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​Subcommittee Recommendations: ​The Subcommittee recommends approval of all eight FY 2026-27 Program 15 claims. The following summarizes the 

Subcommittee's findings and any conditions or follow-up actions associated with each recommendation. 

City of Richmond  $932,593   $341,092  Approve

​Richmond has demonstrated meaningful progress in cost reduction, lowering van service costs from over $300 per ride to under $200 per ride in 

the most recent quarter while maintaining service quality. The AAC recommended withholding 25 percent of Richmond's funds pending audit 

compliance. The city has since met the majority of audit requirements, leading to the recommendation of the release of 75 percent of previously 

withheld funds. Given this documented progress, additional withholding is not warranted at this time. CCTA will continue to provide oversight and 

support. The remaining 25 percent of withheld audit funds will continue to be held pending resolution of outstanding audit compliance items. Staff 

will return to the AAC next year with a recommendation on releasing the remaining withheld funds. 

City of El Cerrito  $174,297  $58,204  Approve with condition

​El Cerrito's claim merits approval based on a concrete service expansion plan that includes restoring operations from two to four days per week, 

lowering senior eligibility from age 65 to 60, and developing TNC partnerships to address unmet medical transportation needs outside city 

boundaries. The agency faces driver recruitment challenges common to small transit programs but is actively pursuing regional coordination 

through CCTA's quarterly provider meetings. The Subcommittee requests that El Cerrito present to the AAC in approximately on its 

new Lyft program partnership, implementation progress, EV fleet transition, and any service quality findings from the initial rollout. 

City of San Pablo  $274,055  $103,893  Approve

​San Pablo's claim is approved with no conditions. During the agency interview, the Subcommittee addressed questions regarding administrative cost 

allocation, vehicle procurement costs, and ridership data changes resulting from a software transition and database cleanup. All questions were 

satisfactorily resolved. 

WestCAT                                 

(Transit Agency)  $445,076  $118,913  Approve

​WestCat provides ADA paratransit service throughout its service area with an accessible fleet and stable operations. The Subcommittee found no 

service delivery concerns or financial issues that would warrant withholding or conditioning funds. The Subcommittee encourages WestCat to 

continue outreach efforts to grow program utilization. 

BART (Transit Agency) $127,900  $48,794  Approve

AC Transit                            

(Transit Agency)  $284,680  $108,606  Approve

County Connection                       

(Transit Agency)  $2,686,319     Approve with condition

​County Connection uses Program 15 funds to cover approximately 20 to 25 percent of its ADA paratransit operating costs, with the agency 

absorbing the remaining balance from its operating budget. The agency demonstrates stewardship through ongoing service improvements 

informed by rider feedback, including call center optimization and expanded outreach for its LIFE Program. County Connection's services provide 

coverage beyond minimum ADA requirements to meet the transportation needs of older adults and people with disabilities in Central County. The 

Subcommittee requests that County Connection provide its FY 2026-27 Measure X maintenance allocation plan for staff review. 

Tri Delta Transit                                  

(Transit Agency)  $1,471,080    Approve with condition

​Tri Delta Transit's claim supports critical ADA paratransit, senior paratransit, Med Van, and mobility on demand services in East County. The agency 

is navigating significant financial pressures, including a new operations contract with a 10 percent cost increase effective July 1, 2026, and 

increased administrative costs following a reduction in fixed route service. Despite these pressures, Tri Delta is maintaining paratransit service 

levels to continue serving its most vulnerable riders. The Subcommittee requests that Tri Delta provide its FY 2026-27 Measure X maintenance 

allocation plan for staff review. 

​East Bay Paratransit demonstrates strong operational performance including low no-show rates, minimal trip denials, and successful FTA audit 

compliance. The agency recently modernized its technology infrastructure with new scheduling software and an accessibility-compliant website. 

The Subcommittee acknowledges the agency's continued full participation in the claims process and AAC engagement, and its provision of 

extended service hours in West County beyond minimum ADA obligations. 
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FORM B: Narrative 

Measure J Paratransit Program 15/20B Claim 

FY 26-27 Project Description 

 

AGENCY NAME: City of El Cerrito 

 

SECTION A: SERVICE OVERVIEW  

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 
 

TYPES OF SERVICE:  

1. Check the box for each type of service you provide. 

 ADA Paratransit Service 

 Taxi/TNC 

 Excursion Service 

 Meal trips 

 Dial-A-Ride 

 Volunteer Driver Program 

 Other 

 

2. For each service that you checked above, please 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. You may use bullet points for this.  

 

ADA Paratransit Service (Door-to-Door Transportation):  
 
The City of El Cerrito Easy Ride ADA Paratransit Service provides shared, door-to-door 
transportation for eligible participants. Eligibility is for El Cerrito seniors (age 60 and 
over) as well as El Cerrito adults (age 18 and over) with disabilities (doctors note 
required). Service is intended to meet local mobility needs and reduce transportation 
barriers for seniors and persons with disabilities. 
 
Service is primarily within the city limits of El Cerrito, with limited pre-approved 
destinations up to 1-mile outside the city limits, including:  

• Richmond Annex Senior Center (Richmond) 

• West Contra Costa Adult School (Richmond) 

• Costco (Richmond) 

• Pacific East Mall/Ranch 99 (Richmond) 

• Target (Richmond) 

• Albany Oral Surgery (Albany) 

• Sutter East Bay Medical Center (Albany) 
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Easy Ride service supports access to:  

• Medical, dental, physical therapy and personal care appointments 

• Grocery and personal shopping 

• BART stations and regional transit connections 

• Social and recreational visits 

• Neighboring Senior Centers:  
o El Cerrito Community Center – Senior Programs (M-Th) 
o Christ Lutheran Senior Center (M) 
o St. John’s Senior Center (Tu) 
o Richmond Annex Senior Center (M-Th) 
o Social engagement and enrichment activities (e.g., Senior Social Open 

Game Play, Coffee and Conversation, Senior Presentations) 
 

Rides for both Meal Trips and Easy Ride Paratransit, are subsidized to/from the 
Community Center to attend:  

• Fitness and enrichment classes 

• Alzheimer’s Respite Programming 

• Social wellness activities 

• Café Costa Congregate Lunch Program 
 
Meal Trips  
El Cerrito’s Meal Trip service provides subsidized, shared-ride, door-to-door 
transportation to and from the El Cerrito Café Costa Senior Lunch Program on 
Tuesdays, Wednesdays, and Thursdays. This service supports access to the Café 
Costa Senior Nutrition Program and social wellness programming. 
 
Participants utilize the Meal Trip service to attend: 

• Café Costa Congregate Lunch Program 

• Alzheimer’s Respite Program 
 

Program Objectives 

• Increase access to nutritious meals 

• Reduce social isolation 

• Support healthy aging and community participation 

• Enhance access to preventative wellness programming 
 
Service Delivery 

• Service is delivered by city staff and drivers (in-house program model) 

• Trips are scheduled: 
o By telephone or in person 
o Up to two weeks in advance 

• Service operates on a pre-scheduled, shared-ride basis 
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Service Hours 

• Monday – Thursday (except holidays) 

• 9:30am – 3:00pm 
 
Fares (Easy Ride) 

• $2 per one-way trip 

• Tickets are sold in booklets of 10 rides for $20.00 

• Subsidized rides are provided for transportation to/from the Community Center, 
to/from the seniors home for program participation and meal access. 

Fares (Meal Trips) 

• Subsidized fares for trips from/to the senior’s home, to/from the El Cerrito Café 
Costa Lunch program.  

• The County Senior Nutrition Program reimburses the city $1/one-way boarding 
to/from Café Costa up to 2,400 one-way rides annually.  

• Program15/20B funds subsidize an additional $1/one-way boarding to/from Café 
Costa up to 2,400 one-way rides annually and $2/one-way boarding for every 
meal trip above the 2,400 one-way rides annual cap. 

• Program 15/20B funds subsidize $2/one-way boarding for trips to/from the 
Community Center, to/from senior fitness, social wellness, and enrichment 
programming. 
 

Driver Training 
Driver training is a combination of structured on-boarding and supervised hands-on 
training. Training includes: 

• Program-specific training in basic scheduling and dispatch procedures 

• Internal operating procedures for service delivery 

• Completion of logs and reports 

• Incident/accident response protocols 

• Pre-trip inspections, operational check-ins and safety briefings 

• CPR and First Aid certification  

• Distracted driving prevention 

• Passenger assistance & wheelchair securement (hands-on training) 

• Sensitivity Training (older adults & disabilities) 

• Periodic safety refreshers and operational updates 

• Harassment prevention training (citywide training) 

• Incident Command System (ICS) training (citywide training) 

• Diversity, Equity, Inclusion training (citywide training) 
 
Service Monitoring and Performance Evaluation 
 
Program effectiveness is monitored through:  

• Rider feedback and satisfaction reporting (typically verbal or written) 

• Driver feedback and operational reporting (daily logs) 

• Ongoing administrative review of scheduling efficiency and service demand 
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• Monitoring on-time performance and trip fulfillment 

• Ridership tracking for meal and Community Center program trips 

• Rider and staff feedback regarding service reliability and accessibility. 
 
 
Program adjustments are made based on observed demand patterns, rider needs, 
driver/vehicle availability, and feedback from staff and participants. 
 
Program Outreach and Marketing 
  
The Easy Ride Paratransit Program is promoted through multiple communication 
channels to ensure accessibility and awareness, including:  

• Recreation Activity Guide (rEC Guide) mailed three times annually to households 
in:  

o El Cerrito 
o Kensington 
o Richmond Annex 
o East Richmond Heights 

• Printed flyers and informational materials 

• Electronic newsletters and City communications 

• Community Center bulletin board postings 
 

 

STAFFING:  

3. Please complete the table below. 

Position Total FTEs Total PTEs 

Drivers 0 .82 

Dispatch .32 0 

Admin .34 0 

Other 0 0 

 

4. For ‘Admin’ and ‘Other’ staffing positions noted in the chart, please provide a brief 

description of the functions performed.  

Administrative staff oversee: 

• Rider application and annual renewal process. 

• Maintain records including approved rider master list, updated rider accounts in 
database (contact details, emergency contact, annual waiver, assistive devices, 
etc.). 

• Send reminders or follow-ups as needed by mail, email and phone calls.  

• Answer phones and provide customer service for the program.  

• Track rider activity requirements of participation (minimum one ride taken every 
six months to be considered active in the program). 

• Track unmet needs (including requests for rides when there is no driver 
availability or ride capacity, requests for rides outside our service area, etc.) 
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• Manage ticket sales and validation. 

• Log performance indicators including canceled rides, no shows and on time 
performance. 

• Prepare reports and submit reimbursement requests for Meal Trips and 
Community Center rides.  

• Support driver oversight, including scheduling, annual driver evaluation, training, 
and approving timecards. 

• Attend relevant coordination meetings (e.g., Paratransit, Committee on Aging, 
and Café Costa Manager meetings). 

• Staff prepare, present and participate in events to promote transportation 
services including El Cerrito’s Annual Senior Resource Fair and Senior 
Presentations related to transportation services. 

• Prepare and distribute marketing outreach materials. 

Dispatch staff: 

• Schedule rides for both Easy Ride ADA Paratransit service and Meal Trips,  

• Coordinate schedules 

• Monitor on-time performance 

• Respond to participant requests for rides and record rider and driver feedback. 

• Prepare, update, and print daily dispatch reports for drivers, including relevant 
service notes.  

• Conduct tailgate check-ins with drivers before and after each shift 

• Review maintenance checklists and daily performance indicator forms for 
accuracy and program needs. 

• Coordinate regular vehicle maintenance and cleaning.  

• Fill-in as backup driver when part-time drivers are unavailable. 

5. If your program expends Measure J Program 15 funds for personnel who are not actively 

engaged in the delivery of services, please explain. 

 

• Budget management and oversight 

• Payroll processing 

• Preparing and reviewing reporting 

• Purchasing and procurement 

• Staff recruitment and onboarding 

 

SERVICE AREA:  

6. Please provide a map of the service area and tables to illustrate the data, as 

appropriate. Describe both who are geographically eligible to ride your service and 

where your service will take and pick up those eligible riders.   

 

The service area encompasses all pick-ups within El Cerrito city limits and pre-approved 

locations within 1-mile of city limits.  Pick-up and drop-off locations support access to 

essential destinations such as medical and personal care appointments, grocery stores, 
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community and senior centers, and other services that promote independence and quality of 

life.  

 

SECTION B: SERVICE DESCRIPTION (MIN. 300 WORDS) 

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 
 

SERVICE NARRATIVE:  

7. Please provide a narrative describing your existing services and any proposed service 

changes for FY 2026–27. Use this section to tell the story behind your data from Form A 

and help reviewers understand your program’s operations, challenges, and impacts. 

The City of El Cerrito has operated a paratransit program since 1978, originally 
launched as a Dial-A-Ride service supported by a community partnership with the local 
Bridge Club and volunteer drivers. Over time, the program expanded to include the 
current Easy Ride ADA Paratransit and Meal Trip services as well as rEC Treks (Day-
trip excursions). Budget and staffing cuts during the pandemic resulted in rEC Treks 
(Day-Trip Excursions) being put on hold and staff instead focused on rebuilding the 
Easy Ride ADA Paratransit and Meal Trip services.  

El Cerrito’s Easy Ride Paratransit Programs receive funding support through Measure J 
funds, Program 20B funds, and City General Fund. This long-standing investment 
reflects the City’s commitment to maintaining accessible, community-based 
transportation for seniors and individuals with disabilities. 

Today, Easy Ride provides shared door-to-door transportation for eligible seniors aged 
60+ and adults 18+ with disabilities. Services operate Monday through Thursday 
(excluding holidays), from 9:30 a.m. to 3:00 p.m. Trips focus on essential mobility needs 
such as medical and personal care appointments, grocery shopping, social 
engagement, and access to BART stations for regional transit connections. The service 
area is within El Cerrito city limits, with limited access to pre-determined destinations 
within one mile of the boundary. 

The program demonstrated adaptability during the COVID-19 pandemic. Beginning in 
March 2020, services pivoted to a single-rider model focused on essential trips, while 
the Meal Trip program transitioned to home-delivered meals through the Café Costa 
Senior Nutrition Program. As public health restrictions eased, in-person congregate 
dining and transportation services resumed in 2022, alongside an expanded service 
area. Since then, service levels have steadily increased—from two days per week to 
four days per week by 2025—while eligibility has expanded from age 65+ to 60+ to 
better align with senior program requirements. 

Program data (Form A) reflects increased access to nutrition, fitness and wellness, and 
social programming. In 2026, the city further enhanced impact by subsidizing rides 
to/from the Community Center, enabling participation in fitness classes, Alzheimer’s 
respite programming, and social engagement activities that reduce isolation and support 
healthy aging. 
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Despite these successes, the program has faced operational challenges, particularly 
driver recruitment and retention and changes in administrative support staff. Between  

2023 and 2025, the City had turnover with administrative support for the program as 
well as trouble retaining and hiring Class B licensed drivers (required for larger 
vehicles). In response, the City restructured driver classifications (Van Driver I and II). 
This increased the number of eligible driver applicants by creating a Van Driver II 
position for Class C drivers.  Staff then incorporated smaller vehicles into service, 
improving flexibility and reliability of service.  Administrative tasks were also 
redistributed to improve service delivery. 

To continue improving and expanding services, staff are proposing strategic 
enhancements in FY2026–27. These include: 

• purchasing smaller, electric, transit vehicles (9 passenger transit vans as well as 
a 5 passenger ADA minivan). This eliminates the need for Class B drivers, which 
have been difficult to hire, and allows staff to increase capacity for service 
delivery. 

• establishing a partnership with GoGoGrandparent (or similar vendor) to expand 
service hours and address unmet needs for El Cerrito seniors requesting rides to 
go to destinations for medical appointments at Kaiser Permanente Medical 
Center (Richmond and Berkeley offices) and Alta Bates Summit Medical Center 
(Berkeley), which are outside the current service area.  

• establishing a dedicated part-time Transportation Specialist position (0.4-0.5 
FTE) to improve consistency in program coordination, data tracking, and service 
delivery. This position would include oversight of the proposed new mobility 
platform (GoGoGrandparent), would be responsible for researching and 
implementing new dispatch procedures including use of dispatch software 
(currently using an excel sheet for dispatch) and improved participant relations.  

• Staff anticipate proposed program enhancements will improve service efficiency, 
expand access to services, and ensure the program continues to meet evolving 
community needs while maximizing the impact of Measure J funding. 

• Translating program materials (marketing materials and rider application) into 
Spanish and Mandarin.  

UNSPENT FUNDS (Complete only if applicable):  

8. If your agency received Measure J Program 15 funds in the past 3 years and did not 

spend the entire allocation, please indicate the amounts in the spreadsheet and for any 

reason, provide details here for how the funds will be spent.   

Measure J Program 15 will support the continued development and proposed expansion 
of the City of El Cerrito’s transportation program for seniors and individuals with 
disabilities. These funds will address identified service gaps, enhance program delivery 
and flexibility, and support both operating and capital needs necessary to sustain and 
improve service delivery. 
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Funds with be used in the implementation of a supplemental on-demand program in 
partnership with GoGoGrandparent. This service will complement existing City-operated 
and ADA paratransit services by providing flexible, same-day and advance-scheduled 
trips through Transportation Network Companies (TNCs), including Lyft. This will help 
expand service hours beyond current City-operated service windows and provide 
increased mobility options without requiring participants to have access to a 
smartphone. 

Using the GoGOGrandparent program, participants will access the service via a 
dedicated phone number and may book rides through an automated system or with a 
live operator. Program features include advance fare notification, ride reminders, and 
rider profiles that allow for storage of frequently visited destinations and accommodation 
of mobility needs. GoGoGrandparent vets drivers and ensures that drivers match the 
needs of the riders.  Service is available 24 hours per day, seven days per week. The 
City is also exploring a fare-match component for participants, allowing riders dollars to 
go a little further, giving them more access to the service. 

The service area will include trips within El Cerrito city limits and up to one mile beyond. 
To address unmet needs identified through prior program evaluation and community 
feedback, trips to regional medical facilities—including Kaiser Permanente Medical 
Center and offices located in Richmond and Berkeley, and Alta Bates Summit Medical 
Center in Berkeley. 

Implementation will occur in phased stages, including: 

• contract development and execution 

• program setup, staff training, pilot enrollment 

• full program launch 

Program performance will be using data provided by GoGoGrandparent as week as City 
database reports and tracking systems.  Areas that will be evaluated include ridership 
levels, trip purposes, cost efficiency, hours of service, and service quality metrics. 

Our initial goal will be to enroll up to 75 riders in the GoGoGrandparent program by the 
end of the first year of operation. 

To ensure continued improvement and success in our transportation programs, staff 
recommends hiring a dedicated part-time Transportation Specialist position (0.4-0.5 
FTE). This position would improve consistency in program oversight and coordination of 
day-to-day operations including, research, acquisition and implementation of dispatch 
software, data tracking (including unmet needs), customer satisfaction, improve 
efficiency of service delivery and preparation of marketing materials including working 
with translation services vendor to make marketing materials and rider application 
available in Spanish and Mandarin.  This position would also be responsible for 
overseeing the proposed GoGoGrandparent (or similar vendor) on-demand ride service 
program including establishing relations with vendor and developing contract for desired 
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service model in El Cerrito.  Staff believe having a dedicated staff member focused 
solely on our transportation programs rather than responsibilities being divided amongst 
multiple staff members, will improve communication, data tracking, program efficiency, 
and accountability of service delivery.  

The Transportation Specialist would be responsible for all aspects of rider recruitment 
including marketing, eligibility screening, application review, program enrollment and 
account management.  They would monitor fare subsidies, provide customer service, 
establish relationships, contract, and coordination with GoGoGrandparent and with 
transportation dispatch software vendor.  They would be responsible for ensuring 
accurate and consistent reporting in compliance with Measure J and Program 20B 
requirements including performance indicator tracking and processing invoices for Café 
Costa and GoGoGrandparent.  They would be responsible for tracking and coordinating 
driver training and regular vehicle maintenance 

Funds will be used for translation services to translate program materials 
(marketing/outreach and application) into Spanish and Mandarin to better access 
potential residents who would benefit from transportation services. 

Staff propose replacing an existing non-accessible vehicle (Honda Odyssey, purchased 
with funds from the City’s General Fund) with an ADA-accessible minivan to improve 
service for riders with mobility devices.  

Staff propose replacing the 14-passenger paratransit bus with a 9-passenger electric 
paratransit van. This would eliminate the need for a Class B driver.  Eliminating the 
need for Class B drivers, expands the possible driver applicant pool, and improve 
operational efficiency due to smaller vehicles being able to navigate El Cerrito city 
streets more efficiently than larger vehicles.  

If approved, funds will support program operations, expansion, driver recruitment, 
program visibility, and rider outreach. Including: 

• Purchase of driver uniforms (2-3 drivers), such as weather-resistant jackets, to 
improve driver visibility, safety, and professionalism.  

• Pay for mobile advertising through vehicle wraps that display program branding 
and contact information, increasing public awareness and facilitating access for 
potential riders. 

• Pay for training for drivers and operation staff related to transportation program 
delivery. 

These proposed investments ensure that previously unspent Program 15 funds are 
used to enhance mobility services, improve access to essential services, and 
strengthen the long-term sustainability and effectiveness of the City’s transportation 
program. 



 
 

Page 10 of 18 

 

SECTION C: STAFF TRAINING 

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 
 

9. What initial training is provided to staff (admin and drivers) when they become part of 

your service team? This can be provided by the agency or the contractor.  

Staff training delivered in a combination of structured onboarding and informal, 
supervised, hands-on training. As a small operation, the City does not have a fully 
standardized or comprehensive training program for our drivers or administrative staff. 
Staff are working to establish consistent best practices through the development of a 
Standard Operating Procedures (SOP) manual for the transportation programs.  

Staff are required to complete pre-employment requirements, including: 

• Live Scan background checks 

• Pre-employment physical examination 

• Class B drivers are required to be enrolled in the random drug and alcohol 
testing program and the DMV pull notice program.   

Onboarding includes required Citywide training such as harassment prevention, Incident 
Command System (ICS), and Diversity, Equity, and Inclusion (DEI). Drivers are required 
to obtain and maintain CPR and First Aid certification. 

Program-specific training includes:  

• Basic scheduling and dispatch procedures 

• Internal software programs (esuite (timesheets), whentowork (scheduling), rec 
trac (database), etc.) 

• Staff are trained in how to complete daily performance indicator logs, vehicle 
inspection reports, and incident response protocols.  

• When first hired, drivers participate in approximately two weeks of ride-along 
training with experienced staff to learn routes, rider needs, and service 
expectations including passenger assistance, wheelchair securement, and 
sensitivity when working with older adults and individuals with disabilities.  

The City recognizes that more structured and specialized training is needed and would 
be interested in partnering with other agencies or accessing regional resources to 
enhance driver-specific training opportunities.  

 

10. What on-going training or certification does your staff participate in to qualify for the job 

(admin and drivers)? This can be provided by the agency or the contractor. 

Staff maintain certifications in CPR and First Aid and participate in safety and 
operational tailgate training. Staff complete periodic refresher courses in harassment 
prevention, and Diversity, Equity, and Inclusion (DEI). 
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Ongoing training includes daily tailgate meetings to reinforce program procedures, 
including scheduling software use, dispatch coordination, operational needs, and 
reporting requirements.  

Staff continually develop familiarity with programming operations through hands-on 
experience and periodic shadowing or peer support as needed. Safety topics are 
covered regularly during tailgate meetings at the start and end of each shift.  

City staff are interested in partnering with other agencies to access more formal 
training resources that would enhance driver-specific training. 

11. What training do Customer Service staff receive? Attach training curriculum if you have 

it. 

The current approach relies on informal methods, including self-guided online customer 
service training and peer-mentorship.  The City is working towards a stronger, more 
formal approach to ongoing training and professional development and would be open 
to receiving guidance and support in this area for both drivers and administrative staff. 

SECTION D: SAFETY, LIABILITY & INCIDENT MANAGEMENT 

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 
 

12. What insurance liabilities do you have to protect staff and passengers? 

The City of El Cerrito is self-insured through the Municipal Pooling Authority of Northern 

California (MPA), which provides comprehensive liability coverage for City operations, 

including transportation services. This coverage protects both staff and the public in the 

event of incidents involving City-operated vehicles or services. 

Passenger coverage is provided in cases where injury or harm occurs due to 

negligence or fault attributable to the City. This structure ensures appropriate risk 

management while maintaining fiscal responsibility. The city adheres to applicable 

safety, training, and operational standards to minimize risk and protect both passengers 

and employees. 

13. Are staff subject to drug and alcohol testing. If so, under what circumstances? 

All Van Driver II staff (Class B licensed drivers) are enrolled in the City’s random drug 

and alcohol testing program, which is administered by the City’s Human Resources 

division through a contracted third-party provider. When a driver is selected for random 

testing, Human Resources notifies the program supervisor, and the driver is required to 

complete testing prior to resuming regular duties. 

As of August 2025, the program no longer employs Van Driver II (Class B) drivers due 

to lack of qualified applicants.  Due to ongoing staffing challenges, staff made 

operational adjustments and moved towards hiring Van Driver I in the position, which 

only requires a Class C license. 
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Van Driver I staff (Class C licensed drivers) are not subject to a formal drug and alcohol 

testing program. The city continues to evaluate staffing models and compliance 

requirements as part of ongoing program improvements. 

 

14. Describe how your program handles accidents and incidents when they occur. Include 

how events are reported, documented, and reviewed, and what support or training staff 

receive to respond appropriately. 

 

City-operated vehicles are all equipped with accident kits that provide step-by-step 

instructions for drivers on how to respond to incidents. These kits include guidance on 

required documentation, key contacts, and information gathering procedures. 

In the event of an accident or incident, drivers are required to complete a formal report 

documenting the circumstances, parties involved, and any relevant observations. 

Reports are reviewed by the Program Coordinator, Supervisor, Recreation Director, and 

Human Resources to ensure proper follow-up, compliance, and risk management. 

Drivers receive training on accident and incident response during initial onboarding, 

including reporting protocols and safety procedures. This training is reinforced annually 

through refresher sessions and ongoing safety briefings to ensure staff remain prepared 

to respond effectively and consistently. 

 

15. How many vehicle accidents involving your service vehicles were documented this fiscal 

year? Please provide the number and brief description of the nature of those incidents. 

 

There have been zero vehicle accidents involving City-operated paratransit service 

vehicles reported during this fiscal year. 

 

SECTION E: SERVICE AWARENESS (MIN. 250 WORDS) 

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 
 

16. 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.  

Outreach methods include the City’s Recreation Activity Guide (rEC Guide), which is 
mailed three times annually to households in El Cerrito, Kensington, and the 
Richmond Annex. Additional outreach includes printed flyers, Community Center 
postings, electronic newsletters, and City website updates. Staff also conduct in-
person outreach through community events such as senior resource fairs, program 
presentations, and partnerships with local service providers. 
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The city is committed to compliance with Title VI of the Civil Rights Act and ensuring 
meaningful access to services for individuals with Limited English Proficiency (LEP). 
Staff provide in-person support to assist applicants with completing forms and 
understanding program requirements, and interpretation services can be arranged 
through City resources when necessary. Staff are trained in Diversity, Equity, and 
Inclusion (DEI) principles to support culturally responsive engagement. 

 

17. Please share your public-facing promotional materials, including your website address.  

Public-facing promotional materials for the Easy Ride and Meal Trip programs include: 

• The City’s Recreation Activity Guide (rEC Guide) mailed three times annually to 

all households in El Cerrito. 

• Program flyers and application packets available at the Community Center. 

• Information posted on bulletin boards and distributed at outreach events  

• Digital communications, including City newsletters, email updates, and social 

media posts (Instagram and Facebook). 

Program information is also available on the City’s official website: 

• City of El Cerrito (Transportation and Senior Services sections)  

These materials provide details on eligibility, services offered, scheduling procedures, 
and contact information. 

18. Are your outreach materials available in languages other than English? If so, what 

languages?  

Outreach and program materials are produced in English. When needed, the city 
utilizes interpretation and translation support services to assist individuals with 
Limited English Proficiency on a case-by-case basis. Staff are available to provide 
direct assistance to ensure applicants understand program requirements and can 
access services. 

19. Are there languages you would like to translate materials to but do not have the 

resources to do so? 

The city recognizes the value of expanding language access and would benefit from 
additional resources to translate outreach materials into languages commonly 
spoken within the community. Priority languages in El Cerrito include Spanish and 
Mandarin. Expanding translated materials would improve equitable access to 
transportation services and enhance outreach to underserved communities. 

 

 

 

https://www.elcerrito.gov/285/Easy-Ride-Paratransit-Service-Ages-65
https://www.elcerrito.gov/285/Easy-Ride-Paratransit-Service-Ages-65
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SECTION F: RIDER FEEDBACK (MIN. 250 WORDS) 

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 

Please provide a summary of customer feedback collected from riders, including:  

20. What are your most common complaints? These don't need to come from a formal 

system, phone calls, conversations at pickup, comments to drivers, and notes from front 

desk staff all count. 

• Common complaints include frustration at inability to accommodate same-day, or 
on-demand trip requests due to constraints in vehicle capacity, driver availability 
and scheduling windows. This is particularly frustrating for riders wishing to book 
Easy Ride trips during lunch hours.  Another frustration is limited-service area for 
riders wishing to go to medical appointments at Kaiser or Alta Bates. 
 

• Concerns with pick up/drop off locations during Community Center construction 
(March-June 2026) has been a concern recently. 

 

21. Describe how riders can share feedback with your program and what happens after they 
do. How are complaints logged, who follows up, and how do you close the loop with the 
rider?   

• Riders are encouraged to share feedback verbally or in writing with drivers or 
administrative staff. All concerns received are communicated to the Program 
Coordinator and Supervisor, who review each issue and determine appropriate 
follow-up actions. When necessary, staff communicate directly with riders to 
clarify concerns and identify solutions, while also consulting with drivers to 
address operational issues. Adjustments are often made in real time when 
feasible, and follow-up phone calls are conducted to ensure concerns have been 
resolved and to close the feedback loop. 
 

22. Have any service changes, policy updates, or operational adjustments come from rider 

feedback in the past year? 

• Rider eligibility age was changed from 65 and older to 60 and older to align with 
eligible rides for Café Costa Senior Lunch Program.   

 

• Service delivery was expanded to designated locations within 1-mile of El Cerrito 
City Limits to meet the needs of our riders, including regular trips to the 
Richmond Annex Senior Center and the Pacific East Mall.  

 

• Admin and Dispatch staff were retrained on the importance of accuracy on daily 
dispatch manifests after a few incidents with reported discrepancies on daily 
dispatch manifests.  Discrepancies included incorrect pick-up/drop-off address, 
no notes regarding special needs of riders resulting in refused boarding (seatbelt 
extenders, wheelchair tie downs, etc).   

• Concerns related to parking lot construction at the Community Center and how to 
safely load and unload the Easy Ride Vans led to staff creating and 
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communicating a plan to drivers, staff and riders to ensure safe access to/from 
the Community Center while construction work is happening (March – June 
2026). 

• New stricter annual application renewal and waiver requirements, and improved 
tracking of active riders were implemented to ensure accurate and up-to-date 
program records and real-time list of active riders. 

23. Does your program present to or receive input from any advisory body, such as a 

commission on aging, a disability advisory committee, a social services council, or a 

rider advisory group? If so, what concerns or themes have come up in those 

conversations recently? 

Staff provide annual transportation program updates and challenges to the EL 
Cerrito Committee on Aging Advisory Body.  Concerns that have come up include 
limited availability of service and how to increase capacity for seniors, particularly 
those wishing to go to medical appointments and those wishing to attend one-day-
per-week senior centers in El Cerrito (Christ Lutheran Senior Center and St. John’s 
Senior Center).  
 

24. (Complete only if applicable): If you have vendors delivering service on your behalf, what 

procedures do you have in place to gather and resolve complaints they receive? 

N/A 

 

SECTION G: PROGRAM 20B WEST COUNTY OPERATORS NEED (MIN 250 WORDS) 

Who must complete: All Claimants of Measure J Program 20b in West County Only 
 
Describe how your agency will use program 20b funds by answering the following questions. 

1. SERVICE OVERVIEW & JUSTIFICATION: Is this a new or continuing service? 
Describe the service (area, population, and key features). Explain how it provides 
"added value" by either addressing specific gaps that go beyond baseline 
requirements or by closing critical funding shortfalls required to maintain existing 
service levels. 

• Funds will support continuing Easy Ride ADA Paratransit and Meal Trip Service, 
acquiring and implementing the use of dispatch software, as well as the 
proposed GoGoGrandparent on-demand ride service partnership.  

• Program 20B funds support trips to Café Costa through the County’s Senior 
Nutrition Program. The County reimburses $1 per one-way boarding and 
Program 20B funds provide an additional $1 subsidy. Due to a newly 
implemented annual cap, Program 20B funds will cover the full $2 cost per one-
way boarding for trips exceeding the cap, ensuring continued access to meals. 

• Program 20B funds also subsidize transportation to Community Center programs 
that promote health and social engagement.  

• To address service gaps, staff proposes translating materials and application into 
Spanish and Mandarin as well as implementing a new on-demand program in 
partnership with GoGoGrandparent using TNC providers such as Lyft. Staff 
propose offering fare subsidies to riders using this service to increase 
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accessibility to trips charged at the standard TNC rates which include surge 
pricing. This service will expand hours, increase flexibility, and provide access to 
key medical destinations, including Kaiser Permanente Medical Centers 
(Richmond & Berkeley) and Alta Bates Summit Medical Center. This program 
adds value by addressing unmet needs related to capacity, service hours, and 
geographic limitations. 

2. PERFORMANCE, DATA & IMPACT   

• For continuing service: provide a summary of recent performance (trips, ridership, and 
cost-effectiveness)  

• For new services: provide a description of expected outcomes. 

• For both continuing and new services, include supporting data (e.g., waitlists, denials, or 
survey results) to demonstrate the specific unmet need this service addresses and its 
impact on riders. 

 

Easy Ride has been in a rebuilding phase over the past year due to driver turnover and 
staffing limitations. Staff removed its 14-passenger bus from service due to the lack of a 
Class B licensed driver and shifted operations to one ADA-accessible 5-passenger 
minivan and one non-ADA minivan.  In September, a second part-time driver was hired, 
allowing for expanded service hours and increased availability for non-Café Costa trips.  
Staff also improved rider application, renewal, and trip tracking processes to strengthen 
program administration and data collection. 
 
Despite these improvements, demand continues to exceed capacity some days.  
Reservations are often filled several days in advance, and staff regularly receive 
requests that cannot be accommodated due to vehicle, driver or capacity availability.   
 
Requests for group excursions to shopping centers from Eskaton Hazel Shirley Manor, 
as well as individual rider requests for trips to medical appointments and social outtings, 
remain unmet due to limited vehicles, service hours, and service area.   
 
Demand remains strong across core services, Café Costa meal trips consistently 
operate at current capacity, with anticipated growth if driver and vehicle capacity allow.  
The County Senior Nutrition Program reimbursement cap creates a funding gap that 
limits subsidized trip availability once reached.  Participation in Community Center 
programs is also increasing, driving additional transportation demand for subsidized 
trips to/from the Community Center. 
 
 Unmet needs include: 

• Trip denials due to limited capacity 

• Requests for rides outside service hours and for same-day trips 

• Medical trips beyond the service area 

• Group and social excursion trips 
 
Proposed Expansion and Outcomes: 
Staff is hopeful that the proposed GoGoGrandparent program will provide subsidized, 
on-demand trips to expand capacity and flexibility.  Staff is hopeful that the proposed 
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acquisition of dispatch software will improve efficiency, accuracy and effectiveness of 
service delivery.  Staff are hopeful that having program materials translated to Spanish 
and Mandarin will result in better access to program services.   
Expected outcomes include: 

• Increased access to program information and participation. 

• Increased operational efficiency and effectiveness by implementing use of 
dispatch software 

• Increased trip availability and reduced denials 

• Expanded access to medical appointments (currently outside service area) 

• Same-day and after-hours trip options 

• More efficient use of City-operated services 
 
Performance Goals (Year 1): 

• Increase total trips by 15% 

• Increase marketing and outreach efforts 

• Reduce unmet requests by 20% 

• Ensure 20% of TNC trips are for medical purposes (outside current service area) 

• Distribute rider satisfaction survey and aim to achieve 90% rider satisfaction 
rating 

 

3. BUDGET, COORDINATION & SUSTAINABILITY: Provide a high-level breakdown of how 
Program 20B funds will be used alongside other funding sources. Additionally, describe how the 
service coordinates with other providers to improve efficiency and your plan for long-term 
sustainability.  

Program 20B funds will be used to support eligible, operating, capital, and 
administrative costs that directly benefit seniors and individuals with disabilities, along 
with Measure J, County Nutrition Program subsidies, and City General Fund. 
 
Program 20B funds support subsidies, including transportation to/from Café Costa meal 
services and to/from the El Cerrito Community Center for senior wellness, fitness, and 
enrichment programs. This includes covering the gap between the County’s $1 per trip 
reimbursement and the full cost (up to an annual cap of 2,400 one-way rides), as well 
as subsidizing the full $2 per one-way boarding for trips exceeding the County’s annual 
reimbursement cap. These subsidies ensure continued access to essential nutrition and 
social services. 
 
Funds will also support the implementation of the GoGoGrandparent on-demand 
transportation program, which expands service hours, geographic coverage, and 
access to medical destinations. Program 20B funds will be applied to eligible service 
costs associated with trip provisions and program operation including fare subsidies. 
 
Funds will support the acquisition and implementation of transportation software to 
improve efficiency, accuracy and effectiveness of service delivery. 
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Administrative costs will include a dedicated, part-time Transportation Specialist (0.4-0.5 
FTE), with Program 20B funds supporting only the proportionate share of time 
dedicated to administering eligible services, including marketing, enrollment, 
coordination, performance indicator tracking, database management, and reporting.  
 
Funds will support the replacement of existing vehicles with smaller ADA-accessible 
vehicles to improve efficiency and service reliability and increase potential driver pool.  
 
Additional eligible expenses include driver uniforms (2-3 drivers) to enhance 
professionalism, safety and visibility, and vehicle wraps as a targeted outreach strategy 
to increase awareness among eligible riders. 
 
The City will maintain clear cost allocation across funding sources and monitor 
performance to ensure compliance, cost effectiveness, and long-term sustainability.  
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Table A - Measure J Claim Summary - CITY

FY 2025
Actual

FY 2026
Projected

FY 2027 Estimate

Program Sources (Revenues) 100% allocation 100% allocation
Measure J Prog 15 -$                                         165,003$                                 174,297$                                 

Measure J Prog 20 -$                                         56,755$                                   58,204$                                   

Measure J Local Reserves

Fares from Paratransit Service -$                                         2,100$                                      4,000$                                      

Fares from Excursion Services -$                                         -$                                         -$                                         

Outside Provider Fare Ticket Sales -$                                         -$                                         -$                                         

City General Fund

Nutrition Program -$                                         4,500$                                      7,500$                                      

Other -

Other -

Other -

Other -

Total Other -$                                         -$                                         -$                                         
TOTAL PROGRAM SOURCES -$                                         228,358$                                  244,001$                                  

General Administration -$                                         15,000$                                    34,000$                                    

Paratransit Operations -$                                         85,000$                                    139,000$                                  

Excursion Operations -$                                         -$                                         -$                                         

Fare Subsidy Operations -$                                         -$                                         -$                                         

Fare Subsidy - Taxi/TNC -$                                         -$                                         50,000$                                    

Fare Subsidy - Paratransit -$                                         -$                                         -$                                         

Other - Fare Subsidy Trips to/from Com. Center 2,600$                                      5,000$                                      

Other - -$                                         -$                                         

TOTAL PROGRAM USES -$                                         102,600$                                  228,000$                                  

Capital Expenditures 135,000$                                  60,000$                                    

NET OPERATING BALANCE -$                                         (9,242)$                                    (43,999)$                                  

Beginning Reserve Balance -$                                         (9,242)$                                    
Annual Revenue -$                                         228,358$                                  244,001$                                  

Annual Operating Expenditures -$                                         102,600$                                  228,000$                                  

Annual Capital Expenditures -$                                         135,000$                                  60,000$                                    
Ending Reserve Balance -$                                         (9,242)$                                    (53,241)$                                  

Program Uses (Expenditures)

Measure J Funds: Changes in Reserve Balance

Please review the directions for the definitions of the above terms and the appropriate formulas.



Table B - Capital Needs and Acquisition Forcast

Anticipated Purchases
FY 2024
Actual

FY 2025
Projected

FY 2026 
Estimate

FY 2027 
Estimate

Ford E-Trnsit Gamechanger 135,000$                
Dodge Grand Caravan SE (ADA mini-van) 60,000$                  

TOTAL -$                        -$                        135,000$                60,000$                  



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

2023 

MobilityTrans 
Ford E-Transit 350 Gamechanger 

PRICE PROPOSAL 

CONTACT 
Date Issued: [ 05/01/2026 ] 
Name: [ JR Castro ] 
Phone: [ 909-731-5274 ] 
Email: [ jcastro@model1.com ] 

Prepared for  
[City of El Cerrito ] 

Whether you need to fill a spot in your fleet or create an entirely new vehicle, your Model 1 experts have a single  
top priority: you. With a clear understanding of your needs, we find ways to deliver — starting with deep relationships  

all the way back at the manufacturer level. And with the nation’s largest inventory of commercial vehicles,  
you’ll never be short on the best choices to make for your business. 

SALES EXPERIENCE 
550+ Years of Collective Bus 

Sales Experience Servicing Over 
1,500 Customers Annually 

NATIONWIDE NETWORK 
21 Full-Service Locations  
Nationwide Partners with 
 25+ Top Manufacturers 

COMPETITIVE PRICING 
Volume Discounts 

Fixed Contract Pricing 

IN-HOUSE FINANCING 
Seamless Transactions 

Flexible Solutions 



 

  
PRICE PROPOSAL 

IMAGES & FLOORPLAN 



 

 

  

SPECIFICATIONS 
CHASSIS 

⋅ 2023 Ford Transit 350, High roof, Extra Long Length 

⋅ Power: Ford OEM Electric Motor 

⋅ GVWR: 9,500 lbs. 

⋅ Fuel Type:Electric  

EXTERIOR 

⋅ Exterior Color: White 

⋅ Wheelbase: 148” 

⋅ Rear Curb Side Lift Doors 

⋅ Stainless Steel Assist pole at Right and Left Entry 

⋅ Front End Alignment 

⋅ 8” Stainless Steel driver, co-pilot, passenger running boards 

⋅ Single rear wheel 

INTERIOR 

⋅ Insulate headliner, walls, doors 

⋅ AMF Bruns SmartFloor System 

A/C & HEAT 

⋅ E-Transit Twin Air Tie-In Heat/Cool Floor Mount - 28K BTU Heat/31K BTU Cool  

ELECTRICAL 

⋅ Intermotive Flex Tech Electrical System 

AUDIO / VISUAL 

⋅ Deluxe AM/FM/CD with clock & 4 speakers PA ready 

⋅ Rosco back-up camera system w/ 7” rearview monitor/mirror combo  

 

PRICE PROPOSAL 

WHEELCHAIR ACCESSIBILITY 

⋅ 34” x 54” Braun wheelchair lift located in the rear of the unit 

⋅ Intermotive Gateway Transit Fast Idle with lift interlock 

ACCESSORIES 

⋅ Additional QRT Deluxe Tiedowns, Lap & Shoulder Belt (2) 

⋅ Retractable Shoulder Harness w/ Height Adjustment (3) 

⋅ Tiedown Storage Box 

SAFETY 

⋅ Back-up alarm 

⋅ Rear view camera 

⋅ 5lb Fire Extinguisher, First Aid Kit, Triangle Reflectors 

⋅ ADA sign package-Emergency Exit, No Smoking, Low Clearance, Preferred 

Seating  

PASSENGER SEATING OPTIONS 

⋅ 7 Ambulatory, 1 Wheelchair (including co-pilot) 

⋅ 3 Ambulatory, 2 Wheelchair (including co-pilot) 

⋅ 1 Ambulatory, 3 Wheelchair (including co-pilot) 

SEATING 

Passenger Seating:  

− Seat Fabric: Level 6 Jordan Blue 

− (3) 2 passenger GO-ES Forward facing fold away seat – 35” Wide 

− (6) Seat Top Mounted Grab Handle – Black 

− (3) US Armrest, Black Molded – Aisle Seats Only 

(1) OEM Co-Pilot, Driver’s Seat  

 



 

 

 

 

Manufacturer Warranty Electrical Components: 8 Years / 100,000 Miles 

Bumper to Bumper: 3 Years / 36,000 Miles 

Safety Restraint System: 5 Years / 60,000 Miles 

Corrosion (Perforation Only): 5 Years / Unlimited Miles 

Chassis Warranty 3 year / 36,000 Miles 

All vehicles come with warranty, but Model 1 offers more value without the added cost. 

Our coverage and support come with each of our new vehicles — standard. 

WE PROCESS ALL THE WARRANTY REGISTRATIONS 
We register all of your bus parts for you, no more pesky warranty cards to fill out. This includes  
all parts, wheelchair lift, electronics, HVAC, etc. 

WE HANDLE ALL THE PAPERWORK 
We administer and coordinate any warranty work. You make one call to our warranty department,  
and they take it from there. 

REPAIR FACILITIES NEAR YOU 
When warranty work is needed, we use service repair facilities near the bus location. We have over 
3200 authorized centers and growing. You will never have to drive far to get repairs completed. 

NO MORE CLAIM FORMS 
Model 1 handles all parts of the claim process, you will have no out of pocket expenses,  
no reimbursements, and the service facility will be paid directly by us. 

 

WARRANTY 

PRICE PROPOSAL 



 

 

PRICE PROPOSAL 



Vehicle Type: Date: 

Contact: Type of Lift: 

Agency: Seat Material Level:

Address: Seat Color:

City, State, Zip: Floor Color : 

Phone: Salesperson:

E-Mail: Salesperson Cell:

NOTE: 

Quantity: Price Ext. Price ADA

1 $101,767.48 $101,767.48 $9,800.00

1 2 - Modular Track Floor System Std Std

1 25 - Qstraint Deluxe (8100) credit per set of 4 (In Lieu of specified 360) Std Std

1 27 - Delivery Zone 1 821.60 821.60 821.60

1 9,756.50 9,756.50 9,756.50

1 68kwh Battery Credit -$19,500.00 (19,500.00)

1 Pivot Seat-Blue $1,850.00 1,850.00 

1 Storage Bin $850.00 850.00 

.

Class Z - Base Price $101,767.48

***SOURCEWELL CONTRACT # 081325-CRE*** Published Options $10,578.10

Non-Published Options -$16,800.00

Total $95,545.58 $20,378.10

Doc Prep Fee $85.00

. The Non-Taxable Amount is the ADA Equipment in the Base and Added as Options Non-Taxable $20,378.10

. The Taxable Amount Includes the Mobility Rebate of $1,000.00 For Ford Chassis Taxable Amount $75,252.58

. 484 Tax Total $8,089.65 10.750%

. Sub-Total $103,720.23

. DMV E-File Fee: $33.00

. DMV Fee $1,150.00 (Estimated)

. Tire Fee $12.25

. 0 Local Delivery $0.00

. 92845.58 Total $104,915.48

Number of Units 1

Final Total $104,915.48

bcooney@elcerrito.gov 909-731-5274

Description

Published Options

7007 Moeser Lane Blue

El Cerrito, CA 94530 Grey Altro Floor

City of El Cerrito

510-559-7008 JR Castro

Bridget Cooney

Class Z1  - Z-1 E-Transit 5/1/2026

Level 4

PER THE PURCHASING COOPERATIVE, PRICING SUBJECT TO CHANGE DUE TO PPI (PRODUCER PRICE INDEX) ESCALATION 
AND/OR MANUFACTURER PRICE INCREASES.                                                                                                                                                            
PLEASE CONTACT YOUR SALES REPRESENTATIVE TO CONFIRM QUOTED PRICING IS STILL VALID PRIOR TO ISSUANCE OF 
PURCHASE ORDER.

Class Z1 - Z-1 E-Transit (Basic) 109" Hiroof EL W3X 148" WB 6+copilot, driver and WC

84 - WC Lift installed behind curbside rear axle (Pending Altoona test or concurrence testing 
is not necessary 

Non-Published Options

Braun Side Rear

Class V 1 OF 1 4/30/2026

mailto:bcooney@elcerrito.gov
mailto:bcooney@elcerrito.gov


 

EL CERRITO RECREATION | 7007 MOESER LANE, EL CERRITO, CALIFORNIA 94530 | ELCERRITO.GOV/RECREATION | (510) 559-7000 

 

 

 
Annual Easy Ride Enrollment Packet 2026 
 
To remain active in the Easy Ride Senior & Disabled Paratransit Service, you 
will need to complete and return your forms annually. Your prompt attention 
ensures we can continue providing safe and reliable service. 
 
Renewal Checklist 
 
Step 1: Review Your Renewal Packet 
Ensure your packet includes:  

✓  Updated Program Forms 

✓  Annual Liability Waiver 

✓  Assistive device information (cane, walker, wheelchair, scooter, ramp 

needs, Personal Attendant, etc.) 

✓  Emergency contact confirmation 

 
Step 2: Complete the Forms 

✓ Fill out all required forms. 
✓ Need help? Call 510-559-7000 or email recreation@elcerrito.gov for 

assistance. 
 
Step 3: Submit Your Renewal Forms 
You may submit forms:  
  

• By mail:  
o El Cerrito Community Center, Attention: Easy Ride Renewal, 

7007 Moeser Lane, El Cerrito, CA 94530 

• By email:  
o recreation@elcerrito.gov, subject: Easy Ride Renewal 

• In person at: 
o Recreation Office, 7007 Moeser Lane, M-Th, 9 a.m.-5 p.m. 

 
Step 4: Maintain Eligibility 

 
✓ Take at least one ride every six months to remain eligible in the 

program. 
 
Step 5: Office Location & Hours  

• Recreation Office: 7007 Moeser Lane, El Cerrito 
 

• Hours: Monday – Thursday, 9am – 5pm. 
 
 

mailto:recreation@elcerrito.gov
mailto:recreation@elcerrito.gov


CITY OF EL CERRITO PARATRANSIT SENIOR & DISABLED TRANSPORTATION 
 

   

  7007 MOESER LANE || EL CERRITO, CA 94530 

PHONE: (510) 559.7000 || Email: recreation@ci.el-cerrito.ca.us 

 

 

   Full Name: __________________________________________________________________________ 

       Last                                                        First                                                  Middle Initial 

 

   Address: ___________________________________________________________________________ 

            Street Address                                                        Apartment/Unit # 

 

    City: _________________________

 

   State: _________ 

 

     Zip Code: _____________________

    Home Phone: _________________________     Cell Phone: __________________________________   

    Date of Birth: ______________________________ email: ________________________________________________ 

Emergency Contact Information: 
 

Name: ____________________________ Relationship:  _______________________________________ 

Address & Phone Number: __________________________________________________________________ 
 

Verification of Personal Care Attendant:  
 
I certify that due to my disability. I require the service of a personal care attendant to assist me on a regular 
basis and travel with me on shuttle. I understand that fraudulently claiming to travel with an attendant to avoid 
paying a fare for a companion may result in suspension of service. 
 

Brief explanation how attendant will assist you:  ___________________________________________ 
 
_________________________________________________________________________________ 
 
Attendant Name & Contact: ___________________________________________________________  
 

Personal Care Attendant’s Signature: ___________________________________ Date: ___________

Applicant Information 

If applicant is 18 and older but under 65 years old, it is required to submit a doctor’s note verifying medical 
disability. Please check the box stating you have included the documents with the application. 

 
Check Box if Documents Are Attached    

 
To determine if applicant is an El Cerrito resident a photo I.D. or a utility bill with current address is required. 

Please check the box stating you have included the documents with the application. 

 
Check Box if Documents Are Attached    

 

Office use only:         Resident           Lunch Program           Volunteer        Staff Initial: _________       

Entered Date: _________     First time           Renewal      



CITY OF EL CERRITO PARATRANSIT SENIOR & DISABLED TRANSPORTATION 
 

 

7007 MOESER LANE || EL CERRITO, CA 94530 
PHONE: (510) 559.7000 || Email: recreation@ci.el-cerrito.ca.us 

 

 
Gender Identity: 

Female              Male            Gender Expansive           Decline to state   

Race: 

White          Black or African American         American Indian or Alaska Native      

  Asian       Native Hawaiian or Other Pacific Islander          Decline to state  

Ethnicity: 

Hispanic or Latino          Not Hispanic or Latino      

 

 

I, the undersigned, to the extent permitted by law, waive, release, and discharge any and all claims for personal 
injury, death or property damage that is a direct result of or is in any way connected or associated with my 
participation in the City of El Cerrito Recreation Department’s Easy Ride Paratransit Senior and Disabled 
Transportation Program. To the extent permitted by law, this agreement is intended to discharge the City of El 
Cerrito, including but not limited to its Recreation Department, and all of El Cerrito’s officers, employees, agents 
or contractors from any and all liability arising out of or in any way connected with the transportation of myself 
including such liability which may arise out of the negligence or carelessness on the part of persons or entities 
mentioned above, except as provided herein.   
 
Behavior Policy: I understand that I am expected to follow all rules established by the City of El Cerrito and must 
be able to follow instructions specific to the health and safety of myself and others.  Any failure to comply may 
result in dismissal from the program.    
 
Photo Release: I acknowledge that the City of El Cerrito takes photographs and videotapes of its activities and 
events for publicity purposes and authorize the use of my image by the City for such purposes.  I understand I 
will not be compensated for use of photos or videos. 
 

 
I HAVE READ AND UNDERSTAND THIS RELEASE. 

 
 

                Print Name                                          Signature                                                  Date 

                                                           Personal Information 

City of El Cerrito Waiver 

 

 

 

 

 

 

 

Please select any of the following mobility aids or specialized equipment: 
 

Cane:   Walker:            Manual Wheelchair:       Electric Wheelchair:       
 

Portable Oxygen Tank:       Service Animal:        Electric Scooter:               
 
  Other: _____________________________ 

 
I understand and acknowledge that my mobility device is within the dimension capacity of 42 inches’ long, 30 inches’ 
wide and is weight limit of less than 600 pounds.  

 
Signature: ____________________________________   Date: ___________________________                     



El Cerrito Recreation Department       recreation@ci.el-cerrito.ca.us 
El Cerrito Community Center        Phone: (510) 559-7000 
7007 Moeser Lane, El Cerrito, CA 94530      www.el-cerrito.org/recreation 

 
CONTINUE TO NEXT PAGE, SIGNATURE(S) REQUIRED      

 

Annual Liability Waiver 
Effective Dates: January 1, 2026 through December 31, 2026 

This liability waiver covers all activities, classes, camps, and programs provided by the City of El Cerrito 
Recreation Department from January 1, 2026 through December 31, 2026. 

Additional waivers, permission slips, or other forms may be required for specific programs and services. 
Participant’s Information 

Minors can only be registered by their legal guardian(s). Each person aged 18 and over in the household, listed 
in the Participant’s Information below, must sign and date this form. Use one line for each person and class. 

First & Last Name Date of Birth 
(mm/dd/yy) 

Gender 
(optional) 

1.   

2.   

3.   

4.   

5.   

Household Information – Primary Contact 
 
Parent/Head of Household:              
     (Last Name)     (First Name) 
 
Street Address:         City:      Zip:    
 
 
Primary Phone: ( )     Additional Phone: (  )     
 
 
Email:                 
 
 
Emergency Contact Name:              
     (Last Name)     (First Name) 
 
Emergency Contact Phone: (  )     Relation:       
 

Policies & Liability Release 
REFUNDS, CANCELLATIONS & TRANSFERS POLICY: I understand that cancellations, transfers and/or refunds by 
participants will only be permitted with two weeks’ notice (unless otherwise specified), except for medical 
reasons supported by a doctor's note. All cancellations and transfers will incur a $26 fee. Cancellation fee is 
subject to change every July 1st.  
I understand the City has the right to cancel or change programming based on inclement weather, mosquito 
spraying, poor air quality and/or any other natural factors that may alter outdoor programming. I further 
acknowledge and agree that the City reserves the right to cancel the programming if, in the City’s sole 
discretion, circumstances beyond its control including, without limitation, acts of the government, riots, fires, 
floods, or other casualty, epidemics, earthquakes, Public Safety Power Shut Offs, or unusually severe weather, 



 

 

necessitate such a cancellation. The City shall provide notice of cancellation under this provision as soon as is 
practicable and will provide a refund, if applicable.  
The City is not responsible for children following the dismissal of a program (except as otherwise noted in 
specific program areas).  
BEHAVIOR POLICY: I understand I, and the above named minor participant(s), am expected to follow all rules 
established by the Recreation Department and class instructors/staff. Failure to comply may result in dismissal 
from the program without a refund.  
EMERGENCY PROCEDURE: I understand that in the case of a medical emergency, 911 will be called and I, or 
the above-named minor participant(s), may be transported by ambulance to a nearby hospital at the discretion 
of emergency personnel. The City is not responsible for any costs incurred.  
CONSENT TO PHOTOGRAPH, FILM OR TAPE: I agree to have photographs, films, or tape recordings taken of 
me or the above-named minor participant(s) registered under my signature while participating in City of El 
Cerrito programs and I permit these photographs, films, or tapes to be released for use in publications, 
promotional materials, web site, and for other public information purposes by the City of El Cerrito only.  
LIABILITY RELEASE: To the greatest extent permitted by law, the undersigned shall hold harmless, defend and 
indemnify the City of El Cerrito and its subordinate and affiliated agencies, officers, officials, employees, 
sponsors, instructors, contractors and volunteers (collectively “Indemnities”) from and against any and all 
liability, loss, damage, expense and costs (including without limitations costs and fees of litigation) of every 
nature arising out of or in connection with the participation by any of the above-listed Participants in any 
activity for which such Participant is being registered, except such loss or damage which is caused by the sole 
negligence or willful misconduct of the Indemnities. Furthermore, I hereby agree that I, my successors and 
assignees will not make claim against, sue, attach the property of, or prosecute any of the Indemnities for any 
injury, liability, loss, damage, expense or costs arising out of or resulting from participation by any of the 
above-listed Participants in any activity, class, camp, or program through the El Cerrito Recreation Department, 
for which such Participant is registered between January 1, 2026 to December 31, 2026.  
If any Participant named above is a minor, I certify that I am the legal parent or guardian of the above 
participant or otherwise authorized to execute this form on his/her behalf that he/she is in good physical 
condition and I give my permission for him/her to participate in the City of El Cerrito Recreation activities, 
classes, camps, and programs. A signature is required by each adult Participant on this form. One authorized 
parent/guardian may sign for all minors. I understand that I am authorized to sign this form on behalf of all 
Participants listed above. 
Participant waives and releases the City from any and all claims, causes of action, allegations, or assertions that 
may arise relating to infection of any person by any communicable disease that occurs, or is alleged to occur, 
during the Activity(ies). Participant also agrees to defend, indemnify, and hold the City of El Cerrito harmless 
from any and all claims, causes of action, allegations, or assertions made against the City of El Cerrito or El 
Cerrito Indemnities arising from or relating to actual or alleged communicable disease infection(s) occurring 
during the Activity(ies), except where caused by the sole negligence or willful misconduct of the City of El 
Cerrito.  

Signatures of Adult(s) in Household 
SIGNATURE INDICATES AGREEMENT TO AND UNDERSTANDING OF POLICIES AND RELEASE LISTED ABOVE. 

 
Printed Name:   __ _______ Signature:  _______  _________ Date:    
 

Printed Name:   __ _______ Signature:  _______  _________ Date:    
 

Printed Name:   __ _______ Signature:  _______  _________ Date:    
 



 Easy Ride Senior & Disabled
Transportation Service 

Do you live in El Cerrito? Are you 60 or older, or an
adult with a disability? Need transportation? 

We are here for you! Easy Ride provides low cost rides
within El Cerrito city limits, by appointment. --------------------------------------------------------------------------------

Call (510) 559-7000 or email 
recreation@elcerrito.gov

City of El Cerrito

El Cerrito 
Residents
Ages 60+







El Cerrito 
Residents Only

Ages 60+
 or 18+ with 
a disability

M - Th 
9:30am-3pm

$2 per ride 

CLICK HERE to download the application
Call (510)559-7000 or email recreation@elcerrito.gov

E A S Y  R I D E
Senior & Disabled

Transportation Service

New expanded service area includes
limited locations outside El Cerrito:
Sutter East Bay Medical Center &
Albany Oral Surgery in Albany as well
as Pacific East Mall, Costco, Grocery
Outlet and Target in Richmond.

Rides available to:
Run errands, go shopping, for
medical & personal appointments,
to attend classes, make social visits,
and more! Rides anywhere within El
Cerrito city limits. 
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FORM B: Narrative 
Measure J Paratransit Program 15/20B Claim 

FY 26-27 Project Description 
CITY OF RICHMOND 

SECTION A: SERVICE OVERVIEW  

 

1. Types of Service 

The City of Richmond proposes to continue three programs that enhance the mobility of 

seniors and the disabled.  These include a paratransit van program, a ride-hailing program, 

and a microtransit shuttle program.   

 

2. Description of Programs, Performance, Audit, and Richmond Improvement Plan 

Paratransit Van  
The R-Transit van program provides door-to- door demand-response trips for seniors (age 
55+) and individuals with disabilities (age 18+) who live in Richmond, North Richmond, 
Kensington, and El Sobrante, subject to the City’s review and acceptance of supporting 
documentation.  R-Transit’s service area extends beyond our client’s communities and 
include the cities of El Cerrito, San Pablo, and Pinole, and the unincorporated communities 
adjacent to Richmond.   

 

Services are provided Monday through Friday, 8:30 am to 5:00 pm.  Reservations can be 
made up to thirty days in advance.  Same-day service is available. Rides cost $4 per trip or 
$5 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 (0.5 FTE). When 
needed, the City has access to an outside vendor (Trans Metro) 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.  

 
The R-Transit van program uses the data management system by Via to schedule rides and 

collect information. Via’s Paratransit Solution consists of integrated rider, driver, and 

operator tools to help maximize on-time performance, minimize missed trips, and reduce 

costs per passenger. The software provides data to enable the City to address compliance 

and efficiency requirements while balancing unique community challenges and individual 

rider needs.  

 
Each month the City compiles a report that includes client, performance, and financial data.  
That report is reviewed during the regular meeting of the City’s transit team to identify and 
address issues, and determine how we can use the date to make informed decisions to 
meet patron needs. 

 

Ride-Hailing  
Individuals who are registered in the R-Transit paratransit program can qualify for the City’s 
ride-hailing curb-to-curb service.  An applicant uses a smart phone or similar device to 
download the company’s app and completes the application on-line.  Once enrolled clients 
may schedule rides immediately.  The sole ride-hailing company has been Lyft.  Clients 
receive up to 40 rides per month for a fixed cost of $3.00 per ride.  Low-income clients ride 

https://www.ci.richmond.ca.us/2880/R-Transit-Paratransit
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for free.  The service is available 24 hours per day, 7 days per week and may be used to 
travel anywhere in the R-Transit service area and the Contra Costa Regional Medical 
Center, the Veterans’ hospital, and government offices in Martinez.  Staff also reviews 
program monthly data provided by Lyft and has access to Lyft staff to discuss needs. More 
information about Lyft is available at: https://www.ci.richmond.ca.us/3747/R-Transit-with-
Lyft.  

 
Each month a report is compiled that includes client, performance, and financial data.  That 
report is reviewed during the regular meeting of the City’s transit team to identify and 
address issues. In FY 2024-25, LYFT provided approximately 26,000 one way passenger 
trips. We are on track to exceed that amount in FY 2025-26 and anticipate the trend to 
continue in FY 2026-27. The City has seen a consistent interest and uptick in the number of 
eligible participants that are interested in using LYFT instead of or in addition to the van 
service. City staff often hear from seniors how much they appreciate the LYFT program and 
how it allows them the freedom and flexibility to move around the City. 

 
Microtransit 
Richmond Moves is an on-demand public shuttle service designed to reduce pollution 
caused by greenhouse gas emissions.  The entire fleet of vehicles are plug-in hybrid electric 
vans, including wheelchair accessible vans, operated by the City’s contractor, Via 
Transportation.  The service is available to the public age 13 and older for trips that begin 
and end within the service area.  During the past 4 years this area has expanded and now 
covers the entire City of Richmond.   

 
Services are provided Monday through Friday from 7:00 am – 7:00 pm.  Rides cost $2 and 
are free for students and seniors 55 and older.  Rides are booked through the Richmond 
Moves app., or by phone.  More information can be found at 
https://www.ci.richmond.ca.us/4199/Richmond-Moves-On-Demand-Shuttle. 

 
Richmond Moves uses the data management system by Via to collect information. The 
system enables the City to monitor the performance of the program and to identify and 
address issues.  Each month a report is compiled that includes performance and financial 
data.   
 
While the service is primarily “corner-to-corner”, “door-to-door” service is provided to 
wheelchair riders. Due to different pricing options and larger window of time travel ,the 
Richmond Moves program is an attractive alternative and/or supplement to the R-Transit 
van program. The wheelchair rides are equal in the quality of service provided through the 
R-Transit van program. In FY 2024-25, Richmond Moves provided approximately 2,300 trips 
to individuals using wheelchairs. Currently, Via is unable to provide the number of seniors 
that utilize the service, so the 2,300 wheelchair boardings does not include seniors (not 
using wheelchairs) that use this service. We anticipate reaching or exceeding the 2,300 
metrics in FY 2026-27. 
 
Monitoring Performance 
A monthly report is prepared that includes performance and financial information for each of 
the City’s three mobility programs.  That information is reviewed by the members of the 
transit team and provided to the City’s management.  The raw data for the monthly reports 
comes from the Via Operations Center, the Lyft transactional report, the fiscal report for the 
City’s Transportation Operation Fund, the invoices from Trans Metro, Lyft, and Via 
Transportation, and a customer service report from City staff. The raw data is filtered and 
consolidated to create a monthly report that enables staff to monitor the operational and 
fiscal performance of the mobility programs.   

https://www.ci.richmond.ca.us/3747/R-Transit-with-Lyft
https://www.ci.richmond.ca.us/3747/R-Transit-with-Lyft
https://www.ci.richmond.ca.us/4199/Richmond-Moves-On-Demand-Shuttle
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CCTA Audit and Improvement Plan  
In fiscal years 22, 23, and 24 Richmond’s Measure J funds were withheld due to issues with 

the City’s claims. To address these issues the CCTA conducted an audit of the City’s 

paratransit program. The audit identified improvements that led to key deliverables and 

performance targets. Throughout 2025 the City worked diligently on making improvements. 

Over a 12-month period the City submitted to the CCTA staff monthly performance reports, 

and quarterly progress reports.  The final progress report is included in the Appendix. In 

2026 the City worked with the CCTA staff to complete a formal review of the deliverables 

and the performance targets.  In April the Accessibility Advisory Committee considered the 

City’s accomplishments and approved the release of 75% of the withheld Measure J funds 

now, and the remaining 25% when two pending items are completed. The pending items 

include the actual deployment of new 8-passenger EV vans and obtaining the City’s analysis 

of options in the delivery of van service. 

3. Staffing 

There are 4.5 full-time equivalent positions that directly deliver the services funded by 

Measure J, as shown in the chart below.  Another position, the Project Coordinator, once 

hired, will provide administrative oversight of the Measure J funded programs.  

 

Position Total FTEs Total PTEs 

R-Transit Drivers 2.0  

Dispatch  0.5 

Paratransit Coordinator 1.0  

R-Transit Driver Lead worker 1.0  

 

4. Administrative Position 

The Project Coordinator position was recently created in the Department of Public 
Works to lead the Transportation Services Division (Funded through General Fund).  
The City is currently in the process of filling this position.  Responsibilities include the 
overall operations, funding, and financial management of the City’s mobility programs 
(R-Transit van, R-Transit ride-hailing (aka Lyft) and microtransit (aka Richmond Moves)), 
EV accessibility, bicycling, walking, parking, and other related services. In addition, the 
R-Transit program is also supported by an administrative team within Public Works that 
help with contracts, budgets, etc.  These positions are not currently funded through 
Measure J funds but provide immeasurable support to the program. The Transportation 
Services Website is at https://www.ci.richmond.ca.us/2876/Transportation-Services. 

    
5. City Cost Pool 

The City’s support staff and a reserve for general liability are funded through a cost pool 

system.  The responsibilities of the support staff are in the areas of human resources, 

finance, information technology, facilities maintenance, equipment services, city manager 

office, city clerk and city attorney. For fiscal year 2025-26 the cost pool for Measure J was 

capped at $67,950 for administrative support and $67,950 for general liability. The total of 

$135,900 was 11% of the $1.23 million Measure J claim. This amount offsets overage in 

cost pool in fiscal year 2024-25. The cap for fiscal year 2026-27 will be $71,400 for general 

liability and $102,049 for administrative support. 

 

https://www.ci.richmond.ca.us/2876/Transportation-Services
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6. A. Map of the R-Transit service area  

 
 

B. Table showing who, geographically, is eligible to ride service and the service areas 

Program Residence of Client Service Area 

R-Transit Van Richmond, North Richmond, 

Kensington, and El Sobrante 

Client’s community and the cities 
of El Cerrito, San Pablo, and 
Pinole, and the unincorporated 
communities adjacent to 
Richmond.   

 

R-Transit TNC 

(Lyft) 

Richmond, North Richmond, 

Kensington, and El Sobrante 

Same as R-Transit Van plus the 

Contra Costa Regional Medical 

Center, the Veterans’ hospital, and 

government offices in Martinez.   

Richmond Moves Anybody who is at least 13 

years old 

 

City of Richmond 

 

SECTION B: SERVICE DESCRIPTION (MIN. 300 WORDS) 

 

7. Potential Service Changes   

Richmond’s existing paratransit service, as described in Section A, was continuously 

monitored and evaluated throughout Fiscal Year 2025-26.  A key indicator of the service’s 

success is the growth in the paratransit ridership of 14% (all programs) from fiscal year 

2024-25 to fiscal year 2025-26.  The City plans to start Fiscal Year 2026-27 with the existing 

trio of programs including (1) the R-Transit Van, (2) the R-Transit Ride-Hailing (aka Lyft), 
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and (3) the Wheelchair Van component of the microtransit shuttle (aka Richmond Moves).  

With, however, the overall growth in ridership and the constraints in available funding, the 

need to deliver rides as efficiently as possible has become even clearer.   

 

There is a significant difference between the cost per ride between the three programs.   For 

the R-Transit Van program the cost is above $200.  For the Lyft program the cost is 

approximately $11.  And for the wheelchair van component of the Richmond Moves program 

the cost is estimated to be $60.  Based on a recent assessment of its paratransit service, 

the City plans to engage all stakeholders in the discussion of options in the delivery of the R-

Transit van program.  To the extent that service delivery changes affect the Fiscal Year 

2026-27 Measure J claim, the City will inform and engage, as needed, the Contra Costa 

Transportation Authority and/or the West Contra Costa Transportation Commission.  It is 

envisioned that any change would result in a lower cost per ride and therefore the ability to 

provide more rides.         

 

8. Use of Unspent Measure J Funds (past three funding cycles) 

During the past three funding cycles, Richmond did not receive Measure J program 15 or 

20B funds for FY 2024 (see the above section titled CCTA Audit).  For fiscal years 2025 and 

2026 the City was awarded its full allotment of Measure J program 15 and 20B funds. Up to 

$70,000 is projected to be unspent at the end of FY 2026.  The actual ending balance, if 

there is any, will be used for services in FY 2027.       

 

SECTION C: STAFF TRAINING 

 

9. Initial Training of Paratransit Staff   

Richmond’s R-Transit drivers and dispatcher have worked for over 10 years each, are 
experienced and have great rapport with their clients.  If Richmond were to hire new staff, 
the training plan would include: 

• Onboarding with Human Resources to review city policies and procedures  

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

• 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 and Richmond Moves programs 
and outreach.  

• In-depth training on the Via Operations Center system 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 must 
take mandatory anti-harassment training.  
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10. On-going Training and Certification of Staff  

City employees who drive as part of their jobs must have appropriate driver’s licenses and 
certifications and be in good standing with the Department of Motor Vehicles.  The City is 
currently working with the drivers to obtain a P-Certification, to drive the 8-passenger EV 
vans.   
 
City employees who drive as part of their jobs must have appropriate driver’s licenses and 
certifications and be in good standing with the Department of Motor Vehicles. All drivers are 
in enrolled in the DMV Pull Notice program. The City is currently working with the drivers to 
obtain a P (Passenger) Endorsement, to drive the 8-passenger EV van. The City also 
provides safety trainings pertaining to defensive driving and other related safety protocols.  
https://www.ci.richmond.ca.us/1123/Table-of-Contents#docaccess-
a2f5094be1099c7dc3681c7251e0d973928032a6139ff302baccbe7b3b8a2301 

 

11. Customer Service Training  

There is no paratransit specific training for customer service staff. However, when available, 
staff receive city-wide training provided through Richmond’s Human Resources Department 
tailored to staff that work out in the field.  Paratransit staff work in cubicle settings, which 
allow experienced staff to listen to and critique customer interactions, if necessary.   

 

SECTION D: SAFETY, LIABILITY & INCIDENT MANAGEMENT 

 

12. Insurance Coverage 

City vehicles have automobile insurance that covers passengers and city staff.  
 

13. Drug and Alcohol Protocol   

The City performs random drug and alcohol testing in accordance with State of California 
Department of Transportation Protocol . There is drug and alcohol testing if there is an 
accident.  
 

14. Handling of Accidents and Incidents 

Following a traffic crash involving a paratransit vehicle an incident report is filed with the 
Risk Management Division and the City Attorney’s Office.  All City employees are provided 
with incident report documentation and open lines of communication with the City’s Human 
Resources and Risk Management staff. https://www.ci.richmond.ca.us/1123/Table-of-
Contents#docaccess-0a88ff96eccb6cb63cfd1fa8203785c4 
 

15. Vehicle crashes in FY 2025-26 

There were no reported crashes involving paratransit vehicles in FY 2025-26.  

 

SECTION E: SERVICE AWARENESS (MIN. 250 WORDS) 

 

16. Promotion and Marketing   

All services (R-Transit van and ride-hailing and Richmond Moves) are marketed through 
numerous outlets. Transportation services are shared by word of mouth, the Richmond City 
Manager’s Weekly Report, through WCCTC, the City of Richmond’s websites, 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, City senior centers 
and other local community facilities. City staff has presented information to seniors through 
virtual and/or in-person sessions. Information is also shared with the community at City 

https://www.ci.richmond.ca.us/1123/Table-of-Contents#docaccess-a2f5094be1099c7dc3681c7251e0d973928032a6139ff302baccbe7b3b8a2301
https://www.ci.richmond.ca.us/1123/Table-of-Contents#docaccess-a2f5094be1099c7dc3681c7251e0d973928032a6139ff302baccbe7b3b8a2301
https://www.ci.richmond.ca.us/1123/Table-of-Contents#docaccess-0a88ff96eccb6cb63cfd1fa8203785c4
https://www.ci.richmond.ca.us/1123/Table-of-Contents#docaccess-0a88ff96eccb6cb63cfd1fa8203785c4
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events such as Juneteenth and Cinco de Mayo. Below are some examples of outreach 
events:  

• Commission on Aging meetings  
• Fred Jackson Community Senior Heritage Center  
• North Richmond Senior Center  
• Richmond Senior Center  

 
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.  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. The RNCC meets once a 
month for an update on all City information.   

A new “Paratransit Outreach Plan” and a “Client Orientation Guide” in both English and 
Spanish were developed in 2025.  Please see Appendix.  Spanish translation is currently 
being provided in person and by phone. 

17. Public-Facing Promotional Materials 

The web addresses for Richmond’s paratransit services are listed below. 

R-Transit Van https://www.richmondca.gov/3129/R-Transit-Paratransit 

R-Transit Lyft https://www.ci.richmond.ca.us/3747/R-Transit-with-Lyft 

Richmond Moves https://www.ci.richmond.ca.us/4199/Richmond-Moves-On-Demand-Shuttle 

 

18. Material Available in Spanish 

The Client Orientation Guide was translated into Spanish in 2025.  
 

19. Need for Additional Translations 

We currently do not have plans for further translations but will address any need that is 
brought to our attention.  

 

SECTION F: RIDER FEEDBACK (MIN. 250 WORDS) 

 

20. Most Common Complaints  

The most common complaint relates to late or missed pick-ups.  There are, however, very 

few complaints due to the overlap of services provided through the City’s R-Transit van 

program, R-Transit ride-hailing program, and the Richmond Moves microtransit program.      

 

21. Rider Feedback of City Service 

R-Transit van riders have the option of registering their complaints through an on-line 
survey, through phone calls or emails with operations and administrative staff, and in-person 
conversations with drivers.  Most complaints are handled immediately by city staff or 
contractor (Trans Metro).  For those complaints that are not immediately handled the 
complaint is recorded and included for review in the regular meeting of the transit team, 
where appropriate action is determined and assigned to staff.  For the van program the total 
number of complaints per client boarding ranges between 0% to 2% per month.   
 

https://www.richmondca.gov/3129/R-Transit-Paratransit
https://www.ci.richmond.ca.us/3747/R-Transit-with-Lyft
https://www.ci.richmond.ca.us/4199/Richmond-Moves-On-Demand-Shuttle


Page 8 of 10 

 

R-Transit ride hailing riders have the option of expressing their complaints directly with the 
provider – Lyft.  The riders also have the option to express their concern directly with the 
City staff.  Staff will then consult with Lyft.   
 

Richmond Moves wheelchair van riders have the option of completing a rating of their 
experience following each ride.  About one-half of the wheelchair riders complete the rating 
that is reviewed by the program provider, Via Transportation.  The rating, on a scale of 1 to 
5, with 5 being the highest, ranges between 4.6 and 4.9 each month.   The riders also have 
the option to express their concern directly with the City staff.  Staff will then consult with Via 
Transportation.   
  

The above information is reported in the monthly progress report that is reviewed by City 

staff.   

 

22. Impact of Rider Feedback 

In the R-Transit van program the City’s contractor (Trans Metro), who provides trips when 

the City is unable to, was either late or did not pick-up riders on several occasions in one 

month. Following the City’s investigation the service issues were addressed and the on-time 

and no-show performance improved.   

 

23. Advisory Bodies 

The Commission on Aging (COA) hosts monthly meetings.  Each member of the City 
Council has an appointee on the Commission.  Upon request, City transportation staff 
will attend a Commission meeting to provide an update on paratransit services. 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.  The Richmond Neighborhood Coordinating Councils (RNCC), a body that 
includes representatives from the City’s 20+ distinct neighborhood councils, is notified of 
information that needs to be shared. 
 

24. Rider Feedback of Vendor Service 

We have three vendors delivering services on the City’s behalf. They are advised to report 
any complaints that they cannot resolve to City staff. In addition, riders can contact the City 
staff directly.  The City vendors include Trans Metro (back-up van service), Via 
Transportation (microtransit van shuttle), and Lyft (ride-hailing).  For the R-Transit programs 
(van and ride-hailing) and the Richmond Moves Wheelchair Van service, all complaints that 
cannot be handled by the contractor are forwarded to the City staff.  
 

SECTION G: PROGRAM 20B WEST COUNTY OPERATORS NEED (MIN 250 WORDS) 

 
1. Service Overview and Justification 

The Richmond ride-hailing program is a continuing service that started through Program 
20B funds.  It offers all registered R-Transit 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 medical and government facilities in 
Martinez.  A map of the service area, except Martinez, is shown in Section 6 of this claim. 
    
To register with Lyft, an applicant enrolls through the Lyft portal or receives assistance from 
R-Transit staff.  Once approved (normally 3 - 5 business days), Lyft will provide the new 



Page 9 of 10 

 

client with a secure ridership code that recognizes them in the Lyft program as a recipient of 
the City’s reduced rates. 
  
Clients use 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. Clients pay $3 for one-way trips, while the city picks up the remaining 
balance up to a maximum of $20 for each one-way trip.  For low-income residents ($50,000 
or less annual income), there is no co-payment.  Clients are allocated a maximum of 40 
rides per month.  
 
The ride-hailing service attracts a broader range of clients than the R-Transit van program 
by offering 24-hour, 7-day a week service, including holidays, and lower or no fares.  It is a 
curb-to-curb service and does not include wheelchair vans.   
 
Referrals from satisfied customers and “word of mouth” have been and continue to be the 
best forms of marketing.  Ride-hailing brochures are available at senior centers, government 
offices, senior housing complexes, doctor/dentist offices and other sites seniors frequent.   
The Lyft website is at https://www.ci.richmond.ca.us/3747/R-Transit-with-Lyft.  

 
Based on the actual ridership in FY 2025-26 to date, it is estimated that the annual ridership 
in FY 25-26 will be 30,500.  The City subsidy is estimated to be $337,000, which equates to 
$11/ride.  The “added value” of this program is that it goes beyond the baseline of the 
traditional van program at an extraordinarily low cost.  Program 20B funds are needed to 
continue the ride-hailing program.    

 
2. Ride Hailing Program Performance 

The chart below shows the projected performance for FY 25-26, based on the actual data to 
date. 
 

Activity Description Projection 

Clients  Residents in the City of Richmond and the unincorporated 
areas of North Richmond, El Sobrante, and Kensington who 
are eligible for the Lyft program  

690 

Number of 
clients that 
used service 

Sum of Richmond and unincorporated clients who used 
service 520 

Client 
boardings 

A count of each time a client boards a vehicle to complete a 
one-way trip 

30,450 

Low-income 
client 
boardings 

Client boardings that are low income and are exempted from 
fare 16,780 

Co-pay client 
boardings 

Client boardings that are co-pay 
13,670 

Average 
passenger 
trip distance 

Total revenue service miles divided by the total passenger 
boardings  3.1 

Cost of 
service 

Lyft's total revenues from service (payment from clients and 
subsidy from City) 

$387,160 

City subsidy 
of service 

City's total subsidy for Lyft service 
$336,980 

City subsidy 
of 

Total subsidy of program divided by total number of client 
boardings 

$11.07 

https://www.ci.richmond.ca.us/3747/R-Transit-with-Lyft
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service/client 
boarding 

 
3. Budget and Sustainability 

The following chart includes the breakdown of how Program 20B funds will be used 
alongside other funding sources.  

 

Funding Source Use Amount of Funding 

FY 2026 Projected FY 2027 Estimate 

Measure J Program 20B R-Transit Ride-Hailing $332,602 $341,092 

Measure J Program 15 R-Transit Van $898,982 $932,593 

Fares $10,350 $10,500 

Grants Richmond Moves 
Microtransit 

$1,250,000 $1,250,000 

Other (new) 400 400 

Total  $3,742,334 $3,784,585 

 
The long-term sustainability of the above programs, along with modifications in the delivery of 
services will be evaluated by the City, as described in the above item 7 in this claim.  In 
summary the City plans to start Fiscal Year 2026-27 with the existing trio of programs including 
(1) the R-Transit Van, (2) the R-Transit Ride-Hailing (aka Lyft), and (3) the Wheelchair Van 
component of the microtransit shuttle (aka Richmond Moves).  With, however, the overall 
growth in ridership and the constraints in available funding, the need to deliver rides as 
efficiently as possible has become even clearer.   
 

There is a significant difference between the cost per ride between the three programs.   For the 

R-Transit Van program the cost is above $200.  For the Lyft program the cost is approximately 

$11.  And for the wheelchair van component of the Richmond Moves program the cost is 

estimated to be $60.  The City plans to engage all stakeholders in the discussion of options in 

the delivery of the R-Transit van program.  To the extent that service delivery changes affect the 

Fiscal Year 2026-27 Measure J claim, the City will inform and engage, as needed, the Contra 

Costa Transportation Authority and/or the West Contra Costa Transportation Commission.  It is 

envisioned that any changes would result in a lower cost per ride and therefore the ability to 

provide more rides.         
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Table A - Measure J Claim Summary - CITY

FY 2025
Actual

FY 2026
Projected

FY 2027                       
Estimate

Program Sources (Revenues) 100% allocation 100% allocation
Measure J Prog 15 888,115$                                898,982$                                932,593$                                

Measure J Prog 20 332,602$                                332,602$                                341,092$                                

Fares from Paratransit Service 10,466$                                   10,350$                                   10,500$                                   

Nutrition Program 226$                                       400$                                       400$                                       

TIRCP Grant 1,200,000$                              1,250,000$                              1,250,000$                              

ECIA Grant 1,200,000$                              1,250,000$                              1,250,000$                              

Other - General Fund Subsidy As Needed
TOTAL PROGRAM SOURCES 3,631,409$                              3,742,334$                              3,784,585$                              

General Administration 326,198$                                 136,000$                                 173,450$                                 

Paratransit Operations 661,866$                                 624,320$                                 913,596$                                 

Fare Subsidy - TNC (Lyft) $277,958 $350,000 400,000$                                 

Contract: Compliance with Audit 86,875$                                   114,400$                                 50,000$                                   

Micro-Transit Operations 2,400,000$                              2,500,000$                              2,500,000$                              

TOTAL PROGRAM USES 3,752,897$                              3,724,720$                              4,037,046$                              

Capital Expenditures -$                                        -$                                        -$                                        

NET OPERATING BALANCE (121,489)$                               17,614$                                   (252,461)$                               

Beginning Reserve Balance
Annual Revenue

Annual Operating Expenditures

Annual Capital Expenditures
Ending Reserve Balance

Program Uses (Expenditures)

Measure J Funds: Changes in Reserve Balance

Please review the directions for the definitions of the above terms and the appropriate formulas.



Table B - Capital Needs and Acquisition Forcast

Anticipated Purchases
FY 2024
Actual

FY 2025
Projected

FY 2026 
Estimate

FY 2027 
Estimate

None

TOTAL -$                        -$                        -$                        -$                        



Table C - Performance Indicators CITY

Activity
FY 2025
Actual

FY 2026
Projected

FY 2027               
Estimate

Total Registered Clients 706 690 750

Total Clients in Unincorporated Areas 92 90 100

Total Active Clients (last 6 months of fiscal year) 68 75 80

Total Passenger Boardings 2,812 3,520 4,500

Total Revenue Service Hours (RSHr) 1,867 2,090 2,200

Passenger Boardings per Revenue Service Hour (RSHr) 1.51 1.69 1.70

Total Revenue Service Miles (RSM) 8,053 5,900 7,000

Average Passenger Trip Distance 2.9 2.6 2.7

Number of Wheelchair Passenger Boardings 602 910 1,000

Number of No-Shows 10 8 10

Number of Cancellations 882 770 800

Number of Trip Denials 0 0 0

Percent of On-Time Performance (%) 94.0% 95.0% 95.0%

Total Passenger One Way Trips 25,825 30,500 31,500

Average Trip Distance 3.2 3.1 3.1

Number of Tickets Sold (Coupon Books for R-Transit Vans) NA NA NA

Total Value of Tickets Sold ($) (R-Transit Van) $10,467 $8,900 $9,000

Total Value of Subsidies ($)  (R-Transit Lyft) $276,804 $337,000 $341,000

One Seat Ride Program (# referred) 0 0 0

LIFE Program (# referred) 0 0 0

Total Passenger Boardings on Richmond Moves 76,106 83,000 85,000

Number of Active Wheelchair Participants (last 6 months of fiscal year) 147 42 50
Total Passenger Boarding on Wheelchair Vans 2,277 1,200 2,200

PARATRANSIT OR DIAL-A-RIDE (DAR) 

TNC (Lyft)

Please review the directions for the definitions of the above terms and the appropriate formulas.

FARES AND SUBSIDIES (ACROSS ALL PROGRAMS)

OTHER PROGRAMS (Wheelchair component of Richmond Moves Micro-transit program)

PROGRAM REFFERALS 



Table D - Rolling Stock Inventory

Vehicle 
Model Year    

Vehicle 
Description

Vehicle 
Identification

Fuel Type
Total Vehicle 

Mileage
Mobility Device 

Assist Type

Maximum 
Ambulatory 

Seating 
Capacity

Maximum 
Wheelchair 

Positions

Funding 
Source(s)

Anticipated 
Replacement Year

2011
White Dodge 

Caravan
70015 Regular Gas 99,898 Ramp 6 1 Measure J

TBD, Until Electric 
Vans are in Service, 

last qtr ~2026

2011
White Dodge 

Caravan
76993 Regular Gas 103,282 Ramp 6 1 Measure J

TBD, Until Electric 
Vans are in Service, 

last qtr ~2026
2023 Ford Transit 15790 Electric <200 Mech Lyft 8 2 ECIA 2035
2023 Ford Transit 22248 Electric <200 Mech Lyft 8 2 ECIA 2035



Table E - Unmet Needs CITY (Data for FY 2025-26)
Quantitative Qualitative

Total requests for transportation beyond current service area or route. 5 A few requests by new users not familiar with service area.  Requests 
are currently not recorded. Estimate based on known calls.

People outside your service area requesting rides 0 Very few requests.  Requests not recorded.

Number of same-day ride denials due to capacity 0 Very few requests.  Incidents not recorded.

Number of overflow rides referred to a second contracted service / operator due to 
primary service capacity (if applicable)

1,300 Applies to R-Transit Van program.  The overflow is due to availability 
of city drivers.    

Unmet demand due to vehicle or driver shortages 0 The demand is met through the "back-up" contractor, TransMetro.

Requests for on-demand / flexible routing services not currently available 0 The micro-transit shuttle service through Richmond Moves meets 
request for service and Lyft subsidy option.

Requests for improved technology (apps, scheduling systems) to access services 
more efficiently

0 Training for new staff on existing VOC.

Opportunities to improve regional coordination beyond current service 0 Open to opportunties such as certifications for drivers.

Please share any other unmet needs that are relevant (optional). Shortage in funding the Richmond Moves micro-transit shuttle 
program beginning in calendar year 2027. Please see Form B of claim 
for more details.

March 2023 FY 2023-24 Measure J Program 15 Claim



2026
CLIENT

ORIENTATION
GUIDE

R-Transit Center
450 Civic Center Plaza, 2  Floornd

Richmond, CA 94804        
Phone: 510-307-8026

R-TRANSIT



Welcome to the City of Richmond R-Transit

The City of Richmond has provided specialized transportation, called R-Transit, for seniors (55 and
older) and adults with disabilities for nearly 50 years. The term paratransit is commonly used to
describe this service. Our goal is to improve our clients access to community services and
activities, to decrease their experience of social isolation, and to enhance their abilities to live
independently.

R-Transit offers two types of paratransit services.The first is the use of specialized vans that pick-
up and drop-off clients at the doorways of a trip’s origin and destination. Trips are scheduled in
advance by city staff. The other type of service is ride-hailing (RAPID), or travel in a private vehicle
driven by its owner as part of an arrangement made using a website or app.The driver picks up
and drop-off clients at the curb of a trip’s origin and destination. Lyft is currently the company
providing this service.

Client Eligibility

You need to be at least 55 years old or be at least 18 years old and be disabled; and be a resident
of Richmond, or the unincorporated communities of North Richmond, El Sobrante, Kensington,
East Richmond Heights, Tara Hills, Bayview-Montalvin Manor, Hasford Heights, or Rollingwood. 

Where can I go?

Our clients can travel anywhere within the area shown on the below map and to the following
destinations in the City of Martinez.

1.Contra Costa Regional Medical Center (travel with ride-hailing (RAPID))
2.Veterans Hospital (travel with ride-hailing (RAPID))
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Which is the right service for you?

Specialized Van Service (R-Transit)

The specialized van service is designed for
clients who require the assistance of the
driver and/or depend on mechanical aids
such as crutches, walkers, and wheelchairs.
Van drivers will assist clients carry a small
load of personal belongings.

 Ride-hailing (RAPID) Service

The ride-hailing service is best suited for clients who
are comfortable with boarding vehicles (including
sedans and SUVs) without driver assistance.  Drivers
are not required to assist passengers in and out of
the vehicle, assist with personal belongings, or walk
passengers to their destination. Passengers who use
wheelchairs that can safely and securely fit in the
car’s trunk or backseat without obstruction of the
driver’s view will be accommodated. R-Transit
clients, or their assistant, who are able to fold and
store their wheelchair on board without the
assistance of the driver can use this service.

As a client, you can choose to use one or both services – specialized vans or ride-hailing.

Van Service (R-Transit) Ride Hailing (RAPID)

Type of Service
Door-to-door. Drivers will assist
client from/to the doorway of a
building

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

Vehicle Wheelchair accessible van Private sedan/SUV

Operating Hours M-F, 8:30 am -5 pm, excluding city
holidays

24/7

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

On demand through the Lyft app

Client Co-pay
$4/ride
$5/ride same day service

City will cover the cost that
exceeds the $3/ride co-pay up to
$20/ride. The client is responsible
for the overage.

Low income - Free Not Available
City will cover the cost up to
$20/ride. The client is responsible
for the overage.

Co-passengers Personal care attendant - free
Guest – same as Client co-pay

Personal care attendant – free
Guest - free

Method of payment Purchase of coupon books Payable directly to Lyft via Lyft
account

Limitation on number of rides None
40 rides/month (20 R-Transit / 20
RAPID)

Comparison of Services
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Step 1 - Fill out an online application to be an R-Transit client at the following address:
https://www.ci.richmond.ca.us/FormCenter/City-Manager-6/RTransit-Online-Application-43.

Step 2 - Once approved, you can begin the van service immediately. The following sections of the
Guidelines provide instructions on how to use the service. 

Step 3 - If you would like to use the ride-hailing (RAPID) service, you will register with Lyft and then
follow the instructions on the use of this service.   

To schedule a ride, dial 510-307-8026. Please have the following information ready:
Passenger First and Last Name
Requested pick-up and/or drop off time
Pick-up address and destination address.
If you will be using a wheelchair or other mobility device.
If someone will be accompanying you, i.e. care assistant or guest(s).

In the event that you desired pick up time is not available, an alternate time may be offered. The
first pick up is at 8:45 am, and last pick up is at 4:15 pm. After providing the above information, staff
will route and schedule each trip request at the time the reservation is placed. Ride confirmation
and "ready times" will be provided at the time of booking.

To avoid penalties, cancellations must be made at least one business day prior to the date of travel.
For example, if you wish to cancel a ride you scheduled for 10 am Monday morning, you must
cancel on or before 10 am on Friday. This allows the opportunity for someone else to reserve a ride.
If you fail to cancel your ride in advance, you will be charged a fee of $5.00. Should you forget or
consciously choose to forgo your scheduled ride for whatever reason, the trip will be considered a
“No-Show” and will also be charged a fee of $5.00. Any trip that is reserved the same day and is
cancelled or is a no-show will be charged a fee of $5.00.

Our drivers will assist clients board, ride and disembark from the van. Drivers, however, are unable
to provide services that exceed “door-to-door” service (e.g. go beyond the doorway into a building
to assist a passenger). Drivers cannot leave their vehicles unattended for a lengthy period and
cannot lose the ability to keep their vehicles under visual observation. Therefore, clients are
required to inform R-Transit in advance if additional assistance to board or disembark the vehicles
will be necessary.   Clients are required to notify R-Transit if they must travel with an attendant and
may be reminded to bring one along at the time of making a reservation. The same is true for
service animals.

A personal care attendant accompanying a client to and from the same origin and destination will
be allowed at no additional charge, provided R-Transit is notified at the time of scheduling the trip.
A guest is a person of any age that travels with the client but is not an attendant. The guest will be
required to pay the same cost per scheduled trip as the client. Personal care attendants and guests
must board the vehicle after the client. 

Steps to register and use R-Transit

Ride Scheduling

Cancellations

Personal Care Attendant, Guests, and Service Animals
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The pick-up area at your residence must be safe and easy to access. Drivers do not enter driveways
without prior approval. The property owner must work with the City to ensure that the driveway is
safe. Service will be provided at curbside if no safe access exists. In this instance, a personal care
attendant is strongly advised.

Wheelchairs shall not exceed 30 inches in width and 48 inches in length when measured 2 inches
above the ground; and 30 inches in height when measured 2 inches above the ground; and that
does not weigh more than 600 pounds when occupied. Wheelchairs and their users shall always
secured during boarding, disembarking, and transport operations. All wheelchairs must have
footrests. Clients who use scooter-type wheelchairs who can transfer to a vehicle seat are strongly
urged to do so during transport. It is a requirement that all clients must use a seatbelt system
regardless of if they are ambulatory or in a mobility device.

R-Transit will not transport clients in transport chairs. Transport chairs are ideal for airports, shopping
centers and are designed for safe and efficient transport with someone pushing the chair. Transport
wheelchairs are not intended for independent use by wheelchair bound individuals. The design does
not allow maneuvering by the occupant. 

Clients who need the lift to board, but are not wheelchair users, may use the lift standing
accompanied by driver. If a boarding chair is available, clients are strongly encouraged to use it. 

R-Transit is committed to providing the safest transportation service possible. As part of our safety
program, we request that clients using wheelchairs keep them in good working condition. This
means that wheelchairs must have a seat belt and properly adjusted brakes. Wheelchairs deemed
unsafe by staff will not be transported. Wheelchairs and mobility devices should be maintained and
clean.

The van program (R-Transit) utilizes a coupon system to collect fares. The cost of service is as follows:
One-way trip scheduled from 1 to 30 days in advance – coupon value of $4.00
One-way trip scheduled the same-day – coupon value of $5.00

Drivers do not accept cash and are limited to the acceptance of R-Transit coupons only. Clients can
purchase an unlimited number of coupons. The price for a coupon book is $20.00. Each book has
eight $2 coupons and four $1 coupons inside. The coupon books are non-refundable and can be
purchased in person or by mail. 

Purchase Method Location Hours

In Person: Using cash, credit
card (Visa & MasterCard), debit
card, personal check, money
order, cashier’s check, or

Cashier’s Window, 2nd Floor
450 Civic Center Plaza
Richmond, CA 94804

Monday – Friday
8:30 am – 4 pm
excluding holidays

Mail: Contact R-Transit staff at
(510) 307-8026 for
instructions

R-Transit
450 Civic Center Plaza 
Richmond, CA 94804

Accessibility at your residence

Use of Wheelchairs and the Van Lift

Payment Method
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Your feedback as to the quality of service you are receiving is very important to us. Should you have
any problems with any trip, take down the vehicle number, date and time of the incident, the driver’s
name and immediately contact the R-Transit Office at (510) 307-8026. You may also report service
compliments. Take the Paratransit satisfaction Survey:
https://www.ci.richmond.ca.us/FormCenter/City-Manager-6/Paratransit-Satisfaction-Survey-38

Service will be denied to clients, personal care attendants, and guests who engage in violent,
seriously disruptive, or illegal conduct. This includes, but is not limited to: threats; physical or verbal
abuse; unlawful harassment (including unwelcome verbal, nonverbal, or physical behavior having
sexual or racial connotations); unauthorized use of equipment on the vehicle; voluntarily and
repeatedly violating vehicle riding rules (including smoking in the vehicle, standing while it is in
motion, eating or drinking without medical indication, or defacing equipment); refusing to comply
with other requirements specified in the policies above; or providing false information in order to
qualify for certification.

Van Drivers will: 

Assist clients with safely boarding and
disembarking from the vehicle. 
Carry a single small load of packages to or
from the vehicle (i.e. two grocery bags).
Operate the vehicle and lift in a safe manner
and safely secure wheelchairs on the
vehicle. 
Keep the vehicle parked in sight if other
riders are aboard.
Collect coupons listed on their schedule or
manifest. 
Carry only riders assigned to them along
with attendants and guests who have
reservations. 
Go only to destinations listed on their
manifest or as notified by their dispatcher. 

Drivers are NOT allowed to:

Enter the client’s residence or go past the
lobby of a public building.
Perform any personal care assistance such as
assisting riders to dress. 
Take information from the rider about
cancellations or changes in the reservations. 
Lift riders or carry wheelchairs up and down
steps. 

Clients must not engage in activities which misuse the system unnecessarily using capacity that
could otherwise go to people who need rides and increasing costs.Examples of misuse include but
are not limited to failing to show up for scheduled rides (“no shows”), failing to board the vehicle
immediately upon arrival, wasting reservation-taking capacity by establishing a pattern of unwanted
trip making (excessive cancellations), or providing late cancellation notice.

A 30-day suspension will be imposed after three documented occurrences within a 30-day period
caused by conditions within the client’s control that are not related to his or her disability. Prior to
any suspension, a written warning of the proposed suspension period and the reason (s) for it will be
provided to the client. Clients who appeal against the proposed suspension may continue to ride
pending a decision on the appeal.

Complaints and comments

Disruptive Behavior

Misuse of R-Transit Services
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Service Delivery Options

R-Transit reserves the sole and exclusive right to determine whether it will deliver transportation
services using its own drivers and vehicles or contracted services. Clients will be expected to ride
on the assigned vehicle and with the assigned operator. 

City Holidays 

The van service does not operate on city holidays. The dates of the holidays can be obtained on
the web (https://www.ci.richmond.ca.us/2078/Holiday-Schedule), by calling the city at 510 -307-
8026, or sending an email to paratransitservices@ci.richmond.ca.us.

Thank You for
Considering
R-TRANSIT

Connecting People to Places

Contact Us: 
In Person or By Mail                                         
R-Transit Center                                                   
450 Civic Center Plaza, 2  Floor                                  nd

Richmond, CA 94804
        
Phone: (510) 307-8026       
Fax: (510) 307-8080
E-mail: paratransitservices@ci.richmond.ca.us
Website: https://www.ci.richmond.ca.us/3129/R-Transit-Paratransit
                                   
Hours:                                                       
Monday – Friday
8:30 am – 5:00 pm                                                 
Excluding weekends & holidays
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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.  

GOAL 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:  

- Identify 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 II 
 

TOOLS OR MEASURE TO 

ASSESS PROGRESS 
Feedback Mechanism - Establish a feedback mechanism for users to share their 
experiences and suggestions. 

MEDIA OUTLETS 

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. 
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 
for inquiries. 
Safety and Security Messaging - Emphasize the safety and security features of the 
paratransit program. Address concerns that seniors may have about using public 
transportation. 
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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 
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R-TRANSIT 

APPLICATION FOR SERVICES 
 

 

 
 

 
 

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 

  

 

 

 

 

 

REGISTER, RESERVE, RIDE & REACH YOUR DESTINATION WITH R-TRANSIT 

mailto:paratransitservices@ci.richmond.ca.us
http://www.rtransit.com/
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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: 

 
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.  
 
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 

                                                                     MALE    FEMALE 
 

SECTION I   

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: 
 

 An identification card or driver’s license 
issued by the California Department of 
Motor Vehicles. 

 An identification card or driver’s license 
issued by another state. 

 Valid Passport or Passport Card. 

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

 Richmond Municipal ID Card 
 

Provide a copy of one of the following: 
 

 Any piece of mail showing your name & 
address (i.e. utility bill) 

 Post Office (P.O. Box) addresses are not 
acceptable.  

 

SECTION II 

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

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

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

______________________________________________________________ 
 

3. 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 
 
4. 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      
 

5. If the passenger uses a wheelchair or scooter, does your residence have a ramp? 
(____)    Yes  (____)    No 

 
6. Does the wheelchair or scooter have a seatbelt? 

(____)    Yes  (____)    No 
 
7. If the passenger has a manual wheelchair, can it be folded? 

(____)    Yes  (____)    No 
 
8. Can the passenger transfer into a vehicle with minimal assistance? 

(____)    Yes  (____)    No 
 
9. Does a personal care attendant accompany you when you travel outside your home? 

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

(____)    Yes  (____)    No        
 

If yes, what is the status of your application? 
(____)   Pending (____)    Denied 

 
11. Are you currently certified with EAST BAY PARATRANSIT? 

(____)    Yes  (____)    No 
 
12. 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: 

 I am age 55 or older. Skip section below and proceed to Section V.  
  
 I 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: 

 Medicare card, federally issued red, white and blue card; 

 California DMV Disabled Placard Registration Parking placard receipt; 

 Regional Transit Connection (RTC) Clipper Card; 

 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 verify 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. I understand that I 
have the right to request a copy of this authorization, and that I 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: 

I certify that the information on this form is true and correct. I understand all information will be kept 
confidential and only information required to provide the service will be disclosed to those who perform the 
service. I 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 
I 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. I certify that I am in good 
physical condition and able to participate in the above transportation services.  
 
I agree to indemnify and hold harmless the City from and against any and all claims, except for illness and 
injury resulting directly from gross negligence or willful misconduct on the part of the City or its employees.  
 
I 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.  
 
I 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. I 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.  
 
I agree to accept all responsibility and/or fees for Lyft app user error if I choose to use the Lyft app on my 
own smart phone. I acknowledge and understand that all accidental charges will not be reimbursed.  
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I agree to abide by all rules and directions from staff, and to treat the people and facilities connected to the 
program with respect.  
 
I 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 VII 

APPLICANT CERTIFICATION 
I certify that the information in this application is true and correct.  I understand that falsification of the 
information may result in denial of service.  I 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) 
 
 



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 additional assistance of the

drivers and/or depend on mechanical aids such as

crutches, walkers, and wheelchairs can continue to use

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

RAPID and R-Transit paratransit service. R-Transit will

continue to provide service with wheelchair accessible
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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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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

registration and waiver of liability form(s) to the

upcoming workshop.
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By signing in or creating an account, some fields will

auto-populate with your information.

Please take a moment to help us improve our services.

Overall Experience

Very Satisfied

Satisfied

Neutral

Dissatisfied

Very Dissatisfied

Undecided

Thinking about your
experience during the last year,
which of the following best
describes your rating of the
services?

Very Important

Important

Moderately Important

Of Little Importance

Unimportant

Don't Know

How vital is the service to meet
you transportation needs?

Extremely Likely

Very Likely

Somewhat Likely

Not very Likely

Not Likely at all

Don't Know

How likely are you to
recommend others?

Very Frequently

Frequently

Occasionally

Rarely

Very Rarely

Never

How often do you use the
service?

Reservations

Paratransit Satisfaction

Survey

Sign in to Save

Progress

Form Center

https://www.ci.richmond.ca.us/FormCenter/City-Manager-6/Paratransit-Satisfaction-Survey-38
https://www.ci.richmond.ca.us/FormCenter/City-Manager-6/Paratransit-Satisfaction-Survey-38


Excellent

Good

Fair

Poor

Don't Know

Take a moment to think about
your experience with reserving
a ride. How would you rate the
reservation service:

Yes

No

Don't Know

In the past month, were you
able to reserve a ride for the
date and time requested?

Excellent

Good

Fair

Poor

Don't Know

Courtesy of the Reservationist
in meeting your needs:

Less than 1 minute

1 to 3 minutes

3 to 5 minutes

More than 5 minutes

Don't Know

In the last month, indicate the
length of time you had to wait
on hold before speaking to a
Reservationist:

Trips

Early

On Time

Late

Don't Know

When you make a reservation,
R-Transit gives you a 20
minute time period or
"window" during which they
will pick you up. Please rate
the average on-time
performance of the service:

Medical / Dental Services

Shopping

Social / Recreation

Errands

Family / Personal / Religious

Work / School

What is the primary purpose of
your trip(s):
Check all that apply:

Too High

Slightly High

Affordable

Low

How would you rate your R-
Transit trip in terms of costs:

Excellent

Good

Fair

Poor

Don't Know

Please rate the overall quality
of your trips:

Drivers



Excellent

Good

Fair

Poor

Don't Know

Please rate the courtesy of the
drivers:

Excellent

Good

Fair

Poor

Don't Know

Please rate the drivers
performance with assisting
you in/out of the vehicle:

Excellent

Good

Fair

Poor

Don't Know

Please rate the drivers
performance in safely
operating the vehicle:

Excellent

Good

Fair

Poor

Don't Know

Please rate the overall
performance of the drivers:

Vehicles

Excellent

Good

Fair

Poor

Don't Know

Please rate the cleanliness of
vehicles

Excellent

Good

Fair

Poor

Don't Know

Please rate the comfort of
riding in teh vehicles:

Very accessible

Good

Fair

Poor

Don't Know

Please rate the accessibility of
the vehicles:

Excellent

Good

Fair

Poor

Don't Know

Please rate the overall
condition of the vehicles:

All survey responses are anonymous. Please feel free to add
additional comments:

First Name Last Name



Additional Comments

Please feel free to provide any additional feedback.

protected by reCAPTCHA
Privacy  - Terms

Receive an email copy of this form.

Email address

This field is not part of the

form submission.

Submit
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Frequently Asked Questions

What is 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.

What is RAPID?
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.

What do I need to use RAPID?
To use RAPID, R-Transit clients will need a:

1. Smart phone

2. Credit/Debit card

3. Completed registration and waiver of liability form on

file with R-Transit.

When can I use RAPID?
Once you are registered, you can use RAPID 24/7. RAPID

will allow each R-Transit client a maximum of forty (40)

subsidized trips per month.
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Can I use RAPID?
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 provides curb-to-curb service.

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.

Can I use both RAPID and R-Transit?
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 additional assistance of the

drivers and/or depend on mechanical aids such as

crutches, walkers, and wheelchairs can continue to use

the R-Transit program. R-Transit will continue to provide

service with wheelchair accessible vehicles to all R-Transit

clients. R-Transit clients can use both RAPID and R-

Transit paratransit service. Clients have the freedom to

select a service based on individual mobility needs.

How much is the subsidy?
Clients will pay the first $3.00 of each one way trip within

the service area and R-Transit 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.
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Can I still use R-Transit coupons?
R-Transit clients can continue to use and purchase

coupon books to pay for rides provided by the R-Transit

service. Clients will not be able to use coupons as a

payment source for rides booked with RAPID. To book

rides with RAPID, clients will need a credit/debit card.

What do I do next?
If you wish to use RAPID, you must complete a

registration and waiver of liability form(s) to register for

the service and receive the subsidy. You will receive

further instructions from R-Transit staff once your forms

are received and processed. If you have additional

questions, R-Transit staff invites you to an upcoming

workshop on November 18, 2019 from 9 am—noon at

the Richmond Senior Center located at 2525 Macdonald

Ave., Richmond CA. You can also register for RAPID in

person at the workshop. If you cannot attend, please

contact staff at (510) 307-8026 to learn about upcoming

workshops.
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Non-Revenue  

Miles 
Service  
Miles 

Revenue 
Miles  

Vehicle ID 

Date Garage 
Start  

Garage 
Stop 

Last Dropoff 
Odometer 

First Pickup 
Odometer 

Run 
Name  

1/26/2023 Veh:22 (Minivan)  80,275  80,220  80,274  80,275  54  0  54 

1/27/2023 Veh:22 (Minivan)  80,275  80,277  80,331  80,332  54  0  54 

1/30/2023 Veh:22 (Minivan)  80,332  80,337  80,387  80,390  50  0  50 

1/31/2023 Veh:22 (Minivan)  80,390  80,393  80,439  80,440  46  0  46 

2/1/2023 Veh:22 (Minivan)  80,440  80,442  80,502  80,502  60  0  60 

2/2/2023 Veh:22 (Minivan)  80,502  80,508  80,571  80,578  63  0  63 

2/3/2023 GUARDIAN ADULT DAY 
    

 80,578  80,583  80,640  80,647  57  0  57 

2/3/2023 Veh:22 (Minivan)  80,578  80,593  80,640  80,647  47  0  47 

2/7/2023 NUTRITION LUNCH  80,648  80,679  80,680  80,706  1  0  1 

2/7/2023 Veh:22 (Minivan)  80,648  80,651  80,703  80,706  52  0  52 

2/8/2023 Veh:22 (Minivan)  80,708  80,714  80,738  80,739  24  0  24 

2/9/2023 Veh:22 (Minivan)  80,739  80,740  80,794  80,795  54  0  54 

2/10/2023 Veh:22 (Minivan)  80,795  80,808  80,854  80,855  46  0  46 

2/13/2023 Veh:22 (Minivan)  80,855  80,858  80,909  80,915  51  0  51 

2/14/2023 Veh:22 (Minivan)  80,915  80,918  80,996  80,998  78  0  78 

2/15/2023 Veh:22 (Minivan)  80,998  80,999  81,034  81,035  35  0  35 

4/6/2023 Veh:22 (Minivan)  81,103  81,105  81,108  81,111  3  0  3 

4/7/2023 Veh:22 (Minivan)  81,111  81,113  81,126  81,128  13  0  13 

4/13/2023 Veh:22 (Minivan)  81,128  81,134  81,144  81,147  10  0  10 

4/14/2023 Veh:22 (Minivan)  81,147  81,149  81,150  81,153  1  0  1 

4/17/2023 Veh:22 (Minivan)  81,153  81,158  81,169  81,174  11  0  11 

4/19/2023 Veh:22 (Minivan)  81,174  81,177  81,210  81,212  33  0  33 

4/21/2023 Veh:22 (Minivan)  81,228  81,231  81,243  81,246  12  0  12 

4/24/2023 Veh:22 (Minivan)  81,246  81,248  81,262  81,264  14  0  14 

4/25/2023 Veh:22 (Minivan)  81,264  81,266  81,271  81,278  5  0  5 

 20,880  0  20,880 Sub Total: 

27 (Minivan) 

8/1/2022 Veh:27 (Minivan)  64,881  64,882  64,961  64,962  79  0  79 

8/2/2022 Veh:27 (Minivan)  64,962  64,966  65,007  65,015  41  0  41 

8/3/2022 Veh:27 (Minivan)  65,015  65,016  65,067  65,071  51  0  51 

8/4/2022 Veh:27 (Minivan)  65,071  65,075  65,121  65,124  46  0  46 

8/5/2022 Veh:27 (Minivan)  65,124  65,125  65,166  65,168  41  0  41 

8/8/2022 Veh:27 (Minivan)  65,168  65,169  65,234  65,234  65  0  65 

8/9/2022 Veh:27 (Minivan)  65,234  65,238  65,288  65,290  50  0  50 
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Non-Revenue  

Miles 
Service  
Miles 

Revenue 
Miles  

Vehicle ID 

Date Garage 
Start  

Garage 
Stop 

Last Dropoff 
Odometer 

First Pickup 
Odometer 

Run 
Name  

11/23/2022 Veh:27 (Minivan)  68,765  68,766  68,807  68,809  41  0  41 

11/28/2022 Veh:27 (Minivan)  68,809  68,824  68,866  68,867  42  0  42 

11/29/2022 NUTRITION LUNCH  68,867  68,890  68,891  68,916  1  0  1 

11/29/2022 Veh:27 (Minivan)  68,867  68,870  68,911  68,916  41  0  41 

11/30/2022 Veh:27 (Minivan)  68,916  68,933  68,959  68,961  26  0  26 

12/1/2022 Veh:27 (Minivan)  68,961  68,964  68,999  69,002  35  0  35 

12/2/2022 Veh:27 (Minivan)  69,002  69,007  69,055  69,057  48  0  48 

12/4/2022 Veh:27 (Minivan)  0  0  0  0  0  0  0 

12/5/2022 Veh:27 (Minivan)  69,057  69,071  69,092  69,096  21  0  21 

12/6/2022 Veh:27 (Minivan)  69,096  69,100  69,161  69,163  61  0  61 

12/7/2022 Veh:27 (Minivan)  69,163  69,164  69,214  69,216  50  0  50 

12/8/2022 Veh:27 (Minivan)  69,216  69,217  69,265  69,266  48  0  48 

12/9/2022 Veh:27 (Minivan)  69,266  69,268  69,352  69,354  84  0  84 

12/12/2022 Veh:27 (Minivan)  69,354  69,356  69,402  69,404  46  0  46 

12/13/2022 Veh:27 (Minivan)  69,404  69,407  69,449  69,457  42  0  42 

12/14/2022 Veh:27 (Minivan)  69,457  69,458  69,486  69,487  28  0  28 

12/15/2022 Veh:27 (Minivan)  69,487  69,488  69,535  69,536  47  0  47 

12/16/2022 GUARDIAN ADULT DAY 
C     

 69,536  69,543  69,547  69,589  4  0  4 

12/16/2022 GUARDIAN ADULT DAY 
    

 69,536  69,582  69,586  69,589  4  0  4 

12/16/2022 Veh:27 (Minivan)  69,536  69,537  69,577  69,589  40  0  40 

12/19/2022 Veh:27 (Minivan)  69,589  69,599  69,619  69,620  20  0  20 

12/20/2022 Veh:27 (Minivan)  69,620  69,623  69,680  69,688  57  0  57 

12/21/2022 Veh:27 (Minivan)  69,688  69,692  69,739  69,746  47  0  47 

12/22/2022 Veh:27 (Minivan)  69,810  69,749  69,807  69,810  58  0  58 

12/27/2022 Veh:27 (Minivan)  69,810  69,814  69,846  69,851  32  0  32 

12/28/2022 Veh:27 (Minivan)  69,851  69,859  69,866  69,870  7  0  7 

12/29/2022 Veh:27 (Minivan)  69,870  69,875  69,922  69,927  47  0  47 

1/3/2023 Veh:27 (Minivan)  69,927  69,937  69,981  69,981  44  0  44 

1/4/2023 Veh:27 (Minivan)  69,982  69,984  70,044  70,045  60  0  60 

1/5/2023 Veh:27 (Minivan)  70,045  70,049  70,082  70,087  33  0  33 

1/6/2023 Veh:27 (Minivan)  70,087  70,088  70,173  70,178  85  0  85 

1/9/2023 Veh:27 (Minivan)  70,178  70,185  70,235  70,236  50  0  50 

1/10/2023 NUTRITION LUNCH  0  0  0  0  0  0  0 

1/10/2023 Veh:27 (Minivan)  70,236  70,246  70,289  70,290  43  0  43 

2/16/2023 Veh:27 (Minivan)  70,378  70,379  70,432  70,433  53  0  53 

2/17/2023 Veh:27 (Minivan)  70,433  70,436  70,479  70,482  43  0  43 
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Non-Revenue  

Miles 
Service  
Miles 

Revenue 
Miles  

Vehicle ID 

Date Garage 
Start  

Garage 
Stop 

Last Dropoff 
Odometer 

First Pickup 
Odometer 

Run 
Name  

2/21/2023 NUTRITION LUNCH  70,482  70,501  70,502  70,525  1  0  1 

2/21/2023 Veh:27 (Minivan)  70,482  70,485  70,521  70,525  36  0  36 

2/22/2023 Veh:27 (Minivan)  70,525  70,528  70,576  70,585  48  0  48 

2/23/2023 Veh:27 (Minivan)  70,586  70,589  70,673  70,680  84  0  84 

2/24/2023 Veh:27 (Minivan)  70,680  70,681  70,745  70,747  64  0  64 

2/27/2023 Veh:27 (Minivan)  70,740  70,749  70,802  70,805  53  0  53 

2/28/2023 Veh:27 (Minivan)  70,805  70,808  70,815  70,826  7  0  7 

3/1/2023 Veh:27 (Minivan)  70,826  70,831  70,877  70,880  46  0  46 

3/2/2023 Veh:27 (Minivan)  70,880  70,883  70,932  70,939  49  0  49 

3/3/2023 Veh:27 (Minivan)  70,939  70,944  70,975  70,977  31  0  31 

3/6/2023 Veh:27 (Minivan)  70,977  70,978  71,011  71,013  33  0  33 

3/7/2023 Veh:27 (Minivan)  71,013  71,019  71,068  71,074  49  0  49 

3/8/2023 Veh:27 (Minivan)  71,074  71,076  71,115  71,122  39  0  39 

3/9/2023 Veh:27 (Minivan)  71,122  71,125  71,190  71,191  65  0  65 

3/10/2023 Veh:27 (Minivan)  71,191  71,194  71,235  71,241  41  0  41 

3/13/2023 Veh:27 (Minivan)  71,245  71,244  71,297  71,302  53  0  53 

3/14/2023 Veh:27 (Minivan)  71,302  71,304  71,337  71,350  33  0  33 

3/15/2023 Veh:27 (Minivan)  71,350  71,351  71,385  71,392  34  0  34 

3/16/2023 Veh:27 (Minivan)  71,392  71,394  71,431  71,433  37  0  37 

3/17/2023 Veh:27 (Minivan)  71,433  71,435  71,475  71,476  40  0  40 

3/20/2023 Veh:27 (Minivan)  71,476  71,477  71,522  71,523  45  0  45 

3/21/2023 Veh:27 (Minivan)  71,523  71,525  71,564  71,569  39  0  39 

3/22/2023 Veh:27 (Minivan)  71,569  71,572  71,597  71,599  25  0  25 

3/23/2023 Veh:27 (Minivan)  71,599  71,603  71,651  71,652  48  0  48 

3/24/2023 Veh:27 (Minivan)  71,652  71,659  71,713  71,717  54  0  54 

3/27/2023 Veh:27 (Minivan)  71,717  71,718  71,736  71,738  18  0  18 

3/28/2023 Veh:27 (Minivan)  71,738  71,743  71,760  71,763  17  0  17 

3/29/2023 Veh:27 (Minivan)  71,763  71,765  71,788  71,789  23  0  23 

3/30/2023 Veh:27 (Minivan)  71,789  71,792  71,823  71,824  31  0  31 

3/31/2023 Veh:27 (Minivan)  71,825  71,826  71,861  71,864  35  0  35 

4/3/2023 Veh:27 (Minivan)  71,864  71,865  71,898  71,877  33  0  33 

4/4/2023 Veh:27 (Minivan)  71,899  71,901  71,943  71,946  42  0  42 

4/5/2023 Veh:27 (Minivan)  71,944  71,947  71,975  71,977  28  0  28 

4/6/2023 Veh:27 (Minivan)  71,977  71,979  72,031  72,032  52  0  52 

4/7/2023 Veh:27 (Minivan)  72,032  72,039  72,114  72,120  75  0  75 
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How Lyft works 

1. Re uest a ride 

With just one tap. get matched with a 

friendly, backoround checked driver. 

2. Get picked u 

Track your driver's ETA in the app. 

You ' ll see their photo so you 

know who you 're riding with . 

3. Get there fast 

When the ride ends. 

just pay with your 

hone. Done! 

Get·-a ride in m inutes. 
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:Contact:Us 

R-Transit Program 

440 Civic Center Plaza, 2nd Floor 

Richmond, CA 94804 

Phone: (510} 307-8·02·6 

Fax: (510) 307-8080 
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Hours of Operation 

Monday- Friday 

8:3{) am - 5:00 pm 

Closed ori City holidays 
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In partn~rship 
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What is Lyft? 
The City of Richmond's paratransit (R-Transit) 

program is partnering with tra~sportation network 

company Lyft to provide on demand 

transportation~ Lyft is a ridesharing application 

that connects people with a nearby driv~r and 

transports them to their destination. 

What is RAPID? 
The R-Transit program's Rewest aqditio·n, 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,.l'<ensington, 

San Pablo, and Pinole. RAPID will also expand 

service to and from the Contra Costa Regional 

Medical Center and Veterans hospitai in Martinez, 

CA. 

What do I need to use ·RAPID? 
To use RAPID, R-Transit·clients will need a: 

1. ·· Smart phone 

2. Credit/Debit card 

3. ·Completed registration aM waiver of liability 

form on· file with R-Transit 

When can I use RAPID? 
Once you are registered, you can use RAPID 24/7. 

RAPID will allow each R-Transit client a maximum 

of forty (40) subsidized trips per month. 

Lyft is best suited for those comf ortable yvith boarding 

vehicle_s (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 provides curb-to-curb service. 

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. 

can 1 use both RAPID· and R·Transit? 
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 additional assistance of 

the drivers and/or depend on mechanical aids such as 

crutches, walkers, and wheelchairs can continue to use 

the R-Transit program. R-Transit will continue t o provide 

service with wheelchair accessible vehicles to all R­

Transit clients. R-Transit clients can use both RAPID 

and R-Transit paratransit service. Clients have the 

freedom to select a service based on individual 

mobility needs. 

:aow much Is the subsidy? 
Clients will paythefirst $3.00 of each one way trip 

within the-service area and R-Transit 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. 

· Can.l still use-R-Transit· coupons? 
R-Transit clients can continue to use and 

. purchase coupon books to pay for rides provided 

-by the R-Transitservice. Clients will not.be able to 

use coupons -as a payment source for rides 

·booked With RAPID. T.o book rides with RAPID, 

. clients will need a creditjdebit.card. 

Wbat-do I. do next? 
If you wish t o use RAPID, you must com):llete a 

registration and waiver of liability form(s) to 

-register for the service ana receive the subsidy. 

You..wm receive further instructions from R-Transit 

staff once your forms are received and processed. 

R-Transit will host several workshops to.assist 

clients and answer questions about the RAPID 

program. If you need one on one assistance with 

regi~ering or have questions, we invite you to 

attend a workshop. Workshops will be held on the 

third Monday of each mo·nth of t he remainder of 

2019. All workShops will be held at the Richmond 

Senior Center located at 2525 Macdonald Ave., 

f rom 9 am- noon. If you have questi·ons, please 

contact our office at 510-307-8026. 



Your Destination for Safe and
Reliable Transportation

BOOK NOW AND GET MOVING
TODAY!

ABOUT US
Since 1976, the mission of R-Transit is
to provide safe, reliable, and low-cost
transportation for seniors (55 and
older) and individuals with disabilities
so as 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. 
The R-Transit program is available to
persons who reside in the City of
Richmond and the unincorporated
areas of East Richmond Heights, El
Sobrante, Kensington, North
Richmond, Hasford Heights and
Rollingwood.

WE'RE READY
TO ASSIST
For more information and to check
eligibility please use contact listed below. 

CONTACT US :
Phone : (510) 307-8026
Website :
https://www.ci.richmond.ca.us/2880
440 Civic Center Plaza, 2nd Floor
Richmond, CA 94804



ELIGIBILITY

R-Transit services are available for
residents 55+ in the City of Richmond
and the unincorporated areas of East
Richmond Heights, El Sobrante,
Kensington, North Richmond, Hasford
Heights and Rollingwood. We also
accept residents who are disabled
starting at age 18. Applicants between
the ages of 18-54 must provide proof of
disability 

Check eligibility and apply online @
https://www.ci.richmond.ca.us/2899

R-Transit's service area includes:
Richmond, El Cerrito, San Pablo,
North Richmond, El Sobrante,
Kensington,and Pinole.

Clients can travel as far North as
Pinole and as far South as El
Cerrito. 

SERVICE AREA

OUR SERVICES

Medical appointments

Grocery shopping

Family visits

Park outings

Public transit (Bart/Bus

station)

Group excursions

Banking errands

Commutes to work
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SENIORSENIOR
TRANSPORTATIONTRANSPORTATION  

2 R-Transit/ Paratransit

Richmond Moves

LYFT with Paratransit

AC Transit

Transportation service is provided by the City of
Richmond with services anywhere within our service
zone from the Richmond and El Cerrito BART, to the
ferry, parks, and more. When you are ready to go book a
shared ride, book right from your phone and get picked
up, with a price of $2 (students and seniors ride FREE).
Hours of operations, M – F, 7am – 7pm. 
https://city.ridewithvia.com/richmond-moves

A low-cost transportation program provided by the City Manager’s
Office provides services to seniors (55 and older) and persons with
disabilities(18+ w/ proof of disability) who reside in Richmond and

unincorporated areas of East Richmond Heights, El Sobrante,
Kensington, North Richmond, Hasford Heights, and Rollingwood.

With the hours of operations M – F, 8:45 am – 4:00 pm
https://www.ci.richmond.ca.us/2880/R-Transit-Paratransit. 

The City of Richmond’s paratransit (R-Transit) program
partners with Lyft to provide on-demand transportation.
Lyft is a ridesharing application that connects people with
a nearby driver and transports them to their destination.
Seniors could qualify for up to 40 subsidized rides each
month. 
For more information visit
https://www.ci.richmond.ca.us/3747/R-Transit-with-Lyft

 AC Transit serves the western portions of Alameda and
Contra Costa counties in the East Bay portion of the San

Francisco Bay Area. Apply for the Senior card by
following this link https://www.actransit.org/discounts

or by visiting an AC Transit location in person. 

For more information: Dial 511, then say “AC Transit” or
visit www.actransit.org
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6 Clipper Card

Bay Area Rapid Transit (BART)
The San Francisco Bay Area Rapid Transit (BART) is a heavy-rail
public transit system that extends as far as Millbrae, Richmond,
Antioch, Dublin/Pleasanton, and Berryessa/North San José.
BART operates in five counties (San Francisco, San Mateo,
Alameda, Contra Costa, and Santa Clara) with 131 miles of track
and 50 stations. Seniors can access free/discounted BART rides
by applying for a free Senior Clipper Card. 
https://www.bart.gov/

The Clipper Card is a reloadable all-in-one transit card used for
electronic transit fare payment for the San Francisco Bay Area.
Clipper Card is used for BART, the Ferry, AC Transit, and many
more transportation entities. People ages 65 and older are
eligible for a free Senior Clipper card. Senior clipper cards allow
seniors to receive discounts on monthly passes, ride books,
tickets, cash-value fares, and transfers.
For more information visit:
https://www.clippercard.com/ClipperWeb/discounts.html

Contact Us:

Mon-Fri; 7 am to 7 pm
Phone: 510-937-3657

Richmond Moves
440 Civic Center Plaza
Richmond, CA 94804
Phone: 510-620-6561

R-Transit/Paratransit/Lyft

Mon-Fri; 6 am to 7 pm
Sat-Sun; 9 am to 5 pm
Phone: 510-891-4777

AC Transit
Mon-Fri; 8 am to 6 pm
Phone: 510-464-6000

Bay Area Rapid Transit (BART)
Mon–Fri; 7 am to 7 pm
Sat; 7 am to pm
Phone: 877-878-8883

Clipper Card

For more information about our Senior Transportation Services,
please visit us online @
https://www.ci.richmond.ca.us/2876/Transportation

https://www.ci.richmond.ca.us/2876/Transportation


Via Paratransit 
Solution Overview



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.

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. 

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



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 
eligibility status 

Manage recurring rides; 
add notes or additional 
instructions

Get personalized ride 
updates and information 
via text or phone call

Talk to support
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Our new 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

“
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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.

Onboard easily

Receive detailed notes  
about riders and routes

Stay up-to-date about  
service disruptions  
and other notifications

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)

“

Features.
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Operator experience.
Save dispatch time, increase cost efficiency, and improve on-
time performance while staying compliant — all within the Via 
Operations Center (VOC). Our advanced algorithm aggregates 
riders into the minimum number of vehicles, ensuring that all 
eligible paratransit trips are fulfilled efficiently and with the 
flexibility required to meet the personalized needs of riders. 

Features.

See a timeline-based 
view of live service 

Book/edit/manage rides 
for riders that phone in

Optimize the ride plan  
and maximize OTP

See regular insights  
about your service KPIs

1 2
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Within two months of 
implementing Via Paratransit, 
Tyler Transit in Texas saw a 
50% reduction in the number  
of overflow trips dispatched 
to third parties. 

3

2

Commingled paratransit  
& microtransit



About Via. 
Via offers paratransit, microtransit, and transportation planning 
solutions that help you transform your transportation network 
to improve quality of life, reduce environmental impact, and 
achieve more equitable outcomes by expanding access. 

Reach out to learn more about Via’s microtransit and 
paratransit solutions. partnerships@ridewithvia.com 

ridewithvia.com/solutions
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Table A - Measure J Claim Summary - CITY

FY 2025

Actual

FY 2026

Projected
FY 2027 Estimate

Program Sources (Revenues) 100% allocation 100% allocation

Measure J Prog 15 362,915$                                 261,608$                                 274,055$                                 

Measure J Prog 20 -$                                         101,307$                                 103,893$                                 

Measure J Local Reserves

Fares from Paratransit Service 9,478$                                      10,000$                                    11,000$                                    

Fares from Excursion Services 2,875$                                      8,225$                                      3,500$                                      

Outside Provider Fare Ticket Sales -$                                          -$                                          -$                                          

City General Fund -$                                          

Nutrition Program -$                                          -$                                          -$                                          

Measure J Interest 42,815$                                    40,000$                                    43,000$                                    

Other -

Other -

Other -

Total Other 42,815$                                    40,000$                                    43,000$                                    

TOTAL PROGRAM SOURCES 418,083$                                  421,140$                                  435,448$                                  

General Administration (20 % of total salaries) 58,579$                                    62,729$                                    66,000$                                    

Paratransit Operations 262,119$                                  294,941$                                  328,389$                                  

Excursion Operations (25 % of S & S) 9,267$                                      14,674$                                    12,327$                                    

Fare Subsidy Operations -$                                          -$                                          -$                                          

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

Fare Subsidy - Paratransit -$                                          -$                                          -$                                          

Other - -$                                          -$                                          

Other - -$                                          -$                                          

TOTAL PROGRAM USES 329,965$                                  372,344$                                  406,716$                                  

Capital Expenditures 103,000$                                  170,000$                                  

NET OPERATING BALANCE 88,118$                                    (54,204)$                                   (141,268)$                                 

Beginning Reserve Balance 742,375.00$                             830,493$                                  776,289$                                  

Annual Revenue 418,083$                                  421,140$                                  435,448$                                  

Annual Operating Expenditures 329,965$                                  372,344$                                  406,716$                                  

Annual Capital Expenditures -$                                          103,000$                                  170,000$                                  

Ending Reserve Balance 830,493$                                  776,289$                                  635,021$                                  

Program Uses (Expenditures)

Measure J Funds: Changes in Reserve Balance

Please review the directions for the definitions of the above terms and the appropriate formulas.



Table B - Capital Needs and Acquisition Forcast

Anticipated Purchases
FY 2024

Actual

FY 2025

Projected

FY 2026 

Estimate

FY 2027 

Estimate

New Software System 103,000$                

7 Passanger Vehicle 170,000$                

TOTAL -$                        -$                        103,000$                170,000$                



Table C - Performance Indicators CITY

Activity
FY 2025

Actual

FY 2026

Projected
FY 2027 Estimate

Total Registered Clients 551 220 275

Total Clients in Unincorporated Areas 276 85 106

Total Active Clients 135 90 120

Total Passenger Boardings 5,011 5,117 5,355

Total Revenue Service Hours (RSHr) 2,306 2,410 2530

Passenger Boardings per Revenue Service Hour (RSHr) 2.17 2.12 2.12

Total Revenue Service Miles (RSM) 15,724 16,175 17,075

Average Passenger Trip Distance 3 3 3

Number of Wheelchair Passenger Boardings 443 473 501

Number of No-Shows 34 40 35

Number of Cancellations 225 132 115

Number of Trip Denials 180 165 80

Percent of On-Time Performance (%) 90% 95% 95%

Total Taxi Passenger One Way Trips

Total TNC (Uber, Lyft, GoGo) Passenger One Way Trips

Average Trip Distance

Number of Group Trips Made 8 11 12

Number of Total Passengers Boardings 75 219 132

Number of Wheelchair Passenger Boardings 6 9 12

Average Trip Distance 32 40 35

Number of Tickets Sold 170 140 180

Total Value of Tickets Sold ($) $3,600 $2,900 $3,780

Total Value of Subsidies Given ($) 

One Seat Ride Program (# referred) 

LIFE Program (# referred) 

Number of Active Participants

Quantity of Service

Other 

PARATRANSIT OR DIAL-A-RIDE (DAR) 

TNC (UBER/LYFT/GoGo)/TAXI SERVICE

EXCURSION OR GROUP TRIP OPERATION

Please review the directions for the definitions of the above terms and the appropriate formulas.

FARES AND SUBSIDIES (ACROSS ALL PROGRAMS)

OTHER PROGRAMS (Fill In - TNC Service, Medical Transport, Senior Service, etc)

PROGRAM REFFERALS 



Table D - Rolling Stock Inventory

Vehicle 

Model Year    
Vehicle Description

Vehicle 

Identification
Fuel Type

Total Vehicle 

Mileage

Mobility Device 

Assist Type

Maximum 

Ambulatory 

Seating 

Capacity

Maximum 

Wheelchair 

Positions

Funding 

Source(s)

Anticipated 

Replacement 

Year

2017 Ford - 350 StarCraft 38015 G 74533 L 7 1 Measure J FY 27

2018 Dodge - Caravan E3 Manual Fold Out 76422 G
46743

R 5 1
Measure J FY 28

2020 Ford - 450 StarCraft 74269 G 22139 L 12 2 Measure J FY 28



Table E - Unmet Needs CITY

Responses should include a mix of quantiative and qualititive information. 

If you have not collected or documented this information, please note that 

instead of leaving the response blank.

Total requests for transportation beyond current service area or route.

Approximately 3–5 requests per month are received for trips outside our current 

service area, primarily for medical destinations such as Martinez, Berkeley, and 

Oakland.

People outside your service area requesting rides

Regular inquiries are received from individuals residing outside the 94806 zip 

code who are not eligible for the program. When this occurs, staff provide 

referrals to the appropriate transportation providers serving their area.

Number of same-day ride denials due to capacity

Approximately 2–3 same-day ride requests per week are unable to be 

accommodated due to the program’s advance reservation policy (24-hour notice) 

although same-day requests are accommodated when scheduling allows.

Number of overflow rides referred to a second contracted service / operator due to 

primary service capacity (if applicable) N/A

Unmet demand due to vehicle or driver shortages

While the program is currently fully staffed, unmet demand occurs during peak 

morning hours (9:00 a.m. – 1:00 p.m.) when all vehicles are in service and 

capacity is reached. During these times, approximately 1–3 trip requests per 

week cannot be scheduled.

Requests for on-demand / flexible routing services not currently available

Approximately 2 requests per week are received for same-day or on-demand 

trips that cannot be accommodated under the program’s advance reservation 

and application requirements. Many of these inquiries come from individuals who 

are not yet registered and are unfamiliar with the program’s pre-scheduled 

service model.

Requests for improved technology (apps, scheduling systems) to access services 

more efficiently

Approximately 2–3 inquiries per month are received from riders asking whether 

the program offers website or app-based scheduling, real-time trip tracking, or 

the ability to purchase tickets online or with credit cards.

Opportunities to improve regional coordination beyond current service

When riders request trips outside the service area or operating hours, they are 

referred to other regional transportation providers. Additional coordination 

between services would help riders more easily access transportation for trips 

beyond current program limits.

Please share any other unmet needs that are relevant (optional). 

Please review the directions for the definitions of the above terms and the appropriate formulas.
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FORM B: Narrative 

Measure J Paratransit Program 15/20B Claim 

FY 26-27 Project Description 

 

AGENCY NAME: City of San Pablo  

 

SECTION A: SERVICE OVERVIEW  

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 
 

TYPES OF SERVICE:  

1. Check the box for each type of service you provide. 

 Excursion Service 

 Meal trips 

 Paratransit Service 

 

2. For each service that you checked above, please 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. You may use bullet points for this.  

Paratransit Service 

• Door-to-door transportation for residents age 50+ and adults with disabilities within the 

94806 zip code  
• Service provided in-house by City staff  
• Operates Monday–Friday, 9:00 a.m. – 4:00 p.m.  
• Riders are picked up at their residence and transported to destinations within San Pablo 

and select areas of Richmond and Pinole  
• Primary trip purposes include medical appointments, grocery shopping, and essential 

errands  
• Reservations must be made at least 24 hours in advance and no more than 3 days prior 

to the desired date 
• Fares: $2 one-way for San Pablo residents; $4 for non-residents  
• Drivers complete onboarding through the City’s Human Resources Department, 

including employee orientation and required documentation. All job-specific training 
including field training and ongoing safety and customer service training, is provided by 
program staff  

• Service effectiveness is monitored through Novus software, driver manifests, and 
review of on-time performance and rider feedback  

Excursion Service 

• Organized excursions for seniors and people with disabilities, offering access to 
recreational, cultural, and social venues 
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• Operated in-house using City vehicles  
• Trips are scheduled monthly and advertised through the Senior Center newsletter and 

Department Activity Guide  
• Destinations include local and regional attractions (e.g., museums, performances, 

seasonal events)  
• Fees vary depending on destination and admission costs  
• Provides opportunities for social engagement and community connection  

Meal Trips 

• Transportation provided for seniors attending the County congregate meal / nutrition 
program at the San Pablo Senior Center  

• Includes home pick-up, transport to the Senior Center, and return trips  
• Operates Monday–Friday during designated program hours  
• Scheduled through the same system as Paratransit service  
• Fares: $2 one-way for residents; $4 for non-residents  
• We also have a twice-monthly food delivery service for eligible seniors unable to attend 

in person  
• We receive a $1 reimbursement from the County for each ride we provide up to $2,000 

annually. The County’s contract is annual Jan – Dec  
• In 2025, we exceeded the $2,000 reimbursement cap by the end of the third quarter but 

continued to provide service. The 2026 contract is also limited to $2,000  

STAFFING:  

3. Please complete the table below. 

Position Total FTEs Total PTEs 

Drivers 2  

Dispatch 1  

Admin  1 

Other   

 

4. For ‘Admin’ and ‘Other’ staffing positions noted in the chart, please provide a brief 

description of the functions performed.  

 

A part-time administrative staff member supports daily operations, including 

processing client applications, responding to program inquiries, preparing and 

distributing welcome packets, conducting client follow-up, and developing 

marketing and outreach materials. The Admin is a combination of part-time and 

full-time staff hours, totaling to approx. 25 hours per week.  

 

5. If your program expends Measure J Program 15 funds for personnel who are not actively 

engaged in the delivery of services, please explain. 

 

We allocate 10% of the Community Services Manager’s salary to Measure J. The 

Manager provides overall supervision of the transportation program and staff and 

may occasionally serve as a driver, but is not regularly involved in day-to-day 

service delivery. 
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SERVICE AREA:  

6. Please provide a map of the service area and tables to illustrate the data, as 

appropriate. Describe both who are geographically eligible to ride your service and 

where your service will take and pick up those eligible riders.  

 

Eligibility is limited to applicants residing within the 94806 zip code, as 

determined by the map below. Those within the red boundary are classified as 

San Pablo residents, while those within the blue boundary are non-residents in 

unincorporated San Pablo. 

 

Service is available for travel within San Pablo (red boundary) and select areas of 

Pinole and Richmond (blue boundary). Routes extend between Kaiser Richmond 

and Kaiser Pinole, generally not exceeding Kaiser Pinole to the north or 

Macdonald Avenue in Richmond to the south. 

 

Common destinations include Kaiser Pinole, Kaiser Richmond, and the West 

County Health Center.  
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SECTION B: SERVICE DESCRIPTION (MIN. 300 WORDS) 

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 
 

SERVICE NARRATIVE:  

7. Please provide a narrative describing your existing services and any proposed service 

changes for FY 2026–27. Use this section to tell the story behind your data from Form A 

and help reviewers understand your program’s operations, challenges, and impacts. 

 

The San Pablo Senior & Disabled Transportation (SPSDT) program provides door-to-door 

transportation Monday through Friday, from 9:00 a.m. to 4:00 p.m. Service is available to 

residents within the 94806 zip code, including the City of San Pablo and unincorporated 

areas, with trips to destinations in San Pablo and select areas of Richmond and Pinole. 

Due to the lack of major medical facilities within San Pablo, a significant portion of trips 

are for medical appointments, particularly to Kaiser Permanente facilities in Pinole and 

Richmond. Other common trip purposes include grocery shopping, banking, and 

essential errands. 

 

During FY 2025, the program experienced staffing challenges when one full-time driver 

went out on FMLA in December and subsequently resigned. This resulted in reduced 

service capacity for a portion of the fiscal year, which is reflected in lower service levels 

and lower staffing expenditures compared to FY 2026 projections (Table A and C). 

Staffing has since been restored with the hiring of a new full-time driver in July 2025, 

allowing the program to increase service availability. 

 

In November 2025, SPSDT implemented the NOVUS scheduling and maintenance 

software system. This transition replaced manual processes with a fully digital system 

for scheduling, fare tracking, and daily manifests. The $103,000 capital expense in FY 

2026 (Table A) reflects the purchase, implementation, training, tablets, and associated 

data plans required for this upgrade. The new system has significantly improved 

operational efficiency and reduced administrative workload, allowing staff to dedicate 

more time to outreach and program development. 

 

During this transition, the program also conducted a comprehensive database cleanup, 

removing inactive or duplicate client records. This is reflected in the reduced number of 

registered and active clients and represents a more accurate count of current program 

participants rather than a decline in service demand. (Table C) 

 

Demand for social and excursion trips continues to grow. During FY 2026, four trips 

exceeded available vehicle capacity or required weekend service, which is currently 

limited due to driver scheduling constraints under the labor MOU. To meet this demand, 

the Senior Advisory Board contributed $6,000 to fund contracted transportation services, 

allowing these trips to proceed. Recent trips have had waitlists, indicating unmet 

demand. 
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The increase in excursion ridership in FY 2026 (Table C) reflects the use of chartered 

buses to accommodate high-demand trips and weekend service. These chartered 

services were supported by one-time funding and are not expected to continue at the 

same level in FY 2027, resulting in a projected adjustment in excursion ridership. 

 

For FY 2027, the program plans to expand both the number of excursion trips offered and 

overall capacity without the use of chartered buses. A new 7-passenger vehicle is 

proposed, which can be operated by a standard Class C driver. This will increase 

flexibility in staffing, support additional mid-day service for the congregate meal 

program, and expand opportunities for social and weekend trips. The program is also 

exploring the development of a volunteer driver program to further enhance service 

capacity. 

 

Additionally, SPSDT is evaluating the potential implementation of premium services for 

an increased fee, such as assistance with grocery shopping and door-through-door 

support for riders who require limited assistance but do not qualify for a full-time 

attendant. These enhancements aim to better meet the evolving needs of the community 

while maintaining efficient and sustainable operations. 

 

UNSPENT FUNDS (Complete only if applicable):  

8. If your agency received Measure J Program 15 funds in the past 3 years and did not 

spend the entire allocation, please indicate the amounts in the spreadsheet and for any 

reason, provide details here for how the funds will be spent.   

 

The City of San Pablo has historically maintained a surplus of Measure J funds. Prior 

to COVID-19, this surplus was drawn down, as the annual Measure J allocation 

covered approximately 80% of our operating costs. Since COVID-19, annual Measure 

J allocations have increased. Combined with staffing challenges, this has resulted in 

a growing surplus. 

  

We anticipate a spend-down of approximately $54,000 in FY 2026 and $141,000 in FY 

2027 with a new 7-passenger vehicle purchase as indicated above. These funds will 

be used to support program operations, including staffing and expanded service 

delivery. We are currently fully staffed in our full-time positions and are in the process 

of refilling a part-time administrative position, which will also contribute to reducing 

the surplus. 

 

The paratransit program is 100% supported by Measure J funds, with no City General 

Fund contributions. As with many agencies, we maintain a reserve to address 

unforeseen needs and to support larger capital expenditures such as software, 

vehicles, and other program improvements. 
 

SECTION C: STAFF TRAINING 

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 
 

9. What initial training is provided to staff (admin and drivers) when they become part of 

your service team? This can be provided by the agency or the contractor. 
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All full-time and part-time drivers complete onboarding through the City’s Human 

Resources Department, covering City policies, employee rights, and core job 

functions. New drivers also participate in a two-week field training with an 

experienced driver to learn routes, service procedures, and program expectations.  
 

10. What on-going training or certification does your staff participate in to qualify for the job 

(admin and drivers)? This can be provided by the agency or the contractor. 

 

Drivers maintain regular communication with dispatch for real-time support. 

Monthly staff meetings are held to address rider concerns, review operations, and 

provide ongoing training. Drivers are offered annual CPR and First Aid 

certification and complete online safety and customer service training modules 

twice per year. 
 

 

11. What training do Customer Service staff receive? Attach training curriculum if you have 

it. 

 

Customer service staff are trained on the job, including a thorough review of the 

Customer Guidebook and program rules and regulations for service delivery. 
 

 

 

SECTION D: SAFETY, LIABILITY & INCIDENT MANAGEMENT 

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 
 

12. What insurance liabilities do you have to protect staff and passengers? 

 

We are insured through the Municipal Pooling Authority (MPA) and provide 

workers’ compensation insurance. 
 

13. Are staff subject to drug and alcohol testing. If so, under what circumstances? 

 

Yes. Staff are subject to random DOT drug and alcohol testing through a pull 

program administered by the City’s Human Resources Department. 
 

14. Describe how your program handles accidents and incidents when they occur. Include 

how events are reported, documented, and reviewed, and what support or training staff 

receive to respond appropriately. 

 

Accidents and incidents are handled in accordance with procedures established 

by the City’s Human Resources Department in coordination with MPA. Each 

vehicle is equipped with an accident report packet with step-by-step instructions. 

In the event of an accident, staff must notify the San Pablo Police Department or 

Sheriff’s Office to obtain an official report. The report is then reviewed by MPA for 

future action and changes in policies or procedures. Any driver involved in an 
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accident completes an online driver safety course and is observed by program 

staff for a minimum of one shift. 

Incident reporting procedures are also in place. Staff receive bi-annual training on 
completing incident reports, and most incidents are reviewed with the Program 
Coordinator to ensure proper documentation and determine next steps. All 
reports are submitted to Human Resources, which assesses whether escalation to 
MPA is required. 

 

15. How many vehicle accidents involving your service vehicles were documented this fiscal 

year? Please provide the number and brief description of the nature of those incidents. 

 

NONE 

 

SECTION E: SERVICE AWARENESS (MIN. 250 WORDS) 

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 
 

16. 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.  

 

The program is promoted through a variety of channels, including the City of San 

Pablo website, social media, the Senior Center newsletter, local community 

outreach, and City publications such as the quarterly Activity Guide and City 

Manager’s Weekly Report. Program information is also included in regional 

resources such as 211, the Way to Go Contra Costa! Transportation Resource 

Guide, and the Contra Costa County Area Agency on Aging Senior Resource 

Directory. 

Outreach efforts are designed to be inclusive and accessible. Materials are 
developed in accordance with Title VI guidelines to ensure equitable access to 
information. Staff also provide direct assistance to individuals with limited English 
proficiency through in-person support at the Senior Center. 

17. Please share your public-facing promotional materials, including your website address.  

 

Public-facing materials include the City of San Pablo website, Senior Center 

newsletter, Activity Guide, and informational flyers distributed at the Senior 

Center and community locations.  

www.sanpabloca.gov/2715/paratransit 

San Pablo Senior & Disabled Transportation   
 

18. Are your outreach materials available in languages other than English? If so, what 

languages?  

 

Yes. Outreach materials are available in both English and Spanish. 

https://www.sanpabloca.gov/2715/Paratransit
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19. Are there languages you would like to translate materials to but do not have the 

resources to do so? 

 

Additional languages such as Tagalog and Chinese would help improve access to 

program information for segments of the community; however, current resources 

limit the ability to expand translations at this time. 

 

SECTION F: RIDER FEEDBACK (MIN. 250 WORDS) 

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 

Please provide a summary of customer feedback collected from riders, including:  

20. What are your most common complaints? These don't need to come from a formal 

system, phone calls, conversations at pickup, comments to drivers, and notes from front 

desk staff all count. 

 

Common feedback includes scheduling limitations in service hours and days of 

operation, occasional late pick-ups due to traffic or extended loading times, and 

requests for expanded destinations or increased service availability. Increased 

use of mobility devices has also contributed to longer boarding times and slightly 

reduced daily trip capacity. 
 

21. Describe how riders can share feedback with your program and what happens after they 

do. How are complaints logged, who follows up, and how do you close the loop with the 

rider? 

 

Riders can share feedback through comment cards available in vehicles, by 

phone, in person at the Senior Center, or directly with drivers and front desk staff. 

Because the transportation office is co-located within the Senior Center, staff 

receive frequent in-person input. All feedback is documented and reviewed by the 

Program Coordinator. Issues are addressed promptly, often through direct follow-

up with the rider. More complex concerns are discussed during monthly staff 

meetings to identify solutions. When appropriate, feedback is shared with Human 

Resources. Staff make efforts to communicate resolutions or updates back to the 

rider to ensure concerns are addressed. 
 

22. Have any service changes, policy updates, or operational adjustments come from rider 

feedback in the past year? 

 

Rider feedback has led to ongoing service refinements, including minor route and 

scheduling adjustments, improved communication with riders, and operational 

changes to better accommodate mobility needs. The program continues to adapt 

based on both rider input and staff observations. 
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23. Does your program present to or receive input from any advisory body, such as a 

commission on aging, a disability advisory committee, a social services council, or a 

rider advisory group? If so, what concerns or themes have come up in those 

conversations recently? 

 

Yes. The program receives input from a Senior Advisory Board that meets 

monthly and includes Senior Center members and program participants. 

Additional feedback is gathered through participation in regional and local groups 

such as WCCTAC, the Advisory Council on Aging (ACOA), and the Accessibility 

Advisory Committee. Recent discussions have focused on service demand, 

accessibility needs, and transportation challenges for older adults in the 

community. Additionally, the Community Services Department Standing 

Committee conducts quarterly meetings during which staff deliver regular 

updates regarding paratransit programs and services. 
 

24. (Complete only if applicable): If you have vendors delivering service on your behalf, what 

procedures do you have in place to gather and resolve complaints they receive? 

N/A 

 

 

SECTION G: PROGRAM 20B WEST COUNTY OPERATORS NEED (MIN 250 WORDS) 

Who must complete: All Claimants of Measure J Program 20b in West County Only 
 
Describe how your agency will use program 20b funds by answering the following questions. 

1. SERVICE OVERVIEW & JUSTIFICATION: Is this a new or continuing service? Describe the 
service (area, population, and key features). Explain how it provides "added value" by either 
addressing specific gaps that go beyond baseline requirements or by closing critical funding 
shortfalls required to maintain existing service levels. 

This is a continuing service. The San Pablo Senior & Disabled Transportation 
(SPSDT) program provides door-to-door transportation for residents age 50 and 
older and adults with disabilities residing within the 94806 zip code. Riders are 
picked up at their homes and transported to destinations within San Pablo and 
select areas of Richmond and Pinole, with a strong emphasis on access to 
medical care, including Kaiser facilities and the West County Health Center. 

The program provides added value beyond baseline transit services by offering 
personalized, demand-response transportation with assistance for riders using 
mobility devices and flexible routing to meet individual needs. Due to the limited 
availability of medical services within San Pablo, many riders rely on this program 
to access essential healthcare outside the City of San Pablo’s boundaries. 

Measure J funding is critical to sustaining this service. The program addresses 
key mobility gaps by serving individuals who may not be able to use fixed-route 
transit and by providing access to essential services that would otherwise be 
difficult or impossible to reach. Without this funding, the program would be 
significantly reduced, limiting access to critical services for vulnerable 
populations. 
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2. PERFORMANCE, DATA & IMPACT   

• For continuing service: provide a summary of recent performance (trips, ridership, and 
cost-effectiveness)  

• For new services: provide a description of expected outcomes. 

• For both continuing and new services, include supporting data (e.g., waitlists, denials, or 
survey results) to demonstrate the specific unmet need this service addresses and its 
impact on riders. 

 

As a continuing service, SPSDT maintains consistent ridership and continues to 
experience steady demand for transportation, particularly for medical 
appointments and essential services. The program serves a large base of 
registered clients, with a significant portion actively using the service on a regular 
basis. 

Performance is monitored through trip tracking, driver manifests, and ongoing 
review of on-time performance, loading times, and service reliability. Staff have 
observed an increase in riders using mobility devices, which has contributed to 
longer boarding times and reduced daily trip capacity. 

Unmet needs include requests for expanded service hours, earlier pick-up times, 
and transportation to medical facilities outside the current service area. Riders 
also frequently request additional destinations for healthcare, shopping, and 
essential services. 

The program has recently strengthened operations with the addition of a full-time 
driver, increasing service availability and helping to better meet demand. SPSDT 
continues to provide reliable transportation and plays a critical role in connecting 
riders to healthcare, food access, and community resources, supporting 
independence and overall quality of life. 

 

3. BUDGET, COORDINATION & SUSTAINABILITY: Provide a high-level breakdown of how 
Program 20B funds will be used alongside other funding sources. Additionally, describe how the 
service coordinates with other providers to improve efficiency and your plan for long-term 
sustainability.  

Measure J funds are the primary funding source supporting the SPSDT program 
and are essential to maintaining all aspects of service delivery, including staffing, 
operations, and vehicle maintenance. The program relies on these funds to 
sustain current service levels and meet ongoing demand. The program receives 
no City General Fund monies. 

Measure B funds have allowed us to extend services to the two Kaiser Medical 
services in Pinole and Richmond.  We have also extended services to the Pinole 
Shopping area which provides riders multiple grocery shopping options and 
access to Target which is not in the San Pablo area.  
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Recent investments have focused on strengthening operations and increasing 
capacity, including the addition of key staff positions and the transition to a new 
scheduling and dispatch software system with GPS capabilities to improve 
efficiency and service reliability. The program is also planning for the future 
purchase of an additional vehicle to support continued growth. 

SPSDT coordinates with regional partners through participation in WCCTAC, the 
Advisory Council on Aging (ACOA), and the Accessibility Advisory Committee to 
stay aligned with broader transportation efforts and to refer riders to other 
providers when trips fall outside the service area. 

Long-term sustainability depends on continued Measure J funding, as well as 
ongoing efforts to improve efficiency, manage demand, and adapt services to 
meet the evolving needs of seniors and individuals with disabilities in the 
community. 

 
 















TripSpark Manifest

14

Driver:

Date:

Route:

Vehicle:

Jashanae Huey

14

3/19/2026
Start Time

Total Time

End Time 

Beginning Mileage

End Mileage

Total Mileage

Sch.Time / 

Window

Address / phone/Comment Pass

Type

Space

Type

Pass

Count

Fare

Type

Disability

/ 

Fare Actual Arrive/

Depart/ Odo

Client Name / 

ID 

SignatureEst.Time

/Activity

Req.Early

/Late

08:45AM 08:47AM

Pullout

CITY HALL, 1000 Gateway Ave  San Pablo 

CA 94806

09:00AM

08:45AM

08:56AM

Pickupto Cane

 2.00

09:15AM

1911 Sutter Ave, 1911 Sutter Avenue  San 

Pablo California 94806

(510) 472-4290

ANA 

ZAZUETA

181

Senior AM  1 Cash

09:02AM

Dropoff Cane

West County Health Clinic, 13601 San 

Pablo Ave  San Pablo CA 94806

ANA 

ZAZUETA

181

Senior AM  1 Cash

09:15AM

09:00AM

09:18AM

Pickupto

 0.00

09:30AM

252 Michele Dr  San Pablo CA 94806

(510) 375-1178

Volunteer

IRENE 

SEMPER

137

Senior AM  1 Free
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Route: 14 Date: 3/19/2026

Sch.Time / 

Window

Address / phone/Comment Pass

Type

Space

Type

Pass

Count

Fare

Type

Disability

/ 

Fare Actual Arrive/

Depart/ Odo

Client Name / 

ID 

SignatureEst.Time

/Activity

Req.Early

/Late

09:35AM

Dropoff

Senior Center, 1943 Church Ln  San Pablo 

CA 94806

IRENE 

SEMPER

137

Senior AM  1 Free

09:30AM

09:15AM

09:39AM

Pickupto

 0.00

09:45AM

5918 Wyman St  San Pablo CA 94806

(510) 367-5374

Volunteer

ANU PAINTEL

77

Senior AM  1 Free

09:49AM

Dropoff

Senior Center, 1943 Church Ln  San Pablo 

CA 94806

ANU PAINTEL

77

Senior AM  1 Free

09:45AM

09:30AM

09:52AM

Pickupto Cane

 2.00

10:00AM

West County Health Clinic, 13601 San 

Pablo Ave  San Pablo CA 94806

ANA 

ZAZUETA

181

Senior AM  1 Cash

09:58AM

Dropoff Cane

1911 Sutter Ave, 1911 Sutter Avenue  San 

Pablo California 94806

(510) 472-4290

ANA 

ZAZUETA

181

Senior AM  1 Cash

Print :  4/30/2026    1:29:20PM Page    2    of    7



Route: 14 Date: 3/19/2026

Sch.Time / 

Window

Address / phone/Comment Pass

Type

Space

Type

Pass

Count

Fare

Type

Disability

/ 

Fare Actual Arrive/

Depart/ Odo

Client Name / 

ID 

SignatureEst.Time

/Activity

Req.Early

/Late

10:00AM

09:45AM

10:10AM

Pickupto Walker

 2.00

10:15AM

2732 Del Camino Dr  San Pablo CA 94806

(510) 374-6378

10:30am Appt / Wants to buy a book of 

tickets

GEORGE 

AVENT

9

Senior AM  1 Ticket $2

PCA AM  1 Free

10:20AM

Dropoff Walker

2089 Vale Rd, 2089 Vale Road  San Pablo 

California 94806

GEORGE 

AVENT

9

Senior AM  1 Ticket $2

PCA AM  1 Free

10:15AM

10:00AM

10:39AM

Pickupto

 2.00

10:30AM

1409 Miner Ave  San Pablo CA 94806

(510) 214-5315

RENATE 

WUNDERLIC

H

110

Senior AM  1 Ticket $2

10:30AM

10:15AM

10:40AM

Pickupto

 2.00

10:45AM

2406 Merritt Ave  San Pablo CA 94806

(415) 577-0101

Lunch Bunch

GUMERCIND

O URETA

100

Senior AM  1 Cash

10:30AM

10:15AM

10:52AM

Pickupto

 2.00

10:45AM

2450 21st St, 2450 21st Street  San Pablo 

California 94806

(510) 975-6511

PORFIRIA 

TORRES

157

Senior AM  1 Cash

Print :  4/30/2026    1:29:20PM Page    3    of    7



Route: 14 Date: 3/19/2026

Sch.Time / 

Window

Address / phone/Comment Pass

Type

Space

Type

Pass

Count

Fare

Type

Disability

/ 

Fare Actual Arrive/

Depart/ Odo

Client Name / 

ID 

SignatureEst.Time

/Activity

Req.Early

/Late

10:52AM

Dropoff

Senior Center, 1943 Church Ln  San Pablo 

CA 94806

PORFIRIA 

TORRES

157

Senior AM  1 Cash

10:52AM

Dropoff

Senior Center, 1943 Church Ln  San Pablo 

CA 94806

RENATE 

WUNDERLIC

H

110

Senior AM  1 Ticket $2

10:52AM

Dropoff

Senior Center, 1943 Church Ln  San Pablo 

CA 94806

GUMERCIND

O URETA

100

Senior AM  1 Cash

10:40AM

10:40AM

10:56AM

Breakto

12:00PM

11:15AM

11:00AM

11:05AM

Pickupto Walker

 2.00

11:30AM

2089 Vale Rd, 2089 Vale Road  San Pablo 

California 94806

GEORGE 

AVENT

9

Senior AM  1 Ticket $2

PCA AM  1 Free
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Route: 14 Date: 3/19/2026

Sch.Time / 

Window

Address / phone/Comment Pass

Type

Space

Type

Pass

Count

Fare

Type

Disability

/ 

Fare Actual Arrive/

Depart/ Odo

Client Name / 

ID 

SignatureEst.Time

/Activity

Req.Early

/Late

11:17AM

Dropoff Walker

2732 Del Camino Dr  San Pablo CA 94806

(510) 374-6378

10:30am Appt / Wants to buy a book of 

tickets

GEORGE 

AVENT

9

Senior AM  1 Ticket $2

PCA AM  1 Free

11:30AM

11:30AM

11:40AM

Lunchto

12:00PM

12:05PM

11:50AM

12:11PM

Pickupto

 2.00

12:20PM

Senior Center, 1943 Church Ln  San Pablo 

CA 94806

PORFIRIA 

TORRES

157

Senior AM  1 Cash

12:05PM

11:50AM

12:11PM

Pickupto

 2.00

12:20PM

Senior Center, 1943 Church Ln  San Pablo 

CA 94806

RENATE 

WUNDERLIC

H

110

Senior AM  1 Ticket $2

12:05PM

11:50AM

12:11PM

Pickupto

 2.00

12:20PM

Senior Center, 1943 Church Ln  San Pablo 

CA 94806

Lunch Bunch

GUMERCIND

O URETA

100

Senior AM  1 Cash

Print :  4/30/2026    1:29:20PM Page    5    of    7



Route: 14 Date: 3/19/2026

Sch.Time / 

Window

Address / phone/Comment Pass

Type

Space

Type

Pass

Count

Fare

Type

Disability

/ 

Fare Actual Arrive/

Depart/ Odo

Client Name / 

ID 

SignatureEst.Time

/Activity

Req.Early

/Late

12:18PM

Dropoff

2450 21st St, 2450 21st Street  San Pablo 

California 94806

(510) 975-6511

PORFIRIA 

TORRES

157

Senior AM  1 Cash

12:25PM

Dropoff

2406 Merritt Ave  San Pablo CA 94806

(415) 577-0101

GUMERCIND

O URETA

100

Senior AM  1 Cash

12:30PM

Dropoff

1409 Miner Ave  San Pablo CA 94806

(510) 214-5315

RENATE 

WUNDERLIC

H

110

Senior AM  1 Ticket $2

12:30PM

12:30PM

01:25PM

Breakto

02:45PM

01:30PM

01:15PM

01:40PM

Pickupto Walker

 2.00

01:45PM

13831 San Pablo Ave #302 San Pablo CA 

94806

(650) 776-4124

DOROTHY 

GANTT

38

Senior AM  1 Cash

01:47PM

Dropoff Walker

Kaiser Richmond, 901 Nevin Ave  

Richmond CA 94806

DOROTHY 

GANTT

38

Senior AM  1 Cash
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Route: 14 Date: 3/19/2026

Sch.Time / 

Window

Address / phone/Comment Pass

Type

Space

Type

Pass

Count

Fare

Type

Disability

/ 

Fare Actual Arrive/

Depart/ Odo

Client Name / 

ID 

SignatureEst.Time

/Activity

Req.Early

/Late

02:30PM

02:15PM

02:46PM

Pickupto Walker

 2.00

02:45PM

Kaiser Richmond, 901 Nevin Ave  

Richmond CA 94806

DOROTHY 

GANTT

38

Senior AM  1 Cash

02:54PM

Dropoff Walker

13831 San Pablo Ave #302 San Pablo CA 

94806

(650) 776-4124

DOROTHY 

GANTT

38

Senior AM  1 Cash

04:15PM 03:01PM

Pullin

CITY HALL, 1000 Gateway Ave  San Pablo 

CA 94806

Print :  4/30/2026    1:29:20PM Page    7    of    7



TripSpark Manifest

325

Driver:

Date:

Route:

Vehicle:

Kuldip Kumar

325

3/19/2026
Start Time

Total Time

End Time 

Beginning Mileage

End Mileage

Total Mileage

Sch.Time / 

Window

Address / phone/Comment Pass

Type

Space

Type

Pass

Count

Fare

Type

Disability

/ 

Fare Actual Arrive/

Depart/ Odo

Client Name / 

ID 

SignatureEst.Time

/Activity

Req.Early

/Late

08:45AM 10:04AM

Pullout

CITY HALL, 1000 Gateway Ave  San Pablo 

CA 94806

08:30AM

08:30AM

10:04AM

Breakto

10:45AM

10:15AM

10:00AM

10:09AM

Pickup

VI

to

 0.00

10:30AM

2411 Church Lane #22 San Pablo CA 94806

(510) 215-5543

Lunch Bunch

JUANITA 

CACHO

21

Senior AM  1 Free

10:26AM

Dropoff

VISenior Center, 1943 Church Ln  San Pablo 

CA 94806

JUANITA 

CACHO

21

Senior AM  1 Free

10:30AM

10:15AM

10:26AM

Pickupto

 2.00

10:45AM

2014 22nd St  San Pablo CA 94806

(510) 207-5564

FRANK 

JORDEN

56

Senior AM  1 Ticket $2

Print :  4/30/2026    1:29:20PM Page    1    of    5



Route: 325 Date: 3/19/2026

Sch.Time / 

Window

Address / phone/Comment Pass

Type

Space

Type

Pass

Count

Fare

Type

Disability

/ 

Fare Actual Arrive/

Depart/ Odo

Client Name / 

ID 

SignatureEst.Time

/Activity

Req.Early

/Late

10:26AM

Dropoff

Senior Center, 1943 Church Ln  San Pablo 

CA 94806

FRANK 

JORDEN

56

Senior AM  1 Ticket $2

11:00AM

10:45AM

10:57AM

Pickupto Cane

 2.00

11:15AM

2655 Merritt Ave  San Pablo CA 94806

(510) 447-0948

CIREENA 

DETRO

130

Senior AM  1 Ticket $2

11:13AM

Dropoff Cane

Eastbay Physical Therapy, 3571 San Pablo 

Dam Rd  Richmond CA 94803

CIREENA 

DETRO

130

Senior AM  1 Ticket $2

11:00AM

10:45AM

11:13AM

Pickupto

 2.00

11:15AM

929 Lake St  San Pablo CA 94806

(510) 617-6663

one way

LEAH 

WAGNER

129

Senior AM  1 Ticket $2

11:17AM

Dropoff

Empire Buffet, 700 San Pablo Towne 

Center  San Pablo CA 94806

LEAH 

WAGNER

129

Senior AM  1 Ticket $2

11:30AM

11:30AM

11:17AM

Lunchto

12:00PM

Print :  4/30/2026    1:29:20PM Page    2    of    5



Route: 325 Date: 3/19/2026

Sch.Time / 

Window

Address / phone/Comment Pass

Type

Space

Type

Pass

Count

Fare

Type

Disability

/ 

Fare Actual Arrive/

Depart/ Odo

Client Name / 

ID 

SignatureEst.Time

/Activity

Req.Early

/Late

12:05PM

11:50AM

12:25PM

Pickup

VI

to

 0.00

12:20PM

Senior Center, 1943 Church Ln  San Pablo 

CA 94806

Lunch Bunch

JUANITA 

CACHO

21

Senior AM  1 Free

12:05PM

11:50AM

12:26PM

Pickupto

 2.00

12:20PM

Senior Center, 1943 Church Ln  San Pablo 

CA 94806

FRANK 

JORDEN

56

Senior AM  1 Ticket $2

12:26PM

Dropoff

2014 22nd St  San Pablo CA 94806

(510) 207-5564

FRANK 

JORDEN

56

Senior AM  1 Ticket $2

12:26PM

Dropoff

VI2411 Church Lane #22 San Pablo CA 94806

(510) 215-5543

JUANITA 

CACHO

21

Senior AM  1 Free

12:30PM

12:30PM

12:26PM

Breakto

02:45PM

01:30PM

01:15PM

12:26PM

Pickupto

 0.00

01:45PM

Senior Center, 1943 Church Ln  San Pablo 

CA 94806

Volunteer

ANU PAINTEL

77

Senior AM  1 Free
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Route: 325 Date: 3/19/2026

Sch.Time / 

Window

Address / phone/Comment Pass

Type

Space

Type

Pass

Count

Fare

Type

Disability

/ 

Fare Actual Arrive/

Depart/ Odo

Client Name / 

ID 

SignatureEst.Time

/Activity

Req.Early

/Late

01:30PM

01:15PM

12:26PM

Pickupto

 0.00

01:45PM

Senior Center, 1943 Church Ln  San Pablo 

CA 94806

IRENE 

SEMPER

137

Senior AM  1 Free

12:26PM

Dropoff

5918 Wyman St  San Pablo CA 94806

(510) 367-5374

ANU PAINTEL

77

Senior AM  1 Free

12:26PM

Dropoff

252 Michele Dr  San Pablo CA 94806

(510) 375-1178

Volunteer

IRENE 

SEMPER

137

Senior AM  1 Free

02:00PM

01:45PM

01:49PM

Pickupto

 2.00

02:15PM

70 Villa Dr  San Pablo CA 94806

(510) 237-4821

ALICE 

TUCKER

180

Senior AM  1 Ticket $2

02:02PM

Dropoff

Kaiser Richmond, 901 Nevin Ave  

Richmond CA 94806

ALICE 

TUCKER

180

Senior AM  1 Ticket $2

02:30PM

02:15PM

02:28PM

Pickupto Cane

 2.00

02:45PM

Eastbay Physical Therapy, 3571 San Pablo 

Dam Rd  Richmond CA 94803

CIREENA 

DETRO

130

Senior AM  1 Ticket $2
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Route: 325 Date: 3/19/2026

Sch.Time / 

Window

Address / phone/Comment Pass

Type

Space

Type

Pass

Count

Fare

Type

Disability

/ 

Fare Actual Arrive/

Depart/ Odo

Client Name / 

ID 

SignatureEst.Time

/Activity

Req.Early

/Late

02:28PM

Dropoff Cane

2655 Merritt Ave  San Pablo CA 94806

(510) 447-0948

CIREENA 

DETRO

130

Senior AM  1 Ticket $2

03:45PM

03:30PM

03:29PM

Pickupto

 2.00

04:00PM

Kaiser Richmond, 901 Nevin Ave  

Richmond CA 94806

(510) 237-4821

ALICE 

TUCKER

180

Senior AM  1 Ticket $2

03:29PM

Dropoff

70 Villa Dr  San Pablo CA 94806

(510) 237-4821

ALICE 

TUCKER

180

Senior AM  1 Ticket $2

04:15PM 03:29PM

Pullin

CITY HALL, 1000 Gateway Ave  San Pablo 

CA 94806
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SENIOR & DISABLED 

Contact us for more information or to 
request an application:

• In person
• By mail or email
• Online at our website

This program is supported by Contra Costa County Measure J funds. 

Office Location & Contact Information:

Address: 1943 Church Lane, San Pablo, CA. 94806   
Office Hours: Monday-Friday, 9:00 a.m. - 4:00 p.m. 
Phone Number: (510) 215-3095
Email:  paratransit@sanpabloca.gov  
Website: www.sanpabloca.gov/Transportation 

• Affordable fares • Friendly, professional staff • Convenient door-to-door service • Reliable, timely transportation  

Application approval is required prior to scheduling a reservation.

Are you a San Pablo resident or living in unincorporated San Pablo?
 If so, you may be eligible—apply today! 



Ubicación de la Oficina e Información de Contacto: 

Dirección: 1943 Church Lane, San Pablo, CA. 94806  
Horario de Oficina: Lunes a viernes, 9:00 a.m. - 4:00 p.m. 

Número de Teléfono: (510) 215-3095
Correo Electrónico: paratransit@sanpabloca.gov
Sitio Web:  www.sanpabloca.gov/Transportation 

Este programa es apoyado por fondos de la Medida J del Condado de Contra Costa.

Comuníquese con nosotros para 
obtener más información o para 

solicitar una solicitud:

• En persona
• Por correo o correo electrónico
• En línea en nuestro sitio web

• Tarifas accesibles • Personal amable y profesional • Servicio conveniente de puerta a puerta • Transporte confiable y puntual 

La solicitud debe ser aprobada antes de programar una reservación.

¿Es usted residente de San Pablo o vive en la zona no incorporada de San Pablo? 
Si es así, puede ser elegible—¡solicite hoy mismo! 

PARA PERSONAS MAYORES Y 

DISCAPACITADAS DE 



Sunday, November 23rd
Trip Itinerary 

Boarding: 8:30 AM at SP Towne Center 
        (2415 San Pablo Dam Rd)

Departure: 8:45 AM
Brunch at Black Bear Diner: 9:15 AM 

        (Self Pay)
Departure to San Francisco: 11:30 AM
12:30 Arrival Time- Show begins at 1PM
Return to San Pablo 3:30 PM
Estimated Arrival: 4:30 PM

Registration opens
November 3rd!

Members: $80*
Non-Members: $90*

*Only Transportation and Ticket
included in fee 

**Credit/refund requests must be

submitted by 

Tues. November 18th by 3:00 PM.

 $30 cancellation fee. 

NO EXCEPTIONS.

SAN PABLO SENIOR CENTER 
1943 CHURCH LN, SAN PABLO, CA 94806 | PHONE: 510-215-3090

Sunday, November 23rd
Trip Itinerary 

Boarding: 8:30 AM at SP Towne Center 
        (2415 San Pablo Dam Rd)

Departure: 8:45 AM
Brunch at Black Bear Diner: 9:15 AM 

        (Self Pay)
Departure to San Francisco: 11:30 AM
12:30 Arrival Time- Show begins at 1PM
Return to San Pablo 3:30 PM
Estimated Arrival: 4:30 PM

Registration opens
November 3rd!

Members: $80*
Non-Members: $90*

*Only Transportation and Ticket
included in fee 

**Credit/refund requests must be

submitted by 

Tues. November 18th by 3:00 PM.

 $30 cancellation fee. 

NO EXCEPTIONS.

SAN PABLO SENIOR CENTER 
1943 CHURCH LN, SAN PABLO, CA 94806 | PHONE: 510-215-3090
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FORM B: Narrative 

Measure J Paratransit Program 15/20B Claim 

FY 26-27 Project Description 

 

AGENCY NAME: East Bay Paratransit, on behalf of AC Transit and 

BART 

 

SECTION A: SERVICE OVERVIEW  

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 
 

TYPES OF SERVICE:  

1. Check the box for each type of service you provide. 

X    ADA Paratransit Service 

 Taxi/TNC 

 Excursion Service 

 Meal trips 

 Dial-A-Ride 

 Volunteer Driver Program 

 Other 

 

2. For each service that you checked above, please 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. You may use bullet points for this.  

 

System overview:  

• ADA mandated paratransit service in the overlapping service areas of AC Transit 

and BART for certified riders who are determined eligible to ride via an ADA 

eligibility process . 

• East Bay Paratransit is directed by the East Bay Paratransit Consortium, a joint 

powers authority comprised of AC Transit and BART. 

• One firm (Transdev) is contracted to provide Paratransit Broker management, 

administrative, finance, eligibility, dispatch, and customer service call center 

functions.  Five firms (AP3, Bell Transit, Transdev/First Transit, MV 

Transportation, and RydeTrans) are subcontracted to provide ADA paratransit 

transportation services. 

 

Unless otherwise noted, all information and data presented includes East Bay 

Paratransit’s service in both Contra Costa and Alameda Counties.  

 

Driver Training:   

Within the contract between Transdev and each Service Provider is a driver training 

program requirement which addresses all staff positions, including drivers.  The program 



 
 

Page 2 of 11 

 

is approved by the Broker prior to implementation.  The training program includes, but is 

not limited to, the following areas:  

• Job function, Operation of equipment, and Emergency Preparedness  

• Driver training that meets Federal and State requirements for ADA service and 

vehicle type  

• ADA requirements: defensive and safe driving, passenger assistance; First-aid, and 

CPR training  

• EBP history and policies  

• Disability and aging awareness and sensitivity  

• Diversity awareness and sensitivity, including cultural, racial, sexual orientation, age, 

and gender  

• Recognizing and reporting harassment  

  

Monitoring:   

Financial and operational information is compiled, verified, and reviewed monthly by 

agency staff.  In addition, a performance report of key indicators is available for public 

review and is distributed in conjunction with EBPC’s rider advisory committee meetings, 

the East Bay Paratransit Access Committee (EBPAC).   

EBPC contracts for an independent annual telephone survey of a random sample of 

400+ riders.  This Customer Satisfaction Survey asks questions about many aspects of 

the service including overall customer satisfaction.  Other methods to obtain customer 

feedback include:  

• Call East Bay Paratransit and speak with a Customer Service Representative   

• Call East Bay Paratransit and leave a message in the Service Comments Mailbox  

• Write to the East Bay Paratransit Administration Office  

• Submit a comment through the website:  www.eastbayparatransit org  

Customer complaints received by the Broker’s Office by telephone, letter, or in person 

and are categorized, responded to and tracked. The numbers of complaints are reported 

to staff and to the EBPAC by category. Complaint statistics and details are used to 

determine areas of the service needing attention from staff.  Information uncovered in 

the complaint process is used to improve the service most often through specific 

attention to individual employees or through modification of service practices.    

EBPC data is audited by MTC (TDA Performance), and the BART internal audit 

department conducts periodic reviews.  EBPC is also included in the FTA’s Triennial 

Review of both AC Transit and BART.  

EBPC staff also participates regularly in paratransit rider-based committees, such as 

Alameda County Transportation Commission’s Technical Advisory Committee 

(ParaTAC) and Paratransit Advisory and Planning Committee (PAPCO), the Contra 

Costa County Paratransit Coordinating Council (PCC), AC Transit’s General Manager’s 

Access Committee (GMAC), and the BART Accessible Task Force (BATF).  

 

 

Fares:   

EBPC fares are distance based and can be paid either in cash, the East Bay Paratransit 

Contactless Payment App, or tickets.  Books of ten tickets are available for purchase by 

mail from East Bay Paratransit, at the AC Transit and BART ticket offices and at a kiosk 
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at EBPC’s office in downtown Oakland.  There is no fare for personal care attendants, 

but a companion traveling with the paratransit rider pays the same fare as the rider.  The 

Customer Services Agent quotes the fare for the trip when the ride is scheduled.   Fares 

are calculated as follows for each one-way trip and are currently described in the table 

below:  

  

For service in the East Bay  

Fare  Distance  

$4.00  0 to 12 miles  

$6.00  >12 miles, up to 20 

miles  

$7.00  >20 miles  

For service to/from San Francisco*   

1) If your trip starts or ends  

in:  

2) And your pick-up or drop-off is:  

        

  Up to 

Civic 

Center 

BART  

Beyond 

Civic 

Center 

BART   

Any Daly 

City 

address  

        

  3) Your 

fare is  

    

Zone 1:  

Alameda, Berkeley, 

Emeryville, Piedmont, 

Oakland   

$6.00  $7.00  $8.00  

Zone 2:   

Albany, Castro Valley, El 

Cerrito, El Sobrante, 

Kensington, Orinda BART, 

San Leandro, San Lorenzo, 

Richmond, San Pablo  

$7.00  $8.00  $9.00  

Zone 3:  

Fremont, Hayward, Hercules, 

Milpitas, Newark, Pleasanton 

BART, Pinole, Union City  

  

$8.00  

  

$9.00  

  

$10.00  

* San Francisco trips which go beyond the BART service territory  

 

 

STAFFING:  

3. Please complete the table below. 
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Note:  The service is fully contracted, there are no dedicated staff.  However, please see below 

for the contracted staffing levels: 

Position Total FTEs Total PTEs 

Drivers 269 0 

Dispatch 13 1 

Admin 8 1 

Other 39 4 

 

4. For ‘Admin’ and ‘Other’ staffing positions noted in the chart, please provide a brief 

description of the functions performed.  

• Customer Service  
• Reservations  
• Billing/Trip Reconciliation  
• Paratransit Eligibility Processing  
• Complaint Response  
• Reception  
• IT  
• Dispatching  
• Road Supervision  
• Route optimization  
• Team supervision  
• Drug & Alcohol Policy Processing/Enforcement  

 

5. If your program expends Measure J Program 15 funds for personnel who are not 

actively engaged in the delivery of services, please explain. 

 

N/A 

 

 

SERVICE AREA:  

6. Please provide a map of the service area and tables to illustrate the data, as 

appropriate. Describe both who are geographically eligible to ride your service 

and where your service will take and pick up those eligible riders.   
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East Bay Paratransit serves the following cities:  
  
  

Alameda  Albany  

Berkeley  Castro Valley  

El Cerrito  El Sobrante  

Emeryville  Fremont  

Hayward  Kensington  

Milpitas (part)  Newark  

Oakland  Piedmont  

Pinole (part)  Richmond  

San Leandro  San Pablo  

Union City    

 ADA paratransit-certified Riders can also go to and from any of these cities to 
anywhere in San Francisco, and elsewhere in the Bay Area, beyond these cities by 
transferring to other ADA paratransit services.  
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SECTION B: SERVICE DESCRIPTION (MIN. 300 WORDS) 

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 
 

SERVICE NARRATIVE:  

7. Please provide a narrative describing your existing services and any proposed 

service changes for FY 2026–27. Use this section to tell the story behind your data 

from Form A and help reviewers understand your program’s operations, 

challenges, and impacts. 

In order to use EBPC’s ADA services, a person has to be certified. EBPC uses both a 
written application form and a mandatory in-person interview.  In some cases, the 
Certification Department will request information from the applicant’s health care 
professional.  An applicant who is found eligible is certified for three years.  At the end 
of that period, the rider must recertify with EBPC, although further interviews are not 
required in the vast majority of cases.   

 
EBPC comprises the overlapping fixed service areas of AC Transit and BART, which 
serves the East Bay communities of Western Contra Costa County and Western 
Alameda County; covering approximately 400 square miles.  Service is also provided 
into and out of San Francisco. In most cases, EBPC coordinates long distance 
“Regional” trips outside of the EBPC service area. These require a transfer from EBPC 
to a second service.  Riders can make a reservation for the entire trip through EBPC if 
the second ADA service provider coordinates reservations with EBPC.  

   
EBPC operates during the same days and hours as AC Transit and BART’s regular 
fixed-route services.  All trips are by reservation, which can be made from 8:00 am to 
5:00 p.m. daily, seven days per week.  Reservations are taken up to 7 days in advance.  
Standing order reservations can be set up for recurring trips in certain circumstances.  
Trips are provided in accessible lift vans. Service is a shared ride. In compliance with 
the ADA, EBPC does not impose limitations on the number of trips a rider can take, nor 
are trip requests prioritized.  

 

 

UNSPENT FUNDS (Complete only if applicable):  

8. If your agency received Measure J Program 15 funds in the past 3 years and did 

not spend the entire allocation, please indicate the amounts in the spreadsheet 

and for any reason, provide details here for how the funds will be spent.   

 

N/A- All funds expended 

 

SECTION C: STAFF TRAINING 

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 
 

9. What initial training is provided to staff (admin and drivers) when they become 

part of your service team? This can be provided by the agency or the contractor.  
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Driver Training:  Within the contract between Transdev and each Service Provider is a 
driver training program requirement which addresses all staff positions, including 
drivers.  The program is approved by the Broker prior to implementation.  The training 
program shall include but not be limited to the following areas: 

 Job function, Operation of equipment, and Emergency Preparedness 
 Driver training that meets Federal and State requirements for ADA service and 

vehicle type 
 ADA requirements: defensive and safe driving, passenger assistance; First-aid, and 

CPR training 
 EBP history and policies 
 Disability and aging awareness and sensitivity 
 Diversity awareness and sensitivity, including cultural, racial, sexual orientation, age, 

and gender 
 Recognizing and reporting sexual harassment 

 
Admin staff receive ADA Paratransit, Transportation Management Software (StrataGen 
ADEPT and/or Spare Labs, Inc.), and East Bay Paratransit service training during the 
initial onboarding. Additionally, admin staff receive customer service training, disability 
sensitivity & awareness training, and ongoing trainings and workshops to ensure service 
level expectations are being met and departments are up to date on industry standards 
and best practices.  
 

 

10. What on-going training or certification does your staff participate in to qualify for 

the job (admin and drivers)? This can be provided by the agency or the contractor. 

 

• Minimum one (1) hour safety/ongoing training every month for every driver 

employed. Service Provider to present proposed meeting agenda for the Broker's 

approval prior to each session. 

• Driver Evaluations. Each driver employed shall be evaluated by a qualified 

instructor at least once every six (6) months, including in-service evaluation and 

license and medical certificate checks. 

 

11. What training do Customer Service staff receive? Attach training curriculum if you 

have it. 

Customer Service staff receive the same above training for admin staff. Please see 

attachment 3A- Customer Service Workshop for additional training information.   

 

SECTION D: SAFETY, LIABILITY & INCIDENT MANAGEMENT 

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 
 

12. What insurance liabilities do you have to protect staff and passengers? 

 

See attachment 3B- Insurance Requirements. 
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13. Are staff subject to drug and alcohol testing. If so, under what circumstances? 

All candidates are subject to pre-employment drug testing. Random drug tests are 

administered to employees in safety-sensitive positions. Drug and alcohol testing is also 

administered to operator staff post-accident if a vehicle was towed. Reasonable 

suspicion may also result in testing.  

 

14. Describe how your program handles accidents and incidents when they occur. 

Include how events are reported, documented, and reviewed, and what support or 

training staff receive to respond appropriately. 

 

Accidents and incidents are recorded using designated forms by both the SPs and EBP. 

Service Providers are responsible for completing the initial accident packet then 

forwarding it to EBP. Broker Dispatch also records accidents and incidents as reported 

by driver and SP window dispatch. The information is stored in EBPs Adept SAFETY 

and Security folder 

 

15. How many vehicle accidents involving your service vehicles were documented this fiscal 

year? Please provide the number and brief description of the nature of those incidents. 

 

In Fiscal Year 25-26 through February, there have been 129 accidents involving EBP 

revenue vehicles, which is approximately 3.84 accidents per 100,000 revenue miles. 

 

The accidents breakdown as follows: 

One (1) Major Accident ( > $25,000 prop dam., +/or 2 persons requiring immediate med 

attention, +/or a fatality) 

Four (4) Non-Major Accidents ($7,500 - $24,999 property damage +/or 1 person needing 

immediate med attention) 

124 Other Accidents. 

 

SECTION E: SERVICE AWARENESS (MIN. 250 WORDS) 

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 
 

16. 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.  

 

EBPC informs potential users of ADA services through brochures and Rider’s 
Guides, which have been widely distributed to individuals, Senior Centers, social 
workers, dialysis centers, city program managers, adult day health centers and 
others.  Information about EBPC is mentioned on both BART’s and AC Transit’s 
websites and in written materials about the agencies.  EBPC has its own website at 
eastbayparatransit.org.    
EBPC staff organizes or participates in numerous rider committee meetings, 
discussions with Social Service agency representatives, senior and disabled fairs, 
and paratransit and public transportation forums.  
EBPC has made significant efforts to accommodate non-English speaking clients. 
All applications are available in both Spanish and Chinese in addition to English. 
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Additionally, on-site Spanish and Chinese speaking customer service 
representatives are available during business hours. Should a rider or potential 
client need assistance in a language other than Spanish or Chinese, all customer 
service representatives are trained to access language link, a service that connects 
representatives with translators.  

 

 

17. Please share your public-facing promotional materials, including your website 

address.  

 

eastbayparatransit.org.   

All About East Bay Paratransit 

Travel Training 

 

18. Are your outreach materials available in languages other than English? If so, what 

languages?  

Yes, all are available in English, Spanish, and Chinese. 

 

19. Are there languages you would like to translate materials to but do not have the 

resources to do so?  

 

NO 

 

SECTION F: RIDER FEEDBACK (MIN. 250 WORDS) 

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 

Please provide a summary of customer feedback collected from riders, including:  

20. What are your most common complaints? These don't need to come from a formal 

system, phone calls, conversations at pickup, comments to drivers, and notes 

from front desk staff all count. 

 

In Fiscal Year 25-26 through February, the top three complaint categories are: 

1. Driver complaints 

2. Provider timeliness 

3. Broker dispatch 

 

21. Describe how riders can share feedback with your program and what happens 

after they do. How are complaints logged, who follows up, and how do you close 

the loop with the rider? 

 

EBPC contracts for an independent annual telephone survey of a random sample of 

400+ riders.  This Customer Satisfaction Survey asks questions about many aspects of 

the service including overall customer satisfaction.  Other methods to obtain customer 

feedback include:  

• Call East Bay Paratransit and speak with a Customer Service Representative   

• Call East Bay Paratransit and leave a message in the Service Comments Mailbox  

https://www.eastbayparatransit.org/
https://www.eastbayparatransit.org/CMS/uploadedFiles/AllAboutEBPEnglish.pdf
https://www.eastbayparatransit.org/CMS/uploadedFiles/travelTrainingENGLISH.pdf
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• Write to the East Bay Paratransit Administration Office  

• Submit a comment through the website:  www.eastbayparatransit org  

 

22. Have any service changes, policy updates, or operational adjustments come from 

rider feedback in the past year? 

 

East Bay Paratransit and County Connection have begun using an additional transfer 

location at Dublin/Pleasanton BART station, for transfer rides where it makes more 

operational sense and provides a shorter ride time to complete the transfer there as 

opposed to the other transfer location at Orinda BART station. 

 

 

23. Does your program present to or receive input from any advisory body, such as a 

commission on aging, a disability advisory committee, a social services council, 

or a rider advisory group? If so, what concerns or themes have come up in those 

conversations recently? 

 

EBPC staff works with its rider committee, the East Bay Paratransit Access 
Committee (EBPAC) who advises management staff on a variety of items 
including changes to procedures or policies, reviewing budgets and funding claims, 

and outreach to people with disabilities. Comments and support for changes are 
obtained prior to implementation.   
The EBPAC consists of 16 members: 12 EBPC riders from all over the 
service area & 4 members from city programs and Social Service Agencies 
with ADA riders as clients.  The EBPAC also advises the Service Review 
Committee (SRC) comprised of the AC Transit and BART General Manager 
and/or their designees, on matters relating to the provision of paratransit 
services. The EBPAC meets every other month, the meetings are publicly 
noticed, and public comment is welcome. An announcement about the 
EBPAC is included in phone hold messages and on eastbayparatransit.org 
so interested individuals may attend.  Meeting materials are sent to everyone 
who requests them.  

 

 

 

24. (Complete only if applicable): If you have vendors delivering service on your 

behalf, what procedures do you have in place to gather and resolve complaints 

they receive? 

 

East Bay Paratransit (EBP) centralizes the collection and resolution of complaints 

regarding its third-party service providers. All feedback, whether received by 

telephone, letter, or in person, is categorized, tracked, and directed to the Quality 

Assurance Manager, where they are entered into a tracking system.  

East Bay Paratransit (EBP) centralizes the collection and resolution of complaints 

about its third-party service providers. All feedback, whether received by 

telephone, letter, or in person, is categorized, tracked, and directed to the Quality 
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Assurance Manager, where it is entered into a tracking system. The information 

gathered during this process is used to address issues with specific contract 

employees or to adjust service practices among the providers. 
 

 

 

SECTION G: PROGRAM 20B WEST COUNTY OPERATORS NEED (MIN 250 WORDS) 

Who must complete: All Claimants of Measure J Program 20b in West County Only 
 
Describe how your agency will use program 20b funds by answering the following questions. 

1. SERVICE OVERVIEW & JUSTIFICATION: Is this a new or continuing service? Describe the 
service (area, population, and key features). Explain how it provides "added value" by either 
addressing specific gaps that go beyond baseline requirements or by closing critical funding 
shortfalls required to maintain existing service levels. 

This is a continuing service.  See Sections A and B describing the service.  Program 20B funds 
help to fund East Bay Paratransit to maintain existing service levels. 

2. PERFORMANCE, DATA & IMPACT   

• For continuing service: provide a summary of recent performance (trips, ridership, and 
cost-effectiveness)  

• For new services: provide a description of expected outcomes. 

• For both continuing and new services, include supporting data (e.g., waitlists, denials, or 
survey results) to demonstrate the specific unmet need this service addresses and its 
impact on riders. 
 
As an ADA paratransit service, there are no waitlists, and all demanded trips are served. 
 
 
 

3. BUDGET, COORDINATION & SUSTAINABILITY: Provide a high-level breakdown of how 
Program 20B funds will be used alongside other funding sources. Additionally, describe how the 
service coordinates with other providers to improve efficiency and your plan for long-term 
sustainability.  

Program 20B funds are included in EBPC’s total operating revenue.  These funds support 
maintaining EBPC’s existing ADA paratransit services.  Measure J Program 20B funds 
represent approximately 0.2% of EBPC’s operating revenue.  The remainder are comprised of 
Measure J Program 15 (0.5%), Alameda Measure BB (30%), Customer fares (3%), and AC 
Transit and BART general funds (67%). 

 
Please note, the Measure J Form A Tab A that was provided by CCTA did not include a 
separate line item for us to input Program 20B funds, so instead we combined Program 
15 and 20B funds on the line titled “Measure J Prog 15”. 
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Table A - Measure J Claim Summary TRANSIT

FY 2025
Actual

FY 2026
Projected

FY 2027 Estimate

Program Sources (Revenues) 100% allocation 100% allocation
Measure J Prog 15 -$                                               521,969$                                       569,980$                                       
Measure J Local Reserves
Paratransit Service Fares 1,975,385$                                     1,986,065$                                     2,063,921$                                     
TDA
STA
FTA
Other - AlaCounty Meas BB - AC Transit 16,637,495$                                   16,700,904$                                   17,118,427$                                   
Other - AlaCounty Meas BB - BART 5,545,832$                                     5,566,968$                                     5,706,142$                                     
Other - AC Transit General Funds 25,218,074$                                   29,886,230$                                   34,085,441$                                   
Other - BART General Funds 13,409,807$                                   15,363,484$                                   17,380,859$                                   
Total Other 38,627,881$                                   45,249,714$                                   51,466,300$                                   

TOTAL PROGRAM SOURCES 62,786,592$                                   70,025,620$                                   76,924,771$                                   
Program Uses (Expenditures)

Administration 430,935$                                        418,147$                                        422,879$                                        
Paratransit Operations 59,704,999$                                   66,553,164$                                   73,355,953$                                   
Fare Subsidy Operations
Other - Outreach / Education 2,650,658$                                     3,054,310$                                     3,145,939$                                     
Other -

TOTAL PROGRAM USES 62,786,592$                                   70,025,620$                                   76,924,771$                                   

Capital Expenditures

NET OPERATING BALANCE 0$                                                  0$                                                  0$                                                  

Measure J Funds: Changes in Reserve Balance
Beginning Reserve Balance 0$                                                  0$                                                  
Annual Revenue 62,786,592$                                   70,025,620$                                   76,924,771$                                   
Annual Operating Expenditures 62,786,592$                                   70,025,620$                                   76,924,771$                                   
Annual Capital Expenditures -$                                               -$                                               -$                                               
Ending Reserve Balance 0$                                                  0$                                                  0$                                                  

Please review the directions for the definitions of the above terms and the appropriate formulas.



Table B - Capital Needs and Acquisition Forcast

Anticipated Purchases
FY 2024
Actual

FY 2025
Projected

FY 2026 
Estimate

FY 2027 
Estimate

TOTAL -$                       -$                       -$                       -$                       



Table C - Performance Indicators TRANSIT

Activity
FY 2025
Actual

FY 2026
Projected

FY 2027 Estimate

Total Registered Clients 12,140                                11,877                                12,174                                

Total Clients in Unincorporated Areas

Total Active Clients 6,998                                  7,159                                  7,324                                  

Total Passenger Boardings 519,603                              520,808                              560,326                              

Total Revenue Service Hours (RSHr) 363,333                              360,434                              387,783                              

Passenger Boardings per Revenue Service Hour (RSHr) 1.4                                      1.4                                      1.4                                      

Average Passenger Trip Distance 11.5                                    11.4                                    11.4                                    

Number of Wheelchair Passenger Boardings 117,136                              122,355                              126,177                              

Cost per Passenger Boarding ($) 120.69                                134.46                                137.82                                

Number of No-Shows 8,690                                  9,157                                  9,386                                  

Number of Cancellations 126,598                              129,488                              132,725                              

Number of Trip Denials 75                                       36                                       37                                       

One Seat Ride Program (# referred)

LIFE Program (# referred)

Number of One Seat Ride Trips Provided

Number of Active LIFE Program Users

On-Time Performance (%) 94.8% 94.7% 95.0%

Number of Active Participants
Quantity of Service
Other 

PARATRANSIT or DIAL-A-RIDE (DAR) 

OTHER PROGRAMS (Fill In If Applicable - TNC Service, Medical Transport, Senior Service, etc)

Please review the directions for the definitions of the above terms and the appropriate formulas.



Table D - Rolling Stock Inventory

Make  Vehicle # Year License # VIN Type Ambie W/C Flex Seats Fixed Seats Owner # vehicles 
Ford 410 2009 39034B4 1FDFE45S39DA57159 Cutaway 8 2 2 2 AP3 Transportation 1

Ford 412 2011 9PVM565 1FDFE4FS4BDA91406 Cutaway 12 4 7 0 AP3 Transportation 1

Ford *413 2011 9PVN692 1FDFE4FS5BDA87221 Cutaway 12 4 7 0 AP3 Transportation 1

Ford 489 2011 51338N3 1FDFE4FS3ADB02622 Cutaway 8 4 3 1 AP3 Transportation 1

Ford 501 2011 46191N3 1FDFE4FS8ADB02602 Cutaway 8 4 3 1 AP3 Transportation 1

Ford 514 2011 45817N3 1FDFE4FS2ADB02627 Cutaway 8 4 3 1 AP3 Transportation 1

Ford 468 2012 064387H2 1FDEE3FL9CDA13395 Cutaway 8 2 2 2 AP3 Transportation 1

Ford 471 2012 99049W3 1FDEE3FL9CDA62807 Cutaway 8 2 3 3 AP3 Transportation 1

Ford 546 2012 45951N3 1FDFE4FS8CDA80166 Cutaway 8 4 3 1 AP3 Transportation 1

Ford 548 2012 46192N3 1FDFE4FSXCDA71338 Cutaway 8 4 3 1 AP3 Transportation 1

Ford 549 2012 89451P3 1FDFE4FS7CDA87156 Cutaway 8 4 3 1 AP3 Transportation 1

Ford 566 2012 89449P3 1FDFE4FS6CDA92946 Cutaway 8 4 3 1 AP3 Transportation 1

Ford 420 2014 06687H4 1FDFE4FS6EDB10302 Cutaway 8 2 2 2 AP3 Transportation 1

Ford 421 2014 20723F4 1FDFE4FS2EDB10877 Cutaway 8 2 2 2 AP3 Transportation 1

Ford 462 2014 24389C1 1FDEE3FL6EDA72715 Cutaway 10 1 0 5 AP3 Transportation 1

Ford 422 2017 20573B4 1FDFE4FS6HDC49172 Cutaway 8 2 2 2 AP3 Transportation 1

Ford 423 2017 21138F4 1FDFE4FS4HDC49171 Cutaway 8 2 2 2 AP3 Transportation 1

Ford 424 2017 94376F4 1FDFE4FS9HDC51448 Cutaway 8 2 2 2 AP3 Transportation 1

Ford 425 2017 20973F4 1FDFE4FS7HDC51450 Cutaway 8 2 2 2 AP3 Transportation 1

Dodge 401 2011 89034P3 2D4RN4DE8AR462600 Minivan 2 1 0 1 AP3 Transportation 1

Dodge 402 2012 62050X3 2C4RDGBG1CR256821 Minivan 4 1 0 2 AP3 Transportation 1

Ford E-350 2020 Cutaway 14 5 7 0 Transdev/FTI 30
Ford E-350 2019 Cutaway 14 5 6 1 Transdev/FTI 16
Ford E-450 2017 Cutaway 14 4 7 1 Transdev/FTI 11
Ford E-350 2015 Cutaway 14 5 7 0 Transdev/FTI 9
Ford E-350 2019 Cutaway 14 5 7 0 MV Transportation 30
Ford E-350 2019 Cutaway 10 2 3 3 MV Transportation 4
Ford E-450 2024 Cutaway 14 5 7 0 MV Transportation 18
Ford E-450 2013 Cuttaway 10 2 7 0 MV Transportation 8
Ford E-450 2016 Cutaway 14 5 7 0 MV Transportation 1
Ford E-350 2019 Cutaway 14 5 7 0 RydeTrans 31
Ford E-350 2013 Cutaway 8 2 2 8 RydeTrans 21
Ford 302 2014 55827N1 1FDEE3FL6DDB16159 Type II 7 1 0 7 Bell Transit 1
Ford 303 2014 55828N1 1FDEE3FL8DDB16163 Type II 7 1 0 7 Bell Transit 1
Ford 304 2014 92938M1 1FDEE3FL9DDB16172 Type II 7 1 0 7 Bell Transit 1
Ford 305 2014 55846N1 1FDEE3FLXDDB37418 Type II 7 1 0 7 Bell Transit 1
Ford 306 2014 55845N1 1FDEE3FL9DDB37412 Type II 7 1 0 7 Bell Transit 1
Ford 307 2014 55843N1 1FDEE3FL8DDB37420 Type II 7 1 0 7 Bell Transit 1
Ford 308 2014 92948M1 1FDEE3FL3DDB16166 Type II 7 1 0 7 Bell Transit 1
Ford 309 2014 55838N1 1FDEE3FL8DDB37417 Type II 7 1 0 7 Bell Transit 1
Ford 314 2014 46563N3 1FDEE3FLXDDB06041 Type II 7 1 0 7 Bell Transit 1
Ford 310 2014 40193M3 1FDEE3FLXFDA12258 Type II 7 3 3 1 Bell Transit 1
Ford 311 2013 10662N3 1FDEE3FL2DDA79241 Type II 8 3 2 3 Bell Transit 1
Ford 312 2014 30040T2 1FDWE3FL1EDB17824 Type II 6 1 0 6 Bell Transit 1
Ford 315 2012 63222F3 1FDFE4FS8CDA19173 Type II 7 1 0 7 Bell Transit 1
Ford 317 2013 09482S3 1FDFE4FS1DDA20778 Type II 8 1 0 8 Bell Transit 1
Ford 319 2015 83675K2 1FDFE4FS1FDA19763 Type II 8 1 0 8 Bell Transit 1
Ford 320 2015 93486U3 1FDFE4FS8FDA12308 Type II 7 2 0 7 Bell Transit 1
Ford 321 2015 43621V3 1FDFE4FS6FDA10749 Type II 7 2 0 7 Bell Transit 1
Ford 3322 2015 06766B4 1FDFE4FS8FDA12311 Type II 7 2 0 7 Bell Transit 1
Ford 323 2015 30760Y3 1FDFE4FS6FDA12310 Type II 7 2 0 7 Bell Transit 1
Ford 3324 2018 65126Z3 1FDEE3FS4JDC42863 Type II 7 2 1 6 Bell Transit 1
Ford 3325 2018 65127Z3 1FDEE3FS8JDC42879 Type II 7 2 1 6 Bell Transit 1
DODGE GRAND CARAVAN 701 2010 92712K3 2D4RN4DE6AR497605 92712K3 3 1 0 2 Start Transit 1
DODGE GRAND CARAVAN 702 2016 05895S2 2C4RDGCG0GR333649 05895S2 3 1 0 2 Start Transit 1
DODGE GRAND CARAVAN 703 2019 58693A4 2C4RDGCG5KR687871 58693A4 3 1 0 2 Start Transit 1
DODGE GRAND CARAVAN 704 2019 27280N3 2C4RDGEG8KR641478 27280N3 3 1 0 2 Start Transit 1
DODGE GRAND CARAVAN 705 2019 27335N3 2C4RDGEG4KR784217 27335N3 3 1 0 2 Start Transit 1
DODGE GRAND CARAVAN 706 2019 88154P3 2C4RDGCG4KR807675 88154P3 3 1 0 2 Start Transit 1
DODGE GRAND CARAVAN 707 2015 22999T3 2C7WDGBG6FR652155 22999T3 3 1 0 2 Start Transit 1
CHRYSLER TOWN & COUNTRY 708 2010 58091Y3 2A4RR5D16AR266301 58091Y3 3 1 0 2 Start Transit 1
FORD TRANSIT 150 709 2019 05758S2 1FTYE2CM9KKA19149 05758S2 3 1 0 2 Start Transit 1
FORD TRANSIT 150 710 2018 05757S2 1FTYE2CM0JKB43258 05757S2 3 1 0 2 Start Transit 1

Total 231



Table E - Unmet Needs TRANSIT
Responses should include a mix of quantiative and qualititive information. If you have not 
collected or documented this information, please note that instead of leaving the response 
blank.

Total requests for transportation beyond current service area or route. These are not tracked.  EBP will continue to provide ADA complementary paratransit.

People outside your service area requesting rides These are not tracked.

Requests for improved technology (apps, scheduling systems, easier fare 
payment) to access services more efficiently

New software platform launched on May 1. Phase 2 will include customer facing uses, for example 
the ability to book a trip via the EBP website or mobile app and on-line eligibility applications.

Opportunities to improve regional coordination beyond required ADA service EBP will continue to provide ADA complementary paratransit.

Please shared any other unmet needs that are relavent (optional).

Please review the directions for the definitions of the above terms and the appropriate formulas.

March 2023 FY 2023-24 Measure J Program 15 Claim
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EXHIBIT 2-INSURANCE REQUIREMENTS 

Broker and Service Providers must register and provide proof of insurance coverage in the District’s myCOI online 

insurance tracking system at support@mycoitracking.com.  

Coverage shall be at least as broad as:   

1. Commercial General Liability (CGL): Insurance Services Office Form CG 00 01 covering CGL on an “occurrence” 

basis, including products and completed operations, property damage, bodily injury and personal & advertising injury 

with limits no less than $7,500,000.00 per occurrence. If a general aggregate limit applies, either the general aggregate 

limit shall apply separately to this project/location (ISO CG 25 03 or 25 04) or the general aggregate limit shall be 

twice the required occurrence limit. Policies shall include coverage for Premises and Operations; Products/Completed 

Operations; Broad Form Property damage; Contractual Liability, Cross-liability and Severability of Interest, and 

Independent Contractors. 

Sexual Abuse or Molestation (SAM) Liability: If the CGL policy referenced above is not endorsed to include affirmative 

coverage for sexual abuse or molestation, Broker and Service Providers shall obtain and maintain a policy covering 

Sexual Abuse and Molestation with a limit no less than $2,000,000.00 per occurrence or claim. 

2. Automobile Liability: Insurance Services Office Form Number CA 0001 covering, Code 1 (any auto), or if Broker has 
no owned autos, Code 8 (hired) and Code 9 (non-owned), with limit no less than $10,000,000.00 per accident for bodily 
injury and property damage. Taxis/Community Service Providers by subcontract shall be required to provide coverage 
limits per Appendix 4. 

3. Workers’ Compensation insurance as required by the State of California, with Statutory Limits, and Employer’s 
Liability Insurance with limit of no less than $1,000,000.00 per accident for bodily injury or disease. (Not required if 
Contractor provides written verification it has no employees).  

4. Professional Liability Errors and Omissions Insurance appropriate to Broker’s and Service Providers’ profession 
and services hereunder, with limits not less than $3,000,000.00 per occurrence. Coverage shall be sufficiently broad 
to respond to the duties and obligations as is undertaken by Broker and/or Service Providers. 

5. Cyber Liability Insurance, with limits not less than $2,000,000.00 per occurrence or claim, $2,000,000.00 
aggregate.  Coverage shall be sufficiently broad to respond to the duties and obligations as is undertaken by Broker 
and Service Providers in this Contract and shall include, but not be limited to, claims involving security breach, 
system failure, data recovery, business interruption, cyber extortion, social engineering, infringement of intellectual 
property, including but not limited to infringement of copyright, trademark, trade dress, invasion of privacy 
violations, information theft, damage to or destruction of electronic information, release of private information, 
and alteration of electronic information.  The policy shall provide coverage for breach response costs, regulatory 
fines and penalties as well as credit monitoring expenses. 

6. Fidelity Bond and/or Crime Insurance, with limits of not less than $100,000.00 per occurrence for each loss of 
money or other property belonging to or held for the AC Transit and BART, AC Transit, and/or BART. Covering 
any loss of money or property.  

7. Property Insurance: Broker and Service Providers shall provide all risk replacement cost valuation coverage on 
all property whether purchased by the Broker or Service Providers for use under this Contract or provided by the 
member agencies.  

8. Other Insurance Provisions: The insurance policies are to contain, or be endorsed to contain, the following 
provisions, copies of which endorsements shall be attached to Certificates of Insurance submitted to AC Transit 
and BART: 
a. Additional Insured Status: The EBPC, AC Transit, BART, the members of their respective Boards of 

Directors, their officers, officials, employees, and volunteers are to be covered as additional insureds on the 
CGL and Auto Liability policies with respect to liability arising out of work or operations performed by or on 
behalf of Broker and Service Providers including materials, parts, or equipment furnished in connection with 
such work or operations. General liability coverage can be provided in the form of an endorsement to Broker’s 
and Service Provider’s insurance (at least as broad as ISO Form CG 20 10 11 85 or both CG 20 10, CG 20 26, 
CG 20 33, or CG 20 38; & CG 20 37 forms if later revisions used). 

b. Primary Coverage: For any claims related to this contract, Broker’s and Service Provider’s CGL and Auto 
Liability insurance coverage shall be primary insurance. primary CGL coverage shall at least be as broad as ISO 
CG 20 01 04 13 as respects  to the EBPC,AC Transit, BART, the members of their respective Boards of 
Directors, their officers, officials, employees, and volunteers. Any insurance or self-insurance maintained by 
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AC Transit, BART, the members of their respective Boards of Directors, their officers, officials, employees, 
or volunteers shall be excess of Contractor’s insurance and shall not contribute with it.  

c. Notice of Cancellation: Each insurance policy required above shall be endorsed to state that the coverage 
shall not be suspended, voided, canceled by either party, reduced in coverage’s or limits except after thirty (30) 
calendar days prior written notice by certified mail, return receipt requested, has been given to AC Transit and 
BART.  

d. Waiver of Subrogation: Broker and Service Providers hereby grants to EBPC, AC Transit and BART a waiver 
of any right to subrogation which any insurer of said Broker or Service Provider may acquire against AC Transit 
and BART by virtue of the payment of any loss under such insurance. Broker and Service Providers agrees to 
obtain any endorsement that may be necessary to affect this waiver of subrogation, but this provision applies 
regardless of whether or not AC Transit and BART has received a waiver of subrogation endorsement from 
the insurer.  

e. Self-Insured Retentions: Self-insured retentions must be declared to and approved by AC Transit and BART. 
AC Transit and BART may require Broker and Service Providers to provide proof of ability to pay losses and 
related investigations, claim administration, and defense expenses within the retention. The policy language 
shall provide, or be endorsed to provide, that the self-insured retention may be satisfied by either the named 
insured or AC Transit, or BART.  

f. Acceptability of Insurers: Insurance is to be placed with insurers authorized to conduct business in the state 
with a current A.M. Best’s rating of no less than A:VII, unless otherwise acceptable to AC Transit and BART.  

g. Claims Made Policies: If any of the required policies provide coverage on a claims-made basis:  
i. The Retroactive Date must be shown and must be before the date of the contract or the beginning 

of Services.  
ii. Insurance must be maintained and evidence of insurance must be provided for at least five (5) years 

after completion of Services.  
iii. If coverage is canceled or non-renewed, & not replaced with another claims-made policy form with a 

Retroactive Date prior to the Contract Effective Date, Broker and Service Providers must purchase 
“extended reporting” coverage for at least five (5) years after completion of Services.  

h. Verification of Coverage: Broker and Service Providers shall furnish AC Transit and BART with original 
Certificates of Insurance including all required amendatory endorsements (or copies of the applicable policy 
language affecting coverage required by this clause) and a copy of the Declarations and Endorsement Page of 
the CGL policy listing all policy endorsements to AC Transit and BART before services begins. However, 
failure to obtain the required documents prior to services beginning shall not waive the Contractor’s obligation 
to provide them.  

i. Subcontractors: Unless otherwise stated, Broker and Service Providers shall require and verify that all 
subcontractors of any tier maintain insurance meeting all the requirements stated herein or Broker and Service 
Providers may insure the subcontractors under its own policies. Broker and Service Providers shall ensure that 
EBPC, AC Transit and BART are additional insureds on insurance required from subcontractors.   

j. Special Risks or Circumstances: AC Transit  and BART reserves the right to modify these requirements, 
including limits, based on the nature of the risk, prior experience, insurer, coverage, or other special 
circumstances. 

k. Certificates of Insurance & Notices: Broker and Service Providers shall annually submit to AC Transit and 
BART, certificates confirming that the insurance required has been renewed and continues in place for the 
term of the Contract. 

i. AC Transit notices shall be submitted through myCOI at support@mycoitracking.com. 

ii. BART notices shall be sent to San Francisco Bay Area Rapid Transit District, c/o Director of Risk & 
Insurance, P.O. Box 12688 Oakland, CA 94604-2688. 

9. Special Provisions: 

a. These insurance requirements are not intended to and shall not in any manner limit or otherwise qualify the 
liabilities and obligations otherwise assumed by the Broker and Service Providers under this Contract, 
including but not limited to the provisions concerning indemnification.  

b. Compliance with these insurance requirements is considered a material part of the Contract, and breach of 
any such provision may, at the option of AC Transit and BART, be considered a material breach of the 
Contract, and result in action by AC Transit and BART to withhold payment and/or terminate the Contract.   

c. If the same entity/organization is awarded both the Roles of Broker and Service Provider, they 
must provide double the required coverage limits for Commercial General Liability as stated in 
Section 1 of Exhibit 2 and Auto Liability as stated in Section 2 of Exhibit 2. 
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Customer Service Workshop

East Bay 
Paratransit Workshop Agenda

• Part 1
• Agenda
• Learning Objectives

• Part 2
• Disability Etiquette
• Effectively Managing Calls – Best Practices and Call Examples
• Role Play Exercises

Learning Objectives

• Refresher on ADA guidelines
• Understand regulatory requirements, policies, and passenger 

expectations
• Learn about creating customer experience excellence
• Put ourselves in our passengers’ shoes and identify their needs
• Understand disability etiquette and best approaches to improve 

passenger satisfaction
• Feel comfortable using tools and scripts
• Ensure empowerment to resolve

Americans With 
Disabilities Act
Understanding Your Role

What is the ADA?

• ADA
• The Americans with Disabilities Act of 1990 (ADA) prohibits 

discrimination and ensures equal opportunity and access for 
persons with disabilities.

• The ADA requires public transit agencies that provide fixed-route 
service to provide “complementary paratransit” service to people 
with disabilities who cannot use the fixed-route bus or rail service 
because of a disability. The ADA regulations specifically define a 
population of customer who are entitled to this service as a civil 
right. The regulations also define minimum service characteristics 
that must be met for this service to be considered equivalent to 
the fixed-route service it is intended to complement. 

ADA Scenario

• Caller demands they are picked up at their home at 10:00am today 
for their appointment. They say that you have to accommodate them 
because of the ADA law.

• What do you do? How do you answer this question and manage this call?

1 2
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ADA Scheduling Scenario

• Caller wants to schedule a pick-up for a doctor’s appointment at 
11:00am. They ask to be picked up at 10:45am from their home. 
However, you know the driver will take at least 15 minutes without 
traffic and they should have a time buffer to ensure they make their 
appointment.

• What do you do? How do you answer this question and manage this call?

Call Center Goals
What are the Expectations?

What You’re Currently 
Doing…
• Taking reservations and 

scheduling trips

• Scheduling subscriptions

• Dispatching rides and supporting 
drivers with their routes

• Answering customer questions 
about rides and schedules

• Managing no-show and 
cancellations

• Addressing issues with trips

Discussion – What’s Missing?

• Do you have all the tools you need to be successful?
• What tools would you like to have?
• What would you like to see changed?
• What information would you like passengers to have?
• Do you have any other suggestions?

Our Promise to East 
Bay Paratransit
• Provide excellent customer 

service and communicate correct 
information

• Answer all calls professionally

• Ensure rides and subscriptions 
are scheduled properly

• Dispatch and manage trips 
effectively

• Support drivers in making their 
trips on time and handling issues

• Make safety a priority

7 8
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Call Center Goals

• Deliver excellent customer service, with 
kindness and care

• Achieve a call abandonment rate of less 
than 4%

• Answer calls in less than 2 minutes (avg 
queue hold)

• Handle calls efficiently and eliminate chit 
chat

• Address and resolve concerns on the first 
attempt

• Create a respectful and professional 
environment

Being Customer Driven
What do customers really want?

Caring About the 
Customer Experience
It all starts….

By putting ourselves (and our team) 
into the customer’s shoes and to 
better understand their point of 
view.

Before we look at the East Bay 
Paratransit Customer Experience, 
let’s take a different example… just 
to get used to thinking this way…

We are ALL Customers!

Exercise
What happens when I’m a customer?

• When you are a customer what do you 
LOVE and HATE about your experience in 
different service industries?

• Bank, leisure center, restaurant…

13 14
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Put Yourself in the Customer’s Shoes

• This will help give insight and understanding of what the passenger is 
going through and may help you not to take passenger responses and 
emotions personally. The customer pathways shown beloe describes 
the entire passenger journey from start to finish.

The Customer’s Expectations

THREE EMOTIONAL ENVIRONMENTS
Identify Emotional 
Environments that 
Impact Customer 
Reactions
• By recognizing emotions, you will 

have the tools to help assess 
situations from the passenger’s 
point of view and respond 
appropriately.

• You may not be able to control 
things that happen on daily 
routes (traffic, accidents, etc.), 
but you can influence every 
experience with passengers 
based on what you say, how you 
say it and what you do.

Shine the Light on the Customer

1. See the situation from the passenger point of view 

2. Asses the emotional state (green yellow, red)

3. Act accordingly to keep them at green or get them to green

TO SUM UP WHAT WE HAVE TO DO…

19 20
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TAKE CARE OF THE CUSTOMER
IN A GREEN ENVIRONMENT

Green Environment: Let’s Recap

KEEP CONTACT WITH THE CUSTOMER
IN A YELLOW ENVIRONMENT

Yellow Environment: Let’s Recap

COMMUNICATE AND RESTORE TRUST
YELLOW ENVIRONMENT HANDLING CHALLENGING SITUATIONS

25 26
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GETTING OUT
OF A RED ENVIRONMENT

ATTITUDE AND METHOD
RED ENVIRONMENT 

ATTITUDE AND METHOD
RED ENVIRONMENT

FRIENLDY, FACTUAL, FIRM APPROACH
RED ENVIRONMENT

FFF Approach

USE THE TWO-PART APPROACH TO TRANSLATE THESE 
“CRUDE” STATEMENTS
• There isn’t any smoking in my bus!
• Where did you learn to put your feet on the seats like that?!
• You’re not going to drink on the bus, are you?!
• Quiet back there! Don’t make so much noise!
• You don’t have to yell at me! Stop it!

Emotional Environments - Review
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IT’S UP TO YOU…
• Make your own job easier 

by:
• Staying in the Green 

Zone
• Going for Care (using 

problem solving 
methods)

• Sharing ideas for 
improving customer 
service

Disability Etiquette
Ensuring appropriate, caring communication

Disability Etiquette
• Basic disability etiquette 

involves treating people 
with disabilities with 
respect.

• Use people-first language. 
Avoid referring to a caller’s 
particular disability unless it 
is necessary. Always put the 
person first. For example, 
say “customer who uses a 
wheelchair” or “person 
who is blind.”

Disability Etiquette
• Provide clear, organized 

instructions for customers with 
cognitive disabilities (e.g., 
traumatic brain injury, Dementia, 
and neurological conditions). 
When providing instructions, 
break down steps into smaller 
segments.

• Repeat and ask for verification. 
Clarification is very important 
when speaking with a customer 
who has a speech impairment (or 
any customer). Ask for 
verification of their request.

Scripts
Tools for Clear, Consistent Calls

Scripts
• Best Practices: 

• Always say “please” and “thank 
you” when asking for 
information and receiving 
information from a client. 

• Do you best to resolve the 
client’s request quickly and 
politely. 

• Always acknowledge their 
request and remain calm, 
polite, and understanding if 
they had a bad or challenging 
experience. 

37 38
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Scripts

• Greetings:
• Thank you for calling East Bay Paratransit, this is (Name).

• Hold:
• May I place you on hold for a moment?
• Thank you for holding.

• Call Closings:
• Thank you for calling, have a great day!

Effectively Managing Calls
Expectations of a Professional Call Center Agent

Expectations of a Professional Call Center 
Agent
• Think about your body language and verbal reactions.

• A relaxed, smiling person is more likely to have a calm, controlled 
voice and can speak freely. A caller is more likely to feel 
comfortable and less upset when staff is keeping the tone 
professional and positive.

• Keep customer informed. 
• Let your customer know what you are doing and how long it might 

take. You may need to explain that you need to speak with 
someone else to get an answer. Let the customer know 
approximately how long it will take. 

Expectations of a Professional Call Center 
Agent
• Always ask the customer if you can put them on hold.

• It is polite to ask their permission before placing them on hold. Try to let them 
know how long they can expect to hold.

• Provide accurate information.
• If you are unsure about a questions, or aren’t confident of your answer, ask to 

put the call on hold and ask a colleague or manager.
• Avoid negative language.

• Stay calm and use positive language. It will creatge a positive experience for 
you and the customer.

• Treat each caller as an individual.
• You play an important role in helping customers feel valued and appreciated. 

Use the caller’s name when answering their questions.

Expectations of a Professional Call Center 
Agent
• Take detailed notes if you’re handling a question or complaint. 
• Reassure the customer.

• Let the customer know you’re listening and value their feedback 
when handling a concern or complaint.

• Don’t over promise.
• If the customer is requesting a response, let them know you will 

take their complaint/questions, and someone will respond.
• Know the business.

• Ensure you are up to date about information including operational 
practices, areas of service, ADA policies, and hours of operation.

Expectations of a Professional Call Center 
Agent
• Know how to apologize.

• The caller may not always be right, but kindness toward the 
situation will help the call reach its conclusion or help you and the 
caller find a solution to the issue or request.

• Abuse is never acceptable.
• Professionally set limits with customers who are verbally abusive 

and remain calm. 
• Ensure the reservation details are correct before closing the call.

• Repeat the information to the customer to ensure all details –
times, pick-up locations, and drop-off locations.
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Call Examples

Example 1
• What could the agent have 

done for a different 
outcome?

• What are some of the 
techniques you could apply 
to better support the 
customer?

Example 2
• What did the agent do well?
• How did this experience 

impact the client?

Call Center Exercises
Agent/Customer Conversations

Scenarios – Role Play Exercise

• Scenario 1
• Rider calls in and is upset because the bus is not there at the scheduled time, and they’ll be 

late to their appointment.
• Your goal is to calm the rider down, explain where the vehicle is currently, and provide an 

estimated pick-up time.

• Scenario 2
• Rider calls to complain about the bus leaving before they are ready – they need help to get 

home.
• Apologize to the rider (even though it isn’t our fault) and work with dispatch to arrange 

for a pick-up.
• Work with the rider to determine what may have happened (options: didn’t understand 

the rules, was having trouble getting to the pick-up location, delayed at the 
appointment).

Scenarios – Role Play Exercise

• Scenario 3
• Driver calls to let you know that the other agency’s vehicle has not 

arrived yet and they’ve been waiting for 30 minutes. The 
passenger is very upset.
• Your goal is to support the driver in getting the passenger to 

yellow, find out where the other vehicle is (or if it’s even 
coming), provide an estimated pick-up time and let the rider 
know that if the other agency does not show up, we’ll take 
them back to their pick-up location.

Role Play Exercise Questions

• What was good or bad about the interaction?
• How could the interaction have gone better?
• Did you have all the information you needed to help the 

caller?
• What state (Green-Yellow-Red) was the caller in when they 

called?
• What state was the caller in when the call ended?
• Do you have any other thoughts or comments about this 

interaction?

Thank you!
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Driver Training for East Bay 
Paratransit

Cynthia Lopez, GM
Transdev NA
Oakland, CA 

Transdev- IntelliRide

Transdev (Broker) 
contracts with 3 
dedicated Service 
Providers (331) active 
drivers

First Transit – Oakland 

MV Transportation – San 
Leandro 

A-Paratransit – San 
Leandro

What does it take to drive for East Bay 
Paratransit?

Class B (P endorsement) required
Pre-employment drug screen (DOT 

regulated)
Pass Criminal Background check
Have a current DMV report or pull 

notice (with no more than 3 points 
in the past 3 years

No license suspensions (with 2 yrs., 
no DUIs)

Have to be an experienced, licensed 
driver for at least 3 years

Pass a DOT – physical by a DOT 
certified Doctor

Subjected to random DOT drug 
screens

Certified in CPR & First Aid
VTT certificate

Classroom Basics

2 or 3 days (16-24 hrs) CDL prep 

Drivers take written CDL test Class 
B and obtain permit

40 hours of classroom (operations)

16 hours learning basic skills 
(backing, turning the vehicle, 
driving in a confined area (coned 
off area in a empty parking lot) 

24 hours (BTW) – driving with an 
instructor on City streets, freeways 
and in traffic

Drivers scheduled to take drive 
test (DMV-ETP certified instructor 
on an approved DMV course)

16 hours cadetting (in service), but 
with another driver to assist 

Start to finish – all 
Providers average:

Total: 
100-120
hours

• Pre-Trip Inspections 

• Smith System or LLLC 
Defensive Driving

• Accident 
avoidance/prevention

• WC securement and 
operating bus equipment 
lifts and ramps

• Conflict management
• Difficult locations (BART 

stations, hospital or 
location loading areas, 
avoiding overhangs and 
awnings

• MSlate training (MDC 
unit)

• Map or GPS training

P.A.S.S. - CTAA's Passenger 
Assistance, Safety and Sensitivity 
(PASS) driver training program is the 
recognized industry standard when 
it comes to ensuring that passengers 
are transported in the most safe, 
sensitive and careful manner 
possible. ... PASS trained drivers 
know how to safely and sensitively 
transport everyone.

• Intro to ADA & Disability 
sensitivity

• Original certification and 
annual re-certification

Other key items learned: 
Transdev      
(IntelliRide)   

Broker
Responsible

for:

 Contract Basics (What 
is East Bay 
Paratransit)

 Expectations of 
service (Door to door, 
passenger assistance)

 Incident/Accident 
Reporting Protocol

 Communication 
Basics w/ Dispatch

 What to do when you 
need assistance (help)

 Compliance 
 Road Supervision (spots 

checks, road observation, 
some ride-a-longs), audit 
training records, accident 
reporting, oversee D/A 
compliance provide 
training for drivers 
working for EBPT contract 
as part of training class
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Service
Provider 

Responsibilities
Hiring and Training Drivers
Window Dispatch 
Maintaining Driver Records
Drug and Alcohol 

compliance of drivers
Safety and Training 

(monthly safety meetings, 
in-service and 10 hours of 
classroom training on 
renewal year). 

7 8
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FORM B: Narrative 
Measure J Paratransit Program 15/20B Claim 

FY 26-27 Project Description 

 

AGENCY NAME: WestCAT 

 

SECTION A: SERVICE OVERVIEW  

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 
 
TYPES OF SERVICE:  

1. Check the box for each type of service you provide. 
X ADA Paratransit Service 
 Taxi/TNC 
 Excursion Service 
 Meal trips 
X Dial-A-Ride 
 Volunteer Driver Program 
 Other 
 

2. For each service that you checked above, please 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. You may use bullet points for this.  
 
WCCTA Dial A Ride service began in September 1979, serving the Cities of Hercules 
and Pinole and the unincorporated communities of Crockett, Rodeo, Port Costa, Tara 
Hills, Montalvin Manor, and Bayview in Western Contra Costa 
County.  WestCAT’s commitment to providing service to riders with disabilities pre-
dates the passage of the Americans with Disabilities Act. WCCTA has offered direct 
trips within and outside its service boundaries for passengers with disabilities for 
many years, and our system continues to offer services beyond the scope necessary 
under the ADA. Eligibility for these services is extended to anyone 65 years or older, 
regardless of ADA eligibility status. 
 
WestCAT Paratransit Service operates six days a week, from 6:00 AM to 8:00 PM 
(weekdays) and from 9:00 AM to 7:00 PM on Saturdays. The service provides the ADA-
mandated complementary service for WestCAT’s fixed route system. 
However, WestCAT does not limit service to a ¾ mile corridor boundary 
around operating fixed routes. Instead, it provides service to all locations within its 
service area boundaries during paratransit hours of operation. Outside of these hours,  
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and on Sundays and Holidays, WestCAT has a cooperative agreement with East Bay 
Paratransit to provide ADA-mandated services. At these times, locations served are 
limited to those within the ¾ mile ADA corridor. This agreement is currently under 
discussion with WestCAT and East Bay to potentially change how these trips are 
provided. There is no update on potential changes at this time at this time. 
WestCAT has no plan to modify the current policy of not implementing the ¾ mile 
limit on service provision. 

 
STAFFING:  

3. Please complete the table below. 
Position Total FTEs Total PTEs 
Drivers 7  
Dispatch 5  
Admin 1 0.5 
Other-Mech/ Utility 2  

 
4. For ‘Admin’ and ‘Other’ staffing positions noted in the chart, please provide a brief 

description of the functions performed.  
 

-Mechanics / Utility Workers are responsible for maintaining the paratransit fleet. 
They service and clean our vehicles to ensure they are in good 
condition to operate our service safely and inspect for cleanliness. 

 
-Admin is responsible for overseeing the paratransit and ADA passenger database. 
Keeping up with eligibility, registering new clients, incoming applications, and 
making reservations. 

 
5. If your program expends Measure J Program 15 funds for personnel who are not actively 

engaged in the delivery of services, please explain. N/A 
 
SERVICE AREA:  

6. Please provide a map of the service area and tables to illustrate the data, as 
appropriate. Describe both who are geographically eligible to ride your service and 
where your service will take and pick up those eligible riders.   
Map attached. Trips for all eligible riders are available throughout our service area, 
with limited direct trips outside our boundaries for passengers with disabilities. 
Service within the service area is available to anyone aged 65 or older, regardless of 
ADA eligibility. 
 

SECTION B: SERVICE DESCRIPTION (MIN. 300 WORDS) 

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 
 
SERVICE NARRATIVE:  
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7. Please provide a narrative describing your existing services and any proposed 
service changes for FY 2026–27. Use this section to tell the story behind your data 
from Form A and help reviewers understand your program’s operations, 
challenges, and impacts. 

 
No service changes are currently planned. There are ongoing discussions with 
East Bay about potentially collaborating on either a One Seat Ride pilot with 
WestCAT, or having them join the East Bay One Seat Ride Pilot. WestCAT 
continues to provide ADA trips to ALL eligible residents of the service area, 
regardless of their geographical distance to a fixed route, we also offer Senior 
trips within the same geographical boundary. WestCAT also offers limited Senior 
trips to medical facilities in San Pablo and El Cerrito. 
 
Ridership has remained relatively flat over the past few years, while costs to 
provide the service have continued to increase. It should be noted that the 
contractors' Driver Union is currently in negotiation, and this may further increase 
the direct cost to provide service. WestCAT is entering into its last year of 
agreement with the current Operational and Maintenance contractor, and would 
anticipate a new contract in effect on July 1 2027 will also see cost increases. 

 
UNSPENT FUNDS (Complete only if applicable):  

8. If your agency received Measure J Program 15 funds in the past 3 years and did 
not spend the entire allocation, please indicate the amounts in the spreadsheet 
and for any reason, provide details here for how the funds will be spent.   

N/A 
 

SECTION C: STAFF TRAINING 

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 
 

9. What initial training is provided to staff (admin and drivers) when they become part of 
your service team? This can be provided by the agency or the contractor.  
Using MV Transportation’s instructor-guided program, drivers are provided with 
classroom and behind-the-wheel training. The training covers 33 core training 
modules covering all necessary components of safe and courteous vehicle operation. 
Each new hire is required to complete 116 hours of training. Consists of 28.5 hours of 
classroom, 4.5 hours of pre-driving, 6 hours of closed course, 25.5 hours of behind-the-
wheel training, 36 hours of observation, and 16 hours of cadet driving. 
 

10. What on-going training or certification does your staff participate in to qualify for the job 
(admin and drivers)? This can be provided by the agency or the contractor. 
Customer Service/ Dispatchers all receive the same training as above, along with 
ongoing training regarding booking appointments, hold times, empathy, and call-
doctor. 
 



 
 

Page 4 of 7 
 

11. What training do Customer Service staff receive? Attach training curriculum if you have 
it.  

 
Contractor provides customer service training to all front-line employees, including 
ongoing training throughout the year. The contractor has an online portal tracking and 
providing training, WestCAT is launching Fixed Route Service changes as part of the 
ongoing Comprehensive Operational Analysis (WestCAT Evolution). Part of this rollout 
will include additional customer service training and guidelines. 
 

SECTION D: SAFETY, LIABILITY & INCIDENT MANAGEMENT 

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 
 

12. What insurance liabilities do you have to protect staff and passengers? 
WCCTA maintains its primary Vehicular and General Liability Coverage through the 
California Transit Indemnity Pool (CalTIP). Currently, WCCTA’s self-insured retention 
level under the CalTIP coverage is $100,000, and WCCTA currently maintains coverage 
for the first $100,000 of any loss through its contract with MV Transportation. 
The CalTIP program requires that all incidents and potential losses 
be immediately reported to CalTIP’s third-party adjusting firm (currently Sedgwick) 
and that CalTIP’s TPA will be responsible for administering all covered claims. WCCTA 
also secures physical damage coverage for the full replacement value of all vehicles in 
its fleet through CalTIP. Proposers shall provide coverage for all physical damage 
losses within the deductible amount of the CalTIP coverage ($5,000 per occurrence per 
vehicle). CalTIP’s third-party adjusting firm is responsible for administering any 
physical damage claim and pursuing subrogation recovery for any physical damage 
claim exceeding $2,500.  

13. Are staff subject to drug and alcohol testing. If so, under what circumstances? 
Yes, all contracted safety-sensitive employees are drug tested upon employment, 
after at-fault accidents, for reasonable suspensions, and randoms.  
 

14. Describe how your program handles accidents and incidents when they occur. Include 
how events are reported, documented, and reviewed, and what support or training staff 
receive to respond appropriately. 
When needed, the Road Supervisors respond to all Accidents/Incidents. 
Road Supervisors and Managers received Accident Investigation Training 
upon initial placement and received ongoing training regarding investigation, 
reporting, and testing. CalTIP also provides accident investigation training, which we 
use frequently. Key personnel are provided with the needed materials (Incident, FTA 
Decision to Test, Preventability, Testing Notification, Comment Cards), as well as 
other forms. Everyone responding to incidents has a Smartphone for photos. 
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15. How many vehicle accidents involving your service vehicles were documented this fiscal 
year? Please provide the number and brief description of the nature of those incidents. 
We had a total of 5 vehicle accidents this fiscal year.  
 

SECTION E: SERVICE AWARENESS (MIN. 250 WORDS) 

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 
 

16. 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.  

WestCAT continues to promote and market our programs through our website 
(www.westcat.org), social media, text alerts, and community outreach events such as 
National Night Out and Health Fairs held at local Senior Centers. Staff frequently visit 
senior residential communities in our service area. We mail postcards to current clients 
about new programs and leave them at Senior Centers, hospitals, and Dialysis Centers.  
Currently, we offer publications in both English and Spanish.  

 
17. Please share your public-facing promotional materials, including your website address.  

 
https://www.westcat.org/ 
 

18. Are your outreach materials available in languages other than English? If so, what 
languages? We offer outreach materials in both English and Spanish.  

 
19. Are there languages you would like to translate materials to but do not have the 

resources to do so? No 
 

SECTION F: RIDER FEEDBACK (MIN. 250 WORDS) 

Who must complete: All Claimants of Measure J Program 15 and 20b (West County) 

Please provide a summary of customer feedback collected from riders, including:  

20. What are your most common complaints? These don't need to come from a formal 
system, phone calls, conversations at pickup, comments to drivers, and notes from front 
desk staff all count. 

 
Complaints often arise around timed transfers with other agencies, we have also had 
some internal phone issues over the last year which have resulted in longer hold times. 
 

21. Describe how riders can share feedback with your program and what happens after they 
do. How are complaints logged, who follows up, and how do you close the loop with the 
rider? 
WestCAT utilizes software provided by GoGov to record and track all complaints and 
comments. Through the online portal, passengers can visit our website to report 
issues or contact us directly. Once a comment is submitted, it is assigned to a specific 
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individual based on the nature of the issue, who will investigate and respond within 
three business days. 

22. Have any service changes, policy updates, or operational adjustments come from rider 
feedback in the past year? 

 
 
We have a new phone system in place. We worked with SolTrans to change the service 
provision of trips between our agencies in terms of transfer location. Trips from SolTrans 
will transfer in Hercules, and trips from WestCAT will transfer in Vallejo. 
 

23. Does your program present to or receive input from any advisory body, such as a 
commission on aging, a disability advisory committee, a social services council, or a 
rider advisory group? If so, what concerns or themes have come up in those 
conversations recently? 

 
We do not have any direct Advisory committee’s 
 

24. (Complete only if applicable): If you have vendors delivering service on your behalf, what 
procedures do you have in place to gather and resolve complaints they receive? N/A 

 

SECTION G: PROGRAM 20B WEST COUNTY OPERATORS NEED (MIN 250 WORDS) 

Who must complete: All Claimants of Measure J Program 20b in West County Only 
 
Describe how your agency will use program 20b funds by answering the following questions. 

1. SERVICE OVERVIEW & JUSTIFICATION: Is this a new or continuing service? Describe 
the service (area, population, and key features). Explain how it provides "added value" 
by either addressing specific gaps that go beyond baseline requirements or by closing 
critical funding shortfalls required to maintain existing service levels. 

WestCAT provides trips beyond the ADA required ¾ mile of a fixed route, and also provides 
trips to all Seniors within the service area. As previously described in Program 15 
description 

2. PERFORMANCE, DATA & IMPACT   
 For continuing service: provide a summary of recent performance (trips, ridership, and 

cost-effectiveness)  This is all contained within Form A – Data is for ADA and Paratransit 
services 

 For new services: provide a description of expected outcomes. 
 For both continuing and new services, include supporting data (e.g., waitlists, denials, or 

survey results) to demonstrate the specific unmet need this service addresses and its 
impact on riders. 

We provide trips to all within our service boundaries and hours of operation 

3. BUDGET, COORDINATION & SUSTAINABILITY: Provide a high-level breakdown of how 
Program 20B funds will be used alongside other funding sources. Additionally, describe how the 
service coordinates with other providers to improve efficiency and your plan for long-term 
sustainability.  
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WestCAT will continue using Program 20b funding to support services beyond those required 
by the ADA, alongside essential cross-subsidization from the Transportation Development Act 
fund. These services include direct trips outside the WCCTA service area to dialysis centers, 
senior day programs, and other medical services in West County. Additionally, the funding 
will help offset the costs of WestCAT’s participation in the one-seat pilot as demand for this 
program increases.  
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Table A - Measure J Claim Summary TRANSIT

FY 2025
Actual

FY 2026
Projected

FY 2027 Estimate

Program Sources (Revenues) 100% allocation 100% allocation
Measure J Prog 15 416,786$                                                    416,786$                                                    445,076$                                                    
Measure J Prog 20b 118,394$                                                    115,954$                                                    118,913$                                                    
Measure J Local Reserves
Paratransit Service Fares 29,763$                                                       26,000$                                                       26,000$                                                       
TDA 1,153,484$                                                  1,200,377$                                                  
STA 157,696$                                                     157,715$                                                     
FTA
Other - TDA 6,186$                                                         4,434$                                                         1,226,469$                                                  
Other - STA 162,446$                                                     
Total Other 6,186$                                                         4,434$                                                         1,388,915$                                                  

TOTAL PROGRAM SOURCES 1,882,309$                                                  1,921,266$                                                  1,978,904$                                                  
Program Uses (Expenditures)

Administration 226,950$                                                     220,336$                                                     226,946$                                                     
Paratransit Operations 1,344,974$                                                  1,365,451$                                                  1,406,415$                                                  
Fare Subsidy Operations
Other - 310,385$                                                     335,479$                                                     345,543$                                                     
Other -

TOTAL PROGRAM USES 1,882,309$                                                  1,921,266$                                                  1,978,904$                                                  

Capital Expenditures

NET OPERATING BALANCE -$                                                            -$                                                            -$                                                            

Measure J Funds: Changes in Reserve Balance
Beginning Reserve Balance -$                                                            -$                                                            
Annual Revenue 1,882,309$                                                  1,921,266$                                                  1,978,904$                                                  
Annual Operating Expenditures 1,882,309$                                                  1,921,266$                                                  1,978,904$                                                  
Annual Capital Expenditures -$                                                            -$                                                            -$                                                            
Ending Reserve Balance -$                                                            -$                                                            -$                                                            

Please review the directions for the definitions of the above terms and the appropriate formulas.



Table B - Capital Needs and Acquisition Forcast

Anticipated Purchases
FY 2024
Actual

FY 2025
Projected

FY 2026 
Estimate

FY 2027 
Estimate

N/A

TOTAL -$                       -$                       -$                       -$                       



Table C - Performance Indicators TRANSIT

Activity
FY 2025
Actual

FY 2026
Projected

FY 2027 Estimate

Total Registered Clients 3749 3850 3950 ADA and Senior services are combined in ALL data

Total Clients in Unincorporated Areas 1154 1250 1350

Total Active Clients 229 330 430

Total Passenger Boardings 18434 18550 18650

Total Revenue Service Hours (RSHr) 10717 10717 11000

Total Trips Per Revenue Service Hours (RSHr) 1.720070915 1.73089484 1.695454545

Passenger Boardings per Revenue Service Hour (RSHr) 2 2 2

Average Passenger Trip Distance 4.5 4.5 4.5

Number of Wheelchair Passenger Boardings 4813 4900 5000

Cost per Passenger Boarding ($) $102.11 $103.57 $106.10

Number of No-Shows 630 580 550

Number of Cancellations 6814 6000 5500

Number of Trip Denials 0 0 0

One Seat Ride Program (# referred) 19 40 50

LIFE Program (# referred) 434 460 500

Number of One Seat Ride Trips Provided 0 0 0 *Provided by County Connection

Number of Active LIFE Program Users 43 65 75

On-Time Performance (%) 93% 94% 94%

Number of Active Participants
Quantity of Service
Other 

PARATRANSIT or DIAL-A-RIDE (DAR) 

OTHER PROGRAMS (Fill In If Applicable - TNC Service, Medical Transport, Senior Service, etc)

Please review the directions for the definitions of the above terms and the appropriate formulas.



Table D - Rolling Stock Inventory

Vehicle 
Model Year    

Vehicle Description
Vehicle 

Identification
Fuel Type

Total Vehicle 
Mileage

Mobility Device 
Assist Type

Maximum 
Ambulatory 

Seating 
Capacity

Maximum 
Wheelchair 

Positions
Funding Source(s)

Anticipated 
Replacement 

Year

2025.00 Class G- ARBOC Specialty Vehicles 40 Gasoline Qstraint 12 3 FTA, PTMISEA, TDA 2030
2025.00 Class G- ARBOC Specialty Vehicles 41 Gasoline Qstraint 12 3 FTA, PTMISEA, TDA 2030
2025.00 Class G- ARBOC Specialty Vehicles 42 Gasoline Qstraint 12 3 FTA, PTMISEA, TDA 2030
2025.00 Class G- ARBOC Specialty Vehicles 43 Gasoline Qstraint 12 3 FTA, PTMISEA, TDA 2030
2025.00 Class G- ARBOC Specialty Vehicles 44 Gasoline Qstraint 12 3 FTA, PTMISEA, TDA 2030
2025.00 Class G- ARBOC Specialty Vehicles 45 Gasoline Qstraint 12 3 FTA, PTMISEA, TDA 2030
2025.00 Class G- ARBOC Specialty Vehicles 46 Gasoline Qstraint 12 3 FTA, PTMISEA, TDA 2030
2025.00 Class G- ARBOC Specialty Vehicles 47 Gasoline Qstraint 12 3 FTA, PTMISEA, TDA 2030
2025.00 Class G- ARBOC Specialty Vehicles 48 Gasoline Qstraint 12 3 FTA, PTMISEA, TDA 2030
2025.00 Class G- ARBOC Specialty Vehicles 49 Gasoline Qstraint 12 3 FTA, PTMISEA, TDA 2030



Table E - Unmet Needs TRANSIT
Responses should include a mix of quantiative and qualititive information. If you have not 
collected or documented this information, please note that instead of leaving the 
response blank.

Total requests for transportation beyond current service area or route.

This date is not tracked, all ADA-eligible trips are provided with connections to East Bay or 
Soltrans or directly by the One Seat Ride Program. All non-ADA requests are evaluated on an 
individual basis and information is provided to passengers. Calls are received from people 
seniors wishing to travel outside our service area

se People outside your service area requesting rides
See above response. We do receive calls from San Rafael and other areas outside of our 
service area

Requests for improved technology (apps, scheduling systems, easier fare 
payment) to access services more efficiently

We have a new phone system that allows passenges to receive calls back instead of waiting on 
hold. 

Opportunities to improve regional coordination beyond required ADA service Continue working with East Bay Paratransit and SolTrans

Please shared any other unmet needs that are relavent (optional). No

Please review the directions for the definitions of the above terms and the appropriate formulas.
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