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ATTACHMENT 12:  SCOPE OF SERVICES


SECTION 12.1:  BACKGROUND & GENERAL INFORMATION

Lake County, Florida is a suburban County located in central Florida, spanning 371 square miles, just Northwest of the Orlando Metropolitan area and Orange County.  Lake County (hereinafter referred to as the County) is included in the Orlando-Kissimmee-Sanford, Florida Metropolitan Statistical Area (MSA) and is in the Lake-Sumter Metropolitan Planning Organization (MPO) service area for metropolitan transportation planning. With a population of approximately 300,000 residents, Lake County is an example of a growing suburban County with a transit system that connects residents, visitors and employees, alike to natural parks and forests, jobs and recreational activities in the 14 municipalities of Lake County which are home to over 1,400 lakes. The operating environment of Lake County public transit services include urban, suburban, exurban and rural areas throughout the County.  Prospective transit providers will be operating on all types of roadways in these four settings.

Lake County is served by a legislative Board of County Commissioners representing five districts in Lake County. The daily operations of the County are overseen by a County Manager and County Attorney.  The County seat of Lake County is the City of Tavares, Florida.  There are 10 incorporated Cities in Lake County including: Clermont, Eustis, Fruitland Park, Groveland, Leesburg, Mascotte, Minneola, Mount Dora, Tavares and Umatilla.  Lake County also includes the towns of Astatula, Howey-in-the-Hills, Lady Lake, and Montverde.  The two County departments/divisions that the Vendor will have the most interactions with under this Request for Proposals (RFP) are Procurement Services and the Community Services Department, under which the Transit Division operates.

The County’s transit Vendor will be working in a multi-modal, multi-service transit environment.  Prospective transit Vendor’s work forces will interact, coordinate and provide service in support of partnership services between the Central Florida Regional Transit System (Lynx) and other services in Sumter County.  The work requirement for this Contract has been endorsed by the Lake County Board of Commissioners (hereinafter referred to as the LCBCC), the County Manager and County Attorney.  Funds for this Contract have been appropriated, and state and federal funding assistance has been made available for implementing the services described in this contract.

SECTION 12.2: SERVICES TO BE PROVIDED

The LCBCC seeks proposals from qualified firms for the management of operations, service planning assistance; and vehicle maintenance for seven fixed routes, LakeXpress, and the ADA Complementary Services, Lake County Connection and their respective Schedule of Operations, as generally and specifically provided for in this RFP (Refer to Figures 1 & 2).  The level of service for fixed-route operations to be used for response to this RFP will be up to 34,000 revenue service hours and up to 350,000 revenue service miles annually (not including non-revenue vehicle service hours)  The level of service for the paratransit services, hereinafter referred to as Lake County Connection, is up to 90,000 trips under the federal Americans with Disabilities Act of 1990 (ADA) complementary paratransit and Florida Committee for the Transportation Disadvantaged (CTD) Transportation Disadvantaged (TD); non-emergency Medicaid and Stretcher transportation (Refer to Figure 2). Such services shall be operated in compliance with all relevant requirements directed by the Federal Transit Administration (FTA), Florida Department of Transportation (FDOT), Federal Motor Carriers Safety Administration (FMCSA), Florida Committee for the Transportation Disadvantaged (CTD) Transportation Disadvantaged (TD); non-emergency Medical (NEMT) and Stretcher transportation trips, and Lake County itself and/or any associated funding partners or local jurisdictions. 

Lake County will be responsible for primary service planning, contract monitoring and establishing marketing and fare policies under the ensuing Contract.  The firm selected, hereinafter referred to as the “Vendor”, will be responsible for all aspects of the day-to-day management and operation of the County’s LakeXpress and Lake County Connection services contracted or sub-contracted for under this RFP, including, but not limited to: employment of all transit operations staff and management; revenue collection; billing for paratransit and TD trips, utility/service, information technology and telecommunications (i.e. radios, automatic vehicle locator (AVL) systems, network systems, etc.), administrative/management and customer service personnel. The Vendor will be responsible for day-to-day, vehicle preventive maintenance and repair and maintenance of all revenue and non-revenue transit vehicles that support LakeXpress and Lake County Connection operations.  The Vendor may be asked to support Lake County with transit service marketing and transit information management.

The County will provide the capital assets for LakeXpress and Lake County Connection to include transit revenue and non-revenue vehicles and some capital equipment, on an as needed basis, to support the operations.  The County is only interested in firms that are prepared to provide quality bus service planning assistance, operations, management; maintenance and repair and are capable of making LakeXpress and Lake County Connection one of the premier transit systems in the nation.  

SECTION 12.3: FLEET INVENTORY

LakeXpress currently utilizes 10 peak buses on 7 fixed routes operating throughout Lake County, Florida; the total fixed route fleet is comprised of 16, 30’-35’ vehicles.  Lake County Connection currently operates 52 cutaway buses of varying lengths from 23’-26’ with 43 vehicles operated at maximum service (VOMS).  Hours of operation for all fixed routes are Monday through Friday, approximately 6:00 a.m. to 8:00 p.m. Hours of operation of LCC are 5:00a.m. – 8:00p.m. Monday through Friday, with weekend service for dialysis and other life-sustaining trips.  Although revenue service hours are 5:00 a.m. to 8:00 p.m., buses will be operating from approximately 3:30 a.m. to 9:30 p.m.  Successful Vendors must be capable of providing “Turnkey” service for LakeXpress and Lake County Connection to include daily administration and management of vehicle maintenance and repair, which may be sub-contracted. The County also utilizes six non-revenue service vehicles (one Ford Taurus; five Chevrolet Impalas; and one Jeep Liberty) for street supervisors and management. The County will own all physical assets of LakeXpress and Lake County Connection.    

The County owns and operates various makes, models, brands, types, and sizes of transit revenue and non-revenue service vehicles.   The Vendor will be responsible for transit vehicle maintenance that may be subcontracted.  A detailed list of currently owned brands and vehicle components is included as (Attachment # 1. Fleet Inventory) of this solicitation.  The County reserves the right to add or delete vehicles and brands from this contract as needed over the life of the Contract.  The County is currently developing a Statement of Work (SOW) for the development of an FTA-required Transit Asset Management (TAM) Plan.  The selected vendor will be required to support the County in developing this plan and inventorying the capital assets under the control of the Vendor in support of the County’s transit operations.

SECTION 12.4: SERVICE DESCRIPTION

Section 12.4.1: Hours of Operation
LakeXpress and Lake County Connection revenue service shall be provided during the general operating hours stated below:

Fixed route services operate Monday through Friday, 6:00 AM to 7:45 PM; Paratransit vehicles operate Monday through Friday, 6:00 AM to 7:45 PM.  Fixed route vehicles do not run on Saturdays Sundays, and the below holidays.  Paratransit service is provided on Saturdays for dialysis service before 6:00P.M.:

	New Year’s Day
	Martin Luther King Day
	Memorial Day
	Independence Day
	Labor Day
	Thanksgiving Day
	Christmas Day

Section 12.4.2: Fixed Route Service
The Vendor shall provide fixed-route service in Lake County on the following routes. The service hours are from 5:00 a.m. to 8:00 p.m., Monday through Friday.   Routes 1, 1A, 2, 3, 50E and 50W operate on a one-hour headway schedule. Route 4 operates on a two-hour headway.  The fixed route service is provided by a fleet size ranging from thirty feet (30’) to forty feet (40’) consisting of Gillig, Blue Bird, Eldorado and International vehicles. (Attachment # 1. Fleet Inventory).  Service planning assistance and operations and management of LakeXpress will be performed by the Vendor.  Service planning, management and oversight of the transit routes to be operated by the Vendor will be administered by the County through the Lake County Public Transit Division:


	FIGURE 1: LakeXpress Fixed Routes (As of September 2016)

	Route Number
	Type
	Headway (Hours)
	Origin
	Destination
	Transfer Points
	Activity Centers Served

	1
	Trunk
	1
	Citizens Boulevard
	Eustis
	Lake Tech & Citizens Boulevard
	Leesburg, Via Port Mall, Lake Sumter College, Tavares County Seat

	1A
	Trunk
	1
	The Villages
	Leesburg
	Citizens Boulevard
	The Villages, Lady Lake, Fruitland Park

	2
	Circulator
	1
	Citizens Boulevard
	Wal-Mart, Leesburg
	Citizens Boulevard
	Leesburg Regional Medical Center, Downtown Leesburg

	3
	Circulator
	1
	Lake Tech
	Mt Dora
	Lake Tech
	Mt Dora County Hall, Florida Hospital Waterman

	4
	Trunk
	2
	Altoona P.O. 
	Anthony House
	Lake Tech & Zellwood (LYNX)
	Altoona, Umatilla Health Department, Eustis, Mt. Dora, Zellwood

	50 East Loop
	Trunk
	1
	Winter Garden Shopping Center 
	Clermont Park & Ride
	Winter Garden Shopping Center & Clermont Park & Ride
	Winter Garden Regional Shopping Center, Clermont Park & Ride, South Lake Hospital, Wal-Mart, Target, Lake Sumter State College

	50 West Loop
	Trunk
	1
	Mascotte
	Clermont Park & Ride
	Clermont Park & Ride
	Clermont, Groveland, Mascotte

	
	
	
	
	
	
	



A summary of the routes are as follows:
Route 1 - Leesburg – Eustis: This trunk route travels East and West from Citizens Boulevard in Leesburg to  Eustis, terminating at Lake Tech.  Route 1 meets the Route 2 and Route 1A buses in Leesburg at the Citizens Boulevard transfer location.  Traveling East/West, Route 1 serves Leesburg, Tavares and Eustis.  Users can transfer between Route 1 to Routes 3 and 4 at Lake Tech in Eustis. All transfers are free. 

Route 1A- The Villages to Leesburg: This hourly trunk route, initiated in May 2016, travels North and South from Spanish Springs in The Villages to Leesburg to the Citizens Boulevard transfer location.  Route 1A meets Routes 2 and 1 buses in Leesburg and serves the Cities of Lady Lake, Fruitland Park and Leesburg.

Route 2 - The Leesburg Circulator: This hourly circulator route travels through Leesburg on a loop.  Route 2 serves the major activity centers in Leesburg. Its boundaries are north to Wal-Mart on US 27 at the Leesburg/Fruitland Park County limits, South to SR 44, then East to Leesburg Regional Medical Center, then west to CR 468.   

Route 3 -  The Mount Dora Circulator: This hourly circulator route travels through Mount Dora in a loop.  Route 3 serves the major activity centers in Mount. Dora.  The boundaries are Northeast to Limit Avenue, South to Camp Avenue, West to Donnelly Street (including historic downtown), and East to Wardell Street.  

Route 4 – Umatilla - Zellwood: The Zellwood Connector provides service every 120 minutes from the Altoona Post Office on SR 19 to the community of Zellwood on US 441. This service links major activity centers between Umatilla, Eustis and Mount Dora to Zellwood and connects to LYNX Route 44 in Orange County. The transfer from LakeXpress to LYNX is free.

Route 50W – Mascotte – Clermont: The Route 50 West Route operates hourly and was initiated on December 1, 2015 as Route 50 operating between Mascotte and Winter Garden in Orange County.  In May 2016, Route 50 was split into two routes, Route 50 West and Route 50 East. Route 50 West provides service between Mascotte and the Clermont Park and Ride Lot and serves the Cities of Clermont, Groveland and Mascotte.  

Route 50E – Clermont – Winter Garden:  The Route 50 East Route operates hourly and was initiated on December 1, 2015 as Route 50 operating between Mascotte and Winter Garden in Orange County.  In May 2016, Route 50 was split into two routes, Route 50 West and Route 50 East.  Route 50 East provides service between Clermont Park and Ride Lot and serves the Cities of Clermont and Winter Garden terminating at the Winter Garden Regional Shopping Center in Orange County.  This service connects to LYNX Route 105 in Orange County and is a free transfer.

Deviated Fixed-Route:  The County operates a deviated fixed route service that operates on Fridays and travels from Paisley to Deland, Florida.  The service operates between the hours of 8:00 a.m. until 1:30 p.m. every Friday.

Section 12.4.3: Paratransit Service

ADA COMPLEMENTARY PARATRANSIT & TRANSPORTATION DISADVANTAGED (TD) SERVICES
The Vendor shall provide ADA complementary paratransit, Transportation Disadvantaged, Medicaid Non-Emergency and Non-Emergency Stretcher Transportation services Monday – Friday between the hours of 6:00a.m. -7:45p.m.  Transportation Disadvantaged service provides medical appointment trips on Tuesday and Thursday to Orlando with the last return to Lake County from Orlando at 2:00p.m.  On Monday, Wednesday and Friday, medical appointment trips are provided to Gainesville with the last return to Lake County form Gainesville at 2:00p.m.  

Paratransit and TD service scheduling, eligibility, route planning, billing, management and operations for Lake County Connection shall be performed by the Vendor. Service management and oversight of the paratransit services to be operated by the Vendor are managed by County the Lake County Transit Division.

Additionally, the Vendor shall also comply with the applicable provisions of the master agreement between the County and the Federal Transit Authority (FTA), as well as comply with all applicable provisions of the following agencies, to include, but not be limited to those identified in all FTA Clauses: 

1. 	Florida Department of Transportation (FDOT).

2. 	The Commission for Transportation Disadvantaged (CTD).

3. 	The Agency for Health Care Administration (ACHA).

4. 	The Agency for Persons with Disabilities (APD).

5.	 Mid-Florida Community Services.

Any other agency regulations, policies, procedures and directives, including without limitation those listed directly or by reference in their respective agreements with the County, and as they may be amended or promulgated from time to time during the term of this contract. 

Vendor’s failure to comply with, in part or whole of the aforementioned and referenced regulations and statutes shall constitute a material breach of this contract. A copy of the master agreement with the FTA will be made available to Vendor upon request. 

In the event of a conflict between the statutes, administrative code, local sponsoring agency requirements, policies, procedures, standards, or the master agreement with the FTA, the more stringent requirement shall apply, as determined by the County, in the County’s sole discretion.

ADA Complementary Paratransit Service.  This service is provided by the County as required by U.S. Department of Transportation (USDOT) regulations implementing the Americans with Disabilities Act of 1990 (ADA). As required by these regulations (49 CFR Parts 27, 37 and 38), individuals with disabilities who are unable to use the fixed route system and who are determined “ADA Paratransit Eligible” by the County are eligible to use this service. 

Information about customer eligibility shall be managed and maintained by the Vendor in a master customer file. ADA eligibility determinations will be made by the Vendor and  be incorporated into the County’s system of record, RouteMatch, and easily accessed as part of the automated reservations and scheduling process. 

Complementary Paratransit service is provided on a “next-day” basis and should operate during all days and hours that the LakeXpress fixed route service is provided. ADA service is provided along the fixed route corridor.  A distinction is made between trips with origins and destinations that are within three quarters (3/4) of a mile of a fixed route and those with origins and destinations outside the fixed route area. 
All types of trip purposes are served, without prioritization, under the ADA program, and the service must be operated without “capacity constraints” as detailed in the regulations. Vendor is solely responsible for completing each agency’s required forms and addenda to meet program goals and ensure driver eligibility to provide transportation services. 

Transportation Disadvantaged (TD) Service. This service is provided using funding made available to the County by the Florida Commission for the Transportation Disadvantaged (CTD) under Chapter 427, Florida Statutes. Certain seniors, persons with disabilities, low-income individuals, and others who meet the definition of “transportation disadvantaged” under Chapter 427, Florida Statutes, are eligible to use this service. 

The Vendor will be responsible for making determinations of TD eligibility and maintain this eligibility information as part of a master customer file for all Lake County TD clients, in accordance with state statutes and regulatory requirements Vendor should ensure that TD customer eligibility information is documented and easily accessed as part of the automated reservations and scheduling process, RouteMatch. 
Service policies, including trip purposes, types (Medical, non-medical, billing by provider/managed care organization), days and hours of service, service area, fares, and other policies are established through the Transportation Disadvantaged Local Coordinating Board (TDCB) and detailed in contracts that the County has with the Florida CTD and must be adhered to by the Vendor.

Currently, TD funding is used to provide trips for TD eligible customers who are not ADA Paratransit Eligible and who are traveling outside of the fixed route area (defined as ¾ mile corridors around all fixed routes). Because TD funding is limited, requests are served on a first-come, first-served basis and are prioritized as follows: (1) Medical, (2) Nutritional.  At the time of this award, the LCBCC has approved the acceptance of “Other/Life Sustaining” Trips under the TD Program to include employment, visits to family, etc. as TD-eligible trips, until further notice.(Refer to Chapter 427 of the Florida Statutes for more details on these types of trips.) Vendor is solely responsible for completing each agency’s required forms and addenda to meet program goals and ensure driver eligibility to provide transportation services. 

Medicaid Non-Emergency Medical Transportation.  NO LONGER PROVIDED BY LAKE COUNTY.

Non-Emergency Stretcher Transportation. Non-emergency stretcher transportation is provided with vehicles specially designed to accommodate and secure customers using stretchers. Currently the County has two (2) vehicles that are used for stretcher transportation.  As with the overall Medicaid transportation service, stretcher transportation is provided to eligible ADA and TD beneficiaries.
Stretcher transportation is provided throughout the County area as well as to certain specialized medical destinations outside the county. Stretcher transportation is door-through-door. Information about eligible beneficiaries who are to be transported by stretcher is to be maintained by the Vendor. Vendor is solely responsible for completing each agency’s required forms and addenda to meet program goals and ensure driver eligibility to provide transportation services. 

The Lake County contract with the Florida Commission for the Transportation Disadvantaged to provide Non-Emergency Transportation includes the requirement to provide bariatric stretcher services when necessary. The Vendor may directly provide these bariatric services or contract with a provider who specializes in providing bariatric stretcher services. 

Local Human Service Agency Transportation.  The County also coordinates the provision of transportation with local human service agencies. These agencies have contracts with the County for the provision of specified customer transportation. Typically, the transportation purchased through the County involves ongoing group subscription transportation of customers to and from program sites. The local agencies identify the eligible customers, the desired arrival and pick-up times, and the program sites to be served. The Vendor will be required to work with the local agencies involved in this type of service to arrange and provide the desired transportation. Vendor is solely responsible for completing each agency’s required forms and addenda to meet program goals and ensure driver eligibility to provide transportation services. 

Service policies, including trip purposes, types (Medical, non-medical, billing by provider/managed care organization/human services agency), days and hours of service, service area, fares, and other policies as established by the federal and state agencies under contract that the County has with Florida agencies and their sponsoring agencies at the federal level (Department of Housing & Urban Development (HUD), Department of Health (DOH), etc.), must be documented and adhered to by the Vendor.

ADA & Other Billing Program Priorities. Some customers may be eligible for multiple funding programs (i.e. APD and TD, etc.).  When this is the case, the following rules apply for reporting and billing trips appropriately:
1.	Trips to and from local agency programs as part of contracts between those agencies and the County are always identified as local agency trips regardless of whether the customers have eligibility under other programs.
2.	Customers eligible under both ADA and TD, and the trip is within the ADA-defined ¾-mile service area, are identified as ADA trips. Trips outside the ADA service area are recorded as TD trips.
4.	In cases where dialysis patients are ADA and TD, such clients should be considered TD FIRST.
5.	Trips by individuals who are only TD eligible are recorded as TD trips.

The Vendor will be reimbursed in the following manner:
 
1. By the trip for paratransit trips.
1. By the platform hour for stretcher trips.
1. By the hour for emergency-related standby and/or other related transportation services.
1. By the scheduled platform hour for fixed route. (Revenue hours will be scheduled in advance by the County),
1. By the platform hour for the deviated fixed route.

FIGURE 2.
LakeXpress & Lake County Connection Historical Miles & Hours

	
	
	
	
	

	
	
	Actual
	Actual
	Actual

	LakeXpress
	
	FY2013
	FY2014
	FY2015

	Actual Revenue Vehicle Hours
	
	23,210 
	23,195 
	23,272 

	Actual Non-Revenue Vehicle Hours
	
	1,178 
	1,177 
	1,182 

	Actual Revenue Vehicle Miles
	
	406,322 
	408,106 
	409,469 

	Actual Non-Revenue Vehicle Miles
	
	31,039 
	31,042 
	31,161 

	Actual One Way Trips (UPT)
	
	312,591 
	318,371 
	307,566 

	
	
	
	
	

	Lake County Connection
	
	Actual
	Actual
	Actual

	Actual Revenue Vehicle Hours
	
	85,508 
	85,294 
	73,299 

	Actual Non-Revenue Vehicle Hours
	
	14,351 
	14,456 
	12,582 

	Actual Revenue Vehicle Miles
	
	1,311,328 
	1,352,734 
	1,192,376 

	Actual Non-Revenue Vehicle Miles
	
	304,608 
	346,627 
	291,778 

	Actual Passengers (Includes Escorts and Attendants)
	
	153,540 
	142,635 
	130,373 

	Escorts and Attendants (Non-Reimbursable)
	
	22,021 
	21,452 
	18,682 

	One Way Trips (Reimbursable)
	
	131,519 
	121,183 
	111,691 

	
	
	
	
	

	Source for 2013 – 2015 data: NTD.
	
	
	
	

	FY 2013 = Oct 2012 – Sept 2013
	
	
	
	

	FY 2014 = Oct 2013 – Sept 2014
	
	
	
	

	FY 2015 = Oct 2014 – Sept 2015


	
	
	
	






12.4.4: RouteMatch Scheduling and On-Board Vehicle Technology:

The Vendor shall staff and perform scheduling services on the RouteMatch software provided by the County, including but not limited to paratransit call intake, screening for eligibility, fixed route bus tracking and complaint resolution.

The Vendor will observe and enforce trip-by-trip eligibility and will only schedule trips that meet the criteria for eligibility. Vendor is responsible for accurately determining whether a requested trip meets trip eligibility requirements by ADA and/or TD. Vendor will be responsible for mailing out eligibility applications and approving or denying them for ADA and TD services.  Vendor will be responsible for entering certified customer information into the Route Match system and maintaining an up-to-date database of eligible customers. Vendor shall be responsible for documenting same day service issues and adding same day dispatch notes into the Route Match system.

The County currently uses Route Match 6.1.32 for reservations, scheduling, dispatch, and management of the paratransit and fixed route service. The County has purchased licenses for several installations of the software needed in reservations, scheduling, and dispatch, as well as administration.  The County has an ongoing service and maintenance contract with Route Match for needed maintenance and support of the system as well as periodic review and refining of the system’s parameter settings. The Vendor will communicate directly with Route Match for support of the system. The Vendor will contact Route Match Customer Care in the event of application trouble with the system or ITS equipment.  The Contractor will be responsible for all costs associated with training employees to proficiency on the use of the Route Match system. This shall include initial training, semi-annual refresher training and updated training, as needed, should there be system upgrades.

Proposers shall detail the experience of all key staff with the Route Match software including exporting Ad-Hoc reports into Excel as part of their submittals.  Current knowledge of and experience using the Route Match system and Ad-Hoc Reports will be considered beneficial in the evaluation of proposals. 
[bookmark: Reservationists_call_takers]
Software Parameter Settings. Parameters are set in the automated reservations, scheduling and dispatch software to be consistent with the County’s service policies and standards. Changes to the parameter settings in the system must be approved by the County. If changes in parameter settings are desired or needed, the changes shall be communicated by the Vendor to the County along with reasons and supporting documentation. The Vendor will make any approved changes.
The Vendor will work with County to fine-tune settings to allow the system to develop schedules that accurately reflect the real-time operational environment (vehicles, routes, etc.). This shall include gathering actual vehicle travel speeds by area and time of day and using this information to fine-tuning speed settings. The Vendor also shall assist with testing of new parameter settings and “what if” scenario testing to fine-tune parameters in the system.  All trips shall then be scheduled to allow for compliance with service policies and standards (on-time pick-ups and arrivals, travel times, etc. in accordance with federal ADA Guidelines.) given the parameter settings in the system. If Schedulers, Customer Service Representatives or Dispatchers override the system and manually add trips to runs that result in system violations, unallowable trips, Vendor assumes full responsibility for operational and financial impact if there is no approved notation of trip explanation and County approval of scheduling action.


Section 12.4.5:  Customer Service

Public Telephone Number. The Vendor shall maintain a telephone service with an adequate number of lines with a unique telephone number provided by the County for incoming public transit calls. The Vendor is encouraged to maintain the current telephone number for Lake County Connection and LakeXpress to ensure customer continuity of service.  The public transit telephone number shall be used for all customer inquiries regarding service information, service delays, lost and found or other issues. Vendor shall provide staff to answer calls at all times service is being provided. At all other times, a recording listing hours of service and directing callers to the County’s website for information shall be provided. As part of the proposal, Vendor shall describe how all incoming and outbound calls from the public phone number will be monitored and tracked.   

The management and operation of the transportation service will require a state-of-the-art voice telephone system and telephone device for the deaf (TDD). These services and equipment shall be procured and maintained by the Vendor.

Main Service Voice Telephone System.  Adequate telephone numbers shall be used by the Vendor for the main operation of the Lake County Public Transportation Division services. This includes local service numbers for Lake County Connection (352-326-2278), LakeXpress (352-326-8637), and a toll-free number (800-792-7003) to meet the requirements of Medicaid. Another number is used for TDD calls, and a fifth number is a dedicated fax line. As necessary, the County will work with the telephone company and the current Vendor (as needed) to arrange to have these numbers continue to be assigned to County services.  The current local service and toll-free numbers shall remain with the County should a change in Vendors be required in the future. 

The Vendor shall provide a state-of-the-art Automatic Call Distribution (ACD) telephone system that will place calls made to either the local service or toll-free number into a central queue. The system will be capable of handling multiple call groups and caller options and have the capability of adding recorded messages either at the “front-end” or in each call group. The phone system should have such features as follows:
1. “3” to check on the arrival of vehicles for today;
1. “4” to make reservations for tomorrow or up to 7 days in advance, to cancel trips more than one day out, to make changes to future trips;
1. “5” for comments or suggestions;
1. “6” for questions about eligibility; and
1. “7” for cancellations less than 24 hours
1. “8” to contact the County.

The system shall allow callers to press “0” and be transferred to the main reservations call group or to remain on the line without making a selection and be transferred to the main reservations call group.  The system shall be capable of having callers who make certain selections to be transferred directly to phones at the County.   The system shall be capable of having calls redirected between call groups for times when the dispatch or customer service areas are staffed but reservations are not staffed.

The Vendor shall provide telephone headsets for all Reservationists and dispatch staff to facilitate the efficient and comfortable accomplishment of their duties and to allow them to operate the Route Match system while handling calls. Extra headsets shall also be available so that should the equipment malfunction; there will always be an adequate spare supply.

The telephone system shall be set up to allow a reservations supervisor or management staff person to monitor call activity. This person shall be able to see the number of active and busy workstations, the number of callers in each call group queue and the longest hold times in each call group in real time.  LED display boards, linked to the phone system, shall be placed in the reservations and dispatch areas. These LED displays shall show real-time information about the number of callers in the queue and the longest hold time in the two main call groups (reservations and dispatch).

The system shall be capable of preparing daily telephone performance reports. These reports shall show call activity and call handling performance by hour of the day for each call group (including the total number calls received, the number answered, the number abandoned, the average hold time, the maximum hold time, and the average talk time). These reports shall be generated daily and reviewed by the Vendor’s managers to ensure that call performance standards are met.  The system shall be capable of capturing and reporting information not only about primary hold times, but secondary hold times (e.g., calls first taken in reservations but then transferred to dispatch or another call group).

The telecommunication system shall have recorded playbacks which the County shall have access to at all times to monitor customer service.  All main service (non-administrative) lines shall be recorded. The recording system shall capture and store conversations in a digital format. The recording system shall allow stored calls to be easily selected and reviewed for quality assurance purposes by times or days, by call group, and by client number.  The Vendor will be responsible for retaining all recordings for a period of six months.

The system shall be capable of allowing the use of Interactive Voice Response (IVR) to allow for callers to use an automated system to request trips, cancel trips and/or access trip information within the Route Match and RouteShout.

In accordance with ADA requirements, it is the County’s goal to have average telephone hold times of no more than three (3) minutes for any given hourly period of the day.  This three (3) minute standard is to be achieved for ninety-five percent (95%) of the hourly time periods that a phone line in question is in operation, measured monthly. For example, if there are thirty (30) operating days in the month and the reservations call group/line is open nine (9) hours each day, there are 270 hourly periods that month for the reservations line/call group.  Average hold times should be three (3) minutes or less for ninety-five (95%) of these hourly periods (or 257 of these time periods).  There should be no pattern of long hold times for certain hours of the day, even if less than five percent (5%) of the hourly time periods have hold times in excess of three (3) minutes. For example, there should not be a pattern of average hold times exceeding two (2) minutes for the dispatch or customer service call group(s) during peak operating hours each day.

Vendor shall staff telephone lines dedicated to service requests. Vendor shall add Customer Service personnel or require re-training, if County determines that an unacceptable pattern or practice is established of service request callers being placed on “hold,” because insufficient personnel is available to answer telephones or handle Customer Service duties.

Automatic answering devices or Interactive Voice Recognition (IVR) systems may be substituted for normal reservation taking; however, Vendor must implement a means for passengers to speak directly with a qualified Vendor representative to coordinate pick-up/drop-off or other service related information. 



SECTION 12.5:  SERVICE TRANSITION AND OPERATIONS
Section 12.5.1: PHASE I – Transition and Implementation Plan
Phase I shall involve all Vendor work necessary to transition/assume operations of existing County LakeXpress and Lake County Connection services.  Work associated with Phase I tasks do not accrue revenue service hour payments.  Typical Phase I tasks shall include, but shall not be limited to:

The incumbent Vendor must cooperatively participate in the transition of this service to a new Vendor when applicable.  No less than forty-five (45) days prior to a new Vendor starting, participation is necessary in:

1. Meetings
1. Transfer of records
1. Access to property
1. Access to vehicles
1. Access to databases and systems

The above noted process shall be granted during normal hours of operation with a reasonable amount of notice to be coordinated with Lake County and the incumbent vendor.  A transition period is defined as the 30 to 45-day period of time prior to the existing contract termination or expiration date (March 30, 2017). Incumbent vendor shall participate in the smooth transition of service to a new provider in such a manner as to ensure the transition results in minimum service disruption.

During the transition phase, the County will conduct several meetings with the incumbent Vendor and new Vendor to discuss specific operations, records, and vehicle transition events and the time frame in which they must occur.  As requested by the County, the incumbent vendor must make pertinent records accessible to both the County and new Vendor within two (2) business days of the County’s request.

County-owned vehicles will be subject to a transition inspection and acceptance.  The new Vendor must develop and submit to the County, a Transition Management Plan (TMP) which will include, at a minimum, a detailed schedule of start-up activities, including a timeline for the implementation of all Phase II activities.  The plan must be approved by the County prior to Phase II initiation and acceptance. (Tab. U. Transition Management Plan)

Section 12.5.2:  PHASE II – Revenue Service Operation and Implementation

Phase II tasks shall involve all Contract activities necessary and reasonable for the Vendor to operate the contracted LakeXpress and Lake County Connection services beginning April 1, 2017 and the following two years (2018 - 2019) of the Contract,  and any approved extensions.  Phase II activities include, but are not limited to:

1. Day-to-day management and operation of LakeXpress and Lake County Connection transit system.
1. Implementation of safety, security and customer service programs;
1. Performance of all other activities necessary to provide a safe, reliable customer service oriented public transit system that is both efficient and effective.
1. Ensuring the maintenance of all transit revenue and non-revenue vehicles and equipment in accordance with established OEM specifications and standards approved by the County; a written maintenance plan and preventive maintenance plan shall be submitted as part of the proposal (Tab J. Maintenance Plan and Preventive Maintenance Plan).
1. Full staff to include, but not be limited to: General Manger, Operations Manager, Safety Officer, Road Supervisors for each type of service, Bus Operators, Dispatchers, Schedulers, Customer Service Representatives, Billing staff, Administrative support staff, Human Resources as well as all Maintenance Staff (Tab. G. Personnel. Maintenance & Operations Positions).
1. Making periodic revisions to route blocking and operator run cuts and providing required documentation of hours, miles, vehicle requirements by route, day of the week, and annualized by day of the week in support of all state and federal ridership reporting requirements (NTD, TAM, etc.)
1. Monitoring of and reporting on system performance for billing, customer service, vehicle cleanliness and vehicle performance to support system efficiencies.
1. Identifying, reporting and supporting the County to address problem areas and suggesting potential improvements to the system to include service schedules, routing, transit service planning and transit facilities to include bus stop/shelter/bench and maintenance facilities. 
1. Identifying inconsistent running time and/or excessive and sustained overcrowding, and recommending to the County specific schedule or running time adjustments to correct such problems.  Recommending ways to improve service efficiency such as run-cutting, alternative routing, new service, service reduction, etc. based on ridership, roadway conditions, and other environmental and operational factors, as needed.
1. Completion of all federal and state oversight and reporting requirements to include applicable state and federal requirements for Contract procurements, operations, vehicle maintenance, on-time-performance, safety, operator and staff and management training consistent with the most recent transportation reauthorization (FAST-ACT, MAP-21, SAFETEA-LU) and state statutes and regulations (FDOT and the Commission for the Transportation Disadvantaged (CTD)).


1. 
0. 
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Section 12.5.3.:  Definitions
FIXED ROUTE DEFINITIONS
As used in this Part or subsequent Parts, the following terms have the meanings defined herein:

Daily Operating Requirements.  The personnel and other resources needed to meet the requirements of scheduled fixed-route requirements of the Contract.

Early. When a bus departs the first scheduled stop, or arrives at the last scheduled stop, two (2) minutes or more before the time posted in the public timetables.

Late. When a bus departs the first scheduled stop, or arrives at the last scheduled stop, five (5) minutes or more after the time posted in the public timetables.

Missed. When a scheduled bus trip is not made or a replacement trip is not substituted before the next scheduled trip occurs.

On-time.  When a bus meets the arrival times of the first and last trips posted in the public timetables, or within seven (7) minutes of such posted time.

Penalties:  When used in this solicitation, the term "Penalties" is defined to mean the amount of money which the County may retain and/or otherwise receive from the Vendor as a result of failure by the Vendor to meet specified LakeXpress and LCC performance standards or conditions of service provided for throughout the Contract.  The parties agree that the actual amount of damage incurred by the County upon failure by the Vendor to meet the specified performance standards or conditions of service is difficult to determine with accuracy, and that the amounts or charges delineated herein and below reasonably estimate the amount of damages to the County upon breach by the Vendor.

Penalties General:  Unless specified otherwise, all Penalties will be deducted from monies owed the Vendor on a monthly basis.  The County shall not double count correction citations used in the assessment of maintenance Penalties.  Additionally, as provided for throughout this Contract, the parties agree that Penalties shall include the right of the County to charge the Vendor directly (through deductions to payments owed the Vendor) for County staff time lost and the replacement value of equipment and facilities that are lost, stolen, or damaged due to the Vendor’s staffs’ actions, inactions, or negligence.  Also included in this right, shall be the County’s ability to charge the Vendor Penalties equal to the value of all farebox revenues not collected, miscounted, lost, stolen, or deemed to be the same through variance or other audit analysis.  Finally, as provided for throughout this Contract, the County reserves the right to perform certain work and/or functions when the Vendor fails to properly do so, and charge the Vendor for the costs of performing the work in addition to an administrative fee.  All such charges shall be deducted from monies owed the Vendor and treated as Penalties.

Revenue Hours or Revenue Service. The time from the first timed stop to the last timed stop per bus schedule when in revenue service. This does not include deadhead hours or dwell time.

Revenue Miles. The distance from the first timed stop to the last timed stop per bus schedule when in revenue service. This calculation is not done on a gate-to-gate basis.

Vehicle Hours. The time during which the vehicle is running.

Vehicle Miles. The distance the vehicle has traveled according to its odometer.

PARATRANSIT DEFINITIONS

ADA. The federal guidelines as stated in the Americans with Disabilities Act of 1990 as amended. 
 
Adequate, Appropriate, Proper, Sufficient. These terms or variations thereof as used throughout this RFP mean performing work or duties in accordance with the standards and requirements generally accepted as standards in the transit industry. Those same words converted to a negative would mean performing work or duties or failing to do so in a manner that is not generally acceptable in the transit industry. 
 
Daily Operating Requirements. The personnel and other resources needed to meet the requirements of paratransit requirements of the Contract. 
 
Door-to-Door. Assistance for the User by the vehicle operator from inside the door of the User’s origin to inside the door of the User’s destination. 
 
Early. Refers to a trip that arrives at the pick-up location prior to the beginning of the Time Window. 
 
Eligible User or User. A person who has been certified by the County using criteria as defined in Attachment I-2. 
 
Late. A trip that arrives at the pick-up location after the end of the Time Window. 
 
Missed. A trip that does not arrive at the location or arrives at the location more than 30 minutes after the end of the Time Window. 
 
Modes. All paratransit services including ADA vehicles, stretcher and wheelchair accessible vans. 
 
No-Show.  When a vehicle is On-time for a pick-up but the User decides not to board the vehicle or is not present at the address listed on the manifest, and has not canceled the ride within the timeframe specified in the ADA and TD Rider’s Guide (Attachment # RIDERS GUIDE)  
 
Personal Care Attendant or PCA. An assistant to a User who has indicated such a need in the User’s application and who rides without charge when accompanying the User. 
 
On-time. A trip where the vehicle arrives at the pick-up location within the Time Window. 
 
Original Equipment Manufacturer or OEM. A part that was made by a company that is a subVendor to the vehicle manufacturer. 
 
Revenue Vehicle Hours. Billable time under the Contract; starts when a vehicle arrives at the first User pick-up and ends with the last User drop-off. 
 
Service Area. An area including the County and the adjacent Counties for paratransit service trip destinations.
 
Service Disruption. Any event that causes a delay of 30 minutes or greater in the movement of a Revenue Vehicle scheduled to be in service, e.g. breakdown, accident, or any other incident causing delay in service such that the Revenue Vehicle is unfit or unavailable for passenger service. 
 
Time Window. The period of the allowable deviation from the scheduled passenger pick-up time, defined in minutes. The scheduled passenger pick-up time is the time appearing on a Manifest indicated to the passenger for pick up. The allowable deviation is from ten minutes prior to ten minutes after the scheduled passenger pick-up time stated on the Manifest (e.g. for an 8:00 a.m. pick-up, the vehicle is On-Time if it arrives for the scheduled pick-up between 7:50 a.m. and 8:10 a.m.). The Time Window is also referred to as the 10-10 minute window. 

Section 12.5.4:  Performance Requirements

Performance Standards. Vendor shall be evaluated as to whether Vendor meets the Daily Operating Requirements based on On-time performance. Vendor shall maintain at least 95% On-time performance in the provision of scheduled services. In order to determine whether the 95% On-time standard is being met, each trip will be judged as Early, On-time, or Late. The exception to these requirements will be documented traffic delays or other matters beyond the ability of bus operator to correct.

All performance standards and penalties will be strictly enforced.  All performance specifications must be strictly adhered to in order ot provide the highest level of quality service possible.  The County reserves the right to monitor the Vendor in its performance of the Contract to ensure adherence to all performance standards.  Performance indicators are metrics developed by the County using historical data and trend analysis of similar size and scale transit operations to measure the Vendor’s performance.  Performance standards listed below are for the duration of the Contract and may be changed at the County’s discretion.  Lake County may, without prior notice, ride in Vendor-operated vehicles and visit Vendor facilities to monitor transit service operations and maintenance to ensure compliance with this Scope of Work and the Contract.  The County also reserves the right to review and modify these performance standards and metrics as deemed necessary to facilitate continuous service improvement.

To receive maximum compensation, the Vendor shall meet or exceed the following standards on a monthly basis.  For the following performance standards, if the Vendor fails to meet the contracted standards, penalties will be deducted form the Vendor’s total monthly invoice amount.

Penalties may also be imposed by the County on the Vendor based on each observed violation committed by Vendor personnel and subVendors.  The Vendor agrees that a violation of any of the performance standards in this Contract will cause the County to incur damages that are impractical or impossible to determine.  The Vendor agrees that these penalties are a reasonable approximation of the County’s actual damages.

All penalty assessments as identified by the County shall be measured on a monthly basis and applied to the next monthly invoice.

On-Time-Performance:  On-time performance is calculated using arrival times at captured designated time points within the Schedule of Operations.  A bus is considered on time if it arrives at a time point either before, at, or up to two (2) minutes early, and not more than five (5) minutes past the scheduled time.  A bus is considered late if it arrives at a time point six (6) or more minutes past the scheduled time.  Performance will be measured on a monthly basis using time point  and a series of trip sampling data for all fixed routes operated.  This data will be collected utilizing the RouteMatch, RouteShout, on-board cameras and other field observations.  The on-time performance standard is ninety-three percent (93%) or above.    Embedded in the performance standard are allowances for GPS and AVL anomalies, service delays, incident/accidents, vehicle breakdowns and schedule adjustments.  The County will consider adjustments to on-time performance for any of the above-mentioned occurrences.  

Additionally, for any underperforming route, as defined by any local and/or circulator route that achieves less than ninety percent (90%) on-time performance for two consecutive months, the Vendor shall provide the County an analysis and resolution plan in writing to bring the underperformaing routes into compliance.  The Vendor shall provide the County the analysis and resolution plan by twenty-one (21) calendar days following the end of the second month of the identified underperforming route(s).  The analysis shall include, but not be limited to: an on-time performance report by time point (as obtained from the RouteMatch and/or RouteShout, or observations) by route and by assigned bus operators; any route anomalies (e.g. detours, construction, etc.); resource availability (bus operators and vehicles); and passenger load issues that may be contributing to the underperformance of the route(s).  The County and the Vendor will meet to review the analysis report and resolution plan, as necessary.  If the review identifies route underperformance due to circumstances under the Vendor’s control or non-compliance to Contract requirements, the Vendor has thirty (30) calendar days from the review date, unless otherwise approved by the County, to bring the route(s) into compliance.  The County will assess penalties for failure to achieve the performance standard as follows:

Performance Standard:  The on-time performance standard is ninety-three percent (93%) or above.
Methodology:  A bus is considered on time if it arrives at a time point either before, at, or up to two (2) minutes early, and not more than five (5) minutes past the scheduled time.  A bus is considered late if it arrives at a time point six (6) or more minutes past the scheduled time.  Performance will be measured on a monthly basis using time point  and a series of trip sampling data for all fixed routes operated.  This data will be collected utilizing the RouteMatch, RouteShout, on-board cameras and other field observations.  (Refer to TCRP Report 100, Transit Capacity and Quality of Service Manual, Chapter 3. 2003)
Penalty:   On-time Performance 92.99%-90% = $3,000.00; 89.99%-87% = $5,000.00; 86.99% and below = $7,000.

Performance Standard:  The Vendor shall provide the County the analysis and resolution plan twenty-one (21) calendar days following the end of the second month of the identified underperforming route(s) that is below ninety percent (90%) on-time. The Vendor has thirty (30) calendar days from the review date, unless otherwise approved by the County, to bring the route(s) into compliance.
Methodology:  A route that has performed below ninety percent (90%) for two consectutive months shall have a resolution plan within twenty-one (21) days following the second month of the identified underperformance.
Penalty:   Failure to provide a resolution plan to address on-time performance beyond 30 days from the County’s review date, will result in a penalty of $2,000.00

Missed Revenue Miles.Revenue miles is defined as scheduled miles operated with a vehicle in service and available to the general public with the expectation of carrying passengers.  This also includes miles operated due to detours (planned or unplanned).  Revenue miles exclude deadhead mileage, vehicle maintenance or bus operator testing and scheduled miles not operated due to unforseen accidents/incidents (preventable or non-preventable) and vehicle break downs.  For purposes of reporting revenue service (miles, hours and trips,) the National Transit Databse definitions shall be followed.  The Vendor shall implement policies and procedures to monit service delays, and if necessary, replace or insert a bus to fill in for a portion of a trip to ensure the timely completion of that trip.  Buses involved in accidents or mechanical breakdowns must be immediately replaced.  Under any of the circumstances described above, the Vendor shall take appropriate action to minimize the disruption of service.  Missed revenue miles will be reported on a monthly basis as documented by RouteMatch and RouteShout systems of record and measured by being divided by the total scheduled revenue miles for the month.  The performance standard for missed revenue miles is 0.40% or less.  The County will assess penalties for failure to achieve the performance standard as follows:

Performance Standard:  The performance standard for missed revenue miles is 0.40% or less. 
Methodology:  Missed revenue miles will be reported on a monthly basis as documented by RouteMatch and RouteShout systems of record and measured by actual versus scheduled trips for the month for paratransit and fixed routes operated at maxium service.  
Penalty:   % of Missed Revenue Miles: 0.41%-0.50% = $3,000.00; 0.51%-0.70% = $5,000.00; 0.71% and above = $7,000.

Customer Contact.  A Vendor influenced customer contact is any customer contact received and logged into Lake County Connection and LakeXpress database in which the Vendor or its employee is alledged to have failed to perform the required service appropriately (including complaints of late bus, regardless of reason for lateness, operator rudeness, scheduling issues, etc.).   Embedded in the schedule is an allowance for potentially invalid complaints.  The County will consider the results of investigations into complaints and their validity.  

Performance Standard:  The performance standard is  one (1) or less valid customer contacts/complaints per 4,000 boardings for LakeXpress and one (1) or less contacts/complaints per 1,000 trips for Lake County Connection.  
Methodology:  Customer contacts will be  measured by the number of monthly complaints for each mode, LakeXpress and Lake County Connection. 
Penalty:   Customer Complaints: 1 or more per 4,000 LakeXpress/1,000 Lake County Connection = $500 per complaint over 1 for each mode.

Reporting Requirements; Review. The Vendor shall document every occurrence of an Early, Late, or Missed trip. Beginning 90 days after the effective date of the Contract, penalties as set forth herein shall be imposed. On-time performance shall be measured by use of Automated Vehicle Location (“AVL”) and Geographic Positioning System (“GPS”) systems and random sampling. Vendor shall provide as part of its RFP response the sampling method to be used for measuring on-time performance. (Tab V. Sampling Methodology for On-Time Performance.) Vendor shall report Early and Late trips to the County in written monthly performance reports. Vendor shall work with the County to establish the format of such reports. Vendor shall report Missed Trips, Early and Late Trips to the County in writing on a daily basis. Any disruption or suspension of service in excess of one hour shall be reported by the Vendor to the County immediately upon learning of such disruption. Liquidated damages may be imposed as set forth in the RFP, herein. The County shall have the right to review the Vendor’s dispatch records and shall have unrestricted access to any AVL records to verify and determine compliance with the Vendor’s responsibilities under this Contract. Vendor’s personnel shall assist the County to insure requested records are available on location in the County and are provided promptly upon request.  All required reports are outlined herein, this is a short summary.

Performance Standard:  All requests for records, data  and files shall be provided within the timeframes outlined in the reporting section of the Attachment 12.  All Daily, Monthly, Quarterly and Annual Reports shall be remitted in electronic and hard copy as required and outlined in Attachment 12.
Methodology:  Daily Reports received after 9:00am are considered late; Monthly Reports received after the 10th day of the month are considered late; Quarterly reports received after the 10th day following the quarter are considered late; Annual Reports received after the 10th day following the annual period are considered late; Invoices received after the  10th day of the month are considered late.
Penalty:   Late Daily Reports = $100.00 per report; Late Monthly Reports = $250.00 per report; Late Quarterly Reports = $500.00 per late report; Late Annual Reports = $1,000 per report.  Late: Invoices = $500.00 per late invoice.

Operations. The Vendor shall operate the service in accordance with the posted routes, maps, and timetables and schedule of operations contained in this RFP.  The Vendor will be responsible for identifying in advance and brining to the County’s attention an impacts to scheduled operations caused by external factors (traffic, special events, construction, etc.). The Vendor shall make every effort to maintain service, without compromising safety during major weather events or under other inclement conditions. The Vendor shall be expected to participate in and support any and all emergency situations as declared by the County, including any and all Emergency drills and meetings that may be conducted during the term of this Contract. All such Vehicle Hours shall be reimbursed based on the rate in the Vendor’s proposal.

Performance Standard:  Vendor shall provide the County with a schedule of operations and plan for detours, alternative routeing, etc. as a result of all public events, parades, construction, road closures, etc. known and reasonably available to the Vendor no later than 48 hours of potential event of service impact.
Methodology:  Review of FDOT, County and local municipality calendars and schedule of events to identify the need for alternative routing for LakeXpress and Lake County Connection buses.  Additional alerts that should be reviewed by the Vendor include 511 and other traffic alert software applications.
Penalty:   Failure of Vendor to provide alternative routing and operations plan within forty-eight (48) hours of event will be assessed $250.00; Failure of Vendor to notify County of unforseen event within thirty (30) minutes of becoming aware of the event will result in an assessment of $50.00.

Performance Standard:  Vendor shall provide the County with advanced written notification of proposed changes to all Key Personnel positions.
Methodology:  Review of Monthly Reports of Vendor Staffing,  Operations and Maintenance Reports and random observations and site visits shall indicate deficiencies and/or changes in Key Personnel and other staffing.
Penalty:  Changes in Key Personnel without the County’s notification and approval will be assessed $5,000.00 and $100 per day until the Key Personnel is replaced to the County’s satisfaction.

Legal Compliance; Drug Free Workplace. Vendor shall comply with all applicable requirements, rules, and regulations of the Occupational Safety and Health Administration (OSHA), and all other federal, state and local safety laws, regulations, permits, codes, and other ordinances.  Vendor shall provide a drug free workplace in accordance with the requirements of the drug-free workplace act. Vendor shall comply with the FTA requirements of 49 C.F.R., Pts. 40 and 655. See www.gpoaccess.gov/cfr. (Tab. W. Drug & Alcohol Procedures & Policy.) If the Vendor is proposing sub-Vendors as part of its proposal, a copy of each sub-Vendors Drug and Alcohol procedures are to be included as part of the proposal.  Vendor shall perform post-accident drug and alcohol tests in accordance with 49 C.F.R., Pt. 655 and report the results to the County, with the official accident report, within 24 hours of the accident.

Performance Standard:  Vendor shall provide the County with a workforce comprised of Safety-Sensitive and non-Safety Sensitive personnel who have completed all of the requisite background and drug and alcohol screenings required per the Contract.
Methodology:  Review of Monthly reports on staffing, Quarterly MIS Reports and requisite background screening requirements based on their employment category.
Penalty:   Failure of Vendor to ensure all employees have and maintain the appropriate background and drug and alcohol screenings per employee/event will be assessed $250.00 per employee/event or occurrence of failure to ensure background screening and drug and alcohol screenings required per the Contract.

Maintenance. Vendor shall perform regularly scheduled preventive maintenance to the vehicles at pre-established intervals in accordance with the standards and schedules of the Original Equipment Manufacturer (“OEM”) of the buses as supplemented by the standards and schedules of equipment suppliers for systems installed on the vehicle and the requirements of the State of Florida and Federal Transit Administration.

Maintenance Plan. The Vendor shall provide a maintenance plan based on the County’s bus fleet indicating the time or mileage intervals (including over and under margins) when Vendor inspections and preventive maintenance shall be performed. This time or mileage interval shall not change during the course of this Contract without prior written approval of the County and FDOT.  Vendor shall provide the County with its proposed scheduled preventive maintenance policies and procedures, inspection forms and schedules with their proposal. The successful Vendor will be asked to provide a preventive maintenance plan specific to the County’s fleet within 60 days after award of the Contract. (Tab J. Maintenance Plan & Preventive Maintenance Plan)

ITS Integration. Current Available Technology. The County has integrated Intelligent Transportation System (“ITS”) technology for its fixed route and paratransit service, including:
0. Automatic Vehicle Location (Double Map)
0. Automatic Next Stop Annunciation and Signage- Mackenzie DADS MB701 and Sunrise System Amber  NXTPS 7x96
0. RouteMatch VeloCounty Vehicle Logic Units (VLU) w/4G/LTE in.
0. Mobile Data Terminal (MDT) –Samsung 8E Tablets SM-T377V-UD
0. Automatic Passenger Counting (APC) - Dilax
0. Security Camera System – Seon Explorer DX12
0. Fare Collection Equipment (Diamond)
0. Real Time Traveler Application- RouteShout
0. RouteMatch Fixed Route 
0. Dispatching
0. Scheduling
0. Authoring
0. Verification
0. Monitoring
0. Analysis

Future Installations & Upgrades. The County has a third party Vendor for all ITS services and will continue to install ITS and telecommunications equipment on all fixed route vehicles as equipment reaches useful life and/or accidents/incidents require. The Vendor will be responsible for coordinating all ITS repairs with the County’s third party Vendor.  The County will be evaluating electronic fare collection systems in the future and will require the Vendor to be prepared to maintain and coordinate such systems with the County’s selected vendor(s). 

Telecommunications & Radio.  The Vendor shall provide telecommunications systems for all facilities external to the County’s facilities to include state of the art telephone and internet services to support the RouteMatch scheduling system and other database and customer service support.  The dispatch and customer service should be an in-house Voice-Over Internet Provider (VoIP) switching system with integrated unified communications (UC) features and Call Center applications/systems capable of meeting Lake County functional requirements for the fixed-route and paratransit service demand.  The Vendor shall coordinate with the County’s Information Technology (IT) and Public Safety staff and management and the County’s third part ITS vendor, to ensure the appropriate minimum and maximum technology standards, firewalls, etc. are compatible to interface with the County’s telecommunications and network systems.

The Vendor shall furnish and equip (installation to be coordinated with the County’s IT Department) each transit vehicle with a two-way radio system, including frequency, to provide communications with transit vehicles and (revenue and non-revenue vehicles provided by the County), the Vendor’s maintenance facility and the County’s Transit Division.  The radio equipment is to be available for normal dispatching as well as emergency situations (i.e. accidents, mechanical breakdowns, weather events). Thereby enabling Vendor to immediately dispatch substitute vehicles and operators.  Vendor assumes the responsibility of all maintenance operations and maintenance costs of the radio system, to include additional costs associated with regional radio network deficiencies. Vendor shall provide a plan to coordinate and address all ITS support and services with the County and its third party Vendor. (Tab X. ITS & Telecommunications Plan)

Performance Standard:  Failure to provide operational telephone, telecommunications and network connections required to ensure efficient operations and access for the general public, RouteMatch/RouteShout will constitute a failure of the Vendor to ensure access to LakeXpress and Lake County Connection to support the Contract. 
Methodology:  Any period of Vendor lack of connectivity of telephone system for the general public or the Bus Operator’s radio communication exceeding thirty (30) minutes is considered failure to perform.  Failure to notify the County in advance of connectivity issues is considered a failure to inform the County of telephone system connection issues.
Penalty:   Thirty (30) minutes or more of lack of general public and/or Bus Operator network/telecommunications connection and accessibility = $1,000 and $50.00 per hour beyond the initial thirty (30) minutes.

Performance Standard:  Failure to maintain an average hold time of no more than three (3) minutes for any given hourly period of the day for ninety-five percent  (95%) of the hourly time periods for each telephone line in operation for each month.  No more than two (2) minutes wait for each Dispatch/Customer Service Representative to answer phone calls during the peak periods for paratransit reservations (6:00a.m. – 10:00a.m., Monday – Friday) and fixed route (6:30a.m. – 9:30a.m. and 3:00p.m. -6:00p.m.).
Methodology:  Ninety-five (95%) percent of all calls received during the peak period should be answered within two minutes; Ninety-five percent of all calls should not be on hold no more than three (3) minutes.  Monthly call reports will be used to determine achievement of standard.
Penalty:   Failure to answer all calls within two (2) minutes will be assessed $10.00 per call answered after two minutes.  All customer calls on hold more than three (3) minutes will be assessed $15.00 per call.

Goals. Vendor shall be expected to integrate current and future ITS & Telecommunications at all levels of its service. The County’s system of record of ridership and trips provided is based on RouteMatch Scheduling and Dispatching System for all billing and service verification. Vendor shall provide a description of its experience with and knowledge of ITS and how and where it has integrated ITS into its operations. The County’s goals, which should be shared by the Vendor, for the use of ITS technology in the provision of fixed route service are:
0. Monitoring	and	supervision	of	compliance	with	the	Daily	Operations Requirements
0. Improve the ability to track, record, and analyze data on passengers and revenue miles for efficient scheduling and reporting
0. Improve communications with drivers
0. Automatically track passenger counts by route, bus, time, and location
0. Better assess Vendor’s performance
0. Improve fare system
0. Track  vehicle  locations  by  providing  information  through  the  Internet  and wayside signs
0. Improve security and effective emergency response
0. Improve	coordination	with  other local and regional transportation	services, agencies and emergency management.

Marketing, Public Relations, and Advertising. Vendor shall provide support and assistance to the County in all marketing ventures and promotional activities and shall provide management assistance to the County in this regard in terms of manpower, distribution of materials, and providing accurate, courteous information on County promotions. The County shall develop plans and materials. Vendor shall provide and install postings or notices for short term or temporary service interruptions or changes. All materials provided to the Vendor for posting are to be posted within 24 hours of receipt or on the designated release date.

Vendor shall maintain the name of the service visibly displayed on the side of each County-owned vehicle that is in service. Vendor shall maintain the state and federally-mandated vehicle lettering, numbering and notices required for public transit vehicles and services in all facilities and on all vehicles.

Advertising. Vendor agrees to provide access to advertising vendors under contract to the County for purpose of installing and maintaining advertising signs on the exterior and interior of County owned vehicles upon written approval and notification of the County. Revenues from advertising shall be paid from vendors to the County. Vendor shall not have authority to advertise on or in County owned vehicles.

Transition Planning Between Vendors. Vendor shall submit, as part of its proposal, a transition plan (Tab U. Transition Management Plan) for initiating operation of the County’s transit service and terminating operation. This plan should cover the relocation and assignment of personnel and functions, inventory and condition assessment of vehicles, parts and other ancillary equipment; technology transfer associated with client files for all transit services.  Vendor shall receive each County bus after the bus has been thoroughly inspected by the County, the current Vendor and the Vendor selected through this RFP process. 
 
If a bus to be used for this Contract will transition from the current Vendor to a new Vendor, will be allowed only one (1) inspection and one (1) re-inspection per bus will be conducted. 
 
The County or its designated representative, the current Vendor, and the Vendor selected through this RFP process will jointly inspect the transitioning buses prior to the transition date, with all identified and agreed to safety and running repairs corrected by the Lake County Maintenance and the current Vendor, prior to the transition date.  
 
All parties involved shall be required to inspect, take responsibility for, and insure vehicles as early as thirty (30) days prior to the scheduled transition of services under this Contract. 

12.5.5: Detailed Service Description 

Detailed route maps and schedules are available at www.ridelakexpress.com. Details of the County’s public transit service hours and miles are contained in FIGURES 1 and 2. 

Service Hours. Service hours vary by route. The Vendor shall provide service during all required hours. Hours and days of operation are subject to change. All changes will be adjusted in the payment by the accepted cost per revenue hour. The Vendor shall be responsible for maintaining in good order all County-supplied information (e.g. schedules, service announcements) on the buses, insuring that all information is available to customers and that all information is current for daily pull-out.  Service Area.  Vendor shall provide service within Lake County and surrounding areas to include Sumter, Orange, and Polk Counties (guidelines).

Adjustment to Service and Routes. The County reserves the right to adjust service as it sees fit at any time. Modifications to service may include, but are not limited to, extending, delaying, adding, or deleting routes or parts of routes and expanding or decreasing scheduled revenue hours. The addition or deletion of routes will result in price adjustments based on the Vendor’s Cost Proposal. With their proposal, Vendor shall provide  a policy and procedure to be employed by Vendor to notify and advise patrons and the public of alternative fixed-route schedules and routing for all seven (7) fixed routes under the following conditions (Tab Y.  Service Adjustment Policy & Procedures): 
1. Special Event Routing
1. Traffic/Congestion and Accident Delay Routing
1. Emergency Event (i.e. police activity, etc.)
1. Holiday

Service Monitoring and Contract Compliance. County, state and federal representatives may, without prior notice, ride in all buses, inspect any bus, and inspect any area of the operations and maintenance facility to ensure compliance with this Contract. County, state and federal representatives shall be afforded unfettered access to all buses and facilities at all times.

Audits. The County, state or FTA, or its designated representative may, in the sole discretion of their respective interest, conduct periodic audits. Vendor shall provide full cooperation during any and all such audits. Cooperation, for purposes of this requirement, shall include access to all operational data, financial records, maintenance information, employee information, applicable databases, and all facilities and equipment. Vendor shall assist the County or its designated auditor in every reasonable manner. Vendor shall maintain updated and complete copies of all documents and records related to its performance of the Contract on location in the County to facilitate audits.

Use of County Owned Buses and Service Vehicles. Revenue and non-revenue vehicles on the Fleet Roster are to be used for, and in support of revenue service and directly-related activities only (e.g. deadheading, repairs). No administrative uses whatsoever by the Vendor are permitted. The County strictly prohibits the use of its buses and service vehicles for non-LakeXpress and Lake County Connection purposes. The County reserves the right to use its bus fleet for demonstration or marketing events. Vendor may be asked to provide an operator for such County events and shall be compensated at the per Revenue Hour rate on such occasions. Vendor shall be responsible for recording and maintaining non-revenue vehicle hours and miles for the purpose of operator relief and miscellaneous management functions carried out in support of the Contract. With their proposal submission, Vendor shall provide a sample form for mileage and trip inventory for non-revenue vehicle use to support the Contract, to include additional vehicles required (but not provided by Lake County) to support the Contract. (Tab Z. Non-Revenue Vehicle Usage Form.) Vendor shall utilize relief vehicles to manage the need to exchange operators away from the operating garage. The successful Vendor will be required to submit, within 60 days after award of the Contract, a detailed plan for providing bus assignments that accounts for the overall age of the fleet and spare ratios. (Tab AA. Revenue Vehicle Assignment Plan)

Before submitting a proposal, potential vendors shall become fully informed as to the extent and character of the work required and are expected to completely familiarize themselves with the requirements of the solicitation and specifications.  Failure to do so will not relieve the Vendor of responsibility to fully perform in accordance with resulting agreement(s).  No consideration will be granted for any alleged misunderstanding of the material to be furnished or work to be done; the submission of a proposal in response to this RFP is an agreement with all of the items and conditions referred to herein.




12.5.6: Emergency Procedures or Declarations

In the event that the County has declared a state of emergency, the Vendor shall transport persons with special needs to appropriate shelters or other medical facilities as determined by the Health Department Director or designee.   The Vendor may also be required to transport others at the direction of the Emergency Management Director or designee.  Vendor shall provide any information required for the County to claim emergency or disaster grants or reimbursements from the State and/or Federal government.  Vendor must maintain detailed records of all persons transported under this provision as well as Bus Operators hours and fuel usage.  Vendor will be required to attend Emergency Management and Emergency Operations meetings and exercises on regular and recurring basis to ensure coordination with other County and State agencies during emergency events.

The Vendor shall develop, implement, and maintain formal written procedures to respond to emergencies, which from time to time occur in the course of providing daily transit services.  A sample copy of the written procedure shall be provided with the initial proposal.

SECTION 12.6:  PERSONNEL

Section 12.6.1: Background Screenings
In accordance with FTA Safety Sensitive positions and with 49 CFR Part 655.4:
Vendor agrees that all contract workers and subVendors (collectively “contract worker(s)”) that Vendor provides pursuant to this Contract shall be subject to background and security checks and screening (collectively “Background Screening”) as set forth in this RFP.  Vendor shall perform at its sole cost and expense all such Background Screening pursuant to the provisions in this RFP.  The provider of the Background Screening shall comply with all applicable laws, rules and regulations.  Vendor further agrees that the Background Screening required in this RFP is necessary to preserve and protect public health, safety and welfare.  The Background Screening requirements set forth in these provisions are the minimum requirements for this Contract.  The County in no way warrants that these minimum requirements are sufficient to protect Vendor from any liabilities that may arise out of Vendor’s services under this Contract.  Therefore, in addition to the specific measures set forth below, Vendor and its contract workers shall take such other reasonable, prudent and necessary measures to further preserve and protect public health, safety and welfare when providing services under this Contract.  Vendor shall be responsible and shall warrant that all Background Screening information furnished to the County is accurate and current through the date of hire of the proposed contract worker. Vendor shall provide a background screening policy and standards with proposal submission.  (Tab BB. Background Screening Policy & Standards)
 
Background Screening Requirements and Criteria.  Because of the varied types of services performed, the County has established three levels of risk and associated Background Screening.  The risk level and Background Screening required for this Agreement is Standard Risk for the vehicle maintenance staff and admin staff and Maximum Risk for drivers and road supervisors.   
 
Minimum Risk and Background Screening (“Minimum Risk”). A minimum risk Background Screening shall be performed when the contract worker: (i) will not have direct access to County facilities, assets or information systems; or (ii) will not work with vulnerable adults or children; or (iii) when provided access to County facilities, is escorted by a County worker.  The Background Screening for minimum risk shall consist of the screening required by state of Florida. 
 	 
Standard Risk and Background Screening (“Standard Risk”). A standard risk Background Screening shall be performed when the contract worker’s work assignment will: (i) require a badge or key for access for County facilities; or (ii) allow any access to sensitive, confidential records, personal identifying information or restricted County information; or (iii) allow unescorted access to County facilities during normal and non-business hours.  The Background Screening for this standard risk level shall include the Background Screening required for the Minimum Risk level and a background check for real identity/ legal name, and shall include felony and misdemeanor records from any county in the United States, the state of Florida, plus any other jurisdiction where the contract worker has lived at any time in the preceding seven (7) years from the contract worker’s proposed date of hire. 

Maximum Risk and Background Screening (“Maximum Risk”). A maximum risk Background Screening shall be performed when the contract worker’s work assignment will: (i) have any contact with vulnerable people such as children, youth, elderly, or individuals with disabilities; or (ii) have any responsibility for the receipt or payment of the County funds or control or inventories, assets, or records that are at risk of misappropriation; or (iii) have unescorted access to the County data centers, money rooms, or high-value equipment rooms; or (iv) have access to private residences; or (v) have access to identified critical infrastructure sites/facilities.  The Background Screening for this maximum risk level shall include the Background Screening required for the Standard Risk level, plus a sexual offender search, a credit check, and driving record search for the preceding seven (7) years from the contract worker’s proposed date of hire.  Contract workers who work directly with children or vulnerable adults are also subject to fingerprint verification through the Florida Department of Children and Family Services (DCF)/Agency for Persons with Disabilities (APD).

Vendor Certification; County Approval of Maximum Background Screening.  By executing this Contract, Vendor certifies and warrants that Vendor has read the Background Screening requirements and criteria set forth above, understands them and that Vendor has satisfied all such Background Screening requirements for the Minimum Risk. 

Background Screenings.  In addition, for Maximum Risk Background Screening, Vendor shall provide for the County’s review and approval such Background Screenings for any contract worker considered for performing services under this Contract where human safety or facility security is classified as a Maximum Risk level. The County may, in its sole discretion, accept or reject any or all of the contract workers proposed by Vendor for performing work under this Contract.  A contract worker rejected for work at a Maximum Risk level under this Contract shall not be proposed to perform work under other COUNTY contracts or engagements without COUNTY’s prior written approval. 
 
Terms of This Provision Applicable to all of Vendor’s Contracts and Subcontracts.  Vendor shall include the terms of this provision for contract worker Background Screening in all contracts and subcontracts for work performed under this Contract, including supervision and oversight. 
 
 Materiality of Background Screening Provisions; Indemnity.  The Background Screening provisions of this Contract, as set forth above, are material to County’s entry into this Contract and any breach thereof by Vendor may, at County’s option, sole and unfettered discretion, be considered to be a material breach of this Contract.  In addition to the indemnity provisions set forth in Section 5.7 of this RFP, Vendor shall defend, indemnify and hold harmless the County for any and all Claims (as defined in Section 5.7) arising out of these Background Screening provisions including, but not limited to, the disqualification of a contract worker by Vendor or the County for failure to satisfy these provisions. 
 
Continuing Duty; Audit. Vendor’s obligations that Vendor’s workers satisfy the Background Screening requirements in these provisions shall continue throughout the entire term of this Contract.  Vendor shall notify the County immediately of any change to a Maximum Risk Background Screening of a contract worker previously approved by the County.  Vendor shall maintain all records and documents related to all Background Screenings and the County reserves the right to audit Vendor’s compliance with these provisions pursuant to Section 7.3. 



Section 12.6.2: Work Program – Management & Administrative/Operations Staff

Organization Disclaimer. Any Contract resulting from this RFP process is not intended to constitute, create, give rise to or otherwise recognize a joint venture agreement or relationship, partnership or formal business organization of any kind, and the rights and obligations of the parties shall be only those expressly set forth in the Contract.  The parties agree that no persons supplied by Vendor in the performance of Vendor’s obligations under the Contract are considered to be County employees and that no right of County civil service, retirement, or personnel rules accrue to such persons. Vendor shall have total responsibility for all salaries, wages, bonuses, retirement, withholdings, worker’s compensation, occupational disease compensation, unemployment compensation, other employee benefits and all taxes and premiums appurtenant thereto concerning such persons, and shall save and hold the County harmless with respect thereto.   
Proposed Organizational Structure of Key Staff. Vendor shall submit with its proposal a proposed staffing plan with an organizational chart that depicts all personnel proposed to be utilized in the service of this Contract for Phase I and Phase II, including both fixed route and paratransit services.  ( Tab G.  Personnel) The staffing plan/organizational chart shall indicate titles, filled positions, and number of vacancies to be filled. The plan shall identify by management position the individual candidates including credentials and experience.  

No Vacancies in Key Positions. At no time during the Contract shall the General Manager, Operations Manager, Road Supervisors, Maintenance Manager or Safety Manager positions identified be vacant.  In the event of any of the following’s planned departure, the Vendor shall ensure a qualified replacement that meets the qualifications stated herein and is permanently on-site thirty (30) days prior to the departure.  Otherwise, Vendor shall assign a corporate officer to oversee the job responsibilities on-site until a qualified replacement is retained and in place. Any replacement of such personnel will require County approval. 
 
Position Guidelines. Vendor is free to suggest staffing with sufficient justifications in its proposal.  If the job structure responsibilities differ from the duties as specified below, Vendor shall list the different duties with an explanation and justification for each. Vendor shall submit the anticipated percentage of time each of the listed personnel will be devoted to the services of the County as detailed in this Contract. Vendor is assumed to be able to carry out all responsibilities and activities as required by the Contract.  

The Proposer shall describe the size, organization, function and capability and the firm’s management philosophy.  The key personnel shall be identified by name, title and assignment under this Contract.  The Proposer shall describe their unique skill set and familiarity with the service area, ridership and experience with the type of service operated in Lake County.  

For each member of the key personnel team, the Proposer must provide the following:
1. Resume to include the last 10 years of employment
1. Company Employment Application (All employment histories shall date back 10 years and describe fully the reasons for leaving each job.)
1. Qualifications with similar contracts and services.
1. Training, including accreditation, certifications, etc. related to transit administration, maintenance and operations.
1. Any other information that conveys individual’s knowledge, skills and abilities.
Describe in detail the firm’s experience with operating local fixed route, ADA paratransit and TD services on a scale equal to or greater than what is requested in this RFP.  For each listing of current or past experience, provide the following:
1. Name of County/Transit Agency
1. Name of contact person, title and phone number
1. Term of Contract
1. Number of fixed-route and paratransit vehicles
1. Number of annual revenue hours/trips for fixed route and paratransit services
1. Contract Value
1. Services Provided and Recent Recommendations (Refer to General Requirements. Lake County may contact the listed agencies for references.  In addition, the Proposer must indicate whether your firm has ever been debarred by a public agency or have been assessed liquidated damages in excess of $500 and have had a contract terminated, or a mutual agreement to terminate a contract due to performance issues.)

Vendor shall comply with the following staffing requirements:
1. [bookmark: _Ref345590252]Maintain sufficient administrative, operations and maintenance staff to perform all required Contract activities; including but not limited to providing an adequate number of regularly scheduled and extra board Bus Operators on all days of service to ensure 100% coverage of all scheduled runs plus same day service back-up as specified herein.

1. Maintain Bi-lingual English/Spanish (Based on FTA and FDOT Limited English Proficiency (LEP) requirements based on the United States Census Bureau (US Census)) data.

1. Bus Operators shall be available during all hours of operation. 


1. Employee Qualifications Program – The Vendor shall list the requirements, qualifications and minimum employee standards for each position proposed in the Contract including CDL Class Requirements, criminal record standards, Bus Operator’s license points, minimum Bus Operators age, and language barriers, safety certifications, training certifications, etc.

1. Provide an onsite General Manager who is authorized to make all day-to-day operational decisions and be available by telephone or other acceptable communication means twenty-four (24) hours a day, seven (7) days a week.
6.  	The Proposer shall provide key management positions and accompanying position descriptions for those positions to ensure they have the capability to oversee this Contract and the functions of all employees outlined herein.  The functions, roles and responsibilities, pay scales, description of benefits, retention and benefits strategies, etc. of these key positions are to be detailed by the Vendor and submitted with this proposal. (Tab G. Personnel.)  The five (5) key management position categories are the following:

a. 	The General Manager
b. 	Operations Manager
c. 	Road Supervisors (Fixed Route and Paratransit)
d.	Safety and Training Manager  
e.	Maintenance Manager

7.  	The Proposer shall not reassign any of the five (5) key management positions within the one hundred and eighty (180) days preceding the termination of this Contract. In order to ensure continuity in administration of the contract, the Vendor shall not reassign any person holding any of the key positions within the first year of the Contract, unless requested to do so by the County.  Any reassignments of staff in the five (5) key position categories shall not occur without prior written approval of the County; provided, however, that the County shall not unreasonably withhold such approval.  Failure to reassign any of the Key Personnel with incumbents without commensurate or higher experience and skills will constitute a failure to meet the requirements of the Contract.

The County retains the right to review the Vendor’s personnel policies and the list of personnel assigned to the Contract. With this proposal the Vendor shall provide the New Employee Handbook which covers all federally required notices for Safety Sensitive Employees in accordance with 49 CFR Parts 40 and 655.    The County additionally retains the right to require the removal of any person holding any of the five (5) key management positions cited above without penalty if it is determined to be within the best interests of the County, in the County’s sole discretion.    The County must be made aware of any resignations, terminations of the aforementioned management categories within fourteen (14) calendar days of the Vendor being made aware of such actions. This provision is not intended to create an employment relationship with the Vendor and shall not hamper in any way any employer/employee relationship between the Vendor and its management staff.  Failure to fill a key position within thirty (30) days of a vacancy may subject the Vendor to a default under any resulting contract.

General Manager.  The General Manager shall be the person in charge of all management and day-to-day operations of the services provided by the Vendor to support this Contract.  The General Manager shall demonstrate, by decision and action, competency in all aspects of the County’s transportation service. The General Manager shall maintain consistent and sufficient contact and communications with the County.  The General Manager shall have a minimum of ten (10) years supervisory and managerial experience in public transit to include fixed route and paratransit operations. 
Vendor shall provide project management through a General Manager at a level and capability sufficient to oversee its functions and employees and subject to County approval. These functions include but are not limited to: 
1. Ensuring all performance goals are met. 
1. Effective operations design, scheduling, and management. 
1. Maintaining an adequate and competently staffed organization. 
1. Providing proper fleet maintenance. 
1. Effective quality assurance for all divisions. 
1. Complete and accurate data collection, compilation, analysis, and reporting as required by law and the Contract  
1. Compliance with FTA and other federal, state, and local regulatory requirements. 
1. Effective environmental compliance and sustainability management. 
1. Professional response to comments and concerns of passengers and the general public. 
1. Effective response to specific requests for other assistance as the need arises. 
1. Attending public meetings at the County’s request. 
1. Maintaining a positive employee morale to assure good working conditions. 

The General Manager shall have the ability to make decisions as required and shall not have to frequently refer to upper management for decisions. General Manager shall oversee the employees of the Vendor and monitor operational activities associated with this scope of work. General Manager shall be responsible to the County for the safe, reliable, and effective supply of all work referenced in this scope of work. General Manager shall supervise the daily work activities of all operators, supervisors, dispatchers, maintenance workers, and other personnel necessary to support system operations. General Manager shall work cooperatively with the County and be accountable for all substantive matters pertaining to the provision of transit services as provided under this Contract. 

The Vendor shall notify the County in writing whenever the General Manager is scheduled for vacation or training.  When the General Manager is out of the office he/she must provide the County with the name of the temporary individual(s) who will assume responsibilities for the day-to-day operations during the General Manager’s absence, to include decision-making authority and signature authority required to support the Contract.  This temporary individual must be approved by the County and have the requisite knowledge, skills and abilities to manage the County’s public transit service without disruption or diminishment of the quality and caliber of services. Under no circumstances should the General Manager and Operations Manager/Assistant Operations Manager be scheduled to be out of the office, on vacation or leave at the same time.

The General Manager shall function as line supervisor of all project staff and manage accounts and operating records for the County’s service.  The General Manager shall be available for weekly meetings with the County to discuss operational, safety, performance, billing and other issues relative to the operation of the program.  The General Manager will manage and directly supervise the Safety and Training Manager and the Operations Manager.

The General Manager shall be proficient in report generation and special report writing using the Route Match system, Crystal Reports and exporting to Excel, Access and other software interfaces to include Microsoft Office Suite (Access, Excel, PowerPoint and Word), and any other County technology software and hardware deemed necessary and utilized to support this Contract.

At all times, the General Manager or a supervisor designated to act for the General Manager shall be available by telephone or in person to make decisions regarding day-to-day operations and shall be authorized to act on behalf of the Vendor regarding all matters pertaining to the transportation services provided under this Contract.

The General Manager shall be identified in the Proposal and include detailed resume furnished in the respondent’s proposal. This person shall be available to be interviewed by the Proposal Evaluation Team.  If the proposer has not selected a General Manager as of the time of initial proposal submission, resumes of qualified candidates shall be submitted to the County upon selection of potential candidates. The County may give higher evaluation ratings to respondents proposing a specific named project manager for this work over those submitting several candidates.

Operations & Assistant Operations Manager. The Operations and/or Assistant Operations Manager will report directly to the General Manager and will be responsible for both Fixed Route and Paratransit operations. The Operations Manager shall have a minimum of seven (7) years of supervisory and operations experience combined, in public transit or equivalent experience (i.e. school bus, freight, etc.) to include fixed route and paratransit operations and hold a valid Florida Class A Bus Operator’s license with all appropriate endorsements and no air brake restrictions at all times. Additionally, each Road Supervisor shall possess and maintain a valid USDOT physical at all times.  The Operations Manager will supervise and manage the Bus Operators, Dispatchers, Schedulers and Customer Service Representatives. They are expected to understand the duties and requirements of each position. The Operation Manager will attend meetings with the County in the absence of the General Manager.

Vendor shall employ no less than one full-time Operations Manager to provide support to the Contract.  Standard duties include management during accidents or incidents, including event investigation and follow-up; regular street supervision of service, including the monitoring of schedule adherence, on-street operation, and on-route compliance; and Bus Operator training.  The Vendor shall ensure that at least one Operations Manager is on duty at all times when at least one revenue vehicle is in operation. The Operations Manager shall coordinate and plan service changes, address Bus Operators/staff disciplinary actions and provide recommendations to County staff and the General Manager regarding service schedules, operations and maintenance and facilities (i.e. transit stops, etc.)

On-street supervision will include, at a minimum conducting roadside conditions and service assessments and on-board ride checks to ensure operator adherence to procedures (i.e., fitness for duty, fare collection, ADA compliance, safety, schedules and passenger relations). Lake County also reserves the right to perform similar investigations and adherence checks of its own, without notice, to ensure compliance with terms of the Contract. 

Operations Manager must also ensure that all cleaning, maintenance and other contracted and subcontracted personnel who work during and after service hours shall be appropriately supervised at all times.  Vendor shall provide operations management through an Operations Manager at a level and capability sufficient to oversee its functions and employees. These functions include but are not limited to: 
1. Ensuring all operational performance goals is met 
1. Effective operations design, system scheduling, and management 
1. Effective quality assurance 
1. Providing the highest quality passenger and resident service 
1. Preventing and mitigating service delays, interruptions, and accidents 
1. Complete data collection, compilation, analysis, and reporting as required by law and the Contract  
1. Managing compliance with FTA and other federal, state, and local regulatory requirements 
1. Knowledge, preparedness, and professionalism of all operating personnel 
1. Professional and effective response to comments and concerns of passengers and the general public 
1. Responding to specific requests for other assistance as the need arises 
1. Attending meetings at the County’s request
1. Maintaining a positive employee morale to assure good working conditions. 

Operations Manager shall oversee the operations division and employees.  Operations Manager shall be responsible to the General Manager and the County for the safe and reliable provision of all services referenced herein.  Operations Manager shall supervise the daily activities of all operators, supervisors, dispatchers, schedulers, and other operationally-focused personnel. The Operations Manager shall work cooperatively with the County and be accountable for all substantive matters pertaining to the provision of transit services as provided under this Contract. Operations Manager shall be available during operating revenue service hours and for pre-trip and post-trip inspection periods, which can be as early as 4:00a.m. and as late as 9:00p.m., Monday – Friday and on Saturday and Sunday for paratransit dialysis service; and at other times as situations dictate (e.g. emergencies).  



Safety and Training Manager.  The Safety and Training Manager must possess at least eight (8) years of experience in the public transit industry training (or equivalent experience, i.e. school bus, freight, etc.); managing safety sensitive employees; and or working as a safety sensitive employee; and hold a valid Florida Class A Bus Operator’s license with all appropriate endorsements and no air brake restrictions at all times.  Additionally, the Safety and Training Manager shall possess and maintain a valid USDOT physical at all times. The Safety and Training Manager must have experience conducting safety training, audits and reviews; developing and ensuring compliance requirements for all aspects of public transit operations and administration in accordance with 49 CFR Parts 40 and 655.

The Safety & Training Manager will be responsible for managing new hire and veteran operator training programs; responding to and training staff to respond to accidents, incidents and completing the required event documentation and reporting requirements in accordance with local, state and federal regulations and statutes that govern federally funded public transit service.  The Safety and Training Manager will also be responsible for new operator and other preventive (i.e. left turns, wheelchair securement, safety sensitive staff background checks and investigations.

This position requires paratransit and fixed route experience, including behind-the-wheel training. The Safety and Training Manager must also understand traffic safety and the applicable provisions of: Americans with Disabilities Act (ADA); Environmental Protection Agency (EPA); Occupational Safety and Health Administration (OSHA); Federal Transit Administration (FTA); American Association of State Highway and Transportation Officials (AASHTO); National Highway Transportation Safety Administration (NHTSA) and all related Florida State Statutes and Regulations that govern public transit.

The Safety and Training Manager will report to the General Manager.

Fixed Route Road Supervisors.  Road Supervisors must possess a minimum of six (6) years of combined experience operating and supervising experience in public transit or equivalent experience (i.e. school bus, freight, etc.) to include fixed route operations and hold a valid Florida Class A Bus Operator’s license with all appropriate endorsements and no air brake restrictions at all times.  Road Supervisors must have had supervisory training if they have not had at least one year of experience as a Road/Street Supervisor documented in their resume, application, etc.  Additionally, each Road Supervisor shall possess and maintain a valid USDOT physical at all times.  Road Supervisors are responsible for managing and directing the activities of the vehicle operators including on-time performance, lift problems, fare issues, farebox problems, accident/incident investigation, assistance in disputes/incidents, developing and working with detours for the County’s routes and additional duties as assigned. Each Road Supervisor must have full authority to independently make any decisions required for the safe and efficient operation of the service.  Road Supervisors will be responsible to perform fitness for duty inspections on at least 25% of the operators per week with every operator being inspected at least once monthly.  Road supervisors are deemed by Lake County as safety-sensitive and must be subject to drug and alcohol testing that complies with federal requirements.

A minimum of four (4) A.M. and four (4) P.M. Fixed Route Road Supervisors shall be in the field covering the County’s services at all times when at least one Fixed Route  or paratransit vehicle is in revenue service.  These scheduled Road Supervisors must overlap in their schedule to ensure proper and appropriate documentation of A.M. and P.M. Runs. Road Supervisors need to be strategically located on the east, west north and south ends of the County to respond to issues in a timely manner.   The Proposer shall recommend the appropriate number of Fixed Route Road Supervisors necessary to ensure quality customer service and oversight of fixed route services covering the County’s service area at all times when a fixed route vehicle is in revenue service based on the current schedule of operations service for fixed route trips. (FIGURE # 3 Sample Employee Roster )

Road Supervisors will be required to evaluate employee’s fitness for duty and ability to perform scheduled work – ensuring that each employee is not experiencing any impairment that may impact their ability to safely operate a vehicle. These positions require fixed route experience, including behind-the-wheel training, no more than three moving violations and/or accidents within the past three years or any DUI violation within the past 10 years; and no more than two accidents for which no citation was issued, in the past five years. 

Road Supervisors must also monitor and respond to radio communications and communicate with operators, supervisors, and County personnel concerning operations, service, safety, emergency events, regional coordination and customer service issues.
Road Supervisors shall conduct on street supervision to assure routine monitoring of fixed route service, and shall provide on-site assistance to Bus Operators and passengers in the entire County service area.
Road Supervisors shall act as Transit Ambassadors and be available to passengers to address customer concerns.  Road Supervisors must be available to transport passengers in the event of a breakdown, or other cause.  If schedules require adjustment to address on-time performance issues, Road Supervisors will inform Vendor’s Management staff and this information will be conveyed to the County in an expedient manner.

Paratransit Road Supervisors.  Road Supervisors must possess a minimum of six (6) years of combined experience operating and supervising in public transit or equivalent experience (i.e. school bus, freight, etc.) to include fixed route operations and hold a valid Florida Class A Bus Operator’s license with all appropriate endorsements and no air brake restrictions at all times. Additionally, each Road Supervisor shall possess and maintain a valid USDOT physical at all times.  Road Supervisors are responsible for managing and directing the activities of the vehicle operators including on-time performance, lift problems, fare issues, fare box problems, accident/incident investigation, assistance in disputes/incidents, developing and working with detours for the County’s routes and additional duties as assigned. Each Road Supervisor must have full authority to independently make any decisions required for the safe and efficient operation of the service.  Road Supervisors will be responsible to perform fitness for duty inspections on at least 25% of the operators per week with every operator being inspected at least once monthly.  Road supervisors are deemed by Lake County as safety-sensitive and must be subject to drug and alcohol testing that complies with federal requirements.


A minimum of four (4) A.M. and four (4) P.M. Paratransit Road Supervisor’s shall be in the field covering the County’s service area at all times when a paratransit vehicle is in revenue service. Road Supervisors need to be strategically located throughout the County to respond to issues in a timely manner. Vendor should note that the coverage area of Lake County Connection paratransit services includes the entire 315 square miles of Lake County.

Road Supervisors will be required to evaluate employee’s readiness and ability (fitness for duty) to perform scheduled work – ensuring that each employee is not experiencing any impairment that may impact their ability to safely operate a vehicle. These positions require paratransit and fixed route experience, including behind-the-wheel training, no more than three or more moving violations and/or accidents within the past three years or any DUI violation within the past 10 years; and no more than two accidents for which no citation was issued, in the past five years. 

Road Supervisors must also monitor and respond to radio communications and communicate with operators, supervisors, and County personnel concerning operations, service, safety and customer service issues.  Road Supervisors shall act as Transit Ambassadors and be available to passengers to address customer concerns.  Road Supervisors must be available to transport passengers in the event of a breakdown, or other cause in accordance with local, state and federal regulations.  If schedules require adjustment to address on-time performance issues, Road Supervisors will inform Vendor’s Management staff and this information will be conveyed to the County in an expedient manner.

Paratransit Route Road Supervisors shall be in the field, covering the County’s services at all times that there is a paratransit vehicle in revenue operation. Road Supervisors are responsible for conducting site checks and road observations, transit stop conditions (trash, service information and safety, etc.) documenting findings and providing necessary reports, conducting wheelchair securement and vehicle cleanliness checks on for all revenue service vehicles, providing customer information, responding to accidents and incidents, as well as collecting all required information, assisting dispatch and operations staff in resuming service levels according to contract specifications and minimizing passenger disruptions and additional duties as assigned. 

[bookmark: _Toc443039812]Information Technology & Radio Communications Coordinator.  The Vendor’s shall be responsible for managing all of the information technology (IT) needs of the County as it relates to on-site facility connectivity with the County’s IT and communications network.  This Vendor employee must be available 24-hours/day to support any technology and communications needs of Lake County to include data (cloud and land-based servers) retrieval, dissemination and collection for day-to-day operations and in the event of emergencies (natural disasters, etc.).  This individual will be responsible for coordinating RouteMatch Training and support for the County’s transit system, two-way radio training for Bus Operators, Road Supervisors, Dispatchers and Schedulers.  The Vendors IT Specialist must possess up to five years of telecommunications and IT training with a public transit agency, or an equivalent number of years of experience and/or education in a related field with demonstrated experience in installation of cables and computer hardware and software, infrastructure support and maintenance, multi-line telephone systems, etc. The IT/Communications Coordinator will be responsible for trouble-shooting all transit vehicle hardware and software issues for the AVL, tablet, Vehicle Logic Unit (VLU), etc.  Knowledge and familiarity with farebox systems, APC’s and other standard and customary transit vehicle technology is required.

The IT/Communications Coordinator will report to the General Manager.  This position may be filled on a sub-Vendor, or as-needed basis to be outlined in (Tab. G.  Personnel).

[bookmark: _Toc443039813]Customer Service Representative (CSR)/Reservationist (Paratransit & Fixed Route Services). The Vendor shall staff a Call Center which employs an adequate number of Customer Service Representatives or Reservationists to ensure that customers can receive travel information related to LakeXpress and Lake County Connection public transit services during the hours of (5:00 a.m. – 8:00 p.m., Monday – Friday for fixed-route and paratransit services; and 6:00 a.m. – 3:00 p.m. on Saturdays for paratransit services.).  The Vendor shall ensure that each CSR/Reservationist is knowledgeable regarding basic transit service schedules and Lake County activity centers adjacent to fixed-routes and landmarks near paratransit clients.  The CSR’s and Reservationist must provide quality customer service, when providing directions, travel and transit schedule information. The Vendor must ensure that the Call Center staff are experienced in communicating with Limited English Proficiency (LEP) populations, clients with disabilities and utilizing Telecommunication Device for the Deaf (TDD). (Tab. G.  Personnel).

All call center staff, customer service staff, and dispatch staff must be fully trained in all applicable County service policies and procedures. They also must be trained to proficiently use of the RouteMatch system and related ITS equipment.  The Vendor shall provide RouteMatch training to ensure staff are aware of current RouteMatch system changes or upgrades to the applicable software. All staff must also be trained in telephone etiquette and the provision of quality customer service. The Vendor must provide training and re-training as necessary to ensure compliance. CSR/Representative experience and training will include, but not be limited to the following areas:
1. County Transit Website
1. RouteMatch & RouteShout Software
1. Responding to Disruptive Passengers
1. Responding to bus route delays and detours
1. Guiding confused passengers
1. Providing transit trip planning assistance
1. Cultural sensitivity
1. Fare policies and passes 
1. Transit schedules and scheduling 
1. Distressed passengers
1. Medical transportation requirements and eligibility process
1. ADA Compliance/Title VI
1. Receiving complaints, compliments and requests for information

Staff assigned to take TDD calls must also be trained to proficiently use of the TDD and TDD standards and requirements.  CSR’s/Reservationists shall also handle calls seeking general information about the County’s public transit services. If callers are seeking information about eligibility for the paratransit services, an application form, or assistance completing an application form, and have not made the correct telephone option selection, Reservationists shall provide assistance and transfer them to the appropriate staff to aide them beyond basic information.

Clients who seek to comment on the County’s public transit services shall be transferred to the Vendor staff and/or be provided with County Transit staff contact information (i.e. Title VI Complaints).
Reservationists shall always refer paratransit clients to the Paratransit Scheduler for specific account/client questions.

The Vendor shall ensure that all Reservationists are proficient in using the trip reservations and scheduling functions of the Route Match system. Vendor must ensure that updated training shall be provided if new versions of the software become available and are installed to include RouteMatch’s on-line portal, etc.
As appropriate, Reservationists shall schedule trips based on either a requested pick-up time or desired arrival time.

Reservationists shall record trips offered within an hour of the requested times and negotiated to meet customer needs, but still not accepted by customers, as “refusals.”  Reservationists shall include trips that cannot be accommodated because they are beyond the scope of the service provided (e.g., outside the area or outside the established hours) as “eligibility denials.”  Reservationists shall follow a thorough process for verifying the accuracy of trip information. This shall include repeating and verifying the origin and destination addresses, gathering specific additional address information as appropriate, repeating and verifying the date, day and time of trip requests, verifying mobility aids used, and verifying information about companions/attendants traveling with the eligible customer.  In addition to repeating and verifying this information throughout the reservations/scheduling process, Reservationists shall repeat key trip information back to customers in a final “confirmation” after trips have been booked. In addition, Reservationists shall inform customers during each call of the on-time window associated with their trips.
Reservationists shall record and confirm telephone information with customers as they place trip requests. This shall include confirmation of the home/origin phone number that appears in the system, as well as a request for a phone number at the destination (should the customer need to be contacted on the day of service). Reservationists shall handle advance cancellations (made more than one (1) day in advance) as well as any changes to existing trips. Any calls for same day cancellations erroneously directed to the reservation lines shall be promptly transferred to the dispatch assistant/radio dispatcher lines and customers should be informed of the appropriate phone option they should select when calling for this purpose in the future.

The Vendor shall create a script for CSR’s and Reservationists to adhere to and follow for all of the potential customer service scenarios they may experience in their role, to be reviewed and approved by the County (Tab. CC.  Customer Service Representative/Reservationist Training Program).  The script shall be developed and presented for the County’s review sixty (60) days before the start of the Contract. The County will review and approve the script no later than thirty (30) days before the commencement of service. The Vendor shall then ensure that all CSR’s and Reservationists are proficient with the script prior to commencement of operations.

[bookmark: _Toc443039814][bookmark: _Toc443039815]Dispatchers  (Paratransit & Fixed Route).The Vendor shall employ a minimum of three Dispatchers (If a lower number are proposed, the Proposer must provide supporting documentation as to the need for less than three Dispatchers) /Dispatch Assistants to ensure that communication Dispatchers are on duty during all hours that vehicles are in operation for fixed route and paratransit services. Dispatching staff shall be on-duty thirty (30) minutes before the first vehicle leaves the yard and thirty (30) minutes after the last service vehicle returns to the yard.  Adequate staff shall be available during peak hours of operation to receive calls from customers inquiring about the status of a ride or making a same day cancellation. The Vendor shall have a Dispatcher on duty during all revenue service hours. At a minimum, Vendor shall have dispatchers for every shift (to include coverage during lunch periods).  Dispatchers are responsible for Vendor coordination and communications with the Bus Operators.  Dispatchers shall also communicate with County staff from various departments, including, but not limited to, Transit, Communications, Public Works, the Florida Department of Transportation (FDOT) District Office, Public Safety Officials (i.e. Police, Fire, EMS) and the Emergency Operations staff for maintenance, emergency, and road call related issues.  As part of the initial proposal, the Vendor shall provide a plan describing staffing levels, initial and on-going dispatcher training, and an on-going evaluation process. (Tab G. Personnel; Tab S. Training Program)

Dispatchers shall:
1. Monitor the status of each run,
1. Make changes to runs as needed to ensure on-time service and quality service to customers,
1. Respond to Bus Operators needs and provide assistance as appropriate. 
1. Guide and instruct Bus Operators during emergency events to ensure safety and security of passengers, and other stakeholder
1. Advise maintenance, operations and General Manager of scheduling conflicts, issues and/or changes to support safe and efficient operations.

Dispatchers shall remain current on the status of every run assigned. This shall be done by monitoring performed times as they are entered by Bus Operators into the Tablets and contacting Bus Operators when pick-ups or drop-offs do not appear to have been performed correctly.  Dispatch Operating Procedures shall ensure that actions on potential late trips are “proactive” rather than reactive. Dispatchers will also be responsible for trouble-shooting and verifying any information in the RouteShout system not consistent with scheduled trips on paratransit and fixed route trip blocks. Trips shall be reassigned/rescheduled far enough in advance to ensure that they will be handled on-time to the maximum extent possible.

Dispatchers shall ensure that Bus Operators follow vehicle wait time policies and no-show policies. All Bus Operators shall alert Dispatchers to potential no-shows while at the pick-up location. Dispatchers shall verify the pick-up address with Bus Operators and shall attempt to contact the customer if a phone number is available as part of the trip record. If no contact can be made, Dispatchers shall use the AVL technology to verify that Bus Operators are at the correct locations before authorizing no-shows should customers subsequently call indicating that they were waiting and the vehicle did not arrive as scheduled.

Dispatchers shall request (and or review on-line, real-time vehicle data) for arrival time information from Bus Operators and shall ensure that a no-show is not authorized until the Bus Operators has waited at least five (5) minutes within the established on-time window. Dispatchers shall then enter arrival times, authorized no-show times, and landmark information into the no-show documentation screens provided by the Route Match system.  Dispatchers shall ensure that negotiated pick-up times shall not be changed unless specifically requested by customers; and also get GM or Operations Manager approval. If pick-up times are changed at the request of customers (e.g., for earlier than anticipated returns), Dispatchers shall enter documentation into the trip notes file indicating the time of the call and the person calling making the trip time change request.  All changes to trips outside of the designated service area, outside of regularly scheduled hours and/or for ineligible clients shall be approved by Lake County Transit prior to the performance of any trip.

Dispatchers shall never change the scheduled pick-up times of trips that are running late or that are transferred to another run.  If pick-ups are running late, Dispatchers or appropriate staff shall attempt to contact the customer to inform them that the vehicle will be late and of the expected new pick-up time.
Dispatchers shall let customers know if a van has arrived early, inquire if they are ready to go, and make it clear that the van will wait (telling the customer the time equal to five minutes within the on-time window) if that is more convenient.

Dispatchers shall ensure proper implementation of the County’s’ “no strand” requirement. If customers “no-show” for a return trip, a vehicle will be sent back at a later time to transport the customer home. Customers will be asked to call dispatch when they are ready and shall be served by the next available vehicle.  Customers who “no-show” on an out-going trip shall be worked into the system in a manner that does not adversely impact other customers.

Dispatchers shall communicate to the Bus Operators via radio. Dispatchers shall respond to requests to talk in the order received, unless a priority request is communicated by the client or directed by a Supervisor. In such instances, the priority request shall take precedence over the other requests. In addition, Bus Operators shall inform Dispatch whenever a passenger fails to pay their appropriate fare for the trip. Dispatchers and all Vendor employees shall ensure that all radio communications are professional and in keeping with FCC regulations.  Dispatchers shall be trained in the proper procedures for all emergencies, accidents and shelter-in-place, hostage, etc. scenarios. (Tab G. Personnel; Tab S. Training Program)

Vendor shall ensure that all Dispatch personnel are trained to proficiency in basic customer service techniques and shall ensure that such personnel have a comprehensive understanding of all policies and procedures that are associated with all programs specified within this scope of work.  Dispatchers shall be trained to proficiently handle all types of accidents and incidents and must have a full knowledge of the Vendor’s accident and incident policies and procedures which shall be included as part of the submittal.  The Proposer should include a sample Dispatch Log with their proposal (Tab Z. Forms Dispatch Log.) The Dispatchers will be required to keep a daily dispatch log, which shall include, but not be limited to:
 
· Vehicle assignment 
· Operator assignment 
· Pull-out and Pull-in 
· Late Trips
· Missed trips 
· Road calls 
· Incidents* (including disruptive passengers and other safety-related incidents)
· Accidents* 
· Complaints
· Commendations
· All other incidents or dispatch calls that vary from normal or expected system operation.



Schedulers (Paratransit Services). Scheduler(s) shall be responsible for constantly reviewing the daily fixed route and paratransit runs and Bus Operator shifts structure and developing alternative structures for the Vendor’s Management and County Transit Management consideration.  Schedulers and Dispatchers must be proficient in using all of the scheduling and reporting features of the Route Match system. For Schedulers, this must include, but is not limited to features related to managing the run structure, managing subscription trips, managing the “unscheduled trip” list, using the batching features, and running “exception” reports to check the workability of scheduled runs, in addition to other features not mentioned, but available in the RouteMatch system.

Scheduler(s) shall constantly review the performance of the RouteMatch system and shall identify possible issues and advise Vendor management/County Transit Management review and conduct trend analysis to ensure available vehicle and staff inventory.  This shall include things such as adequate boarding and disembarking time, adequate travel time, travel time allowances by time of day and time of the year, etc. Possible improvements shall be brought to the attention of the Vendor’s managers for consideration by the County.

The Vendor shall provide input to the County Transit Division on reservations and scheduling issues observed in daily operations (i.e. delays, disruptive passengers, etc.) to guide the County in arranging for needed system reviews and updates, to include billing, scheduling and reporting issues with the County’s system of record, RouteMatch. 

Initial scheduling of trip requests onto runs shall be the responsibility of Reservationists. The Scheduler will review all runs being created by the Reservationists for accuracy and completeness. This review shall begin seven (7) days in advance of the day of service and shall be conducted each day up to the day of service. In this way, the runs will constantly be refined and improved as new trips are added.  Scheduler shall ensure that all trips contain detailed client pick-up and drop-off information to include appropriate trip type (ADA/TD) an eligibility of patron.  The County will not be held liable for trips provided without accurate client information and trip type.

Schedulers shall constantly scan all trip requests placed by Reservationists on the “unscheduled” list/run and shall act on and accommodate these requests promptly so that customers do not wait long periods to receive final scheduled times for trip requests they have placed.  Scheduler(s) shall take subscription trip request information from Reservationists, shall review options for meeting these requests and shall then communicate any changes to the customers. The Vendor shall provide a Trip Scheduling Standard Operating Procedure with their Proposal. (Tab DD.  Trip Scheduling Operating Procedure)

Schedulers shall review each run and make final adjustments, as needed, to ensure that runs are drivable, as well as efficient.  This final review shall include a review of any parameter violations indicated by the Route Match software system. It shall also include a review of apparent “long rides” (i.e., rides that have long on-board times relative to the direct travel distance).  Exception reports, long-ride reports and other tools available in the Route Match system shall be utilized by scheduler(s) during this final clean-up process.

All scheduled trips must be reviewed and approved daily by the Operations/Assistant Operations Manager or General Manager and submitted to the County Transportation/ADA Program Coordinator by noon on the preceding day.

Case Worker and Travel Training.  The Vendor shall include an option in their proposal for a case worker.  The Case Worker will work with potential clients in helping them to complete ADA and TD eligibility applications.  The Case Worker will take the information over the phone to qualify potential clients for services.  The Case worker will provide Travel Training assistance to advise clients how to use the paratransit and fixed route system, make their reservations, etc. as directed by the ADA/TD Program Manager in the Transit Division.  No Travel Training will be paid for without the express written approval of Lake County Transit.

Section 12.6.3: Work Program: Bus Operators (Fixed Route & Paratransit) 

The Vendor shall provide as part of the proposal, and updated annually thereafter in Phase II, a Bus Operators Training and Retention Program (Tab S. Training, Coaching & Counseling (Disciplinary) Program) which shall meet and/or exceed generally accepted transit Bus Operators training standards and will include National Safety Council’s defensive driving instruction.  Vendor Bus Operators training shall also include operations and service training including, but not limited to, such areas as:
1. Comprehensive routes, schedules, and hours of operation;
1. Accident/Incident and emergency procedures and reporting requirements;
1. Boarding & Alighting procedures;
1. Daily Vehicle Pre-Post Trip Vehicle Inspection Requirements;
1. On-Board Training;
1. Wheelchair Lift Operation/Securement;
1. Fare Collection;
1. Defensive Driving;
1. Distracted Driving;
1. Emergency Procedures;
1. First Aid and CPR Certification;
1. Public Transit & ADA/Title VI;
1. Bus Operators Pick;
1. Safety & Security;
1. Federal and State rules and regulations (i.e. ADA, Drug and Alcohol;
1. Employee Pay/Benefits/Employee Assistance Programs (EAP);
1. Employee Conduct & Sensitivity Training
16. Workplace harassment
16. Disciplinary Process
16. Drug & Alcohol Compliance
16. Customer Service (Internal & External);
3. Passenger Assistance methods and relations for seniors and disabled
3. Diffusing Conflict
3. Disruptive Passenger Policies;
The Vendor shall also conduct an annual and post-accident Bus Operators refresher training session.  All Vendor staff who operate assigned transit revenue vehicles for Lake County Connection and LakeXpress service will receive a Bus Operator’s Manual, which shall detail all policies and procedures a Bus Operator will need to know to operate a transit revenue vehicle for Lake County Connection and LakeXpress.  The Vendor’s Bus Operator’s Manual and Bus Operators Training and Retention Program shall be subject to County review and approval and all training must be documented (Tab S. Training, Coaching & Counseling (Disciplinary) Program).

The County reserves the right to review all training materials, to monitor training sessions and amend training requirements during the course of the contract. At a minimum, Vendor shall provide bi-annual refresher training to all staff and shall at County’s direction provide additional training. All training shall comply with applicable state and federal requirements. Vendor will also be responsible for providing remedial training for any Bus Operator who demonstrates a lack of appropriate training, policy adherence and/or present a direct hazard to transit system and/or public safety. Vendor must provide a policy and procedure to address remedial training/counseling and coaching for common preventable accidents and incidents within the Bus Operators Training & Retention Plan.  
Performance Standard:  Failure of Vendor to comply with written Training, Coaching & Couseling (Disciplinary) Program proposed to the County following any accident or incident.
Methodology:  One hundred percent (100%) of all preventable and non-preventable incidents and accidents shall follow the progressive discipline of the Training, Coaching & Counseling (Disciplinary) Program outlined by the Vendor.  Review of accident/incident reports, complaints and operating DVI’s and random assessments and review of staff and operator performance will ensure compliance with written procedures and must include the date of any recommended training/couseling completed.
Penalty:   Failure of Vendor to adhere to counseling, training and/or disciplinary procedures outlined in their Training, Coaching & Counseling (Disciplinary) Program, to include, but not be limited to verbal warning, additional training, counseling (to include customer service) and/or suspension and fines will result in an assessment of $500.00 per non-preventable incident/accident without documented follow-thru/follow-up to include the dates of training/counseling, etc.  Preventable accidents or incidents will be assessed $1,000 per occurrence.


Bus Operator Training.  Vendor must provide detailed information about employee training programs as part of their proposals. All training programs are subject to review and approval by the County.  All training must be to the standards identified herein and must include testing to verify employee proficiency. (Tab S. Training, Coaching & Counseling (Disciplinary) Program.)
The Vendor shall implement a continuing program of Bus Operators safety and security instructions to be maintained in a Policy/Procedure Manual. Details of the program shall be included in Proposers’ proposals and a final copy of the Safety & Security Policy/Procedure Manual shall be provided to the County within forty-five (45) days after the Notice to Proceed letter is issued.
The Vendor shall design, schedule and conduct ongoing training procedures which train and prepare all Bus Operators assigned to the Contract in a manner that conforms to all federal, state and local laws and assures the County’s operational objectives below are met.
· Provide transportation service which is safe, efficient and reliable;
· Provide transportation service which will maximize customer service; and
· Provide transportation service in a manner which will maximize productivity.
The Bus Operator training course shall, at a minimum, provide fifty-six (56) hours of classroom instruction as follows All Bus Operators will be required to complete all training and one week of on-board training prior to transporting passengers. The Vendor will be responsible for paying the Bus Operators for their time in training and ensuring that the Bus Operators attend the training. Instruction to cover (but not limited to): 

 (Tab S. Training, Coaching & Counseling (Disciplinary) Program.)
A review of applicable laws and regulations;
· The County’s Service Requirements, Policies and Administrative Procedures; 
· Vehicle Orientation - Pre and Post Trip Inspections;
· Eight (8) hours of defensive driving and safe vehicle operations;
· Sensitivity Training - Minimum six (6) hours classroom and two (2) hours “hands-on” (including respectful language, customer assistance, working with customers with various types of disabilities, driving techniques, special consideration, loading, tie-down training and role playing). 
· This training shall include empathy training, which will have Bus Operators experience first-hand what customers experience when using the service (e.g., riding up and down on a lift, entering and exiting a vehicle blindfolded, etc.).  
· The sensitivity training shall also involve individuals with disabilities talking about their particular needs when traveling on the paratransit service;
· Lift/wheelchair tie-down/securement techniques and procedures for the transport of customers with wheelchairs and other mobility devices;
· Operation of radio equipment and MDT equipment in accordance with federal, state and local regulations;
· A minimum of four (4) hours of customer service training;
· Accidents/Incidents and Emergencies - Avoiding Accidents/Incidents; Emergencies; Completing Accident/Incident Reports;
· Dealing with Blood-borne Pathogens and Air-borne Pathogens;
· Fare collection and trip classification and counting;
· Policies related to harassment and sexual harassment;
· Regulations and policies regarding customer privacy and health care information;
· A minimum of four (4) hours of orientation to the service area and street network and map reading; and
· A minimum of four (4) hours of schedule reading, route planning and run completion.
· The Vendor also is encouraged to provide First Aid Training, including cardiopulmonary resuscitation (CPR).
In addition, all Bus Operators shall receive a minimum of forty (40) hours of behind-the-wheel (BTW) training in all types of vehicles to be operated under the Contract. BTW training shall be an appropriate mix of observing the operation of service by a Bus Operators-trainer or trainer and actual operation of vehicles while being observed by a Bus Operators-trainer/trainer.

BTW training also shall familiarize Bus Operators with key pick-up and drop-off locations in the Lake County service area and major highways and streets. BTW training shall be integrated with map reading training to ensure that Bus Operators can apply map reading skills on the road.  A complete evaluation of driving skills and proficiency with all Bus Operators requirements shall be conducted at the end of BTW training. Additional training shall be provided if deemed necessary by the trainer. Evaluation of driving skills shall also be conducted on an ongoing basis using on-board camera systems, annually, and after any chargeable or non-chargeable accident/incident.
Training requirements shall not be waived or reduced based on employment by other companies. Prior training for employees previously employed as Bus Operators by the Vendor will be considered if the prior employment was within the past twelve (12) months and was for more than three (3) years.

Mandatory refresher training shall be provided for all Bus Operators and Road Supervisors if a pattern of preventable accidents reflects limited and/or legible attention to safe vehicle operations.  Failure to improve will result in the County’s right to terminate Bus Operators who pose a threat to the safety of passengers and the traveling public as a result of their ability to perform the duties of the Bus Operator position. (Tab S. Training, Coaching & Counseling (Disciplinary) Program.)

No Bus Operators shall provide service for the County transportation program until such Bus Operator has been reported to County, through a certification of compliance form, of their motor vehicle record, criminal background check, pre-employment drug test results, valid Bus Operator’s license, DOT physical, and documentation of all training. (Tab S. Training, Coaching & Counseling (Disciplinary) Program.)
All Vendor Bus Operators assigned to Lake County Connection and LakeXpress must be able to read, write and speak English.  At the request of the County, the Vendor shall remove any Bus Operators from assigned to Lake County Connection or LakeXpress services as deemed appropriate by the County.  All Vendor and/or sub contracted employees working for the Vendor in support of the Lake County Connection and LakeXpress are considered critical and essential personnel who will be required to work during declared weather and/or other emergencies.  All Vendor and subVendors personnel working for Lake County Connection and LakeXpress shall be hired with this condition (Tab Z. Forms. Essential Personnel Agreement Form.) 

The Vendor shall employ Bus Operators, maintenance and operations staff persons who are at all times during their employment legally licensed to operate the type of transit revenue and non-revenue vehicles utilized in Lake County Connection and LakeXpress Service.  All Vendor staff who operate assigned transit revenue vehicles for Lake County Connection and LakeXpress must have a valid commercial Bus Operator’s license (CDL) with appropriate endorsements.  The Vendor shall supply twice yearly (January and July), a listing of all staff required to have a CDL with their corresponding license copies to the County.  This list should also include and identify all Safety-Sensitive employees. All employees proposed in the Contract should be listed in an Employee Roster similar to Figure 3 and included in Tab. G. (Tab. G. Personnel)

The Vendor shall be entirely responsible for the employment and supervision of all the Bus Operators necessary to operate LakeXpress & Lake County Connection services.  Such responsibilities shall include, although not necessarily be limited to, Bus Operators recruitment, screening, selection, training, supervision, employee relations, evaluation, discipline, retraining, and termination.  Vendor shall use appropriate Bus Operators screening and selection criteria in order to employ Bus Operators of County vehicles (revenue and non-revenue).  These criteria will include, although not necessarily be limited to:  Department of Motor Vehicles license check, criminal record check by the Federal Bureau of Investigation (FBI), FDLE and a local check, and drug and substance abuse testing in conformance with United States Department of Transportation (USDOT) regulations and other Florida State Health & Human Services Agencies (APD, SCHA, FDFC, etc.) Vendor shall provide a Bus Operators training program which shall conform to all state and federal requirements.  The County reserves the right to object to any Bus Operators and Vendor shall remove such person from providing services under this Agreement.  

FIGURE 3.  Sample Employee Roster [image: ]



Bus Operators Requirements. Vendor agrees to follow all federal and state standards which govern its Bus Operators. Bus Operators shall be expected to greet passengers in a pleasant manner and be sensitive to all passenger needs.  Bus Operators are expected to minimize conversations with passengers while any vehicle is in motion. Bus Operators shall be expected to assist disabled, elderly, and other special needs passengers in boarding/alighting the bus, as necessary. Bus Operators shall not discuss aspects of the operations and vehicle maintenance with passengers which may be construed to be negative and/or undermining the system operation.  Bus Operators may only operate routes and services for which they have been trained to proficiency.  Bus Operators may not operate routes or services in active revenue service without documentation reflecting adequate training and demonstrated knowledge. Vendor shall submit with the proposal a proposed Driver Route & System Test for all drivers and Customer Service Representatives in Tab. S. Training Program.

All Bus Operators hiring, pre-qualifications, testing, and training shall be in accordance with 14-90, FAC, and other applicable state and federal requirements, in addition to the requirements specified in this section.  All Bus Operators must maintain a bi-annual USDOT/FDOT physical examination and have pre-employment, post-accident/incident, for cause, and random drug and alcohol testing, by a County approved testing facility; the statistical results of which shall be reported to the County. 
Before hiring or assigning a Bus Operator to service the Vendor shall conduct or have conducted a Level II background check based on the Bus Operator’s social security number.  No Bus Operators shall be hired or assigned to the Agreement if a violation of Section 435.04, Florida Statutes, would occur. Proof of satisfactory completion of a physical examination and drug test of each Bus Operator shall be maintained in a Bus Operators file, along with other information as may be required by the County, at the Vendor’s operating facility.  
Vendor agrees to maintain a file on each Bus Operator that includes copies of their annual motor vehicle records check, record of complaints, commendations and accident/incident reports, performance and documentation of training completed.  In compliance with the Florida Department of Transportation, Vendor agrees to maintain a separate confidential physical and drug screen file.  All Bus Operators must complete Vendor’s formal Bus Operator training program and be licensed with a valid Florida Class B Operator’s License with proper endorsements prior to entering revenue service. 
Bus Operators must be properly licensed in the State of Florida to provide this type of service, and at a minimum meet the following requirements; 
· Be at least 21 years of age;
· Have been a licensed Bus Operator for a minimum of three (3) years;
· Be a full or part-time employee of the Vendor;
· Be able to fluently speak and understand English, read and write in English, and pass a standardized, written English proficiency test. A second language skill in Spanish is considered a plus;
· Driving recorded shall not contain any of the following;
· Have received no more than two (2) moving violations within the last three (3) years prior to application for this program;
· Have received no more than one (1) moving violation within the last twelve (12) months;
· The first Driving Safety Course taken as a result of a moving violation that appears on a five year driving record will not be treated as a moving violation and will not count against the record. All additional Driving Safety Courses that appear on a five year driving record will be treated as moving violations and will count against the record;
· No more than two (2) accidents in the past five (5) years;
· Any conviction of a serious traffic violation (e.g. DUI, driving with a suspended license) in the past seven years, and two or more such convictions of a serious traffic violation at any time; and

· Two or more violations for failing to produce proof of liability insurance within a five-year period. 

· Criminal record shall not contain any of the following: 
· Any conviction or deferred adjudication within the past 10 years for any felony or any drug-related offense; 

· Any conviction or deferred adjudication within the past 10 years for any theft, assault, or other conviction for any offense that conflicts with the duties of the position; and

· Any conviction or deferred adjudication at any time for any offense of a serious nature (e.g. homicide, sexual assault of any degree) that conflicts with the duties of the position. 

· Have three (3) full subsequent years with no violations, if license has ever been revoked;

Bus Operator Files.  The Vendor shall maintain a file on each Bus Operator and provide a signed employee certification form (certifying that the items attached to it are true and correct) for each such Bus Operator with the following items attached to it:

·  An Employment Application;
·  A copy of their employee photo ID;
·  A copy of a valid State of Florida Bus Operator’s license appropriate for the size of vehicle to be operated showing a non-expired expiration date;
· Copies of Motor Vehicle Records, obtained at least every six (6) months, for a prior three (3) year period.
· Verification the Bus Operators is physically capable of safely operating a motor vehicle. Verification shall be a USDOT physical exam done by a State of Florida licensed physician. DOT physicals are required every two (2) years.
· Verification that a pre-employment drug screen has been performed by a County specified DHHS certified laboratory.
· Verification that pre-employment drug and alcohol testing records have been obtained from previous employers as required by 49 CFR Part 40.
· Verification that a criminal background check has been completed.
· Complaints, commendations, and accident/incident reports.
· Documentation of all training received including types of vehicles or special equipment that the Bus Operator can operate with accompanying documentation of on the road training, documentation of drug abuse and alcohol misuse training.
Bus Operator Responsibilities.  Bus Operators will, when requested by the County will distribute notices to passengers or otherwise render assistance in monitoring and supervising operations.  Bus Operators will record accurate ridership counts by passenger category (bicycles, wheelchairs). Bus Operators will record ridership counts when requested to do so.  Bus Operators will include accurate route/run information during their tour of duty.

The Bus Operator is required to perform a daily pre-trip inspection before taking the vehicle out of the yard including checking out the wheelchair lift/ramp operations, air brake systems, tire conditions, and the general exterior and interior condition of the vehicle.  Any vehicle defect is to be reported to the Vendor’s maintenance manager as recorded on a Daily Vehicle Trip Sheet to be signed by a Road Supervisor and the General Manager and/or Operations Manager each day. (Attachment # Daily Trip Sheet with Driver and Supervisor Signature)

Vendor shall ensure that all Bus Operators refrain from using cell phones, text messaging, or using portable computer equipment while driving. Bus Operators found to be using a cell phone or other electronic device while driving will be terminated upon notice. Vendor must replace any terminated Bus Operator within twenty-four (24) hours.

Daily Pre-Trip Inspection, Vehicle Defect Cards. The Vendor shall require each Bus Operator to complete a pre-trip and post-trip inspection prior to the beginning of any shift.  The Bus Operator shall submit a written report indicating the condition of the vehicle and listing all defects and deficiencies likely to affect safe operation or cause a mechanical malfunction. 
In accordance with 14-90, FAC, the inspection must include and test the following parts and devices to ascertain that they are in safe condition and good working order:
· Service brakes;
· Parking brake;
· Tires and wheels;
· Steering;
· Horn;
· Lighting devices;
· Windshield wipers;
· Rear vision mirror;
· Customer doors;
· Exhaust system;
· Equipment for transporting wheelchairs;
· Safety, security, and emergency equipment; and
·  Communications equipment, including two-way radios, Tablets and Camera’s also shall be tested prior to each shift.
Daily Vehicle Inspection (DVI). Each Bus Operator shall inspect his/her assigned vehicle to ensure that it meets with state safety requirements before pulling out of the yard. If there are any defects, the Bus Operator must enter the defects on their daily vehicle inspection form. If there are no defects, the Bus Operator must sign and date the daily vehicle inspection form prior to leaving the yard. 

The daily vehicle inspection form shall remain with the vehicle for the duration of the day and shall be replaced on a daily basis. Any identified defects must be brought to the attention of the Supervisor on duty and the maintenance staff on duty. The Operations Manager and/or General Manager, and Road Supervisor must “sign off” on each DVI daily. 

Defects must be inspected and appropriate action taken and documented. Any required work shall be noticed and provided to the Vendor’s Maintenance Manager for repair.  The Vendor must identify their proposed protocol to be followed regarding issues found during the (DVI) and how that will be addressed via an IMS, and or other procedure (Tab. Z. Forms. DVI).

All wheelchair lift/ramp-related equipment will be inspected, serviced, and lubricated at intervals necessary to ensure that the wheelchair lifts/ramps are fully operational whenever the vehicle is used in revenue service.  Records will be maintained in regards to the maintenance and inspection of all such equipment.  All wheelchair securement devices shall be inspected, serviced and maintained at intervals necessary to ensure that the equipment is fully functional whenever the vehicle is used in revenue service.  If any securement device or straps are missing, Vendor shall bear the sole responsibility for replacement.  Records must be maintained in regards to the maintenance and inspection of all such equipment.

Brake inspections and adjustments shall be performed at intervals that ensure the safe and efficient operation of the braking system.  County shall maintain brake systems so as to minimize brake noise.

All components of the bus bodies, appurtenances, and frames shall be maintained in a safe, sound, and undamaged condition at all times.  Repairs to damage (including body, and all bus appurtenances) shall be made as soon as possible in accordance with the maintenance requirements in Section 12.

All odometers for vehicles must be inspected on a semi-annual basis to ensure proper mileage reporting.  The Vendor shall immediately notify the County if an odometer or gauge is found not to be working.

County shall equip each vehicle with:
1. A dry chemical fire extinguisher, type 1A: BC, bearing the label of Underwriter’s Laboratory, Inc., of five (5) pound capacity equipped with a pressure gauge, mounted and easily accessible to the Bus Operators.

1. A first aid kit with a minimum of twenty-four (24) units as specified by the Florida Department of Transportation, Public Transit Office, Technical Specifications for Modified Vans (Document FVPP00-01-MV), mounted at a location easily accessible to the Bus Operators.

1. Three safety triangles secured in a convenient location which will not interfere with customers.

(d)  Blood borne pathogen spill kits (“Bio-Hazard Kit”).

· The Vendor shall maintain a current vehicle record in the RouteMatch software.

Section 12.6.4:  Dress Code & Conduct
· Identification. All Vendor staff shall be required to wear uniforms consisting of a legible photo identification card/security badge with their name visible with the County transit logo and appropriate lost/found information on the back of the ID card.  This identification card must be work visibly on County property and during the operation of County vehicles.  The following are the photo ID requirements:
· Upon certification of authority to operate and perform services to Lake County under the Contract, the Bus Operators shall receive, from the Vendor, a name tag in the format prescribed by the County that must be worn at all times while on duty. The name tag shall include the Bus Operator’s “head shot” photo, Bus Operator’s name, and the Vendor name.
· Vendor must issue A photo identification badge to all employees of the Vendor upon hire and before Bus Operators (and trainees) enter into revenue service on behalf of Lake County. 
· All Bus Operators are required to prominently display photo identification badge while working for Lake County. 
· Operator Photo ID badges shall be worn on the right shoulder in a manner facing all boarding passengers at all times.

Uniform. Vendor must provide a uniform package consisting of dress shirts, slacks, shorts, skirts, socks, shoes/boots (preferably steel toe), cap, an outer jacket and rain coat.  Bus Operators must wear khaki pants, shorts or skirts (not more than three inches (3”) above the knee for shorts, skirts and skorts) and appropriate tucked-in, long-sleeve or short sleeve polo or button-front shirts consistent with the County’s color scheme of royal blue (polo’s) or light blue and royal blue for button-front shirts. All Shirts, outer coats, and caps shall include a County-approved system logo.  Only uniforms items approved by the County are allowed. Uniforms shall be worn only when providing service for the County and shall not be worn in any other service which may be provided by the Vendor.

Uniform Condition. Uniforms must be professional in appearance, fit well, be clean, wrinkle free and in good condition.  All shirts must be tucked in and pants/skirts/skorts and shall not be worn below the waist.  Shoes must be rubber soled, closed toe and with laces. Bus Operators shall at all times maintain proper grooming and personal hygiene.  The County is not responsible for providing uniforms.  Vendor should provide sample Uniform Policy and Images of proposed uniform. (Tab. EE.  Uniform Policy.) 

Grooming. Hair and facial hair shall be clean and neatly trimmed;

Safety. Considerations for operator and rider safety shall be applied to all dress code components. 
 
The successful Vendor will be required to provide a proposed dress code and sample uniform prior to award of the Contract and thirty (30) days prior to start of operations for Bus Operators and all other staff and management, for approval by the County.    The Vendor shall see that Bus Operator’s uniforms remain in good repair and do not appear old or worn out. Uniforms that are not in good repair shall be replaced at the Vendor’s expense. 

Conduct.  Bus Operators and staff and management shall not eat, drink, or use tobacco products while their vehicle is in revenue service, but may eat or drink nonalcoholic beverages on board while their vehicle is on scheduled break or layovers provided the bus is cleaned. The use of tobacco products in County vehicles shall be prohibited at all times. Bus Operators shall not solicit or accept gratuities, tips or any other money or favors from passengers except the fare they are directed to collect.

All Bus Operators, staff and management shall maintain a pleasant, courteous, professional demeanor. Rudeness or unprofessional behavior by Bus Operators or other Vendor staff and/or management is unacceptable. If a Vendor employee or subcontracted employee is not serving customers or County staff or management appropriately, and this is documented through telephone, tape recording, bus video or other evidence, the County may require that the employee not operate or use County equipment and/or require the Vendor to provide refresher training to the employee. If unprofessional conduct continues, the County may require that the employee be removed from direct service to customers, to include termination. (Tab S. Training, Coaching & Counseling (Disciplinary) Program)

Since Bus Operators are the first line out in the field, Bus Operators feedback about schedules, customer needs, vehicle maintenance and facility condition (bus stops, benches and shelters) and working conditions is imperative. The Vendor shall have on-going mechanisms, including a minimum bi-weekly Bus Operators meetings, to capitalize on Bus Operators feedback. The County shall be allowed to participate in Bus Operators meetings, unless proprietary, confidential and/or Vendor-only information is to be disseminated and County staff participation will compromise the state purpose of the meeting. (Tab Z. Forms.  Bus Operator Daily Report of Issue, Concerns or Recommendations) 

All Vendor Bus Operators, staff and management must be able to read, write and speak the English language sufficiently to, at minimum, converse with the general public, understand highway traffic signs and signals, understand street signs and maps, understand routes, schedules and detour notices, respond to dispatch, and complete incident and accident reports, and any other document or report requested. 

The Vendor shall provide an adequate pool of Bus Operators and scheduled extra board Bus Operators to ensure that all scheduled runs are covered and pull-out on-time.  All employees must demonstrate the proper qualifications for obtaining and maintaining employment under the County’s contract with Vendor.  The County reserves the right to have any employee of Vendor removed from operating County equipment and removed from County property at any time and for any reason.  Upon written demand of County, the Vendor shall immediately remove any employees from operating County equipment or from County property whom County considers unsuitable for such work from activities associated with this Contract. Removed employees must be replaced within twenty-four (24) hours.

A written record from the State of Florida Motor Vehicles Department shall be obtained every six (6) months for each Bus Operators for the duration of the Contract and this record shall be included in the Bus Operator’s personnel file.  The Vendor must maintain a record of each Bus Operator’s work period which shall include total days worked, on-duty hours, driving hours, and time of reporting on and off duty each day. Bus Operators work hours must follow the requirements of Chapter 14-90, FAC and any other applicable federal law. Individual employee files shall be maintained for each employee. These files shall include all documentation of required qualifications and training. They shall also include documentation of all commendations, reprimands, and evaluations. 

Section 12.6.5:  Staff and Bus Operator Wage, Benefits and Incentives
The Vendor shall provide the following training and safety support, at no extra cost to the County:
· A safe driving awards program;
· Monitoring and inspection of Bus Operators’ Motor Vehicle Records at least every six (6) months;
· Ensuring the availability of vehicle(s) as required for training programs; and
· Promotion and reinforcement of driving and safety principles by the Vendor’s management and supervisory staffs, policies and programs.
· The Vendor shall maintain an incentive and safety program to support the County goal of providing a high quality transportation program for customers. These programs shall be detailed in writing and implemented routinely (Tab. G. Personnel.  Employee and Safety Incentive & Driver Retention Program)
· Incentives should be awarded at regular Bus Operators meetings to ensure high visibility among other employees and the County.
· Employee Compensation Program – Describe proposed staff and Bus Operators pay, as shown in an hourly wage, and Bus Operators benefits (including health coverage, vacation pay, and sick leave).  This plan shall include all employees including but not limited to Bus Operators, Dispatch, Customer Service Representative, Schedulers, Maintenance staff (as described additionally in the Price/Cost Sheets), General Manager, Operations Manager, Safety and Training Officer and all Road Supervisors (Fixed Route and Paratransit) and other support staff for the Contract.
· Proposals should include a line by line itemized breakdown of each personnel position and/or category the Vendor intends to employ as well as any mandatory proposed contributions to benefits or other company wide deductibles.
· The Vendor shall demonstrate it has an acceptable recruitment and hiring program, which is intended to minimize Bus Operators turnover and retain a high quality Bus Operators work force. The Vendor shall offer a reasonable wage and compensation package, coupled with a supportive work environment.


Section 12.6.6:  Staff and Bus Operator Recruitment

A successful recruitment program will require a very aggressive hiring plan and competitive wages/benefits to hire and retain qualified employees. Describe hiring strategy, anticipated turnover rate, incentive plans, retention strategies, and other assumptions regarding hiring plans to meet start-up requirements that indicate the Vendor’s understanding of the Lake County job market. 

As part of their initial proposal, the Vendor must indicate hourly wage and/or salary to be paid for each position in order to demonstrate a realistic business plan for the Lake County market. The Plan shall include the following:

· Training wage;
· Starting wage;
· Schedule of wage increases;
· A complete description of all fringe benefits and required employee match associated with these benefits;
· Incentive programs
· The Vendor’s administrative, operations and maintenance personnel shall have demonstrated experience and skills in the work to be performed.  The Vendor’s administrative and operations staff and management shall be fully knowledgeable of all FTA, ADA, Title VI and related federal, state and local laws that govern the provision of public transit services for fixed-route service and paratransit services, as funded by Sections 5310, 5311, 5307, 5339, etc.  Additional weight will be given to the qualifications of the Vendor’s administrative and operations personnel who have demonstrated and present certificates for relevant National Transit Institute (NTI) and Transportation Safety Institute (TSI), ore equivalent training.  (Tab. G. Personnel.  Employee and Safety Incentive & Driver Retention Program)

Section 12.6.7:  Employment and Labor Relations Requirements

Each Proposer shall include in its submittal in response to this RFP a demonstration of its ability to provide effective employee and labor relations, including a description of its specific plans and timetable for complying with the employment and labor requirements established with the ensuing Contract.

Hiring Rights for Existing Represented Employees of Current Third Party Vendor and its SubVendors. 
(1)  Employment of Existing Workforce: The Vendor shall offer employment to all bargaining unit employees who are represented by a Union and/or the Local Amalgamated Transit Union (ATU) (ATU Local or Union) and employed by the Lake County’s most recent third party vendor and/or it’s subVendor’s.   Such employees shall be employed in positions with the Vendor that are comparable to those which they held as employees of Lake County’s most recent third party vendor and/or it’s subVendor’s.    
 	
(2)  Conditions on Hiring: Notwithstanding Section 12.6:  Personnel and other requirements, the Vendor shall not be required to offer employment to any person otherwise eligible for employment under this requirement who: (A) fails to successfully complete required drug and alcohol testing; (B) fails to successfully complete any physical examination required under the provisions of the collective bargaining agreement with the prior employer; (C) fails to meet the criminal background check standards of Lake County, the state of Florida or any of the human services organizations,  as specified in the Request for Proposals; or (D) are not in good standing following review and approval of Lake County government.
	
Union Representation.  The Vendor shall recognize the ATU Local  as the authorized  representative, for purposes of collective bargaining, of its employees who perform work of the type performed by the prior third party vendor and/or it’s subVendor’s staff  represented by the ATU Local.  The Vendor shall bargain collectively with ATU Local in accordance with this Section concerning the terms and conditions of employment of such employees.  

Establishment of Initial Terms and Conditions of Employment: The Vendor shall establish its initial terms and conditions of employment in accordance with the mandatory labor terms and conditions set forth below.  The mandatory terms and conditions in below must be established at the outset of employment and will apply until a collective bargaining agreement is developed with the union.

Negotiation of CBA: The Vendor shall negotiate a collective bargaining agreement with the Local ATU 1091 that includes, without limitation, the terms and conditions below, unless the Vendor and the Union expressly agree to alternative terms.  The Vendor shall commence collective bargaining negotiations with the Local ATU as promptly as possible or upon demand from the Union and shall negotiate in good faith with the goal of reaching a collective bargaining agreement with the Union as soon as feasible.

Mandatory Terms and Conditions: The collective bargaining agreement between the Vendor and Local ATU must contain (at a minimum) all of the terms, conditions, and subjects specified in this subsection, unless the Vendor and the Union expressly agree in writing to alternative terms.  

	 (1)  Seniority Rights -- The Vendor shall recognize the seniority rights of represented employees in accordance with the existing seniority roster at the prior third party vendor and/or it’s subVendor’s.  Seniority shall apply to those matters normally subject to seniority status under collective bargaining agreements in the transportation industry, including layoffs, re-hiring/return from furlough, bidding on routes and services, and selection of vacation.

	(2)  Health and Welfare -- The Vendor shall offer health, disability, dental, life, and accidental death  insurance for its employees that is substantially equivalent or better, in terms of type and scope of coverage, to the insurance coverage offered by the prior third party vendor and/or it’s subVendor’s.  The Vendor shall bargain collectively with the Local ATU regarding employee contributions to premiums, co-payments, deductibles, and other economic matters relating to such insurance.  

	(3)  Retirement – The Vendor shall provide a retirement plan for its employees.  The Vendor shall bargain collectively with the Local ATU over the terms and conditions of such retirement plans, including the levels or amounts of employee and employer contributions to the plan.   

	(4)  Wages – The Vendor shall pay each employee of the prior third party vendor and/or it’s subVendors who is hired under this Contract an hourly wage, at the outset of his or her employment with the Vendor, that is not less than the hourly wage in effect for such employee on the date of his or her separation from employment with the prior third party vendor and/or it’s subVendor’s.

	(5)  Grievances --   The Vendor shall establish a procedure for the consideration, appeal, and resolution of grievances.

	(6)  Discipline -- The Vendor shall establish a procedure for handling employee discharge and other discipline that allows for discharge or discipline if work is not satisfactory or for other just cause and that provides advance written notice to the employee, an opportunity for response before a proposed disciplinary action becomes final, and a process for appeal to a neutral party.  

	(7)  Accrued Leave – The Vendor shall assume all accrued sick and vacation leave of the employees hired under above, as such leave is in existence on the date of the employee’s termination of employment with the prior third party vendor and/or it’s subVendor’s. This will include any vacation earned in 2015 that has not been taken and any vacation earned in 2016.  The Vendor shall also honor the vacation markup that the prior third party vendor and/or it’s subVendor’s will have allotted from the employee’s hire date through December 2016, which has not been utilized.

Employment Requirements for Employees Not Represented by a Collective Bargaining Unit (CBU)
     		
Hiring. (1) The Vendor shall provide preference to employees of the prior third party vendor and/or it’s subVendor’s whose positions are eliminated as a result of the labor structure change when filling equivalent positions in the Vendor’s staffing plan, with the exception of positions identified as “Key Staff”.  Such preference will include providing an interview and a job offer to those employees who apply for Vendor positions before recruiting to fill the positions with other candidates. The list of these affected employees, their current positions and annual salaries will be provided upon request.

(2)  Conditions on Hiring: Notwithstanding Section 12.6:  Personnel and other requirements, the Vendor shall not be required to offer employment to any person otherwise eligible for employment under this requirement who: (A) fails to successfully complete required drug and alcohol testing; (B) fails to successfully complete any physical examination required under the provisions of the collective bargaining agreement with the prior employer; (C) fails to meet the criminal background check standards of Lake County, the state of Florida or any of the human services organizations,  as specified in the Request for Proposals; or (D) are not in good standing following review and approval of Lake County government.

This provision is not meant to prevent the Vendor from determining the number and types of non-bargaining positions required to operate the service. 

Wages. The Vendor is expected to set pay levels for employees hired in positions equivalent to their current positions that is at least equal to the employee’s current pay.  The annual compensation amounts for positions that will be eliminated by the prior third party vendor and/or it’s subVendor’s will be provided upon request. 

Health Benefits. The Vendor shall offer health, disability, dental, life and accidental death insurance for these employees that is substantially equivalent, in terms of type and scope of coverage to the insurance coverage that the prior third party vendor and/or it’s subVendor’s, non - bargaining employees currently have. The employee/employer contribution structure is left to the discretion of the Vendor.

(d) Retirement Benefits--The Vendor shall provide a retirement plan. The employee/employer contribution structure is left to the discretion of the Vendor.


Section 12.7: DATA GATHERING AND REPORTING REQUIREMENTS 
 
Section 12.7.1: Records Retention and Operating Reports 

Performance Reporting. Vendor shall collect data as required and provide monthly statements showing a comparison of the transit system’s past performance to the current performance as required by the County.  The County will provide data for past years’ performance, if available. The report types specified below are minimums. Vendor shall work with the County to develop a mutually acceptable reporting format for any system performance reporting. The reports should be provided within 10 days after the end of each month, except where noted.  
 
County Requirements. Vendor shall provide all information and reports as required and will permit access to books, records, subcontracts, accounts, other sources of information, and facilities as may be requested by the County.  Complete and updated copies of all such records shall be maintained on the premises at the County. Records, data and all information in support of Lake County Connection and LakeXpress shall be maintained in an electronic format using the County’s system of Record, RouteMatch for all scheduling data and other systems the County requires to ensure data integrity.
 
Changes. The County reserves the right to add to, modify, or delete reports that are required herein.  
 
Record Retention. Vendor shall retain all financial books, records, and other documents relevant to the Contract for seven years after final payment or until after resolution of any audit inquiries, whichever is longer.  Federal, state, or County auditors and any other persons duly authorized by the County shall have full access to, and the right to examine, copy, and make use of any and all said materials.  Complete and updated copies of all such records shall be maintained on the premises at the County and the Vendor’s site where work is performed in support of the Contract.
 
Service Reports. The following reports shall be required: 
 
Service Provision Report. Vendor shall be required to submit a daily service provision report by 5:00 p.m. on the following. The contents of the report shall be at the discretion of the County, but, at a minimum, the report shall indicate total and Revenue Hours and Revenue Miles, Vehicle Hours and Vehicle Miles, total ambulatory passengers and total wheelchair passengers, Service Disruptions, and Missed trips from the prior day’s service.  
 
Accident Reports. Accident reports shall be delivered or transmitted to the County within 24 hours of the occurrence. In the event of critical accidents/incidents that involve fatalities, serious injuries, felonies, or media attention, County staff shall be notified immediately with specific details to issue the requisite traffic alerts, media notices and other data pertinent to transfer a news report to all County staff and/or agencies and leadership. If necessary, Vendor must conduct a DOT Post-Accident Test. Vendor is required to provide a DVD of all camera views (if the bus is so equipped) of any and all accidents involving County vehicles and/or passengers on County buses.  Vendor should provide with their proposal a Sample Accident/Incident Report Form.
 
Monthly Electronic Reports. Vendor must complete and transmit to County staff electronic reports, which shall comprise all operational, performance, staffing and financial data no later than the 10th day of the following month. 
 
Daily Activity Report. Vendor’s Road supervisors shall complete and submit a daily activity report stating, e.g., where they were located, who they talked to, complaints they addressed, accidents they handled, Bus Operator/staff issues and concerns in the field and other like information. 
 
Complaint/Commendation Report. Vendor shall maintain a ledger of all complaints received directly by Vendor (through drivers, dispatch, CSR’s or other staff) from riders and any members of the public in monthly reports to be submitted to the County upon request at regular intervals. The Report should include at a minimum the date, time, route, direction, weather and operating conditions, location of complaint, whether it is a service or facility (i.e. bus stop, shelter, etc.).
 
Maintenance Report. Summarize the maintenance activities by vehicle, date, and odometer performed throughout the month, e.g. amount of oil, transmission fluid, and fuel used, number and types of preventative maintenance performed during the month, preventive maintenance, and warranty work showing date and miles of such activities. More details are provided in Section 12.
 
Down Bus Report. On a weekly basis Vendor should provide a report listing the unit number, mileage, repair needed, and expected return to service date for buses that are taken out of service for repairs.  
 
DBE Participation Reports.  Vendor shall provide reports of the total amount paid to DBE subVendors working on the Contract in order to measure compliance with the County’s DBE participation goal. Any discrepancies must be noted and explained. Reports shall be submitted monthly and at the close of the Contract. See Attachments P and Q. 
 
Other Reports. Vendor shall provide other data and information about the Contract service as reasonably requested by the County. 
 
Summary of Required Reports. Vendor shall provide, at a minimum, the following reports at the frequencies noted or upon the County’s request:  
FIGURE 4.  OPERATING REPORTS
	Report  
	Collection and Reporting Frequency  
	Description  

	Accident and Incident  
	Per occurrence  
	Accident report to include a copy of written police reports and/or Vendor Report within 24 hours of occurrence, including a copy of the post-accident drug test results if applicable.   

	Critical Accident and Incident 
	Per occurrence 
	Verbal notification immediately where fatalities, serious injuries, felonies, or media attention occur with a follow-up written report within 24 hours. 

	Service Provision   
	Daily  
	Summary report of service provided that includes, at a minimum, revenue hours, miles and passengers; vehicle hours and miles; Service Disruptions, Missed Trips, and w/c lift & ramp failures, wheelchair and bicycle usage. 

	Service Disruption/ Missed Trips  
	Within 1 hour of event/Daily
	Disruption of service or missed trip, bus swaps, etc., verbal notification immediately and documentation in Daily Service Provision report.

	Ridership   
	Daily
	Passengers by mode; ridership by hour to determine peak and off-peak utilization  

	Customer Relations   
	Per occurrence
	Customer contacts by type and Operator, location to include commendations, complaints and concerns to be documented in the monthly Complaint/Commendation Report. 

	On-Time Performance 
	Daily
	By mode 

	Overtime  
	Daily  
	By bus operator 

	Efficiency  
	Monthly 
	The passengers per vehicle revenue hour ratio 

	Safety and Security  
	Daily
	Vehicle and passenger accidents; security incidents (NTD categories and definitions apply)  

	Service Calls  
	Daily
	Details by vehicle number and route; type and description of any event requiring off-site maintenance personnel intervention to be documented in Daily Service Provision from prior day’s service. 

	Mileage and Hours  
	Daily 
	Scheduled revenue miles and revenue hours; actual revenue miles and revenue hours; actual vehicle miles and hours; deadhead miles and hours; missed revenue miles and revenue hours, total revenue miles and hours; non-revenue vehicle miles and hours (e.g., training, events, etc.)  

	Vehicle Repairs and Condition Report  
	Daily  
	By vehicle, summary of major component work, current status of major components, preventive maintenance intervals completed, fuel and fluids consumption  

	Down Vehicle Report  
	Daily 
	By vehicle, by day with description of problem and resolution schedule (repair due date, etc.)

	Employee Turnover  
	Monthly  
	Number of employees, reason for turnover by category, employee turnover ratio  

	New Employees   
	Monthly   
	Name of employee and position held  to include Training Schedule

	Extended Service/Special Events 
	Per occurrence
	Rides provided, including the number of minutes of service, miles, trips and User names, origin and destination addresses, number of Users per trip.

	Drug and Alcohol  
	Quarterly   
	FTA drug and alcohol management information system (“MIS”) report   in accordance with FTA and Human Resources requirements.

	Field Supervisors 
	Daily 
	Locations, contacts, complaints, accidents, incidents, etc. training, management, field investigations, etc. as outlined in Section 12.7.2

	Fare Box
	Daily
	Daily tabulation of all fare box revenue received from all modes and summary of passes sold and distributed by bus, route, block, date and time.  Daily pass and fare box collection report.

	Percentage Breakdown of Expenses by 
Category 
	Daily and Monthly
	Breakdown by the following NTD categories: General Administration, Vehicle Operations, Vehicle Maintenance, and Non-Vehicle Maintenance 

	DBE Report (F-3) 
	Quarterly
	Documents monthly amount paid to DBE subVendors

	DBE Report (F-4) 
	Quarterly 
	Documents total amount paid to DBE subVendor



 

DAILY REPORTS

Vendor shall provide daily reports for the County reporting the following: 1) missed trips; 2) on-time performance or load issues; 3) revenue miles and hours, deadhead miles and hours, 4) road calls and reason, and; 5) bus swaps and reason; 6) coordination issues with Lynx, 7) pullout issues; and 8) the amount of time the road supervisors spent performing duties other than supervising on-the road activities.  The Vendor shall be responsible for the provision of daily reporting capabilities generated by the Automatic Vehicle Location and RouteMatch system.  The Vendor must maintain daily transaction reports for compilation into monthly report summaries for fares, pass sales, customer contacts including walk-in, telephone, internet and fax.

The following reports shall be submitted to the County each weekday morning with information for the prior day.  Information for Friday, and Saturday is to be submitted on Monday mornings.

· Fixed Route/Paratransit/ Deviated fixed route trip counts 
· Daily Farebox total
· Manual count of all passes
· Fixed route and paratransit dispatch logs 
· Written Accident/Incident Reports 
· Completed Customer Service Reports
· Daily Activity Report (DAR/) missed service report
· Vehicle Down Report – should document all County-owned vehicles, the total number of days down.
· In-service vehicle failures.
· Fixed route buses operating more than fifteen (15) minutes behind published schedule.
· Paratransit buses operating more than thirty (30) minutes behind promised schedule.
· Lift failures on buses in service.
· Passenger disturbances
· Passenger injuries and vehicle accidents/incidents.  
· Buses running out of fuel in vehicle service.
· Any cross fueling of vehicles.

Vendor shall identify, record, and report to the County, on a monthly basis the number of all paratransit trips made.  The report shall identify the number of passengers by program or grant, trip purpose, and trip type.  The report shall include monthly expenditure of funds by program or grant, and shall detail demographic, operational, and financial data regarding coordination activities in the designated service area.  The report shall indicate whether the number of trips is less than or exceeds the monthly budget and the year to date budget.

The Monthly Operating Report shall include, at a minimum, the following data:
· Total one-way eligible customer trips requested
· Total capacity denials
· Total eligibility denials
· Total trips refused
· Total trips scheduled
· Total trips scheduled more than 60 minutes from requested time
· Total advance cancellations
· Total late cancellations
· Total no-shows
· Total missed trips
· Total trips provided to eligible customers
· Total PCAs transported
· Total companions/escorts transported
· Total customers (eligible customers, PCAs, companions)
· Total eligible customer will-call trips
· Total vehicle hours (pull-out to pull-in)
· Total vehicle-revenue-hours (first pick-up to last drop-off less scheduled breaks)
· Total deadhead vehicle-hours
· Total vehicle miles (pull-out to pull-in)
· Total revenue hours (first pick-up to last drop-off less scheduled breaks)
· Total deadhead vehicle miles
· Number and percent of on-time one way trips
· Total unmet trip requests by type, and the reason the trip was denied.

The information shall list the trip type, medical, nutritional, employment, educational, etc.
The Monthly Operating Report shall also contain a daily summary of telephone performance. Performance for each separate call group (reservations, dispatch, general information) shall be provided. The Report shall include:

· The number of calls received;
· The number of calls answered;
· The number of abandoned calls;
· The average hold time for all calls by hour for each day;
· The maximum hold time for all calls by hour for each day;
· The average and maximum hold times for abandoned calls;
· The average talk time;
· The number of agents on duty by hour of each day.

The Vendor must immediately notify the County when their phone system is not operational.  The Vendor must have a system in place to periodically check the phone system to make sure it is operational at all times service is being provided.

MONTHLY REPORTS
· Farebox Report
· To include percent of farebox return (percent of operating cost recovered through farebox.)
· Road Call Report
·   Delineating preventable and/or non-preventable and the causes. “Preventable” Road calls result from deficiencies in regular routine maintenance, bus operator error, training errors and oversight, maintenance technician oversight or related issues.  “Non-preventable” road calls are those which could not be anticipated.  The County reserves the right to negotiate road call preventability categories during the post-award, pre-initiation process.  A Road Call Report shall be generated each time there is a road call.  The Vendor shall maintain a log of all such calls to determine the cause, time, frequency, and any other relevant information.

· Accident & Incident Report
· Trip Reports (Paratransit Missed, Denied, Cancelled, etc. by service (ADA or TD)
· Trip Reports (Fixed Route missed and late)
· Fuel Consumption Reports
· Ridership by mode
· Revenue Miles/Hours; Deadhead, etc. (Report of scheduled and actual revenue miles and hours, vehicle miles, passengers per revenue hours and miles.)
· Preventive Maintenance
· Complaints/Commendations
· Vendor Staffing  Level Report
· To include staffing levels, vacancies, trainings, etc.  Unless otherwise waived by the County, the Vendor shall submit a “Monthly Vendor Staffing Report” with its monthly invoice that must report any position vacancies, turnover rate since the start of the fiscal year, number of regular hours performed by non-salaried staff (by position category), number of overtime hours performed by non-salaried staff (by position category), and monthly salaries and benefits paid (by position category).
· This report shall further include the names of each employee, seniority with the Vendor’s organization and seniority under the County Contract with the Vendor, if differetn, and individual status as a part-time, temporary or full-time employee.  Vendor shall provide additional staffing details as required by the County.
· Invoices

QUARTERLY REPORTS
· Safety Manager Ride Check Reports
· Preventive Maintenance Reports
· DBE procurements report
· Drug and alcohol program report
· Ridership Trends for Fixed Route and Paratransit

ANNUAL REPORTS
· Drug and Alcohol MIS report
· NTD Report (Miles, hours, etc.)
· Annual Operating Report for Transportation Disadvantaged (TD) Program

12.7.2: Federal Transit Administration Reporting Requirements

National Transit Database. In accordance with FTA guidelines, the Vendor will be responsible for the tracking, collecting and preparation of National Transit Database report data.  Lake County may also require random sampling of passenger loads, as required by NTD every three years.  Lake County will work with the Vendor to develop data collection processes and procedures. The Vendor will also be required to participate in and support NTD audits and program reviews as needed.

The Vendor shall track NTD Revenue Service Miles and Hours, NTD Total Miles and Hours, and report totals on a monthly and yearly basis.  NTD Revenue Service Miles/Hours, Deadhead Miles/Hours, and Total Miles/Hours, are defined as: 

a) Revenue Service (Miles/Hours): The time when a vehicle is available to the general public and there is an expectation of carrying passengers. These passengers either directly pay fares, are subsidized by public policy, or provide payment through some contractual arrangement.
 
b) Deadhead (Miles/Hours): The miles and hours that a vehicle travels when out of revenue service. Deadhead includes: 

1) Leaving or returning to the garage or yard facility, or 
2) Changing routes and when there is no expectation of carrying revenue passengers. 

c) Deadheading: 

1) Vehicles traveling from a dispatching point to the first passenger pick-up point are considered deadheading and are not included in revenue service. Therefore, do not report this travel as NTD revenue service miles/hours. 

2) Vehicles traveling back to a dispatching location are considered deadheading. Do not report this travel as NTD revenue service miles and hours. 

3) Vehicles traveling with or without passengers while available to carry passengers between pick-up/drop-off points are considered NTD revenue service miles and hours. 

4) If vehicle storage and maintenance locations are different from the dispatching locations, travel between any of these locations is considered deadheading. 

d) NTD Revenue Service Miles/Hours: NTD revenue service miles and NTD revenue service hours include all travel and time from the point of the first passenger pick-up to the last passenger drop-off, excluding lunch-breaks if any, as long as the vehicle does not return to the dispatching point. In addition, NTD revenue service miles/hours include the distance and time to pick up the next passenger. This data is actual (not scheduled) and shall be input into the Route Match System. 

e) NTD Total Miles/Hours: the distance and time from gate departure to gate return, excluding lunch-breaks, if any. NTD Total Miles/Hours include revenue service and deadheading to and from the garage or yard facility. Vehicle Pre/Post-Trip Inspection time, Training and Maintenance travel and time are not included in NTD Total Miles and Hours. This data is actual (not scheduled) and shall be input into the Route Match System. 

Vendor must submit the required data to County staff no later than 10 days after the end of each month.  Vendor is responsible for remaining up to date on the FTA’s NTD Safety and Security requirements. Vendor is required on an annual basis at the end of the County’s fiscal year to provide a breakdown by percentage of the expenses attributed to the following categories: General Administration, Vehicle Operations, Vehicle Maintenance, and Non-Vehicle Maintenance. Vendor must submit the required data to County staff no later than 45 days after the end the County’s fiscal year. The successful Vendor will provide, within 60 days of award of the Contract, a Percentage Breakdown of Expenses Report based on the hourly rate bid in the Cost Proposal.  

Federal Triennial and State Management Reviews.  Vendor will participate in Triennial and State Management Reviews (TR and SMR’s) and specialized reviews as required in accordance with 49 CFR. 

Drug and Alcohol Management Information System (MIS) Reporting.  Vendors will be subject to and required to comply with all FTA and USDOT drug and alcohol testing regulations and reporting and must submit their annual drug and alcohol testing data as required by the USDOT for their Drug and Alcohol Management Information System reporting requirements.

Section 12.7.3:  Transit Asset Management Plan (TAM)

The Vendor shall maintain the following inventories of LakeXpress and LCC items and equipment used to support the transit operation in accordance with the Federal Transit Administration (FTA) required Transit Asset Management (TAM) System:

1. All County supplied and/or funded office and facility furnishings and equipment.
1. All County supplied or funded revenue collection equipment.
1. All County supplied or funded computer hardware, software and ancillary equipment.
1. All County supplied or funded radio, tablets, MDU, security cameras, automatic voice annunciation, AVL and headsign, automatic   passenger count systems.
1. All County supplied or funded office, door, and revenue collection equipment keys, swipe cards and readers and any security cameras.
1. All County supplied or funded maintenance equipment and tools
1. Any such other items of equipment or fixed assets that may be supplied by or funded by the County to the Vendor over the life of the Contract which is not currently enumerated in this solicitation.

The inventories cited above shall be maintained by the Vendor throughout the term of this Contract in automated and manual form approved by the County.  The County shall submit an initial written inventory to the Vendor detailing all items supplied to the Vendor (as applicable).  Upon receipt of this initial list of equipment to be maintained, the Vendor must be able to produce an accurate and up-to-date inventory anytime, at the County’s request, which details status, condition, location and disposition of items or equipment on said inventories.  The County will conduct an annual inventory of all inventories cited above, at a time of its choosing.  The Vendor will be required to attend and conduct this inventory with the County.  Any missing equipment or equipment losses not due to normal wear and tear shall result in penalties assessed against the Vendor equal to the new replacement value of the lost equipment.

12.7.4: Meetings

There will be times when the services operated by the Vendor are the topic of discussion at public meetings (Board of County Commissioners, Transportation Disadvantaged Coordinating Board, MPO Boards, etc.) Vendor management staff shall be required to attend such meetings at no additional charge to the County. 

Vendor shall be present and responsive to all audits and reviews to include, but not be limited to Federal Triennial and State Management Reviews and other specialized reviewes as requested by the County for reporting on ADA policies, practices, or activities performed by Vendor’s staff.  Vendor shall be immediately available for such events. Whenever possible, County will notify the Vendor in advance, noting particular areas of review during such audits. Should comments be directed to Vendor operational issues, the Vednor shall submit to County within seven (7) calendar days, a plan to address the issues discussed with the auditor and/or agency conducting the review of operations and/or maintenance.

Vendor shall meet weekly and as needed with County Staff to address issues of concern regarding fixed route service, paratransit service, maintenance issues, safety concerns, and any other issues germane to the transportation program.

Vendor is also expected to review and comment on plans, equipment purchases, operational changes, maintenance and other related proposals of County that affect and/or impact the County’s public transit program.  Additionally, Vendor is expected to advise County on suggestions that will improve service effectiveness, efficiency and safety.



SECTION 12.8: MAINTENANCE AND FACILITY REQUIREMENTS

Section 12.8.1:  Maintenance Plan Goals & Objectives

The primary goals of the Maintenance Plan & Program are to provide safe, reliable and efficient transit service to the general public, in well-maintained vehicles with minimal disruptions to service due to maintenance and repair.  Transit service will be safe, convenient, efficient, and reliable, as well as compliant with all applicable federal, state, and local laws, statues and regulations.  Vehicle cleanliness, operator safety, on-time performance, and courtesy are of great significance to ensure efficient use and maintain the useful life of all revenue and non-revenue vehicles in support of Lake County Transit services.

The key objectives are:

1. To complete all activities necessary to successfully transition the maintenance of LakeXpress and LCC vehicles;

1. To manage, monitor and evaluate the maintenance performance of LakeXpress and LCC to ensure the delivery of a quality community-oriented transit service;

1. To ensure complete, proper, and timely maintenance, cleaning and repair of all of the equipment to be used for LakeXpress and LCC services, including County transit revenue and non-revenue service vehicles provided to the Vendor;

1. To provide quality customer service to internal and external stakeholders to include transit users, transit agency partners, inter-agency organizations within the County, state and federal organizations and their representatives.


Section 12.8.2 Maintenance Transition, Implementation Plan and Start-Up Requirements

Phase I.  This Phase shall consist of the Vendor conducting all transition activities necessary to provide LakeXpress and LCC services as called for in this RFP, all work necessary to assume maintenance of existing LakeXpress and LCC revenue and non-revenue vehicles as defined in this RFP, and all work necessary to initiate all maintenance of any LakeXpress and LCC services as contracted for and defined in this solicitation and any attachments thereto.  The Vendor will operate out of a County-approved maintenance facility.  This period will commence with notice-to-proceed and will last as mutually agreed to by the Vendor and the County.  Note, Phase I activities may run into and concurrent with Phase II.

Phase I shall involve all vendor work necessary to begin/assume maintenance of existing County LakeXpress and LCC transit revenue and non-revenue service vehicles.  Vendor shall accept the current fleet of vehicles “as-is”.  As part of the Contract Work Program – Phase 1, Transition and Implementation Plan, the Vendor shall conduct a physical inventory of all equipment, tool, and materials.  Upon execution of the Contract – Phase II, the vendor shall be responsible for the operations, maintenance, security and management of said inventory.  Vendors shall submit their Maintenance Transition and Implementation Plan as part of their response to this solicitation for County review and evaluation.  The awarded Vendor should plan on maintaining the transit revenue fleet provided to them with this Contract for the term of the Contract. Upon reasonable notification, existing maintenance records will be made available by the County for Vendor review. Specific periods of availability of records and fleets will be outlined in the Pre-Proposal Conference.

During Phase II, the Vendor will maintain all County LakeXpress and LCC vehicles out of a facility approved by the County to maintain all transit revenue and non-revenue service vehicles.  The Vendor will be responsible for all maintenance of the County’s transit revenue and non-revenue service vehicles.

Notice of initiation and termination of each Phase shall be made by electronic and registered mail.  Said notice shall be sent by the County to the Vendor.  Determination of when said notice will be sent shall be at the County’s discretion and may be waived by the County subject to the terms and conditions of this solicitation and any ensuing Contract.

During Phase II, the selected Vendor will be required to furnish all management services, supervision, labor, parts, tools, materials, supplies, and sub-contract work needed to manage and maintain all fleets in a state of repair consistent with the performance standards and service specifications identified in this RFP.  The Vendor awarded this Contract as a result of this RFP shall prepare for and commence performance of these services beginning 12:01 a.m. on the date of Notice to Proceed (NTP).  All preparations necessary to begin vehicle maintenance services shall be complete prior to commencement of the Contract, or Phase II.  All personnel shall be hired and trained; safety and other documented procedures shall be established so the following activities can commence:

1. Provide revenue and non-revenue vehicle maintenance.
1. Provide operations assistance.
1. Execute data collection and gathering services, such as the National Transit Database (NTD) and others as requested by the County.
1. Implement federally-compliant programs including Drug and Alcohol, Americans with Disabilities Act (ADA), Title VI, and any other programs that are mandated for Federal assistance.
1. Provide required vehicle, facility and equipment insurance(s);
1. All duties, materials, and supplies specified in this RFP shall be provided by the Vendor as part of the overall cost, rather than being extras, unless specifically itemized in the agreement.  

The current Operations Vendor and County Maintenance staff must cooperatively participate in the transition of the maintenance to a new Vendor when applicable.  Within thirty (30) to forty-five (45) days prior to new Vendor starting work, participation is necessary in:

0.  Meetings
0.  Transfer of records
0.  Access to property
0.  Access to vehicles

The above noted process shall be granted during normal hours of operation with a reasonable amount of notice. A transition period is defined as the 30 to 45-day period of time prior to the existing County Maintenance and incumbent operations Vendor termination or expiration date. All County staff and the incumbent operations Vendor shall participate in the smooth transition of maintenance to a new provider in such a manner as to ensure the transition results in minimum service disruption. Vehicle history maintenance records are available for review and fleet service operation inspections and administrative office inspections can be scheduled by contacting:

Fleet Vehicle Maintenance History - Keith Stevenson at 352-742-3980
Transit Administrative Offices (Operations Facilities/Files) – 
Tomika Monterville at 352-323-5713 or 
David Hope at 352-323-5714

During the Transition Implementation and Startup in Phase I, the County will conduct several meetings with the County Maintenance staff and incumbent operations Vendor to discuss specific operations, records, and vehicle transition events and the time frame in which they must occur.

As requested by the County, the incumbent Operations Service Provider and County Maintenance staff must make pertinent records accessible to the new Vendor within two (2) business days of the County’s request.

County-owned vehicles will be subject to a transition inspection and acceptance.  The awarded Vendor must develop and submit to the County, a Transition Management Plan (TMP) which will include, at a minimum, a detailed schedule of start-up activities, including a timeline for the implementation of all Phase I and II activities.  The plan must be approved by the County prior to implementation of the contract.

The Vendor shall provide the fleet transition inspection utilizing a mutually selected, independent, professional, third party fleet inspection vendor approved by the County and the Vendor.  The County may participate in the fleet transition inspection.  The County shall review and approve the Vendor’s action plan and those recommended repairs it deems appropriate, and the Vendor shall complete said repairs within 120 calendar days or sooner, consistent with the safe operation of all revenue and non-revenue service vehicles.  At any time during this repair process, the County may initiate and make any repairs it deems in its interest to do so.  Any costs associated with the Phase I fleet rehabilitation transition inspection and ensuing repairs shall be charged to the County as direct charges using the hourly rates submitted in the proposal.

The Vendor shall, at all times, including Phase I and Phase II, ensure the maintenance of all assigned transit revenue and non-revenue vehicles and ancillary equipment utilized in the operation of LakeXpress and LCC in such a manner as to comply with all United States Department of Transportation (USDOT), Federal Transit Administration (FTA), Florida Department of Transportation (FDOT) and County safety rules and regulations that pertain to the carriage or the transportation of the traveling public.  During Phase I and as part of their first Transition Plan submittal, the Vendor shall conduct a thorough evaluation and fleet inspection of the body, chassis and mechanical condition of each and every transit revenue vehicle assigned to them and develop an action plan, with associated costs, for rehabilitating and/or repairing said vehicles to bring them up to proper operating condition and/or OEM standard, allowing for normal wear and usage of the vehicle.  

Termination of Contract.  In the final year of the Contract, should the incumbent provider not resume support of Lake County, the transition requirements for the Contract include, but are not limited to the same Phase I and Phase II transition activities listed above and including, but not limited to these listed below:

Transition Plan – Vendor will provide Transition Plan covering in descending order, for a three (3) and six (6)-month period outlining the gradual staffing reduction plan and service optimization to support the successful transition to a new Vendor should the incumbent and Lake County desire to sever the Contract for cause as outlined in this RFP.  

Access –Within the final six months of the Contract term, the Vendor shall provide the County access to the maintenance and administrative facilities for the same aforementioned Phase I and Phase II activities with the incumbent Vendor serving in the role of Operations and Maintenance Provider.  In addition, the Vendor shall provide access to prospective service providers as may be requested by the County.

Maintenance Records – The Vendor shall provide the County with all relevant maintenance records, histories and files for all vehicles and equipment.  Such records shall be shared with successor service providers.

Documents – The Vendor shall provide the County with originals and/or copies of all leases, permits, licenses, insurances and other relevant documents - in electronic and hard copy format -required to ensure a seamless transition to a new third party Vendor.  These documents should include the condition of facilities, equipment and staff files, as necessary.

Substance Testing – The Vendor shall provide the County with all documents pertaining to FTA Drug and Alcohol regulations and requirements including a completed FTA Drug and Alcohol Summary report on the appropriate FTA form for the Vendor’s term of operation.

FTA Required Documents – The Vendor shall provide the County with all FTA/FDOT-required maintenance documentation to support the transition of the Contract.

Records Retention – The Vendor shall furnish all records associated with the County in accordance with the County’s established records retention policies, set forth herein and throughout this RFP.

Facility Inspections – The Vendor shall furnish and make available all facilities utilized in support of Lake County Transit program for inspection by County-approved third party inspectors, potential vendors and other approved individuals to support Contract succession.


Section 12.8.3:  Safety

Passenger safety is one of the most important aspects of providing public transportation.  Every vehicle must meet all applicable state and federal laws for commercial vehicles carrying passengers in the United States under programs funded by the FTA, the state of Florida and Lake County. 

1) Vendors’ safety records shall be included in the proposal and will be evaluated as part of the selection. (Refer to Tab. BB. Background Screening Policy & Process and Tab K. Safety Program and Safety Record.)
 The safety record shall include the following:

1. Overall company safety record in public transportation maintenance and repair.  Provide accident rate per 100,000 miles. The safety record (accident rate) of at least three (3) of the Vendor’s previous or current public transportation contracts that compare in size and complexity to the services being proposed.  The provided safety records shall also include a list of any insurance claims valued over $25,000 that was paid by the Vendor.

1. A copy of Vendor’s Safety Program.  Safety Programs should include workplace harassment prevention, defensive driving, refresher training, safety meetings, safety incentives, system safety plan for emergency evacuations, shelter in place, etc.  The Vendor should also review all relevant and related State, Local, and County safety programs.  

1. A summary copy of Vendor’s emergency response plan for Hazardous Materials for both the operational facility site and on-street incidents and the use of Personal Protective Equipment (PPE) in the completion of daily operations, etc.

Note: The awarded Vendor(s) will be required to submit an actual program document for approval by the County prior to Phase II.  

Section 12.8.4: Security

The County is committed to the safety and security of the customers we serve, and the general public.  The overall goal is to maximize the level of security afforded to all of our passengers, employees, and any other individuals who come into contact with our system, as well as vehicles and facilities.

Vendors shall submit a synopsis of its security plan in the plan, which will be evaluated as part of the selection.  At a minimum, the security plan should discuss how the firm obtains background checks on all applicants for all Safety-Sensitive and safety-sensitive driver or leased operator positions.  To the extent possible, vendors should:

1) Perform background checks. (Refer to Tab. BB. Background Screening Policy & Process and Tab L. Security Program.)
2) Check for criminal convictions.
3) Contact previous employers and references.
4) Investigate gaps in employment.
5) To the extent possible, have at least ten (10) years consecutive employment/education records.
6) Maintain employee information in a confidential and secure manner, and in compliance with all relevant Federal and state regulations and statutes regarding confidentiality and individual privacy (Personally Identifiable Information (PII).
7) Verify that staff and subVendors are US citizens or that non-citizens have documentation appropriate to their immigration status.
8) Ensure all drivers have current CDL with appropriate endorsements and another form of identification (i.e. company issued credential; current USDOT medical certificate).
9) Collect company identification card and any security materials when a driver/employee leaves the company. Update websites and lists. Cancel passwords to prohibit computer access by former employees.

Note: Prior to Phase II, the awarded vendor(s) will be required to submit a detailed security plan that includes but is not limited to the activities described above.

Section 12.8.5: Unauthorized Access
The Vendor will require all visitors and outside vendors to sign in at all of the Vendor’s facilities.
Designated personnel will perform daily yard checks and equipment reconciliations at all facilities covered under this contract to include the Fruitland Park, Florida Transit Division Office. Vendor will regularly inform the County of designated security personnel conducting security checks and provide a daily log of all security checks of equipment and facilities.

Designated personnel will remove keys from vehicles not in use and Vendor shall maintain a secure vehicle key storage area.  All employees should maintain satisfactory and continuing control and security of access to computers, electronic data and files, log-in, access numbers, usernames and passwords especially those with financial and Personally Identifying Information (PII) and financial/banking routing information.

The County may request periodic checks of facility areas by local law enforcement, when the facility is not open and during non-business and business hours.

The Vendor will post and regularly review driver anti-terrorism tips, procedures to prevent, thwart and manage the facility, vehicles and resources in the event of a terrorist attack, shelter-in-place or other imminent threat to the security of the County, stakeholders and County personnel and facilities.  With their proposal, the Vendor shall provide their Security Plan which addresses these types of policies and procedures. (Refer to Tab. BB. Background Screening Policy & Process and Tab L. Security Program.)

Section 12.8.6: Maintenance Plan
 
Types of services and repairs that may be required under the resulting Contract(s) include but are not limited to: hydraulic, drive-train, electrical, chassis, heating/air conditioning, transmission, wheel alignment, tire balancing, suspension, steering, welding, retrofitting, and restoration. Additional repairs include services and repairs to the vehicle technology and communications systems to include radios, automatic vehicle locators (AVL), Automatic Passenger County’s (APC), tablets, headsigns and video monitors; vehicle cleaning and washing. 

The Vendor shall furnish all labor, parts, products, materials, supplies, equipment, and incidentals necessary for satisfactory contract performance.  The Vendor shall provide, at its sole cost, a vehicle maintenance and transit asset management (TAM) software program for tracking maintenance records and inventory.  At any time, the County may request data in an electronic format, or access to Vendor’s reporting system, at Vendor’s expense. When not specifically identified in the technical specifications, such materials and equipment shall be of a suitable type and grade for the purpose.  All material, workmanship, and equipment shall be subject to the inspection and approval of the County.  

Parts supplied must be of the highest quality that meet or exceed original vehicle manufacturer (OEM) specifications and/or quality for a mixed fleet with diverse ages, operating under diverse conditions.  Only upon County approval can, parts supplied by the Vendor, in conjunction with this contract, may be maintenance certified (re-manufactured, rebuilt, or re-conditioned), as long as they are warranted for merchantability and carry a warranty equal to new products.  Any remanufactured, aftermarket, or fabricated parts shall meet or exceed OEM warranty standards.  The Vendor’s supplier of maintenance certified equipment shall be easily identifiable to the County.   In the event any of the materials supplied to the County by the Vendor are found to be defective or do not conform to specifications, the County reserves the right to either; (1) cancel the order and return such materials to the Vendor at the Vendor’s expense; or (2) require the Vendor to replace the materials at the Vendor’s expense.  

Vendors shall submit in the response a proposed Maintenance Plan that shall include the methodology for how the firm shall address and accomplish the following: (Tab. J. Maintenance Plan & Preventive Maintenance Plan).  At a minimum, the Maintenance Plan shall detail how the following areas will be addressed: 

Preventive Maintenance Inspections.  The preventive maintenance program shall combine regular inspections with scheduled interval-related servicing needs and warranty requirements as provided by the vehicle manufacturer.  Elements of the program shall include, but not be limited to:

1. Pre-and post-trip pullout safety inspections.
1. Servicing of fluid levels, tires, lights, and minor mechanical problems
1. Heavy repair.
1. Running repair.
1. Body work.
1. Major and minor vehicle cleaning.
1. Parts inventory.
1. Component rebuild or replacement, including expected expenses.
1. Internal and external bus washing and cleaning.
1. Technology repairs, i.e. destination/headsigns, AVL, farebox, Automatic Passenger Count   
    (APC’s), and video monitoring systems. 
1. Federal Transit Administration (FTA) Compliance.
1. Bus facility maintenance efforts.
1. Environmental remediation (spill kits, etc.).
1. National Transit Database reporting process.

In addition, the Maintenance Plan shall include:

1. Procedures for responding to on-street mechanical failures with minimum adverse effect on revenue service.
1. Goals and objectives of the maintenance program such as reducing the frequency of road calls and tracking maintenance cost compared to operating cost.  The plan should define how such goals and objectives will be achieved and how progress towards meeting them will be tracked and reported monthly to the County.
1. Number and type of personnel proposed for each type of maintenance function, including service, cleaning, heavy repair, running repairs, technology repairs, preventive maintenance, parts, etc. In addition, convert these numbers to the mechanic-to-bus ratio by sub-fleet.
1. Indicate how maintenance reporting requirements will be met. All maintenance must meet the County’s, FTA, FDOT, DOT and Americans with Disabilities (ADA) Act regulations and requirements. Additionally, Vendor will be required to submit daily, weekly, monthly and annual performance reports. Vendor must provide all reports in electronic or written format as required by the County.
1. Describe how the Vendor’s maintenance facility and amenities will be maintained. The County will require Vendor to submit a cleaning schedule detailing how and when facility and vehicles will be maintained for the upcoming month in a calendar format. Details by vehicle number will be required.
1. Please detail Vendor’s staff responsible for maintaining fareboxes, address farebox issues in the field as quickly as possible, ensure that buses are probed every day, and ensure that fares are secured between the buses (where they are collected) and the point that they are processed for bank deposit.
1. Please detail how Vendor’s staff will maintain the radio system/communications systems, automated vehicle location (AVL) systems, on-board cameras, headsigns and other electronic and data-based (cloud) technology hardware and software, address trouble-shooting any loss of service, signals and data for all vehicles. 

The awarded Vendor will be required to submit procedures for County approval prior to Phase II that Vendor will use to ensure internal maintenance quality control and follow up, and indicate the individual(s) responsible for this quality control.

The Vendor’s maintenance personnel shall be fully knowledgeable of alternatively fueled vehicles,  engines, transmissions, diagnostic procedures, wheelchair lifts, kneeling or ramp mechanisms (low floor bus), air conditioning, electrical systems, and related mechanical parts, methods, and procedures normally used in servicing vehicle mechanical and ancillary equipment for transit bus chassis and bodies; methods and procedures in servicing mechanical equipment for transit buses, automobiles and other miscellaneous equipment listed in the attached vehicle inventory. Additional weight will be given to the qualifications of the Vendor’s maintenance personnel, showing appropriate training and/or certification, must appear in the PM Program submitted above. (Tab. J. Maintenance Plan & Preventive Maintenance Plan)

During Phases I and II, whenever staffing changes occur, the Vendor will specify the actual number of employees utilized and required for Vehicles Operated at Maximum (VOMS) for each mode (paratransit and fixed-route) and will provide an organizational chart by position, classification and fully-loaded labor rate (and phone number as appropriate).  Staffing levels will be at the Vendor’s discretion so long as LakeXpress and LCC revenue service is safely and efficiently maintained in accordance with the performance specifications contained in this solicitation and the required staffing levels are met below.  If the Vendor supports other similar contracts utilizing the staffing contingency proposed for this contract, the pricing and availability of these individuals will need to be explicitly identified within the proposal.  

Vendors shall submit a listing of proposed personnel by job description for each class of employees proposed and to support the maintenance program.  Awarded Vendor(s) shall notify the County immediately and update and/or revise said job descriptions as changes occur over the contract life.  In addition to ensuring sufficient staff are available to maintain the assigned LakeXpress and LCC services, the Vendor shall be responsible for providing sufficiently trained and knowledgeable staff to ensure the following functions, by position, are performed reliably and efficiently.  Vendors should provide specialized experience with training and equipment.  At a minimum, the County recommends that the Vendor provide the following positions and staffing levels for the maintenance program, or propose an equivalent staffing contingent to satisfy the terms of this Contract:

1. Maintenance Manager and/or Assistant Maintenance Manager(s) – one (1) 
1. Maintenance Crew Chief(s) - one (1)
1. Mechanic(s) (per shift) – minimum of five (5)
1. Maintenance Technicians – minimum of two (2)
1. Information Technology/Computer  Specialist(s)
1. Transit Vehicle Cleaner(s)/Handler(s)/Washer(s) – minimum of three (3)
1. Parts Foreman – one (1)
1. Parts Technician – one (1)
1. Crew Chief/Supervisor – one (1)



Section 12.8.7:  Maintenance Staff Training Program

Prior to Phase II, the Vendor shall provide for County approval, a detailed description of all training that will be provided to each management, operations, maintenance, mechanics, laborers/cleaners, and administrative personnel throughout the contract term.

Vendors should provide and outline training requirements for operators, mechanics, technicians, service attendants, customer service, and cleaning personnel. Indicate how and where vehicle maintenance training will be provided and conducted.  The Vendor shall provide documentation of their training program designed to meet the FTA Safety (MAP-21 and FAST-ACT) and Security Awareness Training.  Added weight will be given to the proposer who has demonstrated specialized training of operators, mechanics and technicians on transit fleet vehicles including Gillig, Ford and Blue Bird.  Proposal must include the list of specific technical training by vehicle type, make, model, series, etc. for each proposed staff member.  (Tab S. Training, Coaching & Counseling (Disciplinary) Program.

If the Vendor wishes to provide maintenance services via subcontract, the County will require evidence of the maintenance subVendor’s capability and experience with transit rolling stock including, but not limited to, Gillig, Ford and Blue Bird, alternative fueled vehicles such as CNG and electric/diesel hybrids, light fleet and other miscellaneous vehicles listed in this solicitation.  This information should be submitted in the proposal under (Tab H. SubVendors).

The Vendor will be required to ensure all repairs involving vehicles, subsystems, parts and other items under warranty are performed at all times by personnel who are properly certified to perform such work such that qualifications cannot be questioned when submitting warranty claims.  All mechanics must have at least one ASE certification and five years’ heavy duty trucks, buses, automobiles and other miscellaneous equipment listed in attached vehicle inventories.  Alternatively, mechanics may be graduates of a certified two-year technical-vocational institute and have two (2) years’ experience with heavy duty trucks, buses and automobiles.  At least 50 percent of the maintenance staff, excluding the maintenance manager, shall be an ASE master certified for medium and heavy duty trucks, buses, and automobiles.  In addition, all mechanics shall receive a minimum of 16 hours of mechanical/refresher training annually.

Vendor must also provide staff with knowledge and experience maintaining computer and technology equipment.  This will include all after-market software and hardware systems customarily utilized in public transit that may be acquired for the County’s transit system (Automatic Vehicle Locator (AVL) Systems, scheduling systems (RouteMatch, Trapeze, Hummingbird, etc., ))  The County realizes that “computer proficiency” may be taught, and Vendor may propose to train individuals to acquire  intermediate computer skills and proficiency (at a minimum)  for all  positions; however, The County will not excuse Vendor from its obligations under the contract in such situations to maintain transit vehicle technology.

At a minimum, “proficiency” shall include a basic knowledge of and application of the Microsoft Office Suite to include Word, Excel, Access, and PowerPoint, how to navigate the internet and utilize scheduling software (Trapeze, Hummingbird, or similar scheduling systems; AVL (NextBus, etc.), radios, tablets, automatic voice enunciators, and other data collection, storage and transfer technology software and hardware systems.

Section 12.8.8:  Provision of Facilities

As provided for in this solicitation, the Vendor will be responsible for providing the facility(ies) in which the operations, maintenance, and administrative activities of LakeXpress and LCC shall be housed.  These activities may be housed in a consolidated, multi-function, multi-service facility or multiple locations that meet the requirements of the contract should the Vendor utilize subVendors to perform these services.  The Vendor should propose their own selection of operations and maintenance sites based on the best practice for service operations to support the requirements of this Contract and the schedule of operations. (Tab M. Facility Information & Plan).

The Vendor shall be responsible for the repair of all damages to the facility or grounds caused by Vendor and/or subVendors personnel and/or operations.  Such costs will be the responsibility of the Vendor.  The Vendor will be responsible for day-to-day maintenance and security of assigned areas and grounds.

Current maintenance of revenue and non-revenue service vehicles are provided by the County’s Fleet Maintenance Division at the Groveland Fleet Maintenance Yard.  Fixed-Route vehicles are maintained at this facility and light vehicle repairs are made at the Fruitland Park Transit Division Office Lot (where the fixed-route vehicles are stored for daily service/pull-out/in).  In order to support the current practice of fixed route vehicle pull-out from the Fruitland Park Transit Division Office, the Vendor must provide an on-site mechanic for coverage of daily vehicle pull-outs at up to two (2) locations.  The paratransit vehicles are stored for daily service/pull-out/in at the Operations Vendor facility in Leesburg, Florida and are maintained at the Groveland Fleet Maintenance Yard.  The County is interested in alternative vehicle maintenance and storage facility options proposed by potential Vendors to meet the service and operating standards of the County’s transit service.

Upon prior approval and coordination with the County, the Vendor may use the County’s facilities and equipment.  Vendor may not use County provided facilities and equipment for any purpose other than the provision of LakeXpress and LCC services as provided for in this Contract.  No Vendor or subVendor employee may use or be allowed to use the County provided facilities (or equipment) for personal use or gain.

The Vendor must provide all project equipment necessary to perform work as described in the solicitation and the resultant contract.  Project equipment is defined as personal property not supplied by the County.  Project equipment includes, bus is not limited to, tools, portable lifts, computer diagnostic devices, repair order systems, point of sale systems, telecommunications and office equipment and furniture.  

Administrative Offices; Communications. The Vendor’s facilities must provide at a minimum the following administrative office space detailed herein: 
1. Management Office space  
1. Maintenance office and administrative space 	 	 
1. Dispatch
1. Customer Service
1. Scheduling
1. File Storage
1. Driver (Swing) room 
1. Training/Conference Room 
1. Lost and Found secured storage area 
1. Employee lockers, mailboxes, and restrooms and break rooms
 
Computer Equipment & Software. The Vendor is required to supply and maintain sufficient computer equipment, including diagnostic equipment required for buses, automobiles and other miscellaneous equipment necessary to support the maintenance and operations outlined in the Contract. Diagnostic equipment may include, but is not limited to, that to support specific vehicle types and brands, audio, visual and automated fare collection support systems. Costs for the replacement of diagnostic equipment due to technology, upgrades, age, vehicle type or brand shall be the responsibility of the Vendor. On a case-by-case basis, grant revenues to support Public Fleet computer equipment will be considered based on fund availability and County priority.  All Software utilized by the Vendor in support of the Contract must meet the County’s Information Technology thresholds for firewalls and data integrity to ensure the security of Personally Identifiable Information (PII) and other security parameters of Lake County.  Vendor hardware and software must consist of the latest software versions for all systems utilized in support of the Contract including, but not limited to, Adobe Acrobat Reader, Microsoft Office Suite, RouteMatch, RouteShout, Java, Internet Explorer, Google and FoxFire, and other software and hardware systems.

Phone and Internet Services. The Vendor shall provide the following on-site at its facility(ies): 

Internet. All management personnel should have Internet access.  The County will provide required Internet security standards, in the County’s sole discretion, to support the needs of the service.  In the event Vendor uses some other site for operations management, call-in, or dispatch, Vendor is responsible for any costs. 

Email. Vendor shall establish email addresses for all management personnel. In the event Vendor uses some other site for operations management, call-in, or dispatch, Vendor is responsible for any costs.  

Telephone. The Vendor shall provide phone service to key management positions and all facilities. In the event Vendor uses some other site for operations management, call-in, or dispatch, Vendor is responsible for all associated costs and recurring fees. 

Cellular service. Vendor shall at its own expense provide cellular service for, at a minimum, all management personnel and provide such numbers to the County’s Transit Division staff, Emergency Operations and other departments and individuals and State and Federal sponsoring agencies deemed necessary in support of the Lake County Transit System.

Maintenance Building. The Vendors Maintenance Facility shall provide the following areas: 
1. Maintenance bays with vehicle lifts and lube/fluid stations  
1. Parts and tire storage areas 
1. Engine wash  
1. Shop manager’s office 
1. Mechanic locker room and lunch area   
1. Electronics and other work areas  
1. Wash Bays (as applicable)
 
Bus Wash. If not subcontracted, the Vendor must supply a facility that has a bus wash system capable of sufficiently cleaning the buses.  Any bus operated in Revenue Service shall be washed in the automated bus wash, or by a third party Vendor, at least once every 48 hours. Engines shall be steamed cleaned at each preventive maintenance interval. 
 
Maintenance Bays. The Vendor’s facility must have the minimum number of maintenance bays to maintain the entire transit operation and accommodate vehicles up to 45’, ideally one oversized maintenance bay would accommodate vehicles up to 60’, and one steam-cleaning bay would accommodate vehicles up to 60’ should the County employ larger fleets in the future.  
 
Safety/Security Plan. The successful Vendor will be required to submit a safety/security plan for operations. The plan shall be subject to County approval and shall address policies, procedures, access, and the management of information.  The Vendor’s facility shall be equipped with an access control system, security cameras, and video recorders, fencing and lighting.   
Employee Parking.  The Vendor’s facility shall provide adequate parking for all Vendor employees in a designated area. 
 
Mechanic-owned Tools. The Vendor facility shall provide space for such tools, including mechanic-owned tool boxes.
 
Vendor Responsibilities. Vendor shall be responsible for daily cleaning and janitorial services in the offices, dispatch and drivers’ areas, restrooms and storage rooms including sweeping, mopping, dusting, wiping, emptying of garbage/refuse containers. Vendor shall be responsible for immediate cleanup of spills in all areas for all leased facilities. 
 
Facility Lease. Successful Vendor shall enter into and assume the costs associated with the lease for use of all required facilities to perform the requirements of this Contract.
 
Section 12.8.9: Fuel

The County’s Transit Service Operator currently utilizes credit cards and individual operators fuel at retail outlets throughout the County.  The County is interested in proposals for bulk fueling options other than the current program.  This proposal should include the use of dedicated fueling employees versus non-dedicated.

The Vendor shall purchase fuel and invoice the County at the Vendor’s cost (including taxes, additives and fees).  The Vendor shall maintain such records as may be necessary to document the pricing calculations used.  The Vendor may change fuel pricing as often as desired, but may do so only in response to changing prices for fuel and other supplies charged by suppliers (CPI).  Any price used must comply with the calculation indicated above.  The Vendor shall insure that the County is not charged for federal or state taxes in those cases, if any, where the County is exempt from taxes.

The total gallons of diesel fuel units were 16,265 gallons for paratransit vehicles and 79,339 gallons for fixed route vehicles in Fiscal Year 2015; the total gallons of gasoline fuel units were 178,512 gallons for paratransit vehicles and 8,815 gallons for fixed route vehicles in FY 2015. The County will provide the billed rates for both diesel and gasoline fuel and the fuel units for the non-revenue vehicles for the prior fiscal year upon request by the Vendor.  

Section 12.8.10: Provision of Revenue and Non-Revenue Service Vehicles

The County shall provide all transit revenue and non-revenue service vehicles required for the provision of LakeXpress and LCC services.  Attachment 3 provides the current fleet inventory.  Annually, the actual number of transit revenue vehicles the Vendor will maintain will be determined by the routes and schedules developed during each fiscal year’s budget process, schedule of operations and the number of new buses added to the fleet inventory for new service starts, based on the County’s planned replacement schedule.  A current fleet inventory shall be supplied to the Vendor annually or as changes occur.  Existing and new vehicles shall be provided to the Vendor and receipt confirmed via a written list of assigned transit revenue and non-revenue service vehicles.  The Vendor will accept new vehicles in an "as delivered" condition (that is, the Vendor shall have no right to decline to accept new vehicles due to their style, make, configuration or the absence of or type of components supplied with the new vehicles per the bill of lading, rolling stock agreement, etc.)

The Vendor shall ensure that the County has available and maintains for the term of the Contact, a 20% revenue service vehicle spare ratio based upon peak period vehicle requirements for both fixed-route and paratransit services.  The current vehicles operated at maximum service for fixed route is 10 buses and 43 buses for paratransit operations. Should the peak period spare ratio not be achieved as a result of service changes, the Vendor shall advise the County in writing. The Vendor shall maintain all vehicles supplied with this Contract.

The Vendor will accept existing transit revenue and non-revenue vehicles in an “as is” condition; therefore, the Vendor is solely responsible for inspecting and knowing the condition of each existing vehicle provided by the County on the initial fleet allocation so that it may properly budget for maintenance.



12.8.11:  Maintenance Service, Support Vehicles and Equipment

The Vendor must provide all other rolling stock beyond the current County-provided vehicles used for maintenance support service such as road supervision, service vehicles, tow and hiking vehicles and other miscellaneous equipment. Vendor vehicles shall display their own company paint scheme and other identification. The Vendor will furnish and maintain in good working order all necessary maintenance support vehicles and equipment to meet the conditions of the contract.  

Towing service shall be provided by the Vendor for all LakeXpress and LCC transit revenue and non-revenue service vehicles assigned to the Vendor and for all transit revenue and non-revenue vehicles used by the Vendor under this solicitation.  The Vendor shall identify towing vendor(s) under Tab H, subVendors, that will be used during Phase I and Phase II.

Section 12.8.12:  Provision of Equipment

The Vendor must provide all project equipment necessary to perform work as described in this solicitation and the resultant Contract. Project equipment is defined as personal property not supplied under the by the County. Project equipment includes, but is not limited to, most tools, portable lifts, computer diagnostic devices, repair order system(s), point-of-sale system(s), telecommunications and office equipment, and furniture. (Tab. R. Parts/Equipment Program/Policy)

The awarded Vendor(s) shall provide all labor, maintenance equipment, tools, parts and incidentals necessary to maintain all transit revenue and non-revenue service vehicles of the LakeXpress and LCC, which shall be the responsibility of the Vendor’s and/or the subVendor’s mechanics/technicians. The Vendor shall also provide under Phase II all maintenance shop supplies and expendables such as cleaning materials, rags, paper towels nuts and bolts, wires, fittings, lights, uniforms, personal and facility safety gear, etc.  All maintenance equipment and tools supplied by the County shall remain the property of the County.  Vendor will be responsible for the safe operation of any County-owned equipment provided and for training Vendor personnel on the correct operation of equipment.

The Vendor shall be responsible for ensuring that any required safety inspections and/or certifications are completed on equipment used by Vendor personnel. The Vendor shall also be responsible for the safe operation of County-owned equipment and for training Vendor personnel on the correct operation of the equipment.

Ancillary Equipment.  When in the care of the Vendor, Vendor shall be responsible for the proper use, care, and maintenance of all transit revenue and non-revenue vehicles and all ancillary equipment assigned to them to operate LakeXpress and LCC under the ensuing Contract.  Ancillary equipment on transit revenue vehicles shall be defined to include: manual fareboxes, registering fareboxes with smart card readers, electronic and manual roller curtains, electronic destination signs, display boards, radios, AVL units, tablets, mobile data units, voice annunciation equipment, transit signal priority (TSP) transponders,  security cameras, information boards, and any other equipment provided on transit revenue and non-revenue vehicles which is not necessary to operate the vehicle, but is required or provided to make the vehicle complete for transit operations, federal compliance and is supplied and/or funded by the County to the Vendor for the operation of LakeXpress and LCC services.  The Vendor and/or their mechanics, technicians shall provide all facilities and all heavy maintenance and component equipment, personal maintenance tools and carts.  All assigned transit revenue and non-revenue vehicles and ancillary equipment shall be owned by the County.

Fare Collection Equipment. The County shall provide all revenue collection equipment required for LakeXpress and LCC including spare fareboxes, revenue collection vaults, and revenue collection counting and/or audit unit(s).  The Vendor shall be responsible for all maintenance and upkeep costs of the current revenue collection equipment supplied to them by the County at the start of and throughout the term of the Contract.  At the County’s direction, the Vendor shall be prepared to install any new revenue collection equipment desired by the County.  Costs for any new registering revenue equipment purchased or installed by the Vendor shall be paid by the County as direct charges on the Vendor’s monthly invoice.  The Vendor shall then be responsible for all subsequent maintenance of new registering revenue collection equipment. The County’s ITS Vendor shall train County and Vendor operating, maintenance, management and utility personnel on the use and of any new farebox equipment supplied by the County.  All revenue collection equipment supplied by the County to the Vendor under this solicitation shall remain the property of the County.  Title to and ownership of all revenue equipment procured by the Vendor for the County shall be transferred to the County immediately upon delivery.

Section 12.8.13:  Transit Vehicle Information Technology

The County shall provide all tablets, mobile data units (MDU) security cameras, AVL, and automated voice annunciation equipment necessary for the proper operation of LakeXpress and LCC services assigned under this solicitation.  The County shall have tablets, MDU, security cameras, and AVL units initially installed on most LakeXpress and LCC transit revenue vehicles, as provided under this solicitation.   (Tab X. Information Technology System (ITS) Telecommunications Plan.

The Vendor shall be responsible for installation of all new and replacement units and removal of old/faulty units on both transit revenue and non-revenue vehicles.  The County has an ITS Vendor to provide software and hardware installation maintenance and support for the  radios, tablets, MDU, security cameras, fareboxes , automated voice annunciation equipment, transit signal priority (TSP) (as applicable) and AVL units provided and installed on all vehicles  The Vendor shall  advise the County of any operational, system, hardware or software issues associated with the AVL, radio, tablets, MDU, security cameras, fareboxes, security cameras and voice annunciation equipment on the vehicles when they come to the knowledge of such issues and advise the County within one (1) hour of their knowledge of the technology issue and notify the County’s ITS Vendor and the County.  

The Vendor shall be responsible for installing any County supplied radios, security cameras, automated voice annunciation and AVL units on the Vendor’s transit revenue and non-revenue vehicles and shall be responsible for removing any and all County supplied radios, security cameras, automated voice annunciation and AVL units from assigned transit revenue and non-revenue vehicles as required for FTA and FDOT- compliant transit operations. The County shall have final approval of any subVendor (whether contracted to the County or otherwise) used to install or reinstall radios, tablets, MDU, security cameras, automated voice annunciation and AVL units and may designate radio, tablet, MDU security camera, automated voice annunciators, and AVL unit vendors for the Vendor to use.  All radios, tablets, MDU, security cameras, automated voice annunciation and AVL units supplied by the County to the Vendor under this solicitation shall remain the property of the County.


Section 12.8.14:  Fleet Management System

The Vendor shall use an approved fleet information and inventory management system (IMS) to provide complete, accurate, and up to date maintenance record-keeping on all transit revenue vehicles and ancillary equipment provided under the ensuing Contract.  If the Vendor’s system must be able to provide all records in a format approved by the County.   The IMS record-keeping shall be kept by individual transit revenue vehicle unit as well as by vehicle type and for the fleet collectively and shall provide for both an electronic and hard copy (paper) unit/fleet file and records presentable on a cumulative, daily, weekly, monthly, and annual basis.   (Tab P. Inventory Management System).

Record keeping for each transit revenue vehicle organized by vehicle number (VIN, year, make, model, vehicle number (issued by FDOT and the County) shall be capable of performing the following at a minimum:

1. Scheduling and repair and preventive maintenance work;
1. Producing maintenance activity reports that support the performance standards;
1. Producing key performance indicator reports for repairs, labor hours and repair times
1. Inventory management;
1. Daily Bus Vehicle Inspection Reports;
1. Collecting and storing repair and asset data;
1. Monitoring warranty costs and activities;
1. Tracking repair and maintenance costs by unit;
1. Supporting data requirements for transit asset management;
1. Providing specialized reports as needed;
1. Providing easy access to records of all repairs and maintenance of all vehicles;
1. Providing information about any vehicle or equipment upon request from the County;
1. Providing detailed monthly cost billings on all activities related to the total vehicle maintenance program.  
1. Monthly reports shall include a breakdown of labor costs, parts and material costs; subcontract costs, related costs and vehicle mileage;
1. Providing warranty tracking; and
1. Providing equipment life cycle cost information.

The Vendor shall provide sufficient staff and resources to input cost, labor, parts and work data into the system to fully track and manage the repair and maintenance work as noted here and throughout this solicitation consistent with Federal Transit Administration (FTA) guidelines


Section 12.8.15: Inventory Management System

The IMS shall be capable of providing all information necessary to comply with the National Transit Database (NTD) reporting system and Transit Asset Management Plan for LakeXpress and LCC.  Additionally, the IMS should provide information to include standard repair times and fully-loaded labor rates per repair.  Examples include the Center for Urban Transportation Research (CUTR) Repair Time Standards for Transit Vehicles (2002) and related updates.

Website: http://www.nctr.usf.edu/pdf/Repair%20Time%20Standards 


Section 12.8.16:  Transit Revenue and Non-Revenue Preventative Maintenance Plan

During Phase I and annually thereafter (on or before October 1 of each fiscal year), the Vendor shall review, amend, and submit, for County approval, a signed, complete and comprehensive Preventative Maintenance (PM) Program covering the transit revenue and non-revenue vehicles owned by the County and assigned to the Vendor for use on LakeXpress and LCC. In addition to addressing the items listed in Attachment 12, the PM Program shall detail how the work of third party vendors will be monitored by the Vendor. 

The PM Program submitted by the Vendor for the transit revenue and non-revenue vehicles shall meet or exceed the manufacturer’s recommended or specified guidelines for vehicle servicing, maintenance, and upkeep, including all add-on equipment installed by a second stage manufacturer.  The PM Program shall be designed to minimize downtime, in-service breakdowns, and major component failure or replacement.  The PM Program must address individual vehicle needs and seasonal maintenance needs as well as fleet needs by vehicle type and propulsion.  Annually, the PM Program shall be adjusted to reflect the Vendor’s currently assigned transit revenue vehicle mix, fleet age, and maintenance history.  At the initial and annual submissions, the PM Program shall specify a schedule for all PM inspections, service, and repair.  The Vendor shall be required to meet this schedule and document daily, weekly, monthly, and annually, the results to the County.  The PM Program and all forms, processes, schedules, and services required are to be submitted as part of the Vendor’s Maintenance Program.

During Phase II, inspections will also be conducted monthly and on an as needed basis over the length of the Contract.  The Vendor should be prepared to schedule and coordinate inspections with an outside professional, third party vendor of the County’s choosing.

Section 12.8.17: Warranty Work, Parts & Equipment

The Vendor shall act as the County’s agent for all warranty work required on the County’s assigned transit revenue and non-revenue vehicles.  The Vendor will be required to provide a written warranty recovery program to include ancillary equipment.  A management report detailing claims and recoveries is to be submitted monthly.  The County will supply the Vendor with all applicable warranty provisions and dealer/OEM service information for each type of assigned transit revenue vehicle.  The Vendor shall in no way jeopardize the current warranty on any assigned transit revenue vehicle and ancillary equipment due to their actions, inactions, work and/or their inability to perform scheduled maintenance or repairs.  At a minimum, the Vendor shall, at all times, comply with the manufacturer’s recommendations for the maintenance of LakeXpress and LCC transit revenue and non-revenue vehicles and ancillary equipment as necessary to maintain warranties.  The Vendor shall not utilize any part, work or procedure, through direct action or inaction that would invalidate the manufacturer’s warranty for any assigned transit revenue or non-revenue vehicle or ancillary equipment provided by or funded by the County. (Tab. R. Parts/Equipment Program/Policy)

Vendor shall establish and maintain effective working relationship(s) with each original equipment manufacturer (OEM) and/or certified dealer or service vendor to ensure that warranty work is performed properly and in a timely manner.  Vendor shall provide a list of current OEM contacts/suppliers and/or certified dealers and contacts proposed to support warranty, parts and equipment as a result of Vendor’s established relationship with such dealers or service parts providers to support this Contract.  Added weight will be assigned to Vendors who have existing relationships with transit revenue vehicle manufacturers, and parts and equipment dealers (i.e. Gillig, Ford, Blue Bird, etc.).  Vendor should provide the County with their parts and equipment procurement process (Parts Network) within the proposal. 

The Vendor will be responsible for all labor costs/time associated with transporting transit revenue and non-revenue vehicles to and from an OEM certified dealer/vendor for warranty work unless the warranty terms specify otherwise.  The Vendor must also be prepared to have all work performed at OEM’s certified dealers/vendors shop unless the Vendor is authorized to perform the work at another authorized facility.  Vendor shall diagnose and initiate necessary warranty work, in consultation with each OEM, within three (3) calendar days of becoming aware of the warranty defect, repair or issue.  Vendor failure to initiate warranty work within three (3) calendar days shall allow the County the right to conduct any such warranty repair work with Vendor(s) of the County’s choosing and invoice the Vendor for the costs of such repairs including the assessment of a five (5%) percent administrative fee added to the repair costs.  Should the County elect to use this option, the costs of repairs and the administrative fee will be deducted from current monies owed the Vendor.  In addition, the Vendor will be liable for any other relevant penalties/fees and assessments that may apply. 

When performing repairs, the Vendor shall use parts which meet or exceed Original Equipment Manufacturer (OEM) standards.   If the ordering department gives prior approval, parts supplied by the Vendor, in conjunction with this contract, may be maintenance certified (re-manufactured, rebuilt, or re-conditioned), as long as they are warranted for merchantability and carry a warranty equal to new products.  Any remanufactured, aftermarket, or fabricated parts shall meet or exceed OEM warranty standards.  The Vendor’s supplier of maintenance certified equipment shall be easily identifiable to the County.  

When not specifically identified in the technical specifications or OEM standards, parts and materials shall be of a suitable type and grade for the purpose. All such materials, workmanships, and equipment shall be subject to the inspection and written approval of the County.  In the event any of the materials supplied to the County by the Vendor are found to be defective or do not conform to specifications and have not received written approval, the County reserves the right to either: (1) cancel the order and return such materials to the Vendor at the Vendor’s expense; or (2) require the Vendor to replace the materials at the Vendor’s expense.  

All damaged/nonworking parts which are replaced by the Vendor must be kept for a minimum of fourteen (14) days for the purposes of inspection by the County.  If disposal prior to the fourteen (14) day period is desired, the Vendor must contact the County and request in writing permission for early disposal.  

When applicable, it shall be the Vendor’s responsibility to ensure that the County has received the latest version of any MSDS forms required by 29 CFR 1910.1200 for any hazardous material.  Should the content of an existing MSDS be revised, the Vendor shall promptly provide a new MSDS to the County with the new information relevant to the specific material.

Estimates/Quotations. The Vendor shall submit a written estimate for each prospective project under the contract before a Work or Purchase Order for that specific project is issued.  The estimate must adhere to the pricing submitted in the Vendor’s original bid and shall be clear and legible and include the following: County vehicle number, VIN, estimated start and completion dates, labor hours and rate per hour as submitted in bid, itemized listing of replacement repair parts showing retail list price of each part less vendor’s discount percentage submitted in bid.  The estimate shall be itemized by the number of work hours per classification, and by the cost of materials and equipment.  Estimates must include all applicable fees and charges including, but not limited to, miscellaneous shop charges, environmental charges, disposal fees, etc. as provided in the bid. Charges will not be paid by the County unless specifically listed in the Vendor’s original bid submittal.  Travel time and mileage will not be paid – these must be figured into the hourly rates submitted in the bid. The written estimate must be sent via e-mail to the person requesting the service within twenty-four (24) hours after receiving the vehicle for estimate. An appropriate e-mail address will be supplied to the Vendor.  The Vendor shall complete estimates for third party contracts for goods and services and the appropriate FDOT and FTA procurement checklist documents for all purchases according to the applicable dollar thresholds.  The vendor must obtain three estimates from approved contract vendors in accordance with FDOT procurement requirements.

The County reserves the right to obtain estimates from multiple contracted vendors (if more than one contract is awarded), to award the individual project based on the lowest estimate, or to reject all estimates when such action is determined to be in the best interests of the County, and obtain the required services from another source of supply.

Upon receiving notice to proceed from the County, Vendor shall perform the work per estimate.  In the event that additional needed repairs are discovered, the vendor shall contact County representative and shall confirm the need for such work and provide an amended written price quote for the additional work and, if applicable, a revised work completion schedule prior to Vendor proceeding with the work.

Section 12.8.18: National Pollutant Discharge Elimination System Permit (NPDES)

Vendor must ensure that all repair work for assigned transit revenue and non-revenue vehicles and ancillary equipment is performed by Vendor maintenance personnel who have demonstrated the necessary experience, certifications and skills in the work to be performed.  All maintenance and vehicle cleaning work shall be performed under cover within the work bays equipped with oil grit separators.  Storm drain inlets located at the vendor’s worksite shall be outfitted with approved containment devices such as booms or socks to contain petroleum product spillage or leakage onsite to facilitate spill cleanup.  Awarded Vendor shall provide a site specific storm water pollution prevention plan for their facility.   All spills should be reported to the County and documented in the County’s Illicit Discharge Detection and Elimination Program in accordance with Lake County’s National Pollutant Discharge Elimination System Permit (NPDES). This requirement is in addition to any other requirements of Local, State or Federal agencies that may have jurisdiction.  See Attachment 4, “Illicit Discharge Automotive Brochure,” for additional information.

Section 12.8.19: HVAC

The Maintenance Program submitted by the awarded Vendor shall include a separate section on heating and air conditioning (HVAC) describing how the Vendor shall maintain and conduct seasonal preventative maintenance campaigns to ensure properly working HVAC systems.  All HVAC repairs and maintenance shall be performed according to established laws, regulations and procedures regarding air conditioning or heating service.  The Vendor shall describe by brand name and model number of the refrigerant recycling system(s) proposed for use on the transit revenue and non-revenue vehicles and whether this system is currently in use by the Vendor or will be purchased as a result of the Contract awarded from this solicitation.


Section 12.9.20:  Body Repairs

At all times under the ensuing Contract to this solicitation, the Vendor shall cause and ensure that all components of each assigned transit revenue and non-revenue vehicle, including its body, frame, furnishings, mechanical, electrical, hydraulic, and all other vehicle operating systems and/or ancillary equipment are functional and maintained in proper working condition and ensure that they are free from damage due to accident, vandalism, sabotage or malfunction.  Should any assigned transit revenue and non-revenue vehicle component be found to be inoperable, in need of repair, or suffer damage due to an accident or incident which impairs the proper mechanical operation of the vehicle or allied components, the Vendor shall initiate or effect repairs to correct the vehicle component identified within three (3) calendar days of their knowledge of the occurrence of the damage or need for repair.  The Vendor shall be responsible for paying for all repairs of all vehicles as a result of accidents/incidents.  

The Vendor shall repair, within five (5) calendar days of their knowledge of the occurrence of minor body damage, any minor body damage done to assigned transit revenue and non-revenue vehicles as a result of day-to-day operations so that assigned transit revenue and vehicles maintain a clean and new look free from exterior and interior body damage, dents, breaks, rips, or deformation.  Minor body damage as used herein shall be defined as any interior or exterior body work costing $2,500.00 or less.  The County shall be notified by the Vendor within 24 hours of any accident or incident necessitating major repair work.  Major body repair work is defined as any interior or exterior body work costing more than $2,500.00.  The Vendor shall initiate or cause the repair of any major body repair work to assigned vehicles or equipment within five (5) calendar days of their notice to the County.  All repairs made relative to such damage shall be performed by competent repair facilities capable of restoring the damaged vehicles or ancillary equipment back to their original configuration, appearance, and structural integrity.

Section 12.8.21:  Vehicle, Equipment & Parts Inventories

The County’s designated representative(s) shall, at all times, have the necessary authority to inspect any assigned transit revenue vehicle components and ancillary equipment being utilized by the Vendor for LakeXpress and LCC with or without notice.  That authority shall include the ability to direct the Vendor’s immediate repair and/or withdrawal from service of any assigned transit revenue and non-revenue vehicles or replacement of equipment determined to be unsafe to transport the traveling public or detrimental to the operation of LakeXpress and LCC.  Such determination shall be made solely at the discretion of the County’s designated representative(s), and the Vendor shall have three calendar days to initiate or effect any repairs required.  The Vendor shall have no unilateral right to permanently or temporarily withdraw any assigned transit revenue or non-revenue vehicle(s) from service without the County’s prior consent.  Should the Vendor believe that the vehicle’s condition is such that it must be removed from service, then the Vendor shall supply, in writing (electronic or hard copy), to the County what conditions exist warranting the vehicle’s removal and a plan of action to address and/or repair said conditions.  The County may engage the services of an independent third-party firm of its choosing to verify the need for removal of the vehicle(s) from service and the proposed repair.  Irrespective of the Vendor’s documentation of a vehicle’s condition, it is the County’s exclusive right to determine if the vehicle is to be removed from service or repaired at the Vendor’s expense. (Tab. R. Parts/Equipment Program/Policy)

The Vendor shall be responsible for maintaining and always having available the following inventory of transit revenue and non-revenue vehicles, ancillary equipment and spare parts:

1. All assigned County transit revenue and non-revenue vehicles.
1. All County registering fireboxes with smart card readers, probes, and counting and storage equipment. 
1. All County two-way radio, voice annunciation, TSP modems, tablets, mobile data units (MDU) and AVL units.
1. All County probes, counting and revenue vault boxes.
1. All County electronic destination signs (Luminator, etc.) and programmers.
1. All vehicle security cameras, information boards and hard drives.
1. Spare air-conditioning compressors for each type of unit provided in the assigned vehicle fleet. 
1. Spare alternators for each different capacity.
1. All County supplied vehicle maintenance tools, parts and equipment.

The inventories cited in Attachment 3 shall be maintained by the Vendor throughout the Contract period in automated or manual form.  Upon receipt of an initial written list of equipment and/or transit revenue and non-revenue vehicles to be maintained, the Vendor must be able to produce an accurate and up-to-date inventory anytime at the County’s request, which details status, condition, location and disposition of items, vehicles or equipment on said inventories.  Vendor-supplied spare parts and equipment inventory shall remain the property of the County upon completion of the Contract.  The County may, at its discretion, choose to purchase said spare parts at a mutually agreed upon fair market price.  In addition to the inventory required above, the Vendor shall arrange through their own resources or through outside vendors and shall provide, during Phase I, written guarantee to the County of their ability to deliver within seven (7) calendar days, transmissions and/or engines for each type of transit revenue or non-revenue vehicle supplied by the County.  Such purchases should be made consistent with the FDOT, FTA’s Best Practices Procurement Manual, CFR 4220.1F and the Federal Acquisition Regulation (FAR). The name and location of the vendor is to be included.

The Vendor shall be responsible for providing any and all labor and installing any and all parts necessary for the proper maintenance and servicing of all assigned transit revenue and non-revenue vehicles and ancillary equipment used in the provision of services detailed in this solicitation.  The Vendor will be solely responsible for the storage, security and inventory of parts and equipment necessary to meet this provision.  Only original equipment manufacturer (OEM) parts and supplies may be used unless the Vendor submits a written request to the County, with all relevant documentation and justification, for a specific case-by-case waiver from this requirement and is granted that request by the County.  As a result of any required transit revenue or non-revenue vehicle or ancillary equipment repairs, the Vendor shall ensure that all reassembly tasks are performed in such a manner that the vehicle or equipment remains in the same OEM configuration as it was received or allowed to be modified by the OEM.  This includes, but is not limited to the wiring configuration and clamping, power train components, and body assembly.  No variation or modifications to the transit revenue and non-revenue vehicle systems will be allowed without written authorization from the County.

The Vendor’s failure to provide any maintenance work, or any reason, as specified throughout this solicitation, will grant the right to the County to have any and all repairs performed by a company of the County’s choosing and subsequently invoice the Vendor for the cost of repairs and a five (5%) percent administrative fee.  This amount will be deducted as a penalty assessment from current monies owed to the Vendor.  In addition, the Vendor will be liable for any other relevant penalty assessments that may apply.

The Vendor’s failure to provide any of the maintenance reports, schedules, and information required throughout this solicitation and the resultant Contract will grant the County the right to secure and/or provide any such information using County forces and/or outside vendor.  Any costs associated with such work shall be invoiced to the Vendor in addition to a five (5%) percent administrative fee.  In addition, the Vendor will be liable for any other relevant penalties or costs that may apply.

The Vendor’s failure to perform maintenance and/or repairs on assigned transit revenue and non-revenue vehicles and ancillary equipment; provide and adhere to an annual PM Program, and provide record-keeping of such maintenance/ repairs as specified in this solicitation and resultant Contract, shall be cause for the County’s assessment of penalties to the Vendor, and/or termination of the Contract as per the provisions outlined in the General Conditions and Instructions to Bidders and the ensuing Contract.

The Vendor will implement its own maintenance auditing program to verify on an on-going basis that service is performed in compliance with the Contract.  Audit reports will be presented to the County monthly and will, at a minimum, will include regular audits of technician-performed work including:

1. Monthly Hub Odometer Report by vehicle as of the last day of the month.
1. Number of major mechanical system failures: From the National Transit Database: Failures of mechanical element of the revenue vehicles that prevents the vehicle from completing a scheduled revenue trip or from starting the next scheduled revenue trip because actual movement is limited or because of safety concerns.
1. Number of Other mechanical system failures: From NTD: Failures of some other mechanical element of the revenue vehicle that, because of local agency policy prevents the revenue vehicle form completing a scheduled revenue trip or from starting the next scheduled revenue trip even though the vehicle is physically able to continue in revenue service (i.e. wheelchair lift inoperable);
1. Finished Jobs report;
1. Monthly Fluid Report detailing number of quarts added by vehicle.  Fluids include:  fuel, oil, coolant, and transmission;
1. Number of road calls between miles and reasons for road calls;
1. The General Manager will randomly inspect ten percent (10%) of vehicles after regularly-scheduled, HVAC, and wheelchair/ramp PMs have been completed;  
1. The Maintenance Manager will re-inspect a random sample of repairs for at least five percent (5%) of the fleet each month; 
1. A senior corporate maintenance manager will perform on-site, semi-annual reviews of maintenance program performance; and
1. Audit results will be reported to the County.  In-house audit reports will be presented monthly and will, at a minimum, include number of defects found per bus, trend analyses by functional category and severity code (as defined in the maintenance auditor’s report) and by technician; corrective remedial actions will also be included.  Corporate audits will minimally include a written narrative of findings, trend analyses, and corrective remedial actions.

Section 12.8.22:  Miscellaneous

Upon request, the Vendor shall provide labor for miscellaneous maintenance-related activities such as installing brochure holders, first aid kits, relocating fareboxes, changing seat spacing and other similar activities.   The Vendor shall invoice the County for labor based on the hourly rates submitted in its proposal.

Section 12.8.23:  Maintenance Support for Emergencies

At any time, an emergency situation can arise in the County.  Potential emergencies range from chemical spills, fires, explosions, natural disasters, and criminal incidents.  History has shown that the County will likely experience a weather-related natural disaster (i.e. hurricane, tropical storm, tornado, etc.) of uncertain duration.  During such times, local, state or federal declarations of emergencies may be called.  For these events, the County has been called upon to evacuate vulnerable populations, such as disabled and seniors to transport to shelter locations.  The Vendor is expected to annually review all relevant and related emergency plans (County, state and local, etc.) and coordinate with the County’s Emergency Operations and Public Safety Divisions to meet these expectations as outlined in various local and regional emergency plans.  This may require the vendor to supply adequate support personnel and equipment prior to, during, and after the emergency, depending on public need.  Unless the emergency is the result of a willful or negligent act on the Vendor’s part, the County will pay for reasonable costs associated with implementing activities requested by the County in response to emergencies.  A proposed emergency response plan shall be submitted in proposals that pertain to the Vendor’s support of Lake County’s maintenance program.  This emergency response plan shall include a labor rate and per diem rate or methodology for calculating such a rate.   


Section 12.8.24:  Vehicle Towing & Hiking

The Vendor shall be responsible for performing or arranging for the performance by subVendors of vehicle towing or hiking.

1. Vehicle towing must, in cases of on-road failure, accident, or any other similar cause whatsoever, be provided by the Vendor or a third party engaged by the Vendor.  The Vendor shall be responsible for providing personnel, vehicle (s) and equipment for this purpose beyond those provided and funded by the County, as needed to meet the terms of the RFP.   

1. Vehicle hiking is the moving of a vehicle from one point to another (one or both points being outside of the maintenance facility) by the Vendor’s staff.  The Vendor may not charge the County for vehicle hiking within 35 miles of the Maintenance Facility.  The Vendor may charge for staff time at normal hourly rates for vehicle hiking for a period not to exceed four (4) hours per two (2) persons or two (2) hours per person.  The Vendor may not, in any case, charge the County for driving time necessary to procure parts or for similar activities.  It is expected that vehicles experiencing on-road failures will be removed and in transit to repairs as soon as possible and no later than one hour.   

1. The Vendor is expected to make arrangements for towing and repair of all vehicles that may experience failure outside the service area (distances of more than 50 miles from the maintenance facility).  In such cases, the County will not be responsible for additional expenses incurred by the Vendor to provide this service. 

1. If the Vendor has the capability of providing towing services, please indicate so in the Pricing Section.  “Regular” towing services are defined as being performed during LakeXpress and Lake County Connection service hours, M-F, 3:30 a.m. to 9:30 p.m. (the hours where vehicles are preparing for pull-out and returning from revenue service.)  In addition to “Regular” towing services, Vendors who have the ability to tow vehicles may be requested to provide emergency towing services for vehicles outside of revenue service hours to include Monday through Sunday, 24 hours per day.  Emergency services would be defined as towing services outside normal business hours from any location within the County.  All vehicles towed shall be towed directly to the Vendor’s maintenance facility and/or designated repair shop.  Pricing for towing services is requested in Section 4 as a per mile rate.  If Vendor has a price sheet with towing prices defined, please include a copy with the bid submittal.  

Section 12.8.25: Work Quality/Warranty

The Vendor shall guarantee repairs against any and all defects in workmanship, parts or materials.  All work performed shall be subject to an unconditional repair warranty of one (1) year/12,000 miles on labor and the repair parts shall have the standard manufacturer’s warranty.  All warranties shall be enforced and honored by the Vendor.  The Vendor shall guarantee that all repairs performed will return the vehicle to manufacturer’s specifications. Failure to comply with this requirement shall result in immediate return of the vehicle at the expense of Vendor for prompt repair.  



Section 12.8.26: Vehicle Cleaning

The Vendor shall be responsible for maintaining the cleanliness of all assigned transit revenue and non-revenue vehicles used in the provision of LakeXpress and LCC services in order to provide a positive public image and appearance.  As part of their response to this solicitation, the Vendor will describe and provide their proposed Bus Cleaning Program and how they will comply with the terms of this section. This submittal document shall include a proposed cleaning schedule based on the County’s fleet composition and operations and sample cleaning forms that convey the Vendor’s oversight of interior and exterior vehicle cleaning.  Cleaning programs shall be in accordance with the standards outlined in the Transit Cooperative Research Program (TCRP) Synthesis 12, available at http://onlinepubs.trb.org/onlinepubs/tcrp/tsyn12.pdf.  During Phase I, the Vendor will submit for County approval, their Bus Cleaning Program.  As part of this program, the Vendor will supply digital photos (by vehicle type) showing acceptable cleaning standards for the exterior and interior.    (Tab Q. Cleaning Program/Policy)

Vehicle Interiors. At a minimum, the interiors of all buses used in revenue service shall be swept, trash emptied, dusted and spot-mopped daily.  All bus interiors shall be fully mopped, windows cleaned, and driver’s area cleaned weekly.  All vehicle interiors shall be fully cleaned and detailed throughout monthly, including driver’s area, dashboard, pull cords, windows, ceiling, walls, seats, and all other interior areas.  More frequent cleaning shall occur as necessary.  All vehicles interiors shall be deep cleaned by a professional cleaning company at least once a year.  Additionally, the Vendor will be required to remove all noticeable trash, such as newspapers and litter from each vehicle after each pull-in and prior to pull-out. Vehicle will be kept free of roaches and other insects or rodents and interiors will be kept free of noxious odors from cleaning products, pest control products, exhaust fumes, and other sources.  The Vendor is expressly prohibited from using any pest control product, or application procedure for such product, that would be hazardous to the health and well-being of the passengers and employees. At a minimum, interior steam cleaning will be performed during each regularly-scheduled PM.

Graffiti. The Vendor is responsible for removal of all graffiti from the exterior and interior of the vehicles as soon as it is found or as soon as it is practical at the end of the day or before it goes into service the next day.  If the graffiti is offensive or vulgar and cannot be removed, that vehicle shall be taken out of service immediately.  If graffiti is etched or scratched into the surface of the glass rather than paint, that piece of glass must be replaced as soon as possible.  Replacement shall be no longer than one week unless parts are unavailable. (Tab Q. Cleaning Program/Policy)

Performance Standard:  The Vendor is required to remove graffiti from one hundred percent (100%) of all bus interiors and exteriors within one week of notification of such graffiti.
Methodology:  Review and evaluation of weekly bus cleaning report, Pre-trip/Post trip pre- reports and random inspections.
Penalties:  The Vendor will be charged one times the current hourly base rate for each vehicle found to not have had graffiti removed.

Vehicle Exteriors. At a minimum, the exteriors of all buses used in revenue service shall be washed every seven (7) days with more frequent washing as necessary, particularly during periods of inclement weather and heavy transit use.  The Vendor shall hand wash all vehicle exteriors if automated vehicle wash equipment fails or is unavailable.  The exterior of each transit vehicle shall be kept clean from road dust, mud, tar, grime, and graffiti.  The wheels, backs, fronts and sides must be cleaned daily prior to the vehicle going into service.  All transit revenue vehicle exteriors shall be washed at least once weekly regardless of service use.  The undercarriage and engine compartment will be steam cleaned on a regular basis to prevent build-up of grease, oil, road grime, etc., and to remove chemicals.  (Tab Q. Cleaning Program/Policy)


Performance Standard:  The Vendor is required to wash one hundred percent (100%) of all bus exteriors each week. All non-revenue vehicle exteriors are to be cleaned/washed every week
Methodology:  Review and evaluation of weekly bus cleaning report, Pre-trip/Post trip pre- reports and random inspections. Review of weekly non-revenue vehicle cleaning reports.
Penalties:  The Vendor will be charged one times the current hourly base rate for each vehicle exterior found to have not been cleaned/washed each week.

Cleaning Reports & Inspections. The Vendor shall maintain an on-going, daily, complete cleaning record for County review and shall immediately clean within one day, any transit revenue vehicle, upon request by the County.  A monthly report shall document the date and type of each daily, weekly, and monthly cleaning (interior and exterior) required above for each assigned vehicle in the Contract, noting special work done (such as graffiti removal, etc.)  County staff shall issue a cleaning citation/documentation to the Vendor for each vehicle inspected and found not to be cleaned.  Repeated failure (five citations/documentation within a three (3) month period) to properly clean vehicles shall result in a charge of $500.00 for every five-citation occurrence.

Performance Standard:  The Vendor is required to daily, weekly, monthly, quarterly and annual reports of vehicle cleaning and inspection details for all vehicles in the Contract.
Methodology:  Review and evaluation of all cleaning and inspection reports for all vehicles, validated patron complaints and random inspections. 
Penalties:  The Vendor will be charged one times the current hourly base rate for each vehicle found to no documentation of cleaning and detail.   

This listing is not inclusive and other procedures/standards may be added at the County’s discretion.  All instances of non-compliance shall be documented to the Vendor by the County, noting date, time, and violation specifics.



12.8.27: Maintenance Performance Standards

 As part of an overall risk management program, Lake County has included several service and performance standards.  The County has determined that some of these performance standards include penalty provisions which shall be reasonably calculated to reflect the anticipated damages that the County might suffer as the result of an inadequacy or delay in Contract performance, and such damages would be difficult or impossible to determine.  Lake County treats poor performance by its transit maintenance provider as potentially “damaging” to passenger safety, our transit service reliability and therefore, have attempted to quantify the damages throughout this Contract. 

Penalties may be imposed for an entire performance standard, an entire FTA-funded Contract; or imposed for a readily identifiable milestone or deliverable.  The measurement period may be more frequent than a day, where appropriate.  This solicitation clearly identifies the conditions of which the penalties will be imposed and the established rate that damages will be charged.  The procurement file will document the calculation rationale and ensure it is reasonable, proper and not arbitrary or punitive.

Cleaning Requirements. All assigned transit revenue and non-revenue service vehicles used in LakeXpress and LCC revenue and non-revenue service shall be properly washed and cleaned prior to being put into revenue or non-revenue service.  Additionally, the Vendor will be required to remove all noticeable trash, such as newspapers and litter from each vehicle after each pull-in and prior to pull-out.  Correction citations/documentation will not be issued for cleanliness during inclement weather.  This does not relieve the Vendor of the responsibility for anticipating operating problems or operating in adverse conditions. (Tab Q. Cleaning Program/Policy) Cleaning Services will be performed with attention to the following cleaning standards for all areas interior and exterior as applicable:

NOTE: HOT, CLEAN WATER IS TO BE USED AT ALL TIMES; DEODORIZER: SHALL BE SPRAYED THROUGHOUT THE BUS INTERIOR AND INCLUDED IN THE MOP WATER CREATING AN EFFECTIVE, PLEASING PRODUCT. 

The following applies to buses, vans and sedans:
Glue, Stickers, Graffiti, Tape, and Gum: remove using an effective product from floors, ceilings, side panels, seats, windows, etc. Scraping action (putty knife / screws) can be used, but no gouging, scratching, etc. 

Trash: Remove all litter and debris from bus interiors. At the end of shift, all trash either swept out of or collected in the Fleet shall be safely disposed. 

Operator's Area: Clean thoroughly using all-purpose cleanser and dry. Area includes the seat, under seat, frame, dashboard, visor, windshield, side window, window framing, steering wheel and mount, communication area, vanity panel, etc. Seat shall be moved fully forward in order for debris to be removed from behind and beneath it. Apply Armor All or approved equal type product. Buff dry, leave no residue. Wipe fabric seats with upholstery shampoo-laden cloths. 

Fare Collection Equipment: Clean exterior using clean, lint-free cloth dampened with all-purpose cleaner, wipe with water-dampened clean lint-free cloth, then dry with a clean, lint free cloth. 
Note: No spray liquid is permitted for this process. 

2-Way Radio: Clean exterior using clean, lint-free cloth dampened with all-purpose cleaner, wipe with water dampened clean, lint-free cloth, then dry with a clean, lint free cloth. 
Note: No spray liquid is permitted for this process. 

Video Surveillance System: DO NOT MOVE cameras while cleaning. In addition to interior cameras, clean exterior cameras using clean, lint-free cloth dampened with all-purpose cleaner, then dry with a clean, lint free cloth. Note: No spray liquid is permitted for this process. 

Fire Extinguisher and Triangle Box: Remove dust using water-damped cloth, and dry. (Items remain mounted) Immediately notify Operations Manager or Safety Manager, if missing, defective, unable to place in mounting bracket, etc. 

Ceiling: Ceiling, Interior lighting and Escape Hatches: Wash thoroughly using all-purpose cleaner; dry leaving no residue. 

Electronic Signs: Clean all sides thoroughly using all-purpose cleaner and dry leaving no smears. 
Passenger Signal Pull Cords and Yellow Contact Strips: Clean by using all-purpose cleaner and dry. Note: No spray liquid is permitted. 

All Interior Walls and Advertising Panels: Clean thoroughly using all-purpose cleaner and dry. Leave no smears, smudges or residue. 

Air Conditioning Intake Panel and Vents: includes either rear and / or ceiling mounted. Clean thoroughly using all-purpose cleaner and dry. Leave no smears, smudges or residue. The exposed areas of vents are to be cleaned leaving no residue. Prevent drips to seats. Rear panels with carpet are to be vacuumed. 

Windows: tracks, outer edges, hand pulls / openers and glass panels: Clean thoroughly using all-purpose cleaner and dry. Leave no smears, smudges or residue. Prevent drips on seats. 

Mirrors: Clean thoroughly using glass cleaner leaving no residue, streaks or smears. Squeegee dry where possible. Dry wipe any residual marks. Prevent drips on seats. 

Passenger Seating, Vinyl and / or Fabric: Clean, sanitize and deodorize all areas; includes the metal / plastic frames and hold railing; Coverings to be inspected for spots, cleaned and dried; Vinyl covered seats are to be lifted and all dust, debris and build up cleaned from waved wires and floor below; Apply Shine Plus or a product of equal value to vinyl seat backs, buff dry leaving no residue. Wipe seat mounts with dampened cloths; apply Shine Plus or a product of equal value. Clean fabric seats and seat backs thoroughly by wiping with cloths containing upholstery shampoo. Clean fabric with portable steam cleaning equipment as needed. Wipe clean the metal underside of folding seats, retractable seat restraints (return to retractors) and apply Shine Plus or a product of equal value to metal parts.
 
Doors: Clean thoroughly using glass cleaner on all interior glass areas. Use general purpose cleaner to clean the remainder of door panels including touch bars, handles, upper casing, where applicable glass / light, casings to the ceiling, and rubber stripping. 

Grab Rails / Upper and Lower Stanchions: Clean thoroughly using all-purpose cleaner leaving no smudges. 

Wheel Well Covers: Clean all covers thoroughly using all-purpose cleaner. Apply Shine Plus or a product of equal value. 

Step Wells: Remove all gum and sweep. Hand clean thoroughly by scrubbing with soap and brush. Close doors to clean comers and step edges. Rinse with clean water and mop dry. Deodorize if necessary. 
Note: This is the only interior area where running water is permitted. 

Final Step - Floor: Remove all debris, sweep and vacuum. Wet floor with mop and scrub thoroughly using soap and a brush. Mop rinse with clean water containing disinfectant. Allow to air dry. Note: No running water or buckets of water poured on the floor shall be allowed. 

Performance Standard:  One hundred percent (100%) of assigned transit revenue and non-revenue service vehicles used in LakeXpress and LCC operation shall be properly cleaned daily prior to being put into revenue or non-revenue service, including trash removal.
Methodology: :  Review and evaluation of weekly bus cleaning report, Pre-trip/Post trip pre- reports, validated patron complaints and random inspections..
Penalties:  The Vendor will be charged one times the current hourly base rate for each vehicle found to have not been cleaned prior to daily revenue and non-revenue service.

Performance Standard:  One hundred percent (100%) of all revenue and non-revenue service vehicle exteriors shall be properly washed and interiors shall be fully mopped, windows cleaned, and driver’s area cleaned weekly.
Methodology: :  Review and evaluation of weekly bus cleaning report, Pre-trip/Post trip pre- reports, validated patron complaints and random inspections. 
Penalties:  
The Vendor will be charged one times the current hourly base rate for each vehicle found to have not been cleaned each week.

Performance Standard:  One hundred percent (100%) of all revenue and non-revenue service vehicle interiors shall be fully cleaned and detailed throughout each month, including driver’s area, dashboard, windows, ceiling, walls, seats, and all other interior areas.  More frequent cleaning shall occur as necessary.

Methodology:  Review and evaluation of monthly bus cleaning/detail report, Pre-trip/Post trip pre- reports, validated patron complaints and random inspections.
Penalties:  The Vendor will be charged one times the current hourly base rate for each vehicle found to have not been cleaned and detailed each month.

Performance Standard:  One hundred percent (100%) of all revenue and non-revenue service vehicle interiors are to be deep cleaned by a professional cleaning company at least twice a year.
Methodology:  Review and evaluation of bi-annual bus cleaning/detail report, Pre-trip/Post trip pre- reports, validated patron complaints and random inspections.
Penalties:  The Vendor will be charged one times the current hourly base rate for each vehicle found to have not been professionally deep cleaned every six months.

HVAC. The Vendor shall adhere to published manufacturer service and maintenance guidelines to maintain properly operating air-conditioning and heating systems on all assigned transit revenue vehicles used in LakeXpress and LCC service.  At a minimum, heating and air conditioning systems shall be operable on all transit revenue and non-revenue vehicles.  Properly operating, as used herein, is defined as a functioning system capable of maintaining an interior ambient temperature of between 60F to 80F at all times when the transit revenue or non-revenue vehicle is in service. No assigned transit revenue vehicle shall be operated in revenue service without properly functioning heating or air-conditioning systems.

Performance Standard:  One hundred percent (100%) of all vehicles in revenue or non-revenue service shall have properly operating heating systems air conditioning systems on a daily basis.  Heating and air conditioning system repairs shall be completed within 24 hours of notification of inoperability unless delays are caused due to missing/back-ordered parts.  
Methodology:  Pre- and post-trip vehicle inspection reports, maintenance reports and work orders, and validated patron complaints.
Penalties:  The Vendor will be charged one times the current hourly base rate for each vehicle found to not have properly working heating or A/C systems.


Destination Signs/Passenger Information Systems and Equipment. The Vendor shall maintain properly operating electronic destination signs, audio and visual automated collection equipment on all assigned transit revenue vehicles used in LakeXpress and LCC service.  The Vendor will be responsible for programming and coding all destination headsigns/or service headings. This equipment is required and necessary for our disabled and senior populations. Properly operating shall be defined as capable of displaying all alphanumeric characters and destinations as supplied by the County including special messaging.  Both the front, rear and side electronic signs are to operate in unison with all current and/or updated destinations displayed as appropriate.  No assigned transit revenue vehicle shall be operated in revenue service without properly functioning electronic destination signs.

Performance Standard:  One hundred percent (100%) of all vehicles in revenue service shall have properly operating destination signs, audio and visual automated collection information equipment on a daily basis.  Audio, visual and automated collection equipment shall be repaired within three (3) calendar days, subject to the availability of parts.
Methodology:  Pre- and post-trip vehicle inspection reports, maintenance reports/work orders, validated patron complaints and random inspections.
Penalties:  The Vendor’s current hourly base rate multiplied by the number of in-service vehicle components found to be not working or inoperable in accordance with the standards identified in this section.

Wheelchair Lifts/Ramps. The Vendor shall maintain properly operating wheelchair lifts and/or ramps and securing equipment on all assigned transit revenue vehicles used in LakeXpress and LCC service in accordance with ADA Guidelines and FTA Safety Standards.  Properly operating shall be defined as the lifts or ramps being fully functional using in-place or automated remote controls which provide egress to transit revenue vehicles in accordance with ADA requirements.  No assigned transit revenue vehicle shall be operated in revenue service without properly functioning wheelchair lifts and/or ramps.

Performance Standard:  One hundred percent (100%) of all vehicles in revenue service shall have properly operating wheelchair lifts and/or ramps on a daily basis.  Malfunctioning wheelchair lifts or ramps shall be repaired within three (3) calendar days, subject to the availability of parts.
Methodology:  Pre- and post-trip vehicle inspection reports, maintenance reports/work orders, validated patron complaints and random inspections.
Penalties:  The Vendor’s current hourly base rate multiplied by the number of in-service vehicle components found to be not working or inoperable in accordance with the standard.

Ancillary Bus Equipment. The Vendor shall maintain properly operating pull cords and/or touch strips, two-way radios, security cameras, TSP transponders, tablets, APC’s AVL and automated voice annunciator units on all assigned transit revenue vehicles used in LakeXpress and LCC service.  Properly operating shall be defined as being fully functional.  No assigned transit revenue vehicle shall be operated in revenue service without properly functioning pull cords and/or touch strips, tablets two-way radios, security cameras, TSP transponders, AVL and APC’s and automated voice annunciator units, unless authorized by the County.

When the Vendor comes to the knowledge of any maintenance and repair issues with the following ancillary equipment on all vehicles:

· Two-way radios
· Security cameras
· Transit Signal Priority transponders (Not applicable at the time of the Contract Award)
· Mobile Data Units/Tablets
· Vehicle Logic Units
· Automatic Passenger Counts
· Automatic Vehicle Locators
· Automated Voice Annunciators
· Automated farebox systems (Point of Sale (POS), or other terminals) (Not applicable at the time of the Contract Award)

Vendor will immediately notify the Transit Division in writing and via telephone noting the date and time the issue was brought to their knowledge and by whom (bus driver, Operations Vendor staff, etc.) to coordinate repairs of ancillary equipment with the County’s Third Party ITS Vendor.

Performance Standard:  One hundred percent (100%) of all vehicles in revenue service shall have properly operating pull cords and/or touch strips, two-way radios, security cameras, TSP transponders, APC’s, Mobile Data Units/tablets, AVL and voice annunciator units on a daily basis. All vehicle ancillary equipment shall be repaired within three (3) calendar days, subject to the availability of parts.
Methodology:  Review of pre- and post-trip vehicle inspection reports, maintenance reports/work orders and validated patron complaints.
Penalties:  The Vendor’s current hourly base rate multiplied by the number of in-service vehicle components found to be not working or inoperable in accordance with the standards identified in this section.

Farebox Equipment.  The Vendor shall maintain properly operating manual and electronic, registering fareboxes on all assigned transit revenue vehicles used in LakeXpress and LCC service.  Properly operating fareboxes units shall be defined as being fully functional using Diamond Farebox guidelines for the maintenance of equipment and hardware attachments (Stanchions, etc.).  As applicable, all automated remote keypads and lighted registering fareboxes, capable of accepting all allowable coins and currency as well as registering all count, fare media and revenue codes in accordance with County and regional requirements; electronic smart card readers, either magnetic or proximity capable of accepting all approved fare technologies.  No assigned transit revenue vehicle shall be operated in revenue service without properly functioning manual or electronic fareboxes.  The County anticipates the installation of new farebox units that are capable of accepting multiple types of payment and “smart” card technology. The Vendor shall acknowledge in the technical response to this solicitation that they are aware of the pending use of registering fareboxes and smart payment units and will coordinate with the designated Vendor of such future farebox technology for all maintenance and repairs. The Vendor shall propose how they will maintain the existing farebox equipment in the proposal submission.

Performance Standard:  One hundred percent (100%) of all vehicles in revenue service shall have properly operating fareboxes and smart card units on a daily basis. 
Methodology:  Pre- and post-trip vehicle inspection reports, maintenance reports/work orders, validated patron complaints and random inspections.
Penalties:  The Vendor’s current hourly base rate multiplied by the number of in-service vehicle components found to be not working or inoperable in accordance with the standards identified in this section.

Vehicle Repair, Maintenance, and Preventative Maintenance. The Vendor shall ensure that all transit revenue and non-revenue service vehicles used in LakeXpress and LCC service are properly maintained and that all scheduled preventative maintenance (PM) services are performed.  All transit revenue and non-revenue service vehicles shall be scheduled for and have performed vehicle servicing, maintenance, and upkeep as recommended by the manufacturer or specified guidelines as approved by the County and in accordance with the approved FDOT Maintenance Plan provided by the County (current plan), or other proposed Maintenance Plan or program proposed based on the County’s existing vehicle fleet, by the Vendor.  

Further, the Vendor shall ensure that any transit service revenue and non-revenue vehicles that have not received scheduled preventive maintenance servicing or recommended OEM maintenance on a pre-determined interval or any vehicle listed as available for service, but is found to be defective or in need of maintenance or repair, shall not be placed in service until said maintenance or repair is performed.  PM inspections for equipment supported by FTA shall be performed within +/-10% of scheduled standard PM (For example, scheduled 6,000 mile PM performed any time between 5,400 and 6,600 miles is considered to be on time.).

Maintenance or repair diagnostics shall occur within twenty-four (24) hours of notification by the County and/or its representatives to include, but not be limited to the County’s third party Operations or ITS Vendor, and its representatives.  Any vehicle found to be in service that has not received scheduled preventive maintenance or OEM maintenance or repair, and is found to be defective or in need of maintenance or repair, shall be immediately removed from service.  The County reserves the right to repair and/or inspect any and all vehicles at any time.  All costs incurred by the County, including administrative costs to deliver vehicles to an authorized service center or have preventive or unscheduled maintenance accomplished by County forces, shall be charged to the Vendor.  

Performance Standard:  One hundred percent (100%) of all preventative maintenance (PM) services/inspections shall be completed on time in accordance with the manufacturer’s recommended minimum and/or FTA recommended scheduled service intervals and approved, Vendor-proposed FDOT Maintenance PM Interval Plan.
Methodology:  Verification for meeting these maintenance standards shall be provided by the Vendor’s submission of daily, weekly, monthly, and annual maintenance reports to the County showing adherence to maintenance schedules and performance of non-scheduled maintenance as established annually per the Contract.
Penalties:  Five times the Vendor’s current hourly base rate multiplied by the number of PM’s not performed (first day missed) within the 10% threshold.

Performance Standard:  One hundred percent (100%) of all repair diagnostics shall be completed within 24 hours of notification to the Vendor of needed repairs.  The County will be notified of repair needs within one (1) hour of Vendor being made aware of the needed repair.  All repairs, chargeable (maintenance/repair item) or non-chargeable (warranty item), will be completed within three (1) day, unless Vendor notifies County of related parts, warranty delays.
Methodology:  Verification of road call reports, maintenance standards, maintenance records and other vehicle history data submitted in the Vendor’s submission of daily, weekly, monthly and annual repair reports to the County showing adherence the standards concerning repair notification and processing of repairs.
Penalties:  Five times the Vendor’s current hourly base rate multiplied by the number of buses not in revenue service multiplied by the number of days vehicles are out of revenue service.

Performance Standard:  One hundred percent (100%) of all safety-related repairs and/or diagnostics shall be completed within 24 hours of notification to the Vendor of needed repairs.  The County will be notified of repair needs within one (1) hour of Vendor being made aware of the needed repair.  All repairs, chargeable (maintenance/repair item) or non-chargeable (warranty item), will be completed within three (1) day, unless Vendor notifies County of related parts, warranty delays.
Methodology:  Verification of road call reports, pre-post-trip inspection forms, maintenance standards, maintenance records and other vehicle history data submitted in the Vendor’s submission of daily, weekly, monthly and annual repair reports to the County showing adherence the standards concerning repair and notification of safety defects.
Penalties:  Five times the Vendor’s current hourly base rate multiplied by the number of buses placed in revenue service with safety defects and/or out of service due to safety defects, multiplied by the number of days vehicles are out of revenue service.

Performance Standard:  Eighty percent (80%) of all assigned transit revenue vehicles in the VOMS/Schedule of Operation (SO) are available for service on a daily basis.
Methodology:  Verification for meeting VOMS/SO standards shall be provided by the Vendor’s submission of daily reports to the County showing adherence to VOMS/SO and availability of revenue vehicles and maintenance of 20% spare ratio for fleet.
Penalties:  Five times the Vendor’s current hourly base rate multiplied by the number of buses not in revenue service multiplied by the number of days vehicles are out of service.

Inspections. The Vendor will be required to coordinate and schedule quarterly and as-needed inspections with independent, professional, third-party vendors of the County’s choosing.  Inspection results are to be provided to the County detailing problems to be corrected.  Based on the results of the inspections and at the sole discretion of the County, defects will be identified for repair and repaired by the Vendor at the vendor’s expense.

Performance Standard:  One hundred percent (100%) of all identified defects must be repaired within three (3) calendar days of receiving a notice to repair by the County’s third-party Inspector.
Methodology: Review of Maintenance Inspection Report, daily, weekly and monthly pre-trip and post-trip inspections, maintenance records, warranty records, random inspection and vehicle inspections by the County.
Penalties:  The Vendor will be charged one times the current hourly base rate for each item found to be out of compliance.

Performance Standard:  One hundred percent (100%) of all safety-related repairs and/or diagnostics found by the County’s third-party Inspector shall be completed within 24 hours of notification to the Vendor of needed repairs.  The County will be notified of repair needs within one (1) hour of Vendor being made aware of the needed repair.  All repairs, chargeable (maintenance/repair item) or non-chargeable (warranty item), will be completed within three (1) day, unless Vendor notifies County of related parts, warranty delays.
Methodology:  Verification of road call reports, pre-post-trip inspection forms, maintenance standards, maintenance records and other vehicle history data submitted in the Vendor’s submission of daily, weekly, monthly and annual repair reports to the County showing adherence the standards concerning repair and notification of safety defects.
Penalties:  Ten times the Vendor’s current hourly base rate multiplied by the number of buses placed in revenue service with safety defects and/or out of service due to safety defects, multiplied by the number of days vehicles are out of revenue service.

Speeding, Aggressive Driving, Red Light Citations.  While operating County-owned vehicles and while in the possession of the Vendor, the Vendor shall be held to a speeding, aggressive driving, red light citation standard of zero (0) citations for all LakeXpress and LCC vehicles per month.  All speeding, aggressive driving, red light citations/complaints received by the County and the Vendor will be counted in the monthly totals.  The Vendor shall reply in writing to all speeding, aggressive driving, red light citations within seven (7) calendar days of receipt, and the Vendor shall notify the County of all speeding, aggressive driving, red light citations they receive.  The Vendor shall be responsible for paying any applicable fines and/or fees within seven (7) calendar days of receipt of notice and shall provide copies of receipts and/or checks for verification.

Performance Standard:  Zero (0) speeding, aggressive driving, red light citations for all LakeXpress and LCC routes per month.
Methodology:  Review and evaluation moving violation citations, reports of aggressive driving, speeding, etc. by observers and or video monitoring via on-board cameras.
Penalties:  The Vendor will be charged 10 times the current hourly base rate for each citation and any related fees as a result of delayed payment of applicable fines and/or fees due to delayed notification of the County of the Vendors infraction.  Speeding, aggressive driving, red light citations caused by the Vendor and/or its staff or representatives which cause bodily harm or injury will result in a charge of $50,000 for each occurrence; if these violations result in a fatality a charge of $500,000 will be assessed.

Other Traffic Citations. While operating County-owned vehicles and while in the possession of the Vendor, the Vendor shall be held responsible for all parking and traffic citations and/or tickets received on LakeXpress and LCC services.  The Vendor shall be held to a standard of less than one (1) incident for LakeXpress and LCC routes per month.  The Vendor shall reply in writing to the County for all violations and notices within seven (7) calendar days of receipt and shall be responsible for paying any applicable fines and/or fees within seven (7) calendar days of receipt of notice.  The Vendor shall provide copies of receipts and/or checks for payment to the County for verification.  The Vendor shall notify the County of all violations and notices they receive.

Performance Standard:  Less than one (1) parking and/or traffic tickets/citations for all LakeXpress and LCC revenue and non-revenue vehicles per month.
Methodology:  Review and evaluation of traffic and parking citations received by the Vendor and the County.
Penalties:  The Vendor will be charged one times the current hourly base rate for each citation and any related fees as a result of delayed payment of applicable fines and/or fees due to delayed notification of the County of the Vendors infraction.

Accidents. The Vendor shall not have any accidents while supporting the Lake County Connection and LakeXpress revenue and non-revenue service vehicles; or accidents at the maintenance and storage property.  Accident standards are as follows:

Performance Standard:  Total non-serious accidents involving all LakeXpress and Lake County Connection revenue and non-revenue service vehicles shall not increase by more than ten percent (10%) over the previous fiscal year.
Methodology:  Evaluation of accident reports, videos, patron reports and random inspections.

Penalties:  Ten (10) times the Vendor’s current hourly rate for each accident that is more than ten percent of accidents classified as serious.  Vendor will be charged $5,000 for each accident.

Performance Standard:  Not more than ten percent (10%) of the accidents classified as “serious” as defined by the Federal Transit Administration (FTA) in each fiscal year.
Methodology:  Evaluation of accident reports, videos, patron reports and random inspections. 
Penalties:  Twenty (20) times the Vendor’s current hourly rate for each accident that is more than ten percent of accidents classified as serious. Vendor will be charged $50,000 for each serious accident with non-revenue or revenue service vehicles.

Performance Standard:  The accident rate shall not exceed four (4) accidents per 100,000 revenue miles for all revenue service vehicles.
Methodology:  Evaluation of accident reports, videos, patron reports and random inspections.
Penalties:  Five times the Vendor’s current hourly rate for four (4) or more accidents per 100,000 miles.  Vendor will be charged $25,000 multiplied by each four accidents beyond the four accidents per 100,000 miles of revenue service.

Performance Standard:  Zero (0) accidents at the transit property.
Methodology:  Evaluation of accident reports, videos, patron reports and random inspections on the transit property and at the storage facility.
Penalties:  Twenty (20) times the Vendor’s current hourly rate for each accident that is more than ten percent of accidents classified as serious. Vendor will be charged $50,000 for each serious accident with non-revenue or revenue service vehicles.

Performance Standard:  Zero (0) fatalities in the performance of the Contract.
Methodology:  Evaluation of accident reports, videos, patron reports and random inspections on the transit property and at the storage facility and for all revenue and non-revenue vehicles.
Penalties:  One hundred thousand dollars ($500,000.00) for each accident or incident resulting in a fatality found to be caused by Vendor.

Performance Standard:  One hundred percent (100%) of all accident/incident reports evidencing damage to County facilities, grounds, rolling stock or equipment shall be submitted to the County within twenty-four (24) hours of the accident or incident.  The County shall be notified of all accidents and/or incidents within one (1) hour of Vendor’s knowledge of the accident and/or incident.  Unreported accidents and incidents will be assessed from the day of the accident/incident to the day the report is received.
Methodology:  Review and evaluation of accident/incident reports and notification of reported accidents or incidents and review of parts, service and repair work orders.
Penalties:  Ten (10) times the Vendor’s current hourly rate for each accident/incident that the County is not notified of within one (1) hour of Vendor coming to the knowledge of the accident/incident.  Failure to notify the County of the accident/incident causing damage to County facilities, grounds, rolling stock or equipment within one (1) hour of being made aware of the damage shall result in the County withholding five hundred dollars ($500.00) per day of non-County notification.

Vehicle Body Damage & Maintenance. The Vendor is responsible for diagnosing and repairing all body damage (incidental, minor, and major) occurring on any assigned transit revenue and non-revenue vehicle under this Contract.  The body damage standards below apply to transit revenue and non-revenue vehicles’ interiors and exteriors, including all front, side, and rear body panels, doors, windows, seats, bumpers, wheels, stanchions, grab rails, mirrors, and any components or parts affixed or attached to same.  The Vendor shall maintain and meet the following body damage repair standards:

Performance Standard:  One hundred percent (100%) of all transit revenue and non-revenue vehicles shall be maintained and repaired by the Vendor on an on-going basis, including painting, lettering, numbers, logos and striping within seven (7) days of notification of missing painting, lettering, numbers, logos and striping.  The County shall inspect one hundred percent (100%) of all transit revenue vehicles for compliance on a regular basis. The County shall be notified of all painting, lettering, numbers, etc. within one (1) day of Vendor being made aware of the needed repair.
Methodology: Review and evaluation of all lettering, painting, numbers, logos and striping and reports from County Vendor on signing, striping, logos, numbers and lettering and review of compliant logos and numbers and driver pre-post trip inspection reports
Penalties: The Vendor’s failure to repair signing, striping, logos, lettering and numbers within seven (7) days, and/or notifying the County of delays beyond the seven (7) day period, shall result in the County withholding one thousand dollars ($1,000.00) per incident and $500 per day until the vehicle is repaired and returned into revenue service. Failure to notify the County of the signing, striping, logos, letter and numbers, one (1) hour of being made aware of the damage shall result in the County withholding $500 per day for non-County notification.

Performance Standard:  Any and all incidental and/or minor body damage shall be fully repaired by the Vendor within fourteen (14) calendar days of the accident and/or discovery of damage.  The County will be notified of incidental and/or body damage within one (1) hour of Vendor being made aware of the incidental and/or body damage.  
Methodology:  Review and evaluation of accident/incident reports and notification of reported accidents or incidents and body damage, pre-trip and post-trip inspections, random inspections and driver notification.
Penalties:  The Vendor’s failure to repair minor body damage in the time frame specified, and/or notifying the County of delays beyond the  fourteen (14) days shall result in the County withholding five thousand dollars ($5,000.00) per repair incident and $500 per day until the vehicle is repaired and returned into revenue service. Failure to notify the County of the incidental and/or minor body damage within one (1) hour of being made aware of the damage shall result in the County withholding $500 per day for non-County notification.
						
Performance Standard:  Any and all major body damage shall be fully repaired by the Vendor within thirty (30) days of the accident and/or discovery of damage.  The County will be notified of major body damage within one (1) hour of Vendor being made aware of the major body damage.  
Methodology:  Review and evaluation of accident/incident reports and notification of reported accidents or incidents and body damage, pre-trip and post-trip inspections, random inspections and driver notification.
Penalties:  The Vendor’s failure to repair major body damage in the time frame specified, and/or notifying the County of delays beyond the thirty (30) days, shall result in the County withholding fifty-thousand dollars ($50,000.00) per repair incident and $500 per day until the vehicle is repaired and returned into revenue service. Failure to notify the County of the major body damage within one (1) hour of being made aware of the damage shall result in the County withholding $500.

ASE Certifications, Safety and Maintenance Training. A listing of all maintenance personnel shall be provided to the County monthly listing their ASE certifications and Training.  A copy of each staff person’s ASE certifications and Training shall be provided monthly.

Performance Standard:  The Vendor shall ensure that all maintenance personnel, all maintenance managers, and team leaders have ASE certifications and receive the appropriate safety and maintenance training necessary to support this Contract.
Methodology:  Review of credentials of all maintenance personnel and their relevant ASE Certifications, maintenance and safety training credentials in monthly reports of training and certification.
Penalties: The Vendor’s failure to have all maintenance work performed by ASE Certified mechanics shall result in the County withholding the current hourly rate for each hour of work performed by non-certified mechanics and technician.

Deliverables. Throughout this solicitation, the Vendor has a number of deliverables it is required to provide the County.  The Vendor is required to provide one hundred percent (100%) of all deliverables within the time frames specified completed and in the proper format requested.

Performance Standard:  The Vendor is required to provide one hundred percent (100%) of all deliverables within the time frames specified complete and in the proper format requested.
Methodology:  Receipt and evaluation of complete and accurate deliverables consistent with the prescribed format, condition and placement.
Penalties:  Five (5) times the Vendor’s current hourly base rate for each occurrence of non-compliance with required delivery format and $500.00 per occurrence.

Drug & Alcohol Testing. The Vendor shall be responsible for ensuring full compliance with regulations as required by the United States Department of Transportation (USDOT), the Federal Transit Administration (FTA), the Florida Department of Transportation (FDOT) regarding drug and alcohol testing for safety sensitive employees and will be required to provide a Substance Abuse Policy and certification of such compliance to the County and any other agencies as required by law, and for cause as deemed necessary by the County.  The Vendor is responsible for any and all drug and/or alcohol testing and resulting discipline and/or employee counseling imposed as a result of positive employee test results during the course of the contract

Performance Standard:  The Vendor shall provide annual certification of compliance with regulations to include current certifications for the Medical Review Officer (MRO) and all facilities where testing is conducted. On a monthly basis the Vendor must provide copies of random drug and alcohol tests; documentation of required training; and any accident/incident reports that are defined by the FTA as reportable.
Methodology:  Receipt and evaluation of Substance Abuse Policy and annual certification of compliance and results of random drug testing performed by the Vendors MRO.
Penalties:  Five (5) times the Vendor’s current hourly base rate for each occurrence of non-compliance with required FTA Drug and Alcohol random drug and alcohol screenings and an additional one thousand dollars ($1,000).

Required Facility, Equipment and Staffing -  The Vendor shall furnish all labor, materials, tools, and equipment necessary for satisfactory Contract performance and as recommended by the vehicle or equipment manufacturer(s).  The Vendor must have clean, complete, modern facilities or access to such facilities.  

Vendor shall maintain adequate administrative and operations personnel to support the Contract.  Vendor shall have adequate machinery, equipment, diagnostics, and staff to perform any type of repair required under the contract, including adequate tooling machinery capable of in-house suspension repairs and alignments for the transit vehicles.  The vendor shall also possess all special hand tools and special equipment recommended by vehicle manufacturers to effectively and efficiently make repairs.

Vendor shall abide by all applicable OSHA requirements.  Furthermore, all maintenance mechanics and technicians assigned to the County’s projects shall be ASE or factory certified mechanics.  All material, workmanship, and equipment shall be subject to the inspection and approval of the County.

Performance Standard:  The Vendor shall provide all facilities machinery, equipment, and staff necessary to support this Contract in accordance with the terms herein.
Methodology:  Review of performance standards and Vendor inspection reports and maintenance of fleet, facilities, parts, staff and equipment for compliance with all OEM, state, local and federal requirements and standards.
Penalties:  Failure to provide the necessary machinery, facilities, equipment and staff to support this Contract may lead to termination and a charge of $250,000 if the Vendor is found to not have the technical and financial capacity to manage the maintenance of Lake County’s revenue and non-revenue transit vehicles.

Repair Time Completion/Delivery. The Vendor must make a good faith effort to complete repairs in a timely manner after the vehicle has been authorized for repair. As part of the vendor quoted cost for repair, the Vendor shall provide an estimated repair time for completion of work based on the MIS.  Should an extension of this time period be needed beyond the standard repair time, the Vendor shall request a time extension from the County immediately after the known delay. This time extension shall be in writing and shall include the reason and backup documentation for the delay and new time of completion.  Time extensions shall only be granted for parts delivery delays or changes in scope of work by the County.  The total of such damages will be deducted from the Vendor’s final invoice, in accordance with the penalties outlined in this solicitation.

In the event of failure by the Vendor to deliver services in accordance with the contract terms, after oral or written notice, the County may cancel the notice to proceed (NTP), retrieve the vehicle, and procure the services from other sources as necessary.  Repeated failure of a Vendor to perform in accordance with the contract terms and/or notices to proceed may result in termination of the contract.

Performance Standard:  The Vendor shall provide an estimated time of repair for all parts, powertrain and PM based on the Maintenance Information System standards provided to the County in this proposal. The Vendor shall provide the County with notification of all repair times and delays in repair times within one (1) day of known delay.
Methodology:  Review of repair standards, pre-trip and post-trip inspection and the standards in the MIS and the inspection of vehicles and repair notices and actual repair dates provided by the Vendor to the County.
Penalties:  Five (5) times the Vendor’s current hourly base rate for each occurrence of non-compliance with the MIS Repair standard and failure to notify the County within one day of delays beyond standard MIS repair shall result in the Vendor assuming the associated costs of the repairs and the delay at a cost of $500.00 per day of delay.

Delivery, Pick-Up and Storage of Vehicles.  The Vendor shall have the capability of transporting and storing vehicles.  While the vehicle is being repaired or is awaiting repairs, the vehicle shall be stored in a safe, secure location in accordance with FDOT and FTA standards.  Storage shall be at no charge to County.
  
Upon completion of the repair services, the vendor should notify the County and/or the Operations Vendor to advise when the vehicles are ready to be picked up.  Depending on the operations schedule and service the Vendor may be requested to deliver the vehicle to the County at one of its designated facilities, if County staff and its Operations Vendor staff cannot pick up the vehicle.  These deliveries shall be made to the current Operator’s location (currently the Leesburg Ride Right, LLC facility), the Fruitland Park Transit Division location, or other designated location in Lake County to ensure revenue service. The Vendor shall provide a sample vehicle delivery /pick-up and/or drop-off form that they propose for use with the Lake County transit operation.

Upon receipt of the vehicle, all work will be inspected by the County’s representative, which may include the County’s Operations Vendor before acceptance. Improperly repaired vehicle(s) will be returned to the Vendor for proper repair. All returned work must be completed at the Vendor’s expense according to industry standards. Please submit an example of a vehicle acceptance form in the proposal response.  

Performance Standard: The Vendor must notify the County, or its designee via telephone and email within one (1) hour of completed repairs and maintenance advising that the vehicle is available of for pick-up or drop-off. The Vendor must receive signature from the County and/or its designee on the vehicle delivery form documenting at the minimum, the date, time and location of delivery or pick-up by the Vendor and/or the County.
Methodology:  Verification of road call reports, maintenance standards, maintenance records and other vehicle history data submitted in the Vendor’s submission of daily, weekly, monthly and annual repair reports to the County showing adherence the standards concerning repair notification and processing of repairs.
Penalties:  The Vendor’s failure to notify the County of vehicles available for pick-up and/or delivery following repairs, maintenance, etc. shall result in the County withholding one thousand dollars ($1,000.00) per incident and five hundred dollars ($500.00) per day until the vehicle returned into revenue service. Failure to notify the County of the completed repairs and availability of vehicle to pick-up or drop-off within one (1) hour of being made aware of the vehicle available to return to revenue service, shall result in the County withholding $500 per day for each occurrence of non-notification.

Road Calls. The vendor is expected to provide roadside assistance for all vehicle failures while vehicles are in revenue service, to determine the extent of mechanical failure.  Appropriate repairs shall be made in accordance to the aforementioned repair standards for minor and major repairs and maintenance.  Vendor personnel shall be en route for road service within five (5) minutes after receipt of call.  The Vendor shall provide the vehicle(s) for this activity.

[bookmark: OLE_LINK1]Performance Standard:  One hundred percent (100%) of all road call repairs diagnostics shall be completed within twenty-four (24) hours of notification to the Vendor of needed repairs.  The County will be notified of the estimated repair needs within one (1) hour of Vendor being made aware of the needed repair.  All repairs, chargeable (maintenance/repair item) or non-chargeable (warranty item), will be completed within three (3) days, unless Vendor notifies County of related parts, warranty delays.
Methodology:  Verification of road call reports, maintenance standards, maintenance records and other vehicle history data submitted in the Vendor’s submission of daily, weekly, monthly and annual repair reports to the County showing adherence the standards concerning repair notification and processing of repairs.
Penalties:  The Vendor’s failure to complete road call repairs in accordance with generally accepted repair standards and those set forth in the respect repair and maintenance sections of this document, shall result in the County withholding one thousand dollars ($1,000.00) per incident and $500 per day until the vehicle is repaired and returned into revenue service. Failure to notify the County of the road call within one (1) hour of being made aware of the road call shall result in the County withholding $500 per day for each day of non-notification.

SECTION 12.9: OTHER REFERENCE GUIDANCE AND INFORMATION FOR VENDORS ON BASIC REQUIREMENTS

States and Vendors performing on behalf of designated recipients of Federal and State funds must keep Federally funded equipment and facilities in good operating order and maintain ADA accessibility features.  The selected Vendors must be knowledgeable in satisfaction of the requirements concerning maintenance and operations which are governed by the following Federal Circulars and other industry and vehicle information concerning maintenance, procurement and operation of Federal assets.

Federal References (All references are available on-line via a search engine)
1. 49 CFR Chapter 53, Federal Transit Laws
1. 49 CFR Part 37, “Transportation Service for Individuals with Disabilities (ADA)
1. 49 CFR Part 38, “DOT Accessibility for Transportation Vehicles” https://www.access-board.gov/guidelines-and-standards/transportation/vehicles/about-adaag-for-transportation-vehicles  
1. FTA Master Agreement
1. FTA Circular 5010.1E “Grant Management Requirements
1. FTA Circular 9030.1D “Urbanized Area Formula Program: Grant Application Instructions
1. FTA Circular 9070.1G “Elderly Individuals and Individuals with Disabilities Program Guidance and Application Instructions
1. FTA Circular 4220.1F “Third Party Contracting Guidance”

Manufacturer Information References
Diamond Farebox Information
http://www.diamondmfg.com/rectangular.aspx

Transit Maintenance Standards
1. Repair Time Standards for Transit Vehicles - http://tmaarc.org/Documents/Brakes_Final%20Report.pdf
1. Repair Time Standards for PM on Transit Vehicles - http://www.tmaarc.org/Documents/PM_Final%20Report.pdf
1. Development of Repair Time Standards for Engine & Transmission Replacement of Transit Vehicles - http://tmaarc.org/Documents/PowerPlant_Final%20Report.pdf
1. TCRP Synthesis 12, Transit Bus Service Line Cleaning Functions. http://onlinepubs.trb.org/onlinepubs/tcrp/tsyn12.pdf
Road Call Standards
Refer to Transit Cooperative Research Program (TCRP) Synthesis 22 for additional information, available at http://onlinepubs.trb.org/onlinepubs/tcrp/tsyn22.pdf. 
[bookmark: _bookmark14]Sample Cutaway Inspection Sheets



	UNIT#
	MAKE & MODEL
	
	MILEAGE	HOURS

	Service Level A Complete Every 5,000 Miles

	
OK
	
SYSTEM
	REPAIRS
NEEDED
	
OK
	
SYSTEM
	
REPAIRS NEEDED

	
	CAB
	
	
	SUSPENSION
	

	
	Heater/defroster
	
	
	Front ball joints/king pins
	

	
	Mirrors
	
	
	Tie rod ends/drag links
	

	
	Gauges
	
	
	DRIVE TRAIN
	

	
	Lights inside & out
	
	
	Transmission
	

	
	ELECTRICAL
	
	
	Yoke & stub shafts
	

	
	Battery
	
	
	Rear differential
	

	
	Terminals & connections
	
	
	Seals on above
	

	
	Hold downs
	
	
	Universal joints
	

	
	Backup alarm
	
	
	Driveshaft support brgs
	

	
	BRAKES & CLUTCH
	
	
	
	

	
	Fluid level
	
	
	ENGINE
	

	
	Hoses
	
	
	Check air cleaner
	

	
	Linings visual check
	
	
	Check for oil & water leaks
	

	
	Parking brake
	
	
	Check drive belts
	

	
	
	
	
	Check oil cooler & lines
	

	
	
	
	
	Check for fuel leaks
	

	
	COOLING SYSTEM
	
	
	TIRES
	

	
	Antifreeze
	
	
	Condition
	

	
	Radiator hoses
	
	
	Pressure
	

	
	Heater hoses
	
	
	Tread Depth in 32nds
	

	
	Radiator core condition
	
	
	FL	FR	RL	RR
	

	
	Coolant level
	
	
	
	

	
	Radiator cap
	
	
	WINDSHIELD
	

	
	EXHAUST SYSTEM
	
	
	Wipers & fluid
	

	
	Exhaust pipe
	
	
	Safety windows and hatch
	

	
	Muffler
	
	
	opened and closed all
	

	
	Tail pipe
	
	
	
	

	
	SHOCKS
	
	
	WHEELCHAIR LIFT
	

	
	Front
	
	
	
	

	
	Rear
	
	
	OTHER
	

	COMMENTS

	

	

	
	

	Date
	Evaluated  by













































Sample Preventative Maintenance Inspection Sheet
UNIT#
MAKE & MODEL
MILEAGE
HOURS
LEVEL "B"----EVERY 12,000 MILES
ALSO PERFORM LEVEL  "A" EVERY 6,000/18,000

Replace fuel filter


Fully Inspect brake system, removing a wheel


LEVEL "C"----EVERY 24,000 MILES

ALSO PERFORM LEVELS " A" AND "B"

Change Automatic Transmission Fluid


Lube & adjust 4x2 wheel bearings, grease seals


Inspect and lube 4x2 ball joints


Inspect and lube steering linkage


Replace air filter if needed


Replace cabin air filter if needed


Inspect exhaust system and heat shields


LEVEL "D"----EVERY 45,000 MILES

ALSO PERFORM LEVELS "A" AND "B"

Change green engine coolant


Take Oil Samples


LEVEL "E"---EVERY 90,000 MILES

ALSO PERFORM LEVELS "A", "B", "C", AND "D"

Inspect Drive Belts


LEVEL "F"----EVERY 150,000 MILES

ALSO PERFORM LEVELS "A", "B", AND "C"

Replace Spark Plugs


Replace Accessory Drive Belts





ANNUAL WHEELCHAIR PM MAINTENANCE




ANNUAL AIR CONDITIONING PM MAINTENANCE




ANNUAL OIL SAMPLES AFTER FIRST 45,000 MILES






COMMENTS



Date :
Evaluated By:














































Sample Wheelchair Lift Preventative Maintenance Inspection Form
Sample Wheelchair Lift Preventative Maintenance Inspection Sheet
Date:	Vehicle #:	Mileage:	Interval:	Inspector: 	 TYPE OF OPERATIONS TO BE PERFORMED: ‘/’ if Okay; ‘X’ if Adjusted; ‘O’ if Repairs are Required
PM WORK ORDER NUMBER:		REPAIR WORK ORDER NUMBER: 	
Connect remote control unit (if applicable) and cycle lift. Remove pans to aid inspection
TEST SAFETY FEATURES
INSPECT HYDRAULIC HOS/ELEC CALBE BUNDLE

Pressure sensitive mats

Proper routing

Pressure sensitive edges

Leaks (hoses)




INSPECT OUTER BARRIER/LINK/CYLENDAR
INSPECT STOW MOTOR/STOW SHAFT

Structural integrity of barrier

Sprocket alignment

Barrier angle

Set screws in sprockets and bearings

Pivot points for damage or wear

Hydraulic hoses/fittings for leaks

Linkage set screw/jam nuts

Lube stow shaft bearings

Cylinder attachment bolds

Sprockets for damage or wear

Hydraulic hoses/fittings for leaks



Lubrication w/Anti-Seize
INSPECT STOW/DEPLOY LIMIT SWITCH

--Slide Link

Stow switch activates ½” before full stow

--Rod guide

Deploy switch activates ½” before full deploy

--Linkage pins

Loose limit switch arm




INSPECT INNER BARRIER/LINKAGE/CYLENDAR:
INSPECT CHAIN LIMIT SWITCH (SLACK CHAIN)

Structural integrity of barrier

Adjust between limit switch arm and trip

Barrier angle

Loose limit switch arm

Pivot points for damage or wear
Note 1)Forward lift cylinder must operate freely up and down
which allow the chain switch to operate properly 2)Lift cylinder chain must be flexible which allows the chain to switch to operate properly

Linkage set screw/jam nuts


Cylinder clevis pin keepers


Hydraulic hoses/fittings for leaks


Rem. Cyl. Clevis pins; inspect & lube






INSPECT MASTER CHAINS & LINKS FOR:
INSPECT PROXIMITY SWITCHES

Rust & corrosion

Damage to the sensing end

Absence of cotter pins/keepers

Gap @ sensing end .0 0”-.060”

Proper adjustment



Lubrication
INSPECT HYDRAULIC POWER SOURCE



Fluid Level
INSPECT SLAVE CHAINS & LINKS FOR:

Hydraulic pressure (1250+/- 25#)

Rust & corrosion

Change filter element

Absence of cotter pins/keepers



Proper adjustment
INSPECT LIFT MOUNTINGS

Lubrication

Inspect bolts and hardware for securement

Jam nuts secured





CHECK FOR PLATFORM WAVE AT ARMS




INSPECT STOW/DEPLOY CHAINS & LINK
INSPECT CRUTCH BEARING

Rust & corrosion

Proper adjustment

Absence of cotter pins/keepers

Galling (transference of material)

Proper adjustment

Lubrication

Lubrication



Jam nuts secured

INSPECT TORQUE SHAFT SET SCREWS



INSPECT STOW MOTER CHAIN & LINK

INSPECT SLIDE CHANNEL BRG BLOCKS

Rust & corrosion



Absence of cotter pins & keepers



Proper adjustment



Lubrication


MANUAL OPERATION OF HYDRAULIC SYSTEM
INSPECT MAIN LIFT CYLINDER FWD & REAR
Stow
Cylinder clevis pins must be free of rust and corrosion









































Sample Wheelchair Lift Preventative Maintenance Inspection Form (cont’d.)




Deploy

and must move freely

Raise

Remove, inspect, & lube cylinder clevis pins

Lower

Inspect cylinder clevis pin keepers

Roadside barrier up

Jam nut must be tight against cylinder rod

Roadside barrier down

1” min threads in turnbuckle bolts

Curbside barrier up

Speed of lift in cushion area

Curbside barrier down

Lube cushion adjust screw cavities





INSP. FOR MANUAL OPERATING PROC. DECAL
INSPECT  STOW  LATCH/CYLINDER



Proper stow latch engagement

INSPECT PUCH OFF SPRINGS

Hydraulic hose/fittings for leaks



Lubrication on stow latch face

INSPECT ALL FASTENERS FOR TORQUE




INSPECT HANDRAILS FOR:



Structural integrity



Bolts secured



Cracks in tubing




Install all pans and shields and cycle lift to verify proper operation before completing inspection

DEFECTS IDENTIFIED DURING INSPECTION














MECHANIC’SSIGNATURE



DATE INSPECTION COMPLETED:



SUPERVISOR’s  SIGNATURE






DATE REPAIR ORDER POSTED:
















































	


SEMI-ANNUAL INSPECTION


Vehicle #_	_Performed By:		Date: 	 Mileage:		Work Order #: 	

=Inspected	R=Repair Made	A=Adjusted	N/A=Non-Applicable


SPRING:


 	Air Conditioning Unit
 	Batteries/Alternator
 	Wash Radiator
 	Starter Draw Test
 	W/C Lift Inspection/Load Test
 	Pressure Wash Radiator (Thomas Only)

FALL:


 	Coolant PH & Freeze Point
 	Chains
 	Wiper Blade Replacement
 	W/C Lift Inspection/Load Test
 	Window Treatment (Aqua-Pel)
 	Tire Condition/Winter Replacement
 	Starter Draw Test
 	Pressure Wash Radiator (Thomas Only)
 	Headlight Adjustment

	






	


Sample Vendor Review Maintenance Checklist 

CUTAWAYS

Vehicle #	Performed By:		Date:_ 	 Mileage		Work Order# 	

= INSPECTED     R= REPAIRS REQUIRED  A= ADJUSTMENT NEEDED  N/A = NON APPLICABLE

CHECK ALL ITEMS SERVICED
OPERATINGCONTROLS	EXTERIORINSPECTION
 	 Ignition Switch		Wiper Arms & Blades, Washer Fluid Level
 	 Neutral Start		Mirrors
 	 Warning Lights and Indicator Lamps		Reflectors
 	 Gauges & Lighting		Body Panels
 	 Parking Brake		Bumpers
 	 Door Controls		Moldings
 	 Brake Interlock		Bike Rack
 	 Exit Door Interlock		Curb Feelers
 	 Defrost & Heaters	TIRESANDWHEELS
 	 Fans		Pressure
 	 Horn		Tread Condition  RF	LF 	
 	 Drivers Controls & Switches	(minimum 5/32 front)
 	 Drivers Seat & Restraint	RRI	RRO  	
 	 Stop Request	LRO	LRI 	
 	 Radio	(minimum 3/32 rear)
 	 Steering Wheel Adjustment		Sidewall Condition
 	 Destination Sign, if applicable		Lug Nuts Rims
INTERIORINSPECTION	WHEELCHAIRLIFT
 	 Interior Lights		Lift Operation
 	 Stanchions, Grab Handles and Rails		Warning Light and Alarm or Override
 	 Emergency Windows & Exits		W/C Restraints
 	 Roof Hatches		Clean Tie-down Pocket
 	 Door Alignment		Lift Extension Belt (Ricon Lifts Only)
 	 Mirrors	EXHAUSTSYSTEM
 	 Decals		Hangers
 	 Glass & Windshield		Mufflers
 	  Emergency Equipment:	Pipes
Fire Extinguisher, First Aid Kit,	ENGINECOMPARTMENT
 	  Body Fluid Kit, Strap Cutter, Triangles		Power Steering Fluid
BATTERIES		Coolant Level
 	 Terminals & Cables		Brake Fluid
 	 Fluid Level		Hoses & Clamps
 	 Hold Downs		Check Belt Tension
 	 Starter Cables
 	 Radiator & Fan Shroud
 	 Fan

	




	

Sample Vendor Review Maintenance Checklist (cont’d.)

CUTAWAYS

UNDERCARRIAGE	ROAD TEST
 	 Steering Box and Joints		Acceleration
 	 Tie Rod Ends and Drag Links		Engine Performance (replace if 1/8” movement)		Transmission  Performance
 	 Ball Joints		Steering Performance
 	 Shock Absorbers	Braking Performance (Use VC3000 @ Suspension: Air Suspension, Radius &	20MPH) Record G 	
 	 Torque Rods, Air Bags		Must be 0.5000 or higher to pass brake test
 	 Brake Lines
Brake Lining Thickness
Ft.		R  	
 	 Wheel Seals
 	 Wheel Bearings
 	 Fluid Leaks
 	 Air Leaks
Fuel Tank: Condition, Mounting,
 	 Lines & Vents
 	 Axles, Differential Oil & Vent
 	 Underbody: Mud Flaps, Spray Guards
 	 Frame Cracks, Loose Crossmembers

DOCUMENTATION
For each vehicle maintained by the service Vendor
What are the required maintenance intervals
for the vehicle(s)?	Comments
Level A Level B Level C Level D

Do the Vendor’s records reflect that they are performing PM in a timely manner?

	





Attachment 12 – Scope of Work		RFP 17-0202
Transit Operations & Maintenance		September 19, 2016
2
image1.emf
Position Hours Start End Start End Start End Start End Start End Start End Start End

General Manager

As Needed

Operations Manager

As Needed

Asst Ops Manager

As Needed

Safety/Training Mgr

As Needed

FR Road Supervisor 1

A.M. FR East 4:30 AM 1:30 PM 4:30 AM 1:30 PM 4:30 AM 1:30 PM 4:30 AM 1:30 PM 4:30 AM 1:30 PM NA NA NA NA

FR Road Supervisor 2

A.M. FR West 5:00 AM 2:00 PM 5:00 AM 2:00 PM 5:00 AM 2:00 PM 5:00 AM 2:00 PM 5:00 AM 2:00 PM NA NA NA NA

FR Road Supervisor 3

A.M. FR South 4:30 AM 1:30 PM 4:30 AM 1:30 PM 4:30 AM 1:30 PM 4:30 AM 1:30 PM 4:30 AM 1:30 PM NA NA NA NA

FR Road Supervisor 4

P.M. FR East 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM NA NA NA NA

FR Road Supervisor 5

P.M. FR West 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM NA NA NA NA

FR Road Supervisor 6

P.M. FR South 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM NA NA NA NA

PT Road Supervisor 1

A.M. PT East 4:30 AM 1:30 PM 4:30 AM 1:30 PM 4:30 AM 1:30 PM 4:30 AM 1:30 PM 4:30 AM 1:30 PM NA NA NA NA

PT Road Supervisor 2

A.M. PT West 5:00 AM 2:00 PM 5:00 AM 2:00 PM 5:00 AM 2:00 PM 5:00 AM 2:00 PM 5:00 AM 2:00 PM NA NA NA NA

PT Road Supervisor 3

A.M. PT South 4:30 AM 1:30 PM 4:30 AM 1:30 PM 4:30 AM 1:30 PM 4:30 AM 1:30 PM 4:30 AM 1:30 PM NA NA NA NA

PT Road Supervisor 4

P.M. PT East 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM NA NA NA NA

PT Road Supervisor 5

P.M. PT West 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM NA NA NA NA

PT Road Supervisor 6

P.M. PT South 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM NA NA NA NA

Weekend PT Road Supervisor 1 / 

Dispatch

A.M. PT NA NA NA NA NA NA NA NA NA NA 4:30 AM 1:30 PM 4:30 AM 1:30 PM

Weekend PT Road Supervisor 2 / 

Dispatch/Sunday PT CSR

P.M. PT NA NA NA NA NA NA NA NA NA NA 1:00 PM 10:00 PM 1:00 PM 10:00 PM

FR Dispatcher  Scheduler/CSR

A.M.  4:30 AM 1:30 PM 4:30 AM 1:30 PM 4:30 AM 1:30 PM 4:30 AM 1:30 PM 4:30 AM 1:30 PM NA NA NA NA

FR Dispatcher  Scheduler/CSR

P.M.  1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM NA NA NA NA

PT Dispatcher/Scheduler

A.M.  4:30 AM 1:30 PM 4:30 AM 1:30 PM 4:30 AM 1:30 PM 4:30 AM 1:30 PM 4:30 AM 1:30 PM NA NA NA NA

PT Dispatcher/Scheduler

P.M.  1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM 1:00 PM 10:00 PM NA NA NA NA

PT Scheduler

A.M.  10:00 AM 7:00 PM 10:00 AM 7:00 PM 10:00 AM 7:00 PM 10:00 AM 7:00 PM 10:00 AM 7:00 PM NA NA NA NA

PT CSR 1

8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM NA NA NA NA

PT CSR 2

8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM NA NA NA NA

PT CSR 3

8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM NA NA NA NA

PT CSR 4

8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM NA NA NA NA

FR Travel Trainer/PT CSR

8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM NA NA NA NA

Verification FR & PT

8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM NA NA NA NA

Office Manager

8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM 8:00 AM 5:00 PM NA NA NA NA

FR Drivers as required

PT drivers as required



Scheduled Employee

Scheduled Hours

Monday Tuesday Wednesday Thursday Friday Saturday Sunday


