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Paratransit Coordinating Council STAFF REPORT

Meeting Date: November 18, 2024

Subject Approval of City of Richmond’s (City) Fiscal Year (FY) 2024-25
Measure J Program 15 Claim

Summary of Issues The Measure J Transportation Expenditure Plan (TEP)
establishes Program 15 — Countywide Transportation Services
for Seniors and People with Disabilities funding at 5.0 percent
of sales tax revenues. Funding is projected to be $120 million
in the FY 2024-25 budget. The total allocation to the operators
for Program 15 for FY 2024-25 is $6,000,000.

On September 18, 2024, the Authority Board approved
Resolution 24-28-G authorizing the annual allocation for
Program 15 funds.

Measure J Program 15 claim forms were received by each of
the seven eligible operators. The claims were subsequently
reviewed by the Paratransit Coordinating Council (PCC) Claims
Review Subcommittee (Subcommittee). The Subcommittee
made a recommendation to approve six claims from the
operators. The City only submitted a partial claim form as of
the due date of June 20, 2024. As a result, the claim was not
reviewed by the Subcommittee.

The City has since submitted a complete FY 2024-25 Measure J
Program 15 claim. The Subcommittee has reviewed the claim
and made a recommendation to approve the City’s claim.
Allocated funds are to be used by the City to support
paratransit services operations and program improvements
during a one-year Performance Period of calendar year 2025.

The Performance Period grants the City the opportunity to



Paratransit Coordinating Committee STAFF REPORT
November 18, 2024
Page 2 of 3

Recommendations

Staff Contact

Financial Implications

Options

Attachments

Changes from Committee

address 2024 audit findings by implementing a program
Performance Improvement Plan (PIP).

Staff seeks approval of the FY 2024-25 Measure J Program 15
claim from the City as recommended by the Paratransit
Coordinating Council Claims Review Subcommittee.

Rashida Kamara

Beginning in FY 2009-10, allocations were distributed using a
sliding percentage scale starting at 3.5 percent and ending at
5.9 percent at the end of the measure. The difference in
program revenues and the annual allocation percentage has
been “banked” in a restricted reserve to off-set allocations.
The FY 2024-25 allocation is 5.0 percent. Therefore, no
amount is banked in the restricted reserve. The interest
earned on the restricted reserve over the long-term will be
sufficient to cover staff management of Measure J Program
15. The funds identified in the approved Resolution 24-28-G
have been included in the Authority’s FY 2024-25 annual
budget.

The Authority Board could elect to not approve the
recommendation at this time. However, this option would
delay allocation of funds to the City.

A. City’s Program 15 Operator Claim

N/A

Background

Measure J Program 15 is the Countywide Transportation Service for Seniors and People with
Disabilities. The Measure J TEP approved by Contra Costa County voters in 2004 is the guiding
document for spending the half-cent sales tax collected to support various transportation
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projects and programs. The TEP directs specific distribution percentages to certain operators
and sub-regions of Contra Costa County.

PCC Review of the Operators’ Claims

At the May 20, 2024 meeting, the PCC approved the updated claim form and authorized the
Chair to appoint a Subcommittee to review FY 2024-25 Program 15 claim forms from
operators. On May 31, 2024, staff sent Program 15 eligible recipients the annual claim forms
including the projected revenues identified in Resolution 24-28-G for each operator. The
operators were given a deadline of June 20, 2024, to return completed claims and all of them
submitted the initial claims. The claims were forwarded to the Subcommittee for review.
During the weeks beginning June 24, 2024, the Subcommittee and staff had a series of
meetings with each operator. These meetings provided an opportunity for the Subcommittee
and staff to hear more about each agency’s operations and ask any questions about the claim
or the agency. After the meetings, the Subcommittee met again to provide their
recommendations to staff.

The Subcommittee recommended approving the claims from six of the seven operators. Each
operator was provided the opportunity to submit revised documents to correct minor errors.
The City submitted only a partial claim form as of the due date of June 20, 2024. As a result,
the claim was not reviewed by the Subcommittee.

The City has since submitted a completed claim for FY 2024-25 Measure J Program 15 funds.
The Subcommittee met on November 5, 2024 and reviewed the claim and made a
recommendation to approve the City’s claim. Allocated funds are to be used by the City to
support Paratransit service operations and program improvements during a one-year
Performance Period of calendar year 2025. The Performance Period grants the City the
opportunity to address 2024 audit findings by implementing a program PIP. The justification
for this recommendation includes a new cost pool allocation, transitioning the program to
public works, assigning a new program manager and agreeing to new performance metrics not
previously identified.

Staff seeks approval of the FY 2024-25 Measure J Program 15 claim from the City as
recommended by the PCC Subcommittee.
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Measure J Paratransit Program 15 Claim
FY 24-25 Project Description

Claimant/Agency: City of Richmond

Project Description:

1)

a)

If your claim will be used, entirely or in part, to operate a vehicle that provides service to
seniors and/or persons with disabilities please provide:

Brief Paratransit System History

The R-Transit program, operated by the City of Richmond, has been serving the Richmond
community and specific communities in West Contra Costa County (service area) for several
decades. Paratransit services are provided to seniors aged 55 and older, along with
individuals 18 years of age and older deemed disabled by licensed medical professionals.
Richmond R-Transit, staffed by two (2) full-time drivers, operates two paratransit service
vans. To ensure that none of our clients is denied a trip, the City contracts with a private
paratransit provider, TransMetro, to provide trips that exceed the capacity of City staff. Our
primary objective is to help our patrons lead healthy, active lives while preserving their
independence and dignity. The service is available to both new and existing registered
clients.

R-Transit also provides transportation services to eligible clients through LYFT. In 2018, the
City of Richmond established a partnership with LYFT Inc. to offer on-demand rideshare
transportation services for ambulatory R- Transit clients. The program offers clients
subsidized prices when using LYFT for on-demand trips within the R-Transit service area.

b) Types of service: Check the box for each type of service you provide, and for each, provide a
description of the service including a system overview, how the service is delivered (contracted,
in-house), driver training, how service is monitored for effectiveness, fares, etc. Include
attachments if appropriate.

Paratransit Service:

Richmond R-Transit is a paratransit van service that provides door-to- door demand-
response trips, for seniors and individuals with disabilities who live in Richmond, North
Richmond, Kensington, and El Sobrante, subject to the provision of supporting documents.
R-Transit’s service area extends beyond our client’s communities and include the cities of El
Cerrito and San Pablo, and the unincorporated communities adjacent to Richmond including
Pinole, Tarra Hills, East Richmond, and others. Furthermore, the service area has expanded
to include rides to and from critical locations such as the Contra Costa Regional Medical



Center, the Veterans’ hospital, and government offices in Martinez, CA. A map of the R-
Transit service area is shown below.

= .
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R-Transit van services are provided Monday through Friday. The first pick up is at 8:45 am,
and the last pick up is at 4:15 pm. Office hours are 8:30 am — 5:00 pm. Reservations can be
made up to thirty days in advance; same-day service is available but can be limited due to
high demand. Rides cost $4 per trip or S5 per trip for same day rides. R-Transit coupon
books cost $20, and drivers only accept coupons as fare. Rides may be requested by calling a
phone number, answered by city employees who work with clients to schedule their rides.
More information can be found at https://www.ci.richmond.ca.us/2880/R-Transit-
Paratransit.

Richmond’s in-house service utilizes City drivers (2 FTEs) and dispatchers (1.5 FTE). When
needed, the City has access to an outside vendor that will pick up rides that Richmond’s
drivers are unable to fill. Our current R-Transit drivers have worked in those positions for
over 10 years each and have great rapport with our clients. All city employees that drive as
part of their jobs must have valid licenses and be in good standing with the Department of
Motor Vehicles. City staff is working closely with Human Resources to ensure drivers and
dispatchers receive appropriate trainings for their classification.

R-Transit previously used RouteMatch software to track and report information. As of April
2024, R-Transit began using a new software system, Via, to schedule rides and collect
information. Via’s Paratransit Solution consists of integrated rider, driver, and operator tools



2)

b)

to help maximize on-time performance, minimize missed trips, and reduce cost per
passenger. The software provides data to enable the City to address compliance and
efficiency requirements while balancing unigue community challenges and individual rider
needs.

City staff is meeting regularly with Via to ensure the system is collecting the appropriate
data. In addition, City staff is meeting bi-weekly to ensure that there is an understanding of
the new software by drivers, dispatchers and management, and to review user data for the
door-to-door service.

Other: Fare Subsidy — LYFT

LYFT provides an on-demand service whereby clients can sign up for LYFT to receive up to 40
rides per month, for the reduced cost of $3.00 each way. Low income clients ride for free.
Clients must have a smart phone or similar device to download the LYFT app; complete the
R-Transit enrollment application, and a separate LYFT application for review and approval.
The enrollment process normally takes 3 - 5 business days. Once enrolled clients may
schedule rides immediately. The service is available to our clients 24 hours per day, 7 days
per week and may be used to travel anywhere in the R-Transit service area. Staff also
reviews monthly data provided by LYFT and has access to LYFT staff to discuss program
needs. More information about LYFT is attached and can be found at:
https://www.ci.richmond.ca.us/3747/R-Transit-with-Lyft.

Budgets & Staffing: Complete attached Budget Spreadsheets

Budget: If your agency received Measure J Program 15 funds in the past 3 years and did not
spend the entire allocation for any reason, provide details here for how the funds will be
spent. NOTE: Any funds must be spent in support of the agency’s program to provide
transportation services to seniors and people with disabilities.

The City did not receive Measure J funds in FY 2022-23 or FY 2023-24 and only partial
funding in FY 2021-22.

Staffing: Please complete the table below.

Position Full Time Part Time Total FTEs Total PTEs
Drivers 2 0 2 0
Dispatch 1 0 1 0
Admin 0 2 0 2
Other 0 0 0 0

Staffing: For ‘Admin’ and ‘Other’ staffing positions noted in the above chart, please provide a
brief description of the functions performed.

The two part-time administrative positions include a portion of the Project Manager’s salary
as she oversees the personnel and management of the R-Transit services and one part-time

Paratransit Aide who assists with dispatch and other customer service duties.



d) Staffing: If your program expends Measure J Program 15 funds for personnel who are not
actively engaged in the delivery of services, please explain.
A portion of the Measure J funds is used to pay for the cost pool allocation which supports
the City’s personnel and other costs associated with internal city services such as
information technology, city attorney’s office, finance, payroll services, and human
resources services. All city departments are required to contribute to the cost pool, unless
otherwise directed by City Council. In October 2024 the Richmond City Council approved a
cost pool allocation limit for FY 2024-25 of 20% of the Measure J funding for the operations
of the paratransit service.

3) Training: What initial training is provided to staff (admin and drivers) when they become
part of your service team?

Richmond’s current R-Transit drivers and admin staff have worked for over 10 years each,

are experienced and have great rapport with our clients. City staff are working closely with

Human Resources to ensure R-Transit staff receive appropriate trainings for their

classification. We have not brought on new R- Transit staff in many years.

If Richmond were to hire new staff, the current plan would include:

e Onboarding with Human Resources to review city policies and procedures

e On-site job training within the department regarding manuals, fare books, customer
service, answering phones, addressing walk-ins, overview of the City of Richmond,
internal software and platforms such as Outlook, Teams, MUNIS, etc.

e On-the-job training where staff would be trained for 2-3 weeks with an experienced staff
person in the same position (ride-along for drivers or sit-along for dispatchers). The ride
along would include in-depth overview of how to work vans and support passengers
entering the vehicle. The trainer ensures all paperwork is completed and presented to
Human Resources who maintain the driving records. The sit-along for dispatchers would
include but not limited to information regarding the LYFT program and outreach.

e In-depth training on the Via software that could be provided by R-Transit staff and/or Via
staff

The City’s Human resources Department is developing a comprehensive training program for

staff in specific classifications, including paratransit drivers, to include training such as back

& lifting safety, bloodborne pathogens, emergency action plan, first aid/CPR/AED, hazard

communication, and driver safety. In addition, all city staff have to take mandatory anti-

harassment training.

What on-going training or certification does your staff participate in to qualify them to do the
job (admin and drivers)?
All city employees that drive as part of their jobs must have valid licenses and be in good
standing with the Department of Motor Vehicles. Human Resources ensures staff have valid
driver’s license on file.

a) What training do Customer Service staff receive?



There are no paratransit- specific trainings for customer service staff. However, when
available, staff receive any city-wide trainings provided through Richmond’s Human
Resources Department. In the past, HR has provided trainings such as customer service
training. Each department trains new staff in customer service techniques and the types of
guestions that might be asked by the community. Staff work in cubicle settings which allow
experienced staff to listen to and critique customer interactions, if necessary.

Attach training curriculum if you have it.
N/A

4) Liability & Testing: What insurance liabilities do you have to protect staff and passengers?
All City vehicles have automobile insurance that protect passengers and staff.

a) Are staff subject to drug and alcohol testing? If so, under what circumstances?
The City performs random drug and alcohol testing. There is drug and alcohol testing if
there is an accident.

b) How are accidents and incidents handled?
Through the City of Richmond’s Human Resources Department, Risk Management Division
after an accident, the incident is reported that is filed with the Risk Management Division
and the City Attorney’s office.

Is specialized training or materials provided to staff?
All City employees are provided with incident report documentation and open lines of
communication are open with the City’s Human Resources and Risk Management staff.

5) If your claim will be used, entirely or in part, to provide a program other than operating a
vehicle, please provide the following: All services mentioned below will be supported with
Measure J revenue

a) Brief description of the program including a brief history of the program, who the program
serves, reason for the program, marketing efforts, etc.

See the following section, b.1 and b.2.

b.1) If the program includes subsidizing paratransit or taxi or other ride hailing service (Uber,
Lyft, etc.) fares please include the amount of the subsidy and explain in detail how your
program works. Include a service area map of what zones you pick up in and what zones you
drop off in. Please include any marketing materials you distribute and discuss how people
learn about your program. Explain how people order a trip. If you serve pick-up locations
outside your city, please list the number of pick-ups each month you provided to these
“outside” areas.

The LYFT program offers all approved, registered clients 55 years of age and older along with
disabled persons 18 years of age and older who reside in the City of Richmond or the
unincorporated areas of El Sobrante, Kensington, and North Richmond subsidized rides to
and from areas in the R-Transit service area and to the VA Hospital, County Hospital and



Government offices in Martinez, CA. A map of the service area is shown in Section 1 of this
claim.

Clients pay $3 for one-way LYFT trips, while the city picks up the remaining balance up to a
maximum of $20 for each one-way trip. For low income residents, there is no co-payment.

Clients are encouraged to travel during non-peak hours (7am - 10am; 12pm - 3:00pm and
7pm -7 am Monday -Friday and anytime on the weekends and holidays). Clients are also
allocated a maximum of 40 rides per month through LYFT. The LYFT supplemental service is
intended to serve a broader range of clients by offering 24-hour, 7-day weekly service,
including holidays. This allows clients the opportunity to travel outside of normal business
hours and meet their needs on a continuous basis. This service also provides flexibility and
independence for clients. Our clients can be assured of a ride to enjoy social activities,
doctor visits, and other travel they would not have access to if they did not have access to
continuous transportation services. It also offers the opportunity to have an available driver
in minutes, and to track the location of the driver (benefit to clients, care givers, and family
members).

Referrals from our satisfied customers and “word of mouth” have been and continue to be
the best forms of marketing. Membership has increased annually with clients sharing their
experiences with other potential clients. In addition, Richmond drivers and dispatchers
share information about the transportation services we offer. R-Transit and LYFT brochures
are available at senior centers, government offices, senior housing complexes,doctor/dentist
offices and other sites seniors frequent. The R-Transit program has its own page on the City
of Richmond’s website and the websites of other municipalities served.

Clients must have a smart phone and the LYFT app for scheduling rides. However, during
normal business hours Monday — Friday 9:00am - 4:00pm clients can receive assistance with
scheduling a ride.

To register with LYFT, an applicant completes an on-line R-Transit application or may request
one to be mailed to them. After approval by the City, the applicant can register with LYFT
through its portal or receive assistance from R-Transit personnel. Once approved (normally 3
- 5 business days), LYFT will provide the applicant a secure ridership code that recognizes
them in the LYFT program as a recipient of the reduced rate for rides (See LYFT and R-
Transit Brochure).

The number of rides by zip code for FY 22-23 and FY 23-24 is shown in the following chart.
In addition, in FY 21-22 the total number of rides was approximately 8,000.



Pick Up Zip Codes FY 22-23 FY 23-24

(El Cerrito) 94530 1,561 2,547
(Martinez) 94553 25 17
(El Sobrante) 94564 919 1,239
(Albany) 94706 10 11
(Richmond) 94707 4 25
(North Richmond) 94801 1,881 2,112
(El Sobrante) 94803 1,716 2,336
(Richmond) 94804 3,127 4,383
(Richmond) 94805 684 1,117
(San Pablo) 94806 2,867 3,652
(Other) 94530-1951 1 3

Total 12,905 17,442

Based on the ridership through the 1%t quarter of FY 24-25 it is estimated that the annual
ridership will be 23,000. The annual cost of these rides is estimated to be $274,000 and the
annual City subsidy is estimated to be $241,000. The City’s cost per ride will be
approximately $10.40.

b.2) A marketing program is proposed in FY 24-25 to promote the use of existing paratransit

services.

The program would complement the City’s existing marketing efforts and augment the
efforts of City staff to update client data bases, evaluate complaints, assess client feed-back,
and identify unmet needs. (See item 15 for more information).

In these programs, how do you ensure that mobility aid users and ambulatory customers
have equivalent access and service reliability?

LYFT is best suited for those comfortable with boarding vehicles (including SUVs and vans)
without driver assistance. Due to the nature of LYFT, drivers are not required to assist
passengers in and out of the vehicle, assist with personal belongings, or walk passengers to
their destination. LYFT’s policy is that passengers who use wheelchairs or walkers that can
safely and securely fit in the car’s trunk or backseat without obstructing the driver’s view
will be accommodated by the LYFT driver. R-Transit clients who require additional assistance
of the drivers and/or depend on mechanical aids such as crutches, walkers, and wheelchairs
can continue to use the R-Transit van program

Please provide a brief description of how your agency solicits feedback from passengers and
potential passengers about your service, (i.e., surveys, comment cards, customer service
logs).

Input is usually received through direct calls or emails from passengers or potential
customers. We also can gather information from regular Commission on Aging meetings or



a)

through feedback from other agencies/jurisdictions. There is also a paratransit survey on the
R-Transit webpage (https://www.ci.richmond.ca.us/FormCenter/City-Manager-
6/Paratransit-Satisfaction-Survey-38) This survey, however, is not being used and will be
either be repackaged or replaced. Richmond residents can also contact R-Transit staff or the
City Manager’s Office staff to provide feedback.

How do you utilize that input to inform and improve your program? Do you have a
committee of residents that meets to discuss your program?

The Commission on Aging (COA) hosts monthly meetings, and it is staffed with seven (7)
Richmond City Council appointed members. Upon request, City Transportation staff will
attend to provide an update on the transportation services available and how the service
works. The COA is a very vocal and active group and is interested and involved in supporting
R-Transit’s population in receiving transportation services. They often share feedback with
city staff. Clients and/or other stakeholders can and do contact the R-Transit office and/or
the City Manager’s Office via email or phone to share feedback.

7) How do you record and track customer complaints. What procedures do you have in place to

resolve them?

We contact the individual directly to discuss any concerns and handle concerns immediately.
At this time there is no formal method of documenting complaints. This issue will be
addressed by the paratransit team during FY 24-25.

a) What customer service metrics do you track: i.e. Phone hold times, late/early pick-ups, fare

disputes, loading problems, etc. How are these metrics trending year over year?

We track late/early pick-ups for the van service. This data became available during first
quarter of FY 2024-25. The percent of actual pick-up times that were within 15 minutes of
the requested pick-up times were 98.2% in July, 87.5% in August, and 89.9% in September.
The number of early and late times were roughly equal. The paratransit team will consider
expanding the number of metrics during FY 24-25.

b) If you have vendors delivering service on your behalf, what procedures do you have in place

to gather and resolve complaints they receive.

The vendors TransMetro Inc. and LYFT report any complaints that they cannot resolve
themselves to the City staff for resolution. In addition, passengers can contact the City staff
directly if there are concerns. For LYFT, it is our understanding that passengers are asked to
rate services at the end of rides.

8) Please describe how your service is monitored and what criteria you use. Include tools you

use to monitor performance, frequency of monitoring and reports generated. Include
samples of reports from software used by your agency.

A continuous improvement process has been initiated within the paratransit team. To
ensure that the right data is gathered and that it is accurate and complete a monthly
performance report is prepared and reviewed by the members of the paratransit team. The
raw data for the monthly reports comes from the Via Operations Center, the LYFT monthly



a)

b)

9)

transactional report, the monthly invoice from TransMetro and fiscal reports of the City’s
Transportation Operation Fund.

The monthly reports roll-up into a quarterly report that is used to monitor the operational
and fiscal performance of the paratransit programs. A copy of the first quarter report
summary is attached. The information in these reports are used to drill down into the
effectiveness and the efficiency in the delivery of the services. The team will make
improvements as needed within their delegated authority. Issues that require the
involvement of City management and/or the City County will be raised to the appropriate
level.

Please include the key performance indicators you use to measure the success of your
program in the chart below. (Example: cost per passenger, on-time performance,
complaints)

The outcome-based performance indicators shown in the below chart guide the efforts of
the Richmond paratransit team. The Goal is a three year timeframe that will be evaluated
annually. The term TBD (to be determined) means the information will be developed during
FY 24-25.

Metric Goal 15t Quarter FY 24-25 Target
On-time performance 95% 91.9% 93.0%
# Client Trips 30,000 6,526 25,800
Cost/client trip S40 $44.13 S44
Client satisfaction TBD Not Available TBD

If services have degraded per the performance metrics reported, what were the reasons,
and what actions are you taking to improve service?
Performance metrics and data not available in FY 23-24.

Please describe how, and with what frequency, your policy makers (Board or Council) review
operating budget and performance of the service you provide. Do you submit an annual
report to bring your Board or Council? Please include that document in this claim.

The operating budget of R-Transit is reviewed at several key times throughout each fiscal
year. Budget staff reviews the R-Transit budget monthly to track actual revenue and
expenditures as compared to the budgeted amount. Primarily, the City Council receives and
reviews the R- Transit budget, as part of the City’s budget process, at least twice annually
during the mid-year budget review process and during the planning phase for the next fiscal
year’s annual budget. Finance staff also provide the City Council with quarterly updates for
the city, which include budget updates for R-Transit.

City department budgets are reviewed by program managers, departmental finance staff,
the Deputy City Manager of Community Services and Finance budget staff before being
presented to the City Manager for review and approval prior to the budget’s overall
presentation to City Council. Although staff does not prepare an official annual report, high-



level program updates are provided to City Council annually through the budget
development process, via a report/presentation provided by each Department.

10) How many people are registered in your client database now? How many unincorporated

a)

area residents does this include? How often do you review and update this database to
reflect changes in client eligibility or activity?

There are two client databases. The database for the R-Transit van service includes 1,365
residents of Richmond and 202 residents in unincorporated areas. The database for R-
Transit LYFT service includes a total of 519 residents from both the Richmond and the
unincorporated areas. The databases are scheduled to be reviewed and updated during this
fiscal year and will be done at least annually thereafter.

How many of those in your client data base are active riders (i.e., took at least one ride in
the last six months)?

Based on the 1%t quarter FY 24-25 data the number of unique clients projected to use the R-
Transit van service in FY 2024-25 is 70-100. The number of unique clients projected to use
the LYFT service is in the range of 230 - 270.

11) Please discuss any known unmet paratransit needs in your service area. For example,

residents asking to be picked-up or dropped off outside your service area to medical
facilities in another city, specific locations that are frequently requested that are not within
your service area, requests for additional hours or days of service, etc.

LYFT services allows ambulatory participants to receive services in the evenings and on
weekends which was a previous unmet need. The subject of unmet needs will be pursued
through the process described under #8 above.

12) Service Area: Please provide a map of the service area and tables to illustrate the data, as

appropriate. Describe both who is geographically eligible to ride your service and where
your service will take and pick up those eligible riders.

R-Transit clients are seniors aged 55 or older and individuals with disabilities age 18-54 who
live in the City of Richmond and the unincorporated communities of North Richmond,
Kensington, and El Sobrante. The R-Transit service area extends beyond our client’s
communities and include the cities of El Cerrito and San Pablo, and the unincorporated
communities adjacent to Richmond including Pinole, Tarra Hills, East Richmond, and others,
and the Contra Costa Regional Medical Center, the Veterans’ hospital, and government
offices in Martinez, CA. A map of the service area is shown in Section 1 of this Claim.

13) Please share how you promote and market the programs you offer to potential new clients.

Describe your outreach efforts in terms of Limited English Proficiency and Title VI. Attach
your public-facing promotional materials, including your website address. Are your outreach
materials available in languages other than English? If so, what languages?

All services (R-Transit and LYFT) are marketed through numerous outlets. Transportation
services are shared by word of mouth, the Richmond City Manager’s Weekly Report,
through WCCTAC, the City of Richmond’s website, and sharing information with interested



parties, as requested. Information on Transportation Services in both English and Spanish is
also available in the lobby area of city hall, our senior centers and other local community
facilities. Transportation staff has presented information to seniors through virtual and/or in-
person sessions. Information is also shared with the community at City events such as
Juneteenth and Cinco de Mayo. Below are some examples of outreach events:

e Commission on Aging meetings

Fred Jackson Community Senior Heritage Center

North Richmond Senior Center

Richmond Senior Center

Mailed outreach packages to clients

The Richmond Commission on Aging (COA) has also partnered with R-Transit staff to share
information about the services offered. In collaboration with the COA, several workshops
have been conducted to inform potential clients of what we have to offer and assist them
with applying. These workshops are ongoing and are conducted quarterly or on an as-
needed basis.

The city notifies the Richmond Neighborhood Coordinating Councils (RNCC), a body that
includes representatives from the City’s 20+ distinct neighborhood councils, if information
needs to be shared. Information can be posted to the City Manager’s website and included
in the weekly report, notices were sent to the RNCCs, and information was also posted on
electronic billboards. The RNCC meets once a month for an update on all City information. In
addition, the City Manager may announce pertinent information at a regular meeting of the
City Council, or via the City Manager’s weekly report.

Below is an example of the outreach performed in May 2024: R-Transit brochures and
information was provided at the following locations: Safeway, Greenridge, Richmond Senior
Center, Richmond Clinic, Richmond Family Justice Center, Men and Women of Valor
Resource Center (North Richmond), Market Square Mall, Richmond Library, El Sobrante
Convalescent Hospital, and Vale Road West Contra Costa Health Clinic. Brochures were left
with each agency, and a total of 17 applications were completed and turned into R-Transit
offices. In addition, information was shared at Richmond’s Cinco de Mayo Festival on May
5, 2024, and at Richmond’s 40th Annual Senior Information & Health Faire on Wednesday,
May 22, 2024.

14) Please provide any additional information that you feel is unique or relevant to the
transportation service that you provide to seniors or people with disabilities.
The use of the R-Transit LYFT service has been amazing. The projected ridership in FY 24-25
is 23,000, a nearly 300% increase in annual trips from just 3 years ago. Our clients find the
system easy to use, economical, and convenient. The service is through a mobile app. The
user fee is just $3 per trip, and for low income residents, the trip is free. Plus, the service is
available 24/7.



The success of LYFT has reduced the number of clients who use the City van service. The
two services, however, appear to be complementary, versus competitive. The service of
choice for many ambulatory riders is LYFT, while those who require assisted door-to-door
service are served by the City’s van service. The balance between these services will be
closely monitored and evaluated in FY 24-25.

The submittal of this claim reflects the efforts of the City to address the findings and
recommendations of the May 2024 CCTA Measure J Audit of the City of Richmond
Paratransit and a set of proposed CCTA staff conditions provided to the City in late October,
2024. Our efforts have focused on building the foundation needed to move the City’s
paratransit services forward.

Our Measure J claim for FY 2024-25 is unique in that estimates for 24/25 are based on our
actual experience for the 1t quarter of the fiscal year. The information for the previous
fiscal years reflect earlier efforts that, as documented in the Audit, had shortcomings. For
the reasons described in the Audit we are unable to create more accurate performance data
than what was previously submitted for FY 2022-23 and FY 23-24.

15) West County Operators Only Program 20b: Please describe how your agency will use
program 20b funds (the amount your agency will receive is provided in the budget form).
Note: It is the intent of the Measure J Transportation Expenditure Plan that Program 20b
funds be used to provide “additional or new services” beyond what was previously provided
under Measure C or “regular” service. If you previously started a new or additional service
with these funds you can continue to use these funds to operate that service as long as it is
productive.
20b funds are proposed to be used for (a) support and expanded use of the successful LYFT
fare subsidy program and (b) compliance with the special conditions imposed by the PCC
including the following deliverables:

e C(lient outreach plan including promotional material in alternate formats and
languages

e C(lient orientation guide policies for excessive cancels or no shows, Personal Care
Attendants, and access to alternate language materials and assistance

e Employee training manual citing clear definitions of service window, on-time
performance, mechanism for recording and calculating percentage, ‘Cancelled
Trips’ by client, and by City and client ‘No Shows’, as well as mechanism for
logging occurrences.

e Assessment of cost and benefits of transitioning all paratransit services to contract
vendors

e (lient satisfaction system, metric, annual target and three-year goal

e Monthly and quarterly performance reports



Table A - Measure J Claim Summary - CITY

FY 22/23 FY 23/24 FY 24/25
Actual Projected Estimate
[Program Sources (Revenues) 100% allocation| 100% allocation | 100% allocation

Measure J Prog 15 $ - $ - $ 888,115

Measure J Prog 20b $ - $ - $ 332,602

Measure J local reserves

Measure J Interest

Fares from Paratransit Service $ 7,744 | $ 10,102 | $ 10,740

Fares from Excursion Services $ - $ - $ -

Outside Provider Fare Ticket Sales $ - $ - $ -

City General Fund $ 975,092 | $ 1,171,181 [ $ -

Nutrition Program $ - $ - $ -

ECIA - TransMetro $ 210,095 | $ 20,311

Other -

Other -

Other -

Total Other $ - $ 210,095 | $ 20,311
TOTAL PROGRAM SOURCES $ 982,836 | $ 1,391,378 | $ 1,251,768
Program Uses (Expenditures)

General Administration $ 261,261 | $ 270211 | $ 139,000

Paratransit Operations $ 593,509 | $ 715,238 | $ 640,972

Excursion Operations $ - $ - $ -

Fare Subsidy Operations $ - $ - $ -

Fare Subsidy - Taxi/TNC $ - $ - $ -

Fare Subsidy - Paratransit $ - $ - $ -

Fare Subsidy - LYFT $ 120,322 | $ 195,834 | $ 241,692

Paratransit Contract - TransMetro $ 210,095 | $ 150,000

Compliance with PCC Conditions $ 90,910
TOTAL PROGRAM USES $ 975,092 | $ 1,391,378 | $ 1,262,574

|capital Expenditures | $ K - |8 - |
INET OPERATING BALANCE | $ - |$ - |$ (10,806)|
Measure J Funds: Changes in Reserve Balance

Beginning Reserve Balance $ 1,119,680 | § 2,094,772 | $ 3,276,055
Annual Revenue $ - $ - $ (1,231,457)
Annual Operating Expenditures $ 975,092 | $ 1,181,283 | $ 1,231,457
Annual Capital Expenditures $ - $ - $ -
Ending Reserve Balance $ 2,094,772 | $ 3,276,055 | $ 3,276,055

March 2023 FY 2023-24 Measure J Program 15 Claim



CITY OF RICHMOND PARATRANSIT OUTREACH PLAN

PARATRANSIT PROGRAM
OVERVIEW

Currently the R-Transit provides safe and reliable transportation for seniors (55 and
older) and individuals with disabilities to improve their access to community
services and activities, to decrease their experience of social isolation, and to
enhance their abilities to remain living independently in their chosen communities.

GoOAL OF OUTREACH PLAN

Acknowledge and address any historical or systemic trust issues that the
population may have. Building trust is crucial for successful outreach, and the
paratransit such as:

- ldentify the specific demographic groups that are likely to benefit from the
paratransit program, such as seniors, individuals with disabilities, and those
with limited mobility.

- Partner with local community centers, senior centers, disability advocacy
groups, and healthcare facilities to reach potential users

- Create social media profiles for the paratransit program on platforms such
as Facebook, Twitter, and Instagram.

- Build a user-friendly website with information about the paratransit
program, eligibility criteria, application process, and contact details.

- Design and distribute brochures, flyers, and posters in key community
locations such as libraries, community centers, and medical offices

- Collaborate with trusted community organizations, leaders, and influencers
who already have connections within the hard-to-reach population.

- Collaborate with local government officials to incorporate information
about the paratransit program in community newsletters and official
communications

TARGET
AUDIENCE/STAKEHOLDERS

- Local Government Officials

- Senior Citizens

- Local community-based organizations
- Local health providers

OUTREACH MESSAGE (S)

The City of Richmond is committed to ensuring seniors and individuals with
disabilities are consistently informed on the services and programs provided by R-
Transit.

INCENTIVES FOR PEOPLE
AND ORGANIZATIONS

Paratransit Targeted Audience - discounts, promotional items, or exclusive access
to certain services. Training sessions on basic technology use, including
smartphones and computers

Paratransit Staff - staff and drivers are well-trained to assist individuals with

disabilities and provide excellent customer service. Additionally allowing staff to
serve as peer educators or outreach workers

OUTREACH METHODS

Mobile Outreach Units - Use mobile outreach units or vans to bring services and

information directly to underserved areas or communities.
Door-to-Door Campaigns - Conduct door-to-door outreach campaigns in specific
neighborhoods or areas where the hard-to-reach population resides

In-Person Engagement - attend local events, markets, and gatherings where the

target population is likely to be present
- Community centers and senior living facilities
- Health fairs and wellness events




CITY OF RICHMOND PARATRANSIT OUTREACH PLAN

- Senior-specific events
Regular Community Outreach Sessions - conduct regular community outreach
sessions specifically for seniors.
Local Media Outreach - issue press releases to local newspapers, radio stations,

and community newsletters.
Workplace Outreach - collaborate with local businesses to spread awareness
Community Events - attend local community events, fairs, and festivals to promote

the paratransit program
Collaborate with Healthcare Providers - partner with healthcare providers,
clinics, and hospitals to share information about the paratransit program

Word of Mouth - leverage word of mouth through community influencers and
leaders.
Personalized Communication - personalized outreach through phone calls,

letters, or in-person visits
Simplify Processes - streamline application processes and paperwork to make it
as simple and accessible as possible. Help with filling out forms if needed.

Utilize Existing Networks - tap into existing networks, such as religious
institutions, community centers, and local clubs, to disseminate information about
your services.

IDENTIFY STAFF AND
RESPONSIBILITIES

- LaShonda White

Deputy City Manager - Community Services
- Lori Reese-Brown

Project Manager Il

TooLS OR MEASURE TO Feedback Mechanism - Establish a feedback mechanism for users to share their
ASSESS PROGRESS experiences and suggestions.
Local Media - Local radio stations, community newspapers, and other media
outlets that cater specifically to the hard-to-reach population.
Printed Materials and Mailings - Printed materials such as brochures, newsletters,
and mailings.
MEDIA OUTLETS

Public Transportation Centers - Public transportation centers, where seniors may

frequent. This includes bus stops, train stations, and transportation hubs.
Senior-Specific Media - Advertise in media outlets that are popular among seniors,
such as local newspapers, radio stations, and television programs

COMMUNICATION &
OUTREACH ALTERNATIVE
STRATEGIES

Flexible Service Hours - Offer services during non-traditional hours to

accommodate those with busy schedules or unconventional work hours
Accessible Websites and Hotlines - Ensure that information about the paratransit

program is easily accessible on a user-friendly website. Provide a dedicated hotline
forinquiries.
Safety and Security Messaging - Emphasize the safety and security features of the

paratransit program. Address concerns that seniors may have about using public
transportation.




CITY OF RICHMOND PARATRANSIT OUTREACH PLAN

Multilingual Communication - ensure that outreach materials are available in
multiple languages to address language barriers. This includes printed materials,

websites, and community presentations.
Culturally Tailored Messaging - customize outreach messages to resonate with
the cultural norms, values, and preferences of the target population




R-TRANSIT
APPLICATION FOR SERVICES

City of

Richmond

Connecting People to Places

SUBMIT
In Person or by Mail: Hours:
R-Transit Program Monday — Friday
440 Civic Center Plaza 8:30 am — 5:00 pm
Richmond, CA 94804 excluding weekends & Holidays

Phone: (510) 307-8026
E-mail: paratransitservices@ci.richmond.ca.us
Website: www.rtransit.com

REecISTER, RESERVE, RIDE & REACH your pesTinaTION WiTH R-TRANSIT
Page 1 of 7
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Dear Applicant,

Thank you for your interest in the R-Transit program. This application form will assist R-
Transit in establishing your eligibility for services. To qualify for R-Transit service,
applicants must meet the criteria below:

1. Applicant must a resident of one of the following Cities/areas: Richmond,
Kensington, El Sobrante, unincorporated communities of East Richmond Heights,
Hasford Heights, Rollingwood, or North Richmond.

2. Applicants between the ages of 18-54 must provide proof of disability and meet the
residency requirement; applicants ages 55 or older qualify as long as the residency
requirement is satisfied.

Using the eligibility requirements established by R-Transit, you will either be certified
eligible for all services, eligible on a temporary basis or denied eligibility altogether.

Once certified, you will be able to travel to destinations within our service area:

~”El Sobrante

A Z[North ;p X
== 3 1" Bog
Richmdnd = ElSobrante

Upon receipt of a completed application form, supporting documents, your application
will be processed within seven to ten business days. You will be notified by mail
regarding your eligibility status. If eligible for service, you will receive an orientation
guide with program details by mail.

Legend N
R-Transit Service Area /\

You may complete the application yourself or obtain assistance from anyone familiar
with you and your condition. Incomplete applications will be returned without being
processed, so please be sure to complete yours in its entirety before submission. If no
one is available to help you, and you would like our assistance, please contact R-
Transit staff at (510) 307-8026.
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R-TRANSIT
440 Civic Center Plaza
Richmond, CA 94804
(510) 307-8026

APPLICATION FOR SERVICES

It is important to complete all parts of this form - type or please print legible.

Applications that are not complete or clearly written will be returned, which will delay the eligibility
determination process.

DATE
NAME TELEPHONE #
ADDRESS BIRTHDATE /| [
MM DD YY
0 MALE QO FEMALE
SECTION |

VALID IDENTIFICATION & PROOF OF RESIDENCY

Please provide a color copy of an acceptable form of identification, and proof of residency:

Acceptable forms of Identification Acceptable forms of Proof of residency
Provide a color copy of one of the following: Provide a copy of one of the following:
e Anidentification card or driver’s license e Any piece of mail showing your name &
issued by the California Department of address (i.e. utility bill)
Motor Vehicles. e Post Office (P.O. Box) addresses are not
¢ Anidentification card or driver’s license acceptable.

issued by another state.

e  Valid Passport or Passport Card.

. U.S. Active Duty/Retiree/Reservist Military
ID Card.

. Richmond Municipal ID Card

SECTION I
EMERGENCY CONTACT INFORMATION

Please provide a name and telephone number of a contact person in the event of an emergency.

NAME: DAY PHONE :(__)

RELATIONSHIP: EVE. PHONE :(__ )
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SECTION lI

Please answer the following questions - your specific answers to the questions will help us in
determining your eligibility

1.

10.

11.

12.

What is your disability or health related condition that prevents you from using public
transportation?

Explain how your disability or health related condition prevents you from independently using
the public transit services (BART, AC Transit...etc.)

How do you currently travel to your destinations? Check all that apply.

( ) Public Buses ( ) Someone Provides Transportation ( ) Drive Myself
( ) Paratransit ( ) Taxi ( ) Ferry
( ) BART ( ) Lyft/Uber ( ) Other

Do you use any of the following mobility aids or specialized equipment? Check all that apply.

(___)Cane (___ ) Power Wheelchair (___ ) Communication Board
(___ ) White Cane (___ ) Large Power Wheelchair (___ ) Service Animal

() Walker (___ ) Power Scooter (3-wheeler) (___ ) Crutches

(__ ) Leg Braces (___ ) Manual Wheelchair (___ ) Other Aid

If the passenger uses a wheelchair or scooter, does your residence have a ramp?

(__) Yes () No

Does the wheelchair or scooter have a seatbelt?

() Yes (__ ) No

If the passenger has a manual wheelchair, can it be folded?

(__) Yes () No

Can the passenger transfer into a vehicle with minimal assistance?

() Yes (__ ) No

Does a personal care attendant accompany you when you travel outside your home?

( ) Yes ( ) No

Have you recently applied for paratransit services with EAST BAY PARATRANSIT?
( ) Yes ( ) No

If yes, what is the status of your application?

( ) Pending ( ) Denied

Are you currently certified with EAST BAY PARATRANSIT?
( ) Yes ( ) No

Have you terminated your eligibility status with EAST BAY PARATRANSIT?
( ) Yes ( ) No

If yes, what is your reason for the termination?
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SECTION IV
Check the applicable box below:
O I am age 55 or older. Skip section below and proceed to Section V.

O | am between the ages of 18-54. Applicants between the ages of 18-54 must provide proof of
disability. Submit a copy of one of the following:
e Medicare card, federally issued red, white and blue card;
e California DMV Disabled Placard Registration Parking placard receipt;
e Regional Transit Connection (RTC) Clipper Card;
o Proof of certification with East Bay Paratransit;

If you are unable to provide any of the proofs listed above, you may complete the Authorization for Use or
Disclosure of Patient Health Information below. This form authorizes R-TRANSIT to obtain information
from your healthcare provider regarding your disability. This authorization form will be sent to healthcare
provider along with a disability verification form.

AUTHORIZATION FOR USE OR DISCLOSURE OF PATIENT HEALTH INFORMATION

I, , hereby authorize the following licensed professional (doctor, therapist, social
worker, etc), who can verlfy my disability or health related condition, to release this information to R-
Transit. This information will be used only to verify my eligibility for Paratransit services. | understand that |
have the right to request a copy of this authorization, and that | may revoke it at any time.

This authorizes the following Medical Center(s) to complete Disability Verification form:

Medical Center: Physician Fax #:
Physician Name: Physician Phone #:
Address:
Street Address Suite City, State Zipcode
PATIENT INFORMATION
Patient Name: Patient Phone #:
Medical Record #: Date of Birth:
Address:
Street Address Suite City, State Zipcode

MEDICAL CENTER MAY DISCLOSE THIS INFORMATION TO:

Recipient Name: R-TRANSIT Phone #: 510-307-8026 Fax #: 510-307-8080
Address: 440 Civic Center Plaza, Richmond CA 94804

DURATION: This authorization shall remain in effect for one year from the date of signature unless a
different date is specified here: Date:

| certify that the information on this form is true and correct. | understand all information will be kept
confidential and only information required to provide the service will be disclosed to those who perform the
service. | understand that it will be necessary to contact a physician familiar with my functional abilities to
use public transit in order to assist in the determination of eligibility.

Print Name Signature Date

SECTION V
RAPID: ON DEMAND SERVICE WITH LYFT

The City of Richmond has contracted with Lyft to provide on demand transportation service for registered
R-Transit clients. The R-Transit program’s newest addition, RAPID, will offer R-Transit clients a subsidy to
use Lyft. Lyft is a ridesharing application that connects people with a nearby driver and transports them to
their destination. Lyft is not a replacement for an ambulance, and should not be used as a means of
emergency transport.
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Lyft is best suited for those comfortable with boarding vehicles (including SUVs and vans) without driver
assistance. Due to the nature of Lyft, drivers are not required to assist passengers in and out of the
vehicle, assist with personal belongings, or walk passengers to their destination. Lyft’s policy is that
passengers who use wheelchairs that can safely and securely fit in the car’s trunk or backseat without
obstruction the driver’s view will be accommodated by the Lyft driver. R-Transit clients who are able to fold
and store their wheelchair on board without the assistance of drivers and able to transfer in and out of the
vehicle independently or with the assistance of an accompanying assistance can use Lyft.

To use the RAPID, R-Transit clients will need a smart phone, and a credit/debit card. RAPID will allow R-
Transit clients to receive a subsidy to use Lyft for a maximum of forty (40) one way trips per month. R-
Transit clients will pay $3.00 for each one-way trip within the service area and the City of Richmond will
cover the remaining fare up to $17.00 per one-way trip. If the total cost of the trip exceeds $20.00, the
client will be responsible for the overage. R-Transit’s service area includes: Richmond, El Cerrito, North
Richmond, Kensington, El Sobrante, San Pablo, and Pinole. RAPID will also expand service to and from
the Regional Contra Costa Medical Center and Veterans Hospital in Martinez, CA.

1. Do you plan on using Lyft?
( ) Yes ( ) No
If no, skip questions below and proceed to Section VII
2. Do you currently use or have you used a ride sharing service (Lyft, Uber, Go Go Grandparent,
etc.)?
( ) Yes ( ) No
If yes, which one?
3. Have you installed the Lyft app on your smart phone?
( ) Yes ( ) No

If yes, the phone number associated with my Lyft app is:

If no, do you need assistance with installing the Lyft app on your smart phone?

(_) Yes (__ ) No

SECTION VI

WAIVER OF LIABILITY
| agree to unconditionally waive and release the City of Richmond / R-Transit program (collectively “City”),
its officers, agents, employees and volunteers, from and against any claims, costs, liabilities, expenses or
judgments, including attorney’s fees and court costs arising out of my participating in the City of
Richmond’s R-Transit Program with Lyft (RAPID), that I, , my
personal representatives, assigns, heirs and next of kin, may have for any loss, damage, or injury to
person or property, whether caused by negligence or otherwise of the City. | certify that | am in good
physical condition and able to participate in the above transportation services.

| agree to indemnify and hold harmless the City from and against any and all claims, except for ililness and
injury resulting directly from gross negligence or willful misconduct on the part of the City or its employees.

| expressly agree that this Release and Waiver is intended to be as broad and as inclusive as permitted by
the laws of the State of California, and that if any portion thereof is held invalid, it is agreed that the
remainder shall continue in full force and effect.

| certify that the enclosed information is true and correct to the best of my knowledge, and that this
information will be used to determine my eligibility for the program. | acknowledge and understand that any
misconduct (such as booking rides for someone other than myself [leading to instant account termination],
frequent ride cancellations, having the driver wait for me to complete my activity, and/or use of the service
in emergency situations) while using the City of Richmond’s R-Transit Program with Lyft (RAPID) will lead
to the termination/suspension of my account after three strikes.

| agree to accept all responsibility and/or fees for Lyft app user error if | choose to use the Lyft app on my
own smart phone. | acknowledge and understand that all accidental charges will not be reimbursed.
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| agree to abide by all rules and directions from staff, and to treat the people and facilities connected to the
program with respect.

| have carefully read the foregoing release and waiver and know the contents thereof and have signed this
release and waiver as my own free act.

Print Name: (Last, First)

Signature: Date:

SECTION VI

APPLICANT CERTIFICATION
| certify that the information in this application is true and correct. | understand that falsification of the
information may result in denial of service. | understand all information will be kept confidential and only
the information required to provide the services will be disclosed to those who perform the service

Applicant’'s Name (print) Applicant’s Signature Date
Be sure to attach the following:
[ color copy of Identification [ proof of Residency [ Disability proof or complete Section IV (applicable to ages 18-54)
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R-Transit with Lyft

The City of Richmond's paratransit (R-Transit) program is
partnering with transportation network company Lyft to
provide on demand transportation. Lyft is a ridesharing
application that connects people with a nearby driver
and transports them to their destination.

The R-Transit program’s newest addition, RAPID, offers
R-Transit clients a subsidy to use Lyft for on-demand
trips in the cities of Richmond, El Cerrito, North
Richmond, El Sobrante, Kensington, San Pablo, and
Pinole. RAPID will also expand service to and from the
Contra Costa Regional Medical Center and Veterans
hospital in Martinez, CA.

Lyft is best suited for those comfortable with boarding
vehicles (including SUVs and vans) without driver
assistance. Due to the nature of Lyft, drivers are not
required to assist passengers in and out of the vehicle,
assist with personal belongings, or walk passengers to
their destination. Lyft's policy is that passengers who use
wheelchairs that can safely and securely fit in the car’s
trunk or backseat without obstructing the driver’s view
will be accommodated by the Lyft driver. R-Transit clients
who are able to fold and store their wheelchair on board
without the assistance of drivers and able to transfer in
and out of the vehicle independently or with the
assistance of an accompanying assistant can use Lyft.

R-Transit clients who require additiclnal assistance of the
drivers and/or depend on mechanicc '

crutches, walkers, and wheelchairs ¢

the R-Transit program. R-Transit clients can use both

Select Language v RAPID and R-Transit paratransit service. R-Transit wil
Google Translate continue to provide service with wheelchair accessible

Hi ., how can | help?


https://translate.google.com/
https://translate.google.com/
https://translate.google.com/
https://translate.google.com/

Google Translate

vehicles to all R-Transit clients. R-Transit clients have the
option to use both RAPID, and service provided by the R-
Transit program. Clients have the freedom to select a
service based on individual mobility needs.

To use the RAPID service, clients will need a:
1. Smart phone
2. Credit/debit card

3. Completed registration and waiver of liability forms on
file with R-Transit

R-Transit staff will send clients a RAPID Rider Guide once
the registration and waiver of liability forms are received
and processed. The guide will provide further
instructions on setting up and using the RAPID service.

RAPID will allow each R-Transit client a maximum of forty
(40) subsidized trips per month. The customer will pay
the first $3.00 of each one way trip within the service
area and the City of Richmond will cover the next $17.00
of the ride. If the total cost of a one way trip in the
service area exceeds $20.00, the client will be responsible
for the overage. Clients will not be able to use existing
coupon books to pay for rides booked with RAPID. Clients
can continue to use and purchase coupon books to pay
for rides with the R-Transit program.

SERVICE COMPARISON
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https://translate.google.com/

Google Translate

Service

RAPID: R-Transit service in partnership
with Lvft

Service with R-Transit vehicles
provided by R-Transit staff

Operating
Hours

24-7/ 7 days a week

Monday — Friday, 8:30 am— 5 pm,
excluding City Holidays

Booking
Timeframe

On demand, mstant request to dispatch

Up to 30 days in advance. Limited
same day availability.

Payvment
Method

Payable directly to Lyft: Credit/Debit card, pre-
paid debit card

Payable to the City:

Coupon system using cash, check,
credit/debit card, and pre-paid debat
card.

Service Area

Crties of:
* Richmond
El Cerrito
Kensington
El Sobrante
San Pablo
Piole
North Richmond
2 hospitals in Martinez, CA

Cities of:
¢ Richmond
El Cerrito
Kensington
El Sobrante
San Pablo
Pinole
North Richmond

Type of
Service

Curb-to-curb. Clients will be picked up and
dropped off at the curb. The Lyft driver will not
be required to assist passenger.

Door-to-door service. R-Transit drivers
can go to the doorway of a building to
assist a passenger while maintaining
visual contact with their vehicle.

Trip Cost

Most trips that originate and end in Richmond,
El Cerrito, Kensington, El Sobrante, San Pablo,
Pinole. and North Richmond will cost the client
a muuimum of $3.00. The chent will pay the
first $3.00 of each one way trip, and the City
will provide a subsidy to cover the next $17.00
of the ride. When the total cost of a one way trip
exceeds $20.00, the customer is responsible for
the overage. Trips that originate or end 1n
Martinez will be at a higher cost.

$4.00 one way for trips booked at least
one day in advance, and $5.00 for
same day requests

Maximum #
of trips

40 Lyft trips: 20 classic Lyft rides and 20 shared
rides.

Unlimited

If you need assistance with registration, have questions
about your specific travel needs, or simply wish to learn
more about RAPID, we recommend that you attend an
upcoming workshop. The City of Richmond invites you to
the next workshop on November 18, 2019 at the
Richmond Senior Center located at 2525 Macdonald
Avenue, Richmond CA 94804 from 9 am - 12 pm. To
expedite registration for RAPID, you can bring completed

€P Coyermant YeREIGR BY SEMERMSS rm(s) to the

upcoming workshop.
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Paratransit.

Via's Paratransit Solution consists
of natively integrated rider, driver,
and operator tools that maximize
on-time performance, minimize
missed trips, and reduce cost
per passenger.

Your Logo

Hi, we're Your
Service Name!

We make getting around
easy and efficient.

Schedule

Depart at

Today, 9:00 am

Today 9 00 AM

Recurring ride

Delight your riders with
flexible booking on a
custom-branded app.

The Via Value.

Our Paratransit software
solution adapts to solve
compliance and efficiency
requirements while balancing
unique community challenges
and individual rider needs at
scale. Agencies that partner
with Via experience , shorter
trip times, better on-time
performance, reduced
operating costs, and happy
riders.



Rider experience.

No matter how a passenger prefers

to book a ride, Via's technology

is easy-to-use for all. Riders can

book, modify, and track trips through

a custom-branded Rider app, web
browser, or by phone. Riders also
receive updates about their trip based
on their preferred communication style.

These tools allow agencies to easily
plug into the Via system and seamlessly
launch a reliable, user-friendly
paratransit network that factors in
eligibility requirements, driver and
dispatcher communication, specific
rider needs, and real-time trip updates.

Features
Register and enlist
o eligibility status

Manage recurring rides;
add notes or additional

instructions

Get personalized ride
updates and information

via text or phone call

G Talk to support

€ € Ournew paratransit service
is revolutionary for our area.
Riders are already sharing
how easy it is to book a ride
and get where they need to
go with no fuss.”

— Laura St. Louis, Community
Organizer with Disability
Advocates of Kent County, Michigan

<
My profile

First name
Last name
Email

Phone number

Travel Reason

Weekly dialysis appointment

X Live Chat

Location comments -~
Leave clarifications for your driver

Pickup notes

Please come to the front door.

Dropoff

Please assist with walking to the front
doar.

BT )

&

(g

Support

Your vehicle is 2 min
away! Please find your
vehicle at the nickun

Your vehicle is 2 min
away! Please find your
vehicle at the pickup
location. Plate: #12345



Driver experience.

Drivers are critical to the success

of a paratransit service, providing
individualized and caring service to

all riders. Via’s Driver app allows drivers
to easily view rider-specific preferences
such as level of hands-on assistance
needed or preferred pickup locations.
Access to information helps build trust
and comfort for passengers and by
providing safe and reliable service.

Features.

o Onboard easily
Receive detailed notes
about riders and routes

e Stay up-to-date about
service disruptions

and other notifications

G Deliver safe, on-time rides
that factor in real-time

road conditions

‘ ‘ I am so satisfied with our service
and love the drivers who are so
on time and professional.”

— Paratransit rider, HRT
(Hampton, Virginia)

Welcome to Via
Driver app

Take a tour of the app

(). Pickup Added

€% Dropoff

Contact Number

i 1 Pickup Notes

Dropoff Notes

Please help with climbing steps
to building entrance.

- 6 min
2 min ETA
. ]
Q). Pickup >















https://ccta.net/planning/countywide-vision-zero/
https://ccta.net/planning/countywide-vision-zero/






https://bayviz.mysidewalk.com/
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