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    CITY AND RURAL RIDES POLICIES AND PROCEDURES

I. GENERAL

A. Mission

It is the mission of Central Texas Rural Transit District (City And Rural Rides) to design implement and maintain an efficient and effective transportation system for residents of Brown, Callahan, Coleman, Comanche, Eastland, Nolan, Runnels, Shackelford, Stephens, and Rural Taylor Counties.  

B. Policy

City And Rural Rides serves a large diverse population of individuals with varying ages (children, teenagers, adults, elderly), physical challenges, economic and financial status, and ethnic backgrounds.  

Central Texas Rural Transit District shall ensure that no person shall be excluded from the participation, be denied the benefits of, or otherwise be subjected to discrimination under any program or activity undertaken by CTRTD, solely by the reason of his/her race, color, religion, sex, national origin, age, disability, or any other characteristic protected by law.

C. Objectives

The specific objectives of C.A.R.R.

1. To provider demand response curb to curb transportation to the residents of its service area with door to door service available for elderly and disabled passengers  upon request and determination of  need.

2. To maintain a trained staff for the operation and control of the system.
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II. ADMINISTRATION

A. General

Central Texas Rural Transit District shall maintain an adequate staff to successfully operate City And Rural Rides.  

B. Organization

The General Manager is responsible for the overall management of C.A.R.R.  including the operations and personnel.   The Janitor, Dispatching/scheduling  personnel, the Office Manager Assistant, the Operations Assistant, the Administrative Assistant, the Office Manager, the Driver Supervisor, the Fleet Manager, the Regional Coordinator, the Operations Manager, and the Assistant General Manager assist with specific daily activities.

C. Employees and Assignments

1. It is the responsibility of the General Manager to organize and monitor the specific daily activities necessary to achieve agency goals.   The General Manager directly supervises the Assistant General Manager, the Operations Manager, the Driver Supervisor, the Fleet Manager, the Regional Coordinator, and the Janitor.

2. It is the responsibility of the Assistant General Manager to provide an efficient clerical system for the agency, provide administrative support to the General Manager and supervise office personnel including the Office Manager, the Administrative Assistant, and the Dispatching/scheduling personnel.  The Assistant General Manager shall oversee all operations in the absence of the General Manager.  The Office Manager shall supervise the Office Manager Assistant.

3. It is the responsibility of the Operations Manager to oversee daily operations, provide public assistance, and maintain statistical data.  The Operations Manager shall supervise the Operations Assistant.  The Operations Manager shall oversee all operations in the absence of the General Manager and the Assistant General Manager.

4. It is the responsibility of the Operations Manager, and the Driver Supervisor to oversee the driver’s specifically assigned to their work area or county.

5. It is the responsibility of the Dispatchers/schedulers, the Office Manager, the Administrative Assistant, the Operations Assistant, the Office Manager Assistant  to provide clerical support, perform customer in-take, and provide public assistance and information.

6. It is the responsibility of the Drivers to safely operate the Division vehicles according to the assigned schedule and to notify the General Manager or their immediate supervisor of vehicles in need of repair.

7. It is the responsibility of the Operations Manager, the Operations Assistant, the Driver Supervisor, and the Fleet Manager  to monitor driver performance and provide vehicle training.  Supervisory personnel should report all finding and actions to the General Manager for correction.  

8. It is the responsibility of the Regional Coordinator to support all Regional planning activities for the nineteen county West Central Texas Region/Transportation Service Area and to assist the General Manager in promoting coordination activities and to assist in monitoring of agency activities as required by General Manager, Assistant General Manager, and Operations Manager.

D. Financial Review Policy

In order to insure that someone conducts an independent review of daily financial activities other than the person performing the daily activities, the following policy shall be established for CTRTD:

1. All purchase requisition shall be reviewed and approved by the Operations Manager or the General Manager.

2. The General Manager shall review and approve all payment authorizations.

3. The General Manager shall review and monitor monthly expenditure analysis reports.

E. Board of Directors

1. Definition

The Board of Directors is comprised of eleven representatives of the ten county service areas including:  Brown, Callahan, Coleman, Comanche, Eastland, Nolan Runnels, Taylor, Shackelford, and Stephens Counties.  

2. Appointment

The selection of the membership of the Board shall, as practically as possible, reflect a cross section of the geographical service area of CTRTD as defined below:  Brown-Callahan-Coleman-Comanche-Eastland-Nolan-Runnels-Taylor-Shackelford-Stephens Counties.  Ten of the positions will be public officials (elective and currently holding office if possible, but appointive if not elective), or their designee. One position shall be representative of the demographic service population to be served.  Persons nominated for this position shall be submitted to the Board of Directors and must be approved by a majority of the Board.  A vacancy occurring on the Board for any reason, shall be filled for the unexpired term only, by the same authority which elected or appointed the person no longer serving in the vacant position.

3. Duties

The duties of the Board are:

a. Authority and responsibility to establish policies, rules, and procedures for Board functions, and to establish major organizational, personnel, fiscal, and programmatic policies, subject to Federal, State, and local government and funding entities rules and regulations, and to ensure compliance with such established policies.

b. Authority and responsibility for final approval of all program plans, priorities, proposals, and budgets, and the responsibility of monitoring and evaluating programs to ensure compliance with such plans, priorities, proposals, and budgets.

c. Authority to accept grants and contributions from and to contract with Federal, State, and local entities, and receive and administer funds pursuant to the requirements of those entities, to delegate such contractual authority to the General Manager, and to transfer such funds and delegate program administrative powers to other agencies, subject to funding entities rules and regulations.

d. Assure and enforce compliance with all grant and contract conditions and requirements.

e. Authority and responsibility to establish and elect officers of the Board, select members of the Executive Committee, and appoint the General Manager of the organization.

4. Rules of Meeting Conduct

            The Board shall establish its own organizational and operational procedures and 

            shall conduct meetings according to “Robert’s Rules of Order.”  The chair will be      

            elected in accordance with CTRTD By-laws.

The CTRTD Board shall receive staff support from the General Manager and the Assistant General Manager.  
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III. OPERATIONS

A. General

The following operating Policies and Procedures were established for City And Rural Rides.

B. Hours

C.A.R.R. shall operate a fleet of vehicles and contracted supplemental vehicles as approved by the CTRTD Board of Directors.  Vehicles shall be operational from 7:30 a.m. to 5:30 p.m., Monday through Friday for Public Transit Services.  

Public Transit Service is not offered on Weekends or on CTRTD holidays.  These are:

New Year’s Day


Independence Day

Thanksgiving Day 

Memorial Day


Labor Day


Christmas Eve


Christmas Day

      Effective June 1, 2006, Medical Transportation program trips will be provided as approved by the Texas Department of Transportation on all days except Thanksgiving, Christmas Day, and New Year’s Day.   CTRTD will be available to transport Medical Transportation dialysis recipients when the recipient’s regular scheduled days is moved to Sunday due to a Holiday.  Medical Transportation client approved service hours and days of operation are detailed in Attachment A. 

C. Fare Structure

Cash:  A fare per each one-way trip shall be charged to all eligible passengers and their escorts with the exception of required personal care attendants, who may travel with an eligible passenger at no cost.   Fares are based on a one way trip.  This means that each time the vehicle is boarded, the fare must be paid by cash, based on the fare schedule.  Drivers cannot make change.  All fares must be paid by exact change only.  If a customer must be transported to obtain exact change, then they will be charged the fare for that additional trip. An adult must accompany children under 10.

Local service (5 miles or less): $1.00 per each one-way trip

Out of town service:

	6-10 miles
	$2.00

	11-15 miles
	$3.00

	16-20 miles
	$4.00

	21-25 miles
	$5.00

	26-30 miles
	$6.00

	31-35 miles
	$7.00

	36-40 miles
	$8.00

	41-45 miles
	$9.00

	46-50 miles
	$10.00

	51-55 miles
	$11.00

	56-60 miles
	$12.00


      Pre-paid Fare Passes: CTRTD sells prepaid fare passes.  This option allows the    

     customer to pay for trips in advance.  As an incentive to purchase prepaid passes, 

     customers receive four free rides based upon the value of the prepaid fare ticket   

     purchased.   When using a prepaid fare ticket, drivers will validate proper fare 

     amount.   Tickets are not redeemable for cash.  CTRTD is not responsible for lost or 

     stolen tickets.

     Medical Transportation:  

     CTRTD provides transportation services to medical facilities including doctors      

     offices, dentist, hospitals, etc.  Medicaid recipients may qualify for Title XIX Medical 

     Transportation services funded by the Texas Department of Transportation.  To 

     determine eligibility, customers must contact 1-877-633-8747.  Additional Medical  

     Transportation specific policies, procedures, and regulations are detailed in   

     Attachment A of the Policies and procedures.

D. Complimentary Passes/Rides

Whenever C.A.R.R. makes an error that, in the judgment of the General Manager or his/her designee, greatly inconveniences a passenger, a complimentary pass, or free ride, good for one free ride, may be issued to the passenger.  The General Manager will determine the value of the free ride.  Circumstances that may warrant the issuance of a complimentary pass include:

· Arrival more than 30 minutes later than the scheduled arrival to destination time;

· Passenger was inadvertently left off the schedule;

· Passenger was stranded on a broken vehicle; or

· Other incidents as approved by the General Manager or his/her designee.

E. Vehicle Use

C.A.R.R.’s vehicles are owned and operated according to established CTRTD policy and procedure.  Sub-contractors may provide supplemental service.

C.A.R.R.’s vehicles shall be used and maintained according to standard’s set by CTRTD.  They shall be operated according to traffic laws of the State of Texas and local cities.  The vehicles may not be used for purposes other than that prescribed unless approval is obtained from the General Manager prior to such use.

F. Personal Appearance

A professional and business-like appearance shall be maintained at all times.  Employees must maintain good personal hygiene and grooming standards that result in a clean, neat, and professional appearance.  Hair, beards, and mustaches should be kept clean, neat, and trimmed.

1. Staff clothing shall be neat, clean, and appropriate attire for job duties.

2. All apparel worn shall not expose to public view any advertisements, logo, or remarks which may be deemed inappropriate or defamatory toward others or which may cause a breach of the peace.  Apparel considered provocative is not allowed.  Also considered inappropriate are midriff, tube or halter-like tops or dresses, and any low necklines.

3. Drivers shall not wear backless shoes or thongs.

4. Jewelry, if desired shall be worn so as not to pose a safety hazard or be disruptive (interferes with the performance of duty) to other employees.

5. Exceptions to the dress policy are made only if medical reasons or weather conditions warrant such and it has been approved in advance by the General Manager.

G. Statistical Reporting 

C.A.R.R. shall collect daily operating data and compile accurate, monthly operating statistics as required by funding sources.

H. Inclement Weather

If inclement weather exists, CTRTD may with approval of the General Manager reschedule or cancel service.  Employees are to report to work and the dispatch office shall attempt to contact any scheduled passengers at the telephone numbers listed in the agency customer database.

I. Training

C.A.R.R. requires each driver to receive special training during their course of employment to ensure well-trained professionals.  These include:

Policies and Procedures


Drug & Alcohol Abuse Testing Policies

Safety Policies/Procedures 

Civil Rights 

Radio/Emergency Procedures

Complaint Procedures

Organizational Chart


Job Descriptions

Medical Transportation Policies

No-show Policy

Paperwork requirements


Emergency Procedures for Drivers

Evacuating Elderly/Disabled

Weather Related Driving

Building Quality Service


Passenger Assistance Techniques

Bloodborne Pathogens


Sexual Harassment

Vehicle Inspections/Operations

Passenger Sensitivity Training

First-aid and CPR



Defensive Driving 

      Wheelchair transfer and                          Basic emergency and accident

           securing of wheelchair                            procedures

      Customer Service



Preventive maintenance

       Medical Transportation


Two Way Radio/Cell phone use
                    Clients Rights & Responsibilities      Wheelchair lift operations

     Recipient Safety

                       System Security

    Sub-contractor requirements 

J. Service Type

Demand Response Service.   C.A.R.R. provides a curb to curb demand service.  Door to door service for elderly and disabled passengers upon request will be provided.   Request for service must be made at least one business day prior to the desired trip date, and may be scheduled up to 60 days in advance.

K.  Requesting Service

Requests for service shall only be accepted by C.A.R.R. from 8:00 a.m. to 3:30 p.m., Monday through Friday.  Each original and return trip will be recorded separately, and each direction shall be recorded as a one-way trip.  The trip shall be scheduled to show the required time to be at destination. 

1.  Advance Scheduling
    A request for demand service should be made at least one business day or up to 60 days prior to the desired trip time. In order to schedule a trip, one must speak with a dispatcher in the scheduling office who may require the following in scheduling a trip:

      1.  Passenger Name



4.  Destination Name

2. Address




5.  Destination Address

3. Phone Number



6.  Expected Arrival Time

2. Same Day Scheduling

     Request for same-day service will be accepted from 8:00 a.m. to 3:30 p.m., Monday through Friday.  The scheduler/dispatcher will attempt to schedule both the original and return trip into existing schedules utilizing the following criteria:

a. The vehicle must have seating/wheelchair space available.

b. The vehicle must be in the near vicinity/location of the origin and destination in order to accommodate the request without disrupting the passengers already scheduled.

c. Time must be available to allow the trip to be accommodated without disrupting the passengers already scheduled.

d. The scheduler may refuse the request for same-day service if it cannot be worked into the existing schedule or it otherwise causes operational problems for C.A.R.R.

e. Dispatcher shall contact driver in county of same day passenger to verify if trip meets requirements as listed above.  If driver does not feel that their schedule can allow for the same day rider then the trip will not be able to be accommodated.

     The passenger will be advised, when accepting the scheduled ride, that there may be considerable waiting time for a return vehicle during peak periods and the possibility that C.A.R.R. will not be able to accommodate one leg of the trip or the other.

L.  Riding C.A.R.R.
City And Rural Rides is a public transit system, providing rides for many passengers each day.  Drivers cannot be at three or four pick-up points at one time and must allow for time to ensure that customer makes it from origin to destination by scheduled appointment time.  Therefore, passengers must be ready for pick-up and allow for travel time for transportation to destination.   For local scheduled trips, passengers should be ready at least 45 minutes prior to required arrival time at destination.   In the event, that a rider will be required to be ready earlier, then Dispatcher will contact passengers by telephone as to the approximate pick-up time.

      When the driver arrives at the pick-up location, he/she is not required to wait more 

      than five (5) minutes for the public transit passenger and ten (10) minutes for Medical    

     Transportation passenger.

       Service may not be rendered if origin or destination location cannot be accessed by    

       the vehicle or if the location does not provide safe passage for the vehicle or safe 

       access to and/or from the vehicle by the passenger.  The driver shall attempt to make 

       reasonable accommodations and if not possible then they shall immediately call   

       the Dispatch office for further instruction in such a case.  Steep driveways, 

       deteriorated sidewalks, etc., may result in denial of service.

       To increase efficiency, C.A.R.R. is a “shared ride” service; passengers must often 

       ride while other passengers are picked up and dropped off.

      Drivers may provide door to door service, as needed, but are not permitted to 

      enter a passengers’ home.

      Drivers are not permitted to maneuver a wheelchair up or down more than one step.

      Drivers are not permitted to lift passengers.

      Drivers are not allowed to enter upon property (fences or porches) unless animals are 

      restrained to avoid possibility of biting.

      Drivers have the discretion to assign seats and determine wheelchair placement when 

      necessary for the efficiency and/or safety of the operation.   A fare per each one-way     

      trip shall be charged to all eligible passengers and their escorts with the exception of             

      required personal care attendants, who may travel with an eligible passenger at no 

      cost.   Fares are based on a one way trip.  This means that each time the vehicle is 

      boarded, the fare must be paid by cash, based on the fare schedule. Failure to do so      

      will result in no service for that trip and the recording of a “no show” or cancellation.    

      Drivers cannot make change.  All fares must be paid by exact change only.  If a    

      customer must be transported to obtain exact change, then they will be charged the 

      fare for that additional trip. 

      C.A.R.R. passengers are required to wear seat belts and refusal to do so may result in 

      suspension of service.  Proof of a physician’s statement of a passenger’s physical   

      inability to wear a seat belt must be shown to waive this requirement.

M.  Rules for Passenger Conduct

Rules of conduct on City And Rural Rides Transit Vehicles are the same as the laws governing conduct in public places.

· The driver and all passengers are required to use seat belts.  If a passenger refuses to wear his or her seat belt, the driver should call the dispatch office for further instructions.

· All children who are under five years old are required to be secured in child passenger safety seats.  Children under the age of 1 year must have safety seat facing vehicle seat.

No person shall, while a passenger on any vehicle that is operated by C.A.R.R. as a public conveyance, do any of the following acts:

1. Smoke or possess any lighted or smoldering pipe, cigar, or cigarettes;

2. Consume any beverages, food, or alcohol (dialysis patients may be allowed to have minimal food or beverage as necessary);

3. Intentionally deface, damage, write upon, or soil any part of the vehicle;

4. Spit, urinate, or defecate in or upon any vehicle;

5. Throw, deposit or place paper, bottles, cans or any other garbage or solid waste in or upon a vehicle;

6. Throw any object of any kind within a vehicle or out any door or window of a vehicle;

7. Play audio or video devices, unless played through headphones so that it is inaudible to other passengers and the driver;

8. Bring any pet or animal on to a vehicle other than a guide dog accompanying a person with a disability, or an animal in a cage or approved standard pet carrier;

9. Stand or walk around in a vehicle while it is in motion;

10. Possess any explosives or carry any corrosive acid or flammable liquid not in a sealed container;

11. Possess firearms, with the exception of law enforcement officers;

12. Bring any laundry on board unless it is in an enclosed bag;

13. Intentionally interfere with the driver’s operation of the vehicle;

14. Conduct any unnecessary conversation with the driver, so that the driver’s attention will not be diverted from the safe operation of the vehicle;

15. Use profane or abusive language toward the driver or other passenger or act in a hostile or threatening manner while on board the vehicle;

16. Bring on board any baggage or articles which, due to their size, would restrict free movement of passengers;

17. Bring on board gasoline or a gasoline container or any type of hazardous material.  (Respirators and portable oxygen supplies are permitted to be carried and used on board by a person needing them for health reasons)

The driver may refuse to transport or may eject any persons violating the provisions contained above.  If assistance is required, the driver should contact the dispatcher.

N. Special Circumstances

1. Transportation of Children

All children who are under five years old are required to be secured in child passenger safety seats as State law mandates.   The passenger must provide the car seat.  Children under 1 year of age should have child safety seat facing seat.  Passengers traveling with infants, as their escorts will be required to provide their own infant carrier approved for use in vehicles.  The passenger will be responsible for placing the infant into the carrier and securing the carrier with a safety belt.

The passenger and escort must both be ready at the door when the vehicle arrives.  The driver may carry the infant into the vehicle.  The infant will not be allowed to ride up the lift with a passenger in a wheelchair.  The infant’s car seat will be secured by a safety belt to the vehicle seat during transport.

The minimum age for a child to travel alone aboard C.A.R.R. is ten (10) years of age.  Children under the age of ten (10) must have an adult attendant accompany them during transport.  The General Manager may grant exceptions.  If appointment necessitates that an adult attendant serve as personal care attendant such as medical and dental appointments then the condition will warrant a free ride for attendant.  Otherwise adults attendants will be charged normal fare.

2. Accommodation of Common Wheelchairs

C.A.R.R. will accommodate common wheelchairs.  Common wheelchairs are devices, which do not exceed 30 inches in width and 48 inches in length when measured two inches above the ground,  and do not weight more than 800 pounds when occupied.

Any passenger who utilizes a wheelchair device for mobility shall insure the brakes on the wheelchair are in working order before transportation can be provided.

3. Accommodation of Non-Conventional Wheelchairs

City And Rural Rides will make every reasonable effort to accommodate various wheelchair models available to passengers.  However, due to the increasing size and weight of such equipment, some limitations will be necessary in order to insure the safe transport of these wheelchairs and passengers.  The following policy will apply to all oversized, three-wheeled, or other non-conventional wheelchairs.

The General Manager will determine if a wheelchair can be safely transported.  If this determination is positive, the non-conventional wheelchair will be allowed only on the vehicles with the larger-sized lifts and special tie-down equipment.

Passengers may be allowed to ride on small, non-conventional wheelchairs while boarding, but they must still independently transfer to a regular vehicle seat once inside the vehicle.  If the passenger is unable to independently transfer, either an attendant will be required to assist in the transfer, or the passenger must use his/her standard wheelchair.

4. Personal Care Attendants

C.A.R.R. allows a personal care attendant to accompany a passenger at no additional charge when such an attendant is required to utilize the C.A.R.R. service.  Passengers are required to supply their own attendants at their own expense.  Generally, the following conditions would warrant a fare-free attendant:

Immobility – If the passenger is unable to provide self-mobility, or if self-mobility is possible but a great risk of falling or physical injury exists, and the assistance of an attendant would provide mobility or lessen the danger of injury, then the passenger’s attendant may accompany the passenger at no cost.

Disorientation – If the passenger, due to a visual or mental impairment, is unable to properly orient him/herself and navigate to reach a particular destination, and if the assistance of an attendant would overcome the problem, then the passenger’s attendant may accompany the passenger at no cost.

Non-Comprehension – If the passenger, due to mental impairment, is unable to adequately perform those mental processes necessary to handle common occurrences or is unable to effectively control his/her own actions, and if the assistance of an attendant would overcome the problem, then the passenger’s attendant may accompany the passenger at no cost.

Communication Impairment – If the passenger is unable to effectively transmit or receive communications due to sensory or mental problems and if these problems would prevent the passenger from using the service, then the passenger’s attendant may accompany the passenger at no cost.

Other – Other impaired passengers not included in these general guidelines may also be eligible if, in the opinion of a licensed physician, the passenger would be unable to use C.A.R.R. without the aid of an attendant.  The reasons supporting this opinion should be clearly stated, in writing, by a physician and submitted to the General Manager.

Personal care attendants are required to specifically assist the passenger.  This assistance includes, but is not limited to, the following duties:

· Assisting the passenger from his/her door to the bus and back again;

· Opening doors;

· Pushing wheelchairs to and from the vehicle;

· Carrying packages; and

· Communicating with the driver (if passenger is unable).

If an attendant does not specifically perform some type of assistance for the passenger, then that individual is considered an escort and is charged the normal fare.

Attendants are not to assist in wheelchair boarding or securement; this is the driver’s responsibility.

In addition to physician-recommended attendants, attendants are recommended under the following circumstances:

· Passengers utilizing non-conventional wheelchairs and who are unable to independently transfer; and

· Others, as recommended by the General Manager.

5. Service Animals & Accommodation of Animals

Animals other than service animals as described below are allowed to ride a C.A.R.R. vehicle in a secured pet travel carrier.

It is the policy of C.A.R.R. to allow service animals to accompany their owner without restraint.  Under the Americans with Disabilities Act of 1990, a service animal means any guide dog, signal dog, or other animal that is required to aid the owner and that is individually trained to do work or perform tasks for the benefit of an individual with impaired vision, alerting individuals with impaired hearing to intruders or sounds providing minimal protection or rescue work, pulling a wheelchair, or retrieving dropped items.

The Americans with Disabilities Act of 1990 allows for the imposition of legitimate safety requirements that are necessary for the safe operation of C.A.R.R.  C.A.R.R. can generally require use of a secured pet travel carrier for any animal that, in the opinion of the General Manager  or his/her designee, is a health or safety hazard regardless of the kind of training it has received and what function it serves for its owner.

6. Carry-On Packages

Passengers shall limit their carry-on packages to not more than the equivalent of five (5) full brown paper grocery bags at one time unless they have an attendant traveling with them to load/unload the packages.  Oversized packages will be refused for transport.  Packages must be limited to no larger than a brown paper grocery bag.  No one package shall weigh more than 20 pounds.  Passengers must make other arrangements for delivery of any item larger than specified.

7. Medical Oxygen for personal use

Oxygen will be transported only when medically necessary.  It will be in a cylinder maintained in accordance with the manufacturer’s instructions.  The manufacturer’s instructions and precautions are usually printed on a label attached to the cylinder.  Drivers will inspect each cylinder to assure that it is free of cracks or leaks, including around the valve area and pressure relief device.   Drivers will also listen for leaks.   Leaking, dented, gouged, or pitted cylinders will not be transported.    Cylinders will be limited to the extent practicable.   Cylinders will be secured to prevent movement and leakage.  They will not be placed in aisle or sources of heat or potential sparks.  Under no circumstances should smoking or open flames (cigarette lighter or matches) be permitted in the passenger compartment when medical oxygen is present.


O. Service Suspensions and Terminations

1. Cancellations

It is requested that passengers notify the dispatch office of any necessary cancellations at least two (2) hours prior to the scheduled trip.  This allows the dispatch office to reassign that time to another passenger whose service request was previously denied.  A cancellation is considered “late” if it is made less than  two (2) hours prior to the trip (or after 7:00 a.m. for those trips scheduled before  9:00 a.m.)

To encourage proper and timely cancellations, cancellations will be treated as no shows if not called within the time frame listed above.  

2. No Shows

Central Texas Rural Transit District has implemented a No Show Policy for its Public Transit System known as City And Rural Rides (C.A.R.R.).  A no show is defined as any instance in which a passenger does not keep their scheduled ride and fails to notify the C.A.R.R. office at least two hours prior to scheduled pick up time.  Implementation of this policy has become necessary due to the rapidly increasing number of no shows.  We have determined that no show trips effect not only the transit system, but also other customers.  Our drivers make every effort to pick up all passengers on a timely basis,  and when one of our customers is not there the drivers are required to spend time seeking out the person.  This delay has caused our drivers to fall behind their anticipated daily schedules and has caused unnecessary delay for other passengers attempting to get to their scheduled destinations.

If a passenger no shows from his/her residence, C.A.R.R. will not return to complete the trip.  If a passenger no shows on a trip other than from home, and later calls for a return trip, C.A.R.R. will attempt to return at the earliest time possible, within service hours, depending upon vehicle availability.  No guarantees of return are made.

The No Show Policy for all Public Transportation customers will be as follows:

1) Two no shows within a one month period will result in a letter of notification and the passenger being placed on no show status.

2) A third no show within a one month period  will result in a review of past services provided and a customer’s record on no shows.  This review could result in a letter of notification that riding privileges on City And Rural Rides has been suspended.  If determined preventable, no-show will result in suspension of services for 1 week.  A second occurrence of three no shows within a one month period will result in a 2 week suspension.   A third occurrence of three no shows within a one month period will result in a month suspension.     

3) Medical Transportation no shows for approved Medicaid customers, will be  submitted the Texas Department of Transportation.

Suspension periods cannot be split or otherwise divided or altered without approval by the General Manager.

3. Other Suspensions:

Passengers who, in the judgment of the General Manager, demonstrates tendencies toward violent or destructive behavior through threats, verbal and/or physical behavior, shall have their C.A.R.R. service eligibility terminated.

4. Appeals of Suspensions and Terminations

Passengers may appeal their suspensions or terminations by written notifications as outlined in Section IV. Complaint Procedure.

The CTRTD Board of Directors and the General Manager shall have the discretion to alter the penalty as dictated by circumstances.
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IV. COMPLAINT PROCEDURES

     As a recipient of Medical Transportation and Public Transportation funds, administered by the Texas Department of Transportation, CTRTD hereby attests that it will abide by the eligibility guidelines and service priorities, as stipulated and set forth in the Agency’s Contracts.  In the event of a Public transportation complaint, the complainant should adhere to the complaint procedure that is listed below:

Complaint Procedure will be as follows:

In the event of a complaint, the complainant should contact the Operations Manager at the CTRTD Administrative Office at (325)625-4491 or 1(800)710-2277 or by mail to P.O. Box 712, Coleman, Texas   76834.  Upon receipt of the complaint, the Operations Manager will request written detail of complaint or take an oral statement from the complainant.  The complaint should include details regarding the situation:  I.E. date, time, driver, problem, etc.  All complaints or statements should be signed or if by telephone the actual complainant should be the person that calls.  The General Manager will be notified upon receipt of complaint, and the Operations Manager or an assigned staff member will conduct an investigation into the complaint.  Upon completion of the investigation, a decision regarding the complaint will be rendered and a written response issued to the complainant no later than ten days after receipt of the complaint.  A copy of the complaint and action taken will be forwarded to the funding source offices as required, and a copy will be kept on file at the CTRTD Administrative office.

In the event, the complainant is not satisfied with the decision and action taken by the Operations Manager, the complainant should notify the General Manager in writing at the below listed address.  The General Manager will review all information regarding the complaint and shall have the discretion to form an impartial panel of reviewers to assist him – comprised of:  Transit District Board members, or public and private social service representatives.  Following a review of the complaint, the General Manager shall inform the complainant of the findings of the review panel or his decision and action to be taken regarding complaint.  A decision regarding the complaint will be rendered and a written response issued to the complaint no later than ten days after the General Manager receives the complaint.

Contact Information:

Jennifer Brudney



J.R. Salazar

Operations Manager



General Manager

Central Texas Rural Transit District

Central Texas Rural Transit District

P.O. Box 712




P.O. Box 712

Coleman, Texas 76834


Coleman, Texas 76834

1(800)710-2277



1(800)710-2277

jennifercarr@web-access.net


carr@web-access.net


Additional Medical Transportation Program Complaint Information

The Operations Manager will also refer Medical Transportation Complaints directly to the Texas Department of Transportation Medical Transportation office at 1-877-633-8747, MTP personnel submit an electronic copy of the complaint via email to the Operations Manager/Service Delivery Coordinator.

Upon receipt, the Service Delivery Coordinator investigates the complaint by speaking with appropriate personnel involved in the incident.  A copy is forwarded to the Project Manager/ General Manager.  

Upon completion, the Service Delivery Coordinator documents the response directly on the MTP Complaint Report and sends the completed report to the local MTP supervisor via electronic mail within 5 work days following receipt of complaint.  A hard copy of the complaint (including response) is kept by the service delivery coordinator.  

CTRTD personnel will at no time, follow up on a complaint directly with the complainant.  

CTRTD shall ensure that it’s staff and its subcontractor’s staff shall not retaliate or give the appearance of retaliation against an individual who has submitted a complaint against CTRTD or submitted a negative comment on the recipient survey.

Subcontractors will be required to abide by the above listed complaint process for MTP filed complaints.  

CITY AND RURAL RIDES POLICIES AND PROCEDURES

V. CUSTOMER SERVICE

CTRTD recognizes the importance of customer service and feels that it has implemented adequate processes to comply with the requirements of this proposal.   

CTRTD provides orientation on all new employees which includes the agency’s employee handbook.  All staff members are provided an employee handbook which details all agency policies and procedures.   The employee handbook specifically addresses employee conduct and standards of contact at CTRTD.

Employee Conduct

All employees of CTRTD have a responsibility to maintain and conduct themselves in a professional manner at all times when representing CTRTD.  Employee behavior, regardless of an employee’s job, is a direct reflection on CTRTD.  All employees shall conduct themselves as persons of high moral standards and shall treat other employees, customers, visitors, and the general public as persons with maximum courtesy and respect.  No employee shall, at any time, speak in a derogatory fashion about any other employee, vendor, customer, or competitor.  The use of abusive language by employees will not be tolerated.  An employee’s violation of this policy may result in the disciplining or termination of the employee.

Customers are never an inconvenience.  Staff should always cheerfully serve our customers and try to meet their needs.  All customers of CTRTD will be treated with dignity and respect.  Employees should try to meet all situations that arise calmly and courteously, and take any problem which they cannot solve to their supervisor.   

Confidentiality
Confidentiality is an important aspect of CTRTD.  The business of CTRTD and its customers is confidential.  Employees should never discuss information they learn while at work with those outside of CTRTD.  It is essential for each employee to respect the private nature of his/her job.  If an employee has a question regarding whether an item is of a confidential nature, they should consult their supervisor.

There is potential for CTRTD employees and customers to develop friendships as a by-product of day to day business, with honorable intentions.   At no time, should a guardian type relationship be developed with CTRTD customers to include financial affairs responsibility.  As a public entity and recipient of state and federal funding, CTRTD must be vigilant about the professional image projected.  Staff must always be alert to potential areas of conflict of interest or questionable situations that could allow CTRTD to become subject to criticism and should take necessary precautions to avoid such situations.

Hearing Impaired/LEP Services

CTRTD has taken steps to ensure that its policies do not have the effect of excluding or limiting the participation of beneficiaries of transit services because of their race, color, or national origin.  Reasonable steps have been taken to provide services and  information in appropriate languages other than English in order to ensure that LEP persons are effectively informed and can effectively participate and benefit from its programs including Spanish speaking staff and written literature.  CTRTD will ensure that no recipient, applicant, or their representative shall be required to provide or pay for the services of a translator or interpreter.   CTRTD, shall if necessary, identify and document on recipient records the primary language or dialect of the recipients and needs for translation or interpretation services.  CTRTD will make every effort to avoid the use of any person under the age of 18 years or any family member or friend of the recipient as an interpreter for essential communication with recipients.  A family member or friend may be used as an interpreter if this is required by the recipient and the use of such person would not compromise the effectiveness of services or violate the recipient’s confidentiality and the recipient is advised that an interpreter is available free of any charge to the recipient.

CTRTD’s does have Spanish speaking in/take and dispatching staff available on a daily basis.  In addition, the agency recently signed up for Language Line services.    When receiving a call staff may use conference hold to place the Limited English speaker on hold.  Dial 1-866-874-3972.   The service provides interpretations for over 150 languages and is available 24 hours a day, 7 days a week.  

The agency utilizes Relay Texas to ensure access to a telecommunications system for the deaf (TDD/TTY) to facilitate communication with hard of hearing, hearing impaired and deaf recipients.  “Relay Texas”, a telecommunication service established for the sensory impaired by the 71st Texas Legislature in 1989, allows an individual to make and receive calls from anywhere in the United States.  The toll free number will be printed on agency pamphlets/literature.  CTRTD is in the process of researching access to a TDD-TY connection and will make a final determination as to whether the agency will continue utilizing Relay Texas or purchase its own equipment prior to the TxDOT readiness review.    

What is Relay Texas and How Does it Work?

Relay Texas

Relay Texas provides telephone interpreting service between people who can hear and those who are deaf, hard of hearing, deaf-blind, or speech-disabled.  Relay Texas agents have computers that enable them to hear the voice user as well as read the signals from the TTY user.  The service is available for Texans 24 hours a day, 365 days a year.  There are no restrictions imposed on Relay Texas calls.  Confidentiality for relay users and operators is assured by Texas Law.

Telecommunication Device for the Deaf (TTY)

A TTY is a typewriter like device with a small display which attaches easily to a standard telephone or can be plugged directly into a telephone jack.  Using a TTY, a person who is deaf is able to call another person with a TTY.  Deaf persons use a TTY to call Relay Texas to make a call to a hearing person who does not have a TTY.

Procedure of TRS

The Relay Texas Center has over 250 relay agents that can accept  calls from both TTY users and non-TTY users (hearing persons who do not have TTY machines) at the same time.  Example:  you (voice user) call 1-800-735-2988 on your telephone and a relay agent will answer.  Give the agent the phone number of the deaf person, and the agent will dial the number.  The agent will act as a translator between you and the deaf person.  Talk directly to the deaf person and pretend the relay agent is not there.  The relay communication is thus carried out by both parties.

Cost of the Relay User

Relay Texas allows you to place local calls at no charge.   Long distance calls within Texas are priced at rates lower than the usual rate,  if the contracted carrier is used for billing.

Relay Texas Telephone Numbers:

To use Relay Texas:

Non-TTY Users (hearing persons) 1-800-735-2988

TTY Users (deaf, or speech-impaired) 1-800-735-2989

ASCII Users (deaf, or speech-impaired) 1-800-735-2991

VCO users (hard of hearing), use your own voice 1-877-VCO1RTX

Blind or Sight impaired
The District has its CARR Policies and Procedures available in Brail, and tape cassettes with CARR brochure information detailed.  This information is available upon request by blind or sight impaired passengers.  

Other Useful Contact Information

Texas Commission for the Deaf and Hard of Hearing

P.O. Box 12904

Austin, Texas   78711

(512)407-3250 – Voice

(512)407-3251 – TTY

Texas Rehabilitation Commission

6400 Hwy 290 E, #201

Austin, Texas   78723

(512)451-9579

1(800)687-2676

Texas Commission for the Blind

4800 N. Lamar Blvd., Suite #340

Austin, Texas  78756-3178

1(800)252-5204
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Medical Transportation Clients Rights and Responsibilities

The orientation process also includes a review of all Medical Transportation Program requirements.  Staff are instructed on ensuring that all recipients are treated with respect and dignity, Medicaid recipient rights and responsibilities stated in 1 Texas Administrative code, chapter 380, and complaint, confidentiality, and no retaliation policies.  Annual refresher training is conducted at quarterly scheduled staff trainings.   Client Rights and responsibilities are detailed below:

Recipient Rights and Responsibilities 

An important part of the responsibilities of MTP staff and contractors is the respect for the rights of recipients. These rights extend to all individuals, regardless of marital status, parenthood, disability, color, race, religion, age, gender, ethnicity, or national origin. 

These rights and responsibilities pertain to all recipients.

You have the right to ...
· Request medical transportation services that take into account your medical condition. 

· Select a health care provider of your choice and have an attendant travel with you if medically necessary. If the health care provider is located beyond an adjacent county, this requires a referral from the attending physician. 

· Be treated with dignity and respect by MTP and contractor staff. 

· Be picked up and delivered to your destination in a clean and safe vehicle. 

· Privacy and confidentiality in all aspects of services, including your medical records. 

· Freedom from physical and verbal abuse from MTP and contractor staff. 

· Have all forms you are asked to sign explained to you. 

· Have any policy or procedure explained to you and questions answered in a language you understand. 

· Register a complaint or offer your comments about the service and treatment you receive and to be told the complete name of the person to whom you may direct your complaint or comment. 

· Request an administrative review and/or informal hearing of any decision made regarding your transportation eligibility or services provided or denied. 

· Give suggestions or comments or register complaints with your transportation contractor or with the MTP staff about the service that you were or were not provided directly to the Central Office program division. 

Medical Transportation Clients have the responsibility to… 

· Provide to MTP staff serving you the most complete and accurate information possible about your transportation needs and to provide any changes in information which would affect your eligibility. 

· Keep all appointments you make or notify MTP as soon as possible or least four (4) hours in advance of your scheduled ride, when you cannot keep your transportation appointment. 

· Refrain from verbal and/or physical abuse or sexual harassment toward another client or passenger, contractor's employees, or department employees while requesting or receiving medical transportation services 

· Not use authorized medical transportation for purposes other than travel to and from covered health care services 

· Do nothing that would endanger the safety of the vehicle and passengers with whom you travel and wear a safety belt at all times. 

· Ask questions about your transportation arrangements that you do not understand.
Operations Requirements

CTRTD, which has a permanent office located in Coleman, Texas, submitted a proposal to to become the Transportation Service Area Provider for Region 7 which covers a nineteen county service area.  The agency is the current provider in 10 of the 19 counties within TSA.  The agency will to the extent  possible coordinate with other Medical Transportation contractors within Region 7 in order to provide a Regional planning approach for the provision of this service.  CityLink of Abilene, South Plains Community Action Association (SPARTAN),  and Aspermont Small Business Development Center, Inc. (Double Mountain) are transit providers which have been identified as potential sub-contractors.  In addition, CTRTD reserves the right to utilize additional sub-contractors willing to meet specifications of solicitation as they are identified.   

Central Texas Rural Transit District – City And Rural Rides (TSAP)

CTRTD will manage Region 7 activities utilizing the current experienced management team.  The following key staff have been identified with experience in administering a project of this scope and size.  

Key Staff

· General Manager will serve as Project Manager

· Assistant General manager/Fiscal will serve as Claims processing coordinator.

· Operations Manager will serve as the Service Daily Coordinator

· Office Manager will serve as Automation and Training coordinator.  

The agency is structured as follows:  The General Manager supervises the Assistant General Manager, Operations Manager, Driver Supervisors, Fleet Manager and the Regional Coordinator.   The Operations Manager and Driver Supervisors are responsible for supervising Operators and the Operations Manager shall supervise the Operations Assistant.  The Assistant General Manager supervises all office personnel including dispatch/schedulers, the Administrative Assistant, and the Office Manager. The Office Manager shall supervise the Office Manager Assistant. 

The General Manager will be an active participant in the Area 07 Regional Planning meetings and CTRTD is currently the Co-Lead Agency for Region 07.   We feel that this will assist the TSAP to eliminate waste and inefficiencies though consolidation of medical trips.    The General Manager as Program Manager for this response will oversee the daily operations and reporting requirements of all subcontractors.   He will supervise identified key personnel by directly supervising the Assistant General Manager/Fiscal (Claims processing coordinator) and the Operations Manager (Service Delivery Coordinator).   The Assistant General Manager/Fiscal will supervise the Office Manager (Automation/training coordinator).   It is CTRTD’s plan that each subcontractor will provide service delivery staff as a primary point of contact for the TSAP Service Delivery Coordinator in order to fulfill this requirement.      

The Office Manager will serve as the Automation and Training Coordinator.   As the training coordinator, she will ensure that all required training is provided, documented, monitored, and updated quarterly for all TSAP and subcontractor employees.   Subcontractor training schedules will be reviewed for compliance before the award notification.   Deficiencies will be documented and subcontractors required to submit documentation that the trainings have been scheduled.   If a subcontractor is determined unable to meet required training schedules, CTRTD, as the TSAP, will open its training sessions to the subcontractor in order to meet this requirement.  

The Operations Manager will serve as Service Delivery Coordinator.   She will be responsible for the daily interaction with subcontractors (i.e. Medicaid eligible pick-up lists, same day add on, claims processing).  Dispatchers will be utilized to assist the Service Delivery Coordinator and will be available from 7:00 a.m. to 7:00 p.m. (later if medical transportation client scheduling requires).  Dispatchers will assure on-time delivery of evening transportation and the confirmation of next day service scheduling.   The Service Delivery Coordinator will be responsible for ensuring that all Medicaid eligible pick-up lists for Service area 07 (preliminary reports at 3:00 p.m. and final reports between 5:00 p.m. and 5:30 p.m.) on a daily basis.  Assigned staff will fax these lists to each of subcontractor’s assigned personnel for next day scheduling.   Confirmation of scheduled services from each subcontractor will be required no later than 7:00 p.m. daily to assure all approved medical transportation will be provided.  The Operations Assistant will assist the Service Delivery Coordinator as needed.

The Assistant General Manager/Fiscal  will be responsible for weekly reconciliation of TSAP and subcontractor billing and consolidation of billing to TxDOT MTP personnel.  Processes similar to those outlined in Section 9 of this proposal will be used to assure claims processing is completed in an efficient and effective manner.   The Assistant General Manager will serve as the final check and balance for the claim process in order to assure reliable and timely claim submission.    He will serve as the contact person with TxDOT regarding any payment issues.  He will be assisted by the Administrative Assistant, the Office Manager, and the Office Manager Assistant.

CTRTD will utilize it’s current operator/fleet resources and identified sub-contractors to meet operational requirements.  Operation Hours for the delivery of transportation service will be Monday through Saturday to allow for transporting recipients (ambulatory and non-ambulatory) for arrival to appointments for program eligible services and return to authorized destination upon completion of service appointment.   Recipient health care appointments may be scheduled as early as 5:30 a.m. and as late as 7:00 p.m.     

CTRTD (TSAP) shall ensure that the recipient arrives in time for the scheduled appointment time and have return transportation available for the return trip. 

CTRTD’s office hours are Monday through Friday from 7:00 a.m. to 7:00 p.m. local time (including lunch hours.    Offices may be staffed with skeleton crews for all other agency holidays adequate to meet requirements of this RFP.  The District will be closed on all authorized holidays as identified in Section III. B.  In addition, hours of service may be adjusted based upon needs required in proposal for expanded hours in the event need for contact from passengers.    

CTRTD will meet additional Operations requirements as detailed below:  

Dispatching personnel are responsible for printing the final daily manifest at the end of each day (between  5:00 p.m. and 5:30 p.m.) to ensure that the report captures authorized services for the following day.  

Operators (TSAP and sub-contractor) are all trained to obtain the responsible party’s signature for documentation of provision of services.   Inability to obtain the recipient’s or responsible party’s signature is reported to the Operations Manager.   Service will not be denied on the basis of refusal to sign by client.   Operators will document refusal on driver manifest for billing and monitoring purposes.  

CTRTD has a confidentiality policy and all employees are trained in regards to this policy.  This will ensure that the names and any other identifying information on eligible recipients served under this service are not released by the TSAP without prior, written permission from TxDOT.   It is understood that specific information is confidential under state and federal law.   This provision shall not be construed as limiting access to recipient specific information by the state of Texas, to include TxDOT, HHSC, Office of Attorney General Medicaid Fraud Control Unit, or the US Department of Health and Human Services.  This provision does not authorize CTRTD to obstruct a proper fraud or criminal investigation.   All employees and sub-contractor employees will be required to sign a confidentiality statement.  These documents will be maintained on file by TSAP.  Confidentiality training is provided during the orientation process and annually during on-going quarterly trainings.  If a request for information on Medicaid eligible recipients is received, the Program Manager will request guidance from the local MTP supervisor, as well as from the CTRTD Assistant General Manager who is in charge of Human resources before taking any action.

All CTRTD vehicles are designated “smoke free” vehicles.  No smoking signs will be posted in all CTRTD vehicles and all operators are orientated on the written policy which prohibits use of tobacco products, alcohol, or any illicit substance while passengers are being transported.  Medicaid eligible passengers found attempting to transport, using, or under the influence of such will be reported to TxDOT.  CTRTD will follow TxDOT guidance regarding denial of transportation in these instances.

CTRTD operators are trained on all applicable Texas Safety restraint laws at initial orientation.   The agency has a written policy which states that all passengers must observe all the Texas safety-belt laws and any other applicable laws for CTRTD’s business operations.  All personnel are trained in this provision and instructed to notify Supervisor or Dispatcher immediately if they encounter a problem regarding passenger conduct.   Medicaid eligible passengers who refuse the use of seat belts (if not medically related) will be reported to TxDOT.   CTRTD will follow TxDOT guidance regarding transportation denial for these individuals.

While CTRTD as the TSAP will be responsible for ensuring provision of services, each sub-contractor is equipped with Administrative, Dispatching, Supervisory, and Support staff to assist in meeting the requirements of RFP.    CTRTD intends to the full extent as possible, utilize sub-contractor personnel to assist in the provision of services as identified.  CTRTD will coordinate with each sub-contractor individually to determine capability and capacity of sub-contractor and determine additional roles and responsibilities that may be provided.  

Communications Requirements

Central Texas Rural Transit District business office operates from 7:00 a.m. to 7:00 p.m., CST, Monday through Friday.  
The agency provides an operational fax system 24 hours a day, 7 days a week.   The fax system utilized is a Super G3 High Speed facsimile – Canon Image Runner 22201.  The dedicated fax line telephone number is 325-625-5044.   

A 24 hour toll free communications system is available for prior authorized recipients to contact Central  Texas Rural Transit District.  The agency utilizes a Norstar Telephone system and the toll free number is 1-800-710-CARR(2277).   

The Norstar Telephone system is equipped with a voice mail system to allow recipients to contact CTRTD with inquiries or cancellations 24 hours a day, 7 days a week.  The system has a automated response which is activated at the end of each day.   The automated message conveys to the caller that the agency is closed, gives office hours, prompt message for messages regarding scheduled rides, etc.   The message is displayed in English and Spanish versions.  All messages to the general delivery mailbox are checked as soon as the agency opens daily.  

CTRTD normal dispatch hours are from 7:00 a.m. to 7:00 p.m., Monday through Friday.   In the event that a passenger’s appointment requires them to be out beyond 7:00 p.m. or on Saturday, CTRTD will utilize several options as detailed below: 

Dispatch/Supervisory personnel will remain available until all passengers have began their journey home.

Cards and/or pamphlets with TSAP or appropriate sub-contractor toll free number will be given to passenger for them to contact when ready for return trip.

If only one passenger is transported in area during non-office hours, the driver will be instructed to wait on that passenger at the location thus eliminating the need for them to call the 1-800 telephone number.

Supervisors are on call 24 hours a day and may be contacted in the event of operator problems.   

Scheduling and Dispatching Requirements

CTRTD’s scheduling and dispatching processes include inputting trip data as printed from TEJAS software into CTRTD’s scheduling software.  

· Dispatch staff download preliminary pick-up lists from TEJAS at approximately 3:00p.m. CST on a daily basis.  Final lists are downloaded daily between 5:00 p.m. and 5:30 p.m., CST.  

· Daily manifest are printed which details scheduled appointment times assigned to operator.  Operators must document pertinent information including pick up time, destination drop off time, mileage, and also must obtain proper verification signature from MT passenger or their representative.  Trip data is detailed in one-way trips so that data must be maintained for origin trip as well as return to origin trips. 

· Data for added trips must also be handwritten on driver manifest and appropriate documentation submitted at the end of each working day to the Administrative office.  Upon completion of additional information, CTRTD staff will submit to the MT office via fascimile.  

· Dispatch staff call clients individually to confirm pick up times.   If listed numbers are incorrect or not operable, dispatch staff notify TxDOT local personnel by the next business day.

· All CTRTD personnel will identify themselves as the TxDOT TSAP’s agency representatives when communicating with recipients concerning trips authorized by TxDOT.  

· Schedules are completed in a manner as to ensure recipients arrive at program eligible service appointments on time, but no more than one hour prior to the scheduled appointment time and that recipients are not delivered to program eligible service appointments prior to the time that the facility is open for business.  

· Dispatchers maintain a log of all incoming calls from passengers which detail date, passenger name, time of call, driver notified, and additional notes including but not limited to location to be picked up.   These logs are available for Supervisors and dispatch personnel to assist in the monitoring of on-time delivery of services in accordance with this specification.   This also ensures that recipients depart program eligible service appointments no more than one hour from receipt of recipient request for return trip. 

· CTRTD utilizes a combination of two way radios and cellular telephones to ensure a continuous contact with operators.   A dispatcher is specifically assigned for this function and operators are monitored to ensure that:

· Operators wait for the recipient ten minutes beyond the scheduled pick up and return time.  Following five minutes wait, if the recipient does not board the vehicle, the operator will notify dispatch to see if they can contact the rider by telephone.   After waiting the ten minutes beyond the scheduled pick up and return time,  the recipient may be declared a no show for the transportation service and documentation submitted to the Administrative office at the end of each day.  

· TSAP shall ensure that operators leave a calling card in the event that a client fails to appear at the scheduled pick up location.   The calling card will simply notify the client that the TSAP or appropriate sub-contractor arrived and left the pick up location.    

Operator Requirements 

CTRTD employs drivers who meet federal, state, and local government requirements for safe operation of the vehicles they drive.   As TSAP, CTRTD will ensure that sub contractors also meet specified requirements of response.   

· All CTRTD drivers are required to have a minimum Class C Commercial Driver’s license with passenger endorsement.  Copies of current Drivers license for TSAP employees and sub-contractor operators will be maintained by the Assistant General Manager.  Motor vehicle registration checks are conducted as a condition of employment.  Annual MVR’s are conducted by the Assistant General Manager to ensure operators do not possess more than two moving violations for the previous 12 months.   Annual checks also ensure operator records are free from DUI/DWI findings.  The Assistant General Manager will also review and maintain all documents submitted by Sub contractors.  Operators with a failed driving history shall not be allowed to participate in providing the requirements of the purchase order.  

· Upon employment, all drivers consent for CTRTD to conduct criminal background checks for a minimum of seven years past history. Criminal history background checks shall include at a minimum, but not be limited to, felony, or misdemeanor convictions of any violent crimes, abusive behavior, sex offenses, or fraud in any jurisdiction.  Annual background checks will be conducted by the Assistant General Manager with the assistance of the Administrative Assistant in conjunction with annual MVR checks.  The Assistant General Manager will assure an operator with any criminal history does not participate in the provision of services under this RFP.   CTRTD will utilize Intellicorp Insurance information exchange (instant on-line search) to meet this requirement.    Sub-contractors will obtain required information and submit on an annual basis to CTRTD.  

· Operators records are maintained by the Assistant General Manager which reflects each operator’s history of all moving citations and violations from any state and will be kept throughout the term of the purchase order.  The agency’s Safety policy requires all employees to report all accidents and violations on or off duty.  Annual record checks of all drivers are completed utilizing Intellicorp Insurance information exchange (instant search) and/or the Texas Department of Public Safety (Texas online batch method to order driving records on employees that operate a motor vehicle as part of their job function).  Sub-contractors will be allowed to obtain records utilizing their selected method, but will be required to submit proper documentation to CTRTD prior to allowing operators to begin providing transportation service and they will be required to submit updated verifications annually.  

· CTRTD also conducts personal references and reserves the right to contact former employers. Request for DOT drug and alcohol testing information forms are also submitted to previous employers when applicants indicate they have worked for a DOT funded agency in the past.  These references are used to verify whether drug/alcohol violations occurred in past employment.

· All “safety sensitive” staff (including drivers) as defined by the Federal Transit Administration participate in an approved drug and alcohol testing program.  The testing program includes drug testing as a condition of employment and drug and alcohol testing on a random basis at the FTA annual minimum random testing rates as set forth in the Federal Register as per 49 CFR Part 655.45(b) for Drug and Alcohol for all covered employees.  Testing can also be conducted for reasonable cause, as follow-up to an accident, and for return to duty (if applicable).  The testing program is supported by an alcohol and drug misuse prevention policy that specifies prohibited conduct, a drug-free  workplace policy, and training and information on the effects of drug and alcohol use.   CTRTD has a zero tolerance policy.  CTRTD’s current drug and alcohol testing program meets compliance with federal regulations 49 CFR Part 40 and Part 655.   The policy was implemented in August of 2000 with the most recent revision being made in February 2007.   All employees receive training and a copy of this policy during orientation.    The policy prohibits use of any substance that may impair the operation of the motor vehicle by the operator.   All sub-contractors identified for this RFP have current drug and alcohol testing programs as required by the Texas Department of Transportation.   All future identified sub-contractors will be required to adhere to this requirement before being allowed to provide services under this solicitation.  

· All CTRTD vehicles are designated “smoke free” vehicles.  No smoking signs will be posted in all CTRTD vehicles and all operators are orientated on the written policy which prohibits use of tobacco products, alcohol, or any illicit substance while passengers are being transported.  

· CTRTD operators are trained on all applicable Texas Safety restraint laws at initial orientation.   The agency has a written policy which states that all passengers must observe all the Texas safety-belt laws and any other applicable laws for CTRTD’s business operations.  All personnel are trained in this provision and instructed to notify Supervisor or Dispatcher immediately if they encounter a problem regarding passenger conduct.   

· As part of the orientation process, all CTRTD personnel are trained on the importance of reporting fraud or program abuse, sexual harassment, physical or verbal abuse as alleged by recipients or attendants during trips authorized by TxDOT.    Staff are instructed to immediately report incidents and concerns to either the General Manager, the Assistant General Manager, or their immediate supervisor.  If CTRTD Management believes that the safety of the driver, recipient(s) or others is in jeopardy or if a recipient appears to be dangerous to themselves or others, CTRTD shall notify the appropriate law enforcement authorities and TxDOT.  All sub-contractors currently abide by TxDOT MTP requirements and will be provided additional training during the sub-contractor orientation training.

· Operators are trained in the consideration of client comfort and making rest stops as needed.   This information has been incorporated into the orientation training process and Medical Transportation Operational Procedures of CTRTD.    The District seeks to employ individuals who are people oriented, sensitive, and responsive to individual situations.   On-going training and technical assistance is provided during quarterly staff trainings.  The District does do periodic in vehicle monitoring, wheelchair securement monitoring, and employee performance evaluations on all operators.  The district also has an incident report and follow up procedures for clients, Medicaid providers, and the general public to use regarding complaints.   CTRTD makes every effort to design schedules to allow for passenger breaks, included meals and restroom use, as needed.    A waiting/comfort station (office) is located within the City of Abilene to assist in providing passenger breaks.  The facility is furnished with a waiting room, break room, tables, and bathroom.      In addition, all CTRTD staff participate in Passenger Assistance Techniques training on an annual basis.  This training includes wheelchair transfer; wheelchair tie down procedures, and client safety/courtesy.  Operators are trained to provide passenger assistance necessary to ensure that recipients enter and exit vehicles safely.  Operators are required to exit the vehicle, to open and close vehicle doors when passengers enter or exit the vehicle and provide any necessary passenger assistance, including, but not limited to, fastening of safety restraints, and securing wheelchairs, to ensure that recipients enter and exit vehicles safely.

CTRTD has a certified American Red Cross instructor on staff to provide training on CPR and First Aid.  Training is required within 90 days of employment and refresher courses are provided periodically.    CTRTD supervisors have participated in the Passenger Assistant Safety Sensitive  training and are available to conduct one on one training as required.  Orientation of operators instruct them to interact in a professional manner.  This includes, at a minimum, protecting passenger confidentiality, avoiding offensive language or topics, maintaining an appropriate professional relationship and treating passengers with respect.   All training is documented and maintained by the Assistant General Manager.   Training modules for orientation and quarterly trainings are maintained in employee training folders.   

· CTRTD operators are required to wear easy to read company identification name tags, be clean, and maintain a neat appearance while on duty.  Operators are instructed to identify themselves as CARR employees.  

· Operators do not accept charge, solicit, or receive any gift, money, tips, or other compensation from any recipients or attendants under any circumstance.  They are instructed to report such offers to the General Manager or appropriate supervisor so that TxDOT staff may be notified for follow up with recipient. 

Vehicle Requirements

CTRTD shall provide and ensure the availability of a sufficient and reliable fleet of vehicles available and adequate to meet the specified transportation service requirements for all recipients in the Transportation Service Area.    CTRTD has made contact with all current Medical Transportation providers in TSA.  Requirements will include:  Vehicle Maintenance (19.2.9.7.1), Clean Air Vehicle Quality Control (19.2.9.7.2), and Back up vehicles with Operators (19.2.9.7.3)

The agency will utilize a Fleet Manager to assist the Project Manager with monitoring all Vehicle Requirements are maintained.  Upon notification of award, CTRTD will notify sub-contractors of award and make arrangements to begin fleet requirement verifications.   A checklist will be utilized by the Fleet Manager to ensure that all requirements are met.   Vehicles will not be allowed to participate in transportation services until they pass the TSAP inspection.  

Requirements will include:

Vehicles used for transporting recipients comply with all applicable state and federal laws including: but not limited to the Americans with Disabilities Act, Guidelines for accessible vehicles (36 CFR 38), the Federal motor vehicle safety standards (49 CFR 571) and Chapter 547 of the Texas Transportation Code (Ref Para 3 – applicable laws and standards)  

Meet or exceed warranty and component standards for both state and federal safety mechanical operating and maintenance standards for all vehicles used for transportation of recipients under the purchase order. 

As identified with the transportation provider name and vehicle number using letters that are at a minimum six inches in height. 

At a minimum, meet the following requirements: 

Have functioning, clean, and accessible seat belts for each passenger seat position and shall be stored off the floor when not in use. 

Have an operating speedometer and odometer. 

Have working interior lights within the passenger compartment. 

Have adequate interior sidewall padding and ceiling cover. 

Have two exterior rear view mirrors, one on each side of the vehicle. 

Be equipped with an interior mirror.  This interior mirror shall be for monitoring the passenger compartment. 

Maintain a clean interior and exterior.  Exteriors shall be free of broken mirrors or windows, excessive grim, rust, chipped paint, or major dents which detract from the overall appearance of the vehicle. 

Have the vehicle floor covered with commercial anti-skid, ribbed rubber flooring or carpeting.  Ribbing shall not interfere with wheelchair movement between the lift and the wheelchair positions. 

Be equipped with a functional fire extinguisher and first aid kit. 

The fire extinguisher shall be secured within reach of the operator and visible to passengers for use in emergencies when the operator is incapacitated. 

The first aid kit shall, at a minimum, include:  latex gloves, hazardous waste disposal bags, scrub brush, disinfectant, and deodorizer. 

Have on board three portable triangular reflectors mounted on stands.  Use of flares is prohibited.  

Are equipped with working heating and cooling systems adequate for the heating, cooling, and ventilation  needs of both operator and passengers.  Any vehicle with a non-functioning heating and cooling system shall be placed out of service until repaired. 

Have signs posted within the vehicle that reads:  “No smoking, eating, or drinking”  “All passengers must wear seat belts.”   “Concealed Weapons prohibited” 

All sub-contractors participating in this solicitation are required by the Texas Department of Transportation to meet vehicle requirements which include daily pre-trip checklists to ensure vehicles safety and readiness for use.   

CTRTD will develop, implement, and maintain an annual inspection process to verify that all vehicles meet applicable federal, state, and local ordinances, if applicable.  

All transit agencies participating under CTRTD will be required to submit a list of vehicles identified to provide transportation services.    The list will include a vehicle identification number, make, model, year, capacity, wheelchair equipped, fuel type, and location.

CTRTD will at minimum track and document:

· Routine vehicle maintenance.  

· Annual vehicle registration 

· Annual inspection 

· Current liability insurance 

CTRTD’s Fleet Manager, in cooperation of sub-contractors, will perform an annual inspection process.  The inspection shall review that safety and passenger comfort features are in good working order (e.g. brakes, tire tread, turn signals, horn, seat belts, and climate control).   CTRTD reserves the right to conduct inspections utilizing agency staff or if approved by TxDOT utilize an alternate method.   

Tracking will include on-site monitoring of sub-contractor fleet records, submission of proof of annual vehicle registration on all vehicles to be utilized in conjunction of solicitation.  Annual submission of proof of current liability insurance requirements which meet minimum requirements of 10.9.1.2 Business Auto Liability for Any Auto Minimum Limits:

CSL (Combined Single Limit) of $750,000.00 for:  Bodily injury per person, Bodily injury per accident, and Property Damage per accident.

CTRTD and all sub-contractors participating in this proposal will abide by the Clean Air Vehicle Quality Control:     

Clean air vehicle quality control:  It is the intent of the state to reduce air pollution with preference that all vehicles used to provide public transportation services comply with specified emissions standards.  Standards may vary among geographic areas based on the need of each area to reduce levels of air pollution.  

All proposed participants wishing to utilize Federal and/or State funding are required by the Department to purchase alternative fueled vehicles which meet clean air vehicle quality control standards.  

All future participants of this solicitation will be notified of this standard and will be encouraged to the fullest to comply with clean air vehicle quality control.  They will be required to submit a good faith effort to include but not be limited to a listing of all vehicles to be utilized for transporting of clients and identify the type of fuel that they utilize, percentage of clean air vehicles to be utilized, and other attempts to be made to maximize the use of clean air vehicles. 

In the event, that CTRTD is notified by a recipient, a healthcare provider, or TxDOT that a vehicle is excessively late, is otherwise unable to meet the transportation service standard when specifically requested by TxDOT,  CTRTD will review a variety of criteria including needs, service location, current vehicle locations, possible vehicle reassignments, additional back up vehicles as identified by sub-contractors, and available back up operators to determine most effective method to address and respond to need.  

Automation Requirements 

Automation requirements for the provision of MTP services have been met or exceeded by CTRTD since it began providing Medical transportation services.   The Administrative office has 9 computers available for use in the delivery of Medicaid transportation services.   All computers have Microsoft Office capacity and Internet Access through DSL line for internet.  

CTRTD currently utilizes automation support software, TEJAS, to retrieve daily trip manifests and any additional authorized trips obtained from TxDOT that contain scheduling and other information critical for delivery and billing services.   At this time, the TEJAS program does not allow for contractors to submit claims, but CTRTD will be able to comply with this requirement when it is available.  

The agency maintains adequate hardware, software, internet, and communications equipment (including high speed fax machine) to support automated services necessary to carry out the requirements of this specification.  

CTRTD utilizes a Dell PowerEdge 2650 rack mount server which meets automation requirements detailed in this proposal.  The fax system utilized is a Super G3 High Speed facsimile – Canon Image Runner 22201.  DSL lines for internet are provided by Web-Access, a Texas network provider.  
CTRTD has capability to interface with the web-based payment system module in TEJAS upon completion of modifications to the system.   Agency will  perform system upgrades as necessary to maintain compatibility with the payment system and shall make any necessary procedural or operational changes at no cost to TxDOT. 

CTRTD has written policies and procedures in place that address the security of both system and TEJAS passwords and content.   Policies are issued to all Administrative office personnel who have access to TEJAS.     Policies include prohibitions against sharing of or access to any TXDOT electronic management system with subcontractors and any person or entity outside the TSAP’s organization. 

Information Security Policy are designed to protect this investment, safeguard the information contained within these systems, reduce business and legal risk, and protect the good name of the agency.   The Office Manager shall serve as the Automation Coordinator for the District and with assistance from the Assistant General Manager will supervise information security policies/procedures and is responsible for the administration of the information security policy.  She will be assisted by a representative of Excelerated Technologies as required.  The policy is available for review upon request.

CTRTD’s Automation Coordinator will promptly report any system problems to TxDOT with a minimum of one hour and work with TxDOT to ensure that the system is working properly.   In the event, CTRTD has been unable to successfully download TEJAS for any reason, the automation coordinator has worked with local TxDOT MTP personnel to ensure information is retrieved and faxed to the District.  

Claims processing and financial management requirements  

· The TSAP shall not be entitled to payment until service(s) have been provided to recipients, and a claim has been submitted within 95 days of the date of service. 

· Any claim submitted for payment exceeding 95 days from the date of service will not be paid in accordance with Medicaid requirements. 

· The TSAP will be reimbursed for the space an attendant or service animal occupies on a transport vehicle.  If the TSAP offers the general public free transportation for an attendant or service animals, the TSAP is prohibited from billing TxDOT for the service provided to the recipient’s service animal. 

· The TSAP shall not be entitled to payment for add on trips when the TSAP fails to notify TxDOT in accordance with paragraph 10.8.4  

· Claims submitted for transportation services without prior authorization from TxDOT representatives shall not be reimbursed. 

· Processing for payments of claims will commence upon receipt of a completed and finalized claim. 

· Warrants will be held by the State Comptroller if there is a tax liability or restitutions on payment to TSAP.  It will be responsibility of the TSAP to resolve this issue.

· TxDOT will have the right to withhold all or part of any future payments to the TSAP to off set any payment made to the TSAP for any ineligible expenditure or for any and all expenses incurred due to TSAP non-performance.  Any payment due to the State may be withheld from funds owed to the TSAP.  

· Payments to the TSAP may be withheld - placed on “vendor hold” when the TSAP is found to be in non-compliance with the purchase order, until corrective action has been taken to correct deficiencies to the satisfaction of TxDOT. 

CTRTD will continue to utilize the following claims processes as the Transportation Service Area Provider:

· Download pick up list daily from the TEJAS system with final report being printed between 5:00 p.m. and 5:30 p.m.

· Input data into dispatch software to maintain a tracking report from each daily pick up list

· Verify and route internal tracking report against daily driver manifest/driver logs and daily pick up list

· Submit no shows and added trips on daily basis

· Submit claims reports on a weekly basis

· Maintain copy of claim reports, pick up lists, and driver manifest for review by TxDOT personnel as required.

· Microsoft Access allows for a report to be generated to internally track the claim report submission

· Medical Transportation sweep report is downloaded from the TEJAS system on a weekly basis.  This report is cross referenced with the submitted billing statement to assure proper payment.   Any discrepancies are directly reconciled with local MTP personnel.

· CTRTD feels confident that it will be able to utilize the web-based payment system upon completion of necessary modifications to the TEJAS system by the Department.

· CTRTD will require all subcontractors to implement a claims process similar in nature to assure the accurate control of services delivered under the scope of this response.

CTRTD’s financial management system, at a minimum includes:

Includes an electronic billing system that accurately compiles, records, and maintains billing data for recipient transportation services.  CTRTD currently utilizes dispatch software designed for our organization.  The software allows all trips to be verified and routed and allows for reports to be generated including all required billing information. 

Provide records that contain all pertinent documentation, including operator’s logs for each service billed to TxDOT.  CTRTD maintains all driver logs for verification of services billed to TxDOT.   The agency will require all sub-contractors to submit copies of driver logs for verification of services billed. 

Include accurate controls of verifiable documentation that delivered services were prior approved by TxDOT.   CTRTD prints claim contractor report on weekly basis.   Trips are matched up against CTRTD’s dispatch software generated report.   Added trips are required to be submitted by operators at the end of each day.  They are then submitted to MT office via fax machine.  A copy of proof of submission is maintained on file at CTRTD office.    If claims contractor report does not list trip provided, then copy of proof of submission for same day or added trip is attached to weekly billing report.  

Include accurate controls that services were actually delivered.  CTRTD’s Claims processing coordinator receives driver paperwork and distributes to assigned staff to review for accuracy.  Dispatchers verify data into dispatch software from paperwork.   At that time, they verify signature of MT recipient or authorized representative.  Logs will detail time of pick up and drop off by client.  Report is generated from software and matched against MT claim contractor report.    Claims processing will verify trips completed, no shows, added trips, and rates.   He is primarily responsible for clearing all discrepancies and will serve as TSAP’s point of contact for billing questions from TxDOT and also sub-contractors.  

Submit claims on a weekly basis utilizing the same billing cycle, i.e. (each Monday for previous week) CTRTD submits claims on a weekly basis.   All data is downloaded on the Monday following week of service.   Dispatch personnel verify all driver’s logs and billings are reconciled by Friday of each week.    Billing is mailed to MTP office on each Monday.   In order for proper verification and submission of sub-contractors, billing cycle will run one week after performance of service.  

Record keeping, reporting requirements and other administrative activities 

CTRTD has an accounting system that complies with the Generally accepted accounting principles established and promulgated under the auspices of the American institute of certified public accountants.   The agency conducts an annual single audit to ensure compliance with the Government Auditing Standards (OMB Circular A-133).  

In compliance with current funding contract agreement, CTRTD keeps financial and supporting documents, statistical records and any other records pertinent to the service for which a claim was submitted for a minimum of four years after the termination of the service period, or until all litigation, claims or audit findings are resolved, whichever occurs later.   All claims and financial documents for medical transportation are kept separate from other funding sources. 

CTRTD understands that the case is considered resolved when there is a final order issued in litigation or a written agreement between the TxDOT and CTRTD.   

CTRTD has a No show form which is submitted by operators and sub-contractors to Administrative office at the end of each working day.  Upon receipt, dispatch personnel complete additional information onto form and submit via fax machine to the Medical Transportation office. 

CTRTD will notify TxDOT staff of any recipient or attendant who was not transported due to a situation that required the TSAP to notify the appropriate law enforcement authorities.    The initial contact will be made by telephone.  Upon receipt of additional written documentation, and if required by TxDOT, information will be forwarded to TxDOT staff member for further review and action. 

CTRTD has a written documentation process to notify TxDOT of any additional trips (Add on trips) for prior authorized recipients made under the following circumstances: 

The services were prescribed by the recipient’s health care provider.

The authorized trip, i.e. a trip to a pharmacy, medical laboratory or medical radiology facility, following an approved health care appointment. 

Operators submit Add on trips to the Central office daily and dispatching personnel will ensure that they are faxed to the MTP office on daily basis.

Operators immediately report, either by phone, fax, email, or in person, all accidents, fatalities, or incidents involving a recipient or attendant entering, riding in or exiting the vehicle to the General Manager, Assistant General Manger or appropriate supervisor.   The General Manager or Assistant General Manager will notify MTP staff of all occurrences in writing within 24 hours.  

CTRTD notifies TxDOT of all accidents resulting in operator or passenger injury or fatality while delivering services under the resulting purchase order.  A written accident report will be filed with TxDOT within 5 working days of the accident via fax, and a police report will also be submitted as required supporting documentation. 

CTRTD shall notify TxDOT of any moving violations that occur while delivering services under the resulting purchase order.  A copy of the police report shall be provided to TxDOT within 10 working days of the moving violation. 

The Assistant General Manger shall maintain copies of each accident report both the vehicle and the operator involved in the accident.  Police reports associated with moving violations shall be maintained in the file of the responsible operator. 

CTRTD staff report allegations of fraud or program abuse, sexual harassment, physical or verbal abuse as alleged by recipients or attendants during trips authorized by TxDOT.  If CTRTD believes the safety of the driver, recipient (s) or others is in jeopardy, or if a recipient appears to be a danger to themselves or others, CTRTD shall notify the appropriate law enforcement authorities and TxDOT. 

CTRTD will immediately report any incidents, accidents, or other unplanned events that affect or could potentially affect the TSAP’s ability to deliver services to TxDOT and the affected recipients. 

Inform TxDOT of changes in contact personnel 

Immediately notify TxDOT in the event of a change in the TSAP’s ownership, entity legal name or legal operating status including the filing of a petition in bankruptcy concerning the TSAP or the placement of the TSAP in a receivership.  Change in ownership or a change in the entity’s legal name will require a purchase order amendment. 

Submit vehicle insurance documentation, including renewals and any changes, modifications, or amendments made to the insurance policies to TxDOT. 

Insurance Requirements 

CTRTD submits proof of insurance annually to the local MTP office.   The District will ensure that it submits all required information on sub-contractors to ensure compliance with insurance requirements as detailed in section 10.9 for Non-governmental and governmental entities.  CTRTD and all sub-contractors will insure proper coverage for length of purchase order and will submit insurance renewals, changes, amendments, or modifications to any insurance policy (ies).   CTRTD will notify TxDOT immediately in the event that it’s or a sub-contractors insurance is cancelled.  Clients will not be transported during this time.  CTRTD and sub-contractors will comply and continue to comply with appropriate State and any local licensing or certification requirements, including all requirements for licensing of vehicles and drivers.  The Assistant General Manager will be responsible for ensuring current copies of proof of insurance.   CTRTD will submit copies of insurance policies which comply with the requirements outlined in this RFP, as well as sub contractor insurance prior to the purchase order effective date.

CTRTD will submit to TxDOT any and all complaints (with TSAP responses) received by the TSAP or TSAP employees regarding transportation provided to recipients.   

Submit a written response to TxDOT on complaints and request for correction regarding delivery of services required under the purchase order. 

Agree that all communications on complaints and recipient surveys shall only be between TxDOT and the TSAP.  The TSAP shall not contact a recipient to follow up on a complaint. 

CTRTD shall adhere to the reporting requirements detailed in section 10.9.5 of RFP.  

Training Plan and Training Records 

Central Texas Rural Transit District is committed to ensuring that its employees receive sufficient orientation/on the job and on-going periodic training.  The Office Manager will serve as training coordinator for CTRTD.   Additional support will be given by the following:   General Manager, Operations Manager, Assistant General Manager, Administrative Assistant, Fleet Manager,Operations Assistant, Office Manager Assistant, and Driver Supervisor as required.

Quarterly training sessions are held throughout the year on various topics including service delivery, automation, and programmatic requirements.   This training will become part of the orientation process for all new operators and subcontractor staff.  All new employees must participate in an initial orientation process which includes in classroom and on the job training.  Training is conducted by CTRTD personnel.  Initial orientation sessions encompass a 7 day period including 2 and 1/2 days of on the job training and 4 ½  days of in classroom training.  The Office Manager maintains employee training folders on each Operator/employee.  Files are kept separate from Personnel files and copies of required certifications and courses are maintained in their folder with signed documentation on all orientation and quarterly training conducted.

A Written plan and training schedule is maintained by the Assistant General Manager.   CTRTD will make the training plan available for review by TxDOT upon request.   

Information maintained in training folders includes all employee orientation training, quarterly or other staff meeting trainings, certificates of completion for defensive driving, cpr/first aid, or other certifications obtained.    All in-house trainings must be signed off on by both employee and trainer and will include date, content, aids, and times.  

CTRTD will conduct orientation training for all subcontractors on the requirements of this RFP.  All subcontractors to this purchase order will be required to meet or exceed required training.  Subcontractors may choose to send their own in house training staff.    Subcontractors will be trained on all requirements and will be required to submit documentation to CTRTD upon completion of orientation training for new hires and regularly training for other subcontractor operators.   CTRTD reserves the option to provide training directly to subcontractor staff if a subcontractor fails to provide proper training and documentation to CTRTD.   

Training which will be provided to all operators & sub-contractors as identified in Section I.    

Business Continuity and Disaster Recovery Plan 

Central Texas Rural Transit District has a business continuity and disaster recovery plan in an effort to ensure that transportation service will continue without interruption.    The plan was approved at the regular meeting of the CTRTD Board of Directors on 12/7/05.  The goal of the plan is to minimize any disruption to transportation services caused by a disaster, malfunction, or failure at the TSAP’s central operations center or any satellite office.  CTRTD accepts sole responsibility to maintain adequate back up to ensure continuity of transportation service operations.   The plan will be reviewed and updated on an annual basis.  If needed a completed revised plan will be submitted to TxDOT within 15 working days following the end of each contract year.  

At a minimum, CTRTD’s business continuity and disaster recovery plan shall identify:

Measure to minimize the threat of business office operations at the TSAP central operations center or satellite offices, including physical security, fire detection, and prevention. 

Provisions for accepting telephone calls in the event of any type of telephone service interruption at the TSAP central office location or satellite location. 

Procedures to minimize the loss or required records in the event of fire, flood or any other type of disaster. 

Identify if off site storage will be utilized and how the facility is measured to comply with the business continuity plan.   (No off site storage will be utilized)

Quality Assurance Plan 

Central Texas Rural Transit District will maintain the following Quality Assurance Plan as a monitoring tool for itself and for all subcontractors of the Medical Transportation program.  CTRTD’s quality assurance plan is designed to ensure that proper provision of services including on-time delivery of services, vehicle reliability, operator’s training and performance, accurate claims preparation and submission, inaccurate claims will be returned, payment will be made within 30 days after the receipt of the corrected claim, numbers and types of accidents/incidents, and monitoring and resolution of complaints.  An annual review of the plan will be conducted by management personnel and updates made as required.  CTRTD understands that the QAP may be used by TxDOT to assess CTRTD’s effectiveness in providing TSAP services for subsequent contract periods. 

CTRTD will conduct an annual on-site monitoring of all sub-contractors utilizing a written monitoring tool to check performance measures that track:  

· On-time delivery of services

· Vehicle reliability

· Operator Training and Performance

· Accurate claims preparation and submission 

· Numbers and types of accidents/incidents 

· Monitoring and resolution of complaints 

TSAP personnel participating during the on-site inspection shall include, but not be limited to the following:

General Manager/Project Manager

Assistant General Manager/Claims Processing Coordinator 

Operations Manager/Service Delivery Coordinator

Office Manager/Training/Automation Coordinator 

Fleet Manager

Administrative Assistant

Operations Assistant

A written follow up report will be issued to each sub-contractor noting compliance/non-compliance issues.   Agencies found in non-compliance will be required to submit a written corrective action plan to CTRTD within 30 days of receipt of notification.  CTRTD as TSAP will make every effort to assist subcontractors in correcting any deficient compliance issues.  A follow-up monitoring will be conducted if deemed necessary by the Project Manager.  Sub-contractors failing to adequately address compliance issues will not be allowed to participate in the provision of services under this purchase order until deemed by CTRTD to be in compliance.  

CTRTD will  maintain copies of on-site inspections/monitoring for review by Department upon request.   As TSAP, CTRTD will report necessary non-compliance issues and corrective actions being implemented to the appropriate Medical Transportation office representative.  

On-time delivery of services

Origin trips

CTRTD assigns scheduled trips in a manner which will allow ample time for them to reach their scheduled appointment.   When daily manifest are retrieved from the MTP TEJAS system, dispatchers input the actual appointment time of the client.  Return trips are normally placed into the system allowing a standard one hour unless otherwise noted on the comments section of the daily manifest.  This information is for documentation purposes only and CTRTD personnel are trained on methods of handling return to origin trips.

City And Rural Rides is a public transit system, providing rides for many passengers each day.  Drivers cannot be at three or four pick-up points at one time and must allow for time to ensure that customer makes it from origin to destination by scheduled appointment time.  Therefore, passengers must be ready for pick-up and allow for travel time for transportation to destination.   For local scheduled trips, passengers should be ready at least 45 minutes prior to required arrival time at destination.   In the event, that a rider will be required to be ready earlier, then Dispatcher or Driver will contact passengers by telephone as to the approximate pick-up time.  

CTRTD does realize that there may be times in which events beyond our control may cause a vehicle or client to be running late (including but not limited to:  vehicle breakdown, accidents, weather, and/or client illness on vehicle).   If this occurs, drivers are instructed to notify dispatch immediately via two way radio or cell phone, so that the dispatcher may notify  appropriate medical facility.  CTRTD does maintain a close working relationship with area providers and medical facility,  and will make every attempt to ensure that the client will be seen by medical facility.  If denied by medical facility, CTRTD personnel will notify local MTP office personnel of incident.

Drivers are required to complete the following information on daily manifest:

Actual Pick up time at clients origin

Actual Drop off time at appointment

Vehicle Mileage at client’s point of origin

Vehicle Mileage at client’s      

     destination

Signature of client 

     or authorized representative of client

This procedure allows supervisor or assigned agency representatives to monitor and cross check on-time delivery by comparing the appointment time noted on the manifest to the drop off time documented by the driver.  During the last year, CTRTD had a 100% positive response on monitoring reports completed by TxDOT MTP personnel.

No Shows

Drivers are also required to document wait time on the daily manifest to verify no-shows.  Drivers wait the required 10 minutes for all Medical Transportation passengers.  Drivers maintain contact with the dispatcher via two way radios/cell phones and may request a courtesy telephone call be made to passenger.   If needed, drivers will knock or ring the doorbell.   If no one answers, drivers will leave a notice of attempt to pick up at the clients pick up point.   At this point, drivers document arrival time and departure time on their daily manifest.  They also document a “NO SHOW” on the manifest and submit required No show form to Administrative office.    All drivers are reminded daily by dispatcher to submit all required no shows and added trips to Central office.   Dispatchers complete all necessary fields including Medicaid number of client and submit to MTP office on daily basis via fax machine.   Fax proofs are maintained for documentation.

Return Trips

Clients and providers are provided with 1-800 toll free cards/pamphlets to notify them of    

where to call when the passenger is ready for pick up.  CTRTD utilizes a centralized  dispatcher who will maintain contact with the driver utilizing two way radios and cell phones.   The driver is advised when a passenger is ready for pick up.  Usual pick-up time is 45 minutes or less.   

Daily two way radio logs are maintained by the dispatcher and available for review by agency Supervisors and monitors.  Dispatch staff document the callers name, pick up point, and time that they called in to notify dispatch that they were ready.  In addition, dispatchers document driver’s ID number when the driver verifies that they are aware that passenger is ready for Return to origin trip.  

Drivers are required to complete the following information on daily manifest:

Actual Pick up time at client’s destination 
Actual Drop off time to point of origin

Vehicle Mileage at client’s destination

Vehicle Mileage at client’s point of  

   origin

Signature of client 

   or authorized representative of client

This procedure allows supervisor or assigned agency representatives to monitor and cross check on-time delivery by comparing the appointment time noted on the manifest to the drop off time documented by the driver.  In addition, CTRTD will utilize dispatcher radio logs if determined necessary to track problems/issues and take necessary corrective actions.

CTRTD feels that it does have an adequate checks and balances system in place to ensure the best possible on-time delivery of services.   CTRTD d.b.a. CARR will work with all subcontractors to implement a system equal to the one described above.  As the TSAP, CTRTD will also require all sub-contractors to submit weekly reports documenting prior week trips that did not meet the on-time delivery requirements outlined in this RFP.   Those found to exhibit patterns of failure to meet on-time delivery of services will be subject to corrective action.   In addition, TSAP and sub-contractor operator logs will be reviewed by the Claims Processing Coordinator.   Logs will be reviewed to ensure that recipients arrive at program eligible service appointments on time, but no more than one hour prior to the scheduled appointment time.   Discrepancies will be reported to the Project Manager and Service Delivery Coordinator to determine method for corrective actions.

Vehicle reliability

Annual Inspections

CTRTD will ensure that all Vehicle requirements are met.   The Fleet Manager will be responsible for assisting the Project Manager with monitoring that all Vehicle Requirements of solicitation are met.  All sub-contractors will be trained on requirements  and must participate in the fleet requirement verification process.  CTRTD will develop, implement, and maintain an annual inspection process to verify that all vehicles meet applicable federal, state, and local ordinances, if applicable.  An annual inspection checklist will be utilized by the Fleet Manager to ensure that all requirements are met.  The checklist will include all requirements as specified in Section 19.2.9.7 Vehicle Requirements of this solicitation.  Vehicles will not be allowed to participate in transportation services until they pass the TSAP inspection.  

Preventive Maintenance Plan

CTRTD is also committed to having a preventive maintenance plan to include regularly 

schedule maintenance procedures on a vehicle in order to prevent the possibility of 

malfunctions.  The agency has established a comprehensive preventive maintenance 

program which was implemented in May 2001 with most recent revisions being made in 

July of 2005.   All CTRTD personnel are required to complete training on the preventive 

maintenance plan.  The Fleet Manager will be assisted by the Office 

Manager Assistant, who will maintain logs of all work completed on CTRTD vehicles 

and copies of all invoices.  These records will be maintained in individual vehicle folders 

for the lifetime of the vehicle.

The plan includes preventive maintenance arrangements, requirements/schedules, daily vehicle inspections, general notes to drivers about daily vehicle inspection and checklist, daily vehicle inspection form, PTMS/Maintenance assurance program, preventive maintenance course for transit drivers and a preventive maintenance test for drivers.     All sub-contractors participating in this solicitation are required by the Texas Department of Transportation to meet vehicle requirements which includes daily pre-trip checklist to ensure vehicles safety and readiness for use.   

CTRTD will work with all subcontractors to implement procedures that document vehicle reliability.   As the TSAP, CTRTD will require all subcontractors to submit yearly reports documenting completion of safety inspections for all vehicles used to provide services under this contract.  All transit agencies participating under CTRTD will also be required to submit a list of vehicles identified to provide transportation services.    The list will include a vehicle identification number, make, model, year, capacity, wheelchair equipped, fuel type, and location.   CTRTD reserves the right to conduct on-site inspections of vehicles annually and as required to ensure vehicle reliability as defined in this solicitation.   Vehicles determined unsafe or out of compliance will not be allowed to be utilized for services provided under this RFP, until all corrections have been completed.   Agencies found in non-compliance will be subject to corrective action.  

Operator Training and Performance

Operator Training

Central Texas Rural Transit District is committed to ensuring that its employees receive 

sufficient orientation/on the job and on-going periodic training.  The Office 
Manager will serve as training coordinator for CTRTD.   As required additional 

support will be given by the General Manager, Operations Manager, Assistant General 

Manager, Administrative Assistant, Fleet Manager,Operations Assistant, Office Manager 

Assistant, and Driver Supervisor. 

Quarterly training sessions are held throughout the year on various topics including service delivery, automation, and programmatic requirements.   This training will become part of the orientation process for all new operators and subcontractor staff.   All new employees must participate in an initial orientation process which includes in classroom and on the job training.  Training is conducted by CTRTD personnel.  Initial orientation sessions encompass a 7 day period including 2 and 1/2 days of on the job training and 4 ½  days of in classroom training.  The Office Manager maintains employee training folders on each Operator.    Files are kept separate from Personnel files and copies of required certifications and courses are maintained in folder with signed documentation on all orientation and quarterly training conducted.

A Written plan and schedule for staff training is maintained by the Assistant General Manager.   CTRTD will make the training plan available for review by TxDOT upon request.   

Information maintained in training folders include all employee orientation training, quarterly or other staff meeting trainings, certificates of completion for defensive driving, cpr/first aid, or other certifications obtained.    All in-house trainings must be signed off on by both employee and trainer and will include date, content, aids, and times.  

CTRTD will conduct a training for all subcontractors as to requirements of this RFP.  Subcontractors may choose to send their own in house training staff or appropriate management personnel.    Subcontractors will be trained on all requirements and will be required to submit documentation to CTRTD upon completion of orientation training for new hires and regularly training for other subcontractor operators.  Subcontractors will be required to submit monthly training completions (training agenda, brief description of training and signature documenting completion).  Copies of all certification including defensive driving, CPR/First Aid, etc. must be submitted to the TSAP Training coordinator.  The training coordinator will be responsible for monitoring and tracking these submissions to assure all required training per this RFP is completed in timely manner.  All subcontractors to this purchase order will be required to meet or exceed required training.    CTRTD reserves the option to provide training directly to subcontractor staff if a subcontractor fails or is unable to provide proper training and documentation to CTRTD.   

Training which will be provided to all operators includes, but is not limited to:  

First Aid  

Recognize when and how to call for emergency services 

Defensive driving 

Passenger Assistance 

Recipient safety

Wheelchair transfer and securing of wheelchair in transportation vehicle. 

Additional required TSAP training which may be provided by CTRTD will include but not be limited to: 

Medical Transportation policies and procedures

Pre-trip inspections

Two Way Radio/cell phone procedures

Wheelchair lift operation

CTRTD and/or sub-contractor policies/procedures

Complaint procedures

Basic emergency and accident procedures

Weather related safety

Customer Service

Drug and Alcohol Abuse testing policy includes:  signs and symptoms of use, health effects, workplace issues

Civil Rights

Preventive maintenance

System Security

Safety & Health polices

Driver Safety

On the job training

Driver required paperwork

Confidentiality

Sub Contractors failing to meet the minimum training requirements will be subject to corrective action.

Operators Performance

CTRTD realizes that the Operator plays a very important role in providing satisfactory customer/client  service.   A high standard of qualifications goes into the hiring, training, and monitoring of all operators.  

CTRTD employs drivers who meet federal, state, and local government requirements for safe operation of the vehicles they drive.   As TSAP, CTRTD will ensure that sub contractors also meet specified requirements of response.   

· All CTRTD drivers are required to have a minimum Class C Commercial Driver’s license with passenger endorsement.  Copies of current Drivers license for TSAP employees and sub-contractor operators will be maintained by the Assistant General Manager.  Motor vehicle registration checks are conducted as a condition of employment.  Annual MVR’s are conducted by the Assistant General Manager to ensure operators do not possess more than two moving violations for the previous 12 months.   Annual checks also ensure operator records are free from DUI/DWI findings.  The Assistant General Manager will also review and maintain all documents submitted by Sub contractors.  Operators with a failed driving history shall not be allowed to participate in providing the requirements of the purchase order.  

· Upon employment, all drivers consent to CTRTD to conduct Criminal background checks for a minimum of seven years past history. Criminal history background checks shall include at a minimum, but not be limited to, felony, or misdemeanor convictions of any violent crimes, abusive behavior, sex offenses, or fraud in any jurisdiction.  Annual background checks will be conducted by the Assistant General Manager in conjunction with annual MVR checks.  The Assistant General Manager will assure an operator with any criminal history does not participate in the provision of services under this RFP.   CTRTD will utilize Intellicorp Insurance Information exchange (instant on-line search) to meet this requirement.    Sub-contractors will obtain required information and submit on an annual basis to CTRTD.  

· Operators records are maintained by the Assistant General Manager which reflects each operator’s history of all moving citations and violations from any state and will be kept throughout the term of the purchase order.  The agency’s Safety policy requires all employees to report all accidents and violations on or off duty.  Annual record checks of all drivers are completed utilizing Intellicorp Insurance information exchange (instant search) and/or the Texas Department of Public Safety (Texas online batch method to order driving records on employees that operate a motor vehicle as part of their job function).  Sub-contractors will be allowed to obtain records utilizing their selected method, but will be required to submit proper documentation to CTRTD prior to allowing operators to begin providing transportation service and they will be required to submit updated verifications annually.  

· CTRTD also conducts personal references and reserves the right to contact former employers. Request for DOT Drug and alcohol testing information forms are also submitted to previous employers when applicants indicate they have worked for a DOT funded agency in the past.  These references are used to verify whether drug/alcohol violations occurred in past employment.

· All “safety sensitive” staff (including drivers) as defined by the Federal Transit Administration participate in an approved drug and alcohol testing program.  The testing program includes drug testing as a condition of employment and drug and alcohol testing on a random basis of at the FTA annual minimum random testing rates as set forth in the Federal Register as per 49 CFR Part 655.45(b) for Drug and Alcohol for all covered employees.  Testing can also be conducted for reasonable cause, as follow-up to an accident, and for return to duty.  The testing program is supported by an alcohol and drug misuse prevention policy that specifies prohibited conduct, a drug-free  workplace policy, and training and information on the effects of drug and alcohol use.   CTRTD has a zero tolerance policy.  CTRTD’s current drug and alcohol testing program meets compliance with federal regulations 49 CFR Part 40 and Part 655.   The policy was implemented in August of 2000 with the most recent revision being made in February 2007.   All employees receive training and a copy of this policy during orientation.    The policy prohibits use of any substance that may impair the operation of the motor vehicle by the operator.   All sub-contractors identified for this RFP have current drug and alcohol testing program as required by the Texas Department of Transportation.   All future identified sub-contractors will be required to adhere to this requirement before being allowed to provide services under this solicitation.  

· All CTRTD vehicles are designated “smoke free” vehicles.  No smoking signs will be posted in all CTRTD vehicles and all operators are orientated on the written policy which prohibits use of tobacco products, alcohol, or any illicit substance while passengers are being transported.  

· CTRTD operators are trained on all applicable Texas Safety restraint laws at initial orientation.   The agency has a written policy which states that all passengers must observe all the Texas safety-belt laws and any other applicable laws for CTRTD’s business operations.  All personnel are trained in this provision and instructed to notify Supervisor or Dispatcher immediately if they encounter a problem regarding passenger conduct.   

· As part of the orientation process, all CTRTD personnel are trained on the importance of reporting fraud or program abuse, sexual harassment, physical or verbal abuse as alleged by recipients or attendants during trips authorized by TxDOT.    Staff are instructed to immediately report incidents and concerns to either the General Manager, the Assistant General Manager, or their immediate supervisor.  If CTRTD Management believes that the safety of the driver, recipient(s) or others is in jeopardy or if a recipient appears to be dangerous to themselves or others, CTRTD shall notify the appropriate law enforcement authorities and TxDOT.  All sub-contractors currently abide by TxDOT MTP requirements and will be provided additional training during the sub-contractor orientation training.

· Operators are trained in the consideration of client comfort and making rest stops as needed.   This information has been incorporated into the orientation training process and Medical transportation operational procedures of CTRTD.    The District seeks to employ individuals who are people oriented, sensitive, and responsive to individual situations.   On-going training and technical assistance is provided during quarterly staff trainings.  The District does do periodic in vehicle monitoring, wheelchair securement monitoring, and employee performance evaluations on all operators.  The district also have an incident report and follow up procedures for clients, Medicaid providers, and the general public to use regarding complaints.   CTRTD makes every effort to design schedules to allow for passenger breaks, included meals and restroom use, as needed.    A waiting/comfort station (office) is located within the City of Abilene to assist in providing passenger breaks.  The facility is furnished with a waiting room, break room, tables, and bathroom.      In addition, all CTRTD staff participate in Passenger Assistance Techniques training on an annual basis.  This training includes wheelchair transfer; wheelchair tie down procedures, and client safety/courtesy.  Operators are trained to provide passenger assistance necessary to ensure that recipients enter and exit vehicles safely.  Operators are required to exit the vehicle to open and close vehicle doors when passengers enter or exit the vehicle and provide any necessary passengers assistance, including, but not limited to, fastening of safety restraints, and securing wheelchairs, to ensure that recipients enter and exit vehicles safely.

CTRTD has a certified American Red Cross instructor on staff to provide training on CPR and First Aid.  Training is required within 90 days of employment and refresher courses are provided periodically.    CTRTD supervisors have participated in the PASS training and are available to conduct one on one training as required.  Orientation of operators instruct them to interact in a professional manner.  This includes, at a minimum, protecting passenger confidentiality, avoiding offensive language or topics, maintaining an appropriate professional relationship and treating passengers with respect.   All training is documented and maintained by the Assistant General Manager.   Training modules for orientation and quarterly trainings are maintained in employee training folders.   

· CTRTD operators are require to wear easy to read company identification name tags, be clean, and maintain a neat appearance while on duty.  Operators are instructed to identify themselves as CARR employees.  

· Operators do not accept charge, solicit, or receive any gift, money, tips, or other compensation from any recipients or attendants under any circumstance.  They are instructed to report such offers to the General Manager or appropriate supervisor so that TxDOT staff may be notified for follow up with recipient. 

CTRTD’s management has an effective monitoring system which includes:   

Periodic Reviews:

Operators must undergo a written evaluation upon successfully completing their introductory period.  During the introductory period, supervisors conduct verbal evaluations on an on-going basis.   This allows for an open line of communication between management and operators to discuss strengths, weaknesses, areas of concern, needed additional training, and required improvements.  Upon successfully completing the orientation process, all Operators will be reviewed on an annual basis.    In addition, Supervisors and management conduct periodic in-vehicle reviews which will include a monitoring tool.   These reviews are extremely important especially in the event that an operator has a concern made against their performance.   Reviews are completed and discussed with the Operator then submitted to the General Manager for approval and then placed into the Operator’s personnel file.    Management also conducts regular wheelchair securement assessments on operators.  This is a method to ensure that the operator has a clear understanding of securement processes and procedures.   

Surveys:

CTRTD has conducted quarterly customer surveys to assure the delivery of quality transportation services.   This is a method to identify any operator problems, customer concerns, and recommendations.  CTRTD has purposely chosen to eliminate the operator from this process to help ensure the integrity of the survey process.   The Office Manager will complete telephone or mail customer surveys directly to a random sampling of CARR’s customers.   A return addressed stamped envelope is enclosed for the client/customer convenience.  Operators receiving unfavorable comments are provided re-training in areas of weaknesses noted on surveys.  All surveys are returned to the attention of the Operations manager.   Upon receipt of surveys, a report is compiled and reviewed by all members of Management and a presentation is made to the Board of Directors on an annual basis.  

Customer Complaints:

Customer complaints are also utilized to assess operator performance.  The Operations Manager is primarily responsible for addressing customer complaints with the support of the appropriate supervisor.  The operator’s immediate supervisor will assist in the investigation process which will include a review of operator manifest for the date of the complaint.  If necessary, supervisors may contact other passengers on the vehicle at the time of the incident to confirm the nature and validity of the complaint.  Complaints found to be valid in nature will be documented utilizing the appropriate disciplinary measure including any one of the following actions as outlined in the employee handbook:  verbal warning, written warning, suspension with pay, suspension without pay, or termination.   CTRTD does reserve the right to skip steps as outlined depending on the severity of the infraction.  

As the TSAP, CTRTD will require all subcontractors to implement a procedure that monitor’s operator performance at a minimum of once per year.  Subcontractors will also be required to maintain written disciplinary measures and shall forward any documentation of disciplinary action resulting from MTP complaints.   Documentation shall be kept by the Program Manager and will be made available for TxDOT review upon request.   

Accurate claims preparation and submission 

The Claims processing coordinator with the assistance of the Administrative Assistant, shall have primary responsibility for the preparation and submission of accurate claims.  The Office Manager and Office Manager Assistant will assist in review of sub-contractor claims.

CTRTD will utilize the TEJAS system when this method is initiated.    At this time, all claims are submitted manually utilizing TEJAS claims reporting forms.   

The following methods are utilized in preparing claims:

Driver manifest are received from TSAP and sub-contractor operators which detail time of pick up/delivery and mileage.   In addition, Operators obtain written signatures for all Medical Transportation passengers.

Paperwork is submitted to the Administrative office on a weekly basis. 

The claims coordinator or assigned staff will review all paperwork to ensure the following: 

Verification of approved client trip, date, destination, mileage, and time of service

Signatures of MT passenger or their representative.  

After review is completed, paperwork will be given to dispatching/in-take staff to utilize the agency’s automated dispatching software for proper routing (assignment to operator) and reconciling (verifying if trip was completed, cancelled, no show, etc.)   A computer generated report is completed which will detail all trips completed.   This report is then matched up against the medical transportation claims report form printed from TEJAS on a weekly basis.  

Process includes the attachment of all no-show and added trip forms faxed to Medical transportation office.

Discrepancies or questions are noted and verified if necessary by a second check of driver logs.  

The claims processing coordinator maintains oversight of all subcontractors and will preserve all communications with all subcontractors. 

Billings are then submitted in draft form to the Administrative office for cost verification and invoice completion and submission to the Texas Department of Transportation.

The agency understands that all inaccurate claims will be returned.  The claims processing coordinator will be the primary contact for TxDOT in resolving any payment related issues.  The goal of CTRTD is for prompt response in the event of any returned claims.    Inaccurate claims will be reviewed by the Assistant General Manager/Fiscal and reported to the General Manager.    If necessary, corrected claims will be resubmitted within seven days.   CTRDT understands that payment will be made within 30 days after the receipt of the corrected claim 

CTRTD will coordinate with all subcontractors to implement a claims process similar in nature to the TSAP’s.  Subcontractors will be required to submit billings, along with all required backup documentation, at the end of each week by a date to be designated by the TSAP.  The Claims processing coordinator will assign appropriate staff to review these billings for accuracy.  The Claims processing coordinator and the Administrative Assistant will be responsible for reconciling them into a final TxDOT billing.  Copies of all submittals including backup documentation will be kept at the Administrative office and will be made available for review by TxDOT personnel upon request.  The Claims processing coordinator will report all claims processing problems to the General Manager/Program Manager.  If a pattern of non-compliance is established by a subcontractor, the Program Manager may require a corrective action plan to be implemented.  

Numbers and types of accidents/incidents 

The Office Manager is primarily responsible for handling all reports of accidents/incidents on behalf of the agency.   Records of all accidents/incidents are maintained in the Business office.    The agency utilizes a variety of accident forms including vehicle accident report, police reports, customer accident/incident, and employee accident reports.   Copies of all reports of accidents/incidents will be made for the General Manager.    Files will be maintained on all TSAP operators and all sub-contractors.   Verification of submission to the Texas Department of Transportation is maintained with reports.   An individual report will be maintained for all TSAP incidents/accidents and all sub-contractor incidents/accidents.   The summary report will be reviewed during semi-weekly management meetings held by TSAP.    CTRTD will maintain copies of all correspondence with it’s operators and sub-contractors regarding all incidents/accidents.   

CTRTD does have an accident investigation component as part of it’s Safety and Health Policy.

ACCIDENT INVESTIGATION COMPONENT
The purpose of incident and accident investigation can be defined by one word -"Prevention".  Incident and accident investigation should be viewed as an opportunity to correct deficiencies, not find fault or place blame. Only when all incidents are reported and investigated (major, minor, as well as non-injury incidents) can we identify the causes and implement corrective action to prevent their recurrence.

It is the policy of Central Texas Rural Transit District that all incidents and accidents be reported immediately and investigated thoroughly. This incident and accident investigation program will provide an opportunity for management to evaluate and correct deficiencies found within the safety process.  These incidents are to be investigated by the General Manager or his designee immediately after an incident has been reported.  This also includes all near-miss incidents.

The depth of the investigation should not be determined by the severity of the injury or the amount of financial loss, but rather by the potential severity and the probability of recurrence of the accident or near miss (both to the employee and to the equipment).  The difference between major, minor, and non-injury incidents are often times merely determined by LUCK or CHANCE.
A documented investigation will be initiated as soon as practically possible after each accident or incident while the details surrounding the accident are still fresh in the minds of those involved.  The General Manager and Assistant General Manager will ensure designated individuals are instructed in the proper manner to conduct an accident investigation. The accident investigation form found in the Forms Section will be used as a guide in documenting the occurrence of an accident and training personnel to properly investigate accidents.  It is important to investigate ALL accidents, no matter how minor.

The General Manager,  Assistant General Manager, Operations Manager, or Driver Supervisors are responsible for conducting all follow-up incident or accident investigations to ensure that corrective action(s) taken has been

initiated and appropriate.


A.
Problems that cause accidents:


Something has gone wrong in the process, operation, or task


Someone has failed to perform a task properly or safely


A hazardous condition exists without adequate safeguards


A process, substance, or defect exists and creates a hazardous


potential


B.
Failure Modes


Human failure


Technical failure


Organizational failure


Material failure & natural phenomena

CTRTD’s Safety and Health Policy currently states that a driver whose record shows any one of the following conditions is considered unacceptable driver and will not be permitted to drive:

· One or more serious violations in the last five years (e.g. Negligent homicide, driving while under the influence, driving while intoxicated, use of a motor vehicle in the commission of a felony, aggravated assault, grand theft, reckless driving, hit and run).

· Two or more at fault accidents in the last three years.

· Three or more moving violations in three years.

In addition, CTRTD shall not utilize any operators for the purposes of this RFP if:

· Operators possess more than two moving violations either on or off the job for the previous 12 months.

· Had any findings by law enforcement authority of driving while intoxicated (DWI/DUI) or under the influence of any substance that may impair the driver’s ability to safety operate a motor vehicle.

· Any operator with a failed driving history shall not be allowed to participate in providing requirements of the purchase order.  

CTRTD will require all subcontractors to develop an accident tracking plan and to develop an internal accident policy similar to that of CTRTD’s.  Subcontractors will be required to report all accidents immediately and submit written accident reports to the Program Manager within 24 hours following the occurrence.  Subcontractors found in non-compliance will be subject to corrective action.

Monitoring and resolution of complaints 

The Service Delivery Coordinator/Operations Manager will serve as the primary contact to handle all complaints on behalf of the TSAP and its subcontractors.  All complaints will be reported to the Project Manager/General Manager.  

All recipient complaints received by CTRTD will be reported to TxDOT via fax or email within five workdays of receipt of complaint.    If a written complaint is received, the report will be faxed.  If a telephone complaint is received, the Service Delivery Coordinator will obtain all relevant information and document in writing for proper submission to TxDOT.   The toll free Medical Transportation number will be given to complainant in the event that they wish to make direct contact with TxDOT.

The Service Delivery Coordinator will respond to all complaints received by TxDOT within five workdays after receipt of a complaint via fax or email.

All complaints will be documented and maintained by the Service Delivery Coordinator.  Documentation will include copies of responses and corrective actions taken.    Individual files will be kept for CTRTD and for each sub-contractor.   The Project Manager/General Manager shall be notified of complaint status, corrective action taken, and resolution process.

Confidentiality will be maintained and the Service Delivery Coordinator and she will be the point of contact for all complaints.  All communications on complaints or recipient surveys will be only between TxDOT and CTRTD. 

CTRTD will not contact a recipient to follow up on a complaint.    

CTRTD will ensure that it shall not retaliate or give the appearance of retaliation against an individual who has submitted a complaint against the TSAP or a recipient who has responded to a recipient survey.

Subcontractors found in non-compliance with this process will be subject to corrective action.
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