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EXHIBIT A 
PVTA TRANSPORTATION SERVICES 

SCOPE OF WORK 
February 4, 2020 

 
OVERVIEW 
The Pomona Valley Transportation Authority (PVTA) transportation services consist of  three 
dedicated vehicle service components and five supplemental or demand response service 
components. The components are listed below along with their estimated annual service levels. 
 
The service modes along with their service volume estimates are detailed below: 
 

 Dedicated Vehicle Services  
 1.  Get About van or dedicated vehicle service (24,000 VRH) 
 2.  Claremont Group Service (Operates as the dedicated vehicle portion of Claremont Dial- 
      Ride (1,250 VRH). 
 3.  Pomona Group Service (750 VRH) 
 
Demand Response Services 
 1.  Get About Supplemental Service (20,000 passenger trips) 
 2.  Get About Ready Now (22,000 passenger trips) 
 3.  One Step Over the Line (6,000 passenger trips) 
 4.  Claremont Dial-a-Ride-Demand Response (18,000passenger trips) 
 5.  San Dimas Dial-a-Cab (22,000 passenger trips) 
 
SECTION 1 - DEFINITIONS 
As used throughout this Scope of Work, exhibits and attachments, the following terms shall 
have the meanings set forth below: 
 
Advanced Reservation - Describes the process of requesting trips and receiving trip 
confirmation prior to the day service is requested. 
 
Americans with Disabilities Act of 1990 (ADA) - Federal civil rights legislation which mandates 
accessibility for people with disabilities.  Included is a requirement that all public transit 
agencies operating fixed route bus service provide complementary paratransit service to 
persons functionally unable to use accessible fixed route systems. 
 
CONTRACTOR - Shall signify vendor selected and under contract with PVTA to provide 
transportation services. 
 
Curb-to-Curb Service -   A type of paratransit service where, on both the origin and destination 
ends of the trip, the driver 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. 
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Deadhead -   For dedicated vehicle services, refers to either miles or hours when a vehicle is not 
in revenue service including travel from the yard to the first pick-up, from the last drop-off back 
to the yard when released by the dispatcher.  The travel between scheduled pickups and drop 
offs, regardless of whether a passenger is on board, is not deadhead. 
 
Demand Response - Describes a service that does not require advance reservation and trips can 
be requested the same day (also referred to as "same day", "real-time" or "immediate 
response"]. 
 
Door-to-Door Service -A type of paratransit service where, on both the origin and/or 
destination end of the trip, the driver gets out of the vehicle and meets/escorts the passenger 
to the door of the main lobby, residence, or building.   The driver is responsible for assisting the 
passenger throughout the trip.  Drivers are not allowed to enter a residence and must keep the 
vehicle in sight at all times. 
 
Dwell Time -The amount of time spent by vehicle and driver at each pick-up and drop-off 
waiting for the passenger(s) to appear, during passenger boarding, deboarding and wheelchair 
securement.   Dwell time is included in the Vehicle Revenue Hour computation. 
 
Federal Transit Administration (FTA) - A branch of the U.S. Department of Transportation 
(USDOT) established to improve transportation throughout the nation.  The FTA provides 
funding and assistance to regional transportation agencies, among various other programs. 
 
General Public Paratransit Vehicle (GPPV) - Means any motor vehicle designed for carrying no 
more than 24 persons and the driver, that provides local transportation to the general public, 
including transportation of pupils at or below the 12th - grade level to or from a public or 
private school or school activity, under the exclusive jurisdiction of a publicly operated transit 
system through one of the following modes:  dial-a-ride, subscription service, or route deviated 
bus service.  {California Motor Vehicle code Section 336} 
 
Holidays - The official holidays are:  New Year's Day; Memorial Day; Independence Day; Labor 
Day; Thanksgiving Day; and Christmas Day. 
 
Late Trip Cancellation - Shall mean any trip cancellation that is received in the Call Center 120 
minutes or less from the scheduled pick-up time.” 
 
Missed Trip - Any scheduled trip on which the Dial-a-Ride vehicle arrives more than 60 minutes 
after the scheduled pick up time or does not arrive at all. 
 
No-Show -A scheduled passenger who does not appear at the designated location for vehicle 
boarding within 5 minutes of an on-time vehicle arrival or calls the reservation office to cancel 
the trip less than one (1) hour before the scheduled pick-up time. 
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On-Time Pickup - For PVTA services- for advance reservation trips, a vehicle shall be on-time if 
it arrives at the designated pickup location no more than 5 minutes prior to the scheduled 
pickup time or no more than 15 minutes after that time.  For demand response trips, a vehicle 
shall be on-time if the vehicle arrives at the designated pickup location within 45 minutes of the 
passenger’s call for a pickup.  
 

Passenger Trip – A passenger trip shall be counted as any person transported on a revenue 
service vehicle. 
 

Subscription Service - Paratransit trips to and from the same origin and destination at the same 
time and day at least once a week.  Subscription services do not require the passenger to call in 
their request for each trip; only to cancel for one or more days 
 

Vehicle Revenue Hour - For dedicated vehicle service, a vehicle revenue hour shall be defined 
as any sixty-minute increment of time, or portion thereof, that a vehicle is available for 
passenger transport within the established hours of service.  A vehicle is available for passenger 
transport from the time it arrives at its first pick-up address and ends when it has completed its 
last passenger drop-off.  If the first scheduled pick-up is a no-show, the vehicle arrival time at 
that stop shall still be used for computation of vehicle service hours, however, this rule shall not 
apply to late trip cancellations.  Vehicle revenue hours are also known as "vehicle service 
hours". 
 

For the fixed route service, a vehicle revenue hour shall be defined as any sixty-minute 
increment of time, or portion thereof, that a vehicle is in revenue service, including 
layover/recovery time but excluding deadhead, training operators prior to revenue service and 
road tests. 
 
Vehicle revenue hours, for all services, shall exclude any meal breaks, service breaks, fueling 
time, mechanical breakdowns and time a vehicle is down due to an accident.  Drive time to and 
from breaks and lunch breaks will be excluded. 
 
Vehicle Revenue Miles - The mileage incurred by a vehicle while operating a Vehicle Revenue 
Hour. 
 

SECTION 2 - PVTA DUTIES AND RESPONSIBILITIES 
 
2.1 Management 
  

PVTA will have an Administrator reporting directly to the PVTA Board of Directors and 
responsible for administering the contract and monitoring and evaluating the service.  
CONTRACTOR's Project Manager will report directly to the Administrator. 
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2.2  System Planning, Administration, Marketing 
 

PVTA will be responsible for system design, setting of fare levels and transfer policies, 
productivity analysis, marketing and promotion.  CONTRACTOR will be expected to 
provide input to assist PVTA in making determinations on these matters as requested.  
PVTA may develop and implement a form of fare media that will be accepted in lieu of 
cash fares.  PVTA shall prepare, print and provide the CONTRACTOR all schedules, 
passes, tickets, and like materials required by PVTA operations. 
 
PVTA will work in conjunction with the various governmental agencies and with the 
CONTRACTOR to ensure that effective coordination is achieved among all public 
transportation services provided in the PVTA service area boundaries by other 
operators. 
 
PVTA shall prepare, place, schedule and pay for all advertising and promotional 
materials designed to inform patrons of service operations and to promote ridership.   
CONTRACTOR shall distribute and disseminate such materials in accordance with the 
provisions of the Agreement and any supplemental direction provided by PVTA. 

 
2.3 Equipment 
 
2.3.1 Vehicles  
 

1. PVTA shall provide CONTRACTOR the vehicles set forth in ATTACHMENT 2, Fleet 
Schedule and Equipment List dated February 4, 2020 These vehicles are owned 
by either PVTA or the  City of Claremont.  These vehicles shall be used only for 
activity directly related to PVTA transportation services including PVTA 
Supplemental and Demand Response services unless otherwise authorized by 
PVTA.   

 
2. Vehicles listed in in ATTACHMENT 2, Fleet Schedule and Equipment List are 

provided by the PVTA "as is" and no allowance shall be granted the contractor 
for any item of a deferred maintenance in PVTA-provided vehicles. 

 
3. PVTA or the City of Claremont will provide exempt registrations for all revenue 

service vehicles provided for the operation of PVTA’s transportation program. 
Note that four of the minivans have been purchased with local funds. These 
vehicles can be made available, if desired, for use in the Supplemental 
Contractor’s private business, when not required for PVTA services, at a cost of 
$250.00 per vehicle, per month. In such case, commercial licensing of these 
vehicles will be the responsibility of the Supplemental Contractor. Four federally-
funded minivans are provided at no cost but can only be operated in PVTA 
services.” 
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2.3.2 Radios 
 
PVTA shall provide CONTRACTOR with radios set forth in ATTACHMENT 2. Radios are offered on 
an "as is" basis. CONTRACTOR shall be responsible for proper maintenance, licensing and 
replacement when required of said equipment and  shall comply with all applicable federal 
statutes and regulations in connection with such use. PVTA will be responsible for "air time" 
charges for PVTA-provided radios and any Contractor-provided replacement units. At the 
expiration of this contract, all replacement units, shall become the property of PVTA with no 
further compensation and all radio equipment shall be returned in working order, save normal 
wear and tear. 
 
2.3.3 Telephone System 
 
PVTA will make available to the CONTRACTOR an Alt Gen Max 100R server phone system (call 
director) more fully described in ATTACHMENT 2. CONTRACTOR shall be responsible to fully 
familiarizing themselves with the phone system and for proper licensing, and maintenance of 
the system. CONTRACTOR will be responsible to supply all additional phone equipment 
required for the service.  If the CONTRACTOR does not plan to use the PVTA supplied call 
director, the CONTRACTOR should specify the system the CONTRACTOR will use. The following 
telephone numbers are the property of PVTA and shall be made available to CONTRACTOR for 
operation of PVTA transit services during the term of this Agreement and any extensions 
thereof: 

 --(909)596-5964 Get About and One Step 
 --(909)770-8038 Ready Now 
 --(909)623-0183 Claremont Dial-a-Ride 
              --(909)622-4435 San Dimas Dial-a-Cab 

At the termination of this contract, these phone numbers shall be released by CONTRACTOR at 
the request of PVTA. 
 
2.3.4 Computer Hardware and Software 
 
CONTRACTOR shall be responsible to provide all necessary computer hardware, software and 
any other additional equipment required to operate the services described in this Request for 
Proposal. 
 
SECTION 3 - CONTRACTOR DUTIES AND RESPONSIBILITIES-OPERATIONS 
 
CONTRACTOR shall perform the duties and accept the responsibilities set forth below in 
connection with its operation of PVTA Transportation Services.  The omission of a duty or 
responsibility herein below shall not relieve CONTRACTOR of its obligation to perform such duty 
or accept such responsibility, so long as it is usual, customary, and generally accepted within 
the public transportation industry as being an integral element of operating public 
transportation system and services of a kind and character such as PVTA transportation 
services. 
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3.1 General Overview 
 
CONTRACTOR shall be responsible for management and operation of the PVTA’s dedicated 
vehicle services, including the dedicated vehicle portion of the Get About system, the 
Claremont and Pomona Group services, and any additional services purchased by the PVTA. The 
CONTRACTOR shall also be responsible to provide either directly or via subcontractors PVTA’s 
Supplemental and Demand Response services. CONTRACTOR shall coordinate, manage, and 
control all necessary program activities which shall include:  maintain all vehicles, provide 
drivers and all project personnel, train personnel as necessary, develop administrative 
procedures, financial records, and develop methods to improve effectiveness and maximize 
service efficiency. 
 
CONTRACTOR will obtain and provide all required State and local permits and ensure that all 
drivers are properly licensed for service they are providing.  CONTRACTOR must also have all 
applicable State and local business licenses or procure same prior to the start of service.  PVTA 
will provide for vehicle licenses and registration. 
 
Service shall be managed by CONTRACTOR in accordance with the guidelines and parameters 
established herein and the attachments hereto. All facilities, equipment, fuel, supplies and 
services required in the operation and management of said services shall be furnished by 
CONTRACTOR unless specifically identified to be contributed by PVTA. 
 
3.1.1 General Overview-Dedicated Vehicle Services 
 
Get About Dedicated Vehicle Services 
The Get About transportation dedicated vehicle service provides primarily advance - 
reservation, door-to-door, shared-ride transportation to seniors 60 years of age and above and 
individuals with disabilities certified eligible by PVTA.  Requests for service may be made up to 7 
days in advance.  Trips taken on a regular basis at the same day and time can be set up as 
subscription trips.  Same day and immediate trip requests are accommodated if capacity is 
available.  The CONTRACTOR shall be responsible to manage the level of subscriptions to 
provide efficient service and maintain the capability to accept some advance reservation trip 
requests during all hours of service.  Get About is an area-wide service offering direct 
transportation throughout the cities of Claremont, La Verne, Pomona and San Dimas.  Get 
About offers service to destinations beyond the four cities as far west as Grand Avenue and on 
the east to the Montclair Place, Montclair TransCenter and Montclair Hospital Medical Center. 
 
The Get About service operates the following days and hours: 
 
Weekdays (Monday-Friday)     6:00 a.m. - 7:30 p.m. 
Saturdays    8:30 a.m. - 5:00 p.m. 
Sundays    7:30 a.m. - 5:00 p.m. 
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Claremont and Pomona Group Dedicated Vehicle Services 
CONTRACTOR shall be responsible for the operation of the Claremont and Pomona Group 
services.  The Group services are advance reservation demand response services for groups of 
six or more.  The services are available 6:00 a.m.- 7:30 p.m. weekdays and 7:00 a.m.-6:00 p. m., 
Saturday and Sunday. The services are estimated at a total of 2,000 Vehicle. Revenue Hours 
annually.  These services can be integrated into the fleet operations of Get About.  Billing for 
these services as well as operating data must be tracked separately. In the case where a vehicle 
leaves Get About service to provide Group service, the travel to the pick-up location as well as 
travel from Group service back to Get About service may be included in the billable Vehicle 
Revenue Hours, but shall not be added to the Vehicle Revenue Hours for NTD purposes.  
 
3.1.2 General Overview – Supplemental and Demand Response Services 
 
Get About Supplemental Services 
PVTA allows the CONTRACTOR to provide up to 22,000 passenger trips annually to supplement 
the Get About dedicated vehicle service. The CONTRACTOR will receive all Get About trip 
requests and will be responsible for allocating a portion of these requests to the supplemental 
service to maximize the cost effectiveness, quality, accessibility and productivity of the Get 
About service. The CONTRACTOR will be responsible for management of the allocation of rides 
to the supplemental service in order to maximize the benefit to the overall Get About service.  
PVTA reserves the right to establish and adjust service parameters for Get About including but 
not limited to: increasing or decreasing the number trips authorized as well as the type and 
location of trips to be allocated to the supplemental provider. The successful CONTRACTOR 
must have the demonstrated ability to work to effectively manage a same-day trip brokerage 
setting.   

Get About-Ready Now 
PVTA has received federal funding for a same day, immediate response shared-ride 
transportation program designed as a Get About premium service. The CONTRACTOR or 
designated subcontractor will be required to maintain a reservation line, receive trip requests, 
verify rider eligibility and provide trips to these riders within the Get About service area.  

Get About "One Step Over the Line" 
PVTA has federal funding to provide shared-ride transportation to senior and disabled 
individuals to destinations in San Bernardino County east of the Get About boundary as far as 
Mountain Avenue. Service is also provided to PVTA approved medical destinations located 
further east in San Bernardino County. The CONTRACTOR or designated subcontractor will be 
required to maintain a reservation line, receive trip requests, verify rider eligibility and provide 
trips within the ONE STEP OVER THE LINE service area. PVTA will compensate the CONTRACTOR 
based on flag drop and mileage for One Step Over The Line trips. 

Claremont Dial-a-Ride (DAR)-Demand Response 
Claremont DAR is an immediate response, general public, shared ride dial-a-ride.  The 
CONTRACTOR or designated subcontractor will receive trip requests directly and will be 
required to provide a dedicated local number.  Ride reservations can be made up to seven days 
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in advance.  All Claremont DAR riders must be registered, and the CONTRACTOR shall be 
responsible to verify riders’ eligibility. Service will be limited to within the City of Claremont and 
destinations outside of Claremont designated by the City of Claremont via PVTA.  The service 
will operate from 6:00 a.m. to 10:00 p.m., Monday – Saturday and 6:00 a.m. to 6:00 p.m. 
Sundays.  Services to elderly and disabled persons and riders under the age of 16 shall be 
available 24 hours per day, seven days a week.  
 
San Dimas Dial-a-Cab-Demand Response 
San Dimas Dial-a-Cab is an immediate response, shared ride, general public, dial-a-ride.  The 
CONTRACTOR or designated subcontractor will receive trip requests directly and will be 
required to provide a dedicated local phone number for the service. Ride reservations can be 
made up to seven days in advance. The service operates within the City of San Dimas.  Elderly 
and disabled riders picked up within San Dimas may travel within the City and to destinations 
within extended boundaries. The extended boundaries are Grand Avenue on the West and 
Garey Avenue to the East.  The extended boundaries are between Foothill Blvd. on the North 
and San Bernardino Freeway on the South.   General public riders can travel within San Dimas 
and to medical facilities within the extended boundaries.  San Dimas also allows travel to 
designated medical facilities beyond the extended boundaries. Any rider taken outside of City 
by Dial-a-Cab can make their return trip using Dial-a-Cab. The service operates 24 hours per 
day, seven days per week.  
 
3.2 Supplemental and Demand Response Operations 

The CONTRACTOR will be responsible to provide directly or assign trips to the Contractor’s 
Supplemental and Demand Response providers. The assignment of Get About trips to the 
Supplemental Get About 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 
and Demand Response services 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. 

3.2.1 Driver Training 

The CONTRACTOR shall ensure that all employees and contracted personnel engaged in 
Supplemental and Demand Response services delivery are properly trained in accordance with 
this provision.  Any driver, dispatcher, supervisor must meet the following minimum training:   
 

• Drivers, Dispatchers and Supervisors:   
Passenger Assistance Training (PAT): utilizing the CTAA PASS model, McDonald 
Transportation (Ft. Worth, Texas) or University of Wisconsin model or approved equal      
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• 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 and Demand 
Response services providers maintain accurate and detailed records of training provided to all 
personnel 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 the dedicated vehicle service provider 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 PVTA for inspection upon request.  Each 
employee shall be assigned a unique employee number for purposes of comment tracking 
and/or special incident investigations.  

3.2.2 Accidents 

The CONTRACTOR shall be responsible for ensuring that all accidents and/or incidents occurring 
on Supplemental and Demand Response Services, along with any required supporting 
documentation, are reported to the appropriate PVTA staff within the required timeline 
parameters.   

3.2.3 Collection of Fares 

The Supplemental and Demand Response providers shall collect fares for service as established 
by the PVTA. These fares can be collected in cash, coupons or other media from each 
passenger.    

3.2.4 Drug and Alcohol Testing  

The CONTRACTOR shall be responsible for ensuring that the Supplemental and Demand 
Response providers comply with all requirements of the Federal Transit Administration in 
regard to the testing of safety sensitive employees for drug and alcohol use  

3.2.5 Complaints 

The CONTRACTOR shall be responsible for investigating and resolving complaints made 
regarding services delivered by Supplemental and Demand Response services, utilizing the 
same timeline pertaining to dedicated vehicle service.  All drivers assigned to Supplemental and 
Demand Response services are required to have an identification number for the purposes of 
tracking service comments received from PVTA users.       
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3.2.6 Vehicles 

The CONTRACTOR shall be responsible to supply all vehicles required for the performance of 
the Supplemental and Demand Response services provided by the CONTRACTOR pursuant to 
this Agreement. The CONTRACTOR may utilize the vehicles from PVTA described in 
ATTACHMENT 2, Fleet Schedule and Equipment List to partially meet these requirements. 
Wheelchair accessible vehicles shall be available within the same service parameters (e.g. 
response time) as the CONTRACTOR’S service to ambulatory passengers.  The CONTRACTOR 
shall maintain a sufficient number of operational accessible vehicles acceptable to PVTA to meet 
PVTA’s performance standards. The wheelchair accessible vehicles shall meet all ADA 
requirements. 

3.2.7 Vehicle Standards 

The determination of the number of vehicles required for service is the responsibility of the 
Supplemental and Demand Response provider. The Supplemental and Demand Response 
services provider shall provide an equipment list of all authorized vehicles proposed for use 
within this program monthly, which shall include, year, make, model, mileage, vehicle 
identification number (VIN) and seating capacity. All vehicles, at a minimum, must comply with 
Federal Motor Vehicle Standards (FMVSS) to be eligible for operation under this agreement.  

All vehicles (including replacement vehicles) must: 

• Display the PVTA placard while in service. 

• 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 
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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 
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.  

• 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 and Demand Response 
services 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 
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noted, and that all defects identified are corrected in accordance with 
manufacturer's specifications prior to vehicle being placed in service. 

• A service animal will be considered a passenger for vehicle capacity purposes. 
 

3.2.8. Dedicated Drivers and Vehicles in Supplemental and Demand Response Service 

PVTA may request the Contractor or its subcontractors provide drivers and vehicles dedicated 
to the PVTA Supplemental and Demand Response service. These dedicated vehicles shall 
operate only in PVTA service and shall not accept trips for other services during their dedicated 
shift.  PVTA shall compensate the contractor for dedicated vehicles and drivers at a rate per 
vehicle service hour. Rides provided by the dedicated driver may be included in the 
CONTRACTOR’S per trip service billings to PVTA. The number and hours of service for dedicated 
drivers and vehicles shall be determined by PVTA and may be adjusted periodically by PVTA to 
meet service needs.  PVTA will initially authorize three (3) dedicated drivers and vehicles of 
eight (8) hours. PVTA shall have the right of approval of personnel selected to serve as 
dedicated drivers.   

3.3  Service Standards-All PVTA Services 
 
CONTRACTOR shall strive at all times to provide service in a manner that will increase system 
productivity while achieving customer service expectations.  Recognizing that the goals of 
productivity and customer service levels may conflict, the following standards are intended to 
be reasonably attainable by CONTRACTOR, fair to the customer, and consistent with PVTA 
expectations.  
 
At the option of PVTA, PVTA may assess payment deductions for substandard performance.  
Failure to enforce any deduction for any such substandard performance shall not serve to 
invalidate said criteria nor preclude future enforcement of that penalty. During the first 90 days 
of this agreement no penalties will be assessed by PVTA. 
 
CONTRACTOR and PVTA shall periodically meet to evaluate performance of the system based 
upon these standards.  If the standards are not fulfilling their intended purpose, they shall be 
adjusted based upon recommendations made by CONTRACTOR with concurrence and final 
decision by the PVTA Administrator.  Should it be found that CONTRACTOR's performance has 
contributed to CONTRACTOR's failure to achieve these standards, CONTRACTOR shall take all 
reasonable actions requested by PVTA to correct deficiencies in performance.  Should 
deficiencies persist, PVTA may take whatever additional action is necessary by the 
circumstances and provided for in the AGREEMENT of which this Scope of Work is a part.   
 
Below is a summary of the PVTA’s standards and any potential payment deductions associated 
with failure to meet the standards. 
 
 



13 
 

 
      PVTA SERVICE STANDARDS 
 

Performance Criteria Standard Deduction Service 

1.  On-Time Performance >90% - Dedicated 
  Vehicle Service 

$2500 per month for 
each month <85% 

Get About 
 

1a. >90% Supplemental 
& Demand Service 

$1,000.00 per month 
for any supplemental 
or demand service 
<90% 

Supplemental & 
Demand Service  

2.  Productivity >3.6 Passenger 
Trip per Vehicle 
Revenue Hour 

Billable VRH  
Limited based on 
productivity and on-
time performance 

Get About 

3.   Average Wait-Time 
     (time between a demand 
      service request and a pick-up) 

<30 minutes  All Services 

4.   Average Ride Time <30  All Services 

5.   Rides Over 60 minutes <2%  All Services 

6.    No-Shows <4%  All Services 

7.    Average Hold Time 
       (Reservation) 

<75 sec. $50 for every day of 
>120 sec hold time 

All Services 

      Minimum # GPPV drivers > 10  All Service 

8.   Valid Complaints <2per month $500 >5 per month Get About 

9.  Maximum Referrals to Get 
About Supplemental Service 
        

<1900 per month 
(unless pre- 
approved by PVTA) 

 Get About 

10.  CHP Terminal Inspection 
        Dedicated Vehicles 

Satisfactory rating $5,000 for  
Unsatisfactory rating 

All Services 

11.  Wheelchair Availability No wheelchair lift 
failure in service 

$250.00 per failure All Services 

12.  Preventive Maintenance for 
all PVTA supplied vehicles 

PMI within 3,000 
miles  

$200.00 per PMI later 
than every 3,500 miles 

All Services 

13.  Uniforms All drivers  required 
to wear proper 
uniforms 

 All Services 

 

3.4  PVTA Transportation Services Operating Standards 

The CONTRACTOR shall be responsible for ensuring that all services are operated in accordance 
with the following operating standards, requirements and procedures: 

• Passengers shall at all times be rendered safe, courteous service in accordance with all 
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applicable laws, ordinances and regulations. 

• Shared rides must be utilized whenever possible. 

• A fully accessible vehicle must be used as required for passengers in wheelchairs or 
other mobility devices who require transportation.  Transferring/carrying individuals 
from wheelchairs to the seat of a vehicle is strongly discouraged, except for a rider who 
can transfer without any assistance and who requests service in a non-accessible 
vehicle. 

• Services are provided to PVTA-eligible passengers only. Unauthorized passengers are 
not to be transported while operating PVTA services.   

• The Supplemental and Demand Response providers 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 or persons who is traveling with a 
“service animal.”  The term “service animal” is legally defined in the Americans with 
Disabilities Act of 1990 (ADA), in the regulations for Title III, 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 or persons who are a threat to the health, 
safety, or welfare of transportation staff or other passengers due to consumer’s violent, 
seriously disruptive or illegal conduct.  The Supplemental and Demand Response 
provider must consult with CONTRACTOR prior to any refusal of service to any consumer 
except in emergency situations where safety dictates immediate action.    

• Upon rider request, an Estimated Time of Arrival (ETA) for all late vehicles will be 
provided.    

• The service providers shall ensure that riders are picked up within the established on-
time pick up window based on the pickup time provided to the rider by the 
CONTRACTOR. The driver must contact the dispatcher 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. Dispatch staff must attempt to reach 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.    

• Service providers shall be responsible for compliance with any and all requirements for 
the provision of child restraint devices. The CONTRACTOR will determine if child 
restraint devices are required for the rider or companion during the reservation process.  
If the passenger does not have proper child restraint devices at the time of pick up, the 
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trip shall be marked as a “Cancel at the Door.” 

• Emergency Calls.  All in-service emergency calls to the police, 911 or an ambulance, as 
appropriate. In such cases service providers will notify the CONTRACTOR immediately. 

• Damage to Wheelchairs.  Provider shall be responsible for and remedy any damage 
caused to a wheelchair or other customer mobility device that occurs in its operations. 

 
3.5 PVTA Incentive Program Dedicated Vehicle Services 
 
PVTA has established a performance incentive program for drivers, dispatchers, mechanics and 
managers of the Dedicated Vehicle service.  If the incentives standards are met the incentive 
amounts will be paid to the CONTRACTOR for distribution directly to CONTRACTOR employees 
on an equitable basis.  All incentives received by the CONTRACTOR shall go to the identified 
staff.  PVTA will pay Contractor for applicable payroll taxes and benefits.  CONTRACTOR shall 
provide PVTA monthly with a distribution list showing incentive receipts and amounts paid. 
Since these incentives are in addition to contractually-required payments to the CONTRACTOR, 
PVTA reserves the right to adjust incentive standards, conditions and amounts periodically at its 
sole discretion. PVTA will consult with CONTRACTOR regarding development of and 
adjustments to the incentive program. 
 
The incentive package currently being contemplated is as follows: 
 
1. An individual driver incentive based on attendance, productivity and job performance of 
 $100 per month. 
 
2. A dispatcher incentive to each full time Get About dispatch and reservation staff 
 member for any month achieving the following performance levels: 
 

On-Time Performance Productivity Bonus 

92% or above 3.6 or higher $150 

90% or above and less than 92%  3.6 or higher  $125 

 
3. A mechanic's incentive of up to $500.00 based on fleet inspections by PVTA's third 
 party auditor and the CHP terminal inspections.  The amount of the incentive payment 
 shall be determined by the PVTA. 
 
4. A managerial incentive of up to $750.00 per quarter.  The managerial incentive will be 
 based on an evaluation of management performance by the PVTA Administrator.  The   
 amount of the incentive shall be determined by PVTA. 
 
3.6 Operations - Program Management and Personnel 
 
CONTRACTOR shall provide operations management at a level and capability sufficient to 
oversee its functions and employees.  CONTRACTOR shall be responsible for the employment 
and supervision of all employees necessary to perform PVTA transportation operations.  Such 
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responsibilities shall include employee recruitment, screening, selection, training, supervision, 
employee relations, evaluation, retention and termination. 
 
The CONTRACTOR shall be solely responsible for the satisfactory work performance of all 
employees and for meeting any reasonable performance standard described in this Scope of 
Work or established by the PVTA.  The CONTRACTOR shall be solely responsible for payment of 
all employees' and/or subcontractor's wages and benefits, in accordance with the payment 
schedules established for this project.  CONTRACTOR's personnel wages and work hours shall 
be in accord with the local, county, and State regulations affecting such personnel.   
 
Without any expense to the PVTA, the CONTRACTOR shall comply with the requirements of 
employee liability, worker's compensation, employment insurance, and social security.  The 
CONTRACTOR shall hold harmless the PVTA from any liability, damages, claims, costs, and 
expenses of any nature arising from alleged violations of personnel practices. 
 
CONTRACTOR shall use appropriate driver screening and selection criteria in order to employ 
drivers.  These criteria will include Department of Motor Vehicles license check and physical 
examination sufficient to meet all applicable requirements for PVTA transit vehicle and service 
operations. 
 
CONTRACTOR shall develop, implement, and maintain an employee substance abuse/alcohol 
abuse-testing program, subject to PVTA approval, for all employees in safety-sensitive positions 
including personnel engaged in the operation, maintenance and control of PVTA vehicles and 
equipment.  Such program will meet all applicable federal requirements including the employee 
substance/abuse/alcohol abuse-testing requirements of the Federal Transit Administration and 
the requirements of the Omnibus Transportation Employee Test Act of 1991 and related 
supplements and amendments. 
 
CONTRACTOR shall at all times comply with applicable state and federal employment laws, 
including section 1735 of the California Labor Code and Title VI of the Civil Rights Act of 1964, as 
amended. 
 
Nothing in this section shall be construed by either CONTRACTOR or PVTA to be in conflict with 
the language and intent of Article 4, Independent CONTRACTOR, of the AGREEMENT. 
 
3.6.1 Training Program  
 
CONTRACTOR shall develop, implement, and maintain a formal training and retraining program 
that shall be subject to review and approval by PVTA.  An outline of the training program, 
including periodic updates, shall be on file in the office of the PVTA.  All drivers, dispatchers, 
telephone information personnel, and supervisors shall participate in the program. 
 
CONTRACTOR shall implement and maintain a specific training and retraining program for all 
drivers.  The program must provide a fixed minimum number of hours of training for new 
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employees, including classroom instruction, behind the wheel training under supervision of a 
certified instructor, and in-service training.  The program shall include, but not necessarily be 
limited to, instruction covering applicable laws and regulations and defensive driving practices, 
PVTA operating policies and procedures, employee work rules, vehicle safety inspection, 
equipment care and maintenance, customer relations and passenger conduct.  Drivers shall be 
trained to operate all types of vehicles, wheelchair lifts and lock system, and other equipment 
that they may be expected to use in the PVTA services. 
 
CONTRACTOR shall prepare and furnish to PVTA for approval prior to initiation of service an 
Employee Handbook.  The Employee Handbook will be provided to all drivers, dispatchers, 
telephone operators and supervisors and shall include, at a minimum, the following subject 
areas:  driver's rules; accident/incident policies; radio policies and procedures; fare policies and 
procedures; fog and inclement weather policy; vehicle inspection, care and maintenance policy 
and procedures; reporting procedures; and pertinent sample forms. 
 
Dispatchers, telephone operators, supervisors, and any other personnel who may from time to 
time be assigned to provide telephone information on telephone reservation lines shall be 
trained in customer relation skills, telephone manners, accident/incident procedures, fares, Get 
About reservation procedures, and operating policies.  Operations control personnel assigned 
to trip scheduling and vehicle dispatching duties shall have a knowledge of applicable 
procedures and professional techniques. 
 
3.6.2 Personnel Management 
 
CONTRACTOR shall make all reasonable efforts to ensure that employees having contact with 
the public in the course of their duties are of good moral character.  Any such employee who is 
convicted of a felony or a crime involving moral turpitude before or during the time of his/her 
employment shall not be permitted to continue to hold a position of employment involving 
contact with the general public. 
 
CONTRACTOR shall remove from PVTA services any personnel provided by the CONTRACTOR 
for the performance of the work described herein up on request of the PVTA.  Said request shall 
indicate the cause for such request.  The PVTA shall be notified of new hires or reassignments 
of project management personnel.  
 
CONTRACTOR shall be responsible to recruit a sufficient number of bilingual (Spanish and 
English) employees to ensure that the bilingual communications requirement is met.  All drivers 
in PVTA service shall be fluent in English.  At least one bilingual employee shall be available to 
receive trip reservation and customer service requests during all hours of service operation.  A 
minimum of six drivers in the Dedicated Vehicle Service shall be bilingual.  At least three of the 
dispatch and reservation staff shall be fluent in English and Spanish. CONTRACTOR shall 
maintain up-to-date personnel roster that shall be provided to PVTA monthly. The 
CONTRACTOR’S staffing plan shall provide sufficient training resources to ensure an adequate 
number of properly trained drivers and other personnel to staff PVTA operations. The 
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CONTRACTOR’S personnel management shall provide for the proper level of road supervision of 
the PVTA transportation services.  
 
3.6.3 Union Representation 
 
The drivers and staff of the current dedicated vehicle service provider are represented by the 
Amalgamated Transit Union.  
 
3.6.4 Project Manager 
 
Subject to the approval of PVTA, the CONTRACTOR shall designate and provide the services of a   
Project Manager.  Project Manager shall be assigned to the project on a forty-hour per week 
basis unless an alternate allocation of the Project Managers time is specifically approved by 
PVTA as part of the proposal and contract negotiations.  Any change in the allocation of the 
Project Manager’s time shall be subject to negotiation and the written approval of PVTA. The 
Project Manager will provide supervision and the management of the project's accounts and 
operating records and will report directly to and coordinate closely with the Administrator.  The 
Project Manager shall be available by telephone or in-person during all hours of the operational 
day to make decisions or provide coordination as necessary at the request of PVTA.  The Project 
Manager shall show by decision and action to be competent in all aspects of the PVTA's 
services. 
 
The CONTRACTOR shall provide for a change in the Project Managers upon six weeks' notice by 
PVTA.  CONTRACTOR shall not replace the Project Manager without written consent of the 
PVTA, unless the Project Manager will no longer be employed by CONTRACTOR.  The Project 
Manager being proposed will be required to serve a minimum two-year term at the PVTA 
project before any reassignment will be considered.  If Project Manager is to be replaced, 
CONTRACTOR shall submit the resume and qualifications of a replacement acceptable to PVTA 
no later than fifteen (15) working days prior to the departure of the incumbent Project 
Manager. 
 
Should the position of Project Manager remain unfilled for a period of thirty (30) days or more, 
PVTA may deduct the Project Manager’s compensation from CONTRACTOR’s payments. 
 
3.6.5 Operations Manager 
 
The CONTRACTOR shall designate an Operations Manager to assist the Project Manager in 
carrying out all activities relative to PVTA operations.   Appointment of the Operations Manager 
shall be subject to the approval of PVTA. 
 
3.6.6 Reservation and Dispatch Personnel 
CONTRACTOR shall provide trained personnel to answer telephone requests for service 
beginning one-half hour prior to the startup of service each day until the return of the last 
revenue vehicle to the CONTRACTOR's facility. For the Claremont Dial-a-Ride and San Dimas 
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Dial-a-Cab, a reservations capability shall be provided 24-hours a day, 7-days a week. 
CONTRACTOR shall provide an adequate number of reservation and dispatch personnel to 
receive calls, schedule trips, dispatch rides to vehicles.  Dispatch staff will also be responsible to 
assign trips for performance by the appropriate service provider and to promptly and 
accurately transmit said requests to this provider.  CONTRACTOR shall provide sufficient staff to 
maintain an average hold time throughout the service day of no more than 75 seconds on the 
Get About reservation line. 
 
 Reservation and dispatch personnel shall be adequately trained in the operations of the 
scheduling and dispatch software. Personnel shall be trained to be sensitive to the special 
needs of elderly and disabled individuals and shall respond to requests for service with both 
sensitivity and efficiency. The CONTRACTOR shall designate a lead dispatcher familiar with the 
operations and characteristics of PVTA services as well as the scheduling and dispatch 
 
3.6.7 Driver Standards and Duties 

 All drivers in PVTA service 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 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. Contractor 
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, 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. 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, 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.  

•  All service providers will be responsible for supplying the CONTRACTOR with any 
operational data required for the preparation of reports or passenger surveys. 
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•  Collect and safeguard all passenger fares. 

•  Comply with all applicable Federal, State and County 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 their 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.   

•  Contact 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. 

•   Appropriately announce their presence 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. Supplemental and Demand 
Response drivers will be required to wear the following basic uniform:  Solid color 
button down shirt, black pants and black shoes. 

•   No playing of audio/visual equipment in vehicles will be allowed unless such equipment 
is used by a passenger with a headset and kept at a level not audible to other 
passengers or the driver. Drivers may not play audio or video equipment while 
passengers are in the vehicle. 

•  Provide written reports of accidents or incidents that occur within 24 hours of the 
occurrence.   
 

CONTRACTOR shall ensure that drivers do 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 
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 
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for duty; or while under the influence of liquors, narcotics or controlled substance of 
any kind (excluding doctors’ prescriptions which do not impair driver’s driving ability and 
for which an operator has advised his/her supervisor of its use in accordance with 
requirements of Motor Carrier Safety Regulations (49 CFR 391.41—391.49)). 

• Gambling in any form. 

• Smoking and other uses of tobacco while on duty except in places or at times designated 
for that purpose.  No smoking is permitted in any service vehicle at any time.  

• Carrying of pistols, 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. 

• Physically touching and/or assisting a client without first obtaining the client’s 
permission to do so. 

• Unprofessional conversation, behavior, jokes, or comments which can be construed as 
sexual harassment or offensive to others. 

• Entering a rider’s home. 

• The use of a personal cell phone when passengers are in the vehicle, other than in 
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 person audio equipment when passengers are 
in the vehicle.   

 
Complaints against drivers’ and or dispatchers’ behavior will be received by the PVTA.  Drivers 
or other service personnel or subcontractors or their personnel who accumulate five (5) valid 
complaints, placed by five (5) different customers, in any 12 month period may be removed 
from the program.   
  
CONTRACTOR shall ensure that a criminal background check is performed on all service 
personnel prior to their hire for any position involving contact with PVTA customers.  No 
individual performing under this contract or a subcontract hereof may have ever 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 in the past five years.  

Service providers shall provide the CONTRACTOR with a list of all drivers performing 
transportation 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. Providers shall obtain and maintain on file a copy of the 
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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 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.   

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 the PVTA approval criteria.  
Results of these investigations and driver application shall become a part of the driver’s official 
file and available for CONTRACTOR or PVTA review upon request, except to the extent already 
maintained by PVTA.  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.  Service providers 
shall, prior to a driver being placed into service under the program, ensure that a DOJ 
fingerprint background check has been obtained.  Motor Vehicle Reports shall be reviewed 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.  Any driver determined to not 
be in compliance with the requirements stated in this paragraph shall immediately be removed 
from service.     

3.6.8 Dedicated Vehicle Service Drivers 
 
All drivers shall be certified as having completed CONTRACTOR's formal training course for new 
vehicle operators as approved by PVTA and be licensed with a valid California Class B operator's 
license with appropriate certifications and medical card.  Drivers shall meet all applicable 
requirements as established by the California Highway Patrol (CHP).  CONTRACTOR shall comply 
with requirements of the California DMV's Pull Notice Program and with the Federal Transit 
Administration's Drug and Alcohol testing regulations.  Drivers for general public services shall 
have GPPV certification for general public paratransit vehicles.  CONTRACTOR must maintain a 
minimum of ten (10) GPPV-certified drivers at all times.   
 
Drivers shall be trained in the special skills required to provide transportation to elderly and 
disabled individuals.  Drivers shall assist passengers confined to wheelchairs in boarding and 
shall assist with tiedowns.  Get About is a door-to-door service. All drivers shall be fully familiar 
with its policies.  Drivers shall assist passengers who have difficulty negotiating the steps of the 
vehicle.  Get About drivers will assist all passengers in boarding.  Drivers shall be trained to 
operate all types of buses, wheelchair lifts and securement systems, and other equipment that 
they may be expected to use in PVTA services. 
 
Regularly assigned drivers and trained back-up drivers shall be available and on time daily to 
ensure consistent and reliable service.  Drivers shall be in uniform provided by the 
CONTRACTOR acceptable to PVTA.  Uniform shall include both shirt/blouse and slacks.  Drivers 
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shall wear name tags clearly displaying their names while performing their duties.  Uniforms 
shall clearly display the logo of PVTA.  Uniforms shall be subject to the review and approval of 
PVTA.  Each driver shall have an accurate time piece available and in clear sight at all times 
during vehicle operation. 

 
3.7 Ride Reservation, Vehicle Scheduling and Dispatch System 
 
The CONTRACTOR shall utilize a systematic method to schedule and transport passengers using 
dial-a-ride buses that have been proven to be effective in a similar system elsewhere.  The 
method should be capable of accommodating both advance reservations and requests for 
immediate service and of integrating all demand for service into efficient vehicle tours that 
maximize productivity.  CONTRACTOR scheduling and dispatch systems shall be integrated in 
such a way as to allow seamless communication between the CONTRACTOR and any 
subcontractors providing PVTA service. The CONTRACTOR shall be responsible to monitor rider 
conduct, including number of no-shows by rider and make recommendation to PVTA regarding 
possible corrective actions. The CONTRACTOR shall provide all required hardware and software 
for the operation of the scheduling and dispatch system.  
 
3.8 Telephone Reservation and Information System 
 
Except for the phone equipment available from PVTA described in Section 2.3.3, the 
CONTRACTOR shall provide telephone equipment and all telephone information and dispatch 
personnel necessary to effectively respond to incoming calls at a quality and level consistent 
with Get About patron demand, and in strict accordance with the operating days and hours set 
forth herein.  CONTRACTOR shall make special efforts to respond to telephone service and 
information requests from patrons who have hearing disabilities or whose primary language is 
other than English.  CONTRACTOR will provide the capability to receive and accommodate 
telephone calls from callers with limited English proficiency (predominantly Spanish speaking) 
during all hours when service reservations may be made.   CONTRACTOR shall provide sufficient 
phone lines for the reservation function.  CONTRACTOR shall bear all applicable tolls and 
charges associated with maintaining and operating the reservation phone lines and equipment.  
Upon termination of the contract, all phone numbers will be released to PVTA upon request. 
The CONTRACTOR shall provide adequate office phone lines to facilitate communication 
between CONTRACTOR’s Project Manager and the PVTA. 
 
3.9 Fare Policy and Handling 
 
Fares shall be determined by the PVTA. Fare changes shall be made at the option of PVTA.  
Drivers will be required to honor special passes, collect, cancel and/or validate passes and 
tickets and or fare cards. CONTRACTOR shall assure that each patron pays the appropriate fare 
prior to being provided transportation service.  The CONTRACTOR's drivers will, when 
requested by the PVTA, hand out notices to passengers or otherwise render assistance to PVTA 
customer relations, promotion, monitoring and supervisorial functions. 
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All fares collected in the performance of PVTA services shall be the property of the Pomona 
Valley Transportation Authority.  All fares including tickets and coupons shall be collected by 
the operator and recorded daily, reported to the Pomona Valley Transportation Authority 
monthly.  The amount of the collected fares must correspond to the reported number of 
passengers carried. 
 
The Project Manager shall retain all tickets and coupons and  as back-up documentation for the 
reported amount of fares collected.  Said documentation shall be turned over to PVTA monthly.  
The total amount of the cash fares collected for all is to be retained by the CONTRACTOR and 
deducted from CONTRACTOR's monthly service charge.  PVTA reserves the right to conduct fare 
reconciliation audits. 

 
3.10 Safety Program 
 
CONTRACTOR shall assume full responsibility for assuring that the safety of passengers, 
operations personnel, and vehicles and equipment are maintained at the highest possible level 
throughout the term of this AGREEMENT.  CONTRACTOR shall comply with all applicable FTA, 
CHP and OSHA requirements. 
 
CONTRACTOR shall develop, implement, and maintain full compliance with California Law (SB 
198) requiring a formal illness and injury prevention program 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 said Illness and Injury Prevention Plan, including evidence of compliance with SB-198, 
and subsequent program updates to PVTA.  
 
CONTRACTOR shall participate in the State of California Department of Motor Vehicles 
"Employer Pull Notice Program" for appropriate monitoring of employer driver license activity.   
 
CONTRACTOR will require all drivers, control room personnel, vehicle maintenance mechanics, 
and supervisors to participate in the safety program. 

 
3.11 Road Supervision 
 
CONTRACTOR shall provide road supervision as necessary to monitor drivers and vehicles, assist 
drivers in revenue service, and respond to accidents/incidents. 
 
3.12 Accident, Incident, and Complaint Procedures 
 
Prior to initiating services under this agreement, CONTRACTOR shall develop, implement and 
maintain formal procedures, subject to PVTA review and approval, for response to accidents, 
incidents, service interruptions, and complaints.  Such occurrences to be addressed include, but 
are not necessarily limited to:  vehicle accidents, passenger injuries, passenger disturbances, in-
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service vehicle failures, lift failures on vehicles in service, and vehicles operating more than 
thirty (30) minutes behind promised schedule.   All traffic accidents involving transit system 
vehicles, irrespective of injury, shall be reported to the Los Angeles County Sheriff or Highway 
Patrol or other local law enforcement as appropriate.  CONTRACTOR will advise such agency of 
the accident and request a police unit to investigate the accident. 
 
The PVTA Administrator shall be notified in person or by telephone within thirty (30) minutes of 
the occurrence of any accident or incident involving a PVTA or City of Claremont vehicle or 
service that requires emergency services and/or the transport for medical treatment of a 
passenger, a member of the public or an employee of the CONTRACTOR.  A written follow-up 
report shall be provided to PVTA within one (1) business day of such accident or incident.  In 
the event of an accident or incident that results in property damage or loss only, CONTRACTOR 
shall notify PVTA in writing within 1 business day of the event and provide a written report 
within three (3) business days. 
 
3.13 Emergency; Natural Disasters 
 
In the event of an emergency or natural disaster, CONTRACTOR shall make available, to the 
maximum extent possible, transportation and communications services and facilities to assist 
PVTA in responding to such incidents.  To the extent that PVTA requires CONTRACTOR to 
provide such emergency services and facilities, CONTRACTOR shall be relieved of the obligation 
to fulfill the duties and responsibilities to operate services hereinabove described.  Further, 
CONTRACTOR shall be entitled to be paid reasonable compensation for providing such 
emergency services and facilities over and above the usual compensation, provided however, 
that the amount of such compensation and time of its payment shall be mutually agreed upon 
by CONTRACTOR and the PVTA following the conclusion of the emergency or disaster, or at 
such other time as they may mutually agree. 

 
3.14 Operations and Maintenance Facility 
 
CONTRACTOR shall be responsible for securing, establishing and maintaining a facility for the 
operation, maintenance and administration of PVTA transportation services.  With the approval 
of PVTA, such facility may be shared with operation of similar services for another client 
agency.  CONTRACTOR's telephone reservation and dispatch operations for PVTA may be 
located at a separate location subject to PVTA's approval. 

 
At a minimum, the operations and maintenance facility shall have the following: 
 

• A location that is located within the PVTA service area or within 5 miles of the 
PVTA service area and which has been agreed to in writing by PVTA. 

• An enclosed workspace sufficient to allow maintenance personnel to service at 
least two (2) Type III transit vehicles simultaneously and be protected from the 
weather. 



26 
 

• A paved shop floor capable of withstanding the weight of a Type III transit 
vehicle. 

• Adequate area to clean the vehicles in accordance with the AGREEMENT and 
applicable Federal Clean Water requirements. 

• Adequate secured storage area for tools, equipment and parts. 

• A security-fenced, paved and lighted area for overnight vehicle parking with 
adequate space for all vehicles. 

• Adequate appropriately equipped, space for administrative personnel, staff, 
driver lounge or ready room, and training/safety meetings. 

• A furnished operations office to house reservation, scheduling and dispatch 
personnel room, including computer equipment, scheduling/dispatch 
equipment, adequate desks, tables, chairs, and other equipment as may be 
appropriate. 

• An adequate drivers’ room 

• All tools and equipment necessary to perform periodic repairs and the 
preventive maintenance activities for gasoline powered vehicles. 

• All tools and equipment necessary to perform periodic service and adjustments 
and make mechanical repairs. 

• Facilities and equipment necessary to clean the vehicles and equipment in 
accordance with the specifications. 

 
4.0 CONTRACTOR's Maintenance Responsibilities 
 
CONTRACTOR shall perform the duties and accept the responsibilities set forth below in 
connection with the maintenance of vehicles and equipment.  The omission of a duty or 
responsibility herein below shall not relieve the CONTRACTOR of its obligation to perform such 
duty or accept such responsibility, so long as it usual, customary and generally accepted within 
the public transportation industry as being an integral element of operating a public 
transportation system of a kind and character such as PVTA transportation services. 

 
CONTRACTOR's duty and responsibility to maintain all vehicles and equipment shall not be 
delegated to any other person, firm or corporation without explicit written PVTA approval. 

 
4.1 Maintenance - General 
 
CONTRACTOR shall be responsible for the maintenance of all vehicles, communication systems, 
and all other equipment, furnishings, and accessories required in connection with its operation 
of PVTA transportation services in a clean, safe, sound, and operable condition at all times, and 
fully in accordance with any manufactured-recommended maintenance procedures and 
specifications, as well as with the applicable requirements of any federal or state statute or 
regulation.  In this regard, CONTRACTOR shall provide all labor, repairs, parts, supplies, 
maintenance tools and equipment, lubricants, solvents, service facilities and such other 
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components, and service which may be required to fulfill its maintenance responsibilities, at 
CONTRACTOR's sole cost and expense. 

 
4.2 Maintenance Management and Personnel 
 
4.2.1 Maintenance Management 
 
CONTRACTOR shall designate and provide the services of a qualified Maintenance Manager, 
subject to the approval of PVTA.  This individual may be the lead mechanic and shall be 
assigned to PVTA maintenance operations on an acceptable fleet to mechanic ratio. 
 
The Maintenance Manager shall provide proactive resource management including but not 
limited to: preventive maintenance scheduling and supervision, repair supervision, technical 
training, and such other activities as may be necessary to ensure the performance of 
CONTRACTOR's maintenance duties and responsibilities. 
 
The Maintenance Manager shall have a minimum of three years experience managing and 
supervising the maintenance functions of a shop similar in size and complexity to the services 
herein described.  The Maintenance Manager shall have a minimum of five years journeyman 
level experience with gasoline engines, air conditioning systems, wheelchair lifts, and farebox 
systems.  This experience shall include work on vehicles similar to those used in the PVTA 
services. 
 
Should the services of the Maintenance Manager become unavailable to CONTRACTOR, the 
resume and qualifications of the proposed replacement shall be submitted to PVTA for approval 
as soon as possible, but in no event later than five (5) working days prior to the departure of 
then incumbent Maintenance Manager, unless CONTRACTOR is not provided with such notice 
by the departing employee.  PVTA shall respond to CONTRACTOR within three (3) working days 
following receipt of these qualifications concerning acceptance of the candidate for 
replacement Maintenance Manager. 
 
4.2.2 Maintenance Personnel 
 
In addition to the Maintenance Manager CONTRACTOR shall hire and employ other 
maintenance and service personnel as necessary to properly maintain and service the vehicles 
in PVTA service. 
 
Maintenance personnel assigned to work on PVTA, and City of Claremont vehicles and 
equipment shall have the necessary skills to: 

• Conduct preventive maintenance inspections and complete associated 
paperwork; 

• Inspect vehicle engines, transmissions, and other mechanical, electric, and 
electric parts and components; 
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• Diagnose vehicle engine, transmission, electrical and electric component system 
problems; and 

• Repair vehicle engines, transmissions, and other mechanical, electric, and 
electronic parts and components 

 
4.3 Preventive Maintenance  
 
Vehicle preventive maintenance for all vehicles in PVTA service must be performed in 
accordance with vehicle manufacturer’s recommended Preventive Maintenance Inspection 
(PMI) requirements. Service providers shall develop a preventive maintenance plan and 
maintain records which detail the work performed for each vehicle inspection. These records 
must be available for review by PVTA.  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. 
Supplemental and Demand Response service provider is responsible to ensure adequate 
technical training and appropriate technician certifications are available for review and 
approval.  CONTRACTOR shall document and submit a proactive preventive maintenance 
program for review and approval by PVTA prior to the effective date of this AGREEMENT. 
 
4.3.1 Preventive Maintenance Requirements for PVTA and City of Claremont Vehicles 
 
As a minimum, CONTRACTOR's preventive maintenance program shall adhere to the preventive 
maintenance schedules and standards of the industry, and shall be sufficient so as not to 
invalidate or lessen warranty coverage of any PVTA or City of Claremont vehicle or associated 
equipment.  Adherence to preventive maintenance schedules shall not be regarded as 
reasonable cause to defer maintenance in specific instances where CONTRACTOR's employees 
observe that maintenance attention is needed.  Preventive maintenance inspections and 
servicing for all PVTA and City of Claremont vehicles shall occur not less than every 3,000 miles 
or forty-five days whichever is less for vehicles in revenue service.  Preventive maintenance 
shall comply with California Highway Patrol for General Public Paratransit Vehicles.  
CONTRACTOR shall be responsible to secure CHP General Public Paratransit Vehicle 
Certification for all vehicles used in general public service. CONTRACTOR shall pay all fees 
required to secure such certification. 
 
CONTRACTOR shall not defer maintenance for reasons of shortage of maintenance staff or 
operable vehicles, nor shall service be curtailed for the purpose of performing maintenance 
without prior written consent of PVTA.  Preventive maintenance and running repairs shall 
receive first priority in the use of CONTRACTOR's maintenance resources.  CONTRACTOR shall 
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adjust the work schedules of its employees as necessary to meet all scheduled services and 
complete preventive maintenance activities according to the schedule approved by PVTA. 
 
4.4 General Maintenance Policies 

 

• All wheelchair lift-related equipment shall be inspected, serviced and lubricated 
at intervals necessary to ensure that the wheelchair lifts are fully operational 
whenever the vehicle is used in revenue service. 

• Brake inspections and adjustments shall be performed at intervals that ensure 
the safe and efficient operation of the braking system. 

• All components of the vehicle bodies, appurtenances, and frames shall be 
maintained in a safe, sound and undamaged condition at all times.  Damage 
(including body, glass, and all appurtenances) shall be repaired in a professional 
manner within three weeks (21 calendar days) of occurrences. 

• All mechanical, electrical, fluid, air, and/or hydraulic systems shall be maintained 
in a safe and fully functional, as designed, condition at all times. 

• The interior passenger compartment shall be free of exhaust fumes from the 
engine, engine compartment, and exhaust system of the vehicle. 

• Heating, ventilation and air conditioning (HVAC) systems shall be maintained and 
used to ensure that the passenger compartment temperature is comfortably 
maintained under all climatic conditions at all times on all in-service hours.  
CONTRACTOR shall maintain the A/C systems in an operable condition 
throughout the entire year. 

• All parts, materials, tires, lubricants, fluids, oils and procedures used by 
CONTRACTOR on all PVTA and City of Claremont vehicles and equipment shall 
meet or exceed OEM Specifications and requirements. 

 
4.5 Daily Vehicle Servicing and Safety Checks 

 
Service providers shall perform daily vehicle servicing of all vehicles and equipment used in 
PVTA revenue service.   For purposes of this AGREEMENT, daily servicing shall include, but not 
be limited to: 

 

• Fueling 
• Engine oil level; 

• Transmission fluid level; 

• Radiator/Reservoir coolant level; 

• Power steering fluid level; 

• Windshield wipers/Washers; 

• Tire wear and tire inflation levels;  

• Directional signals and flashers; 

• Headlights; 

• Brakes and lights; 

• Parking brake;  
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• Mirrors for damage and properly set; 

• Horn operation; 

• Heater/Air conditioner; 

• Gauges; temperature, fuel, charging, oil pressure;  

• Speedometer/Trip meter;  

• Ignition key/Fob; 

• Check for leaks under the vehicle; 

• Check inside engine compartment for leaks or loose items; 

• Seatbelts; 

• Windows open and close as per manufacturer specifications; 

• Windshield free from cracks; 

• Lifts/Ramps (as applicable); 

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

• Wheels, tires and lug nuts: 

• Interior sweeping and dusting 

• Exterior and interior visual inspection 

 
CONTRACTOR shall develop, implement, and maintain a written checklist of items including in 
the daily servicing of each vehicle.  The checklist shall be utilized and kept on file for PVTA  
review.  This checklist requirement may incorporate or supplement CHP-required driver's pre-
trip safety inspections. 
 
4.6        Maintenance Evaluations and Random Vehicle Safety Inspections 
 
All vehicles within the program and vehicles added later are subject to random safety 
inspections for mechanical and regulatory compliance. Random vehicle safety inspections will 
include the daily checklist; particularly with regards to the inspection of all safety equipment. 
Failure to maintain vehicles in accordance with Federal Motor Vehicle Safety Standards 
(FMVSS) and client requirements will not be allowed to provide service until vehicle is in 
compliance and verified by the CONTRACTOR. 
 
CONTRACTOR shall allow PVTA to access to CONTRACTOR's facilities and records to monitor 
CONTRACTOR's maintenance performance, as PVTA deems necessary.  PVTA may perform 
regular, unannounced maintenance inspections of vehicles and equipment maintained by 
CONTRACTOR that are used in this project using both PVTA personnel and independent 
consultants to assist in determining CONTRACTOR's maintenance performance.  PVTA shall be 
permitted to view and copy any vehicle maintenance records, inspect vehicles and equipment, 
and request CONTRACTOR personnel to drive vehicles as is necessary to evaluate the condition 
of vehicles and equipment used in the performance of this AGREEMENT. 
 
PVTA maintains the right to inspect, examine and test, at any reasonable time, any vehicles 
used in performance of this AGREEMENT and any equipment used in the performance of 
maintenance work in order to ensure compliance with this AGREEMENT.   Such inspection shall 
not relieve the CONTRACTOR of the obligation to continually monitor the condition of all 
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vehicles and to identify and correct all substandard or unsafe conditions immediately upon 
discovery. 
 
CONTRACTOR shall transport any or all vehicles and equipment to any required inspection 
facilities when requested.  In the event that the CONTRACTOR is instructed by PVTA or any 
other regulatory agency to remove any equipment from service due to mechanical reasons, 
CONTRACTOR shall make any and all specified corrections and repairs to the equipment and 
resubmit the equipment for inspection and testing before it is again placed in service. 
 
4.7 Vehicle Cleanliness, Aesthetics Requirements 
 
To facilitate customer service, it is imperative all vehicles in PVTA service remain clean and free 
from body damage (other than minor scratches).  If vehicles are inspected by CONTRACTOR 
and/or PVTA or PVTA designate and found not in compliance with vehicle cleanliness/aesthetic 
requirements, written notice will be served.  Vehicles not brought up to standard within 7-days 
may be subject to removal from service.  
 
The exterior of each vehicle shall be cleaned at least once a week unless inclement weather 
dictates additional cleaning.  Vehicle interiors shall be cleaned on a daily basis.  The daily 
cleaning will consist of, at 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 and fingerprints; 
6. Doors and armrest clean; 
7. Crevices clean and free of debris; 
8. Operator identification properly displayed and easily viewed; 
9. Client placard visibly displayed; and 
10. Removal/repair of graffiti damage; 

 
All foreign matter such as gum, grease and dirt shall be removed from interior surfaces during 
the interior cleaning process.  Any damage to seat upholstery and graffiti shall be 
repaired/removed immediately upon discovery.  Ceilings and walls shall be thoroughly cleaned 
at least once per month, or more often as necessary. 
 
4.7.1 Cleaning of PVTA and City of Claremont Vehicles  
 
Exteriors of all PVTA and City of Claremont vehicles shall be washed as required to maintain a 
clean, inviting appearance and in no event less than once per week.  Exterior washing shall 
include vehicle body, all windows and wheels.  Rubber or vinyl exterior components such as 
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tires, bumper fascia, fender skirts and door edge guards shall be cleaned and treated with a 
preservative at least once per month, or as necessary to maintain an attractive appearance. 
 
Vehicle shall be kept free of vermin and insects at all times.  CONTRACTOR shall exterminate all 
vermin and insects from all vehicles immediately upon their discovery, utilizing safe and non-
hazardous materials. 
 
CONTRACTOR shall not utilize cleaning methods (e.g. power washers) that can damage or cause 
unreasonable wear to vehicle graphics and/or paint.  CONTRACTOR shall be responsible to 
repair all damages to vehicle graphics and paint. 
 
4.8 Fuel 
 
CONTRACTOR shall purchase fuel required for the operation of all PVTA and City of Claremont 
vehicles utilizing a system that accurately records purchase of all fuel by CONTRACTOR for 
billing purposes and that will allow PVTA to reconcile all fuel transactions by date and vehicle 
number. 
 
CONTRACTOR shall maintain accurate records of all fuel utilized for fueling PVTA and City of 
Claremont vehicles.  On a monthly basis, CONTRACTOR shall provide a monthly report to PVTA 
detailing gallons dispensed and miles per gallon for each vehicle in PVTA service. 
 
Vehicle fueling is the responsibility of all service providers and shall be performed prior to 
entering revenue service. Fueling with passengers onboard is strictly prohibited. 
 
4.9 Road Calls and Towing 
 
CONTRACTOR shall have a system in place to respond rapidly to any in service road calls 
including arrangements for the prompt and safe towing of any PVTA vehicles when required.  In 
the event that towing of any PVTA vehicle is required due to mechanical failure or damage, 
CONTRACTOR shall be responsible to provide such towing at CONTRACTOR's sole expense.  
CONTRACTOR shall establish and maintain an ongoing spare parts inventory sufficient to 
minimize vehicle down-time and ensure that peak vehicle requirements are met 
 
4.10 California Highway Patrol Inspection 
 
The CONTRACTOR must make all vehicles subject to inspection by the California Highway Patrol 
(CHP) available as necessary.  The CONTRACTOR must also follow CHP maintenance record 
guidelines and make all records available for inspection.  The CONTRACTOR must notify PVTA 
within 24 hours of an inspection failure and provide copies of the CHP inspection reports. 
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4.11 Receipt and Return of Vehicles 
 
CONTRACTOR shall acknowledge receipt of the vehicles and equipment listed in Attachment 2, 
as well as any vehicles subsequently added to the fleet and that said items have been received 
in good condition and working order. 
 
Upon termination of AGREEMENT, CONTRACTOR shall return all PVTA and City of Claremont 
owned equipment, with no deferred maintenance or damage, less reasonable wear and tear.  
CONTRACTOR shall, at its sole expense, repair or replace any PVTA and City of Claremont 
owned equipment that may be damaged or lost by reason of collision, negligence, abuse, 
vandalism, or other like cause.  However, in no event shall CONTRACTOR's liability exceed 
actual cash value of vehicle(s) and equipment so damaged. 
 
In the event the initial contract term or any extension thereafter is terminated, CONTRACTOR 
shall abide by these conditions: 
 

• All PVTA and City of Claremont vehicles and related records shall be surrendered and 
delivered to the PVTA immediately; and 

• The PVTA and City of Claremont vehicles must be in appropriate mechanical condition.  
CONTRACTOR is responsible for returning vehicles in an acceptable appearance and 
mechanical condition except for normal wear and tear. 

 
If CONTRACTOR fails to abide by the conditions, any payments due will be held and, if 
necessary, amounts may be deducted to cover the cost of providing vehicles or making 
necessary repairs. 
 
At the end of the contract period, CONTRACTOR shall warrant the vehicles to have been 
properly serviced, maintained and in good repair, normal wear and tear excepted.  PVTA may 
have an inspection of the vehicles performed by an independent inspector.  CONTRACTOR shall 
be notified of any deficiencies noted and repairs required based on the inspection.  
CONTRACTOR shall be given a reasonable period to make said repairs.  CONTRACTOR shall bear 
the cost of any identified repairs that have not been completed prior to the end of the contract 
period. 
 
4.12 Emissions Control Programs 
 
CONTRACTOR shall perform and certify such tests of equipment required to meet City, other 
local, State, and Federal requirements related to exhaust smoke and engine emissions. 
 
CONTRACTOR shall be responsible to maintain any applicable California Air Resources Board 
(CARB) Voluntary Compliance Program objectives subject to PVTA operations. 
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CONTRACTOR shall be responsible for administration of a Smog Check program for PVTA and 
City of Claremont vehicles.  CONTRACTOR shall be responsible for emissions testing, and shall 
further be responsible to conduct repairs as required to meet emissions standards. 
 
4.13  Out-of-Service Designation 
 
A vehicle shall be designated as unfit for revenue service if, upon inspection, any of the 
following conditions are found: 
 

• Brakes out of adjustment 

• Loose steering components 

• Wheelchair lift and related equipment not functioning properly 

• Air conditioner unable to maintain a temperature 20 degree F lower than ambient 
outside temperature 

• Heating or defrosting inoperable 

• "Missed" Preventive Maintenance Inspection 

• Tires with tread depth of less than 2/32" 

• Failure to clean each vehicle as outlined above 

• Failure to repair vehicle body damage within twenty-one days of the date damage 
occurred 

• Inoperable Emergency Exits/Doors/Windows 

• Inoperable two-way radio/communication device 

• Failure to achieve a satisfactory rating in any category of the annual California Highway 
Patrol Safety Compliance report (CHP 343) 

• Removal from road-worthy status by CHP of any vehicle used under this AGREEMENT 

• Any condition not in compliance with ADA 

• Any condition not in compliance with applicable Federal or State Regulations 
  

Vehicles shall continue to have the Out of Service Designation and shall not be operated in 
passenger service until it is brought into compliance, subject to approval by PVTA. 
 
CONTRACTOR shall not be paid for hours operated in PVTA revenue service by vehicles that are 
in an Out of Service condition.  PVTA may, at its sole discretion, correct any unresolved Out of 
Service condition, and withhold the costs related to such correction(s) from payment to the 
CONTRACTOR. 
 
4.14 Maintenance Records and Reports 
 
CONTRACTOR shall prepare, maintain, make available to PVTA, and reduce to written form, 
records and data relative to PVTA and City of Claremont vehicles and equipment maintenance.  
Maintenance records shall be maintained on all vehicles indicating all warranty work, 
preventive maintenance, and repairs performed on each vehicle.  All such records and reports 
shall be prepared and maintained in such a manner so as to fulfill any applicable state or federal 



35 
 

requirements, as well as any needs of PVTA to enable it to accurately evaluate CONTRACTOR's 
maintenance performance and the operating expense associated with various vehicles and 
equipment. 
 
Records of all maintenance and inspections shall be made available to PVTA, the CHP and/or 
such other regulatory agencies with jurisdiction upon request.   
 
CONTRACTOR shall prepare maintenance records and reports in a form and according to a 
schedule approved by PVTA.  Such records and reports shall include, but not be limited to, the 
following: 
 

• Daily vehicle inspection and servicing checklist 

• Work orders for all maintenance inspections, warranty repairs and other vehicle repairs 
including materials, parts and labor consumed. 

• Road call reports, or work order, for each road call identifying date and time, vehicle 
number, problem and mileage of vehicle. 

• Monthly vehicle summary to be included as part of the Monthly Management Report, 
listing, at a minimum, the operation status of each vehicle, vehicle mileage, vehicle 
mileage since last preventive maintenance inspection, vehicle fuel and lubricants 
consumption, vehicle road calls and maintenance or repair work done during that 
month. 

• Annual fleet summary listing each vehicle; vehicle mileage; vehicle year-to-date total 
miles; vehicle year-to-date fuel consumption and miles per gallon; vehicle year-to-date 
maintenance costs and cost per mile; total road calls and miles per road call; 
CONTRACTOR's summary of maintenance problems, particularly components with high 
incidences of in-service failures, and steps taken or recommendations to reduce such 
problems and in-service failures. 

 
CONTRACTOR shall submit to PVTA copies of the California Highway Patrol (CHP) Annual Safety 
Compliance Report (CHP 343) and Vehicle Inspection Reports (CHP 343a).  CONTRACTOR shall 
attain satisfactory rating in each category of the Safety Compliance Report (maintenance 
records, driver records, regulated equipment and terminal).  CONTRACTOR shall expeditiously 
correct any deficiencies noted on any CHP vehicle inspection report. 
 
4.15 Vehicle Maintenance Record Keeping 
 
CONTRACTOR shall maintain an up-to-date vehicle file for each vehicle containing, at a 
minimum, the following information: 

• Make 

• Model 

• Serial number/fleet number 

• License number 

• Date received 
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• Date placed in service 

• Life miles 

• Major vehicle repairs 

• Preventive Maintenance Inspection Reports 

• Daily "Vehicle Condition" Reports 

• Work Orders 
 
The "Preventive Maintenance Inspection" Reports shall be kept for two years.  Daily "Vehicle 
Condition" Reports shall be kept for the period required by the CHP. 
 
Copies of the "Preventive Maintenance Inspection" Reports shall be made available to PVTA 
upon request.  Including, all work accomplished with the manufacturer's instructions and 
warranty conditions, and daily "Vehicle Condition" Reports. 
 
At the conclusion of this contract, all vehicle files for PVTA and City of Claremont vehicles 
become the property of PVTA and shall be transferred to PVTA in their entirety. CONTRACTOR 
shall be responsible for the completeness of these records which may be reviewed by the 
Authority before releasing final payment to CONTRACTOR. 
 
4.16 Environmental Compliance 
 
For the purposes of this Section: 
"Applicable Environmental Laws" means any and all laws concerning the protection of human 
health and the environment which include, but will not be limited to, the Comprehensive 
Environmental Response, Compensation and Liability Act, 42 U.S.C.  §§ 9601 et seq.; the 
Resource Conservation and Recovery Act, 42 U.S.C.  §§ 6901 et seq.; the Federal Water 
Pollution Control Act, 33 U.S.C.  §§ 1251 et seq.; the Clean Air Act, 42 U.S.C.  §§ 7401 et seq.; 
the Hazardous Materials Transportation Act, 49 U.S.C.  §§ 1471 et seq.; the Toxic Substances 
Control Act, 15 U.S.C.  §§ 2601 through 2629; and the Safe Drinking Water Act, 42 U.S.C.  §§ 
300f through 300j; as they have been or will be amended from time to time, and the 
regulations implementing such statutes; and any similar state, county, municipal or other local 
laws and ordinances concerning the protection of human health and the environment and the 
regulations implementing such statutes. 
 
"Hazardous Substance(s)" means any substance, material, chemical or waste that is or will be 
listed or defined as hazardous, toxic or dangerous under any Applicable Environmental Law, or 
any petroleum products, or any substance, material, chemical or waste which is or may 
become, directly or indirectly, by chemical reaction or otherwise, hazardous, toxic or dangerous 
to life, health, property or the environment by reason of toxicity, flammability, explosiveness, 
corrosivity or any other reasons. 
 
In performing its maintenance obligations under this AGREEMENT, CONTRACTOR shall be 
responsible for the proper storage, handling, use, transportation and disposal of all Hazardous 



37 
 

Substances in accordance with Applicable Environmental Laws, including without limitation, all 
lubricants, solvents, motor oil and other petroleum products.  CONTRACTOR shall only dispose 
of such materials at facilities which are permitted or licensed in accordance with Applicable 
Environmental Laws.  Furthermore, in the event that CONTRACTOR engages the services of a 
disposal company for the transportation and disposal of any Hazardous Substances, 
CONTRACTOR shall ensure that such company is properly licensed and that it transports and 
disposes of Hazardous Substances in accordance with the terms of this Contract.  CONTRACTOR 
shall maintain procedures for its employees and any subcontractors who handle Hazardous 
Substances and shall retain records regarding compliance with the responsibilities contained 
herein. 
 
5.0 Legal and Regulatory Requirements 

In performance of the services described in this RFP the CONTRACTOR shall be responsible to 
comply with all applicable Federal, State and local requirements.  Further, the CONTRACTOR 
shall comply with the provisions of the Agreement, Management, Operations and Maintenance 
Services for Pomona Valley Transportation Authority Transportation Services.  
 
5.1 Compliance with Federal Transit Administration Requirements 
 
Some of the vehicles provided to the CONTRACTOR for the performance of the services 
described in this Agreement were purchased with financial assistance from the Federal Transit 
Administration (FTA).  Financial assistance for a portion of the services described in this Scope 
of Work are provided using FTA 5317 and 5310 funds from the FTA.  The AGREEMENT between 
PVTA and the CONTRACTOR will be subject to any financial assistance contracts between the 
City of Claremont and the U.S. Department of Transportation as well as the agreements 
between PVTA and the Los Angeles County Metropolitan Transportation Authority.  

5.2 Americans with Disabilities Act 

All service provided by the CONTRACTOR on behalf of the PVTA shall comply with the applicable 
requirements of the Americans with Disabilities Act. 

5.3 Department of Motor Vehicles Pull Notice Program 

The CONTRACTOR shall participate in California Department of Motor Vehicles Pull Notice 
Program. 

5.4 Drug & Alcohol Testing 

The CONTRACTOR agrees to establish and implement a drug and alcohol testing program that 
complies with 49 CFR Parts 653 and 654, produce any documentation necessary to establish its 
compliance with Parts 653 and 654, and permit any authorized representative of the United 
States Department of Transportation or its operating administrations, the State Oversight 
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Agency of California, or the PVTA, to inspect the facilities and records associated with the 
implementation of the drug and alcohol testing program as required under 49 CFR Parts 653 
and 654 and review the testing process.   The CONTRACTOR agrees further to certify annually 
its compliance with Parts 653 and 654 before March 1 and to submit the Management 
Information System (MIS) reports before March 1 to the PVTA Administrator.  To certify 
compliance the contractor shall use the "Substance Abuse Certifications" in the "Annual List of 
Certifications and Assurances for Federal Transit Administration Grants and Cooperative 
Agreements", which is published annually in the Federal Register. 
 
6.0 Records and Reporting 
 
6.1 General Provisions 
 
CONTRACTOR shall maintain all books, records, documents, accounting ledgers, and similar 
materials relating to work performed for PVTA under this Agreement on file for at least three 
(3) years following the date of final payment to the CONTRACTOR by PVTA.  Any duly 
authorized representative(s) of PVTA shall have access to such records for the purpose of 
inspection, audit, and copying at reasonable times, during CONTRACTOR's usual and customary 
business hours.  CONTRACTOR shall provide proper facilities to PVTA representative(s) and 
PVTA shall be permitted to observe and inspect any or all of CONTRACTOR facilities and 
activities during CONTRACTOR's usual and customary business hours for the purposes of 
evaluation and judging the nature and extent of CONTRACTOR's compliance with the provisions 
of this RFP.  In such instances, PVTA's representative(s) shall not interfere with or disrupt such 
activities. 
 
All project records prepared by the CONTRACTOR shall be owned by the PVTA and shall be 
made available to the PVTA at no additional charge.  Summary reports shall be provided 
monthly to the Administrator of the PVTA.  Said monthly reports shall be received no later than 
the 15th calendar day of the following month. The format to be used for operating reports and 
monthly summaries shall be developed by the CONTRACTOR and approved by the 
Administrator of the PVTA. The CONTRACTOR shall certify as accurate all information given to 
PVTA. 
 
6.2 Operational Data 
 
CONTRACTOR shall collect, record and report to PVTA all operational data required by the PVTA 
in a format approved by PVTA. PVTA makes use of the TransTrack data management system, 
The CONTRACTOR shall be responsible to load required operational data into the TransTrack 
system. Operational data to be reported for PVTA services shall include at a minimum the 
following information: 
 

− Actual count of passengers by fare category, passenger category 

− Actual count of passengers by city of residence and district (Pomona) 
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− Passenger counts for 25 most popular destinations for each PVTA service, counts for 
popular destinations by city of residence 

− Total vehicle miles as defined by NTD 

− Vehicle revenue miles per NTD 

− Total vehicle hours per NTD 

− Vehicle revenue hours per NTD 

− Fares collected 

− No shows and cancellations by passengers 

− Accidents by FTA category 

− Fuel consumption per FTA requirements 

− Fueling time and mileage per FTA requirements 

− Road calls 

− On-time and wait time and ride time data 
 
Monthly reports shall include all monthly maintenance section of this Scope of Work’s 
requirements including washing and cleaning reports. The CONTRACTOR shall provide the PVTA 
with an up-to-date driver roster each month.  The CONTRACTOR shall also include a report 
summarizing turnover in personnel and describing recruitment and training efforts. 
 
6.3 National Transit Database 
 
It shall be the responsibility of the CONTRACTOR to collect data required by the National Transit 
Database (NTD), and other pertinent ridership information.  PVTA and the City of Claremont are 
required by their funding sources to submit accurate National Transit Database data. The 
CONTRACTOR is responsible to become familiar with said reporting requirements and to supply 
accurate financial and operating data which complies with above described requirements.   

All source documents shall be maintained for three years following final payment and may be 
audited by Los Angeles County Metropolitan Transportation Authority (LACMTA) and/or FTA at 
any time within this period. 
 
6.4 Daily Records 
 

1. Vehicle records shall be maintained and shall include but not be limited to the 
following information: 
 

• Driver name and vehicle number 

• Total daily passenger counts, by fare type, by city and by passenger category 

• Passenger name, pick-up and drop-off times and locations for demand-
responsive service 

• Mileage recorded for each passenger pick-up and drop-off as well as daily 
mileage by vehicle, including mileage leaving and at return to base. 
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• All vehicle trip records shall be submitted to PVTA monthly no later than 30 days 
after end of the month. Said records are to be submitted in the form specified by 
PVTA   Appropriate summary documents shall be included. 

 
2. Dispatch records  shall be maintained daily and shall include but not be limited to 

the following information: 

• The name, address, and telephone number of the user requesting service 

• The passenger's destination and the requested arrival time at the destination 

• Identification number of the vehicle responding to the trip request 

• Estimated passenger pick-up time 

• A daily report summarized monthly of each driver and vehicle shift including 
total hours, revenue hour or billing hours, first pick-up and last drop off for each 
shift and indicating times of lunches, breaks, roadcalls & any other service 
interruptions. 
 

6.5 Monthly Summaries 
 

The CONTRACTOR shall prepare and submit to the PVTA Administrator a monthly 
summary report within fifteen (15) calendar days after the end of the operating month 
in order to receive reimbursement for the prior month's service.  Monthly summary 
reports shall include, but not be limited to: 

− Monthly totals of the operating data, documenting any discrepancies in the 
reported number of passengers carried and the amount of fares and collected by 
the operator. 

 

− Daily operator and dispatcher records as relevant back-up information to the 
monthly summary report. 

 
CONTRACTOR shall also document operational problems, or passenger complaints and 
describe any action taken regarding these problems.  Passenger complaints related to 
safety or serious operational deficiencies shall be reported to PVTA no later than the 
next working day following CONTRACTOR's receipt of complaint. 
 

6.6 Accounting 
 

• All costs incurred by the CONTRACTOR in connection with this project and any 
relevant financial records and documents shall be recorded in accounts separate 
from those used for other business activities or transit projects and in conformance 
with the guidelines of the LACMTA. 
 

• CONTRACTOR shall submit a monthly invoice to PVTA Administrator for the services 
rendered during the reporting period.  The invoice shall follow a format provided by 
the CONTRACTOR and approved by the Administrator. 



41 
 

 

• The invoices shall be prepared in such a form and supported by such copies of 
invoices, payrolls, and other documents as may be required by the PVTA 
Administrator to establish that the amounts are allowable. 
 

• All invoices and related records including CONTRACTOR cost records will be available 
for inspection and/or independent audit at the election of the PVTA.  CONTRACTOR 
shall not place unreasonable limitations on the PVTA's access to said project cost 
documentation. 

 
6.7 Daily Operating Summary 
 

Not later than 5:00 p.m. of the following weekday, the CONTRACTOR shall provide 
summary of the previous day's activities to the PVTA Administrator.  Said summary shall 
include at least following information: 
 

− A summary of ridership, revenue and productivity for each service operated by 
the CONTRACTOR on behalf of PVTA; 
 

− An attendance summary for drivers, dispatchers and staff of the dedicated 
vehicle service; 
 

− Down vehicle listing of PVTA and City of Claremont vehicles indicating the reason 
for the vehicle's out-of-service condition and actions taken to remedy condition; 
 

− Notation of any incidents, accidents complaints or other information of interest 
to the PVTA; and 
 

6.8   Reporting Requirements for FTA 5310 vehicles 
 
 Vehicles provided to PVTA via FTA 5310 are subject to specific reporting requirements 
 regarding their service operations the CONTRACTOR shall provide the information 
 for each FTA 5310 vehicle monthly: 
 
 -Total number of days operated in the month 
 -Odometer readings monthly 
 -Service hours for the month 
 -Service miles for the month 
 -Passenger trips by vehicle for the month 
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7.0 Service Transition 
 

At the initiation of this contract and should management and operation of PVTA’s 
transportation services be transferred in the future to another management firm or 
entity, a smooth, seamless transition that is as transparent to PVTA's riders as possible is 
required.  The CONTRACTOR shall take all actions necessary to facilitate a smooth and 
professional transition, including, at a minimum: 
 

1. CONTRACTOR shall provide PVTA a detailed service transition plan & budget.  
Said plan shall identify key milestones, such as, acquisition of facility and 
equipment, interviewing and training of personnel, etc. 
 

2. The CONTRACTOR's Project Manager shall be on-site no later than May 15 
2020. 
 

3. Retention of current drivers and staff is significant concern for the PVTA.  It is 
the PVTA's desire that as many of the qualified existing personnel be retained 
as possible and that these personnel not experience a diminishment in 
wages, benefits or working conditions.  The CONTRACTOR's transition plan 
must address their approach to retention and training current personnel.  
Said transition plan will be major factor in the proposal evaluation. 
 

4. All start-up and transition costs shall be identified and amortized into 
proposer's monthly rate. 
 

5. Adherence to milestone proposed and the commitment of resources 
presented in the approved transition plan shall be a measure of contract 
compliance.  Failure to adhere to plan requirements may be considered a 
material breach by the PVTA. 

 
6. Should CONTRACTOR be required to transition this contract to another 

management firm or entity in the future, CONTRACTOR shall cooperate and 
facilitate such transition in an open, honest and professional manner. 

 
 


