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Current Service ModelCurrent Service ModelCurrent Service Model

State‐of‐the‐art vehicles
• GPS

• AVL
• On‐board cameras

Real world assessments
• In‐person process
• Travel‐training
• Use of revenue‐service vehicles

State‐of‐the‐art technology
• Automated scheduling & dispatch

• IVR 
• Digital voice recorder

Recognized by peers as industry leader
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FocusFocusFocus
People
Riders

 Employees

 Stakeholders

 Dollars
Operating budget

Capital budget (68.0%)

(8.2%)

(11.4%)

(0.9%) (0.7%)
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From This…From ThisFrom This……

Innovative 

 
Services

ADA Paratransit

 
Services
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To Different & BetterTo Different & BetterTo Different & Better
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To Different & BetterTo Different & BetterTo Different & Better
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Current Business 

 Model

From This… To  Different & Better

Department Name Paratransit Services Mobility Management Services

Fixed Costs Monthly None

Rate Structure Per revenue hour Per trip

Vehicle Provider DART Contractor

Fuel Provider DART Contractor

Type of Service(s) ADA Paratransit only Various

Scheduling In‐house Outsourced

Dispatching In‐house Outsourced

Technology Moderate to high cost Low to moderate cost

Room for growth  Substantial increase in costs Minimal increase  in costs

Models ComparisonModels Comparison
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KPI Comparison
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KPI Current Model New Model

On‐Time Performance 86% 95%

Complaints/1,000 

 Passengers
5.0 2.0

Accidents/100k Miles 2.5 1.5

Scheduling /Reservation 

 Service Level
84.0% 95.6%

Scheduling/Reservation

 Abandonment Rate
3.1% 1.0%
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Concerns/Questions
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

 
How does this differ from old problematic taxi service?



 
Driver Management Program by  contractor: Fully 

 vetted, trained, strict high standards, contractor 
 compliance staff;



 
Directly monitored by contractor through technology;



 
DART contract compliance staff & program as cross‐

 check;



 
Low to zero tolerance for operator/service 

 complaints & errors.
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

 
Risks and Risk Management:


 

Contractor Delivery 


 

Well constructed Statement of Work in RFP


 

Detailed and high performance requirements;


 

Mandate quality controls;


 

Request verifiable experience and demonstrated success;


 

Risk the same for this contract as for any other contract;


 

Many alternate providers available.


 
Costs of Transition


 

Request in RFP, evaluate during decision making process;


 

Customer communications costs.
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Concerns/Questions
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

 
Risks and Risk Management:



 

Customer Acceptance



 

Positive response by PAAG and at ADA meetings to concept;


 

Intensive customer communications and education program;



 

Contractor must include start‐up activities and plan;



 

Service redundancy in early period to minimize problem 

 potential.



 

Insufficient Availability of Vehicles/Accessible Vehicles


 

Contractor must prove ability to supply;


 

Ability to use current vehicles, if necessary, for at least one 

 year.

Concerns/Questions
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

 
Staff Reductions (Internal)



 
43 impacted positions



 

20‐31 new positions



 

23‐12 left from filling new positions



 
Advance opportunity at back‐fill jobs created 

 within DART by retirement program



 

8 eligible for early retirement in impacted areas



 
Assistance in employment search skills
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Concerns/Questions
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

 
Contractor Staff Reductions (Operators)



 
Potential for operators to continue to provide 

 service through new model;



 
Turnover occurs each time there is a new contract 

 award;



 
Currently, we still have 70 of pre‐Veolia operators 

 providing service.
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Concerns/Questions
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Some Major Cities Outsourcing 
 Scheduling & Dispatching

Pittsburgh

Washington, DC

Orange County

San Francisco

Seattle
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Denver

Miami

New York

Orlando

Eugene
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Current Business 

 Model

From This… To  Different & Better

Department Name Paratransit Services Mobility Management Services

Fixed Costs Monthly None

Rate Structure Per revenue hour Per trip

Vehicle Provider DART Contractor

Fuel Provider DART Contractor

Type of Service(s) ADA Paratransit only Various

Scheduling In‐house Outsourced

Dispatching In‐house Outsourced

Technology Moderate to high cost Low to moderate cost

Room for growth  Substantial increase in costs Minimal increase  in costs

KPI
Current 

 

Model
New Model

On‐Time Performance 86% 95%

Complaints/1,000 Passengers 5.0 2.0

Accidents/100k Miles 2.5 1.5

Scheduling /Reservation Service Level 84.0% 95.6%

Scheduling/ReservationAbandonment Rate 3.1% 1.0%

Model Comparison

KPI Comparison



Next Steps

Date Action

Sep 14, 2010 Operations Committee Briefing

Jul 2010‐Oct 2011 Coordination with other departments

Aug‐Sep 2010 Develop Request for Proposal (RFP)

Oct‐Nov 2010 Issue RFP

Dec 2010 Review proposals

Jan‐Feb 2011 Award contract
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We will be state‐of‐the‐art and 
 continue to be customer focused!

http://www.google.com/imgres?imgurl=http://www.antifraud-agency.net/Seal_of_Excellence.gif&imgrefurl=http://www.antifraud-agency.net/&usg=__8_5W2Os-k1oF5GtDvjL1rd81fq0=&h=400&w=401&sz=89&hl=en&start=8&zoom=1&itbs=1&tbnid=EZHUqJxmfyAnfM:&tbnh=124&tbnw=124&prev=/images?q=excellence&hl=en&gbv=2&tbs=isch:1
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