requirements for newly hired drivers are applicable to all drivers at the 

time of each bi-annual review.  Contractor shall immediately remove from service any driver 

determined not to be in immediately be removed from service.     

4.9 Vehicle Standards 

4.9.1 Supplemental Vehicles 

 

The determination of the number of vehicles required for service is the responsibility of the 

Contractor. Should additional vehicles be needed to accommodate the number of 

reservations received, the Contractor shall provide overflow trips to a Supplemental 

ACCESS Paratransit Service Provider. The Supplemental ACCESS Paratransit Service 

Provider shall, on a monthly basis, provide the Contractor an equipment list of all authorized 

vehicles proposed for use within this program, which shall include, year, make, model, 

mileage, vehicle identification number (VIN) and seating capacity. If the Supplemental 

ACCESS Paratransit Service Provider uses taxis or sedan type vehicles, these vehicles must 

comply with Santa Clara County Taxi Permit Program regulations and must provide 

accessible services to passengers upon request. Vehicles added to the program will be 

subject to inspection by VTA staff within 30-days for regulatory and safety compliance. 

 

The maximum age or mileage of Supplemental vehicles used for providing Service shall not 

exceed 6-years or 300,000-miles during the term of this agreement. All vehicles, at a 

minimum, must comply with Federal Motor Vehicle Safety Standards (FMVSS) to be 

eligible for operation under this agreement.  
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All Supplemental ACCESS Paratransit Vehicles shall display a valid VTA placard in the 

left hand corner of the windshield as an identifier to the customer and public while in 

revenue service. (Attachment #3) These placards shall be assigned to each driver and 

retrieved upon the driver’s departure from this program. It is the responsibility of the 

Contractor to administer and manage these placards.   

4.9.2 All Vehicles 

All Contractor and Supplemental operated vehicles (including replacement vehicles) must 

at all times: 

 Have a rear-view mirror and side-view mirrors mounted on both sides of the vehicle. 

 Have a functioning interior light within the rider(s) compartment. 

 Have functioning window and door mechanisms, which ensure that all access doors 

and windows are capable of being opened from the inside and outside and remain 

closed and secure during travel. 

 Have a functioning speedometer indicating speed in miles per hour and a functioning 

odometer correctly indicating distance in tenths of a mile. 

 Be equipped with operational heating, ventilation and air conditioning systems.  

 Have exteriors free of grime, oil or other substances and free from cracks, breaks, 

dents and damaged paint that noticeably detract from the overall appearance of the 

vehicle. 

 Be equipped with hubcaps, wheel covers, or wheels designed so as not to require 

caps/covers so long as they do not detract from the overall appearance of the vehicle. 

 Have all body molding in place, or if removed, holes must be filled and painted. 

 Not have damaged or broken seats or protruding sharp edges.  

 Have unobstructed vision on all sides of vehicle. 

 Be equipped with an operable two-way mobile radio, cell phone, or any other two-

way communication system, which affords contact with the vehicle during all hours 

of operation. Pagers are not an acceptable substitute. If portable radio/cell phone 

communication systems are used, drivers must be provided with and use "hands-

free" radio accessories. 

 Meet all safety and mechanical standards established by the local codes, California 

State statutes and Federal regulations, if any, and have passed all required 

inspections. 

 Not have vehicle leaks of any kind, including fumes. 

 Be equipped with a functioning horn. 

 Seat belts must be provided and maintained in working order for all vehicle seats 

and a sign shall be prominently displayed advising passengers that seat belt use is 

required. 

 Drivers and passengers must be secured in seats with seat belts at all times the 

vehicle is in operation subject to compliance with ADA requirements. 

 Vehicles which provide transportation to persons utilizing a wheelchair shall have 

wheelchair tie down straps and effective devices to secure each wheelchair using a 

4-point tie down and each rider using a lap belt and shoulder harness. While in 
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service, each lift/ramp-equipped vehicle must maintain on-board a sufficient number 

of chair and rider tie-downs to meet a given vehicle's maximum wheelchair 

passenger capacity. Tie down straps shall not be left on the vehicle floor when not 

in use and shall be kept clean and well maintained. 

 Have backup to all lift capacity. The lift shall incorporate an emergency method of 

deploying; lowering to ground level with a lift occupant, and raising and stowing the 

empty lift if the power to the lift fails. Any lift equipped vehicle supplied for the 

provision of ADA trips shall meet all the requirements of the Americans with 

Disabilities Act and the regulations applicable thereto. 

 Lifts and other installed accessories including radios shall be maintained in 

accordance with the recommendations of the respective manufacturer. 

 All vehicles shall be maintained in good overall operating condition. 

 Each van vehicle (as opposed to sedan or similar) shall be equipped with a fully 

charged, certified and non-expired fire extinguisher of the proper type for the 

vehicle. 

 Each vehicle shall be weather-tight and free of water leaks. 

 Vehicles may be inspected at any time. A vehicle is subject to immediate removal 

from service if deemed unsafe or otherwise in violation of safety standards. 

 Drivers and passengers shall not be allowed to smoke in the vehicle and a sign shall 

be prominently posted inside the vehicle-advising passengers of this prohibition. 

 Any fines incurred in the operation of the vehicle, including parking violations, shall 

be the sole responsibility of the Supplemental ACCESS Paratransit Service 

Provider.  

 All vehicle sizes and types are subject to the prior approval of Contractor. Approval 

considerations shall include such matters as, overall vehicle size, interior seating 

area, and passenger comfort, adequacy of trunk space for storage of mobility aids, 

lift size, and overhead clearances. 

 Provider shall ensure that the driver or maintenance personnel daily test all safety 

and securement components prior to engaging vehicle in service, defects are noted, 

and that all defects identified are corrected in accordance with manufacturer's 

specifications prior to vehicle being placed in service. 

 Be aware that a service animal is considered a passenger for vehicle capacity 

purposes. 

 VTA shall supply securement tethers, if needed. Tethers shall be used to prevent 

accidents or incidents to individuals or property.    

 

4.9.3. Preventive Maintenance 

Vehicle preventive maintenance must be performed in accordance with vehicle 

manufacturer’s recommended Preventive Maintenance Inspection (PMI) requirements and 

the Contractor’s proposed preventative program must be approved by VTA prior to the start 

of the contract. 

Both the Contractor and Supplemental ACCESS Paratransit Service Provider shall develop 

a preventive maintenance plan and maintain records which detail the work performed for 
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each vehicle inspection. These records must be available for review by VTA through direct 

access or VPN.  Such records shall be available during vehicle inspections, post accidents, 

or as needed. The objectives of the maintenance program are to reduce unscheduled 

maintenance time and road failures through comprehensive, scheduled, preventive 

maintenance, which encompasses inspections, repairs, oil and filter changes and engine and 

transmission performance analysis. 

Vehicle repairs and servicing shall be performed by technicians in certified maintenance 

facilities that utilize the latest technologies, tools and electronic diagnostic equipment. 

Contractor is responsible to ensure adequate technical training and appropriate technician 

certifications are available for review and approval by VTA. 

4.9.4. Vehicle Cleanliness, Aesthetics Requirements 

To facilitate customer service, it is imperative that vehicles remain clean and free from body 

damage (other than minor scratches).  If vehicles are inspected by Contractor and/or VTA 

and found not in compliance with vehicle cleanliness/aesthetic requirements, written notice 

will be served.  Vehicles not brought up to standard within 14-days of written notice may be 

subject to removal from service.  

The exterior of each vehicle shall be cleaned at least once every month unless inclement 

weather dictates additional cleaning.  Vehicle interiors shall be cleaned on a daily basis.  The 

daily cleaning will consist of, at a minimum: 

1. Carpets, floors and upholstery dry and free of dirt, debris, stains, rips, or holes; 

2. Dashboard clean and free of cracks; 

3. Seatbelts clean and fully operational; 

4. Interior free of any unpleasant or overpowering odors; 

5. Clean inside of all windows, removing all dust, fingerprints and head prints; 

6. Doors and armrest clean; 

7. Crevices clean and free of debris; 

8. Operator identification properly displayed and easily viewed; 

9. Customer placard visibly displayed; and 

10. Removal/repair of graffiti damage; 

 

4.9.5. Accident Repairs 

Damaged vehicles due to accidents shall be promptly removed from service and repaired 

by the Contractor. All body and glass damage are the sole responsibility of the Contractor 

and shall be repaired consistent with the manufacturers repair standards.  Vehicles with 

body damage other than minor scratches shall not be released for operation until repairs 

have been completed. The Contractor shall be responsible for monitoring compliance of 

all sub-contracted providers and to confirm they are complaint with these requirements.  
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4.9.6. Random Vehicle Safety Inspections 

All vehicles within the program and vehicles procured and added throughout the term of 

this contract are subject to random safety inspections by VTA for mechanical and 

regulatory compliance. Random vehicle safety inspections will include the daily checklist, 

particularly with regard to the inspection of all safety equipment. Failure to maintain 

vehicles in accordance with Federal Motor Vehicle Safety Standards (FMVSS) and other 

applicable requirements will result in the vehicle not being allowed to be used in service 

until the vehicle is in compliance and such compliance is verified by VTA. 

Daily safety checks to be performed by the driver; 

1. Engine oil level; 

2. Transmission fluid level; 

3. Radiator/Reservoir coolant level; 

4. Power steering fluid level; 

5. Windshield wipers/Washers; 

6. Tire wear and tire inflation levels;  

7. Directional signals and flashers; 

8. Headlights; 

9. Brakes and lights; 

10. Parking brake;  

11. Mirrors for damage and properly set; 

12. Horn operation; 

13. Heater/Air conditioner; 

14. Gauges; temperature, fuel, charging, oil pressure;  

15. Speedometer/Trip meter;  

16. Ignition key/Fob; 

17. Check for leaks under the vehicle; 

18. Check inside engine compartment for leaks or loose items; 

19. Seatbelts; 

20. Windows open and close as per manufacturer specifications; 

21. Windshield free from cracks; 

22. Lifts/Ramps (as applicable); 

23. Fire extinguisher on board, fully charged, certified and easily accessible; 

24. Wheels, tires and lug nuts: 

25. Check for any strange smells, sounds or vibrations; 

 

4.9.7. Quarterly VTA Vehicle Maintenance Safety Inspections 

The Contractor is required to submit vehicles for a thorough safety inspection by VTA at 

scheduled intervals. It shall be the responsibility of the Contractor to inspect Supplemental 

ACCESS Paratransit Service Provider vehicles. These inspections are critical to 

maintaining a safe and reliable fleet. The inspections are consistent with those performed 

by most governmental and regulatory agencies. Any vehicle not in compliance will 

automatically be removed from service.  Any items identified as “unsafe” or “failed” must 
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be repaired.  Maintenance and documentation of the repairs must be forwarded to VTA for 

review prior to the vehicle’s return to service. Quarterly Vehicle Safety Inspections shall 

be robust and comprehensive and shall include but not be limited to:  

1. Engine condition; 

2. Electrical system; 

3. Transmission operation, cooler lines, fluid leaks;  

4. Drivetrain, universal/constant velocity joints; 

5. Power steering, play in steering wheel;  

6. Exhaust system; 

7. Speedometer;  

8. Front suspension components; 

9. Rear suspension components; 

10. Tire wear, tread depth, condition, age;  

11. Shock absorber, struts;  

12. Steering components;  

13. Braking system, brake linings, ABS;  

14. Lighting system;  

15. Charging system;  

16. Safety equipment, belts, fire extinguisher;  

17. Wheelchair lifts and equipment;  

18. Horn, door locks/handles;  

19. Windshield and all other glass, safety rating;  

20. Interior lighting;  

21. Heating, air conditioning and ventilation system;  

22. Seats and arm rests;  

23. Rear differential;  

24. Fluid levels; and 

25. Body, paint damage 

 

4.9.8 Red Tagged Vehicles 

The Contractor shall be responsible for the implementation of a red tag program that 

identifies potential safety-related items on VTA-owned vehicles.  Contractor’s program 

must identify a process: (i) for all employees to identify safety issues; (ii) to keep that 

vehicle off the road; (iii) how the safety issue will be resolved; and (iv) for communication 

and reporting to VTA.   

If, in the opinion of VTA, any vehicle does not meet VTA safety standards, as outlined in 

the Scope of Services, it may be "red tagged," which involves tagging vehicle with a VTA 

“red tag.”   A vehicle that has been "red tagged" shall not go into service and/or shall be 

immediately removed from service.  A "red tagged" vehicle may not be released for service 

until the problems associated with it have been rectified by the ACCESS Paratransit Service 

Provider and verified by VTA.   

The following occurrences require "red tagging": 
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1. Safety equipment missing (per Vehicle Code requirements); 

2. Wheelchair lift inoperative; 

3. Wheelchair lift brake interlock inoperative; 

4. Wheelchair lift restraints missing or inoperative; 

5. Tires:  Flat, worn, embedded objects or bald; 

6. Passenger door interlock inoperative; 

7. Headlights out; 

8. Taillights out; 

9. Turn signals out or inoperative; 

10. Horn not working; 

11. Windshield wipers not working; 

12. Engine smoking excessively; 

13. Brake lining too thin; 

14. Fluid leaks; 

15. Air conditioning, heating, and ventilation systems inoperative; 

16. Exhaust system leaking or damaged; 

17. Steering with excessive play; 

18. Loose or missing lug nuts;  

19. Vehicles with body damage will be red-tagged by the Contractor and/or VTA; and 

will not be acceptable for revenue service until the damage has been repaired. 

20. Any noncompliance with Federal Motor Vehicle Safety Standards and other 

governing agency safety, vehicle operation regulations 

4.9.9. Vehicle Fueling 

Vehicle fueling is the responsibility of the Contractor and Supplemental Service Provider 

and must be performed prior to entering revenue service.  

Fueling with passengers onboard is strictly prohibited. 

SECTION 5:  CONTRACTOR STAFF REQUIREMENTS 

The Contractor shall provide the necessary management and administrative personnel whose 

expertise will ensure efficient operation of ACCESS Paratransit Service.  A dedicated 

management team shall be solely assigned to this project.  It is essential for the Contractor to have 

management available, consistent with the days and hours of the service and Call Center 

operation. 

5.1 Key Personnel 

The following positions, either using these position titles or equivalent titles, shall be provided by 

the Contractor and designated as Key Personnel under the terms of this Agreement:  

  General Manager 

  Operations Manager 

  Maintenance Manager 
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5.1.1 General Manager 

The General Manager will demonstrate, by decision and action, competency in all aspects 

of VTA’S ACCESS Paratransit Service.  The General Manager will function as the 

supervisor of all staff and is responsible for the turn-key contract operation.  The General 

Manager must have a minimum of five (5) years of management and supervisory 

experience in a public transportation, one-hundred (100) vehicle operation or related 

industry with experience in the management and operations of ADA paratransit services 

similar to ACCESS Paratransit.  The General Manager must be fully dedicated to this 

project and be based out of VTA’S defined facility.  The General Manager must maintain 

consistent and sufficient contact and communications with VTA’s Regional 

Transportation Services Project Management. 

5.1.2 Operations Manager 

The Operations Manager is responsible for all management and day-to-day operations of 

ACCESS Paratransit Service and must maintain consistent and sufficient contact and 

communications with VTA’S Regional Transportation Services Management.  The 

Operations Manager should be assigned to general supervision, investigation and response 

to customer comments, and ensuring quality service.  The Operations Manager will act as 

back-up for the project management functions.  The Operations Manager must have a 

minimum of three (3) years supervisory experience in public transportation operations or 

a related industry and a minimum of three (3) years of experience in the supervision and 

operations of ADA Paratransit services similar to VTA’s ACCESS Paratransit system. 

5.1.3 Maintenance Manager  

The Contractor shall assign a full-time Maintenance Manager to ensure that VTA’s 

maintenance standards are maintained and achieved. The Maintenance Manager must have 

a minimum of five (5) years’ experience maintaining a fleet of a minimum of 100 vehicles. 

The Maintenance Manger shall also have journey-level mechanic experience and a strong 

technical background with gasoline engines, electrical and hydraulic systems and be 

proficient with maintenance software applications.  He/she should also have an 

educational background consisting of, at a minimum, of an associate’s degree, possess 

ASE automotive/truck certifications (preferably Master Certified), and have prior 

experience in transit maintenance (additional experience may be substituted for an 

associate’s degree).  He/she should also have strong managerial and training experience 

with a minimum of five (5) years’ experience in maintenance supervision and 

administration. The Maintenance Manager must be legally licensed to operate a bus in the 
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State of California with a valid license as well as any other licenses or certificates required 

by applicable federal, state, or local regulations. 

5.1.4 Retention and Replacement of Key Personnel 

In order to ensure the continuity of consistently high service standards over the life of this 

contract, the Contractor shall retain qualified and experienced key personnel to perform 

service pursuant to the contract requirements. The Contractor’s retention of such key 

personnel is of significant importance to satisfactory contract performance.  The 

Contractor shall not replace key personnel without the written consent of VTA.   

The Contractor shall retain the services of the Project Manager it names in its proposal to 

provide services pursuant to this Contract for a minimum of two (2) years from the contract 

start date. Contractor shall not remove or replace Project Manager without VTA’s prior 

written approval. 

Individuals proposed by Contractor to fill key personnel positions shall be subject to 

approval in advance of appointment by VTA.  Should the Contractor propose a new 

individual or VTA request a replacement, the proposed replacement’s resume and 

qualifications must be submitted to VTA for its approval at least ten (10) calendar days 

prior to the departure of the incumbent employee unless Contractor is not provided with 

such notice by the departing employee.  Contractor must provide VTA with thirty (30) 

calendar days’ notice prior to replacing a key personnel position. Contractor shall submit 

a resume to VTA for any proposed replacement candidate, and VTA may require an 

interview of the proposed replacement candidate. 

If, during the course of employee turnover, any of the key personnel positions remain open 

for a period in excess of sixty (60) calendar days, VTA may deduct the salary and benefits 

for the open position, plus a penalty of $1,000.00 per day that the position remains unfilled 

beyond the first sixty (60) days. 

The Contractor must also have a plan of retention for maintenance staff, administrative 

staff, mechanics, and drivers. 
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5.2 Project Staffing – Operations 

Contractor shall be responsible for determining the direct staffing positions, levels and salaries 

required to deliver the Services. Contractor shall ensure that sufficient staff are hired, trained, and 

retained to meet or exceed this contract’s service requirements. Failure to provide suitable 

personnel consistent with VTA’s contractual obligations as set forth herein shall be deemed a 

material breach of the contract and may result, at VTA’s option, in Contractor’s immediate 

termination. 

All ACCESS Paratransit staff will be provided with initial training and a yearly refresher training 

appropriate to their duties, responsibilities, and requirements. All staff will also be trained to 

competence as appropriate to their positions in the requirements and responsibilities of the 

Americans with Disabilities Act. All training will be provided by the Contractor’s corporate 

training professionals.   

Contractor shall provide VTA with an ACCESS Paratransit organization chart showing all named 

positions, lines of reporting responsibility, and indicate the number of full-time and part-time 

employees in each position. Contractor shall provide this organization chart in the proposal for 

this contract and the chart shall be updated and submitted to VTA every 30 days along with the 

monthly billing.    

Current VTA subcontractor employees in the categories of bus operator, lift attendants, fuelers, 

scheduling, radio dispatch, and window dispatch are represented by Local Union 287. 

The following project staff or equivalent positions are recommended by VTA to ensure the 

efficient operation of ACCESS Paratransit Service. Contractor has the obligation to determine and 

justify the ACCESS Paratransit staffing to be provided. 

5.2.1 Road Supervisors 

Road Supervisor staff provide road supervision at all times when vehicles are in passenger service.  

Road Supervisors should:  

 Be deployed in the field during all hours of operation and have use of a Contractor-provided 

non-revenue vehicle to respond quickly to Operator requests for assistance and emergency 

conditions; 

 Promptly respond to accidents involving ACCESS Paratransit customers and vehicles.  It is 

the responsibility of the Road Supervisor to complete accident reports that include  statements 

of all parties involved, witness statements and contact information and police report 

information shall also be included.   

 Road Supervisor daily reports shall be completed in such a manner as to detail their daily 

activity. 
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 Provide on-street monitoring including, but not limited to, vehicle conditions, driver 

professionalism, and complaints of driver conduct, driver performance, driver appearance, and 

service rules adherence. It is expected that most of a Road Supervisor’s time will be spent on 

the road. 

 Routinely communicate with representatives at facilities that serve large numbers of ACCESS 

Paratransit customers.  Road Supervisor shall provide a summary of these meetings and 

activities to VTA Regional Transportation Services (RTS) staff on a weekly basis. 

The Road Supervisors shall: (i) have a minimum of one (1) year professional experience in the 

field of Paratransit as a driver, scheduler, dispatcher, or trainer; and (ii) be properly licensed and 

qualified to operate in ACCESS Paratransit service. 

5.2.2 Window Dispatch  

This function will assign work runs and buses, guaranteeing that rollout adheres to prepared 

schedules and meets performance objectives.  Window Dispatch staff will: (i) recommend and 

employ procedures for more efficient utilization of labor and vehicle assignments; and (ii) record 

events, generate and communicate reports, and maintain documentation. 

Staff assigned to the Window Dispatch function are expected to have a thorough knowledge of: 

(i) VTA and ADA policies; (ii) and Trapeze scheduling and dispatch systems. 

 5.2.3 Radio Dispatchers 

Radio Dispatch staff provide dispatching during all hours when a VTA-provided vehicle is 

operating in ACCESS Paratransit Service, including: 

 Monitoring the performance of scheduled trips; reassigning trips as needed to ensure on-time 

performance and system productivity is maintained; 

 Contacting customers to advise them of late pickups when there is no other on-time alternative 

because of vehicle breakdown, etc. and contacting customer destination locations when 

customers are expected to arrive at their destination later than scheduled; 

 Enforcing VTA No-Show and Late Cancellation policies; and 

 Providing continuous monitoring of assigned radio frequencies during all hours that service 

provider vehicles are out of the yard, controlling the radio frequencies, and ensuring all voice 

radio communications pertain to ACCESS Paratransit Service and that FCC rules and 

regulations are enforced (this would also apply to data communications). 

Radio Dispatcher training must, at a minimum, include all training required for the scheduler 

position plus advanced dispatching principle and theory, advanced principles of increasing 

system productivity (like managing same-day cancels etc.), advanced training and 

understanding of ADA, FTA and VTA policies and procedures including the fare matrix, no-

show, no-show return, late cancellation and no-stranded passenger policies, MDT and radio 
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system training, training in the proper use of communications system that must include, but is 

not limited to, FCC regulations, VTA communication guidelines including proper use of 10-

codes. Refresher and additional training shall be provided on a regular basis and whenever a 

new version of Trapeze PASS software is installed. Training shall be provided by the 

Contractor’s corporate training staff.  

5.2.4 ACCESS Paratransit Schedulers 

The Contractor shall provide qualified and trained personnel to create, review, refine and 

adjust all vehicle itineraries or manifests prior to the service day, initiate call-backs to 

passengers as needed to adjust scheduled services, monitor and adjust service resources to 

maximize system efficiency and performance and analyze service performance.  The 

scheduler’s primary focus is to comply with ADA, FTA and VTA guidelines as they relate to 

scheduled pick-up, drop-off, ride time, and system productivity. 

Scheduler training must, at a minimum, include all training required for the reservation 

operator position plus advanced scheduler training in the Trapeze PASS scheduling software, 

advanced scheduling principle and theory, principles of increasing system productivity, 

advanced familiarization with the service area, and advanced map reading skills. Refresher 

and additional training shall be provided on a regular basis and whenever a new version of 

Trapeze PASS software is installed. Training shall be provided by the Contractor’s corporate 

training staff.  

5.2.5 Reservation Operators 

The Contractor shall provide qualified and trained personnel to answer and properly respond 

to all telephone, voicemail, Interactive Voice Response (IVR), Telephone Device for the Deaf 

(TDD), and other calls received for trip reservations, cancellations, ride check status, service 

inquiries, and general information requests.  TRAPEZE and voicemail shall be provided by 

VTA at its dedicated ACCESS Paratransit location.  Training for this position must include, 

at a minimum, proper use of the call center agent telephone, IVR and TDD equipment, proper 

telephone etiquette, customer empathy training, ADA guidelines relative to trip reservation 

and scheduling, VTA policies, and Trapeze PASS software booking and scheduling training.  

The overall goal of the reservation operator shall be to provide knowledgeable, friendly and 

efficient reservation and customer services to ACCESS customers while maintaining an 

overall hold time average of less than 90 seconds for all calls received. 5.2.6 Additional 

Staffing Positions  

It shall be the responsibility of the Contractor to identify and describe additional staffing in a 

plan that dialogs functions not identified in this Scope of Services.  
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Additional staff functions shall be performed in a manner that is consistent with ADA 

guidelines, as well as VTA policies, procedures and service standards.    

Examples of additional staffing functions may include:  

 Call Center Floor Supervisors 

 IT System Trainer 

 Customer Comment Administrator 

 No-Show and Appeals Coordinator 

5.2.7 Driver Trainers 

Trainers must be provided to conduct classroom, behind the wheel, and in-service training and 

instruction of Bus Operators, maintain Bus Operator training records, conduct monthly safety 

meetings, coordinate Department of Motor Vehicle (DMV) Pull Notice Program, coordinate 

Contractor’s Drug and Alcohol Program, and participate in accident/incident investigation 

with Road Supervisors, staff and project management. 

Driver Trainers must have: (i) a minimum of one (1) year driving experience; (ii) possess 

either a (1) State of California, Department of Education school bus Operator instruction 

certificate or (2) Transportation Safety Institute (U.S Department of Transportation) Transit 

Trainer’s Certificate; and (iii) hold a valid State of California Department of Motor Vehicles 

(DMV) approval to certify California Class B Commercial Operator’s Licenses (CDL) with 

passenger endorsements. 

5.2.8 ACCESS Paratransit Vehicle Operators 

The Contractor shall recruit and train a sufficient number of ACCESS Paratransit Vehicle 

Operators to provide the services described in this Scope of Services.  Vehicle Operators 

recruited for operation of ACCESS Paratransit Service must meet the following 

qualifications/requirements prior to being allowed to perform in revenue service: 

Possess and maintain an appropriate license to operate a vehicle in the State of California. It 

will be the Contractor’s responsibility to confirm that each driver has the appropriate valid 

license and endorsement to operate the assigned revenue vehicle provided by VTA to execute 

ADA Paratransit services.  Each driver will be required to participate in the CA DMV Pull 

Notice program and maintain a valid medical certificate and any other licenses or certificates 

required by applicable federal, state, or local regulations; 

Must be able to speak, understand, read, and write English; 
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Undergo and pass a drug and alcohol screening at a facility approved by the Contractor in 

compliance with federal regulations. 

SECTION 6:  OPERATOR TRAINING AND SAFETY PROGRAMS 

6.1 Training Requirements 

6.1.1 Vehicle Operator Training 

Contractor shall be responsible for all training of Vehicle Operators, including training in the areas of 

VTA organization, service policies, passenger fares and overview of other VTA services. Contractor 

shall provide VTA with the Contractor’s policies and procedures for safety and training.  Contractor 

shall be responsible for the provision of qualified training staff to conduct behind-the-wheel Vehicle 

Operator training and other training as determined by the Contractor.   

6.1.2 Training Standards 

All ACCESS Paratransit staff will be provided initial training and regular refresher training 

appropriate to their duties, responsibilities and requirements. All staff will also be trained to 

competence as appropriate to their positions pursuant to the requirements and responsibilities 

of the Americans with Disabilities Act. Training shall be provided by the Contractor’s 

corporate training staff.  

Contractor shall design, schedule, and conduct ongoing training procedures that shall train and 

prepare all Vehicle Operators assigned to VTA’s contract in a manner that conforms to all 

state and local laws and assures VTA’s operational objectives below are met. 

 Provide service which is safe and reliable; 

 Provide service which shall maximize customer service; 

 Provide service in a manner that shall maximize productivity. 

The Vehicle Operator’s training course shall meet the requirements of all applicable California 

statutes and shall consist of each Vehicle Operator receiving a minimum of fifty (50) hours of 

instruction including a minimum of twenty (20) hours of Behind-the-Wheel (BTW) training 

with a qualified BTW trainer. This training program, at a minimum, shall include: 

 VTA’s policies and procedures for ACCESS Paratransit services; 

 Empathy training – for the proper interaction and transport of special needs passengers; 

 Americans with Disabilities Act training that covers assisting individuals with 

disabilities, service animals & mobility devices; 

 Lift/Wheelchair tie down techniques and specific VTA procedures for the transport of 

passengers with wheelchairs and other mobility devices; 

 TRAPEZE Driver Mate GPS (turn-for-turn) system training and understanding. 

Operation of voice and MDT equipment (voice and data) in accordance with Local, 
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State, and Federal regulations (ATTACHMENT #4); 

 Customer Service Training; 

 Fares, trip classification and passenger counting understanding; 

 Mandatory refresher training for Vehicle Operators with repeated and accumulated 

minor infractions; and  

 Vehicle Operator conduct and inappropriate behavior training. 

 Defensive driving training. 

Following initial operator training, a minimum of eight (8) hours of annual refresher training 

shall be provided by Contractor to each Vehicle Operator and documented in Contractor 

training records. 

6.1.3 Blood Borne Pathogens Training 

The Contractor is required to establish a written Exposure Control Plan designed to eliminate 

or minimize employee exposure to Blood Borne pathogens and/or Bodily Fluids.  All Vehicle 

Operators, Road Supervisors, Vehicle Service Workers and any other employee that may 

come in contact with Blood Borne Pathogens or Bodily Fluids will be required to have Blood 

Borne pathogen/Bodily Fluid training prior to starting their jobs. 

Blood Borne pathogen kits will be made available in all Road Supervisor vehicles and safety 

sensitive areas.  The kits shall be purchased and maintained by the Contractor.  The contents 

of the kit must be replaced as they are used or become damaged. 

6.1.4 Training Program Support and Reporting 

Contractor shall provide the following training and safety support, at no extra cost to VTA: 

 A safe driving awards program; 

 Monitoring and inspection of Vehicle Operators’ Motor Vehicle Records at least every 

six (6) months through participation in the California Department of Motor Vehicles 

Pull Notice Program; and 

 Promotion and reinforcement of driving and safety principles by Contractor 

management, policies and programs. 

VTA reserves the right to require the revision of Contractor’s training program(s) in order to 

comply with Federal, State, or local laws regarding Bus Operator certification or level of 

training requirements. 

Contractor shall maintain a list of Vehicle Operators who have completed the required training 

program for operation of bus services described in this Scope of Services.  This list shall be 

updated as needed and provided to VTA monthly.  The list of Vehicle Operators shall include, 

at a minimum, the following: 
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 Name and badge number 

 Hire date 

 Date of certification 

 Hours of initial training 

 License number and expiration 

 Medical certificate. 

The Contractor must maintain a record of all training and retraining completed by each Vehicle 

Operator and must provide a copy of these records upon request of VTA or other compliance 

agency (i.e. DMV or California Highway Patrol (CHP)). 

In the event federal, state, or local laws change affecting Vehicle Operator certification or 

level of training required, Contractor shall be responsible for adopting any and all changes to 

their Vehicle Operator training program without increased cost to VTA. 

6.1.5 Incentive and Safety Programs 

Contractor shall maintain an incentive and safety program to support VTA’s goal of providing 

a high quality ACCESS Paratransit Service.  VTA supports the use of a safe driving program 

that includes meetings, incentives, as well as participation in a Rodeo Competition.  These 

programs must be detailed in writing and implemented routinely. 

6.1.6 Illness and Injury Prevention Plan [SB 198] 

Contractor shall develop, implement, and maintain, in full compliance with California Labor 

Code Section 6401.7(a), a formal Illness and Injury Prevention Plan including periodic safety 

meetings, participation in safety organizations, safety incentives offered by Contractor to 

drivers and other employees, and participation in risk management activities under the 

auspices of Contractor’s insurance carrier or other organization. Contractor shall provide a 

copy of safety program, including evidence of complying with SB 198, and any subsequent 

updates to VTA. 

SECTION 7:  EMPLOYEE STANDARDS AND REQUIREMENTS 

7.1 Employee Turnover 

VTA recognizes the expense and negative effect of employee turnover.  Therefore, the Contractor 

must demonstrate that it has an acceptable recruitment and hiring program that is intended to 

minimize employee turnover and retain a high quality work force. 

7.2 Personnel Policies 

The Contractor shall have in effect personnel policies that conform to all state and federal laws 

including, but not limited to, all regulations concerning Equal Employment Opportunities, FTA 

Drug and Alcohol Regulations, Compensation, Worker’s Compensation, and other regulations as 

appropriate. These policies shall be consistent with VTA policies and shall be contained in an 
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Employee Handbook for distribution to all Contractor employees upon start of employment. VTA 

shall be provided with a copy of this Employee Handbook and any updates thereof. VTA will 

receive a copy of the Employee Handbook prior to the start of the contract and immediately upon 

release of any changes or updates.  

The Contractor shall maintain, at all times, a current list of personnel and provide to VTA, monthly 

or upon VTA’s request, with an updated employee list and when otherwise requested; 

At a minimum, the following policies shall be included in Contractor’s Employee Handbook: 

 Weapons: When working for VTA’s program, employees may not have weapons in their 

possession or on VTA property or vehicles. 

 Entertainment and Electronic Devices: For the safety of the Bus Operator and their 

passengers, Bus Operators are prohibited from the use of any entertainment or electronic 

device while operating or occupying the driver’s seat of any VTA vehicle. 

o A cellular phone, iPod, radio, CD player, video game, television, or any other 

electronic device may not be operated while operating or while occupying the 

driver’s seat of any VTA vehicle. 

o An earpiece of any type is considered an electronic device and may not be worn at 

any time while operating a bus or while occupying the driver’s seat of any VTA 

vehicle in the field or while in the bus yard at any base station. 

 Illegal Substances and Alcohol: Purchasing or consuming illegal substances or alcoholic 

beverages while in a company uniform shall not be allowed.  It shall be the Contractor’s 

responsibility to terminate any employee observed doing so.  The policies for addressing 

such incidents should be included in the Contractor’s Drug and Alcohol Policies.  

Contractor’s Drug and Alcohol Policies must also comply with FTA Drug and Alcohol 

Regulations. 

 Smoke-free Environment: VTA promotes and supports a smoke free work environment.  

There is no smoking allowed in VTA vehicles or anywhere in VTA facilities. 

 Inappropriate Behavior: VTA has a zero tolerance policy for inappropriate behavior.  The 

Contractor’s personnel policies must clearly address how inappropriate situations shall be 

handled.  The Contractor must also adopt a zero tolerance policy and shall describe its 

procedure for training employees in this zero tolerance policy. Should the Contractor 

receive notification, from a source other than VTA, that an employee is allegedly involved 

in a criminal activity or other inappropriate behavior, the Contractor shall notify VTA’s 

Project Manager immediately. 

 Confidential Information: Contractor employees shall maintain the confidentiality of 

customer data, medical information, and any other personal information to which they 

might have access to through their employment with the Contractor. 

 Gifts: Contractor employees shall neither solicit nor accept gifts, gratuities, favors or 

anything of monetary value from any ACCESS customer, their families or caregivers.  

 Cellular Phones:  

o The use of a cellular phone, hands-free or not, or any other electronic device, is 

strictly prohibited while operating or occupying the driver’s seat on any VTA 

owned vehicle. Cellular phones shall not be used when checking in at the base or 

while on foot in the bus yard. 
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o In an emergency, if the radio is not working, pull the bus over to a safe location. 

Park the bus and stand outside of the bus when safe before using your cellular 

phone to call window dispatch. 

o Cellular phones shall not be used if the radio system is working. 

o Do not use a camera or camera phone to take photographs of customers. 

7.3 Removal of Employees 

VTA may require that any employee be removed due to excessive complaints, preventable 

accidents, inappropriate behaviour, inaccurately reported data/facts, or non-responsive 

management.  VTA has a zero tolerance policy with regard to misconduct and inappropriate 

behavior.  If an allegation of this nature is received, Contractor shall remove the employee from 

the project immediately pending investigation and resolution of the allegation to VTA’s 

satisfaction. 

Any employee receiving three (3) or more valid customer complaints of inappropriate or 

unprofessional behavior within a 30-day period may be subject to a probation period, at VTA’s 

sole discretion. During this probation period, VTA shall evaluate the progress made within the 

probation period and determine whether the employee is suitable for continued employment on 

this project.  

VTA shall notify the Contractor, in writing, of any employee determined unsuitable.  Within 24 

hours of receipt of such notice, Contractor shall, in its sole discretion, either (i) permanently 

remove the employee from the project; or (ii) present to VTA a plan for correcting the employee’s 

performance deficiencies.  If VTA rejects the plan or the employee’s performance deficiencies 

are not corrected to VTA’S satisfaction, the Contractor must immediately permanently remove 

the employee from the project. The Contractor shall provide, in writing to VTA, confirmation that 

the employee has been removed from the project.   

7.4 Dress and Appearance Standard 

Contractor shall provide a uniform to be worn by all Vehicle Operators when operating a vehicle 

in VTA service that shall convey a professional image.  The selected uniform shall be of the same 

quality as those worn by VTA’s Coach Operators, but cannot be identical in appearance. The 

proposed uniform shall be subject to VTA approval. It is the Contractor’s responsibility to ensure 

that Vehicle Operator uniforms remain in good condition and do not appear old or worn out.  

Uniforms that are not in good condition must be replaced at the Contractor’s expense.  VTA may 

require all Vehicle Operators to have new uniforms at the start of service of the resulting contract. 

Vehicle Operators shall be required to follow the grooming and appearance standards established 

by VTA: 

 Uniforms are to be neat, clean and pressed, and in good condition and proper fitting.  All 

shirts/blouses should be tucked in and only the top button may be left unbuttoned; 

 Non-uniform hats, jackets, or sweatshirts are not allowed to be worn while employee is on 

duty or in uniform. 
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 No patches, badges, pins, jewelry or button, that express political, religious, or other non-

job-related interests or opinions shall be worn on the employee’s uniform.  

 All Vehicle Operators must keep themselves neat and clean.  Hair, moustaches, and beards 

are to be neatly groomed. 

 Unusually heavy or extreme makeup is not permitted. 

 Females hair must be neatly styled and clean. The length or style of hair must not interfere 

with safe vehicle operation. Ponytails or braids must be completely covered by a uniform 

hat at all times. No extreme or extraordinarily shaped hairstyles are allowed. 

 Males hair length may extend to the bottom of the shirt collar, must be neatly styled and 

clean.  No extreme or extraordinarily shaped hairstyles are allowed.   

 Males may wear one post earring of simple design per ear. 

 Earrings for females may extend one (1) inch from the ear lobe and be of simple and 

tasteful design. 

 Uniforms are to be worn only when providing service for VTA and are not to be worn in 

any other service that may be provided by the Contractor. 

 No visible body piercing other than ears shall be allowed; 

 In an effort to continue with professional appearance, tattoos shall not be visible and are 

to be covered by the Bus Operator’s uniform while on duty. 

 Shoes must be in good repair.  They must be black in color. The soles of shoes or boots 

must be black and ensure proper traction.  Shoes must fully enclose the foot.  Open toed 

or open heeled shoes are not permitted. Oil-resistant soles are recommended. 

 All Operators are required to carry, and display on request, their photo-ID card when on 

the clock or when visiting a VTA owned property.  

As a basic and mandated demonstration of belief, some religions require adherents to cover their 

heads with certain garments at all times while in public. Operators who are devout and sincere 

adherents of such religions may wear certain religious headwear as exceptions to the normal 

uniform. Examples of such headwear may include turbans, kufis and skullcaps or yarmulkes. 

Operators who choose to wear religious headwear while on duty shall request, from the General 

Manager, an exemption the regular dress code to the General Manager. The GM will discuss with 

VTA for determination of the exemption. In order to be approved, religious headwear shall meet 

normal considerations of safety and professional grooming standards, being clean and in good 

condition at all times.  

VTA reserves the right to prohibit religious headwear that seriously detracts from the employees 

professional appearance, is offensive, or is otherwise unsuitable for public display.     

7.5 Operator Tool- 

The Contractor shall provide all necessary operating equipment to the Operators.  Operator 

equipment shall include, but not be limited to, a current map book of the operating area, manifests 

(trip sheets), clipboards and pencils.  Operators are also required to be equipped with an operable 

and accurate time piece at all times synchronized with the time displayed on VTA-owned 

TRAPEZE Driver Mate system.   
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7.6 Required Documents 

The following items must be in the Operator’s possession while operating a VTA bus: 

 Valid Operator Driver’s License (Class B or C) 

 Passenger transport endorsement (P) (If driving a vehicle that requires a Class B). 

 Valid medical certificate 

 Accident and Incident Report Kit 

 Completed Daily Vehicle Inspection Report (DVIR)  

SECTION 8:  MONTHLY DATA COLLECTION AND REPORTING 

Contractor must develop and implement database tools, data collection procedures, and data 

reconciliation policies and processes to collect, record, maintain and validate all operating and 

performance data required to satisfy FTA, National Transit Database [NTD], and VTA 

requirements. Data and systems shall have parameters set that allow for data to be provided in 

daily time intervals should VTA request that data.  

All ACCESS Paratransit Service trip data is to be contained and reconciled with the Trapeze PASS 

database. Contractor shall ensure that all data for trips operated by subcontracted service providers 

is entered and verified in the Trapeze PASS database. All ACCESS Service run and trip data is to 

be generated from the Trapeze PASS database once the Contractor has completed the month’s 

reconciliation. 

Supplemental ACCESS Service will be scheduled by the Contractor using Trapeze PASS 

scheduling software and then transmitted to the subcontractor.  The subcontractor shall provide 

the Contractor with the following service data; a list of completed trips, actual pick-up time, actual 

drop-off time, report of trip miles from the point of pickup to the point of drop-off for each passing 

4:5er trip based upon the path of travel and actual number of passengers.  The Contractor shall 

enter and reconcile this service data in the Trapeze PASS scheduling software.  A detailed 

description of Supplemental ACCESS Service is included in Section 3. 

Trip modifications will only be permitted with requirements of proper coding and modification 

action tracker notes supported within the TRAPEZE scheduling software. Any modification made 

after ten (10) business days from service of the trip must be approved by VTA.   

Any and all reporting requirements specified herein shall apply equally to Contractor and any 

subcontracted service providers. Contractor must ensure that all reporting requirements are 

included in contracts with subcontracted ACCESS Paratransit service providers and that 

subcontractor complies with all of the requirements.  
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Contractor shall prepare and submit daily and monthly operating reports as indicated below.  As 

per the contractual performance standards, monthly operating reports for which Contractor is 

responsible are to be submitted to VTA, with the monthly service invoice(s) on or before the 15th 

day of the following month, by 16:59 p.m. Examples of required reports are contained in 

(ATTACHMENT #5). 

All documents, forms, files and records created by the Contractor and/or by the 

subcontracted providers associated with this contract shall be the property of VTA.  Any 

requested documents or data shall be made available to VTA in its native format within two 

(2) full business days from the date of request.  

8.1 Daily Dispatch Log 

The Contractor’s Window and Radio Dispatch staffs shall create and maintain a Dispatch Log for 

each day that ACCESS Paratransit Services are operated which records the basic services provided 

on that day and, particularly, any accidents, incidents, vehicle breakdowns and other unforeseen 

events that occur and any action taken. Daily Dispatch Logs will be provided to VTA at the close 

of each calendar month as part of the monthly report.  

8.2 Monthly Telecommunications Operating Data 

VTA currently utilizes the Contact Center Customer (CCC) Solutions system tracking of all 

standard call center application skillset (queues) and agent statistical and performance reports. 

The Contractor shall utilize system generated reports for all invoicing and reporting purposes. 

VTA may request additional telecommunication and call center performance indicators, as 

necessary. 

The Monthly Telecommunications Operating Data report is a key report of the telephone system 

and shall be submitted to VTA with each monthly billing invoice. The report must provide, at a 

minimum, the following information: calls accepted, calls answered, calls abandoned, calls 

transferred, calls RTQ (Returned to Queue), short calls (calls terminated before threshold of 10 

seconds after presentation to an agent), average wait time for answered calls, average wait time 

for abandoned calls, maximum wait time for answered calls, maximum wait time for abandoned 

calls, average call length and average number of agents on duty.   

All reports submitted must have daily summary data by day and a monthly summary of all activity 

for the month, as well as Application Performance and Skillset Performance measurements.  
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8.3 Monthly Accident Summary 

Contractor shall prepare and submit to VTA an Accident and Incident Log, which is a monthly 

summary of all accidents and incidents that occurred during the month. This log shall include, at 

a minimum, the following information: 

ACCESS Monthly Accident Reporting Table 

Reportable 

Accident 

Chargeable Non -

Chargeable 

Drug 

Tested 

Passenger 

Injuries 

Chargeable 

to AFR 

Late 

Reports 

       

       

ACCESS Monthly Incident Reporting Table 

Reportable 

Incident 

Chargeable Non - 

Chargeable 

Drug 

Tested 

Passenger 

Injuries 

Chargeable 

to AFR 

Late 

Report 

       

       

 

8.4 Monthly Run Level Detail Report and Service Summary 

The Contractor shall prepare the Run Level Detail Report to document, by run, the service date, 

run number, employee ID number, employee first name, employee last name, vehicle number, 

driver name, run pull out time, run pull out odometer, first pick up arrival time, first pick up 

odometer reading, lunch start time, lunch end time, last drop off depart time, last drop off 

odometer, run pull in time, run pull in odometer, run trip count, run passenger count, fare collected, 

total hours, total miles, revenue vehicle hours, and revenue vehicle miles. 

All activity must be entered into and tracked using the Trapeze PASS scheduling software.  This 

reporting will be pulled by the Contractor from the Trapeze PASS database after all data for the 

month has been completely reconciled and entered into the Trapeze database.  Contractor shall be 

responsible for pulling the data and reporting it to VTA for VTA’s review and validation against 

VTA reports. Contractor shall be responsible for collecting and entering data that is not 

automatically entered into the system by vehicle equipped Mobile Data Tablets (MDT) into the 

Trapeze PASS database and shall be responsible for the integrity of the data. Examples of data 

not collected through MDT might include runs operated on voice, trips completed by other 

(subcontracted) service providers, or when it may otherwise be deemed necessary to ensure the 

integrity of the data. This information may be entered into the system throughout the day as it 
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occurs or at the end of the day from a Vehicle Operator manifest or Service Contractor report.   

Once validated by VTA, Contractor shall submit a monthly summary report i with the ACCESS 

revenue vehicle hour invoice (Attachment #5).  Upon request, VTA can provide a reporting 

template that the Contractor may use for this report. 

An example of the Service Summary Report is included within Attachment #5. 

8.5 Monthly On-Time and Excessively Late/Missed Trips Report 

Contractor shall prepare this report monthly to document system on-time performance, 

excessively late trips and missed trips. 

As noted above, all activity entered into and tracked using the Trapeze PASS scheduling software 

and that this reporting is pulled from the Trapeze PASS database after all data for the month has 

been completely reconciled and entered into the Trapeze database.   

A sample Monthly On-Time and Excessively Late/Missed Trips Report is included within 

(Attachment #5). 

8.6 Fare Reporting 

The Contractor shall confirm all trips scheduled within Trapeze PASS are recorded with the 

correct fare type associated with that trip request. It is also the responsibility of the Contractor to 

confirm fare reconciliation is done daily to confirm fares are properly accounted for and trips were 

not double-booked.  Fares collected will be recorded in the Trapeze PASS database and recorded 

on the Contractor’s monthly invoice attached with full source data backup.   

Contractor is to develop, document, and maintain reconciliation procedures that are designed to 

prevent and minimize the potential for error, fraud or abuse. 

8.7 National Transit Database (NTD) Reporting 

The Federal Transit Administration requires public transit operators to annually report specified 

operating, performance and vehicle data as a condition of federal funding.  The Contractor may 

be required to assist VTA in the collection and development of the required NTD reports and other 

NTD forms. Contractor shall be responsible for ensuring satisfaction of these reporting 

requirements for services operated by subcontracted service providers. 
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SERVICE DATA AND PASSENGER MILES: VTA provides 100 % reporting of service data, 

passenger miles and other data using the contractor-maintained trip information contained in the 

Trapeze PASS scheduling software database.  The Contractor must assure the integrity of the 

reporting data by running data integrity checks against the database and correcting any issues, 

errors, or missing data fields.  Based on the data, reported at 100%, VTA will generate all required 

NTD reporting directly from the database each month. 

EMPLOYEE DATA: Contractor must provide a monthly summary (count) of employees by 

position and status (full-time/part-time). 

MAINTENANCE PERFORMANCE: Contractor must report the number of “major” mechanical 

system failures and “other” mechanical system failures, as defined in FTA manual section R-20, 

on a monthly basis. 

8.8 Monthly Customer Comment Reporting 

Contractor must respond to all customer comments, using VTA provided CRM application, within 

the timeframe prescribed in the Scope of Services. Utilizing the existing system, Contractor shall 

be provided comments and complaints as released by VTA’S Customer Information Center 

contractor on a daily basis. The Contractor shall investigate each customer comment in detail and 

respond accordingly with the cause, effect and steps taken to eliminate such incidents from 

occurring in the future.  The Contractor shall also be responsible for reaching out to the caller to 

obtain additional information if needed. VTA shall review all Contractor responses and 

assessments of validity before closing the comment out.   

Contractor shall generate a monthly comment summary report indicating the number comments 

that have been investigated and deemed valid, comments that have been investigated and are 

considered “not valid,” and compliments for the month. The summary report will also include 

documentation of the month’s valid comments against the established comment standard.   

8.9 Vehicle Mileage Report – The monthly mileage report shall include all assigned vehicles 

regardless of service status.  Report must include starting, ending, daily average and total mileage 

for each vehicle.  The grand total mileage of all vehicles must be included on the mileage-travelled 

portion of the report. 

8.10 TRAPEZE Scheduling Software Canned Reports 

Contractor must utilize the TRAPEZE provided canned reports listed below on a daily basis to 

monitor the overall productivity and operations of the service.  It is the responsibility of the 

Contractor to make certain all operational data is 100% entered into the TRAPEZE scheduling 

software, updated and without error prior to submitting the monthly invoice.  Should any data 
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need to be altered after the billing has been submitted, it is the responsibility of the Contractor to 

confirm the monthly data or invoice charges submitted have not changed. Any alterations to the 

reconciled data must have detailed Trapeze Action Tracker notes communicating how and why 

the changes were needed.     

 

TRAPEZE Canned Reports:  

Operational Reports Productivity Reports Statistical Reports Fare/Funding Source 

Reports 

Call Back List Report  Break-Lunch-Refuel-

Service 

NTD Standard Report Attendant’s End of Day 

Sales Detail Report 

Customer Service Days 

Summary 

Cancelled-Missed-No 

Show 

NTD Vehicle Surveying 

Report 

Attendant’s End of Day 

Sales Summary Report 

Customer Statistics 

Report 

Monthly Service Report Ridership By Common 

Location 

Billing By Funding 

Source 

Common Locations Non-Subscription vs 

Subscription Trips 

Ridership BY 

Jurisdiction 

Fare Collection Report 

Cross Reference 

Report 

On Time Compliance  Space Type & passenger 

Type by Date With City 

Funding Source 

Productivity 

Daily Cancels Report Optimize Report Trip Count Funding Source Trip 

Summary Report  

Daily Operations 

Report 

Provider Productivity Trip Count by Booking 

Subtype 

Monthly Distance by 

Customer 

Denials by Time 

Report 

Route Performance 

Summary 

Trip Count by 

Certification Date 

Short Fare Report 

Denials Report Route Productivity Trip Count by Disability Trip Count By Fare Type 

Double Bookings Routing Comparison Trip Count by Distance   Trip Count By Funding 

Source  

Late Trip Summary by 

Provider 

Trip Distance 

Productivity Details 

Trip Count by Eligibility 

Condition 

Time & Distance Report 

New Customers Report Trip Distance 

Productivity Sum 

Trip Count by Provider Transaction History 

Report 

Passenger Info 

Reconciliation  

Trip Hours Productivity 

Details 

Trip Count by Purpose Transit Usage Report (e-

Purse) 

Payroll Hours - Actual Trip Hours Productivity 

Sum  

Trip Count by Travel 

Time  

Transit Usage report 

(Pass) 

Payroll Hours - 

Scheduled 

 Trip Count by Trip 

Broker 

Trip by City and Zip 

Code 

Ride Length Report  Trip Count By Zip Code Trip Report by Polygon 

Same Day / Advance 

Booking 

 Unduplicated Passenger 

Report 

 

Slack Time    

Stranded Rider Report    
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SECTION 9:  INVOICES AND BILLING 

 

The monthly invoice for services rendered shall follow a format required by VTA. Invoices 

(Attachment #6) shall be submitted to VTA’s Accounts Payable Department within fifteen (15) 

total calendar days of the close of the billing cycle. VTA shall pay Contractor upon completion 

and acceptance of work herein provided that VTA has received all documents required with full  

source data back-up that supports the invoice amounts submitted for payment. Payment terms are 

net 30 days of receipt upon approval of the Contractor invoice. Invoice approvals or payments 

shall not constitute acceptance or approval of the services and/or materials invoiced. VTA reserves 

the right to audit any invoice throughout the duration of the contract.    

All invoices submitted to VTA must include the following, along with a signature of 

acknowledgment: 

“I hereby certify that invoice(s) dated xx/xx/xxxx for the period covering xx/xx/xxxx to xx/xx/xxxx 

are true, complete and correct statements of reimbursable costs and progress. The backup 

information included with the invoices is true, complete and correct in all material aspects. All 

payments due and owing to subcontractors and suppliers from proceeds of the payment are 

covered by the certification. The invoices do not include any amounts for which the Contractor 

intends to withhold or retain from a subcontractor or supplier unless so identified on the 

invoice(s).”  

Invoices shall NOT be paid against any customized and or canned report that has not been 

approved by VTA. All customized reports shall be created with formulas or tables that reduce the 

odds of unintended errors or inacurate data. 

Each invoice shall be submitted to VTA, signed by the Contractor Project Manager, and submitted 

to VTA’s Accounts Payable (AP) Department. Each invoice must include the following section 

information: 

 A Cover Sheet identifying the Contract Expense Tracking which is to include current year 

to date expenses and maximum year to date obligation of contract term expenses.  

 Project Purchased Transportation Services Invoice 

o Section 1: Billable Hours  

 Fixed Cost 

 Primary Revenue Service  

 Sub-contracted Revenue Service (If applicable) 

 Major Maintenance Expense Report 

 Fueling Expenses (if any)  

o Section 2: Incentives and Penalties 

 Less: Penalties - Individualized as described within this scope. 

 Add: Incentives – Individualized as described within this scope. 

o Section 3: Notes 

  Identifies any debits, credits or information pertinent to the invoice.  
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All invoices submitted to VTA by the Contractor shall be true, complete and include correct 

statements of reimbursable costs and progress. The required backup information attached shall 

also be true, complete and correct in all material aspects.  Invoices shall include all payment 

amounts due and owing to subcontractors from proceeds of the invoice payment total. Upon VTA’s 

request, the Contractor shall provide invoices submitted by the subcontractor and proof of 

payment. The invoice shall not include any amounts for which the Contractor intends to withhold 

or retain from a subcontractor unless identified on the invoice.    

The Contractor shall provide invoices that ensure all data for trips performed by both the primary 

and subcontracted providers have been confirmed accurate and reconciled with the TRAPEZE 

PASS database. All completed trip information to include negotiated time, scheduled time, actual 

pick-up time, actual drop-off time and actual depart time shall be entered into Trapeze and be true, 

accurate and correct.    

All invoices must be accompanied by source data files generated from the TRAPEZE PASS 

scheduling software or other systems utilized within the Paratransit operations.  

If the Contractor has chosen to subcontract services, as allowed within this Scope, the Contractor 

shall include the following invoice back-up documentation: (Attachment #6)  

 Service Summary Documents 

 Primary Service Provider – monthly billing summary 

 Primary Service Summary – daily billing summary 

 Sub-contracted Service Provider – monthly billing summary 

 Sub-contracted Service Provider – daily billing summary 

 OTP – On-time Performance Documents  

 Primary Service Provider - daily & monthly OTP summary 

 Sub-contracted Service Provider – daily & monthly OTP summary 

 Service Providers Combined – daily & monthly OTP summary 

o Each Summary Report shall include: 

 Date 

 Day of the week 

 Total trips per day   

 Number of trips per day - more than 30 mins early 

 Number of trips per day - 15 mins to 30 mins early  

 Number of trips per day - 5 mins to 15 mins early 

 Number of trips per day - up to 5 mins early 

 Number of trips per day -  within 30 min window 

 Number of trips per day - on-time performance % (OTP) 

 Number of trips per day – OTP % up to 5 mins early    

 Number of trips per day – late trips total 

 Missed Trip and Excessively Late Trip Reports  

 Primary Service Provider – daily and monthly summary 

 Sub-contracted Service Provider – daily and monthly summary 
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 Service Providers Combined – daily & monthly summary 

 Full Trapeze Source Data Back-up Contained Within  

o Each Summary Report shall include: 

 Penalty Standards as described within scope 

 Incentive Standards as described within scope 

 Evaluation total of both Penalty / Incentives     

 Call Center (Hold Time) Documentation 

 Daily Call Center Report  

o Daily Report shall include: 

 Date       

 Day of the week 

 Daily Reservation Queue calls answered  

 Daily Cancellation Queue calls answered  

 Daily Ride Check Queue calls answered  

 Daily General Information Queue calls answered  

 Daily Spanish Queue Calls answered  

 Total ACD calls answered 

 Total calls offered into Call Center 

 Total calls answered by Call Center 

 Total abandoned calls 

 Total calls abandoned after 90 second threshold 

 Daily average hold time 

 Longest daily hold time 

 Call Center Operators scheduled (by day) 

 Daily Answered Calls Summary Report 

o Daily Report Shall Include: 

 Date 

 Day of the week 

 Total calls offered 

 Total calls answered 

 Calls answered in less than 3 mins 

 % of calls answered in less than 3 mins 

 Calls answered after 5 mins or longer 

 % of calls answered in less than 5 mins 

 Full telephone System Source Data Back-up shall be included.  

 Monthly Customer Comment Summary Report  

 Monthly Customer Comment Summary Reports shall identify all valid comments, not valid 

comments and compliments.  

o Daily Report shall include: 

 Primary Service Provider Information  

 Sub-Contracted Service Provider Information 

 Combined Service Provider Information 

 Fare Reconciliation  
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 It is the responsibility of the Contractor to confirm all customer trips provided have adequate 

funds for the requested trip or trips provided. 

 Full fare accounting software source data shall be contained within the invoice packet that 

identifies total daily trips, individual daily trips cost and individual daily tip revenue totals.   

 It is the goal of VTA to maintain farebox recovery ratios. It is the responsibility of the 

Contractor to monitor, track and record the monthly total to VTA. 

o  Daily Report shall include: 

 Primary Service Provider Information  

 Sub-Contracted Service Provider Information 

 Combined Service Provider Information 

 All fare credits will be reported with full details of the credit. 

 Maintenance Documentation  

 Monthly Maintenance Report 

o Daily Report shall include: 

 Monthly Fleet Miles 

 Fleet Road Calls 

 Total Valid Road Calls 

 Miles between road calls 

 Miles between mechanical failures 

 % due to mechanical failures 

 Major Expense Approvals 

All relevant source data back-up documentation, including monthly reporting, must be included 

with invoice.   

Variable rate amounts shall be paid with documented Revenue Vehicle Hours operated in 

ACCESS Paratransit service pursuant to the definitions contained in this Scope of Services. 

Computation of RVH shall not include 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.  

SECTION 10:  PERFORMANCE STANDARDS 

Contractor shall strive at all times to provide service in a manner that will maximize productivity 

and at the same time maximize customer service. Recognizing that the goals of service level and 

productivity are in competition, the following objectives are intended to be attainable by an 

experienced Contractor, fair to the customer and consistent with VTA’s experience, planning and 

expectations.   At least annually during the term of this contract, VTA shall review the standards 

established for the Contractor and ACCESS Paratransit service to ensure that those standards 

remain appropriate.   VTA may, at its discretion, adjust standards, incentives and penalties to 

ensure and encourage increased efficiency and improved performance of services. 

10.1 Assessment of Penalties 

Penalties and incentives are provided by VTA to maintain service in a manner that will maximize 
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productivity and at the same time maximize customer service. 

 

Penalties, as set forth in the chart below, will be assessed for violations of VTA operational 

standards.  Before assessing penalties, VTA shall use the following procedure: 

 VTA shall notify the Contractor of its intent to assess a penalty or incentive in writing.   

 The Contractor shall be given an opportunity to demonstrate that the Contractor could not 

reasonably have prevented the circumstances giving rise to the penalty.  Circumstances 

which may give rise to a penalty that have been caused by actions of VTA staff, natural 

disasters, or extreme and unusual weather or traffic conditions shall not be considered 

preventable.  Any such claim must be supported by adequate documentation provided by 

the Contractor. 

 If VTA determines that the circumstances which may give rise to a penalty are not 

preventable, then the penalty may be waived and said determination will be transmitted in 

writing to the Contractor. 

 The Contractor shall take every step to prevent a lock-out, sympathy strike, contract strike 

or any other type of work stoppage.  Should a stoppage or any other incident that was 

within Contractor’s control, VTA shall determine whether the events of a work stoppage 

or any type of incident that disrupts services was preventable and shall determine whether 

the incident warrants consideration for waived penalties.     

VTA’S decision to waive the assessment of any penalty shall in no way affect VTA’s right or 

intent to assess a penalty for a similar circumstance in the future and shall in no way affect the 

Contractor’s obligation to meet the associated performance standard.  Continued non-performance 

by the Contractor and/or serious violation of service standards may result in assessment of 

penalties up to and including termination of the Agreement.   

VTA has the right to assess or waive any penalties or incentives during the first 120 days of 

the agreement.  
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Category 

 

Standard Incentive Penalty Comment 

Passengers Per 

Revenue Vehicle 

Hour [PPH] 

Initial PPH Standard 

shall be set at 2.0 

passengers per Revenue 

Vehicle Hour. 

 

Standard shall increase 

by 0.10 passengers per 

vehicle revenue hour 

upon payment of 

incentive. 

Incentive of 

$2,500 shall be 

paid if PPH 

exceeds standard 

by 0.10 or more for 

two consecutive 

months and OTP 

must be 92.0% or 

higher. [$5,000 per 

month] 

$5,000.00 penalty 

for each month that 

PPH is 0.20 or more 

below standard. 

On the second occurrence of achieving a 

0.10 or greater increase in PPH for a 

reporting month, Contractor shall receive 

the indicated incentive for both months.  

The benchmark standard shall then be re-

set at this level.  Contractor shall then be 

eligible for additional incentives based on 

this new standard.  PPH shall be measure 

by dividing the number of passengers 

transported each month by the total 

Revenue Vehicle Hours each month. 

On Time 

Performance [OTP] 

ADA service shall 

operate at 92% or 

greater on time 

performance for all 

ADA trips. 

$2,500 for each 

full percentage 

point above 94% 

on time and PPH 

must be 2.0 or 

higher. 

$5,000 for each full 

percentage point 

below 90% on time. 

On the second occurrence of achieving a 

percentage point or greater increase in OTP 

for a reporting month, the benchmark 

standard shall be re-set at this level. 

Contractor shall then be eligible for 

additional incentives based on this new 

standard. 

The 30-minute pickup window 

documented in Trapeze, and stated to the 

customer, shall be the on-time window.  

Trips arriving up to 5 minutes early shall be 

considered on-time if the customer boards.  

This shall be measured by real-time data 
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Category 

 

Standard Incentive Penalty Comment 

collected in the Trapeze PASS scheduling 

software.  

On Time 

Performance [OTP] 

First Daily Pick-up  

No less than ninety-five 

percent (95%) based on 

actual trips performed 

during the month.  

 $250 for each full 

percentage point 

below 95% on time 

Vehicles shall arrive at first pick up 

location within the negotiated 30 minute 

window no less than ninety-five percent 

(95%) based on actual trips performed 

during the month.   

On Time 

Performance [OTP] 

Trips Scheduled by 

“Be There Time”. 

NO less than ninety 

percent (90%) based on 

actual trips performed 

during month.  

 $250 for each full 

percentage point 

below 90% on time. 

Vehicle shall arrive no earlier than the sixty 

(60) minutes of scheduled “be-there” time.   

Excessively Late 

Trips 

No more than 0.010% 

of all completed 

passenger trips 

 <0.04% passenger 

trips excessively 

late = $5,000 per 

month 

 

>0.05% < 0.099% 

passenger trip 

excessively late = 

$5,000 per month 

OR 

>0.1% passenger 

trips excessively late 

= $10,000 per month 

An “excessively late trip” shall be defined 

as a trip on which the vehicle arrives more 

than 30 minutes past the pick-up window 

and the customer takes the trip. 60 Minutes 

from the start of the negotiated pick-up 

window. The customer should be notified 

by telephone of the delay.   
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Category 

 

Standard Incentive Penalty Comment 

Missed Trips ALL qualified requests 

for ADA service must 

be served. No scheduled 

trips are to be missed.  

 None $1,000.00 per 

occurrence. 

A “missed trip” shall be defined as 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 (5 mins) and the customer 

does not take the trip. Similarly, if a vehicle 

arrives early, the customer does not board 

and the vehicle departs prior to the 

schedule time.   

 

 

Call Center 

Telephone Hold 

Time 

Contractor shall 

maintain an average 

telephone hold time of 

90 seconds or less for all 

lines. 

$1,000.00 

incentive for 100% 

of calls answered 

within 90 seconds.   

$1,000.00 deduction 

from invoice for 

each month that the 

average hold time 

exceeds 90 seconds. 

Measured as the average telephone hold 

time for all service lines (reservations, 

cancellation, Ride check and general 

information) for the calendar month. 

Call Center 

Maximum Hold 

Time 

95% of calls answered 

in 3 minutes, 100% of 

calls answered in five 

minutes 

 $20 for each call on 

hold over 5 minutes. 

Measured as the maximum telephone hold 

time for all service lines (reservations, 

cancellation, Ride check and general 

information) for the calendar month. 

Abandoned 

Telephone Calls  

Performance standard is 

no more than three 

percent (3%).  

 $500.00 for rate 

above 3% of all in-

coming calls.  

Performance standard is no more than three 

percent (3%) abandonment rate of all in-
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Category 

 

Standard Incentive Penalty Comment 

coming calls for service as measured on a 

monthly basis.   

ACCESS and Call 

Center Valid 

Complaints 

No more than one (1) 

valid complaint per one 

(1) thousand passengers 

each month. 

None $100 for each valid 

complaint over one 

(1) per one thousand 

passengers. 

Calculated as monthly passengers x 0.001 

= allowed valid comments before penalty. 

 

Contractor shall be penalized $100.00 for 

each valid comment above number of valid 

comments allowed. 

 

Preventable 

Accidents  

No more than 0.75 

preventable accidents 

per 100,000 revenue 

miles. 

 $250.00 per month 

for accident rate over 

0.75.  

The performance rate is no more than 0.75 

preventable accidents per 100,000 revenue 

miles.  

Accident Report Report all within 24 

hours by verbal & 

written reporting. 

None $5,000 per accident 

not reported within 

24 hours.  

Measured as the number of occurrences 

where an accident is not reported within 

twenty four (24) hours x $5,000 = Penalty 

Reports Contractor shall submit 

reports on time, as 

outlined within the 

agreement. 

None $100 per day for 

each late report. 

Measured as number of days past due date 

that complete reporting package and 

invoice is submitted. 
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Category 

 

Standard Incentive Penalty Comment 

Calculated as (# Days Late x # Reports) x 

$100.00 

Key Positions Contractor shall fill all 

Key Positions as 

outlined within the 

agreement. 

None Deduct salary and 

benefits plus $1,000 

per day for each 

position unfilled 

beyond 30 days. 

Measured as the number of days that a key 

position is vacant beyond thirty (30) days. 

 

Calculated as Number of days vacant 

beyond initial thirty (30) days x ($1000.00 

+ Average daily cost of salary and benefits 

for position) 

 

Terminal 

Inspections: 

Meet CHP requirements None 
 

$25,000 for failing a 

terminal inspection, 

“unsatisfactory” (U 

rating).  If a 

“satisfactory” rating 

is not achieved 

during, second 

inspection an 

additional $25,000 

and a 30-day notice 

to cure. 

A “U” rating means that the motor carrier 

was found to be out of compliance in 

several areas or violations of a serious 

nature were identified, such as excessive 

Operators’ hours of service or poorly 

maintained vehicles or equipment. 

If all categories are found to be 

satisfactory, the terminal rating shall be 

“S” rating. 
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Category 

 

Standard Incentive Penalty Comment 

Preventive 

Maintenance: 

100% of PMI’s done 

within required 

intervals (5,000 miles). 

None $100 per day for 

each vehicle 

operated past 

scheduled PMI. 

$200 per day for 

vehicles operated 

more than 3 days or 

500 miles past 

scheduled PMI. 

Preventive maintenance work order audits 

are performed monthly or as needed to 

determine compliance.  If VTA vehicles 

are operated beyond the scheduled 

preventive intervals, Contractor will be 

subject to penalty.   

Miles between road 

calls: 

25,000 miles between 

valid mechanical road 

calls. 

None 

 

 

 

 

 

 

 

 

 

$100 per each valid 

mechanical road call 

under 25,000 miles 

in a monthly 

reporting period.   

Road call mileage is calculated by dividing 

the number of valid mechanical road calls 

by the total mileage of revenue fleet 

vehicles traveled in a monthly reporting 

period. 

For example: 500,000 miles traveled per 

month with 20 valid road calls, equals 

25,000 miles between road calls.  Each 

road call above 20 would be subject to a 

$100 penalty. 
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Category 

 

Standard Incentive Penalty Comment 

 

 

 

 

 

 

Vehicle Damage VTA-owned equipment 

shall be free of accident 

or other damage 

None $100 per vehicle per 

day for each vehicle 

with interior or 

exterior damage not 

repaired within thirty 

(30) days from date 

of damage. 

Measured as the number of vehicles 

observed with damage that has not been 

repaired within thirty (30) days of the 

damage date.   



 

Page 59 of 92 

 

SECTION 11:  FACILITY 

11.1 Facility Location 

VTA shall provide a turnkey operations and maintenance facility (ATTACHMENT #7), which 

includes approximately three (3) acres for administration, operations, and maintenance functions, 

at the following address: 

Cerone ACCESS Paratransit Operations Base 

3990 Zanker Road, Building A 

San Jose, CA  95134  

 

It is anticipated that this facility will provide a sufficient amount of parking stalls that include 

designated handicap and carpooling stalls.  The fleet parking area is currently configured with the 

intent that the driver’s personal vehicle may be parked in the assigned revenue vehicle stall while 

the revenue vehicle is in service. If the actual number of revenue service vehicles should exceed 

the current number of marked stalls, VTA and Contractor will develop a revised parking plan that 

will adequately accommodate the number of revenue service vehicles.  The parking access and 

egress areas shall be free of debris and trash.  Trash receptacles shall be provided and maintained 

by the Contractor in selected areas to provide drivers a means to dispose trash from vehicles.  

Because of the space constraints, it is the Contractor’s responsibility to limit the employee parking 

space assignments and to discourage long term parking.  Vehicles parked for over two (2) days 

without written approval by VTA will be subject to towing, and vehicle owner shall be responsible 

for all costs. 

11.2 Maintenance Facilities 

The facility shall have a maintenance area that provides two (2) covered working bays for 

performing Preventive Maintenance Inspections and mechanical repairs on revenue vehicles.  The 

maintenance facility also has office space to accommodate administrative functions. 

11.3 Maintenance, Cleanliness and Safety of Facilities 

VTA shall provide facility maintenance services required to ensure the safe and efficient operation 

of the property.  VTA staff will be available during all hours of operation.  Facility maintenance 

services provided by VTA staff shall include inspections and preventive maintenance of all 

equipment supplied by VTA.  Contractor shall be responsible for keeping the facility clean and 

clutter free at all times.  Walls shall be kept free of holes, marks and/or other damage. Food or 

drink should not be permitted in areas that are carpeted to prevent preventable damage. The 

Contractor shall be accountable for all costs associated with any repair resulting from the 

negligence on the part of Contractor. In the case of a repair resulting from the negligence of 

Contractor, VTA shall perform the repairs and deduct the cost of the repair from the most current 

unpaid invoice received from Contractor.  Alternatively, with prior written approval from VTA, 

Contractor may be permitted to perform the repairs at their expense.  Any repairs so undertaken 
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shall be performed to VTA’s satisfaction.  If said repairs are not performed to VTA’s satisfaction, 

VTA reserves the right to perform the corrective repairs and deduct the cost from the most current 

unpaid invoice received from Contractor.  Whether to allow Contractor to self-perform any repair 

shall be evaluated on a case-by-case basis and only allowed with prior written approval from VTA.  

Contractor shall be responsible for simple facility tasks such as office and equipment moving, 

light painting and wall hangings. 

Contractor shall make the facility available to VTA, as well as to city inspectors, facilities 

contractors, fire department, and insurance inspectors at any time, as requested by VTA. 

Contractor shall be required to follow all applicable regulatory requirements, such as storm water 

runoff and hazardous material regulations and requirements at all times herein.  Training shall be 

provided by VTA on these requirements, as needed. 

Contractor shall provide reasonable janitorial services for the above-referenced operating base, 

including all offices, administrative areas, bathrooms and public areas.  Contractor shall ensure 

that all employees use care and consideration for the property to ensure a safe, professional, 

hygienic and attractive working environment that complies with all federal, state and local 

regulations. 

SECTION 12:  VEHICLE MAINTENANCE 

The Contractor shall have the responsibility to establish and maintain a comprehensive program 

to perform maintenance on all revenue vehicles to be used for contracted services described in 

this Scope of Services. 

12.1 Project Staffing – Maintenance 

Contractor shall be responsible for determining the direct staffing positions, levels and salaries 

required to deliver the maintenance services as described herein. Contractor shall ensure that 

sufficient staff are contractor hired, trained, and retained to meet this contract’s service 

requirements. The Contractor shall also be responsible for providing an ORG Chart showing any 

subcontracted services.   

Contractor shall provide VTA with an ACCESS Paratransit organization chart showing all named 

positions, lines of reporting responsibility, and indicating number of full-time and part-time 

employees in each position. This organization chart shall be provided in the proposal for this 

Contract and then will be updated with VTA every 30 days.    

The following project staff positions are suggested by VTA to ensure the efficient operation of 

ACCESS Paratransit Service. Contractor has the obligation to determine and justify the ACCESS 

Paratransit staffing to be provided. 
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 12.1.1 Maintenance Manager 

The CONTRACTOR shall assign a full-time Maintenance Manager, dedicated to this project 

to ensure maintenance standards are maintained and achieved for safe vehicle operations. 

See Section 5.1, Key Personnel, 5.1.5 Maintenance Manager.   

12.1.2 Mechanics 

CONTRACTOR shall assign or subcontract an adequate number of mechanics to work on 

the vehicles operated under this contract.  The mechanics assigned to this contract must 

meet the requirements for vehicle maintenance as outlined below: 

 Must possess the requisite ability to maintain, diagnose and repair gasoline engines, 

braking systems, suspension and steering systems, electrical systems, heating, 

ventilation and air conditioning (HVAC) systems, wheelchair lifts and fuel systems, 

fire suppression systems. 

 Must possess the ability to complete, reliable and safe preventive maintenance 

inspections;  

 Must be able to independently diagnose and repair defects on systems as necessary; 

 Must be able to use automotive test equipment and specialized tools effectively; 

 Must be able to obtain precision measurements as required; 

 Must be able to diagnose and perform repairs on systems related to automotive, light-

duty trucks, Paratransit vehicles; 

 Must be able to diagnose, repair, and maintain vehicle power-trains, including but not 

limited to engines, transmissions, driveshaft, differentials, brake retarders and related 

sub-components; 

 Must be able to diagnose, repair, and maintain vehicle brake systems, 

suspensions/steering, electrical/electronic systems, and related sub-components; 

 Must be able to diagnose, repair, and maintain electrical systems.  Must be able to read 

and understand electrical schematics; 

 Must be able to diagnose, repair, and maintain air conditioning/ heating/ventilation 

systems and be certified to perform repairs and handle refrigerant incidental to repairs; 

 Must be able to adjust, repair, or replace damaged body parts and window glass; 

 After on-the-job training, diagnose, repair, and maintain wheelchair lifts; and 

 Must be able to read and understand parts and repair manuals, and electrical/vacuum 

schematics; complete the necessary paperwork associated with the job. 

12.1.2.1 Mechanic Training Requirements 

Training for all mechanics shall include ASE certification training, manufacturer provided 

training, maintenance safety training and environmental training. Recommended topics are 

as follows: 

 Medium truck and/or automotive ASE certification training; 

 Brake inspection certification training;  
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 Electromagnetic braking systems (brake retarder) training; 

 Wheelchair lift manufacturers training; 

 Vehicle fire suppression system training; 

 Air conditioning and refrigerant handling training; 

 OSHA & DOT compliance, health and safety training; 

 HAZWOPER (hazardous waste handling and operations training; 

 Lockout / tag out training; 

 Fall protection training; 

 Respiratory protection program training; and 

 Forklift or loading equipment training 

 12.1.2.2 Required Qualifications 

 Mechanics must: 

 Possess a valid Commercial or Class C California Driver’s License. It is the 

Contractor’s responsibility to ensure all technicians test-driving buses for diagnostic 

purposes and responding to road calls have a current driver’s license with proper 

endorsements; 

 Possess a current Medical Examiner’s Certificate; 

 Be in good standing with DMV;  

 Have a current Brake Inspector qualification form on file; 

 All mechanics repairing or servicing motor vehicle air-conditioning (MVAC) systems 

must be properly trained and certified by programs authorized by the Environmental 

Protection Agency (EPA); and 

 Be air conditioning certified (if Contractor will be performing A/C recovery work – if 

not, specify the subcontractor assigned to the project). 

12.1.3 Service Workers 

The Contractor shall assign an adequate number of service workers to fuel and internally 

clean all vehicles operated under this contract on a daily basis. The service workers 

assigned to this contract must meet the requirements for vehicle servicing as outlined 

below: 

 Ability to accurately inspect vehicle fluid levels and add fluids as needed. 

 Knowledge of vehicle fueling procedures, vehicle cleaning and detailing.  

 Ability to operate vehicles to facilitate a weekly safety brake inspection procedure. 

 Maintain up to date, accurate records of vehicle fueling and vehicle cleanliness 

requirements. 

 

12.2 Vehicle Fleet and Vehicle Maintenance Program 

      12.2.1 Revenue Vehicles 



 

Page 63 of 92 

 

VTA shall provide (projected) 207 VTA-owned vehicles to the Contractor for the operation 

of the ACCESS Paratransit Service (ATTACHMENT #8). Passenger seating capacity and 

wheelchair stations vary depending on vehicle type and floor plan. All vehicles operating 

while in revenue service shall be equipped with a cellular mobile data terminal (MDT). 

VEHICLE TOTAL  

 

  7/2 or 2/4 W/C Cut-Away Bus              50 

  W/C Accessible Caravan      53 

  Toyota Prius     104 

 

  Total      207 

The fleet makeup and size may be adjusted throughout the term of the Agreement as VTA 

explores additional vehicle alternatives designed to reduce cost and increase productivity.  

Contractor shall immediately advise and provide VTA written notice of any change in fleet 

makeup that materially increases the cost of maintenance pursuant to this Agreement. 

VTA-provided vehicles shall not be used for any other purpose than for revenue service 

related transportation.  

12.2.2 Non-Revenue Vehicles 

To ensure service efficiency, it is expected that the Contractor shall schedule runs based 

on trip/run efficiency as opposed to operator/staffing needs.  The Contractor shall provide 

a satisfactory number of non-revenue vehicles to perform operator shift changes, 

maintenance support and road supervision responsibilities.     

Contractor shall specify and provide to VTA a list of all non-revenue vehicles to be 

used for this service.  Revenue vehicles shall not be used for any purpose other than 

revenue vehicle service, unless being utilized for driver training. 

12.2.3 Training Vehicles 

VTA shall provide dedicated vehicles to support the driver training program should they be 

needed. Vehicles will be for training purposes only and are not intended for revenue service. 

All maintenance, repairs, fuel, and tires shall be the responsibility of the Contractor.  
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12.3 Contractor Maintenance Program 

The Contractor shall have responsibility to establish and maintain a comprehensive program to 

perform maintenance on all revenue vehicles to be used for contracted services described in this 

Scope of Services. 

All maintenance and repairs of vehicles shall be in accordance with VTA specified standards, 

whether performed by the Contractor or authorized subcontractors.  Maintenance of VTA’s fleet 

shall be done at a time that shall ensure maximum availability of vehicles for service.  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 shall be available for service during the service day. 

VTA’S Maintenance Manager or his/her designee may inspect, unannounced and announced, the 

vehicles at any time either at VTA bases or while the vehicle is in service. 

The Contractor shall maintain VTA vehicles in such a way as to, at all times, protect VTA’s 

investment.  Contractor’s response shall be within the required timeframe to ensure that repairs 

are done at a time when they shall require the least expenditure. 

Examples of this are: 

 Repairing an engine miss promptly to avoid a dropped valve or severely scored cylinder 

wall; 

 Routine oil sampling of engines to avoid catastrophic failures; 

 Identifying and responding to trends which affect vehicle reliability; and  

 Repairing body damage or graffiti, which affects vehicle appearance. 

In addition to the Contractor’s maintenance efforts, VTA shall periodically conduct oil 

sampling/analysis as a quality assurance measure. 

12.3.1 Preventive Maintenance 

Preventive maintenance on VTA owned vehicles must be performed in accordance with 

vehicle manufacturer’s recommended Preventive Maintenance Inspection (PMI) intervals, 

and must comply with California Highway Patrol (CHP) terminal inspection requirements. 

Contractor shall document each systematic inspection, lubrication, and repair performed for 

each vehicle.  These records shall be kept at the maintenance facility where the vehicles are 

serviced.  Such records shall be retained and maintained by Contractor throughout the term 

of the contract.  Records must be available for review by VTA’S assigned staff for periodic 

maintenance audits performed by regulatory agencies. 

A Preventive Maintenance Inspection (PMI) shall be performed on each VTA vehicle at the 

5,000-mile interval.  It is imperative that a PMI be performed no later than at the 5,000-mile 

interval.  The maintenance schedule is designed to protect against major repairs resulting 

from neglect or inadequate maintenance and to prolong the service life of VTA vehicles.  It 
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is recommended that the Contractor establish a window of 500 miles prior to the 5,000-mile 

limit to ensure the interval is not exceeded (not less than 4,500 or more than 5,000 miles 

between PMIs.  VTA vehicles are classified as commercial use vehicles, which means they 

are subject to extensive idling, low speed driving and/or carrying heavy loads.  Based on 

this classification, the manufacture requires engine oil and filter changes to occur every 

5,000 miles of operation. To achieve proper engine performance and durability, the 

Contractor must adhere to the manufacturer’s Maintenance Lubrication Standards to ensure 

only engine lubricating oils of proper quality and viscosity be used.  

Per the contractual performance standards, a VTA vehicle shall not be placed in service if 

it has travelled more than 6,000 miles since the last PMI.  If a vehicle is out of compliance 

or has not met VTA’s preventive maintenance standards, it shall be red-tagged and removed 

from service.  Failure to comply with these standards may result in non-payment of the 

service hours operated by that vehicle from the time the last inspection was due. 

12.3.2 Contractor Maintenance Repair Responsibilities 

The Contractor shall perform all the necessary and required maintenance and repair work 

to VTA-owned vehicles as recommended by the manufacturer.  All repairs will be recorded 

and tracked electronically in a format approved by VTA. The Contractor shall provide 

direct or VPN access to the Contractor’s maintenance recording software.  

Contractor shall be responsible for all costs of preventive and regular maintenance to VTA 

vehicles with the exception of tires for VTA revenue vehicles.  Contractor’s responsibility 

includes, but is not limited to: 

 Body and glass damage due to accident; 

 Any damage due to vandalism including graffiti, body and glass damage; 

 Excessive wear and tear on vehicle (due to Contractor error/negligence); 

 Rim and tire damaged from misuse, abuse, damaged or worn due to poor alignment 

will be the responsibility of the Contractor. 

 Any damage due to improper, lack of or delayed preventive maintenance; 

 Lost articles and replacements such as fire extinguisher, wheelchair restraints, lap 

belts, hydraulic pump handles, and lift covers.  These shall be part of the vehicle’s 

operating costs and will be supplied by Contractor; 

 Interior damage; 

 Any damage due to driver or Contractor negligence; 

 Wheelchair lift damage due to negligence; 

 Fluids, additives, oil, lubricants, refrigerants and software (nuts, bolts, springs, 

bulbs, etc.); and 

 Vehicle transition expenses. 

VTA shall be responsible for the labor, parts and material costs of repairing or replacing 

major mechanical components unless such repair or replacement is due solely to the 

negligence of Contractor staff.  “Major mechanical components” shall be defined as the 

complete engine, transmission, differential and brake retarder assemblies, on VTA-
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provided vehicles.  Repair or replacement of major mechanical components shall be 

initiated by Contractor staff only upon the written approval of VTA’s Quality Assurance 

and Warranty Specialist or his/her designee. VTA shall make the determination within 14 

days of notification of the failure to insure service standards are not impacted.  

On all major mechanical component replacement with core charges, the cores will remain 

the property of VTA and must be returned or exchanged upon removal.  The responsible 

person for the Contractor’s maintenance program shall review and verify all work 

performed and labor utilized, and shall make sure that all information needed, including, 

but not limited to serial numbers for major components, has been entered onto the work 

order.  The Contractor shall ensure that all work orders are readily available for review by 

VTA 

No employee or personal vehicles shall be repaired or maintained in a VTA-owned facility 

or on VTA-owned property. Any employee that violates this mandate shall be immediately 

removed from this contract. If this should occur, the Contractor shall make every effort to 

isolate, clean and properly dispose of any fuel or oil spills that occur from employee owned 

and operated vehicles. All clean-up and disposal will be performed within state and federal 

guidelines. Costs will be the responsibility of the Contractor.  

12.4 Maintenance Data Collection and Reporting Requirements 

The Contractor shall utilize a Shop Work Order form similar to that used by VTA to record the 

labor, parts and materials required each time preventive maintenance and repairs are performed 

on a VTA vehicle.  Contractor’s Shop Work Order form shall be approved by VTA.  This 

information shall be used by the Contractor to maintain and prepare required maintenance reports 

for submission to VTA and shall be retained in the permanent vehicle file for each assigned 

vehicle. 

The Contractor shall complete and keep records of the following reports: 

A. Daily Vehicle Inspection Report 

B. Work Order 

C. Road Call Report 

D. Tire Service Reports 

E. Daily Vehicle Hold Report and Activity List 

F. Daily Scheduled PMI Report 

G. Monthly Vehicle Detailing Report 

H. Daily Servicing Record 

I. Fuel Delivery Slips and Bill of Lading Forms 

J. TRAPEZE DRIVERMATE Communication Equipment Repair Report 

12.4.1 Daily Vehicle Inspection Report – Reports from the bus operators showing defects shall 

be a permanent part of the vehicle files.  Reports from vehicle operators without defects shall be 

kept for a minimum of thirty (30) days from the end of the previous month. 
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12.4.2 PMI Reports, Shop Work Orders and Road Call Report Cards – Copies shall be a 

permanent part of the vehicle files. 

12.4.3 All Other Reports – Are not required to be a part of the vehicle files. 

At the end of each accounting period, the Contractor shall summarize all maintenance activity 

performed during that period.  All reports must be ready no later than the third regular working 

day after the end of the period for VTA Quality Assurance & Warranty Specialists review.  Listed 

below are the monthly reports required: 

 Vehicle Mileage Report 

 Road Call Mileage Report 

 Radio/MDT Communication Defect Report 

 Major Component Replacement Invoice Summary 

 Monthly Vehicle Detailing Report 

 Fuel Report 

12.4.4 Vehicle Mileage Report – The monthly mileage report shall include all assigned vehicles 

regardless of service status.  Report must include starting, ending, daily average and total mileage 

for each vehicle.  The grand total mileage of all vehicles must be included on the mileage-travelled 

portion of the report. 

12.5 Vehicle Cleanliness, Aesthetics Requirements 

To facilitate customer service and improve vehicle life, it is imperative vehicles remain clean and 

free from body damage (other than minor scratches) and graffiti. Currently, VTA does not have 

on-site car wash options.  It shall be the responsibility of the Contractor to enter into an agreement 

with an off-site option that has the ability to wash all types of VTA provided vehicles.  A fleet 

rate shall be negotiated an in effort to reduce costs. Washing costs shall be included on the monthly 

invoice as a line item and shall include invoice back-up with vehicle numbers, dates, etc. If 

vehicles are inspected by VTA staff and found not in compliance with vehicle 

cleanliness/aesthetic requirements, written notice shall be served to Contractor and Contractor 

shall take all necessary actions to correct said non-compliance. 

12.5.1 Interior/Exterior Vehicle Cleaning Standards 

The exterior of each vehicle shall be washed at least once monthly unless inclement weather 

dictates additional cleaning.   

The interior of each vehicle shall be cleaned daily and shall consist of, at a minimum: 

a. Clean inside of all windows, removing all dust, fingerprints and hand prints. 

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

stanchions; 

c. Sweep all floor areas; mop all liquid spills; 

d. Ensure bus is free of all paper, gum, and debris, etc.; 
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e. Repair all damaged seats; 

f. Daily removal/repair of graffiti; 

g. Empty vehicle trash receptacle; 

12.5.2 Monthly Major Cleaning Standards 

The interior of the vehicle shall receive a complete major cleaning, at minimum, every 30 days, 

which shall be documented listing the vehicle number and date of major cleaning.  Documentation 

shall be included in the monthly maintenance reporting package. 

The monthly major cleaning shall consist of all the items included in daily cleaning standards as 

well as: 

a. Driver’s Area – Clean driver’s area with soap and water, to include dash panel, 

side panels, and vinyl/plastic portion of seat and visors. 

b. Passenger Area – Clean passengers’ area with soap and water to include side panels 

ceiling, ventilation vents, roof, vents/hatches, vertical/horizontal railing, window 

frames and vinyl/plastic/metal portion of seats. 

c. Seats – Clean all seats to include cushions and backs, by brushing, vacuuming and, 

if required, gum removal and/or local scrubbing of spots/stains. 

d. Floors – Clean flooring areas with soap and water to include driver’s area, 

passenger area, wheel housings, steps and ramps/wheelchair lifts.  All gum, spots, 

and stains shall be removed from the floor. 

e. Interior glass – Clean all glass/acrylic and/or window protectors with glass cleaner, 

and replace graffiti window guards, as necessary. 

f. Exterior Glass – Clean all exterior glass/acrylic of water/mineral spotting.  

g. Interior Light Fixtures – Inspect lights for cleanliness.  Disassemble, clean and 

reassemble all overhead light fixtures, as needed. 

h. General – In general, all areas of the vehicle interior shall be subject to the removal 

of debris, gum, and graffiti. 

Extreme care must be taken and safeguards established to protect all electrical components and 

systems from water damage during the cleaning process.  Under no circumstance will free flowing 

water (water hoses), or power sprayers be allowed in the interior of the vehicles.  Use damp mops 

and rags only. 

12.5.3 BIO (Bodily Fluid, Waste and Body Mass) Hazard Cleaning.  

BIO hazards can and will occur while transporting ACCESS Paratransit customers. It shall be the 

responsibility of the Contractor to have a comprehensive plan that describes the process for 

cleaning a vehicle when and accident or medical emergency has occurred on the vehicle. This 

plan shall be submitted to VTA for approval.  Extreme care shall be taken to confirm all employees 

have protective equipment when cleaning and disposing of BIO Hazard materials.   
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All vehicles with bodily fluid, waste and or body mass material shall be removed from service 

immediately and taken back to the base for appropriate cleaning.  The vehicle shall not be released 

back into regular service until the hazard has been properly sanitized and cleaned.  

12.6 Accident Repairs 

Damaged vehicles due to accidents shall be promptly reported and repaired by the Contractor. 

Damaged vehicles shall be repaired at the Contractor’s cost.  The Contractor must keep a daily 

accident repair log.  In cases where major repairs (defined as damages requiring repairs valued in 

excess of $1,000.00) are to be performed, pre-approval is required by VTA Quality Assurance & 

Warranty Specialist.  All body and glass damages are the sole responsibility of the Contractor and 

shall be repaired to VTA’s standards within thirty (30) days from the date of the accident or the 

date when the damage was first identified.  If an extension of time is necessary, requests must be 

submitted in writing to the designated VTA Quality Assurance and Warranty Specialist who shall 

review extension requests.  Consistent with VTA’s standards, vehicles with body damage other 

than minor scratches shall not be released for operation until repairs have been completed. 

If accident damage repairs are not performed by the Contractor for any reason within Contractor’s 

control, it shall be the responsibility of the Contractor to secure a reputable collision repair vendor 

or vendors.  The movement of vehicles to and from the facilities shall also be the responsibility 

of the service provider. 

12.7 Fueling 

All vehicles assigned for operation under this Agreement utilize unleaded fuel, also known as 

gasoline.  All vehicles are required to be fueled on a daily basis unless otherwise approved by 

VTA’S Quality Assurance & Warranty Specialist.  Contractor shall be responsible for reporting 

any fueling-related problems that may occur during the fueling process.  Contractor will be 

responsible for any damage caused by Operator negligence of any equipment related to the fueling 

procedures.  Operators are responsible for dispensing consumables in a safe manner and in 

compliance with all applicable and governing regulations. 

Currently, VTA does not have on-site fueling facilities.  Currently, all vehicles are being fueled 

through an agreement with the County of Santa Clara. VTA may work with the Contractor for 

additional fueling facility locations if needed. A fleet rate has been negotiated an in effort to reduce 

costs. The Contractor shall provide and submit the monthly invoice with a line item that provides 

invoice back-up documentation to include vehicle numbers, dates, gallons per vehicle, odometer 

readings and mileage per vehicle etc. 

Only VTA-owned vehicles utilized in the Paratransit Operations shall be fueled at VTA contracted 

fueling locations. Any employee that violates this mandate shall be immediately removed from 

this contract.    
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12.8 Fluid Management  

The Contractor shall be responsible for purchasing and managing all fluids (except gasoline) 

needed to maintain the ACCESS Paratransit fleet. All VTA-owned vehicles shall have the engine 

oil, transmission oil, coolant level and power steering fluid level checked by Contractor and 

replenished by Contractor, as needed.  The gathering of data is necessary to track trends, costs, 

prepare reports, and aid in maintaining a planned maintenance program.  Reports shall be made 

available, per VTA’s request, indicating date, vehicle, quantity, and type of consumable uses.  

Contractor must relay information on vehicles consuming excessive fuel or oil to the Contractor’s 

Maintenance Administrator so that the vehicles can be scheduled for repair. 

12.9 Red Tagged Vehicles 

If, in the sole discretion of VTA, the vehicle does not meet VTA safety standards as outlined in 

the Scope of Services, it may be “red tagged.”  A vehicle that has been “red-tagged” shall not go 

into service and/or shall be immediately removed from service.  A “red-tagged” vehicle may not 

be released for service until such time as the problems associated with it have been rectified by 

the Contractor and verified by VTA. 

Vehicles that have been identified as unqualified to drive during VTA compliance inspections 

shall be put on hold and signage posted in driver’s area identifying out-of-service conditions 

(ATTACHMENT #9). 

The following occurrences shall qualify a vehicle for “red tagging:” 

 Inoperative on board video surveillance systems; 

 Safety equipment missing (per vehicle code requirements); 

 Wheelchair lift inoperative; 

 Wheelchair lift restraints missing or inoperative; 

 Tires: Flat, uneven wear, embedded objects or bald; 

 Loose or missing lug nuts; 

 Passenger door and transmission interlocks inoperative; 

 Headlights out; 

 Taillights out; 

 Turn signals out or inoperative; 

 Horn not working; 

 Windshield wipers not working; 

 Engine smoking excessively; 

 Abnormal engine noises; 

 Brake lining too thin; 

 Fluid leaks; 
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 Air conditioning, heating, and ventilation systems inoperative; 

 Exhaust system leaking or damaged; 

 Steering with excessive play; 

 Vehicles with body damage in excess of $1000.00 damage may be red-tagged by VTA; 

and 

 Any noncompliance with Federal Motor Vehicle Safety Standards and other governing 

agency safety, vehicle operation regulations 

12.10 Monthly Pull-Out and Post PMI Inspections 

At the time of the monthly pull-out inspections and/or post inspections, VTA shall rate the 

Contractor’s performance based on the California Highway Patrol (CHP) Terminal Inspection 

Requirements. If the Contractor’s maintenance performance is substandard, Contractor shall 

submit to VTA for approval, by the end of the next business day, a corrective action plan and time 

line for compliance based on CHP requirements.  Failure to meet the requirements of the 

corrective action plan and time lines, verified by a follow-up inspection, may result in specified 

penalties. 

12.11 Inspection Discrepancy Sheets 

When Inspection Discrepancy Reports are submitted to the Contractor by VTA, all noted open 

repair items shall be completed within 14 days of notification or at the next preventive 

maintenance inspection (PMI), whichever occurs first unless repair item(s) are safety related, in 

which case the vehicle shall not be permitted to re-enter service until completed.  The completed 

discrepancy sheet shall be returned to VTA upon completion.  The PMI shall be incomplete if 

items listed on discrepancy sheets are not fixed within the prescribed time period.  Any hours 

operated by a vehicle with an incomplete PMI shall not be reimbursed. 

12.12 Daily Vehicle Inspection Reports 

Each operator shall inspect vehicles daily before pulling out of the yard in accordance with State 

requirements.  If there are any defects, the bus operator must enter the defects on a Daily Vehicle 

Inspection Report (DVIR) as required by the California Vehicle Code. The Contractor shall 

submit the intended DVIR format for VTA approval. If there are no defects, the bus operator must 

sign and date the DVIR prior to leaving the yard.  The DVIR shall remain with the vehicle for the 

duration of the day and shall be replaced on a daily basis.  Vehicles with DVIR’s showing defects 

must be inspected and appropriate action taken on items noted on the card before vehicle returns 

to revenue service. 

12.13 CHP Bi-Annual Terminal Inspection (BIT)  

Every twelve (12) months, a portion of the fleet shall be randomly selected by the California 

Highway Patrol (CHP) for inspection as part of their annual terminal inspection.  The Contractor 

shall be responsible for all repairs made in preparation for the inspection as well as those identified 

by the CHP inspection.  Contractor shall ensure that vehicles used in the service of this Agreement 

meet all applicable State and Federal safety requirements.  In addition, the Contractor shall be 
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responsible for the preparation of vehicle files, coach operator records and logbooks that may be 

requested during the inspection. In the event Contractor’s terminal receives an unsatisfactory 

rating from the CHP and does not receive a satisfactory rating, VTA may impose penalties as 

specified in Annual Review of Standards.  Contractor shall notify VTA of CHP related business 

(i.e., vehicle operator complaints, inspections, etc.). 

12.14 Parts and Materials 

Contractor shall ensure that all mechanical parts and material meet or exceed O.E.M. 

specifications.  Fluids, oil, lubricants, refrigerants and software (nuts, bolts, springs, bulbs, etc.) 

as well as replacement of fire extinguisher, first aid kits, wheelchair tie-down straps, lap belts, 

hydraulic pump handles, and lift covers are vehicle-related costs and shall be supplied by 

Contractor.  The American Petroleum Institute (API) must certify engine oils and other lubricants 

must equal or exceed VTA and manufacturers standards.  Contractor shall not use supplemental 

engine oil treatments.  The use of chemical additives could lead to engine damage, which would 

void any existing warranty. 

12.15 Parts Inventory 

Contractor’s parts inventory shall be adequate to support vehicle fleet size so that work is not 

interrupted or unnecessarily delayed.  Inventory management and approval of re-order points and 

parts-issues procedures should be within the direction of the maintenance manager.  In order to 

identify parts costs by vehicle, a record of parts issued to individual bases must be kept.  Repair 

orders may be used to enter parts issued to the bus and to adjust inventory.  It is critical that parts 

usage by vehicle be captured if accurate costs are to be presented. 

12.16 Fare Equipment 

All Paratransit vehicles provided by VTA for operation of this service are equipped with Tablets 

utilizing the TRAPEZE fare software. All vehicles are required to have an operating device prior 

to departing the facility.     

12.17 Tablet and/or Mobile Data Terminal (MDT) Communications 

VTA shall provide voice radio and MDT communications equipment, services and maintenance 

for all assigned vehicles.  Maintenance of all VTA-provided equipment shall be provided with the 

exception of damages and/or repairs resulting from Contractor negligence, misuse/abuse or loss.  

A daily radio/MDT defect list shall be made available to the communications service provider and 

work orders generated describing defects.  Radio/MDT communication defect reports shall be 

included in the monthly maintenance reporting outline radio repair activity. Contractor shall be 

responsible for the replacement costs of any tablet, cable or mounting hardware that has been lost, 

misplaced or damaged due to neglect. 

 

 



 

Page 73 of 92 

 

12.18 Smog Testing 

If required by the State of California, VTA vehicles shall be emission tested (smog inspection) on 

a biennial basis.  Vehicles with V.I.N. numbers ending in an odd digit shall be inspected in odd 

years.  Vehicles ending in an even digit shall be inspected in even years.  Contractor shall be 

responsible for this expense.  Currently, vehicles six (6) years old and newer do not require testing. 

12.19 Engine Idling 

VTA vehicles shall not idle for more than five (5) minutes maximum to comply with State 

regulations.  Unnecessary idling causes excess fuel consumption, shortened engine life and 

contributes to air pollution.  Engines may be operated to supply heat or air conditioning necessary 

for passengers comfort and safety while on-board the vehicle, in which case idling up to a 

maximum of 30 minutes is allowed.  Contractor is responsible for all fines for violating State or 

County engine idling regulations. 

12.20 Road Calls 

In the event of vehicle failure while in service, Contractor shall deploy a replacement vehicle 

immediately upon notification to replace the failed vehicle to ensure the continuation of service.  

Contractor shall develop a plan that results in minimal service disruption to ensure service and 

on-time performance.  The failed vehicle must be repaired or removed from the breakdown area 

within two hours of the request for the road call. 

Mechanics performing road calls must possess sufficient skills and training to complete any road 

call repair.  Contractor shall ensure that road call mechanics are properly trained in tablet and 

radio procedures, and have a thorough knowledge of safety procedures while performing road 

calls.  Contractor shall be responsible to ensure road call vehicles are properly maintained with 

adequate parts, fluids, and equipment to facilitate prompt responses.  The road call mechanic is 

required to have any tools that could reasonably be expected for use on a road call. Use of outside 

services for road calls shall be allowed under this contract if it is more cost effective.  

The Road Call Report shall be used each time Contractor staff responds to a road failure whether 

or not a vehicle has to exchanged or replaced due to a malfunction or a mechanical problem. 

(Attachment #10).    

12.21 Vehicle Tires 

VTA shall supply tires for VTA-owned vehicles. Contractor shall comply with tire provider 

control procedures by requesting and having on file daily tire on/off reports, weekly fleet summary 

of tire condition report, monthly tire maintenance log and tire inventory reports. Contractor staff 

shall interact daily with VTA’S tire provider for flat repair and tire related problems as identified.  

Abused, damaged or alignment-worn tires shall be charged to the Contractor at a prorated cost.  

Damaged rims shall be the responsibility of the Contractor. Contractor shall provide an adequate 

supply of spare rims in inventory to facilitate a wheel appearance and maintenance program. 
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12.22 Vehicle and Component Warranty Maintenance 

Contractor shall be responsible for the coordination of all warranty work on VTA vehicles 

assigned to Contractor and the administration of all warranty related paperwork with 

manufacturers.  VTA reserves the right to direct warranty related repairs to dealerships, vendors 

or manufacturers that have demonstrated acceptable technical performance, superior customer 

service or have established previous quality working relationships when the Contractor is unable 

or not authorized to perform the warranty repairs.  Contractor shall be financially responsible for 

any denied warranty caused by negligence or improper maintenance.  Contractor shall obtain 

manufacturer authorization to perform warranty maintenance and shall transport vehicles at 

Contractor’s cost to an authorized warranty service provider. 

12.23 Transportation / Vehicle Movement 

Contractor shall be responsible for the movement of vehicles within Northern California.  If 

repairs, maintenance, or warranties are to be performed at locations other than Contractor’s 

premises, Contractor shall provide transportation to and from the repair location. 

Contractor shall perform quality control inspections on vehicles returning from off property 

repairs ensuring vehicles are safe to return into service.  Contractor shall also provide 

transportation of replacement parts and equipment from selected vendors. 

As new vehicles are added to the fleet and retired vehicles are removed, it is the Contractor’s 

responsibility to provide operators or a drive-a-way service to relocate vehicles as needed. 

12.24 Shop Tools and Equipment 

Contractor is required to provide adequate and appropriate shop equipment and special tools as 

necessary to perform the necessary maintenance tasks required to meet VTA’S standards and 

requirements as described herein.  (Vehicle Diagnostic Tools and Equipment, Electronic Testing 

Equipment, Torque Wrenches, Alignment Equipment, etc.).  Said tools must be regularly 

calibrated and maintained to equipment manufacturers’ specifications. 

12.25 Fire Lane Enforcement 

VTA will establish the parking and no parking areas within the property in accordance with 

Section 22658.2 of the California Vehicle Code and OCFA Guideline B-09.  All fire lanes shall 

be maintained and in no event shall parking be permitted along any portion that requires fire lanes 

or any area designated as a fire lane for turn-around purposes during occupancy.  First time 

violators will receive a written warning and with subsequent violations, the vehicle shall be subject 

to towing.  The Contractor shall be responsible for all costs incurred in remedying such violation, 

including without limitation towing cost, citations, and legal fees. 

 

 



 

Page 75 of 92 

 

12.26 Safety 

In addition to Contractor’s own safety procedures, Contractor shall implement and enforce all 

safety requirements that are standard in the industry and/or required by VTA. Contractor shall 

provide a comprehensive safety program that encompasses safety information while employees 

are on-road or on VTA owned property.  The Contractor shall submit to VTA for review and 

approval.   

SECTION 13:  INFORMATION TECHNOLOGY 

13.1 Information Technology Services 

VTA shall be responsible for providing and managing the manpower and resources to effectively 

and competently operate and maintain its own technology assets as well as the information & voice 

systems technology and data assets provided to the Contractor by VTA that are required to be used 

for this Agreement as described within this Scope of Services. 

Working with VTA’s Project Manager, the Contractor shall participate in strategic planning with 

other VTA representatives to address and plan future technology needs in the operation over the 

term of the Agreement. It is the intent of VTA to continually upgrade existing technologies and 

introduce new technologies throughout the term of this agreement and any extensions thereof. 

Contractor shall cooperate and assist VTA in the planning, implementation and assessment of 

technology activities and systems. 

13.2 Information Technology Assets Provided by VTA 

VTA shall provide the following assets and resources to be operated and managed by the 

Contractor. 

13.2.1 Cable Plant for Local Area Network (LAN) Applications 

The Paratransit Base shall be wired for local area network applications, including VTA standard 

5 twisted pair and fiber optic cabling.  Secured distribution rooms exist to host network, server, 

and UPS system(s) in support of LAN applications.  VTA shall have full access to these facilities. 

For security purposes, access to these rooms is restricted and limited to assigned individuals 

approved by VTA.  The Contractor shall ensure these rooms are secured at all times. Access as 

needed for installations and repair technicians shall be requested through centralized VTA Help 

Desk in advance of the technician's arrival on site. 

13.2.2 Server Computer Hardware 

VTA shall supply server computer hardware in support of the software applications that are 

required to be housed locally at VTA provided ACCESS Paratransit Base. 
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13.2.3 Networking Gear 

VTA shall supply networking gear (VTA standard routers and switches) to support a segment of 

VTA network at VTA provided ACCESS Paratransit Base needed to support the application 

access described herein.  VTA shall manage and maintain this networking gear. 

13.2.4 Uninterruptible Power Supplies 

VTA shall supply uninterruptible power supplies (UPS) in order to protect the servers and 

networking equipment from electrical surges along with having the backup capacity to allow for 

graceful shutdowns of servers during the course of a power outage. 

3.2.5 Wireless Area Network (WAN) Communications 

VTA shall supply and manage WAN communications between VTA’S headquarters in San Jose, 

CA and VTA provided ACCESS Paratransit Base in the form of a dedicated circuit. 

13.2.6 Voice Communications  

VTA shall supply and manage voice communications between AUTORITY’S headquarters in 

San Jose, CA and VTA provided ACCESS Paratransit Base.  Centralized VTA Help Desk shall 

be used for requesting VTA support for repairs and changes of voice systems hardware, software, 

and applications located at River Oaks.  Contractor is responsible for on-site MAC (Move, Add, 

Change) telephone, voicemail, Call Recording, and CCM tasks including Help Desk activity and 

Call Center systems support.   

13.2.7 Systems Software Licensing 

There are three major VTA-owned systems to be administered, operated, and supported by the 

Contractor in the operation.  The Contractor shall be responsible for assisting in the support for 

these systems via its staff and resources, and the resources provided by VTA.  

13.2.8 Trapeze PASS (Trapeze Software) 

Trapeze PASS is VTA’s scheduling and dispatch system used in support of the ACCESS service 

provision. VTA shall provide all required licenses, including workstation licenses for the 

Contractor’s use. 

13.2.9 Trapeze IVR (Trapeze Software) 

Trapeze IVR is an Interactive Voice Response System that delivers schedule and trip information 

to customers.  VTA shall provide all required licenses. 
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13.2.10 Mobile Data Terminal Server 

The MDT server will be used in conjunction with the supplied TRAPEZE PASS software to 

provide text communications with bus operators in the field.   

13.2.11 Oracle Database Licensing 

VTA shall provide the licensing for the Oracle database software required for the Trapeze software 

systems. 

13.2.12 Uninterruptible Power Supplies 

VTA shall provide replacement uninterruptible powers supplies in case of failure.  VTA shall also 

be responsible for replacing the internal batteries when needed. 

13.2.13 Future IT Assets 

As a practice, VTA provides for annual software and hardware maintenance agreements and 

license updates with the appropriate firms for assets that are deployed during the contract period. 

13.2.14 Other Software Assets 

At VTA’S direction, the Contractor shall be required to learn and use additional software 

applications that shall be maintained and managed by VTA. 

13.2.15 VTA’s Customer Relationship Management (CRM) System 

This application is used to record, track and manage customer comment feedback on operators 

and services.  This application shall be provided to the Contractor via a “thin customer” or 

comparable computing solution. 

13.2.16 Telephone Support Systems – Call Center/Scheduling Center 

Toll free voice telephone services are provided by VTA for trip requests, customer information, 

and other service inquiries.  The phone number for these telephone services shall be owned and 

provided by VTA and must be relinquished to VTA at such time the contract is transitioned to 

another operation. 

Telephone calls shall be handled by an Automatic Call Distribution Network (ACDN) system that 

shall give the caller a choice among options depending upon the purpose of their call; the ACDN 

shall track telephone volume and disposition.  The specific caller options shall include, at a 

minimum: speak with an operator for reservation or information, speak with an operator to cancel 

or check on a ride.  The management and operation of the ACCESS Paratransit Service shall 

require voice, telephone device for the deaf, and computer data networked services. 

VTA shall provide the telecommunications services listed below for the Call Center located at 
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VTA’S ACCESS Paratransit facility: 

 Access to CRM (Customer Relationship Management) system, which provides Call 

Center ACD (Automatic Call Distribution) application based call routing to multiple 

skillsets (queues) and agent assignment. This system provides the supervisor and agent 

ID profiles/skillset assignments, as well as real-time and historical reporting.   

Contractor is responsible for adding, changing and removing supervisor agent/agent 

ID’s, dynamically assigning agents to skillsets, and other administrative tasks such as 

running Call Center reports via their access to this system.  Initial “Train the Trainer” 

training for CRM system shall be provided by VTA at their River Oaks Administration 

location at the start of this project. 

 Agent and staff telephone sets will be provided.  Replacements and additions shall be 

the responsibility of the Contractor.  Only VTA-approved equipment may be used for 

such additions and replacements.  Headsets shall be provided by Contractor. 

 Technician specific profile login to the Private Branch Exchange (PBX) and Call 

Center System for MAC (Moves, Adds, Changes) activity.  Contractor technician shall 

develop Call Center queues and routing, profiles & skillset logins for Call Center 

Agents and other aspects of creating a customized solution for this specific call center 

with oversight by VTA Telecommunications. 

 Technician specific profile login to Call Pilot Voicemail for the purposes of MAC 

changes, creating voicemail boxes and user logins, and any menu applications specific 

to the Call Center. 

 Inbound/outbound telephone and data lines networked to VTA’S River Oaks 

Administration Building, sufficient to support VTA’S business needs.  Support for 

such service shall be provided by VTA’S Technology department in coordination with 

VTA’S Service contractors. Contact name, telephone, and cell numbers for the person 

responsible for telecommunications and repair escalation services shall be provided.  

Centralized VTA Help Desk shall be used for reporting telephone line & circuit service 

issues. Repairs shall be made on a “best efforts” basis.  

 Analytics or equivalent, digital voice recording system capable of recording all 

incoming service lines.  Contractor shall be responsible for troubleshooting and MAC 

changes to this recording system.  VTA shall provide a maintenance contract for 

warranty/repair services and provide upgrades as needed. For security purposes, access 

for Telephone Points of Entry and closets requires advance notice and approval by 

VTA'S Telecommunications Administrator.  Centralized VTA Help Desk shall be used 

for requesting such access. 

Contractor is responsible for providing and installing, including all costs and ongoing charges, 

any additional frame-relay, point to point circuits, or other telephone/data utility service for 

Contractor’s needs unrelated to direct support this Agreement. Written approval from VTA's 

Telecommunications Administrator is required for any installation of such service and equipment 

to VTA property. 

 

13.3 Computer, Networking, and Cabling 
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All VTA-supplied software applications shall communicate between VTA’s ACCESS Paratransit 

Base and VTA’s data center via the dedicated circuit(s) provided by VTA. 

Access to VTA’s software applications shall be accomplished by VTA standard thin-customers. 

VTA shall provide and maintain the following equipment at VTA Paratransit Base: cabling plant, 

Cisco networking hardware (routers, switches), servers, and thin-customer desktops. 

The Contractor shall be responsible for all printer, fax- and copier-related consumables. 

VTA shall use its computer hardware and services located at 3331 N. First Street to host, at a 

minimum, the server-side components of the software applications VTA requires the Contractor 

to operate. 

13.4 Additional Support Systems  

13.4.1 Contractor Administrative Telephones 

Contractor is responsible for the installation and maintenance of any telephone lines and 

equipment to support Contractor’s administrative requirements which are above and beyond that 

provided by VTA. 

13.4.1A Facsimile Machine or Equivalent  

Contractor is required to provide a universal copier that has the ability to fax or provide a 

stand-alone plain paper facsimile machine. 

13.4.1B Staff Toll-Free Line 

Should the Contractor require a toll-free driver’s line for internal employee 

communications? It shall be the responsibility of the Contractor to procure and maintain. 

13.5 Contractor’s Responsibilities for Information Technology  

The Contractor shall be responsible for providing and managing all other IT assets needed to 

support its operations under this Agreement.  The Contractor shall be responsible for standard IT 

practices and functions that result in safe, reliable, secure, and efficient IT services.  

13.6 Computing Security 

The Contractor and Service contractors shall employ rigorous security practices such as industry 

standard, Payment Card Industry (PCI) compliant processes and procedures to ensure a safe 

computing environment that protects the Contractor and Service contractors’ respective network 

and IT assets, and VTA’S network and IT assets. 

The Contractor acknowledges and agrees that VTA Software and Documentation are confidential, 

proprietary material of VTA. Except as expressly permitted by this Agreement, in particular, 
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VTA’S right to access and use source codes that are deposited in escrow pursuant to this 

agreement. The Contractor shall not copy, sell, transfer, publish, or disclose VTA’S Software or 

documentation, or otherwise make VTA Software or Documentation available to any person or 

entity other than the Contractor, its employees and agents. Contractor shall take all necessary and 

appropriate action against any person or entity violating or threatening a violation of these 

restrictions and shall immediately provide written notice thereof to VTA.          

The Contractor shall not, without VTA approval, remove confidential customer data from VTA 

provided ACCESS Paratransit Base on portable devices such as laptop computers, recordable 

media, portable hard drives, or Universal Serial Bus (USB) thumb drives.  The Contractor shall 

make it a priority to protect the confidentiality of sensitive customer data. 

The Contractor shall maintain logs of all changes made to IT assets provided by VTA which are 

operated and managed by the Contractor. Logs to be made available to VTA upon request. The 

Contractor at all times shall maintain an accurate inventory of VTA IT assets deployed to this 

project.    

All documentation electronic or otherwise, developed by the Contractor to support routine 

operations under this Agreement which, are not proprietary or developed solely by Contractor 

shall be property of VTA.  Contractor shall maintain an inventory of such documentation which 

shall be subject to periodic audit by VTA. 

13.7 Software 

Software applications shall be used by the Contractor to provide customer reservation service and 

customer comment processing.  VTA shall provide the following computer applications: 

13.7.1 Trapeze PASS, version 15 (or newer) Paratransit Scheduling Software 

ACCESS Service reservation, scheduling and dispatching using Oracle for the application 

database.  

All licenses for the use of the Trapeze PASS software shall be secured and provided by VTA.  

Contractor shall have no ownership of the software, records, and data maintained and generated 

by this software. 

13.7.2 Customer Relationship Management (CRM) system.   

The CRM application is intended to provide a quick and easy way of entering, tracking, and 

reporting on all activities associated with customer comments for the Customer Relations Group. 
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13.7.3 Interactive Voice Response System (IVR)  

VTA provides a Trapeze IVR communications solution for ACCESS customers. The IVR system 

shall allow customers to retrieve scheduled trip information and cancel trips without speaking 

with an operator.  VTA and Contractor shall mutually agree on a schedule to implement other 

features of this system. 

13.7.4 (Trapeze Driver Mate) Mobile Data Terminal Communications (MDT) 

VTA provides a TRAPEZE Driver Mate mobile data computer communications system for all 

VTA-provided ACCESS vehicles. 

 13.7.5 Standard Business Software 

Contractor shall be responsible for providing all software required for general administrative and 

business support of Contractor operations under this Agreement if deemed necessary. Examples 

include Microsoft Office Suite 2007 (or newer) containing Microsoft Word, Microsoft Excel, 

Microsoft Access and Microsoft PowerPoint.  The Contractor shall be responsible for providing 

the necessary desktop computers to host these applications. 

13.7.6 Voice / Data Communications 

VTA shall provide a mobile voice/data solution through the TRAPEZE scheduling software. VTA 

shall provide maintenance of all VTA-provided equipment with the exception of damages and/or 

repairs resulting from Contractor negligence, misuse/abuse or loss.  A trouble list shall be sent 

daily to VTA’s Project Manager or his designee to schedule necessary maintenance and generate 

a work order. 

13.8 VTA Provided IT Equipment 

The Contractor shall be responsible for all IT equipment provided by VTA.  All equipment shall 

be inventoried and accounted for at all times and shall be returned in whole at the end of the 

contract term.  It shall be the responsibility of the Contractor to repair or replace any equipment 

that has been damaged due to Contractor negligence, misuse or abuse.   

SECTION 14:  FEDERAL, STATE AND LOCAL REGULATIONS 

Contractor shall comply with all applicable Federal, State and Local laws and regulations in its 

management and operation of ACCESS and its occupancy and use of the CERONE ACCESS 

Paratransit Base including, but not limited to, those listed below. In addition, Contractor and any 

subcontractors must comply with all Federal Transit Administration requirements related to the 

receipt of Federal funds. 
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14.1 Americans with Disabilities Act (ADA) 

Contractor shall be fully knowledgeable of and at all times in full compliance with the 

requirements of 49 CFR 37, Transportation Services for Individuals with Disabilities. Contractor 

shall advise VTA of any issue relating to ADA compliance and shall consult and assist VTA so 

as to maintain full compliance at all times. 

14.2 California Motor Vehicle Codes 

Regulations pertaining to licensing and operation of vehicles are contained in the California 

Vehicle Code, California Administrative Code, Title 13 and the Federal Motor Carrier Safety 

Regulations. 

VTA shall periodically audit for compliance with the Commercial Motor Vehicle Safety Program 

including: a) Ten Year Employment History, b) Pull Notice Program, c) Medical Certificate, d) 

Random Drug Testing Program and, e) Passenger Certification. 

No Contractor employee, subcontractor employee or bus operator applicant who has been 

convicted of violating speed laws more than once in 18 months or more than twice in 36 months; 

has accrued one or more points in 12 months, two points in 24 months, or three points in 36 

months; anyone whose Motor Vehicle Record contains any two point violation; or has outstanding 

failure to appear or failure to pay violation shall be eligible to work on VTA's ACCESS contract. 

14.3 Drug and Alcohol Testing 

The Contractor shall comply with the requirements of the Drug Free Work Place Act of 1988 and 

the U.S. Department of Transportation drug testing regulations.  Additionally, subcontractors 

performing safety sensitive tasks are to be subject to the same regulations. 

14.4 California OSHA 

Contractor shall comply with all California OSHA requirements including the requirement of SB 

198 to develop and implement an employee Illness and Injury Prevention Plan. 

SECTION 15:  TRANSITION TO SUBSEQUENT CONTRACTOR 

15.1 Transition Responsibilities 

Contractor must cooperatively participate in the transition of this service to a new provider if 

necessary.  Ninety (90) days prior to a new provider starting, Contractor shall participate as is 

necessary in meetings, shall provide all necessary records, and the new provider shall be given 

reasonable access to employees, equipment, and property and other areas as deemed necessary by 

VTA’s Project Manager. 
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A transition period is defined as 120 days -- the ninety (90) day period prior to the contract 

expiration date and the 30-day period immediately following that date.  Contractor shall 

participate in the smooth transition of service to a new provider in such a manner as to ensure the 

transition results in minimum service disruption. During the transition phase, VTA staff shall 

conduct several meetings with the Contractor and the new provider to discuss specific project 

issues, records and vehicle transition events and the timing in which they must occur.  As 

requested by VTA, Contractor must make pertinent records available to both VTA and the new 

provider within three (3) days of VTA’s request. 

VTA-owned property and facilities shall be subject to a transition inspection and acceptance upon 

transition to a new provider. 

Within 45 days of the termination of this contract or any extension thereof, the Contractor shall 

complete and submit all regular monthly reporting, prepare and submit any NTD reporting 

through the termination date of this contract, and box, label and convey to VTA all original 

documentation as directed by VTA. Final payment to the Contractor shall not be rendered until 

all documents and requirements have been fulfilled.   

15.2 Use of Existing Operators and Staff 

Pursuant to State of California Labor Code Section 1070 et seq., VTA shall grant an incentive of 

a ten (10) percent bidding preference to a Contractor who agrees to retain, for a period of at least 

90 days, certain employees. “Employee” is defined as any person who works for a contractor 

under this contract.  “Employee” does not include an executive, administrative, or professional 

employee exempt from the payment of overtime compensation within the meaning of subdivision 

(a) of Labor Code Section 515 or any person who is not an employee as defined under Section 

2(3) of the National Labor Relations Act (29 U.S.C. Sec. 152(3) who were employed to perform 

essentially the same services by the previous contractor. 

1. A bidder shall declare as part of the bid for the service contract whether or not he 

or she shall retain the employees of the prior contractor for a period of not less than 

ninety (90) days. 

2. Contractors who agree to retain employees under the provisions of Labor Code 

Section 1070, et seq., must offer employment to those employees except for 

reasonable and substantiated cause, as specified.  Such cause is limited to the 

particular employee’s performance or conduct while working under the prior 

contract or the employee’s failure of any controlled substances and alcohol test, 

physical examination, criminal background check required by law as a condition 

of employment, or other standard hiring qualification lawfully required by 

successor contractor. 

3. If a successor contractor determines that fewer employees are needed than under 

the prior contract, qualified employees shall be retained by seniority within the job 

classification.  In determining those qualified employees, the successor contractor 

may require an employee to possess any license that is required by law to operate 

the equipment that the employee shall operate as an employee of the successor 

contractor. 
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4. The existing service contractor shall make available the number of employees who 

are performing services under the service contract and the wage rates, benefits, and 

job classifications of those employees to any entity that VTA identifies as a bona 

fide bidder.  Nothing in this section requires the successor to pay the same wages 

or offer the same benefits provided by the prior contractor. 

5. An employee who has not been offered employment or has been discharged in 

violation of this chapter, or his or her agent, may bring an action against the 

successor contractor in any superior court having jurisdiction over the successor 

contractor.  Upon finding a violation, the court shall order reinstatement to 

employment with successor contractor and award back pay, including the value of 

benefits, for each day of violation. 

In addition to these established requirements, Contractor shall submit to VTA 

detailed explanation of Health and Welfare benefits package offered to its 

employees.  This should include any medical and/or dental insurance plans, and 

any other special programs offered. 

SECTION 16:  ADDITIONAL SERVICES  

16.1 Additional Services 

VTA provides a variety of transportation solutions that create mobility for the residents of Santa 

Clara County. This contract is for the provision of paratransit services but shall not preclude VTA 

and Contractor from working together to develop, implement and service additional programs that 

can leverage the current paratransit infrastructure to provide additional services to the community 

and improve its rate of return.  Contractor shall have the ability to provide and implement 

additional short-term and long-term services outside the parameters of this contract.  

Upon request, Contractor shall agree to meet and discuss with VTA on possible additional future 

service needs and requirements. Contractor shall possess experience in providing transportation 

solutions above and beyond those of paratransit and be ready and able to take on such additional 

services. Examples of additional service can be but are not limited to partnering with social 

services agencies, senior communities, providing coordinated transportation services, travel 

training and delivering on-demand services that support VTA’s Fixed Route system and 

congestion management goals. Contractor shall make additional resources beyond the 

requirements of this Scope of Services such as such as staff, vehicles and infrastructure available 

as needed. Costs for additional services will be negotiated and agreed to by both parties and under 

rates different from those made by this paratransit agreement. Any additional service initiatives 

will be written in an agreement and added to the current contract as an amendment and will be 

invoiced and operated as a separate transportation program or programs.   

 

 



 

Page 85 of 92 

 

SECTION 17:  TERMS AND DEFINITIONS 

 

As used throughout the Scope of Services, Exhibits and Attachments, the following terms shall 

have the meanings set forth below: 

¾ Mile Service Corridor:  An area extending ¾ of a mile, in each direction, from an operating 

VTA fixed route line. 

Accident:  Any occurrence where an VTA owned or operated vehicle, or vehicle operated in VTA 

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 VTA 

owned or operated vehicle or; any situation that could result in legal liability on the part of VTA. 

ACD: Automatic Call Distribution system. 

ACCESS Paratransit Service: ACCESS Paratransit Service is VTA’s paratransit service 

element that began operating in October 1995.  ACCESS is a door-to-door service, for travel 

within areas comparable to VTA’s fixed route bus services (service area determined by VTA), 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.  

VTA’S ACCESS Service accepts reservations one to three days in advance. 

AVL:  Automatic Vehicle Locator system. 

Batch Scheduling: A method of scheduling whereby a group of trips is scheduled onto runs 

through a process of matching pre-scheduled subscription trips to a run template, then 

automatically “batching scheduling” demand trips onto the runs utilizing automated scheduling 

software. 

Cancel At Door (CD): An occurrence where the customer makes contact with the driver when 

he/she arrives at the pick-up location and cancels the trip.  For tracking purposes, a “cancel at the 

door” and a “no-show” are treated in the same manner. 

Conditional Eligibility: ACCESS eligibility status granted to those passengers who may 

sometimes have the ability to ride accessible fixed route vehicles. 

Completed Trip: A trip that has been performed within the negotiated parameters of both the 

customer and Contractors Reservationist. All completed trip information to include negotiated 

time, scheduled time, actual pick-up time, actual drop-off time and actual depart time shall be 

entered into Trapeze and be true, accurate and correct.    
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Contingency Vehicle: Revenue vehicles placed in an inactive fleet after reaching the end of their 

normal minimum useful life. 

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 VTA’s standard for ACCESS Service. 

Daily Vehicle Inspection Report: The Daily Vehicle Inspection Report documents the condition 

of the vehicle prior to leaving the yard or terminal for revenue service.  

Deadhead:  For paratransit services, refers to either miles or hours when a vehicle is not in 

revenue service including travel from yard to first pick-up, from the last drop-off back to the yard 

when released by the dispatcher and travel during operator breaks and other "out of service" times.  

The travel between scheduled pickups and drop offs, regardless of whether a passenger is on 

board, is not deadhead. 

Demand Booking: A service request for a single trip, or round trip, on a particular service day 

(as opposed to a recurring, subscription trip request).  Also known as Demand Service. 

Door Service:  Service in which the operator gets out of the vehicle and meets/escorts the 

passenger to or from the door or threshold of a residence, building, or main lobby of a public 

building.  This could occur at the trip’s origin and/or destination.  Door Service cannot be provided 

for those individuals whose pick-up or drop-off locations would cause the operator to lose sight 

of the vehicle or where the assistance by the operator may harm the individual, operator, or both.  

Operators may never enter a customer’s residence. 

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. 

Eligibility Appeal: The process where a consumer who has been determined to be ineligible for 

ACCESS Service may have the decision reviewed. 

Eligibility Denial: A consumer that has been determined to be ineligible for ACCESS Service 

because they do not meet the criteria established under ADA guidelines. 

Excessively Late Trip: A trip on which the vehicle arrives more than 30 minutes past the pick-

up window and the customer takes the trip. 
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Fare Evasion: The unlawful use of transit facilities by riding without paying the applicable fare. 

Field Incident Report: A report that describes the details of an incident, accident, or situation. 

Gate Hours: All accrued hours, or portions of an hour, from the time a vehicle pulls out of the 

yard to go into revenue service until the time it pulls back into the yard. 

Gate Miles: All accrued mileage from the time a vehicle pulls out of the yard to go into revenue 

service until the time it pulls back into the yard. 

Incident: Any event or episode on or within 100 feet of a VTA 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 VTA 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 Trip: For paratransit service, an occurrence where the vehicle arrives for the pick-up after 

the end of the negotiated 30-minute “pick-up” window or the scheduled “be-there” time.  

Loaded Schedule: A schedule in the Trapeze PASS scheduling software that is activated for 

viewing and scheduling activities in the schedule server.  Schedules are generally loaded based 

on the number of days in advance that the service accepts booking (service) requests. 

Major Mechanical System Failure: Failure of a mechanical element of a revenue service vehicle 

that prevents the vehicle from completing a scheduled revenue trip or proceeding to the next 

revenue trip because factual movement is limited because of safety concerns. 

Miles Between Road Call: The average distance in miles that a transit vehicle travels before 

failure of a vital component forces removal of the vehicle from the service.   

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 customer, within ADA and VTA 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. [See ACCESS Trip Negotiation Policy].   
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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. 

On-Board Time: The amount of time a passenger spends on the vehicle from the point of pick-

up to the point of drop-off. 

On-Time Pickup:  A vehicle shall be considered “on-time” if it arrives at the designated pickup 

location within the designated pick-up window.  The pick-up window is expressed as zero (0) to 

thirty (30) minutes after the Scheduled Time.  A vehicle may arrive up to 5 minutes prior to the 

Scheduled Time, and, if the customer boards, the trip will be considered as “on-time.” 

Open Returns: Open Return Trips allow customers to make reservations without specific time 

for a return ride.  On the day of service, customers can contact the reservation center when they 

are ready for return trip. The fare for these types of trips are charged at a premium defined in VTA 

fare policy. All Open Return trips are provided on a space-available basis only, provided once per 

day, provided within 90-minutes of the request and are provided no later than 8:00 PM. Open 

returns cannot be reserved with a fixed pick-up time and an Open return for the same trip. Trips 

are also not available for pickups at residences or for customers with subscription services.      

Other Mechanical System Failures: Failure of mechanical elements that, because of local 

agency policy, prevent the revenue vehicle from completing a scheduled revenue trip or from 

proceeding to the next scheduled revenue trip even though the vehicle is physically able to 

continue in revenue service.  Examples of Other Mechanical System Failures include breakdowns 

of wheelchair lifts, heating, ventilation and air conditioning and other problems not included in 

Major Mechanical System Failure. 

Outside the Service Area Trips: Allows customers to travel 1 mile beyond the ¾ mile ADA 

service area around VTA bus and light rail routes throughout Santa Clara County, including along 

ATHORITY bus routes in Morgan Hill, Gilroy and unincorporated County Communities. The 

fare for an Outside the Service Area trips is charged at a premium price outlined within VTA fare 

policy. 
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Passenger: Any person transported on a revenue service vehicle. 

Passenger Fare: The revenue earned from carrying a passenger in regularly scheduled service.  

Passenger Fares may include: the base fare, premium door-service fares, and other fares outlined 

within VTA’S fare matrix. 

Passenger Miles: A measure of service utilization, which represents the cumulative sum of the 

distances ridden by each passenger.  For example, ten passengers riding in a vehicle for two miles 

equals 20 passenger miles. 

Passengers Per Revenue Vehicle Hour (PPH): Passengers Per Revenue Vehicle Hour will be 

determined by dividing the total number of passengers transported by the number of Revenue 

Vehicle Hours operated during the same period. 

Pick-Up Window: The pick-up window is a thirty-minute window, expressed as zero (0) to thirty 

(30) minutes after the Scheduled Time. 

Polygon: An enclosed area (layer) on the system map within the Trapeze PASS scheduling 

software that identifies the system and ADA service areas. 

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). 

Premium Service: Premium services are offered by VTA that exceed the base service 

requirements of the ADA. These services are provided at a higher fare rate determined by VTA’S 

fare policy. Premium services include Open returns, Same-Day Service, Second Vehicle, 

Extended Service Area trips.  

Pull Notice Program: Employees who are required to have a Class A or Class B driver’s license 

or a special certificate or endorsement are required to be enrolled in the DMV Pull Notice 

Program, which provides automatic notification when a conviction, accident, or other action is 

posted to a driver’s DMV record. 

Reconciled Trip Data: All requests for trips shall be 100% reconciled against driver trip sheets, 

AVL systems and Trapeze Tracker Action notes to confirm all data is true, accurate and correct.   

Red Tagged: A vehicle that does not meet 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 VTA. 

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

the booking. 
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Report Time: The time allowed for an operator to report to the dispatcher, obtain instructions for 

the run, locate the revenue vehicle he/she is to operate, and depart the operating station to 

undertake the run. 

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.  

Revenue Vehicle Mile (RVM):  Revenue vehicle odometer reading taken from the location that 

the vehicle begins revenue service to the location that the vehicle ends revenue service, excluding 

mileage incurred during meal breaks, service breaks and mechanical breakdowns.   

Ride Time – Paratransit:  Ride time is the amount of time that a passenger spends on the vehicle.  

The current standard, under normal conditions, is that a passenger shall not be scheduled on a 

vehicle for more than 90 minutes from pick-up to drop-off.  For very long rides, the passenger’s 

on-board time should not be more than thirty (30) minutes longer than the comparable fixed route 

travel time at that time of day, including walking time to and from the bus stops, and time spent 

transferring between buses.  The Contractor shall ensure that no pattern of excessive passenger 

ride time develops.    

Same Day Cancel (CS): An occurrence where the customer calls and cancels their trip more than 

one (1) hour before the Scheduled Time on the day that the service is to be provided. 

Same Day Service: Same-Day Service is demand-responsive service available to individuals with 

ACCESS eligibility for trips within Santa Clara County.  This service is designed to be provided 

on a space-available basis only. Hours of request are between 8:00 AM and 4:00 PM. Pick-ups 

can be up to 3 hours from the time of request.      
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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. 

Slack Time: Any period of time when a revenue vehicle in paratransit service is available for 

passenger transport, there are no passengers on board, and the operator is not en-route to the next 

scheduled pick up. Slack time in excess of 45 minutes will not be counted in Revenue Vehicle 

Hours. 

Subscription Booking: 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. 

Supplemental Service:  Supplemental Service, provided by taxi and/or other subcontracted 

providers, is designed to provide additional capacity to VTA’S dedicated ACCESS Service fleet, 

to increase peak hour service capacity, manage VTA resources and increase system productivity. 

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 VTA’S 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. 

Triangulation: A method used to calculate distance between two points by drawing straight lines 

and right angles.  This method is most frequently used to give a more accurate calculation of the 

distance a vehicle will travel than the straight method. 

Trip-By-Trip Eligibility: ACCESS eligibility status granted to those passengers who can use 

fixed-route service for some trips, but require paratransit service for other trips. 

Trip Denial: Under the guidelines established by the ADA and VTA, Contractor may negotiate 

trip times with a customer within sixty (60) minutes before or after the time requested by the 

customer [See ACCESS Trip Negotiation Policy].  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 Refusal: Under the guidelines established by the ADA and VTA, Contractor may negotiate 

trip times with a customer within sixty (60) minutes before or after the time requested by the 

customer [See ACCESS Trip Negotiation Policy].  If a trip is available that meets the ADA and 
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ACCESS policy and the passenger does not accept the available trip, the request is to be 

considered a Trip Refusal. 

Unrestricted Eligibility: Unrestricted ACCESS eligibility status granted to persons who cannot 

independently use fixed route service due to disability. 

Unscheduled Booking: A trip request (booking) that has not yet been scheduled onto a 

vehicle/run. 

User Error Cancel (CE): An occurrence where a booking is cancelled because of an operator, 

scheduler or other error. 

Violation: In Trapeze PASS, a transgression of, or failure to comply with, a rule of obligation 

that has been programmed into the system.  

 



 
From: Board.Secretary  
Sent: Wednesday, August 31, 2016 2:54 PM 
To: VTA Board of Directors 
Subject: VTA 09/01/16 Board of Directors Meeting Information: Agenda Items #6.7; #7.1, and; #7.2.X.X. 
Importance: High 
 

VTA Board of Directors: 

 

Attached are the following additional documents for the September 1, 2016, VTA Board of Directors Regular 

Meeting: 

 

1) Agenda Item #6.7: Declaration of Surplus Property for Main and Hale Park and Ride, Morgan Hill 

a) Letter from Doug Muirhead, Interested Citizen, and staff response  

b) Graphic – Main and Hale Bus Transit Center 

2) Agenda Item #7.1: Community Workforce Agreements red line and clean version - updated language 

3) Agenda Item #7.2.X.X.: Updated Paratransit Request for Proposal Schedule 

 

Thank you. 

 

 

Office of the Board Secretary 

Santa Clara Valley Transportation Authority 

3331 N. First Street 

San Jose, CA 95134 

408.321.5680 

board.secretary@vta.org 

 

 

 

 
 

mailto:board.secretary@vta.org


 

 

Item #6.7: Surplus Property Morgan Hill Main @ Hale 

-----Original Message----- 
From: Board.Secretary  
Sent: Tuesday, August 30, 2016 11:08 AM 
To: Doug Muirhead 
Cc: Board.Secretary 
Subject: FW: VTA Board of Directors Meeting September 01, 2016 Item #6.7: Surplus Property Morgan 
Hill Main @ Hale 
 
Dear Mr. Muirhead; 
 
Thank for your email regarding the VTA bus park and ride lot at Main and Hale in Morgan Hill. VTA staff 
has recommended to the VTA Board that the 1-acre property be sold, as standard VTA bus stops can 
meet all transit needs at this location. The site is approximately three-quarters of a mile from the 
Caltrain station in Downtown Morgan Hill, and pursuant to Federal Transit Administration guidelines it 
does not qualify for a transit-oriented joint development project by VTA. 
 
VTA staff is unaware of any communications from the City of Morgan Hill during its prior General Plan 
process, or its current Morgan Hill Downtown Priority Development Area Plan effort, to the effect that 
the Main and Hale site should be retained as a bus park and ride lot, or that the City would prefer that it 
not be sold to the School District. VTA staff has been working closely with Morgan Hill’s Assistant City 
Manager for Community Development on the current Downtown planning effort and reviewed VTA’s 
plans for the Main and Hale site with her, prior to the School District’s involvement. 
 
We understand that in any community there is likely to be a range of opinions on what should be done 
with VTA-owned land that is no longer needed for transit use. VTA staff reviews local adopted land use 
plans for guidance on future uses of its property, and communicates with a local jurisdiction’s planning 
staff prior to recommending any action to the VTA Board. VTA looks to the sale of property no longer 
needed for transit use in order to generate funds for investment in other transit projects. Any person or 
entity who buys land from VTA assumes responsibility for obtaining all future land use approvals. 
 
VTA staff continues to work with City of Morgan Hill staff. If the VTA Board approves a sale and an 
agreement cannot be reached with the School District, VTA staff will work with City staff and other 
parties as specified in the Government Code to identify a purchaser and complete a sale. 
 
Sincerely, 
 
Ron Golem 
VTA Deputy Director, Real Estate & Joint Development 
___________________________________________________________ 
 
 
 
 

Mcgraw_A
Text Box
6.7



-----Original Message----- 
From: Doug Muirhead 
Sent: Monday, August 29, 2016 9:20 AM 
To: Board.Secretary 
Subject: VTA Board of Directors Meeting September 01, 2016 Item #6.7: Surplus Property Morgan Hill 
Main @ Hale 
 
Comments for the Public Record submitted by Doug Muirhead, a resident of Morgan Hill, for: 
  VTA Board of Directors 
    Meeting September 01, 2016 
    Item #6.7: Surplus Property - Morgan Hill Main @ Hale Park and Ride Lot 
  --- 
Dear VTA Board of Directors, 
 
I am concerned that your process for declaring as surplus and disposing of the Morgan Hill Main @ Hale 
Park and Ride Lot was initially treated solely as a VTA business decision. Morgan Hill in July completed a 
3-year General Plan update. With all the discussions on land use in the General Plan, Downtown 
development, and VTA/Caltrain station area plan, I feel strongly that a change in the use of this property 
should have been part of our conversation. I know that it was not brought to the attention of our 
Planning Commission nor to the General Plan Advisory Committee. 
 
Based on some information provided to me by Board Alternate Carr, this item first appeared several 
months ago at the Administration and Finance Committee. Fortunately, Mr. Carr was attending that 
meeting and had the item held. Following that meeting, Morgan Hill staff facilitated a meeting with VTA 
staff and MHUSD to talk about the site. 
It was from this meeting that MHUSD sent a formal letter to VTA expressing interest in the property. 
 
I am not opposed to the disposition, although I would have preferred to debate using the property for 
downtown housing and not just handing it over to the School District. 
 
But I would suggest that, in the future, you do not unilaterally put a property up for bid (your initial 
proposal) without first providing notice to the jurisdiction. 
 
Thank you for your consideration, 
Doug Muirhead, Morgan Hill 
 



Main and Hale Park and Ride 

Morgan Hill, CA 
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COMMUNITY WORKFORCE AGREEMENTS POLICY 
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1.0 Policy: 

The Santa Clara Valley Transportation (“VTA”) desires to adopt Community Workforce 

Agreements to promote careers in the construction industry for underrepresented workers 

and to allow VTA’s locally funded construction projects to proceed without labor 

disputes, in a timely and economically efficient manner.   

2.0 Scope: 

 This policy applies to VTA’s locally funded construction contracts with an original 

estimate construction value at or above two million dollars ($2,000,000).  VTA will 

analyze each project subject to this policy, on a contract by contract basis, to determine 

whether a Community Workforce Agreement (CWA) and/or a Project Labor Agreement 

(PLA) that includes targeted hiring provisions would further VTA’s best interests.  If it is 

determined that VTA’s interest would not be advanced by the implementation of a 

CWA/PLA for a particular project over $2,000,000, staff will do the following: (1) 

Ppresent a list of all CWA/PLA recommended projects to the Board of Directors for 

informational purposes; and (2) forward a list of any projects not recommended for 

CWA/PLA to the Board of Directors for approval. and a list of any projects not 

recommended for approvalCWA/PLA to the Board of Directors for approval.  

 Emergency repairs or remediation projects are excluded from this policy. prepare a 

resolution for Board action. 

 A CWA or a PLA with targeted hiring provisions would not be required for a 

construction contract where such inclusion would be prohibited by federal or state law or, 

if the inclusion would jeopardize state or federal funding available for the project, or if 

prohibited by contract with another public agency. 

 The types of projects that are most amenable to CWA/PLA usage are large construction 

projects that have a substantial financial requirement, are technically complex, involve multiple 

trades and have critical completion timelines .  

 Contractors and Subcontractors awarded construction projects that meet the application 

requirements of this policy must agree to enter into a CWA/PLA with targeted hiring provisions, 

as appropriate.  A CWA or a PLA with targeted hiring provisions would not be required for a 

construction contract where such inclusion would be prohibited by federal or state law, if the 

inclusion would jeopardize state or federal funding available for the project, or if prohibited by 

contract with another public agency. 

3.0 Jobs  Community Workforce Coordinator:  

 In order to facilitate training and employment opportunities, and for projects in which the 

VTA Board has adopted a resolution finding that a CWA/PLA is in the best interest of 
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VTA, VTA will require that the Contractor cooperate with the Community Workforce 

Coordinator designate a jobs coordinator to  facilitate the implementation of the targeted 

hiring requirements of this policy.   

4.0 Targeted Hiring 

 All VTA funded construction projects determined to benefit from a PLA shall include, as 

a provision of the PLA,  a hiring program for underrepresented individuals to be hired as 

State of California registered apprentices in the field of local construction. The hiring 

program shall include established utilization rates for hours to be performed by 

underrepresented workers who are graduates from a local pre-apprenticeship programs. 

State and/or County approved apprenticeship or pre-apprenticeship programs. 

 

5.0 Responsibilities: 

 The Engineering and Transportation Infrastructure Development (ETID) division of 

VTA, will ensure the scope of the project has been fully vetted. ETID will prepare 

appropriate documents for Board action, if needed. 

 The Procurement Contracts, & Materials Management (PCMM) department will ensure 

the CWA/PLA is included in bid documents where Board action has been taken. PCMM 

will also monitor the Contractor’s performance in meeting the terms of the CWA/PLA. 

 Real Estate and Joint Development staff will develop and implement similar procedures 

based on this policy. 

6.0 Definitions: 

 6.1 Community Workforce Agreement 

 Community Workforce Agreement, as used in this policy, shall mean a type of project 

labor agreement negotiated between a construction project owner and one or more labor 

organizations prior to the award of a construction contract that is designed to target 

disadvantaged or underrepresented workers for training and hiring.   

 6.2 Project Labor Agreement 

 Project Labor Agreement, as used in this policy, shall mean an agreement negotiated 

between a project owner and one or more labor organizations prior to the award of a 

construction contract that are designed to eliminate potential project delays resulting from 

labor strife, ensure a steady supply of skilled labor on a project, and provide a 

contractually binding means of resolving worker grievances.  PLAs may include 
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provisions regarding training and hiring of targeted workers, similar to a community 

workforce agreement. 

 6.3 Contractor/Subcontractor 

 Means any individual firm, partnership or corporation, or combination thereof, including 

joint ventures, which is an independent business enterprise and which has entered into a 

contract with VTA the Agency or any of its contractors or subcontractors or owner 

operators of any tier, with respect to the construction of any part of the project(s) under 

contract terms and conditions approved by VTA. 

 6.4 Underrepresented Worker 

 Means an individual who, prior to commencing work on a project, is a current or past 

recipient of Social  Public Services, such as Social Services, Reentry and Foster Care 

programs, or others such as those offered by Santa Clara County. It also includes veterans 

of U.S. military service, the homeless, unemployed or low-income individuals; at-risk 

youth, a survivor of human trafficking or who faces another identified barrier to secure 

employment. 

 6.5 Community Workforce Coordinator 

 Means the work2future Workforce Development Board, or another entity as determined 

by mutual written agreement of VTA and the Santa Clara and Benito Counties Building 

& Construction Trades Council. The Community Workforce Coordinator is responsible 

for maintaining an up-to-date list of Ttargeted Wworkers who are available for work with 

their current contact information, and will provide this list upon request to any contractor 

working under a CWA/PLA. 

7.0 Summary of Changes: 

 New policy. 

8.0 Approval Information: 

Prepared by Reviewed by Approved by 
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Alberto Lara 

Director, Business Services 

 

 

 

 

Carolyn Gonot 

Director, Engineering & 

Transportation Infrastructure 

Development 

 

 

 

 

Nuria I. Fernández 

CEO/General Manager 
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1.0 Policy: 

The Santa Clara Valley Transportation (“VTA”) desires to adopt Community Workforce 

Agreements to promote careers in the construction industry for underrepresented workers 

and to allow VTA’s construction projects to proceed without labor disputes, in a timely 

and economically efficient manner.   

2.0 Scope: 

 This policy applies to VTA’s construction contracts with an original estimate 

construction value at or above two million dollars ($2,000,000).  VTA will analyze each 

project subject to this policy, on a contract by contract basis, to determine whether a 

Community Workforce Agreement (CWA) and/or a Project Labor Agreement (PLA) that 

includes targeted hiring provisions would further VTA’s best interests.  If it is determined 

that VTA’s interest would not be advanced by the implementation of a CWA/PLA for a 

particular project over $2,000,000, staff will do the following: (1) present a list of all 

CWA/PLA recommended projects to the Board of Directors for informational purposes; 

and (2) forward a list of any projects not recommended for CWA/PLA to the Board of 

Directors for approval.   

 Emergency repairs or remediation projects are excluded from this policy. A CWA or a 

PLA with targeted hiring provisions would not be required for a construction contract 

where such inclusion would be prohibited by federal or state law or if the inclusion would 

jeopardize state or federal funding available for the project. 

3.0  Community Workforce Coordinator:  

 In order to facilitate training and employment opportunities, and for projects in which the 

VTA Board has adopted a resolution finding that a CWA/PLA is in the best interest of 

VTA, VTA will require that the Contractor cooperate with the Community Workforce 

Coordinator  to  facilitate the implementation of the targeted hiring requirements of this 

policy.   

4.0 Targeted Hiring 

 All VTA construction projects determined to benefit from a PLA shall include, as a 

provision of the PLA, a hiring program for underrepresented individuals to be hired as 

State of California registered apprentices in the field of local construction. The hiring 

program shall include established utilization rates for hours to be performed by 

underrepresented workers who are graduates from a local pre-apprenticeship programs.  
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5.0 Responsibilities: 

 The Engineering and Transportation Infrastructure Development (ETID) division of 

VTA, will ensure the scope of the project has been fully vetted. ETID will prepare 

appropriate documents for Board action, if needed. 

 The Procurement Contracts, & Materials Management (PCMM) department will ensure 

the CWA/PLA is included in bid documents where Board action has been taken. PCMM 

will also monitor the Contractor’s performance in meeting the terms of the CWA/PLA. 

 Real Estate and Joint Development staff will develop and implement similar procedures 

based on this policy. 

6.0 Definitions: 

 6.1 Community Workforce Agreement 

 Community Workforce Agreement, as used in this policy, shall mean a type of project 

labor agreement negotiated between a construction project owner and one or more labor 

organizations prior to the award of a construction contract that is designed to target 

disadvantaged or underrepresented workers for training and hiring.   

 6.2 Project Labor Agreement 

 Project Labor Agreement, as used in this policy, shall mean an agreement negotiated 

between a project owner and one or more labor organizations prior to the award of a 

construction contract that are designed to eliminate potential project delays resulting from 

labor strife, ensure a steady supply of skilled labor on a project, and provide a 

contractually binding means of resolving worker grievances.  PLAs may include 

provisions regarding training and hiring of targeted workers, similar to a community 

workforce agreement. 

 6.3 Contractor/Subcontractor 

 Means any individual firm, partnership or corporation, or combination thereof, including 

joint ventures, which is an independent business enterprise and which has entered into a 

contract with VTA the Agency or any of its contractors or subcontractors or owner 

operators of any tier, with respect to the construction of any part of the project(s) under 

contract terms and conditions approved by VTA. 

 6.4 Underrepresented Worker 

 Means an individual who, prior to commencing work on a project, is a current or past 

recipient of  Public Services such as Social Services, Reentry and Foster Care programs 

or others offered by Santa Clara County. It also includes veterans of U.S. military service, 
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the homeless, unemployed or low-income individuals; at-risk youth, a survivor of human 

trafficking or who faces another identified barrier to secure employment. 

 6.5 Community Workforce Coordinator 

 Means the work2future Workforce Development Board, or another entity as determined 

by mutual written agreement of VTA and the Santa Clara and Benito Counties Building 

& Construction Trades Council. The Community Workforce Coordinator is responsible 

for maintaining an up-to-date list of targeted workers who are available for work with 

their current contact information, and will provide this list upon request to any contractor 

working under a CWA/PLA. 

7.0 Summary of Changes: 

 New policy. 

8.0 Approval Information: 

Prepared by Reviewed by Approved by 

 

 

 

 

Alberto Lara 

Director, Business Services 

 

 

 

 

Carolyn Gonot 

Director, Engineering & 

Transportation Infrastructure 

Development 

 

 

 

 

Nuria I. Fernández 

CEO/General Manager 

 



Tentative Schedule updated as of 8/30/16 

Paratransit Services  

 

TENTATIVE SCHEDULE DUE DATE 

REQUEST FOR PROPOSAL (RFP) ISSUED 2-Sept-16 

Pre-Proposal Conference 19-Sept-16 

Site/Facility Visits (TBD) 19-Sept-16 

Deadline for Receipt of Written Questions from Prospective Proposers 26-Sept-16 

VTA Responses and/or Addendum Issued 3-Oct-16 

TECHNICAL & PRICE PROPOSALS DUE 31-Oct-16 

Proposal Review and Evaluation Process 7-Nov-16 

Interviews with Selected Contractors Nov-16 

Staff Recommendation of Selected Contractor 15-Dec-17 

APPROVAL of Recommended Contractor by Board of Directors 5-Jan-17 

Start-Up Meeting between Staff & Contractor 3-Apr-17 

Transition and Start-Up Period Begins 3-Apr-17 

COMMENCEMENT OF REVENUE SERVICE 1-Jul-17 
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From: Board.Secretary  
Sent: Thursday, September 01, 2016 12:52 PM 
To: VTA Board of Directors 
Subject: From VTA: September 1, 2016 VTA Board of Directors' Meeting  
Importance: High 
 

VTA Board of Directors: 

 

We have a number of critical items for tonight’s agenda that require more than a majority vote.  Among them 

are:  

 

 Consent Items #6.9 through 6.11, which requires 8 votes  

 Item #7.2.X, Emergency procurement, which requires 10 affirmative votes 

 

Staff will request that these items be considered earlier in the meeting (immediately after orders of the day or 

until such time we have 10 board members on the dais) to ensure that we have enough Board members to vote.   

 

Please plan to attend promptly at 5:30 p.m.  

 

Also, please see attached comments from Ms. Camille Erin Llanes-Fontanilla, Executive Director, Somos 

Mayfair, expressing support for Agenda Item #7.1 – Community Workforce Agreements. 

 

Thank you. 

 
 
Office of the Board Secretary 

Santa Clara Valley Transportation Authority 

3331 N. First Street 

San Jose, CA 95134 

408.321.5680 

board.secretary@vta.org 

 
 

 

 
 

mailto:board.secretary@vta.org


 
From: Camille Fontanilla  
Sent: Wednesday, August 31, 2016 11:37 AM 
To: General Manager; Board.Secretary 
Cc: josue 
Subject: Support  
 

Dear esteemed VTA Board Members and Ms. Nuria Fernandez,  
  
I am wiring this email to demonstrate Somos Mayfair’s support of implementing a VTA wide 
Community Workforce Agreement.  With your approval and support, this new VTA policy, in conjunction 
with The Building Trades Council, will put many members of our community on a path to a career in the 
construction trades. This agreement will increase opportunities available to:      
 

 Foster Youth 

 At Risk Youth  

 Homeless 

 Veterans 

 Re‐entry  

 
We support this Workforce Agreement because we believe in increasing access to opportunities for 
our most marginalized community members, to close the equity gap in our Valley.  
 
Somos Mayfair is a grassroots, community organizing nonprofit focused on closing the opportunity 
and achievement gaps in our low‐income, marginalized communities. For us, it is critical to partner 
with organizations that help to uplift low income, communities of color, to ensure the vibrancy and 
sustainability of our Valley for generations to come. 
 
If you have any questions, feel free to contact me directly.  
 
Warm regards,  

 
Camille Erin Llanes‐Fontanilla, M.P.A.  
Executive Director  
Somos Mayfair  
370B S. King Rd.  
San José, CA 95116 
(408)937‐2576 
Fax (408)251‐6987 
cfontanilla@somosmayfair.org  
www.somosmayfair.org 
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