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Introduction

Maruti operates passenger transportation services to both public and private sector markets; former
and current clients of Maruti include: West Palm Beach County, Humana, Walt Disney World,
Community Transportation Services (Hollywood, FL), Lynx, Jacksonville Transportation
Authority(JTA), HMO-MCCI Medical Group(Texas), Lake County(FL), and Florida Airport Shuttle(Fort
Lauderdale, FL). Maruti’s client services include fixed route, shuttle, trolley, and paratransit as well
as community transportation.

Within this proposal, you will find a complete and comprehensive response to CITY’s RFP
requirements supported by a fundamental understanding of not only what has been required by the
RFP, but also what the CITY expects and desires of its transportation provider. We are aware of the
needs of your community, and we have the systems and experts ready to act accordingly.

From our vantage point, the greatest challenge facing the CITY's service is the need to improve
customer service. Maruti is here to partner with the city, and evolve alongside the changing needs
of your demographic. Regarding the ultimate client, the rider, we promise to fulfill their needs: safe,
efficient and reliable transportation. With a focus on improving on-time performance, passengers
per vehicle hour productivity, and a dramatic reduction in the number of passenger complaints,
Maruti and the city can become advocates for the ridership. The city deserves a professional and
responsive partner, and we are here to be that partner. With a wide spectrum of expertise through
experience, Maruti possesses insight into running an effective transportation service in the urban
setting.

Our operations in Florida and Texas, as well as our affiliations in APTA, COMTO, CTAA, the Florida
Transit Association and the Transportation Disadvantaged Commission have provided us with an
understanding of the unique needs of a mixed demographic base. Our experience has provided
insight into the fundamental need for across the board communication in any venture we choose to
undertake. Currently, we are integrating the latest technological tools for the operators as well as
the ridership. This is simply one example of Maruti’s understanding of the sustained evolution of
this industry. Maruti’s experience, understanding, and resources make us a leader for positive
change, our company works harder once the contract is granted. Empowering communities is our
mission.

Throughout our proposal, we have offered ways in which to raise the bar on customer service. We
will immediately elevate the quality to a new level by providing employees trained in the “Maruti
Method”, one that prizes communication, safety and professionalism--all of which lead to an
empowered community. As advocates of the community we serve, our ever-evolving training
seminars include enhanced sensitivity training. Not only do we offer a staff aware of the different
populations we serve, we provide them the tools to serve each member with dignity. To ensure that
we have “an ear to the ground” during operations, we have a designated customer advocate
(liaison). By routinely using the system, the liaison offers a unique perspective on operations. Well-
versed in Maruti’s policies, the liaison will offer recommendations from a passenger perspective on
how/if/where services need to be refined.
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In summary, Maruti Fleet & Management, LLC has included measures in the proposed pricing model
that ensure that our commitment to the CITY is absolute.

e Maruti Fleet & Management, LLC will provide all drivers and staff with an attractive
compensation and benefits package that enable us to engage and retain employees of the
highest caliber.

® Supervisory road coverage during all hours of operation driving to ensure that Compliant
Ramp-Equipped vehicles are supported while maintaining on-time performance as well as
an across the board communication system that includes customer service alerts in the
event of breakdowns, traffic, cancellations, etc.

e Partnership with area community colleges and vocational schools to develop an internship
program to develop local transit talent.

e Passenger recognition program supporting our passengers’ positive efforts.

in addition, Maruti is presenting a comprehensive proposal that addresses the goals established in
the “2040 Long Range Transportation Plan”, demonstrating Maruti’s commitment to the City’s
strategic priorities. This detailed proposal outlines Maruti’s operating plan and the methodologies
that will facilitate RTS in achieving the established goals. Ultimately, Maruti is customizing its
services delivery to achieve your agency’s mission and vision.

2040 LONG RANGE TRANSPORTATION PLAN - 2015

In FY 2015, The City of Gainesville embarked in the development of a
Long Range Transportation Plan that was crafted around a set of
goals and objectives that would closely align the needs of City,
County, residents, City officials and Gainesville Transit Department’s
mission. Maruti has taken into account the annual updates.

The goals established in the plan reflect the strategic focus of the City
and the commitment to its citizens and are closely align with the
Metropolitan Planning Organization (MPO) Long Range .
Transportation Plan (LRTP). The goals also recognize the growing ridership trends and needed
service improvements in Gainesville.

The list below represents the planning goals adopted in the 2015 Long Range Transportation Plan.
The goals focus on continued improved performance, efficient spending, and coordination of transit
service, providing high-quality service and better mobility for City and County residents.
Additionally, the goals intend to attract non-transit dependent residents by improving connectivity
to other local and regional transportation modes.

Long Range Transportation Plan Planning Factors
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* Support the economic vitality of the metropolitan area, especially by enabling global
competitiveness, productivity, and efficiency.

® Increase the safety of the transportation system for motorized and non-motorized
users.

® Increase the security of the transportation system for motorized and non-motorized
users.

* Increase the accessibility and mobility of people and for freight.

* Protect and enhance the environment, promote energy conservation, improve the
quality of life, and promote consistency between transportation improvements and
State and local planned growth and economic development patterns.

e Enhance the integration and connectivity of the transportation system, across and
between modes, for people and freight.

* Promote efficient system management and operation.

* Emphasize the preservation of the existing transportation system.

These planning areas, along with an emphasis on performance-based planning, were used in
developing the adopted Principles and Strategies for this plan update.

Maruti Fleet & Management, LLC is serving as the prime contractor for this proposal and remains
available to answer any further questions, or to discuss our proposal in further detail. Please feel
free to contact:

Mr. Eduardo Carrion
Chief Operation Officer
2301 S. Division Ave.
Oriando, FL 32805
Tel: (210) 902-5082
Fax: (904) 387-1493
Eduardo.carrion@marutitransit.com

As you will see from our proposal, Maruti is the best choice to provide the service based on our
experience in providing similar services, but most importantly because of our extensive knowledge
of the needs of CITY and the residence of Gainesville and our ability to not only meet the challenges
and requirements but to exceed them. Maruti has also offered innovative, tangible added value
initiatives that will assist the CITY in achieving its mission and long term goals.

Sincerely,

é/aw& émh

Eduardo Carrion
coo
Maruti Fleet & Management, LLC
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Tab 1 - Firm Qualification

A. Company Description/ Profile

Maruti Fleet and Management, LLC

tegal Name Maruti Fleet and Management, LLC

Fixed Route, Paratransit, Non-Emergency Medical,

Service Provided Passenger Shuttle

Years in Business 12 Years

Nita Parikh, President
2301 South Division Avenue
Orlando, FL 32805

Nita.parikh@marutitransit.com

Principle Officers

Eduardo Carrion, Chief Operating Officer
2301 South Division Avenue
Orlando, FL 32805

Eduardo.carrion@marutitransit.com

Legal status of the Proposer. Florida Limited Liability Company

Maruti Fleet and Management, LLC
Federal Tax ID FEIN: 75-3157999

B. History

Maruti has realized great success in the transportation industry for over 12 years, during which we have safely
served both transit passengers and provider agencies in Florida. We provide 24/7 passenger transportation,
currently providing nearly three million passenger trips annually. Maruti provides transportation management
and turnkey operations solutions to our contracting clients. We possess the management expertise,
passenger transportation experience, and the dedication necessary to successfully operate as the City’s
transportation partner. As mentioned, we are a Florida Certified Disadvantaged Business Enterprise (DBE)
provider as well as a Woman Owned and Operated Business. The business sector of women-owned
businesses has been steadily growing, many of these companies (Maruti included), nurture the communities
they serve. Maruti has been proud to award scholarships and adjunct support services to our service areas.
We are proud to be among the few women-owned transit firms in the industry. We strive to empower young
women to follow our example.
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We have grown from small provider (initially serving the medical community), to a company providing
services under multiple contracts to both sophisticated private companies and complex public agencies. Only
Maruti provides personalized, high quality services at a competitive price. Most often, our services far exceed
the expectations of the contract and our riding customers.

Maruti corporate management is hands-on — each of our contracts is a reflection of who we are and as such,
the involvement and engagement of our management exists to ensure satisfaction in service.

As a company, we actively pursue new methods, practices and technologies available to the industry in order
to improve the services we provide to our clients. At the same time, however, we believe that there are
principles that we cannot and will not deviate from. Maruti embraces the ideals of mutual respect, honesty
and integrity along with personal accountability. These tenants are integrated to our corporate culture, they
are non-negotiables. Our governing corporate philosophy benefits our clients by offering the assurance that
we strive for both our contracting customers and our riding customers to be satisfied with our service.

To that end, we have developed the following core values that guide our company and our corporate
practices.

Maruti’s Core Values

e Safety — At Maruti, safety comes first. Our guiding operating
philosophy is “do it RIGHT... do it SAFE ”. Our first priority to
our customers, our employees and to the community is to
provide safe service.

e Mission- Our mission is to empower every customer to live
an independent lifestyle by providing safe, reliable and
friendly transportation.

e Customer Service — From the time a passenger calls for a
ride, to the time they board the vehicle to the time the
passenger alights, they are treated as guests of our service.

e Employee Development — Our employees are ambassadors
of our service and their actions represent not only our contracting customers, but the reputation of
our company. We take our shared reputations seriously and develop our employees to thrive in this
role through training and empowerment to do what is necessary to succeed personally and
professionally.

¢ Technological Foundation — We constantly research for better technologies that can help improve
our operations. Through the implementation of smart technologies in areas of vehicle tracking, driver
monitoring and adaptation of on demand services for our consumers.

e Community Support — We are in the business of improving the quality of transportation services for
our passengers — many of whom rely on these services to enjoy the freedom a mobile life offers. We
understand our critical role to enhance the mobility of the area for the public at large, in an effort to
foster economic growth and improved quality of life.

e Integrity — Our Company is honest in both word and deed.
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Our experience demonstrates that this philosophy and culture is integrated into our company. We have been
a successful provider of public transportation services, we have never had a vehicle fail a DOT inspection, and
have received many compliments from the DOT office in Jacksonville, for the cleanliness and maintenance of
our vehicles. Our safety and on-time performance has been recognized by the State and our partner clients.

C. Experience

Maruti’s experience serving communities in Florida and Texas and its passengers is unmatched. Maruti has
been successful in providing Paratransit service to our clients because we truly understand the challenges
faced by the agencies and riders, and have been part of instituting positive measures to make the
transportation systems at the communities we serve a value vs. a burden, by enhancing reliability, safety, and
customer satisfaction. In addition to the company experience, shown below, Maruti is pleased to propose a
staff and corporate support that has decades of paratransit experience, and above all a passion for providing
community based services to our passengers and clients. Maruti’s experience is further detailed below:

Maruti’s experience serving communities in Florida and Texas and its passengers is unmatched. Maruti has
been successful in providing Paratransit and Fixed-Route service to our clients because we truly understand
the challenges faced by the agencies and riders, and have been part of instituting positive measures to make
the transportation systems at the communities we serve a value vs. a burden, by enhancing reliability, safety,
and customer satisfaction. In addition to the company experience, shown below, Maruti is pleased to propose
a staff and corporate support that has decades of paratransit experience, and above all a passion for providing
community based services to our passengers and clients. The “Personnel” section details our proposed staff
and their experience. Maruti’s experience is further detailed below:

D. Projects/ Contracts

Maruti operates passenger transportation services to both public and private sector markets. Maruti currently
provides paratransit services in West Palm Beach County, member transportation to clients of the Humana
HMO served by the MCCI Medical Group in Texas, as well as passenger transportation services to Walt Disney
World (Disney Magical Express), and Community Transportation Services (Trolley) in Hollywood, FL. Maruti
has previously provided paratransit services for the Central Florida Transit Authority (Lynx), The Jacksonville
Transportation Authority (JTA), Okaloosa County, in addition Maruti provided Fixed Route services in Lake
County, FL and Airport shuttle service in Ft. Lauderdale, FL.

Okaloosa County — Paratransit Services / Fixed Route

EC Rider offers fixed-route bus service and limited paratransit service
countywide to Crestview, Niceville, Fort Walton Beach, and Destin as well as an
express bus route called the Wave Express, which runs north-south between
Crestview and Fort Walton Beach. The hub of the fixed-route services is located
in the Uptown Station, an outdoor mall considered to be the town center of
Fort Walton Beach.

EC Rider also offers paratransit service to Okaloosa County residents who are
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unable to access fixed- route bus service, with cost based on distance traveled and reservations required to
schedule a ride.

Currently, EC Rider provides 10 fixed routes in Okaloosa County—5 that serve Fort Walton Beach, 1 that
serves Okaloosa Island, 3 that serve Destin/South Walton, and 1 that connects Crestview to Fort Walton
Beach.

The routes in Fort Walton Beach have headways that range from one to four hours, and most operate
between 7:00 AM and no later than 7:45PM on weekdays only; no weekend service currently is provided.

Humana/ MCCI Health Plan — Non-Emergency Medical Transportation

Maruti provides non-emergency medical transportation for Humana/ MCCI Medical
Group in Florida and Texas. We provide professional door-to-door medical
transportation, which is available to all of our Humana HMO Gold members. The
specialized transportation responsibility includes but is not limited to; senior
citizens, people using wheelchairs and patients with special needs.

-

f HUMANA
J ~

Non-Emergency Medical Transportation
Term: 2007-Present

Trips: 35,799 Annually

Dollar Value: $2.6M

Disney’s Magical Express Shuttle

Complimentary airport transportation service, known as Disney's DIsnES TIG6ILRL LAPRESS
Magical Express Transportation, is complimentary round-trip airport
transportation and luggage delivery for Guests of select Disney
Resort hotels.

The service is provided 24/7 365 days a year.

Disney Magical Express Shuttle — Subcontractor to Mears Transportation
Term: 10/11 — Present

Trips: 1,800,000 Annually

Dollar Value: $3.5M
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PalmTran Connection

Paratransit transportation services provided to the residents of
Palm Beach County, FL. This operation requires the maintenance
and management of 51 revenue vehicles.

The service is provided 5-days/week, from 4:00am-11:00pm.

Palm Beach County PalmTran Connection — Prime Contractor
Term: 2/15 — Present
Dollar Value: $3.5M

E. References

1. Company: Okaloosa County
Contact: Gregory Kisela
Address: 1250 N Eglin Parkway, Shalimar, FL 32579
Telephone No.: (850) 651-7515
Project: Transportation Services (Fixed Route and Paratransit)
Date: 2015- Present Cost: $3.1 M
Prime

2. Company: Mears Transportation
Contact: Chuck Carns, President
Address: 324 West Gore Street, Orlando, FL 32806
Telephone No.: (407) 422-4561
Project: Disney Magical Express Shuttle Services
Date: 2012- Present Cost: $3.5M
Subcontractor

3. Company: MCCI - Texas
Contact: Steven Hojanacki
Address: 775 W Indiantown Rd, Ste. 4, Jupiter FL 33478
Telephane No.: 561-398-0819/561-339-2507
Project: Demand Responsive Non-Emergency Medical Transportation
Date: 2012- Present  Cost: $2.6 Million
Prime

4. Company: Hollywood Community Redevelopment Agency
Contact: lvan Cabrera
Address: 1948 Harrison Street, Hollywood, FL 33020
Telephone No.: 954-924-2980
Project: Community Transportation Services

ralimTran

CONNEC. 1ON

Lrteprndone Arogeh mabir
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Date: 2015- Present Cost: $900K
Prime

5. Company: PalmTran Connection
Contact: Ron Jones, Director of PalmTran Connection
Address: 3201 Electronics Way, West Palm Beach, FL 33407
Telephone No.: (561) 649-9848 x3638
Project: Paratransit Services
Date: 2015- Present Cost: $3.5 Million

1
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Tab 2 - Personnel/ Staffing
A. Team Experience

Maruti considers staffing one of the most important aspects of an organization as it will influence the success
of the business. When developing strategies for implementing staffing, a lot of things have to be taken into
consideration such as experience, knowledge base and suitability with the mission and goals of the
company/ project. Maruti ensures that staffing strategies are linked to the overall business strategy so that
the right person is hired for the job in question.

The most important element in a company is the people that work there (the employees). They are the ones
who produce output and are the core contributors that impact whether or not the project is successful. With
this in mind, strategic staffing has to be at the forefront of the plans of a company.

In addition, Maruti believes that support for a project from both management and the executives at the
corporate level is of the highest importance. The success of any project depends largely on the leadership

and support provided by the upper levels of the company.

Maruti corporate staff has a hands-on approach to project management and deploys and makes all available
resources to the local management to ensure sustainability and project success.

B. Project Organizational Structure

General Manager

Safety/ Training

Manager “—"“‘

Road Supervisors Dispatchers Mechanics

Operators Utility Workers

12
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C. Key Staff

Maruti is proud to present a first class management team with extensive experience and knowledge of the
transit industry and services comparable to those of the City of Gainesville. Our selection of staff was based
on Maruti’s knowledge of the area and the customers it serves. After potential candidates were identified
based on qualifications, they were given a questioner to ascertain comparability with determined personal
traits needed to oversee the management of services for RTS and the residence of Gainesville. We are
confident that the chosen individuals will exceed the City’s expectations and requirements.

General Manager - Larry Grey

The successful operation of the service is often a direct result of the leadership put in place to manage the
service. Maruti is pleased to propose Mr. Grey our choice for General Manager of the ADA Paratransit
Services. As our local full-time manager, Larry will serve the City of Gainesville, its passengers and the local
community to make this service a success.

Larry has over twenty years of Successful Professional Management experience and skills improving
professional organizations. Managed paratransit services in San Antonio, TX where he was responsible
reviewing operations and implementing corrective action to eliminate operational deficiencies and perfect
their customer service skills. Restructured entire organizations with a track record of achieving and
surpassing established goals. Experience includes building and managing top performing teams with a
history of exceeding customer expectations. Strategically focused on “Customer Satisfaction and Operational
Improvement Enhancements” through performance improvements and reviews.

Mr. Grey will be fully dedicated to the ADA Paratransit services throughout the contract term. (See complete
resume in Exhibit 4)

Operations Manager — Parth Parikh

We are excited to propose Mr. Parth Parikh as the Operations Manager. Parth is a seasoned transit
professional, serving the public transit industry for 5 years in private sector. Mr. Parikh has unique
qualifications to lead this service. As the Operations Manager for Maruti Fleet & Management, LLC, Parth has
been responsible for operations management for 90 employees including drivers, dispatch, reservations and
scheduling. He was credited with exceeding contractual goals of 95% OTP and 1.7 productivity on a daily
basis in West Palm Beach, Florida.

During his time in Okaloosa County Mr. Parikh gained valuable experience with operating and training in
services for passengers with physical and mental challenges. He brings intense focus on employee and driver
safety and daily performance goals with sensitivity to customer service, communication through
organizational development, conflict and customer complaint resolution and employee engagement.
Responsive to confidential situations with appropriate follow-up and documentation with respect to
regulatory requirements. Fosters interaction with all levels with demonstrated ability to transcend cultural
differences with team-building skills

13
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Mr. Parikh will be fully dedicated to the ADA Paratransit services throughout the contract term. (See
complete resume in Exhibit 4)

D. Organizational Chart- Corporate

% Project Organization — We have organized corporate oversight on this project as follows:

Maruti Fleet and Management, LLC

oo ey

oy

E. Organizational Resources

< Ms. Nita Parikh — Owner/President

Ms. Parikh has a background in logistics services, trucking management and public transportation with the
creation and development of Maruti LLC. Her focus is on providing a safe service that is comfortable and
that establishes a sense of community within the ridership and within the organization. Nita established
Maruti Fleet and Management in response to the poor quality services that existed in the community
previously, and made the commitment to provide excellent customer service since. This contract is very
important to Maruti, and as such, she will serve this contract through daily operational and financial
performance analysis.

14
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< Mr. Eduardo Carrion - Chief Operating Officer

Ed brings over 30 years of experience in logistics management with 13 years direct public transportation
experience encompassing fixed route and paratransit operations, maintenance, personnel management
and development, safety, process improvements, and fiscal management.

Prior to joining Maruti, Ed held the position chief executive officer for the Corpus Christi Regional
Transportation Authority (CCRTA) where he was responsible for delivering quality services on 42 routes
with 79 fixed route and 40 paratransit vehicles providing over 5.5 million annual passenger trips with an
excess of 210,000 annual service hours and over 2.8 mm annual miles. Mr. Carrion has also held
leadership positions in service development and route planning, customer service, marketing, legislative/
government relations, process improvement, and extensive experience with deployment, administration
and maintenance of advanced technology and intelligent transportation systems.
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Mr. Edward Steward — Safety and Quality Assurance Manager

Mr. Edward Steward is a seasoned safety and transit professional with 15-years of safety and training
experience. Edward is a committed professional who is continually interested in service improvement.
His experience combined with professional industry certifications will enable him to provide corporate
operational support to the local management team. Mr. Steward’s exacting standards will ensure that
General Manager is compliant with and exceeds the expectations of the CITY.
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Ms. Gloria Martin — Vice President of Operations

Ms. Martin has been with Maruti since its inception, and has been instrumental in perpetuating our
values and ideals across our different locations. She will be able to bring this committed approach to the
staff in Gainesville by acting as corporate support to our local team.

F.]Job Descriptions

General Manager

The General Manager will be the main operational liaison between Maruti and City staff. As Maruti’s local
representative, he/she will embody the spirit of the City and work in partnership with City staff, community
leaders, and the community itself to realize the mission and vision of the City.

The General Manger will be responsible for the safe delivery of transportation services for the City. This
includes: safety, training, maintenance, personnel oversight, operating performance, data collection,
reporting, community relations, budgeting, accounting and finance, adherence to policy and procedure, and
more.

Maruti believe that to have a successful partnership, the general manager and City representatives need to
develop a productive and meaningful relationship. The general manager will meet with City staff often, in
order to provide updates on service quality, performance measures, trends, and any additional
information/data that is requested.

The general manager will report directly to the Vice President of Operations.
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Safety/Training Manager

The Safety/Training Manager will be responsible for overseeing our Training Department to ensure quality
performance on the road. Case-by-case training is given to drivers who have incidents in the performance of
their duties. The case-by-case training will be in addition to their mandatory training and be comprised of real
life on the road experience either in response to a complaint or incident or accident. This manager will review
the road observations done by Street Supervisors and recommend to the General Manager either
accommodations, training or discipline. The Manager will also track trends pertaining to safety and make the
proper recommendations for retraining based on data collected and stored in our MT program.

This position reports to the General Manager
Maintenance Manager

The maintenance manager is responsible for the safe and effective operation of the Mainstream fleet. This
person reports to the general manager. The maintenance manager coordinates and oversees all scheduled
and unscheduled maintenance inspections and repairs. The overall mission of this position is to ensure
availability of the fleet for revenue service and maximize its useful life by ensuring it is well maintained
pursuant to all OEM, RTS, and Maruti standards of safety, operation, and appearance.

The maintenance manager schedules and monitors all fleet maintenance activities — those performed both in-
house and those contracted to outside vendors. He schedules all preventive maintenance inspections,
coordinating with operations in order to maximize fleet availability. He is responsible for adequate staffing
and supervision, as well as for the performance of the maintenance department.

The maintenance manager coordinates with equipment manufacturers regarding warranty issues and
specialized training needs.

Road Supervisor (s)

The Road Supervisor for ADA Paratransit operations is responsible for the safe delivery of services. The RS has
oversight over for all operators, dispatchers, and supervisors; counsels employees, administering progressive
discipline when needed.

The RS reviews all logs and paperwork from the dispatch office, and ensures all operator and supervisor shifts
are covered. He works closely with the dispatch office to confirm vehicle operators are properly supported.
This individual works to monitor service and make sure it is delivered on time and meets the expectations of
the passengers.

This position reports to the Operations Manager.

G. Staffing Plan
Staffing Plan — As an experienced passenger transportation provider, we understand what it takes to provide

the level of service expected by our passengers, and by the agency. Maruti proposes the following Staffing
Plan to serve Gainesville’s ADA Paratransit Services contract.
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Position FTE

General Manager

Administrative Assistant

Dispatchers

Scheduler

Reservationists

Road Supervisors

Nl W W = W B =

Mechanics

Drivers T8D

Maruti establishes expectations based on our own high standards as well as CITY’s requirements and
expectations. We communicate these expectations regularly to our employees. Every employee is
empowered to do whatever it takes to ensure proper service levels are achieved and maintained. Our
success stems from our employees.

Hiring/Retention

Excellent customer service is clearly the primary objective of CITY for its transportation services. The most
important part of providing excellent service is the ability to attract and retain quality drivers. Maruti
believes that “Our Drivers are the Driving Force” behind our success. They are the first and sometimes only
representatives of Maruti that our customers will see, so it is critical that we strive to hire the best and keep
them in our employment. We have worked hard to become a well-respected employer, and believe this
provides us with the ability hire the best. Maruti is highly conscious of the fact that in the case of CITY hiring
the current drivers will require an extra scrutiny

Operator Selection - All Maruti drivers will meet the following selection criteria:
o Pass a full pre-employment physical examination, including drug and alcohol testing, certifying
that they are physically capable to do the job.
o Be at least 21 years of age;
o Have been a licensed driver for a minimum of three (3) years;
o Be able to fluently speak and understand English, read and write in English, and pass a
standardized, written English proficiency test. A second language skill in Spanish is considered
a plus;
o Possess a safe driving record;
* Have received no more than two (2) moving violations within the last three (3) years
prior to application for this program;
= Have received no more than one (1) moving violation within the last twelve (12)
months;
* Have three (3) full subsequent years with no violations, if license has ever been
revoked;
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o Licensed with a valid Florida Operator’s License with proper endorsements prior to entering
revenue service;

Hiring Process - We are very sensitive to the driving workforce of the existing provider, and we will make
every effort to offer employment to as many experienced drivers, who and willing and able meet our
standards. We will conduct a job fair, orientation and training at times that will not interfere with their
existing jobs as further described in our transition plan.

As mentioned earlier Maruti is sensitive to the current customer service situation at CITY and hence Maruti is
committed to only allowing drivers, who meet our stringent standards and State and Federal regulations to
work as drivers on our contract. Maruti’s hiring process is as follows:

o Application received and reviewed by local Safety and
Training Manager

o Interview conducted by Safety and Training Manager and e
Trainer/Supervisor
= Ensures proficiency in English et Recagope
®  Customer Sensitivity, Conflict Resolution and Safety
Awareness questions are asked Motivation

o Upon recommendation, prospective employees are
required to be tested for drugs and alcohol, receive
physicals as required by FDOT rules. Administrative staff
will order local background and national background
checks. FeapomsBiley

o Upon successful completion, the prospective employee
is allowed to attend training class.

Based on Maruti’s process improvement efforts, the process of pre-employment tasks have been mapped to

provide clear and concise lines of responsibilities and elimination of duplication of task, therefore creating a
more efficient process.

® Retention Plan - We understand the impact turnover has on service quality. Unlike some national
firms who count on turn-over to keep employee wages low, we encourage our best employees to stay
with us and enjoy our shared success. We have found that employees are willing to stay with us when
they feel respected and appreciated. We encourage a family
like atmosphere by recognizing excellent performance, and --vey
coaching and counseling to those that need it. Our strategies
for attracting the finest available employees include: offering a =
competitive wage and benefit package and offering a working I =

(=]

Ll

environment that promotes and rewards excellence. We have
been able to retain our best drivers for years.

Maruti will also be implementing a system whereby we are able to
reward employees for excellent service and performance. Employees
will receive points for service time, commendations, on-time

Mamtii Bees & Mordpement, LIC
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performance, attendance productivity levels, and time on job with no valid complaints. Points will also be
subtracted for valid complaints and preventable accidents/incidents. We will place $2,000.00 in a bonus pool
quarterly, and those employees over a pre-determined level of points will split the bonus pool. In addition, at
our safety meetings we routinely have a raffle for employees with an on-time performance of greater than
95%. We typically give away $50.00 gift cards. Finally, special Cash incentives of $25.00 will also be given to
our drivers who receive exceptional performance reports from representatives such as secret shoppers, and
authorities from outside agencies (DOT, FTA and etc.)

Our pay and benefits will be competitive with the local market wage rate. We will recognize the seniority of
the existing drivers for wages, vacation and other benefits to encourage incumbent drivers to apply to work
for Maruti.

in 2011, Maruti instituted a driver mentor program that was meant to reduce the driver turnover ratio. The
program was implemented because based on trends over the previous three years, Maruti found that 75% of
the drivers that left the company had less than one year of service. We also found in our exit interviews that
one of the main reasons for drivers leaving was the daily stress of providing service. The program paired
seasoned drivers with newly trained drivers and provides an outlet for drivers to be able to seek advice from
there piers. The program has been a success as shown in the graph. Maruti has reduced its turnover ratio
from 25.8% in 2011 to 12.2% in 2013. By implementing the driver mentor program thought out all of our
locations Maruti is able to maintain lower turn-over among our drivers.

H. Driver Wages and Benefits

Wages

o Training: $11
o After Training: $11.25
o Pay scale increases provided by Seniority

o Benefits

o Vacation —40 hours after 6 months; 80 hours after 3 years; 120 hours after 10 years

o Holiday Pay — 48 Hours per year of Holiday Pay (6 Holidays)

o Bereavement Leave at varying amounts dependent upon relationship to driver

o 401K Plan — Pre-Tax Participation

o Jury Duty

o Insurance — Health insurance with 75% employer match; Life insurance at $10,000; Short term

disability, Vision and Dental Discount.
o Uniforms — Uniforms and replacements provided by Maruti

Driver wages and benefits will be determined by collective bargaining agreement. Benefits costs are evaluated
regularly by analyzing insurance and benefits markets for competitive yet secure alternatives.
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Tab 3 - Project Approach
A. Business Model

Maruti’s proposal and operation plan was developed to offer real
and achievable initiatives that will produce tangible and
measurable results. Maruti is confident that it can deliver on its
promises based on our experience as a Purchased Transportation
service provider and Maruti’s process improvement program.

Maruti Fleet & Management, LLC is the only private
transportation provider that has adopted Lean- Six Sigma as its

business and management philosophy.

Lean focuses on eliminating waste from processes and increasing
customer satisfaction by focusing on what customers actually
consider quality, and working back from that. Lean uses Value
Stream Mapping to clarify the customer base, listing the process
steps, establishing which steps are value-add, and reworking the
process so the value-add steps flow without interruption.

Six Sigma aims to eliminate process variation and make process improvements based on the customer
definition of quality, and by measuring process performance and process change effects. The main Six Sigma
technique is the 5-step DMAIC process: Define the problem, Measure the current situation, Analyze for root
cause, Improve the process effectively, and Control the process to maintain the gain.

Maruti understands that other transportation providers will claim that they will be able to improve current
levels of service through the use of technology, gimmicks or outdated industry practices. Ultimately, the only
way to produce real long lasting, sustainable improvements is by reviewing current process, identifying the
root causes and implementing process improvements that will eliminate the problem. Maruti is the only

provider that can deliver on its promise.
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B. Added Value

Maruti understand the budget constraints of transportation agencies around the country as they seek to
provide much needed quality transportation services to the community. As more agencies outsource
services to private transportation providers to reduce overall cost there has been a degradation with
performance and overall quality of the services. Maruti believes that this effect is caused by private
companies that seek profits over quality.

In an era where companies are motivated by greed, Maruti has shown that it has been able to put its core
values ahead of gaining revenue at the expense of performance to its customers. These are gualities that
are hard to find these days, but it speaks to the dedication, professionalism, and integrity of Maruti.

Maruti has a unique approach to relationships with our clients, we views each one as a partner and we have
instilled this philosophy thou out the company and our General Managers have the authority to expend
funds to assist its clients when a need arises.

As CITY’s partner we offer our expertise in the following areas in support of The CITY’s Transportation Plan,
specifically;
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Proposed Added Value Strategy

Passenger Liaison Usability of services
Travel Training Financially Sustainable
Grant Consuiting Financially Sustainable
Planning Sustainability

Detailed explanation of Added Value initiatives:

Passenger Liaison
Maruti will employ a Passenger Liaison who will convey customer issues and concerns to Maruti and work

with us to develop solutions, from a customer’s perspective. This also offers the opportunity to create a dialog
—not all customer concerns can be acted upon due to labor agreements, regulations, limited resources, etc.
Opening a dialog will allow us to explain why something may not be possible, giving passenger a sense that
they have been listened to and develop a greater contentment with the service.

Travel Training
Maruti’s staff will assist in facilitating individual, group and bus system transit instruction. Maruti will be

responsible for training and monitoring the progress of riders who are disabled and require training to utilize
fixed route, or riders unfamiliar with the system who require general transit knowledge.

Staff will be properly trained in the required techniques to ensure that an individuals’ disability is properly
assessed and that the rider learns the system and is comfortable to travel independently. Maruti staff will
serve as mentors to the passenger and will also conduct post-instruction evaluation of individuals. Maruti will
partner with local non-profit groups that have programs and expertise in training individual with specific
disabilities, such as the Lighthouse for the Blind. The travel training program will include:

Individual assessment of transportation needs;
Group classroom instruction on fixed route familiarization; including fares, operator
responsibilities, reading schedules etc;

e One-on-one travel field trips; and

e Post training evaluation and follow-up.

Grant Consulting
Maruti understands the importance of securing additional funds to augment current funding streams for

much needed capital and operational projects. Maruti has extensive experience in navigating state and
federal funding sources to maximize funding opportunities.

Maruti has a unique approach and history in securing funding from agencies that historically have been
ignored by most transit agencies such as the Department of Justice; Mr. Carrion was been able to secure over
$800,000 from the COPS program to purchase and install new on-board camera system for agency’s bus fleet.
In addition, Mr. Carrion was instrumental in securing $2.9 mm in Transportation Development Credits (TDC)
from the Texas Transportation Commission for the renovation of CCRTA’s maintenance facility.
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Maruti will work with CITY staff to identify the top ten transportation projects and identify funding needs,
Maruti will then develop a plan to include potential funding streams and will assist the CITY in the process of
securing the funds.

Annual Service Plan (Planning Services)

Maruti will conduct an Annual Service Plan to provide the City with a detailed annual plan for implementation
of new or revised transit services and provide a more general overview plan for projects to begin in the
upcoming fiscal year. The City can utilize the Annual Service Plan to support the requests made in the Capital
Improvement Program or Transportation Improvement Program.

The Service Plan will be organized into five sections. Section | provides a brief description of the Annual
Service Plan Process. Section |l provides the Annual Service and Route Performance Review. Section IlI
provides the proposed Service Levels. Section 1V details Service Recommendations. Section V details the
Capital Improvement Plan.

C. Project Approach

The City of Gainesville is seeking an experienced transportation provider who will act as a partner to the
agency in the provision of its transportation services. The provider will serve the community with ADA
Paratransit Services. With this proposal, Maruti is prepared to enter into a contract with the CITY and to meet
and exceed the expectations of the CITY and the community in the performance of these important services.
As further detailed throughout this proposal, Maruti will provide the following services:

e Employment of all staff required to operate and maintain the Purchased Transportation Services
in Gainesville.

¢ Including all hiring, training, retention, uniforms, implementing policies, establishing and
maintaining employment files, and all aspects of a complete employment relationship.

e Passenger/Customer Service for riders and the public
e Window Dispatch

e Monitoring services through surveys, compliance reviews, safety reviews and QA and
Management reviews.

e Road Supervision of for CITY paratransit Services Operators

e Maintenance of Revenue and support vehicles

e Maintain daily, weekly and monthly vehicle cleaning standards.
®  FTA Drug and Alcohol Testing

e Safety in accordance with System Safety Program Plan

e Corporate oversight and Support

e Reporting, including:

e Monthly, Quarterly and Annual Operations Reports as required
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¢ NTD Reporting

¢ Safety/Accident Reporting

e Complaint Reporting, Investigation and follow-up
e Maintenance/Roadcall Reporting

e FTA Drug & Alcohol Testing Reports

Today more than ever, there is a tremendous need for quality, cost-effective solutions to ensure transit
services are affordable and sustainable for agencies and the taxpayers who underwrite the cost of service
delivery. Shrinking budgets coupled with an increase in demand and operating expenses, requires that transit
agencies look toward more efficient transportation providers that will allow them to create a sustainable
future. Maruti’s low overhead, and skilled staff will enable the CITY to enjoy the benefits of a true partner by
providing realistic costs, efficient and effective services, and hand’s-on customer oriented transportation.

Maruti is committed to the provision of ADA Paratransit services for the City of Gainesville. Below you will find
a summary of the programs Maruti will implement to ensure exceptional services to the City and the
community it serves in the provision of Purchased Transportation services. In addition, we have provided an
“Operations Plan”, detailing Maruti’s approach to exceed requirements of the RFP.

Quality of Service Program

Maruti is dedicated to quality because of our
commitment to our passengers and our

. Mai v Eliminate v Reduce variation
Communlty. F ajor waste J[mpmveprocess
ocus v Improve flow capability
Rather than gimmicks, we rely on proven Major ¥ Cycle time ¥ DPMOs (Defects per
operating processes and procedures to ensure a Measures AL Million
. . . tums Opportunities)
service that is stable and focuses on the important =
qualitative aspects — safety, reliability and g‘;:?:;;n
; v Customer €
customer service. Major satisfaction Jgrol(cmcal o
. UVSER  Volueadded | ol (ig:'itical to
As the CITY’s partner, Maruti is committed in v Profitability Customers)

providing high quality services while developing v Profitability
cost containment measures that will lead to a m < All processes  ~ All processes
sustainable transit system. Maruti’s formal

process improvement program seeks to identify areas of improvement in the areas of operations, dispatching,
scheduling and administration and will deploy corporate resources to initiate sustainable improvements
results.

Maruti’s goal in implementing quality improvement measures will be to produce; cost savings, increase
efficiencies, improve safety performance, improve quality of service, reduce waste, improve teamwork and
communication, satisfy customers and stakeholders, and improve working conditions and employee morale.
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Ed Carrion, Maruti’s COO, will lead the local management team in the development of a series of performance
metrics as a baseline for selecting areas for immediate improvements. Maruti will provide the CITY with
quarterly updates on improvement projects and results.

Mr. Carrion has over 25 years of process improvement experience. He has lead over 45 major projects with
over $100M in savings for the Department of Defense, financial institutions and within the public
transportation industry. Mr. Carrion hold a designation of Six Sigma Black Belt.

Maruti believes that quality improvement efforts are essential for all transit agencies wishing to ensure their
success and sustainability; especially for those who desire to be truly best in class, which means that the quest
for Service Excellence demands a continual and ongoing effort

Performance Standards

Public transit companies/ agencies traditionally established performance measures to evaluate the efficiency
and effectiveness of their transportation services. These measures usually include operating cost per revenue
vehicle hour, operating cost per passenger boarding, fare box revenue per operating cost, passenger
boardings per revenue vehicle mile, and passenger boardings per revenue vehicle hour. These measures allow
transit companies/ agencies to evaluate the effectiveness of individual routes by volume, time of day, and day
of week for their planning purposes.

Maruti incorporates many of the traditional measures of revenue hours/miles per vehicle/passenger.
However, we believe that to gauge a true understanding of performance, the scope of areas needs to be
broadened, In addition to the typical measurements, Maruti collects and analysis ridership statistics such as
total number of trips, average miles per passenger trip and average ride time to gauge the impact of services
in terms of improving availability and access to the services. Maruti also measures performance in terms of
vehicle capacity in addition to the number of vehicles needed to deliver efficient services.

Performance measures allow CITY administrators to:
e Track compliance with ADA requirements, including on-time performance and trip needs;

e Evaluate performance based on established criteria and goals, and compare that to past measures of
performance;

e Document trends related to efficiency and communicate these too decision makers that provide
administrative oversight.

Maruti believes that it is not sufficient to just collect data for the purposes of annual NTD reporting, Maruti
utilizes the performance measures as a means to identify problematic areas and applying Lean/ Six Sigma
processes to improve the service.
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Customer Service

Maruti understands that customer satisfaction is only as good as the

customer service it provides. Meeting the needs and expectations of the ALURE.,
customer is critical to ensure continuous support for the system and to «1-:1'"_"“"%“““
expand ridership not only among dependent riders, but “choice” riders that Fort PRUBLEHSB[\R‘,‘.
would not normally utilize the service. The experience that individuals have - “"m
with the services you provide and then what they hear from friends and EWSTUMERSERVIGE
family influence their perception of and likelihood to continue to utilize AL AL "MEH '
your service. Therefore, it is essential that companies/ agencies implement -.u. ‘QMFE“'[‘:P L Tea
the correct customer service methodologies to ensure the services that are i '

provided are in line with the expectations of the riding public.

In an effort to pad profits many private transportation providers may be tempted to cut corners, Maruti will
never sacrifice safety or customer service in order to achieve a profit margin, Maruti believes that companies
should streamline their resources without sacrificing the essentials.

The transit industry has a much greater amount of exposure to the public than many industries. Maruti has
tailored a customer service program that goes beyond providing a customer service phone line. The program
goal is to improving customer satisfaction through exceptional customer service.

Maruti’s customer service program includes the following five areas:

Customer Service Training

Maruti will provide customer service training to educate every employee who has direct contact with
consumers. The Training will emphasize the importance the company places upon maintaining a high
standard of service. At every point of customer contact, employees must recognize customer service as a
priority. This means all employees from the General Manager to the Bus washer must all maintain a friendly,
considerate demeanor toward our customers when addressing their needs.

Communication

Maruti will communicate the CITY and Maruti’s expectation for high levels of customer service. The
expectations will be communicated on a daily, weekly, monthly basis vial newsletters, morning safety and
customer service bulletins, and meetings. Maruti will launch competitions and contests to generate specific
suggestions on how to enhance customer service from the workgroup. This will not only incentivize the
performance of customer service through bottom-up participation, but will keep good customer service as a
daily reminder in all our interactions with the customers.

Employees

Recruiting employees with a strong customer focus is a critical factor in developing and maintaining a quality

customer service program. Maruti believes that anyone can learn to drive a vehicle, but good customer
service comes from the desire to serve the public this understanding is at the center of our hiring and
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training program. Our training program will include a module dedicated to customer service. As new hires
fill positions due to normal turnover, the company culture will gradually become increasingly customer
service ariented.

Technology

Maruti utilizes a proprietary Customer Relationship Management (CRM) software that allows our employees
to enter, access and track customer activity and information. Staff will have greater access to customer
information that will allow them to support the customer service efforts of staff working directly with
customers.

Empowerment

Empowerment of staff to better service customer concerns is critical in maintaining customer satisfaction.
Every staff member operating in direct contact with customers will have the ability to address the customers
concerns or have a supervisor or management address them immediately.

Sustainability

The Maruti Sustainability Program encompasses a variety of efforts to conserve energy and water, promote
recycling, reduce air pollution, and proper environment controls. In all of these efforts, Maruti will work with
the CITY to ensure a high quality of life in our community.

Sustainability is a uniquely broad and long-term concept
that addresses quality of life and efficiency concerns.
Sustainability is an important consideration for Maruti’s
decision-making - both for internal operations as well as
the mission-related activities of the company.
Incorporating sustainability into decision-making can
have positive effects for client relations, for the bottom
line, and for the natural resources of the communities we
serve.

Maruti will fully comply with all environmental laws and =
regulations. We will strive to exceed compliance by the e

continual improvement of our environmental performance through cost-effective innovation and self-
assessment.

Maruti will:

* Avoid environmental degradation by minimizing releases to air, water and land. We will prevent
pollution and conserve resources by reducing waste, reusing materials, recycling and
preferentially purchasing materials with recycled content.
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e Increase the awareness of environmental issues among company employees through education
and training.

Community Benefit Plan

Maruti understand that using local businesses/ vendors for every function within the scope of service not only
creates good will between our company and the local businesses, but also helps to build communities we
serve. Maruti’s embraces the communities we serve and we strive to become a good citizen. The local Maruti
staff live and work in communities we serve and share common goals and interests, such as keeping the
neighborhoods safe and clean and ensuring that the local business prosper. By supporting local businesses
owned and run by people within the community we create an extra layer of interdependence, and we make
daily relationships deeper and more meaningful.

More importantly, by using local products, services and vendors, we do our part to build local economies. In
this way we keep the money earned here in the community we serve, building a local economy that enriches
everyone involved.

D. Operation Plan - Paratransit Service

Maruti is prepared to meet the schedule required by the CITY for its ADA Paratransit Service. As an
experienced transportation provider, we understand what it takes to provide the level of service expected by
our passengers, and by CITY. As detailed in this proposal, we have employed management and staff for this
contract who are among the best and most qualified in the industry. In addition, we have processes in place
to specifically address the unique service requirements of an ADA Paratransit operation.

Vehicle and Route Assignments

We will work with CITY to utilize of mix of full-time and part-time driver shifts to cover service requirements.
Our full-time shifts typically operate for 8-12 hours per day and are scheduled to work 4-5 days per week. Our
part time drivers will work 4-12 hour shift, filling assignments that cannot be made into full runs, peak trips,
after-hours trips and special services. Part-time workers will be limited to less than 30 hours per week, and
will typically work 20-25 hours per week.

Weekday Avg Ridership by Hour

In addition, we propose to create smaller 3 to 4-hour manifests in order to better utilize part-time personnel
and to attract employees who want part-time work. The result would be much better productivity levels and
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less turnover improving services. An added benefit is that these vehicles and employees could be asked to
stay on for an additional 1-2 hours, and provide relief to any runs that are not on schedule.

Passenger Treatment/ Customer Service

As an experienced provider of transportation services, we truly understand the needs of the clients that utilize
the services and we take great care in meeting their needs. Our processes related to transportation
operations have taken into account any physical or mental disabilities/ challenges of the clients. We expect
that every driver adhere to Maruti's high standards of conduct. WE TREAT EVERY CLIENT WITH RESPECT AND
DIGNITY and we will not settle for less.

Vehicle Availability

The maintenance department will work in coordination with the dispatch office to ensure vehicles are ready
for service and sufficient number of vehicles are available for service pull out. Maintenance will share a
vehicle availability log with dispatch each morning prior to pull out and throughout the day, so that dispatch
can make decision based on vehicle counts. At no time will Maruti miss a pull out or delay service due to
vehicle availability.

Ready Buses

Maruti will maintain sufficient number of ready bus available for swap out in case of vehicle breakdowns or
increased demand on the street.

Stand-by Drivers

Maruti will maintain sufficient number of stand-by drivers to ensure run coverage in case of call-off by drivers.
In addition stand-by drivers will be deployed in the service area in extreme cases where on-time performance
is below standards due to accidents, road closures, and/or vehicle breakdowns. The goal is to be able to
restore services to acceptable standards as soon as possible with minimal disruption.

In addition, Maruti currently has multiple programs in place that allow us to constantly monitor and ensure
our level of service exceeds customer requirements. These programs include:

* Initial Training - We train our employees well, and closely monitor failures to provide individual
guidance and education.

* On-Going Corrective Training - We also review service issues for trends, and use those issues as a
tool to educate and constantly improve. We don't just say it, we actually do it!

o Safety Meetings - We conduct our Safety Meetings every month and as needed to address
particular concerns or new regulations/requirements. While the primary focus of these meetings
is safety, we also use them to as a mechanism for feedback from drivers who want to improve
services. Meetings are mandatory - we schedule several meetings over the course of the day to
avoid any service disruption - and we pay employees for their attendance. We find that this
promotes a cooperative attitude and environment that is conducive to learning from each other.
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Each quarter, we use this meeting to take the opportunity to recognize our stellar performers in
the areas of safety and service.

Employee empowerment — As discussed above, we empower the employees to make decisions
that fall within our core values and that benefit the service.

Road Supervision — We will have a road supervisor to ensure service quality at all hours vehicles
are in revenue service using ramp-equipped vehicles to further enhance our driver and customer
support and on time performance.

Mystery Riders — We will utilize consumers to operate as “mystery riders” that will allow Maruti
to monitor the service quality, when the driver thinks no one is watching. We will detail a
program that will reward employees for positive ratings, and remediation for opportunities that
they failed to meet.

Daily Pre-Trips/Post Trips — Reliability of the vehicles begins with the drivers. Our drivers are
instructed and regularly reinforced to do comprehensive pre-trip inspections, as well as note any
issues during service.

Strong Core Values — Our core values drive the organization and the behavior of our employees.
We also will be introducing programs that we believe will further improve our employee’s
performance and encourage our employees to not make a difference, but be the difference. To
that end, we have developed a program that keeps these values in top of mind, sending out
reminders daily, weekly and with their paychecks.

Maruti operators and their staff are proven to be professionals and
take pride in safety and sensitivity when serving our MCCI Members.

Mike Poeschl, MCCI Transportation Manager

Besides the programs we have in place, Maruti establishes the following processes to ensure regular and daily
service quality.

* Daily Operations Log - The Dispatcher is responsible for getting the service on the road each day. This
involves being informed about the condition of the entire operation at all times. More specifically, the
Dispatcher must perform the following duties:

o

[e]

(¢]

Open the operating facility.

Prepare the daily driver assignment sheet.
Assign buses to runs.

Check in Operators.

Assign extra board Operators as required.
Check and log radio transmissions.
Observe Operators’ fitness for duty.

Interact with maintenance department.
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o Document the day’s service activities.

o Document all radio transmissions.

o Advice and Counsel Operators.

o Distribute transfers and marketing materials to Operators.

o Update communications boards.

Daily Dispatch Sheet - The dispatch sheet is the master schedule of the day’s events. It is a critical
document because it outlines the routes, the drivers assigned to these route, the buses used to
operate the routes and the times the operating will be operating. The dispatch sheet also becomes
the master schedule to note assignment changes, bus switch-outs, and garage departure delays.

Absenteeism for all reasons will be tracked very closely, with monthly summaries and on-going trend
analysis. Management attention will be devoted to controlling absenteeism at realistic levels. Finally,
Operators who have completed their shifts for the day will provide another pool from which the
Dispatch Supervisors can draw to ensure timely coverage of all work that becomes open each day.

Monitoring Driver Performance - Ensuring a driver is fit for duty, with the knowledge necessary to
succeed, and the confidence to make decisions that benefit passengers is something Maruti takes
very seriously. All dispatchers and supervisors are empowered to withhold driving assignments if they
feel that the driver is not fit or able to operate in the service in a safe manner. In the event it is
necessary to take this action, the Safety Manager is the only person authorized to release a driver
back to service, and will only do so, when confident that the driver is fit for duty. When appropriate
this may require drug testing, or a release from a licensed physician.

Maruti will provide Road Supervisors, who along with our management staff will discretely monitor
the activities of drivers to ensure that they are compliant with all rules of operation. Maruti will use a
combination of GPS/ AVL monitoring, stealth observation, open observation and direct contact to
determine if drivers are complying with the expectation of CITY and Maruti.

Maruti takes a systematic approach to ensure optimal performance in contract operations. Operator
reports, Supervisor procedures, pre-trip inspections, pull-out procedures, field supervision, efficient
dispatch, maintenance quality and Operator policies and training impact operational performance.
We develop and cultivate a motivated and proud workforce that is a credit to our systems.

Working with Operators to ensure they depart and arrive on time and helping them get back on
schedule when they fall behind are amongst the Supervisor’s most important roles. All equipment or
schedule adjustments will be coordinated with dispatch to ensure high optimal on-street
performance. Supervisor vehicles will be fully equipped with necessary items such as camera, accident
reports, courtesy cards, accident investigation supplies, etc. Each Supervisor will be issued a portable
two-way radio when they are performing field observations. Supervisors will be deployed in the field
during all hours of operation. All Management and Supervisory staff members will be cross-trained in
dispatch, scheduling, field observations, accident and incident response and radio procedures to allow
the best support possible to our Operators.
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Regularly scheduled road observations and ride checks will be performed by our General Manager
and operations staff to monitor the performance and image of the Operators and vehicles. We
understand our Operator’s performance and each vehicle’s condition will form the impression of both
Maruti and CITY services. Supervisors will conduct road observations to verify Operators are driving
their vehicles safely and properly and to ensure compliance with our high standards of safe driving
performance. Road observations will be conducted by either following in a separate vehicle or riding
in the vehicle with the Operator. Specific items that will be observed and evaluated include the
following:

ROAD OBSERVATIONS/RIDE CHECKS

° Speed . Schedule adherence
° Following distance ° Use of signals
Passing procedures ° Customer courtesy
° Vehicle functions/systems ° Lane changes/lane placement
° Fare handling

e Enforcement - Occasionally, Maruti finds it necessary to place employees into a corrective action
plan. We have recently adopted a new plan that we believe will better aliow us to work with an
employee to improve their performance. We call this our Positive Employee Performance Plan.

On a typical minor offense, the employee is counseled, and a contact form is placed in the employee’s
personnel file, where it will remain for 90 day. If no further problems develop, the contact form is
removed and destroyed after the 90 day period. If there are further incidents, the employee receive a
formal verbal counseling. This counseling is approached from a positive manner, and a clear
expectation of future behavior is reviewed with the employee. This contact remains in the file for 180
days, and is removed if the employee successfully corrects the problem. The next step is a formal
written warning that the employee’s job is in jeopardy and a clear written plan to improve is
provided. This documentation remains in the employee’s file for 1 year, and is removed if the
employee has corrected the behavior.

If problem continues, the employee is formally notified that we feel it is necessary to terminate their
employment, unless the employee can provide a plan that will ensure correct behavior. The company
will provide time-off for the employees on the next work day. The employee is instructed, in writing
to compose a plan that will ensure their compliance or to resign their position. If the employee
composes a plan, they are paid for the day off, for making a commitment to change. This notice stays
in the employees file for 1 year. Any further incidents resuit in the termination of the employee.

We feel this process affords us the flexibility to enforce rules and policies, while giving a positive approach to
behavior change.

Our comprehensive approach to providing transportation and meeting the needs of CITY and the community
is evident by the statistics of performance for the past year companywide.
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in-Vehicle % Accident per 100000

14,300 miles

Maruti believes that it takes more than just developing measures to gauge performance of a system. Industry
practices have been reactive versus proactive and most corrections of low performance have been short term
fixes. Maruti actively seeks to identify areas/ processes to ensure that first the standards are met, but
ultimately, increase customer satisfaction.

Productivity Management

Controlling paratransit operating costs while meeting

service demand remains the greatest challenge facing Sample Productivity

public transit authorities. The implementation of 18

innovative operating practices potentially have 17

benefits for paratransit services; the most important 16 /\—\
being the improvement of productivity, as is indicated 15

by passenger trips per revenue hour. Maruti 14

understands that productivity is one of the most ‘anuemSsoruany March sAerd - cMay im0y

critical factors related to service cost. ====Adual == Goal

Maruti proposes the following initiatives/ programs to control/ increase system productivity of the
Mainstream service:

Trapeze Templates: Maruti uses templates in Trapeze to manage system productivity and on-time
performance from the start of the trip reservation process. Templates include scheduled subscription trips
and account for vehicle capacity. This process allows Maruti to determine the correct fleet mix for the service,
longer trips would be assigned to a sedan while shorter, more productive routes are assigned to the larger
vehicles.  With solid templates in place, staff are able to effectively negotiate trips to fit within the
established routes and subscription trips that have been previously scheduled.

Scripting — Maruti believes that hiring and providing training to reservationist in customer service. By
providing reservationist the tools to help them work with passengers to find solutions that help both the
customer and the organization is critical to effectively managing service delivery with a higher productivity
level.

Call Center Reporting — Maruti has developed call center reports that allow management to track the

number of trips booked, negotiation percentages, and other critical items, in order to monitor performance
and achieve the desired results.

Trapeze Training — Maruti provides extensive Trapeze training to dispatch, reservations and scheduling staff
in order to provide the tools needed to maximize and optimize service delivery.
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Reservationist Dispatchers Schedulers

System Logging Dispatch Module Scheduling processes and building runs
Mapping and geocoding Client interface Manipulating trips N
Reservations Module Daily processes Editing trip information 1
Subscription trips Scheduling Operator breaks

Canceling and other scenarios | Tool options Route optimization

L i ) Manipulating trips )

Maruti is confident that with the introduction of the above mentioned initiatives, together with the process
discussed throughout the proposal, Maruti will increased the productivity of the ADA Paratransit service to
the highest level yet.

E. Dispatch/ Scheduling

Maruti’s philosophy is that the operation of a call center (reservation, dispatch, scheduling) determine the
success of a transit operation. The transit call center key in achieving of productivity and service efficiency
goals in its performance of a transit operation.

Maruti’s approach to a successful call center operations is based upon the following:

e Implementation of Lean/ Six Sigma principles in order to develop processes/procedures for the
optimization of reservations, dispatching, and scheduling functions;

» Customer focused training and scripting to ensure reservationist communicate effectively with

customers;

Utilization of templates that enable the scheduling of productive and attainable routes;

Provide sufficient supervisory coverage to ensure the staff has support throughout the shifts;

Comprehensive training in system usage and call center management techniques;

ADA policies and procedures; and

Area familiarization.

Advanced Reservations

A successful transit operation starts with the reservations function. The reservationist is responsible for
communicating with the client and understanding their request, at this time the reservationist reviews the
customer profile to all information is correct, such as home address and any mobility devices are needed or
utilized by the customer. The reservationist then enters the trip request in the reservations system, stating
with the pickup and/or drop-off locations.

Maruti reservationist are trained to read back the trip request and confirm that all information is accurate. In
addition, the reservationist inquiries about any special instructions that should be relayed to the driver. If a
passenger requests additional assistance during trip request, the call is escalated and a supervisor assists the
customer.

Once all of the trip details are entered in the system, the request is submitted in the system. At this time the
system will generate best available options for scheduling the trip. If the trip cannot be scheduled at the
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exact time requested, the reservationist will attempt to negotiate a trip within one hour of the originally
requested time.

If the trip cannot be successfully negotiated, the reservationist place the trip as an unscheduled request.
Maruti will adhere to a zero capacity denial policy.

Reservations Process

The reservation process is initiated by our passenger’'s desire to travel throughout the service area.
Passengers may call in advance as determined by RTS policy. Reservationists trained in customer service will
take calls. The following minimum information will be collected from a caller:

e Customer name.

e The day and date of customer's trip.

e The time the customer wishes to arrive at their destination, or the pickup time.

e The exact address or landmark designation of customer origin.

® The exact address or landmark designation of customer destination including building name and
room number if known.

e The time customer wishes to be picked up for the return trip.

® The exact address or landmark designation of the place from which customer is returning.

® Whether customer will be accompanied (at a minimum, a PCA and an additional companion must
be served if customer so requests).

e Whether customer will be accompanied by a service animal

The Trapeze software will be utilized in the verification of location eligibility, trip reservation, and route
scheduling. The dispatcher will enter such information as rider name and home address. If the customer has
requested service before or is certified for ADA, their file will display information on any future reservations
and recent trip history. This will allow the dispatcher to select from previously entered trips and speeds the
schedule approval process.

The customer service representative will use a script that will question the client about the trip, any special
accommodations that are needed and the number of persons in their party. The caller will be informed that
they must be ready on time for the driver and that they will be required to show the driver their acceptable
ID, if applicable. Clients will be encouraged to schedule subscription trips whenever they have a need for
recurring transportation. This will reduce the number of calls, ensure that requests are made in advance and
allow for better overall program management.

One process that has assisted Maruti in achieving outstanding quality results is our thorough training and
the requirement that staff recaps all of the information of the trip to the caller before ending the call. At
that time they are to spell back the street name for the address that is requested when they are recapping
the trip to the client. With many streets names that are similar and callers with differing accents, spelling
the street has eliminated many potential errors. This process adds just a few seconds to the call and saves
large amounts of time for the dispatchers, drivers and clients in the transport and ensures that
information in the database will be correct. Prior to ending the call, the Dispatcher will confirm the trip to
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the route and offer approximate pick-up time to the caller. The caller will be reminded that the driver will
only pick up at the designated stop for that address and that the client should be waiting.

A live attendant will take requests for ADA service on the weekends. Maruti will have a scheduler input
the calls on Sunday evening for Monday'’s service and will verify trips times with customers as necessary.
We look forward to using the IVR system as well to reallocate the labor required to make outgoing
verification calls to better customer service

Scheduling Process

Maruti begins its scheduling activities 7 days
prior to service delivery, it all starts by the i
scheduler developing routes based on knowledge :
of service, baseline and trends, and the scheduler i
adds the subscriptions trips to the appropriate s _
route. As reservations are taken in advance those .o .o -~ ' ==
trips are initially assigned based on system
perimeters discuss below. At the end of each
service day, the scheduler reviews the next days’
trips and routes for efficiency, and begins the
batching process in Trapeze.

During the trip batching process, Trapeze examines all trips and adjusts routes based on trip times and pick up
and drop off locations. The batching process looks to maximizes productivity while maintaining on-time
performance.

Trapeze Parameters

Based on Maruti experience with maximizing and optimizing system performance, we believe that ensuring
the correct parameters based local conditions is essential in developing accurate estimates of travel times and
load times, the key to a balance on-time performance and productivity is to set the correct system speeds.
Maruti utilizes the following conditions to develop its system speed perimeter:

o Time of day

o Geographic areas (congestion/high demand zones)

o Distance traveled

o Weekday/weekend

o Vehicle capacity

o Load times by location

o Load times by type of trip (ambulatory vs. wheelchair)

Maruti analyses periodically, to confirm that settings remain accurate as the on-road environment cha nges.
Adjustment are made as trends or patterns develop though the analysis findings
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Subscription Trips

Subscription trips are provided pursuant to ADA regulation regarding the maximum allowable percentage of
subscription trips. In an effort to improve productivity, Maruti reviews utilization reports to identified
recurring trip that should be updated as subscription.

Productivity and On-Time Performance

Reservationist schedule trips on specific routes based on time and location of trips. The system examines
potential routes for the next day, as well as subscription and scheduled trips, and then provides several
options within the parameters established. Maruti develops and establishes system templates based on
parameters that optimize system productivity and on-time performance.

Route Seeding and Trip Batching

Maruti uses the “route seeding” methodology prior to batching the trips for the day of service— “route
seeding” is the process of assigning and locking trips at the beginning and ends of routes close to the
operating facility.

Schedulers seed each route with trips within an optimally established radius from the operating facility. This
process ensures that routes are efficient and minimizes unnecessary deadhead (and in turn, fuel
consumption, and vehicle wear and tear) and vehicle operator time.

Once identified, these trips are placed on the route and “locked” — removing those trips from consideration
during the batching process. Once the routes are seeded, the scheduler begins the automated batching
process. As new trips come in, routes are rebatched frequently to attain maximum efficiency over the period
of three days prior to service.

The key of developing a successful batching process is the scheduler. The scheduler utilizes his/her experience
to review and examine the trips based on location, where there is the most operator/vehicle coverage, and
prioritizes trips based on where the greatest concentrations of trips are located throughout the service area.

Wheelchair vs. Ambulatory Batching

To ensure that all wheelchair trips are appropriately scheduled, all wheelchair trips are batched first; then
trips with mobility devices; then ambulatory trips. This confirms that the time required to board and load a
wheelchair trip is sufficiently scheduled before those faster loading, more fleet-flexible ambulatory trips are
finalized.

Unscheduled Trips

Maruti staff utilize previous service day trip data to generate a pattern of cancellation and no-show history in
order to predict the level of cancellations based on the day of week, and the hour of day. This data drives the
number of trips that schedulers leave unscheduled, in order to maintain productivity at acceptable levels.
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F. Audit Controls

The Monthly Facility Audit (Monthly)

Maruti’s general manager and designated staff are required to conduct facility audits each month to ensure
compliance with the CITY and Maruti standards. Reports of audits will be forwarded to CITY staff for review
and action.

The Semi Annual Audit (Semi Annual)

Maruti will conduct semiannual audits of its maintenance program and functions. The regional director of
maintenance, Mr. Anthony Radicone will be responsible for scheduling and completing semiannual audits
with the general manager and maintenance manager both present. The maintenance manager will perform
the audit using Maruti’s maintenance audit form. A review of the audit will conducted and an action plan
developed (if needed) to correct deficiencies. Maruti will share findings and corrective actions to CITY staff.

Safety Management inspections (Annual)

Maruti takes its safety program seriously and we conduct inspections of each location to ensure compliance
with regulatory and company policy requirements, and assess the overall safety of our facilities and
operations. At Maruti safety is practiced every day and local staff conduct regular monthly inspections. A
comprehensive evaluation and audit is conducted annually by the regional director of safety and training.

Maintenance Safety Inspection {Annual)

The regional maintenance director is charged with conducting inspections to assure maintenance-specific
compliance with regulatory and company policy requirements are conducted at each operating location. In
addition the inspection will be used to assess the overall safety of the maintenance program. The inspections
will be conducted annually by the regional maintenance director.

G. Technology

Maruti’s management team has extensive experience in the deployment and management of Intelligent
Transportation System (ITS). Maruti’s technology initiatives are led by Mr. Ed Carrion. Mr. Carrion has over 35
years’ experience in the deployment, development and management in the technology field. As the Chief
Information Officer (CIO) for the Corpus Christi Regional Transportation Authority, he provided the vision,
leadership, planning and management for the development, acquisition, implementation and support of
information technology. Aligning agency information technology with strategic direction, build and develop IT
organizational processes and procedures to support organizational needs. Planning, directing, and managing
the IT department in order to ensure the development and implementation of cost-effective systems and
efficient computer operations to meet current and future decision making requirements.

The term “Intelligent Transportation Systems” refers to the application of information systems,
telecommunications, sensors and control systems to all modes of transportation. ITS has proven to increase
the capacity and productivity of service delivery options, to improve the reliability and safety and to reduce its

environmental impact and the adverse consequences of incidents.

38



#181044]

————

-‘-_-- “‘\

VIAISW I )/

FLEET & MANAGEMENT -

Maruti does not merely manage clients technology products, Maruti is a technology solution provider and will
assist and advise agencies in the purchase, development, integration and implementation of existing and
emerging new technologies.

Trapeze Software

Maruti currently utilizes Trapeze PASS as its solution for advanced
scheduling and dispatch application for the City’s demand
response services. Trapeze is widely recognized as the industry Tr a e Z e i
standard software used to develop paratransit operations. p

Maruti’s will initiate a strategy that will improve productivity by

providing a strong and experienced Trapeze leader that will lead the scheduling and dispatching activities,
including but not limited to subscriptions management, schedule optimization efforts, and periodic system
parameter adjustments for continued improvements of the quality of the scheduling results. This individual
will be responsible for ensuring that the schedules produced are achievable, efficient, utilizing the full range
of technological tools to assist in meeting service performance measures with the ultimate goal of providing
higher productivity, customer satisfaction and reduced cost. In addition, dispatch and scheduling staff will
undergo extensive training in system utilization, proactive dispatching techniques, schedule optimization, on-
time performance and operations management.

Finally, to supplement our experience, Maruti has engaged Trip Sparks as our Trapeze consultant to provide
supplemental training, share best practices and analyze our processes for efficiency and effectiveness.

Trapeze PASS is designed specifically to help demand response transit providers plan, deliver and manage
efficient, cost-effective and client-focused services. PASS combines sophisticated technology with user-
friendly features to support all types of demand response services.

PASS major components include:

Integrated Mapping
* View and define service areas including streets boundaries, landmarks and geographic features
e Quick matching of clients, origins and destinations with geo-coding features
e  View multiple itineraries and runs on the maps

Passenger Registration
e -Manage detailed client and student information including multiple addresses and special needs.
e -Apply funding and eligibility programs.
e -Save scanned documents and photos.
e -Import data from most information databases.

Journey Booking
e  -Book subscription or demand journeys with full access to client details
e -Use templates for quick subscription journeys
e -Indicate fare types, billing sources and journey purpose
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Scheduling
e  -Use batch mode to automatically assign subscription journeys
e -Automatically match subscription clients on recurring journeys
e -Driver assignment
e -View multiple itineraries and runs on the map
e -Use trip edit for real time schedule modifications

Dispatching
e -Monitor vehicles and runs to adjust service as needed
e -ldentify and respond to situations in real time
e -Track incidents, cancellations and no-shows in real time reporting
e -Usestandard or customized reports
e  -Run SQL queries

Trapeze PASS eliminates the manual, time-consuming processes of managing paratransit operations. Its
extensive built-in reporting expands the system capabilities in analyzing future planning, delivery, and
effectiveness of service delivery.

The  PASS  reservations component  provides PR
reservationist with a full complement of tools to assist in

the reservations process. Intuitive passenger lookup e -
screens, common trip destinations, and other passenger

detail supports optimal call times and maximizes user
productivity. PASS is integrated with the on-board GPS !
and GIS mapping component to ensure accurate trip o
distances and locations.

3

The ability to be able to geocoded pick up and drop off
locations provides for accuracy in scheduling and
monitoring route performance.

The dispatch component allows users to monitor trip performance, update routes by adding new requests,
moving trips from late performing routes, and manage no shows and late cancelations. When deployed with
on-vehicle GPS enabled devices (using the Trapeze MON add-on) dispatchers can monitor each route in real
time. Any updates (such as trip performs) are immediately reflected in the trip console; conversely, and
changes to routes (such as cancelations) are immediately reflected on the operator’s on-board device.

In addition to the core Trapeze PASS system, Maruti will ensure the deployment of the following Trapeze
PASS-Web. The PASS-Web application extends the functionality of the PASS system by allowing passengers to
confirm, cancel or book trips online without the need to speak with a reservationist. Registered customers will
be able to access the service 24 hours a day, through an internet browser on a desktop or mobile device.

In addition to the PASS-Web system, Maruti proposes to deploy:

40



#181044]

ViraIew i
FLEET & MANAGEMENT.

Mobile Data Terminals (MDT)

Through the use of Trapeze and the onboard MDT units, operators are provided manifest data including next
scheduled pick up or drop off. As the operator performs trips, they use the “arrive/depart” buttons on the
MDT unit, the information is transmitted to the
Trapeze system and the route data is updated on the
AVL system.

=

Dispatchers continually track vehicle status and
monitor service delivery throughout the service day in
Trapeze dispatch module.

In the event a passenger does not appear within 5
minutes after the scheduled pick-up time has passed,
the dispatcher will be notified and is authorized to no
show the passenger and documents the event, and
instructs the operator to move to the next stop.

Geographic Information System (GIS)

Maruti utilizes GIS software to capture, manage, analyze, and
display all forms of geographically referenced information. GIS
allows us to view, understand, question, interpret, and visualize
transit data that reveal relationships, patterns, and trends in the
form of maps, reports, and charts. GIS software allows us solve
problems by looking at the data in a way that is quickly
understood and easily shared.

When deploying a dynamic demand response network, it is
important to understand both the capabilities of the dynamic
capacity, as well as the demand on the service. This =
understanding allows for the strategic planning and placement of
resources for an optimal performance of both the dynamic

network and the fleet deployment. Maruti has utilized GIS software to capture, analyze, and display of the trip
data. In that effort we are able to isolate ADA trips by zip code outside of the Gainesville service area to view,
understand, question, interpret, and visualize the data that revealed the significance of the ADA trips impact
on the overall operational and financial viability of the Paratransit program. With a wider sample of ridership
data and a more in-depth analysis, Maruti will exact the network deployment by day and by hour.
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Vehicle Tracking System

Maruti has partnered with DoubleMap systems. DoubleMap offers technology E
that allows riders to track the exact location of a bus in real time.

JRPp—
"2 P
DoubleMap buses uses satellite technology and sophisticated computer

modeling to track buses on their route. Bus estimated arrival times can be

predicted with extreme accuracy, since estimates are constantly being updated .

in real time. DoubleMap, is designed to improve bus operations and assist bus

operations managers by having a sophisticated, user-friendly tool to help in &
managing, monitor and reporting of bus fleet information. Most importantly,

the DoubleMap technology helps reveal consistent schedule arrival time

shortcomings as well as inefficient processes. This helps the manager to quickly

identify problems and implement improvements. '

Riders benefit from DoubleMap in many ways. The DoubleMap system contains

real-time alerts, allowing the riders to know exactly when the bus will arrive.

Bus riders waste less time, resulting in better planning of their schedules and

enabling them to get more done. Riders will be able to download the application through either the Google
Play Store or Apple APP Store.

Maruti has implemented the DoubleMap technology in other operating locations and looks forward to
bringing this innovative solution to the riders of Gainesville.

On-Demand Mobile App

One of the most challenging issues in paratransit service is the practice of providing
services under a “Will Call” model. A Will Call is an Optional ADA service when a
passenger books a pick-up time for a trip and advises the reservationist that a Will Call
is needed for the return trip because the exact time of the return trip is unknown (e.g.,
returning after a medical appointment).

Will Calls cause scheduling issues, in addition to utilization of dispatch resources to
accommodate the requested trips.

Maruti has entered into a partnership with SOLYD-TRANSIT Inc. to
deploy PIKME- Urban mobility made easy for transit drivers,
passengers and public transit commuters. PikMe is a peer-to-peer

ride sharing platform hosted over a GPS aware blockchain. For PikMe

people who prefer a transit, we have enabled passengers to directly

connect and transact with drivers in the area without the need for a Ride Sharing 2.0
centralized, server/cloud based aggregator like Uber, Lyft etc. Pate:7-Poan Rive Shudng 3 U1 Ben BRSO

Powaren by Btockchain

Once the passenger calls that he/she is ready for their return, they Find a Ride. Anytime, Anywhera
will receive an estimated pick-up time, this will eliminate the
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Passenger App Feature List

uncertainty of waiting for a vehicle, and it will also reduce the wait times experienced by “will call” users.

Maruti would proposed utilization of the mobile app in a test environment and gradually expand its
implementation. In addition, Maruti believes that the system could be easily implemented across other
modes of transportation in Gainesville such as First and Last Mile services and late night services. The cost to
implement PikMe is minimal because there is no backend cost, therefore reducing the cost of services,
reducing traffic congestion downtown, while providing true Mobility options to the citizens and visitors to the

Feature Description Note
User Profile Able to select wheelchair
vehicle need.
Location Selector Must be able to book trip based | Address History
on client origin and be able to
select destination within a zone | Based on boundanes
On-Demand Booking
Flexible Payment Options Credit Card, Pass (daily,
weekly, monthly), Cash
Vehicle Tracking System (GPS)
Disabled Vehicle Selection Client can request wheelchair
capable vehicle.
Feedback Feature
Fair Calculation Must be able to calculate based
on mileage/ fees or flat fee per
trip
Automated e-receipts
SMS alerts
Estimated time of arrival
Client Notification
Vehicle Tracking
Android & 10S device support
Client/ Driver Communication | Texting, messaging to driver

Driver App Feature List

Trip Notification to drivers

Trips are assigned to driver

Client Information Notification of client mobality
devices, Name

View trip route using GPS

Email Alerts

View trip routes using GPS

Feedback Feature

Fair Calculation Notify driver of method of
payment.

Client Notification

Android & 10S device support
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Admin Panel Feature List

Feature Description Note

View/ Edit User profile Must contain option for
wheelchair capability

View/ Edit Driver Profile

View/ Edit Vehicle Profile Identify seating capacity to
include wheelchair space

Trip Management Module Must be able to monitor all |
current trips and be able to
review completed trips

Complaint Management Module

Vehicle Tracking Module

Fare Module Must be able to set up fare
strategy to include flat fee.

Billing & Invoicing Module

Geolocation Boundary settings

Revenue Management Module

Reports Module Tnps, miles, time ete.

Vehicle selection Module System must be able to assign
trip to a vehicle based on
location and current trip.

Alert & Notifications Module

Digital Mapping

Route Optinization

Support for custom Geozones

and Landmarks

Graphical Dashboard

Odometer Calculations

Shared Ride System must be able to select
between single and shared ride
based on trip

H. Community Involvement

Maruti is an integral part of the communities it serves, and will believe it is not only our corporate but our
moral obligation to assist those individuals in our communities that are less fortunate. Since our founding,
Maruti has realized that it needs to play a positive role in its communities. One of core values is simply
“Community Support.” It is demonstrated in our approach to community
service.

Maruti has a formalized program of charitable giving that grants funds to
worthwhile causes. Education, health, human services and civic projects that
support our core customer base. Maruti has been involved in too many
organizations and causes to name all, but we are proud to state that we are
active participants of the following charities:

¢ Habitat for Humanity
e Susan B. Komen for the Cure
e Special Olympics
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o Make-A-Wish Foundation
e American Heart Association
¢ Children’s Charity

Maruti encourages our employees to devote time and their talents to civic causes as volunteers. From the bus
operator to the executive officers, we are all compelled to serve those in need. This spirit of volunteerism is at
the core of the Maruti culture.

Maruti emphasis on preparing individuals for success through education and lifelong learning. With a focus on
active and ongoing learning we can best build the capacity of individuals and communities to succeed in a
constantly evolving world.

Education Scholarship Program — Maruti request yearly applications for grants to assist deserving
underprivileged students in the communities we serve.

Community College Internship Program — One of the most effective ways of giving back to the community
while also developing transit professionals of the future is developing an internship program. We work with
local Community Colleges and Vocational Programs to identify potential internship opportunities to serve
specific projects or overall management development.

I. Administration Programs

Drug Free Workplace Policy

Maruti supports a policy of a drug-free workforce in a drug-free workplace. To implement that policy, we have
instituted a program of drug abuse education for employees which includes testing requirements for all
employees and applicants for employment; consequences of positive results; and resources for employee
assistance and rehabilitation.

Maruti recognizes that our employees’ use of illegal drugs and misuse of alcohol would present a significant
risk to public safety as well as the employees’ health and well-being. As a result, we have adopted a drug and
alcohol policy designed to:

e Create a work environment free from the adverse effects of drug abuse and alcohol misuse;
e Deter and detect employees’ use of illegal drugs and misuse of alcohol;

e Prohibit the unlawful manufacture, distribution, dispensing, possession, or use of controlled
substances; and,

e Encourage employees to seek professional assistance any time personal problems, including drug
or alcohol dependency, may adversely affect their ability to safely perform their assigned duties.

The policies and procedures are included in Maruti’s Drug and Alcohol Policy as found in our Employee
handbook and conform to the current drug and alcohol testing regulations, including recordkeeping and
reporting requirements of the U.S. Department of Transportation (49 CFR Part 40), DOT 49 CFR Part 29 (Drug-
Free Workplace Act of 1988), and Federal Transit Administration (FTA 49 CFR 655) drug and alcohol testing
regulations, as amended.
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EEO/AA Statement

Maruti maintains an EEO/AA policy the offers specific guidelines and goals for hiring and training. In addition,
our training plan cover sensitivity and communications to people with disabilities and people who cannot
communicate verbally either because they are unable or they cannot understand our drivers. Finally, our
training program has an anti-harassment section which covers all aspects of customer treatment and diversity
and explains procedures for investigation and discipline. Our plans will be tailored to conform to any
additional CITY requirements, and will be communicated to employees upon hire and annually as a refresher.

Client Confidentiality

Maruti will comply with and will assure the compliance of our employees with, the information restrictions
and other applicable requirements of the Privacy Act of 1974, 5 U.S.C. § 552a and the Health insurance
Portability and Accountability Act of 1996 (HIPAA). Maruti will ensure that our employees understand that the
requirements of the Privacy Act and HIPAA, including the civil and criminal penalties for violation of that Act,
and that failure to comply with the terms of the Privacy Act may result in termination of Maruti’s contract.

Criminal History Checks, Drug/Alcohol Testing and Drivers’ License Checks
Compliance with the communities and CITY’s expectations is of critical importance to Maruti and our
reputation as a safe and responsible provider.

Upon hiring a prospective driver, Maruti will use a national employment

Background check to conduct in-depth background checks, criminal record searches and
employment background screenings. This includes verifying social security numbers;
searching background records dating back 10 years or more; using multiple local, state
and national criminal, driving, credit and sex offender databases; and conducting
extensive background checks on all names and aliases.

f &is

Every 6 months Maruti will order a driver’s State of Florida Motor Vehicle Record to see
if there were violations by any of our drivers or driving staff. As the agencies knows, the
State MVR does not always show all violations. Maruti will also research the CITY’s
website as well as a similar search for the City in which the driver resides, if not Palm Beach, for any other
driver records that might impact their ability to provide service.

Finally, Maruti will perform random driver’s license checks each more or more frequently to verify drivers
have licenses in their possession. Our employee database will also notify Maruti for any driver whose license
is due to expire, and Maruti will reach out to notify the driver. Any driver without a license will be removed
from service until such time a valid driver’s license can be produced.

Maruti will emphasize the driver’s requirement to notify us in the event of a violation impacting their ability
to drive. We will work with drivers to find alternative employment for those who have violation that notify us
immediately. Drivers who do not notify Maruti, but are found with violations will be immediately terminated.
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Accident Corrective Action

Maruti will develop a multidisciplinary safety committee made up of vehicle operators, subcontractor
management, maintenance providers and other local staff. The committee will be tasked with evaluating the
Safety Manager’s determination of an accident as preventable or non-preventable; developing methods from
their unique perspectives, to reduce preventability/mitigate accidents; and recommend policies and
operational improvements to safety program,

We hold our drivers and management responsible for safety performance. Our corrective action plan
considers both the value and the frequency of accidents in order to determine appropriate corrective action.
Maruti always reserves the right to either retrain a driver, or terminate an employee on a case by case basis.

Drivers maintain a right to appeal the accident determination to the Safety Committee for their consideration.
Employee Standards

Employees will be held to high standards concerning their service to customers. Our standards are developed
and indicated in our Employee Handbook and employees are incentivized to meet our expectations through
annual recognition and awards.

J. Data Collection and Accuracy/ Reports

Maruti's approach to data collection and accuracy is based on the understanding of the importance of
collecting data base on federal and state statutes and because accurate data is critical for planning purposes.

Reporting and regulatory requirements will dictate a certain number of performance measures that will have
to be reported. The National Transit Database (NTD) is the Federal Transit Administration’s (FTA) primary
method of collecting transit industry data. Recipients of FTA Urbanized Area Formula program (5307) are
required by statute to submit data to the NTD on an annual basis. The NTD requires agencies to provide data
in several operating and capital-related areas. From the reported data arise many measures of internal
efficiency and effectiveness, including.

Passenger per revenue hour,
Passenger per vehicle mile,
Farebox recovery ratios, and
Cost per passenger.

Maruti is committed to ensuring that those who use performance indicators data to make decisions can do so
with the confidence that the data is reliable and valid. Developing policy to ensure data quality, establishing
oversight authority through the expertise of Maruti’s COO, and using performance audits to objectively assess
the reliability, validity and integrity of the data will provide CITY management with needed assurances about
the quality of the data reported by staff.
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Maruti has established sound practices for data quality that would include among other things,
standardization of data definitions; use of internal controls; data sources; and data reliability, validity, and
integrity checks.

The following definitions are provided as the basis for determining successful implementation of data
accuracy:

e validity—does the data represent what it’s supposed to or intended to;
e reliability—is the data consistent and can they be replicated; and
e Integrity—can the data be changed or manipulated.

K. Records Maintenance/ Accounting System

Maruti will comply with all record keeping and reporting requirements of CITY for its transit services as
outlined in its RFP. We will provide each of the reports listed in the RFP and will comply with all NTD and
Drug/Alcohol Program MIS reports. Our record keeping and reporting process encompasses the following:

e We will use automated processing to facilitate the efficient compilation and comprehensive
analysis of the required data and reports. This includes our maintenance MIS program, excel
spreadsheets/databases, HR Program and dispatching software.

e All data and records collected for this contract will be accessible to the agency as both a hard copy
and by an electronic medium. Our records will be available to CITY for inspection.

® [nternally, Maruti will analyze trends in performance data to determine where there are unusual
statistics when compared to the prior month, prior year and average. This will enable us to see
problems in reporting and ensure is accuracy.

Maruti proposes the use QuickBooks as its accounting software system for the CITY project. QuickBooks
accounting software will provide Maruti the ability to automate our invoicing, billing, tracking and reporting.
In just a few clicks we will be able to schedule QuickBooks to generate and email invoices to the CITY weekly.
We can also automatically send account statements to clients with outstanding balances.

With advanced and easy-to-use computer technology, we can save time and increase accuracy in their
accounting systems. We will be able to generate customized reports, forecast sales and expenses, and feel
confident that our financial information is being captured and reported in accordance with established
accounting practices and standards

L. Cost Containment / Process Improvement

Process Improvement

As agencies struggle to balance quality service based on customer needs with the escalating cost of service,
agencies have to rethink their business model and look at the internal process, from the perspective of the
customers, to maximize value and reduce cost.
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As Gainesville’s partner, Maruti will provide high quality services while developing cost containment
measures. Maruti will achieve this by the deployment of a formal process improvement program through the
implementation of Lean Six Sigma methodologies.

Mr. Ed Carrion, COO will lead the deployment of Lean Six Sigma techniques and tools at the CITY operations.
Mr. Carrion is a Six Sigma Black Belt with over 25 years of process improvement experience. He has lead over
45 major projects with over $200,000 in savings for the Department of Defense, Financial institutions and
within the Public Transportation industry. Mr. Carrion has trained and certified 22 Green belts.

At the Corpus Christi Regional Transportation Authority Mr. Carrion oversaw and led all aspects of Lean Six
Sigma deployments, including project selection, tracking and reporting; this resulted in the successful
implementation of 15 projects that produced increased operational efficiencies, productivity, customer
satisfaction, and cost savings in excess of $2,000,000 annually. Highlighted projects include the
implementation of a “Zero Defect” vehicle maintenance program that led to a 68% drop in vehicle assistance
road calls. The deployment of Six Sigma tools to address the agencies safety program resulted in the
reduction of preventable accidents from 2.8 to .3 accidents per 100,000 miles; saved over $250,000 in annual
claims.

Lean can be defined as a management approach that seeks to maximize value to customers, both internal and
external, while simultaneously removing wasteful activities and practices. Six Sigma can be defined as a
management approach that seeks to maximize profits or reduce costs by systematically applying scientific
principles to reduce variation and thus eliminate defects/ errors in service offerings.

Lean Six Sigma encompasses many common features of Lean and Six Sigma, such as an emphasis on customer
satisfaction, a culture of continuous improvement, the search for root causes, and comprehensive employee
involvement. In each case, a high degree of training and education takes place, from upper management to
the shop floor.

Maruti will seek to identify areas of improvement in the areas of maintenance, operations, windows
dispatching, and administration. It will deploy teams to achieve sustainable improvements results by using the
DMAIC approach to project execution. DMAIC is an acronym for “Define, Measure, Analyze, Improve and
Control” and refers to a systematic five-step approach to running a process improvement project. Explained
below:

Define (create problem statement and customer value definition)
Measure (map the process and collect associated data)

Analyze (identify problems and significant waste)

Improve (find ways to eliminate waste and/or add value)

Control (develop implementation and follow-up plan)

Ultimately, the goal of Maruti’s efforts in the implementation of process improvement measures will be to
produce cost savings, increase efficiencies, improve safety performance, improve quality of service, reduce
waste, improve teamwork and communication, satisfy customers and stakeholders, and improve working
conditions and employee morale.
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Maruti will develop a series of performance metrics as a baseline and provide CITY with quarterly updates on
improvement projects and results.

Six Sigma et
(6Sigma Tools) - Causes of
L Defects

Define Map the Analyze

Lean Office | & Cust e ( Process
(Lean Tools) * Dema It i Etficiency
3 1her Time Trap

| stepo || step1 || step2 || steps |[ stepa || steps |

M. Training Program

The Driver Training Program has been designed to maximize the success rate of each trainee through a
mixture of classroom and behind-the-wheel instruction. This strategy allows trainees to have hands-on,
practical experience with each set of classroom skills they study, providing for maximum retention of
material. This also allows less experienced trainees to have a significant amount of driving time throughout
the program.

Trainees are tested frequently on their knowledge of operational policies and procedures. To graduate from
the program, trainees must demonstrate mastery of all operational policies, procedures, safe and
defensive-driving, and technical-driving skills. Attitude of the trainee, in regard to courtesy and customer
relations and specifically to sensitivity awareness, will also factor into each trainee's final evaluation.

We believe a positive attitude is critical to the success of the operation. Therefore, any trainee who fails to
exhibit a positive attitude through such things as punctuality, class participation and homework completion
during the training program is considered as not having completed the training program, and will not be
retained as a probationary employee at the conclusion of the training.

Maruti uses a comprehensive training program consisting of resources developed internally as well as from
the transit community. Training is conducted in both a classroom and a hands-on setting. Recognizing that
individuals learn at different rates and through varying methods, we have designed our program using a
diverse set of medium ranging from classroom instruction to multi-media presentation and “learn by doing”
exercises. All students are tested on material that has been presented in either a written test or a practicum
format.
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Maruti Management has focused on the important issues and on
meeting our customers’ service requirements.

Timothy L. Baker, Chief Financial Officer, Mears Transportation

Our training program consists of combining the best of recognized industry coursework with that developed
through our training resources within Maruti.

Smith System Training — All our drivers and other employees operating company-provided equipment
will attend Smith System defensive driving training. The Smith System is designed around five keys to
defensive driving and provides the driver real-world tools to driving defensively. The program consists
of both classroom and driving instruction.

ADA Sensitivity Training for Transit drivers —The course has been developed by RTAP and is used at
the number of transit organizations in Florida and around the country. This program is supplemented
by the Transportation Safety Institute (TSI) driver training program. Elements of the training include
understanding the needs and concerns of persons with disabilities. Our program includes an exercise
that provides an employee with real-life experiences as a person with a disability.

National Transit Institute (NT1) Safety and Security Awareness Program — September 11th added

greater awareness and new urgency to teaching our employees to recognize the warning signs of
danger. Traditionally we have taught safety to prevent injury or property damage as a result of
unintentional acts such as accidents or slips and falls. Maruti expands this training to include security,
which is preventing injury as a result of intentional acts. The NTI course is an excellent program given
to all our employees designed to address our responsibility to provide our customers a safe service.

NTi Customers, Conflicts and You — This program designed by NT! offers excellent training tools for
managing potential customer conflict situations.

FTA Fatigue Awareness Program — Our trainees receive a number of training sessions designed to
prevent accidents through managing personal care. The Awareness training program is designed to
teach our employees the art of staying alert as a means of accident prevention.

NT! Blood-Borne Pathogen — This training concludes our personal care series by teaching our
employees how to protect themselves in the event of exposure to bodily fluids.

Existing transitioning employees will be interviewed and tested to determine their level of retention from the
training they already received. New employees will receive up to 24 hours of refresher training/orientation
primarily after their shifts and on weekends. This training will be performed in classes of up to 30 drivers and
will be conducted by Maruti corporate safety and training staff.

New employees will receive training as shown below. The 80-hour training program provides an opportunity
for all parties to achieve a common understanding about the CITY’s and Maruti’s expectations and operating
rules and procedures as well as customer service, sensitivity and vehicle operations. We anticipate classes of
15-20 prospective employees taught by the Maruti Driver Trainer and Safety and Training Manager which we
expect to hire locally from existing staff, with assistance from Maruti’s corporate safety and training staff. The
locally hired staff will be familiar with the service area and the challenges of the service.
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Training Modules Incumbent  New Hire
Employee

CLASSROOM

Welcome and Introductions

Company Orientation

CITY Contract Orientation

System Safety Plan Orientation

Drug and Alcohol Policy

Harassment

Fatigue and Hours of Service
CAD/AVL/MDT Orientation and Training
Assisting Customers

Accident and Emergency Procedures v
Back Mechanics and Safe Lifting
Sensitivity to Persons with Disabilities
System Orientation

Fare Structure and Fare box Operation
Fare and Schedule Information
Schedule Operation

Daily Paperwork

Review of Operating and Safety Rules v
Smith System Defensive Driving
Conflict Resolution

Experiences on the Road

Review of Key Rules and Procedures
Security and Threat Awareness

NN NN

<
ANENERENENENENENENENENENENENENENE VRN VNI

BEHIND THE WHEEL

Vehicie Familiarization
Pre-Trip Inspection Paperwork
Pre-Trip Inspection
Vehicle Mechanical Troubleshooting v
Wheelchair Tie-Down Procedures v
Behind-the-Wheel Route Familiarization (No Passengers)
Smith System On the Road Driving
Behind-the-Wheel Familiarization (w/ Passengers)
FINAL
Final Examination v
Graduation v

ANANENENENRSA R

ANIAN

e Training Records — Maruti will maintain training records on all employees, regardless of job title.
Our filing system will enable management and supervisory personnel to quickly evaluate an
employee and recommend further training as necessary. Maruti provide all training to ensure that
training and service is consistent, and that all documentation is prepared and maintained as
required.

52



#181044]

SR i
BaOS BN %

VifAICWI i Y /
> 4

FLEET & MANAGEMENT ——~

e Evaluation — Driver performance will be monitored and evaluated from the very first day of
Maruti’s driver Training Program. We will use a driver Training Classroom Checklist to evaluate
the daily progress and performance of each driver trainee. The Behind-the-Wheel Checklist will
evaluate the driving skills and overall traffic knowledge demonstrated by the trainees. This
checklist provides evaluation criteria for different driving skill elements.

After graduation from our training program, regularly scheduled road observations and ride
checks will be used to monitor the performance of drivers. Road Supervisors will conduct road
observations to verify that drivers are operating their vehicles safely and properly. Maruti and its
Road Supervisors ensure compliance with our high standards of safe driving performance. Field
observations will be conducted by following in a separate vehicle or riding along with the driver.

o Refresher Training —The training program does not end with the last day of the training schedule.
As part of the company training program, Maruti has instituted driver safety monitoring to
measure the success of our training program and to determine the need for further training in
specific areas. Safety monitoring for drivers is accomplished by Supervisors who ride along with
the driver and monitor his or her safety habits. All drivers will be evaluated at least three times
during their first six months of employment. Each employee will meet annually with the General
Manager, Operations Manager or Safety and Training Manager to review performance and
discuss potential improvements to the operations. The Maruti refresher training program
operates on a number of levels. Some training is conducted to “raise the bar” of the overall
quality of the team’s work. Additional training is also provided in response to a very specific
deficiency found in an employee’s work performance. Still other training is more routine in nature
to maintain the skills of an employee.

There is an additional reasaon to have experienced drivers attend re-training through regular
communication. They will serve as mentors to those less familiar with the program. Their insights
into the service provide a key source of learning for drivers new to this service. Our goal is to
maximize every resource available to ensure our drivers are fully trained and prepared to deliver
service.

Window Dispatcher /Administrative Staff Training

Training for staff who perform customer service functions, as well as all administrative and support personnel,
will be directed mainly in the area of specific tasks and responsibilities of the particular position, and will be
provided by the immediate Supervisor and corporate training personnel. The formal program for all such
positions will include certain parts of the driver training in areas that will acquaint the new employee with
actual situations encountered in the daily provision of service to the public.

Window Dispatch/ administrative training includes the following:

Forty (40) hours minimum of on-the-job training with experienced personnel.
Training on Maruti’s policies and service procedures.

Familiarization with the service area streets and CITY boundaries

Sensitivity training.

Telephone etiquette.
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Training Topics

. Maruti/ RTS System Policies e Accident Response

e General Service Orientation and System  How to Handle Service Delays and Get Service
Knowledge Back On Time

J The “ART" of Customer Service e Emergency Procedures and Response

. Safety Policies and Accident Reporting Notification

. Vehicle Operating Knowledge e  Drug & Alcohol Testing Procedures

. Recordkeeping responsibilities e Prioritization of Call Requests

° Radio System Operation e Hazard Communication Program

. Use of Radio Etiquette and 10-Codes e  Workplace Security Plan

. Dispatcher/Scheduler Cross Training o Telephone Etiquette and Complaint Taking

Technology Training

Drivers will be trained in the use of communications equipment during their initial training, and then during
on-going training if we find trends in communication complaints or failures. Maruti has in place a
communications policy that requires drivers to report after each drop-off for availability. {f a driver does not
report, a supervisor will be sent to the next pick-up location to verify that the driver is available for service
and replace their radio.

in addition, Maruti will utilize all technology to ensure the efficiency and effectiveness of the system, to
minimize operating costs, to improve performance reporting to the agency, to enhance the customer
experience, and to maximize employee productivity, etc.

This technology includes:

e Computers
Tablet Computers
Crystal Reports Software
Video Monitoring
MDT/AVL Technology

In addition, Maruti will provide:
e Laptop computers for its management staff,

e Telephone system capable of allowing the use of Interactive Voice Recorder technology

e Telephone Device for the Deaf (TDD)

e Office/Administration related software,

e High capacity copier/printer/scanner

o Human resources software system that is maintained on our intranet which contains all driver

information. The system indicates when drivers’ licenses and certifications are due to expire, as
well as maintains all HR records. Our local Safety Manager and administrative staff will maintain
our system. This system will ensure compliance and safety.
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N. Start-Up/ Transition Plan

Maruti has proven their capability to implement transportation services quickly and successfully. We have
handled many successful start-ups in recent years in very short periods of time. Our current management
team fostered a seamless transition and has already demonstrated the ability to manage transitions for other
locations.

Maruti has developed one of the most effective start-up processes in the transportation industry. This
includes developing an extremely detailed implementation plan, assigning team leaders for each section of
the project, and dedicating adequate resources to see that all tasks are completed on time. We will schedule
regular meetings so that all leaders discuss progress in their areas and get feedback from each other. We will
keep City staff abreast of that progress, thus instituting a full and cooperative partnership. Ed Carrion,
Maruti's/COO, will directly oversee the contract start-up and coordinate all team members as needed. Our
approach has made us the most effective Company in making transitions smooth and an extremely positive
period for the overall good of the system.

Maruti's primary focus during a transition will be to ensure that the passenger will not be affected by the
transition in any way, except positive. Our detailed approach to transitions will ensure that the passenger
experience will only be improved.

Customer Relations Plan (communications liaison)

Maruti understands that transition period provides an opportunity to create a positive relationship with our
riders and learn the needs and expectations of the community.

Maruti will establish a Transition Committee. The committee will be comprised of passengers, City, the local
management team, business leaders, and advocacy groups. The goa! will be proactively manage transition
issues and establish a line of communication with the community.

The proposed general manager, will lead the efforts and establish clear and open communication with the
community members on the progress of the transition.

Ms. Martin, Maruti’s VP of operations will be the communication’s liaison between Maruti and the City, all
request for information from the public will be coordinated and approved by the City prior to any response.

Hiring Plan

Maruti is confident that the combination of our proposed wage and benefits package, ability to hire the
existing vehicle operators, and our recruiting expertise in hiring new vehicle operators will provide a more
than adequate supply of vehicle operators to operate the service.

Maruti values the experience of all current personnel. We will be meeting with all potential employees early
in the process to retain them in their present positions

Maruti is proposing the following time frame for hiring and training staff:
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Management Team: Maruti’s management team is ready and excited about the potential opportunity to
serve the City community, the proposed management team will be activated immediately upon notification of
award. in addition, all of our corporate resources will be available at different times to assist in the transition.

Support Staff: Maruti has proposed clerical personnel, who will be dedicated to trip reconciliations,
maintenance administrative functions and completing of billing invoices for the City. Maruti anticipates filling
the positions and training staff 3 weeks prior to the start of the new contract.

Supervisors: Maruti will recruit new or existing employees to fill these key positions. Supervisors will be
experienced in paratransit operations, and will have an understanding of customer service. Since these
positions will be an important part of our success, we anticipate filling the positions 4 weeks prior to contract
start, to ensure adequate training.

Dispatch/Reservations/ Scheduling Staff: Maruti anticipates offering employment to current staff
performing the functions of dispatching, reservations and scheduling. Based on past experience, we anticipate
up to 100% of the employees will transition to the new contract. We will hire the dispatch and scheduling
staff 3 weeks prior to the initiation of service to enable them to be trained in Maruti’s processes and receive
refresher system training.

Operators: Maruti recognizes that the operators are our most important resource in the delivery of quality
services. We also realize that there are many excellent, experienced operators who currently work for the
incumbent contractor for the Mainstream paratransit service. The transition of these drivers enhances our
ability to provide a seamless transition to the passengers and provides a knowledgeable and experienced
workforce. Our intent is to hire the maximum number of existing incumbent drivers who are interested and
qualified to work for Maruti. We will conduct “job fairs” to identify interested drivers, orientation meetings to
describe the new requirements, and will offer qualified drivers the right of first refusal for open positions.
Drivers who continue to be interested in employment with Maruti will be requested to complete an
application and undergo a screening and background check process. Upon successful completion of the drug
and alcohol tests, MVR check and employment verification, qualified existing drivers will be offered
opportunities with Maruti before accepting outside applications.

In conjunction with recruiting existing drivers, we will implement strategies to recruit and train new drivers as
needed to fill gaps not covered by existing operators. As a first step, will be to advertise in local newspapers,
as well as web sites that focus on the service area.

We anticipate having all driver positions filled 3-4 weeks from start date, to ensure adequate time for training
but not so much time that new drivers find other employment while waiting for the service to start.

Based on experience, we anticipate 90% or more of the existing driver staff transitioning to Maruti.
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Tab 4 - Vehicle Maintenance

A. Vehicles

Maruti will make available sufficient number of vehicles to meet the service demand. In addition Maruti will
ensure sufficient number of spare vehicle. All vehicles will be ADA accessible.

BraunAbility Simple Stow Infloor

The alk-new Dodge Simpla Stow tnfloce is 3 cozz-effectrve, ADA
compifant corwerzon that allows operators to essfly and =akely
scoammaodate beth wheelchas and ambulstory pessengen. This
amlicanon featurss » manue! infloor Aamp with 3 stow/deploy
hendle for easy operation,
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chalrs comfartablly

* WIDTH - Witisast ducrasty 2nd cvamp that aliows yoo o enter sad
o whth confidence

© RGIDITY - The strungest ramps with low fiex 10 you G enter
with case

© LENGTH - A shortnr esmp means grastnr festillity - park your
welvicle when and where you need It

B. Operations/ Maintenance Facility

Maruti will lease a facility located in City of Gainesville that will accommodate our administrative and vehicle
storage needs. Maruti will continue to investigate facility options in the area, including lease facilities and
partnerships with providers that have capacity within their facilities. Our choice is largely dependent upon
the location of the origins and destinations of passengers that we will analyze upon award. Final selection
will be based on The CITY's acceptance.

Our facility will be centrally located with easy access to highways and significant roadways. The facility itself
will be secure with lighting for drivers to ensure their safety in early morning and late night arrivals. We will
focus on a facility with adequate office space and sufficient room for employee and vehicle parking.
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Maruti will provide basic site improvements, such as fencing and lighting as necessary, and will develop
break room and office space to provide all aspects of operations, including dispatch and administrative
tasks.

C. Maintenance Plan

Maruti proposes to provide World-Class maintenance functions to meet the high expectations of CITY. To
achieve this level of service, Maruti will deploy a modern approach to maintenance activities. We will
apply known scientific methods in the field of maintenance, and also the knowledge of experienced
operators and maintainers of technical systems. To reach a World-Class maintenance process, it is
necessary to incorporate process improvement methodologies.

To reach the levels of service proposed by Maruti, the deployment of Lean/Six Sigma tool set will be
applied to all maintenance process. The ultimate goal is to improve the maintenance process. Based on
the concept of total productive maintenance, which would result in increased productivity, improvement
of quality, reduction of expenses, and creation of better working conditions. Such effects are achieved
through permanent improvement of maintenance activities, coupled with increased morals of employees
and their motivation for work.

Continual improvement of processes is based on the opinion that, however good something may be, it can
always be better.

To improve the maintenance process Lean/ Six Sigma concept may be used as a simple model of
improving performances, based on DMAIC (Define-Measure-Analyze-Improve-Control). This model of
improvement and design/redesign of processes enables reaching Lean/ Six Sigma process performances.
This process start by mapping each process as shown in the image below:
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Lean/ Six Sigma is a system which combines tools for continual improvement, by focusing on processes,
their analysis, and comparison. What is common to all various processes in the transit industry is the
defect in the maintenance processes, which causes extra work and increased costs. Lean/ Six Sigma
system measures defect in the process and normalizes them, so that it is possible to compare the
processes, which, in turn, enables making a decision on arrangement of resources for better
performances. As the ultimate goal of Lean/ Six Sigma concept is work in the process with no errors, it is
also necessary to trace the errors which occur in the process.

Cost {$)

Total Cost

Cost of failure

Preventive maintenance cost

Optimum

Time between preventive maintenance
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D Maintenance Program

Maruti has created a world-class maintenance program
that exceeds the requirements of the Federal Motor
Carrier Safety Regulations and the City’s high
expectations for maintenance of its vehicles. To
achieve this level of service, Maruti intends to hire
highly qualified maintenance personnel and
professional vehicle maintenance providers in the City
of Gainesville area to maintain the fleet on the
required maintenance scheduled intervals. In addition,
Maruti will deploy the most modern tools and
methodologies including known scientific methods in
the field of maintenance, and also the knowledge of
experienced operators and maintainers of technical
systems to ensure a good state of repair is maintained,
therefore providing the opportunity for the City to extend the life cycle of its fleet.

Maruti’s proposed maintenance manager will be responsible for ensuring that the vehicles and maintenance
processes meet the goals stated in our maintenance plan.

Maintenance Goals

e Completing Hundred percent (100%) of all preventive maintenance inspections within ten percent
{10%) of the scheduled interval.

e  HVAC system will be fully operational at all times.

e Repairing major vehicle body damage (interior or exterior) will be performed within twenty-one (21)
days of occurrence.

e Repairing minor vehicle body damage (interior or exterior) such as scratches or damaged decals within
sixty (60) days of occurrence;

e Replacing or repairing seat damage within forty-eight (48) hours of occurrence;

e Complete all PMIs on time, defined as within 500 miles of the PMI interval.

e  Establish clear performance standards to benchmark maintenance.

¢ Ensure a safe environment through strict adherence to shop safety practices and OSHA guidelines.

e Audit maintenance functions routinely for performance and adherence to standards.

Maintenance Staffing

Maruti believes that the upkeep and maintenance of the capital assets is critical in successfully providing
services to the patrons. Maruti has extensive experience in maintaining it fleets in accordance with
industry standards to ensure the reliability of our fleets.

Maruti has determined that for the Gainesville services, age and number of vehicles assigned that the
following number of mechanics is sufficient to ensure that all vehicles are maintained at a level that
exceeds industry standards
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Position FTE
Maintenance Manager 1
Mechanic A 1
Mechanic B 1
Total: 3
Mechanic to vehicle ratio 1:2.5
Preventative Maintenance
. o ey
Maruti will follow the City guidelines for S “Q\

Preventive Maintenance using Manager ; B
Plus, ensuring all warranty reviews and /

inspections will be completed in a timely
manner. We pride ourselves in
preventive maintenance to ensure
running repairs will be kept at a ' Preventive Maintenance Workflow
minimum. Tailoring the preventive
maintenance programs to each vehicle
will ensure that the requirements for

differing vehicle types will be met. \
Maintenance files will be kept for all [

1 m——
vehicles itemizing warranty and other = M / ;
repairs by vehicle. ~ =

Maruti will follow a tight schedule to

ensure rapid turn-around times to minimize fleet down time and ensure the maximum number of vehicles
will be available for service at all times. Maruti will hold a daily manager meeting, in which the Fleet
Manager will report on the ongoing status of his department. The Fleet Manager will advise the team on
completed preventive maintenance, daily vehicle inspections addressed or carried over, interiors and
exterior cleaning efforts, road calls, and vehicle tows.

Maruti will implement and follow a preventative maintenance program. Such a program will include every
vehicle for a preventative maintenance check at least every thirty (30) days or every 3,000 miles plus or
minus three hundred (300) miles.

All preventive maintenance will fully comply with, and in most cases exceed, the vehicle manufacturer’s
warranty and maintenance requirements for commercial use of the vehicle and any State or Federal
regulations. No used mechanical (except factory rebuilt engines or transmissions) or body parts may be
used in the repair and/or maintenance of City owned vehicles.
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Preventive Maintenance Inspections Details

The preventative maintenance inspection is a program of routine checks and procedures performed on a
scheduled and recurring basis to avoid
breakdowns and prolong equipment life. P

The “A” Inspection designed for the 7 ‘\\
inspection, service and monitoring of /o o ~
certain items at predetermined times and '/ - ey ~.—
to identify any possible defects or decencies -
which might have occurred, and to make

minor adjustments as necessary, including

certain items which should be inspected

and serviced as indicated.

The “B” Inspection is designed for the — —.—

inspection, service and replacement of

certain items at predetermined times and to identify any possible defects which might have occurred and to
make minor adjustments as necessary, including certain items which should be inspected and serviced as
indicated.

The “C” Inspection (Major Inspection Every 24,000 Miles) is a technical and performance inspection and is
accomplished annually or as need at the interval. The “B” Inspection items are repeated and additional
scheduled items are required to accomplish which were not part of the other inspection intervals.

The “E” inspection will include all A, B, and C level tasks plus: Transmission service, Air dryer rebuild,
Differential fluid change, HVAC (leaks, filters, temperature checks, function inspections, brushes and fan
motor condition)

All (A) Inspections are done according to the A, B, & C schedule and at the regular “A” inspection intervals.

Interior Inspection
e All Seats / Seat Belts Condition & Operation
Doors / Hinges / Latches / Windows & Glass
Flooring / Headliner / Side Panels
Mirrors
Interior Lights
Warning System / Horn
Comfort System
Starter System / Automatic Choke / Back-Up Alarm
Windshield / Windshield Wipers / Washer Unit / Wiper Blades.
Windows/ Latches/ Glass
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Exterior Inspection

Exterior Lights

Exterior Body/ Components

Tires/ Wheels/ Lug Nuts/ Rims
Access Doors/ Hinges/ Spring Latches

Service and Operations Inspection

Engine Oil and Filter

Ball Joints / Steering / Drive Line {Lubricate)

Battery / Cables / Water Levels

Cooling System

Air Cleaner / Filters / Vacuum Hoses / Fuel Lines

Belts / Hoses / Wiring

Under the Hood / Exhaust System

Brakes / Front & Rears / Braking System

Operational Check / Engine

Transmission Operational Check

Wheel Bearing/ Drive Staff

Shocks/ Springs/ Bushings

Rear Differential

Engine Tune-Up

Change Transmission Fluid / Torque Converter / Filter Screen
Fire Extinguisher / First Aid Kit / Safety Triangles

Wheelchair Lift / Tie Downs

License Plates / Registration / Operators Manual

Air Conditioning System Check / Heater / Defrost System Check.

PMI Timeliness

The interval is tracked for each Preventive Maintenance Inspection (PMI) performed and statistically reviewed
for variance by the Project Manager. The interval is to remain at +/- 500 miles. By analyzing the distribution
curve of the intervals, trends can be identified and corrected before becoming problematic and affecting bus
reliability.

Daily Vehicle Inspections

Vehicles will be maintained in service ready condition. Vehicles will be clean, mechanically safe, reliable,
and all accessories shall be operable. Vehicle operators will conduct pre-trip and post-trip inspections of
vehicles daily. Inspections will include exterior checks, interior checks, brake system checks, and
wheelchair lift cycling. More specifically, the vehicle operator will complete a daily Driver’s Vehicle Report
requiring the following inspections:

= Checks of all fluid levels
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Visual inspection of belts/hoses

Visual checks of customer seats/wheelchair positions, securement straps, seatbelts, shoulder
belts and extension belts and web loops

Test and cleaning, as required, of all lights

Handwritten indication of vehicle height onto pre-trip form

Visual check and operating test of doors and emergency doors.

Visual check, cleaning, as required, of all windows and test of windshield wiper/washer system

Visual inspection of all emergency equipment and operation as applicable (exits, fire
extinguishers, warning devices, first aid kits, spill/bio-hazard kit, etc.)

Rolling test of braking system

Visual inspection and cycling of wheelchair lift

Visual inspection of four (4) web loops in each vehicle, per securement area

Visual inspection and physical testing of all tires, wheels, lug nuts and safety lug nut tags
Visual check of exhaust system

Visual inspection, cleaning as required, and adjustment of all mirrors

Sound check of all warning systems (horn & back up alarms)

inspection for body damage, corrosion, and normal wear & tear

Test of radio functioning

Climate control systems

Two-way Radio, Intelligent Transportation System (ITS) and Mobile Data Terminal (MDT)
Hard copy manifest summary sheet

Map books

Visual check for compliant registration, insurance certificates and inspection stickers
Test of automated announcement system, when installed

Ensure possession of dedicated vehicle fuel card

Maruti vehicle operators will be required to report any defects to an appropriate supervisor prior to driving
the vehicles. Vehicle operators will not be allowed to operate any vehicle with a safety-related defect. If a
safety-related defect is found, the vehicle operator will be assigned a new vehicle. When defects are
noted, a Driver Vehicle Report will be submitted to maintenance and the vehicles will be routed to
maintenance for repairs.
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Upon the completion of daily service and fleet pull-in to the facility, a road supervisor or mechanic will
review the vehicles with the vehicle operators. They will then recheck the vehicles for damage, mechanical
defects, and mileage and confirm if the vehicles need to be routed to maintenance for scheduled repair or
preventive maintenance. At this time, an additional check of the vehicles will be performed and the log
completed to confirm that the vehicles’ exterior lights, lug nuts, fire extinguishers, Q-straints, and
wheelchair lift bars are all in working order and stowed properly. If any defect has been noted on the
vehicles, or if scheduled repair or preventive maintenance will be required, the vehicles will be routed to
maintenance once cleaning has been complete. This post-trip inspection will be the first step in preventing
major mechanical failures.

Major Inspections

Maruti will maintain our own software Manager+ to
ensure maintenance is based on progressive mileage

and days based on the actual fleet, operating PM Effectiveness

conditions, manufacturer recommendations, and FDOT PM Lobor Houss vs Emongency/ Utgant Lobor Hours [
requirements. Since each level of inspection type - ;
requires additional time to complete, the maintenance g

office will ensure that workload will be efficiently i =

balanced and scheduled among personnel. Inspection § gl = S Bt gt L hre
and Preventive Maintenance checklists will be utilized & W b
throughout the process and ensure that wear and tear o

conditions will be monitored and repairs will be ..

completed before they constitute a safety defect. B

In addition, maintenance manager will review

Preventive Maintenance Inspection Reports and defect

sheets once work has been completed. This will help ensure quality control in the maintenance process by
reviewing the work prior to releasing vehicles back into service.

Brake Inspections

Maruti will conduct regular brake inspections every thirty
(30) days or 3,300 miles on all vehicles. During the
inspections, the maintenance team will inspect all brake
components individually. Any brake pads that are below
4/32” will be changed. The work performed and parts used
will be documented and stored in the vehicle maintenance
records in the maintenance office. Upon completion, the
vehicle will be road tested to ensure it is in safe operating
order and then returned to service.
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Tire Service

Maruti conducts tire service on an as-needed basis. Tires will be replaced at 4/32” for both front steering and
rear drive tires. Tires will be checked with a gauge at every Inspection and tread depth will be recorded on
the preventive maintenance worksheet. Tires will also be inspected daily by the vehicle operators. Maruti
will utilize torque wrenches to ensure that all of the wheel lugs have been tightened properly. These
wrenches will be sent out to a qualified calibration and repair facility to be checked and calibrated and/or
repaired every six (6) months. Maruti will install wheel checks on all vehicles lug nuts which will help in visual
inspections to determine if the lug nuts are loosening. These wheel checks will drastically minimize the
amount of lug nuts loosening and therefore will aide in the prevention of road failures.

Wheelchair Lift Inspections

Maruti will cycle wheelchair lifts daily during the pre-trip inspections. These inspections are important in
ensuring the safety of the passengers. We will maintain our vigilance to ensure quality. Maruti currently has
coordinated lift training with wheelchair lifts, the lift vendor that currently has their lifts on MTA’s Access-A-
Ride Paratransit vehicles. The maintenance team will attend on-site training with Braun lifts at least twice a
year. In addition, Braun will provide Maruti with a checklist of items to evaluate during a lift inspection.
Maruti will utilize this list during all Preventive Maintenance checks.

Maruti will meet all manufacturer and RTS’s requirements for lift inspections by performing the following:

e Check Tower Adjustment;

e Inspect Lift Tie Latches. Make sure they line up with rollers on platform.

e Inspect upper wedge bumpers;

e Inspect roll stop latch bumper;

e Inspect control box, clip, switches and harness. Replace if worn, cut or broken;

® Inspect roll stop and roll stop latch for bent or cracked parts and operation;

e  Check platform angle. Adjust if necessary;

e Check micro switch adjustment.

e Check pressure switch adjustment. The platform should not fold with a weight of seventy-five (75) pounds
on the center of the platform. Readjust if necessary. An empty platform should not hesitate while folding.
Adjust if necessary.

¢ Inspect all four plastic pinch covers. Replace if cracked or missing.

e Inspect roll stop cylinder hose where it runs down the vertical arm. Replace if there are signs of wear or
cuts in hose.

® Inspect the two gas springs that operate the inboard barrier on IB lifts. Replace both springs with kit
#27356K if one is broken or missing.

e Check for any hydraulic leaks on the two (2) main cylinders, roll stop cylinder and pump module

e Inspect parallel arm bushings at tower pins. Reinstall or replace if needed.

e  Check to make sure the hand pump valve is tight

e Lubricate all pivot points with light oil

e Touch up any cracked or chipped powder coating with touch-up paint part #24111
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Vehicle Repair Tracking or "Down List"

Maintenance will be prepared to perform inspections, diagnostics and repairs to provide efficient turn-
around of vehicles. The following four (4) types of repairs will be noted during pre-and post-trip reviews.

Defect Type Repair Procedure
Safety Vehicles repaired immediately and not put into service until ready.
Mechanical Vehicles will undergo an inspection to determine severity of defect.

Some vehicles will be routed into maintenance immediately to prevent
further damage; others will be scheduled for repair.

Accident Vehicles will undergo a major inspection. If determined to be a minor
Damage non-safety issue and will not create further damage, a schedule repair
request is generated. Otherwise, vehicle will be pulled from service and
repairs will e made immediately.

Cosmetic Vehicles noted as needing body repair will be scheduled for repair work.

The maintenance clerk will complete AM and PM down lists to track vehicles that need repairs or
maintenance. These logs will help track the vehicles and the turn-around time to minimize down time and
ensure that the vehicles will be repaired in a timely manner. Once repairs have been completed, vehicles
will be inspected and put back into service and a repair order will be completed. This repair order wil
update the maintenance system which tracks the individual vehicle’s repair history. All Driver Vehicle
Reports will be stored in the Maintenance Department as part of the vehicle’s permanent history once the
defect has been corrected.

Body Repair Arrangements

All vehicles requiring body repair work will be immediately scheduled for necessary repairs and removed from
service depending on the severity of the damage and/or safety issues. The spare vehicle ratio goal for the
contract term will be ten percent (10%). Maruti will maintain this ratio at all times. Decals will be part of the
vehicle and will be maintained in undamaged condition. In the event of damage, fading or separation from
the vehicle, Maruti will replace the decal(s) with the exact equivalent required for the given vehicle. Major
body repair work will be outsourced to a qualified vendor.

Record Keeping

Maruti will collect all trip data and other information such as information on actual service performed,
customers transported, customers scheduled but not transported (and why), vehicle use, mileage and fuel
used through the Manager Plus. Recorded events, auditing of runs and verification of billable hours will be
accomplished through Trapeze PASS. We will use equivalent alternate backup procedure to collect data when
necessary.

The vehicle operators will be required to record all events, including pull-outs and pull-ins using their MDT on
a timely basis. All events must be “performed by MDT.” In addition, vehicle operators will report problems
on a daily basis as previously mentioned regarding Driver Vehicle Reports.
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We will keep all operational records and dynamic data up to date. Such records will include at a minimum,
daily operating logs, billing records, vehicle maintenance jackets, accident reports, and any other paper,
electronic, or system records relating to the operation of the service. These records will be appropriately
labeled, readily available and safely stored. Records will be surrendered on demand, and at the expiration of
the contract term.

Maruti will maintain an extensive computerized recordkeeping system, Manager Plus, as well as a hard
copy back-up system. This system will be in compliance with both RTS and FDOT regulations. All vehicles
will be tracked individually and chronologically for their lifetimes. Every aspect of a vehicle’s maintenance
history will be recorded including registration, insurance, FDOT inspection certificates, warranty cards,
vendor information, daily inspection sheets, preventive maintenance inspection forms, scheduled repair
requests, repair orders, warranty work, recall compliance documents, and outside repair orders.

This system will highlight recurring work done on one vehicle or many vehicles. The system will allow the
maintenance team to isolate problems recurring in vehicle types or in individual vehicles and the Manager
Plus system will aid Maruti in reducing road failures by resolving problems before they become a major
issue. The Manager Plus system will assist the maintenance office in vehicle scheduling and giving
advance warning when a vehicle is due for inspection or routine maintenance. The system will assist in
tracking parts inventory and will be adjusted to trend parts needed for cold and warm weather
operations.

Pre-trip/ Post-Trip Inspections

An important aspect of preventive maintenance is the establishment of strong communication between
drivers and management. An easy way to ensure and document this communication link is through the use of
the driver’s daily vehicle inspection checklist.

Each vehicle must have blank copies of the checklist on-board for the drivers to conduct the inspection. The
driver must identify any defects and report them to the program manager before driving the vehicle. If a
problem arises during the shift, the driver should add comments to the checklist. All checklists are to be
maintained in the vehicle’s permanent file.

NOTE: When malfunctions and/or defects are detected which threaten safe operating performance, the
vehicle will not be used to transport persons until defects are corrected.

The pre- and post-trip inspection forms shall be legibly completed and signed by the vehicle driver. Pre-trip
inspections should include as a minimum:

e Cleanliness — Properly maintained and free of loose articles.
e Lights and reflectors — High/low beams, tail lights, turn signals,

e 4-way hazard flashers, marker lights, license plate light and reflectors should be cleaned as
needed
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o Brakes — Both foot and emergency brakes should be capable of effectively stopping or
restraining the vehicle. Brake pedal should be firm after 1-2 inch free-play on a single down
stroke. No noises, vibration or steering changes should result from applying the brakes while
moving.

e Horn — Gives an adequate and reliable warning signal.

e Windshield, washer, wipers and defroster — Surfaces must be clean and unobstructed, inside
and outside. Washer reservoirs are to be filled as needed.

e Mirrors — All rear vision mirrors must be clean, properly adjusted and unobstructed. Outside
mirrors must be mounted on both sides.

e Tires — Must be of adequate load capacity when vehicle is fully loaded. Tires shall be inflated
to recommended pressures and compatible with each set (i.e., all radials or all bias ply; no mixed
sets.) Tire wear surfaces and sidewalls shall be inspected daily for debris, damage, and wear.
Tires shall be replaced prior to revealing the “wear bars” between the treads at the contact
surface.

e Speedometer — Shall be operational and accurately record speed.

e Seat Belts — If the vehicle has seat belts, they must be in good operating condition and used by
all passengers and drivers. Wheelchair passenger restraints and securement systems shall be fully
operational.

e Doors — Capable of being opened, shut, and locked as required.

o Fluids ~ Ali fluid levels must be checked each time the vehicle is fueled and maintained at the
manufacturers recommended operating levels. This includes engine coolant, oil, brake fluid,
power steering fluid, transmission fluid and washer solvent.

e Wheelchair lifts — Check operating and structural condition by operating through two (2)
complete cycles.

e Emergency Equipment — Should be present and operational: Must meet each agency’s
policies

° Flares

Fire Extinguishers

° First Aid Kits

Flashlight W/Batteries

e Blood Borne Pathogens Clean-Up Kit Reflective Triangle

° Reflective Vest for Driver

Clean-Up Kit for Cleaning &
Sanitizing the Vehicle
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Vehicle Servicing & Cleaning Procedures

Service Lane

The service lane is manned by one full time Service Personnel. Cleaner/Service personnel see and operate
each fleet vehicle more often than any other person in the company-usually each vehicle every day of
operation. They become aware of each vehicle's individual characteristics (or personality) and are in a position
of detecting and reporting defects hidden or subtle in nature as well as those which are obvious.

These workers are given the reporting function along with their other duties and made to feel they are an
important part of the maintenance team. Mechanics are encouraged to reinforce this important activity and
cautioned not to denigrate any worker's report as being trivial or unimportant.

The Service crew will fuel all transit vehicles as they return from service, check all fluids, wash the
Exterior, clean the interior, and report defects noted on the card. Fuel usage oil used, and hub odometer
reading are recorded in the Dossier Maintenance Program.

The service crew routine begins as drivers return from their routes and park their buses in or immediately
adjacent to the service lane. The service worker writes down the hub odometer reading and enters it into
Dossier. While fueling proceeds, fluids are checked/added, tires checked, and the interior cleaned. The bus is
then taken through the automatic bus wash and parked in the parking garage. Major interior cleaning is done
to the buses each day.

Training

Maruti believes that the upkeep and maintenance of the agencies capital assets is critical in successfully
providing services to the patrons. We realize that an investment in training for mechanics is essential to
ensure safety, comfort, reliability, and customer satisfaction of the users of the system by providing the
essential knowledge to ensure minimal downtime and breakdowns.

Mechanics’ knowledge and skills are continuously upgraded through use of various special one to-three day
courses, offered by bus manufacturers and other major component providers.

Basic maintenance training includes a demonstration of all tools, equipment and technology, and review of all
safety procedures and HAZMAT requirements. Maruti takes this basic training a step further by expanding the
training in the following areas: (including hands-on training)

e Basic repair skills/preventive maintenance
e Basic electrical training

e Air systems and brakes

e Fuel safety and inspection

e Vehicle electrical systems and multiplex

e Suspension and steering
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Engine service, tune up, and troubleshooting
Transmission diagnostics and service

Bus air conditioning and heating (HVAC)

Basic electrical testing of charging systems

Brake systems, emergency brake, and interlock systems
Fuel system safety and inspection

Vehicle electrical systems and body manufacturer auxiliary systems
Suspension and steering

Engine service, tune up, and IDS troubleshooting
Transmission diagnostics and service

Wheel chair lift inspection and repair

Air conditioning, cooling and heating system review
Tire inspection, inflation, and tread depth review

Wheel torque specifications

Journeymen and master mechanics will receive specialized training in the following areas:

Brake Inspection Certification training: Only B-level mechanics and above will be permitted to do
brake inspections. This training is critical to ensure proper brake inspection procedure are followed.

Electromagnetic braking systems (brake retarder) training: This training will be provided on-site by
outside vendors to ensure the training is specific to each manufacturer.

Wheelchair lift training: Performed on-site by vendor to ensure maintenance personnel have specific
training on this important equipment. Training includes preventive maintenance inspection of lifts
and proactive steps that can be taken to increase their useful life. Attendees will

Air conditioning and refrigerant training: This will be conducted by third party training through the
Universal Technical Institute (UT1), as well as specific local vendors (Thermo King, Carrier, etc.).

Maintenance MIS System

Maruti will utilize Manager Plus to maintain its vehicle history files, perform trend

analyses and manage parts inventory (light maintenance items). Our maintenance +
management solution help improve productivity and efficiency by organizing

records, work orders, scheduled maintenance, parts inventory, and more. It’s all M

about improving the bottom line, managing time. The System will allow us to track

maintenance hours, parts used, frequency as well as develop required reports. ManagerPlus®

Manger Plus is a cloud based maintenance management solution that maintenance
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staff can access from one or more workstations in the shop. The software integrates with a several systems
including fuel management and mobile/on board/handled inspection tools.

This system enables full management of the vehicle lifecycle; by tracking all vehicle maintenance and repair
activities and costs, the system provides an excellent resource in planning and budgeting. It supports
management of warranty issues, maintenance improvement campaigns, trend analysis, and technician
training/certification. All preventive maintenance activities, work orders, parts inventory, billing, and
performance reporting is managed in this system. The cloud based system allows Maruti to become a
paperless work space. Both maintenance managers and mechanics can share in real-time repair scheduling,
status and completion through the use of wireless tablets and mobile application.
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Maintenance Quality Control

The Manager is directly responsible for the implementation of the quality assurance program. A
Maintenance Audit is performed to determine if our required maintenance processes and procedures are
being performed according to Maruti’s quality standards. The audit begins with a random list of the PMIs
recently performed. The PMI work orders are obtained after the vehicle inspection audits are complete. The
vehicle number, mechanic’s name, date, mileage and defects noted are recorded on the audit form. A pass
or fail rating is given and any conditions needing immediate action are noted. A failing grade is given if a
safety defect or a condition that will lead to unreliable service is noted.

In addition to the quality checks of the PMI process, a number of other maintenance processes are
examined. The audit focuses on the quality of the work performed versus the stated performance found in
our vehicle records documentation.

Our maintenance audit is designed to reduce errors and solve problems in the pursuit of the mission
statement. The audit encompasses multiple facets of the maintenance operation, including the following

functions:

PMI Quality — PMI Timeliness — Bus Cleaning — Road Call Repair — Bus Readiness — Part Inventory
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In-Service Training Records — Service Island — Bus MPG- Qil Analysis Reports — DVIR Response
Fuel reconciliation — Mechanic Records — Vehicle-Down records

Road Call Management

Maruti provides emergency road service during all operating periods. Either a technician is sent to the
inoperable vehicle or the vehicle is towed back to the garage. A road call report is completed for each
incident. This report contains vehicle information, condition assessment, action taken, time and signatures.
The road call report becomes a permanent part of the Vehicle History File.

Road Call Avoidance

All transportation services experience road calls that can be avoided if the operator follows the proper
procedures. Our maintenance practices teach operators a number of procedures the operator should follow
when they have mechanical difficulties. The dispatcher also uses these procedures to assist operators with
mechanical problems and determine if a road call can be avoided. This is a win-win solution as maintenance
time is not lost and passengers are not unnecessarily delayed.

Minimizing Downtime

Despite the best efforts to keep a fleet in prime operating condition, breakdowns occur. An important
element of Maruti’s fleet maintenance is to identify the cause of a breakdown and repair it quickly. Through
diligent training of technicians and proper supervision of their work, we concentrate on the cause of the
vehicle failure rather than just the symptoms of the problem. As a result, the origin of the problem is
diagnosed quickly and our technicians can spend more time thoroughly repairing the problem.

The diagnosis of the breakdown begins with the operator specifying the circumstances surrounding
the breakdown. The technician prepares a work order detailing the diagnostic procedures to be used. The
technician will identify the cause and recommend a course of repair.

All road calls are entered into our fleet maintenance
software and an excel spreadsheet. This information is
used to identify any trends in breakdowns. We can
pinpoint repeat failures, problems in the system,
problematic vehicles, even operators that need
retraining.

Vehicle cleanliness & Servicing

Vehicle cleanliness is a deep concern of ours. Presenting
a positive image to passengers and the general public is
of the utmost importance. We have a night bus washer

on-site. We have divided our full vehicle complement into a daily cleaning schedule. Each vehicle will have
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a major cleaning once per week, and a mini house clean every other day. Forms will be used for
documenting cleaning functions. We are committed to providing clean vehicles at all times.

The appearance of the vehicles develops a perception in customers as well as the non-riding public, about
the quality of the service provided. We understand this and will maintain the cleanliness of the vehicles to
our highest ability.

Maruti provides comprehensive interior and exterior cleaning for each revenue vehicle. We take
tremendous pride in having the cleanest vehicles on the road. Our experience includes vehicle cleaning,
detailing, waxing and buffing. We will perform the following:

* Daily cleaning of the interior of the vehicles — Drivers will remove trash and spot clean after
each trip. All foreign matter such as gum, grease, dirt and graffiti will be removed from interior
surfaces during the cleaning process and upholstery damage will be repaired immediately
upon discovery.

* Regular cleaning of the exterior of the vehicles — our cleaning staff will utilize a power washer
to hand wash exteriors and ensure all environmental regulations are met and followed at least
twice per week, or more with inclement weather.

* Major detailed interior cleaning every thirty (30) days- Ceilings, windows, dashes, walls,
stanchions and grab rails will be thoroughly cleaned as necessary, at least every thirty (30)
days. In addition, exterior rubber or vinyl components such as tires, bumper fascia, fender
skirts, and door edge guards will be cleaned and treated with a preservative at least once
every thirty (30) days, or as necessary to maintain an attractive appearance.

e Quarterly exterior waxing and buffing

e Vehicles will be kept free of vermin and insects at all times — We will contract for the
extermination of all vermin and insects from all vehicles immediately upon their discovery, with
a firm that uses safe, nonhazardous and EPA approved insecticides/materials. In addition, we
fumigate semi-annually.

e We will use environmentally friendly cleaning products as available to maintain the cleanliness
of our fleet in the safest and most non-hazardous method possible.

* All cleaning will be monitored and evaluated by our Project Manager or Supervisors each day to
ensure our standards are maintained. Corporate staff will also review the interior of each
vehicle during their inspection and audit trips.

Vehicle Servicing

In addition to the vehicle cleaning, our staff will perform the following daily service to ensure vehicle

reliability and to identify trends prior to them becoming problems. Daily servicing will include, but not be
limited to:

e Fueling
¢ Engine oil, coolant, water and transmission fluid check/add
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e Tire inspection (air pressure, tread depth, and wear)
o Brake check

o Lights and flashers check

e Exterior and interior visual inspection

Warranty Recovery Program

All warranty recovery and work performed by Maruti is documented in vehicle files or stored in separate
files for warranty items, such as parts manufacturer and facility equipment.

Once warranty work is performed or warranty work is invoked, documentation of it is placed in the
corresponding file for that particular vehicle, part or equipment.

Warranty Procedures for Authorized Dealers

1. When a warranty item, parts, repairs or equipment is needed, the Project Manager will contact the
manufacturer or authorized repair center to arrange repair/replacement of the warranty item, after the
item is determined to be under warranty.

2. After the completion of warranty work or replacement of parts by the manufacturer or authorized repair
center, documentation is placed in corresponding files.

Warranty Procedures for Maruti Work

1.In some cases, Maruti is able to perform warranty work and replacement of warranty items. Prior to any
warranty work/replacement, the Maintenance manager or Lead mechanic shall contact the
manufacturer/distributor for authorization.

2. If authorization is given, work is given to a Mechanic that can do the warranty work and he is responsible
for keeping track of all repairs, labor, mileage and parts that are replaced on a work order, for
reimbursement submission.

3. Once warranty work/replacement is completed, the Maintenance Manager or Lead Mechanic shall send
an invoice and a copy of the work order along with defective part(s) when required, to the
manufacturer/distributor for reimbursement of all costs. Original work orders and a copy of the invoice will
be updated in the corresponding files.
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Tab 5 - Safety and Emergency Program

pride that we |
report Maruti has never |
had a reportable accident, ||
as defined by the JTA, |
during its 7 years of ._!
service to the JTA. ij

Our System Safety Program Plan affects all levels of our company'’s e
activities, to include: contract start-ups, vehicle/fleet planning, It is with
employee training and testing, service operations and vehicle
maintenance for all Maruti Divisions. Therefore, all employee and
sub-contracted vendors are charged with the responsibility for
ensuring the safety of passengers, employees, company property
and the general contractors/government agencies that have a
contract agreement with Maruti.

Safety is our number one priority, because it is our passengers’ number one priority. The collective attitudes
of our employees make up our safety culture, and we provide the reinforcement to develop a positive
attitude, through training, development and valuing our employees. Our

culture of safety is a way of life, not an event or a program. Our safety T‘a‘”’"g

culture also promotes honesty, including the intellectual honesty of .\\(\Q
identifying problems so they can be solved.

N
C

We will develop our safety culture at the operation by practicing safety -3

every day and in every way. All meetings start with a safety message and

our core value of “Do s RIGHT...DO IT SAFE” is transmitted throughout our
communications.

TN
Uo_ﬁuahﬁ\

K £
Yois P Ree®
The essentials of our successful safety program begin with an examination

of the risks and hazards presented by the activities conducted and the equipment and facilities utilized. This
examination is part of a five-step safety process in which we take the following actions:

e Assess hazards.
e Take measures to eliminate or develop procedures to reduce hazards.
e Devise training to communicate hazards and procedures.

e Provide training to our workforce.

® Provide oversight from Supervisors and Managers to ensure adherence to procedures.

Safety on board vehicles is monitored with numerous methods including:

® Open communication with dispatch through the radio systems. Information is transmitted to the

operators from dispatch of traffic problems, slowdowns, accidents on route and construction
programs.

e Supervisors monitoring performance of operators and vehicle routes to ensure all safety issues are
identified and corrected as necessary.

e All vehicle operators are trained during the initial training process on the proper techniques to load
and unload passengers.
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¢ Vehicle operators are trained to be aware of the proper braking and acceleration principles to
ensure the safety of the passengers

Safety outside of revenue service includes:

* Radio communication with dispatch as the vehicle moves from the operations facility to the
beginning of the assigned route;

¢ Radio communication upon shift changes and completion of daily route service;
* Monitoring of vehicles as the return to the operational facility;
¢ Posted routes to return to the operational facility; and

¢ Road supervision with dispatch support for returning vehicles.
Maruti’s SSPP is in full compliance with Florida regulations as it applies to public bus and transit systems.

Every Maruti operations employee received a full copy of our SSPP during training and all of our operational
policies flow from this document and are integrated in our corporate culture. We meet or exceed every
requirement in the document, and in fact, use the document as the benchmark for our other operations.

Finally, we will have dedicated a Safety and Training Manager whose only duties are driver and consumer
safety related. He is directly responsible for developing and maintaining our safety culture and ensuring a safe
work and operating environment. We have implemented reward systems that encourage safe driving. Maruti
has never failed a Texas or Florida DOT terminal inspection and we have only received compliments

* Responding to Vehicle or Passenger Accidents/Incidents - Anytime a vehicle or driver is unable to
provide service, Maruti quickly responds. Of course, passenger and driver safety are our first concern. We will
immediately dispatch EMS (if required) and police in the event of an accident. Then our next priority will be to
provide any passengers are on board with immediate transportation upon collection of necessary contract
and witness information.

We will utilize our Road Supervisors to immediately respond and transport the passengers in the safest
manner possible to their vehicle, or nearby revenue vehicle. We will also immediately dispatch a contracted
wrecker service to the scene. We will ready a reserve vehicle and driver if either is able to continue service.
Our goal will be to have the route recovered in a maximum of 30 minutes, and by utilizing our road
supervisors, we believe that there will be a minimal impact on the level of service.

In the event of a vehicle accident, we have implemented a system which has worked well for us. Our Road
Supervisors have all been trained in accident investigation procedures. Any time a Maruti operated vehicle is
involved in an accident a Road Supervisor is dispatched to the scene, and the appropriate notifications are
immediately made to the Control Center, Management Team, and our Safety and Training Manager. The
Supervisors are equipped with the necessary paperwork and accident reporting forms, courtesy cards as well
as a digital camera. They work with the police agency on scene to obtain all information, and take
photographs of the accident scene and vehicles involved. After the on-scene investigation is complete the
Road Supervisor immediately returns to our office and complete the remainder of the paperwork. The
“packet” is assembled and turned into our Safety and Training Manager within one hour. The Driver is
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immediately removed from service, and required to submit to a drug and alcohol test. The driver is not
allowed to drive, until completing an interview with the Safety and Training Manager.

The Safety and Training Manager enters the information into our Incident Management Software. Our
Corporate Director of Safety & Quality Assurance then reviews the entries, and our safety committee
determines if a driver is allowed to continue. We have set a corporate policy, that no-one in our organization
has the authority to over-ride the committee’s decision regarding the fitness of a driver. Their ruling is final,
again a testament to the priority we place on operating safely at any cost.

As an experienced transportation company, Maruti is adept at handling insurance and claims related matters.
Our local Safety Manager enters all claims into our Incident Management Software which will directly
interface with our insurance provider’s on-line claim reporting system. This enables a rapid response to claims
processing and a secure database in which to store claims. We have developed an excellent relationship with
our claims handling company and work with them on maintaining that balance of paying off a nuisance (which
ultimately draws more nuisance), versus working quickly to “right the wrong” when claims are legitimate and
proven.

Hard files are kept by date with a reference to the vehicle operator number and an internal code designating
the type of accident. These files are maintained in a secure and locked cabinet in the local Safety and Training
Manager’s office. Files include the operator’s report of accident/incident; the standard investigation report
and photos; the supervisor’s report with Drug and Alcohol Addendum; the police report, if applicable;
documentation of repairs performed as a result of an accident, documentation of any actions taken against
drivers and all correspondence concerning the accident or incident with our insurance carrier or others
involved.

» Safety Record
It is with pride that we report Maruti has never had a reportable accident, as defined by the JTA,

during its 7 years of service to the JTA. We will put the processes in place to be able to claim the same
level of safety for the CITY operation.

Our Accidents per 100,000 miles record reflects our focus on safety and safety training and develop
safety as a part of our culture within the organization, not just another task to be performed.

Passenger accidents per Annual vehicle miles per

Vehicl idents per 100,000 mil
ehicle accidents pe miles 100,000 miles service

Corpus Christi
(MCCl) 15 0 382,928 miles
West Palm Beach 33 0 2,173,050 miles
Okaloosa City 15 0 1,424,300 miles
Hollywood 0 0 310,500 miles
San Antonio (MCCl) 22 0 610,534 miles
Orlando (DME) 1.5 0 856,150 miles
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Passenger accidents per Annual vehicle miles per

Vehicle accidents per 100,000 miles 100,000 miles T

Company Totals:
0.17 0.00 5,757,462 miles

Passenger and Driver Safety have been and will continue to be the first priority of Maruti. Our
demonstrated history of only operating safe vehicles with safe drivers is the focus of all of our
operations. Our safety record (accident/incident rate) for three (3) of Maruti’s current public
transportation contracts listing any insurance claims valued over $25,000 that was paid by Maruti is
provide in the above chart.

e Emergency Response Plan - Maruti has the understanding, experience, resources, and ability to
provide services in the event of a declared emergency. Maruti has based our Declared Emergencies
Plan on both the National Response Plan (NRP) and the National Incident Management System (NIMS)
which provided guidelines for the FTA and transportation agencies for preparing for, preventing,
responding to and recovering from domestic incidents. In addressing requirements in the NRP and
NIMS, Maruti has:

o Reviewed NRP/NIMS requirements and identified those elements most relevant to public
transportation agency coordination with emergency response communities at the
local/regional/state ievel.

o Reviewed protocols developed by local/regional/state emergency management agencies and
emergency response agencies to support implementation of NIMS.

o ldentified potential impacts on transit activities due to various disaster/incident scenarios and
emergency response functions.

o Worked with local/regional/state emergency management agencies and emergency responders
to understand NIMS requirements and to formalize mutual aid protocols (required in both NRP
and NIMS).

o Developed a system for 24/7 emergency notification from/communication with the
local/regional/state emergency management agencies.

o Verified resources and documented emergency management capacity.
o Participated in training conducted by the local/regional/state emergency management agencies.

o Designated a representative from Maruti to serve as a liaison with the local/regional/state
emergency management agencies and to report to the local/regional/state emergency operations
center upon activation.

o Obligated to provide (at the incident scene) a representative, if requested, to assist in
coordinating the provision of transportation services.

In the event of an emergency, Maruti will make available all personnel and resources to assist and/or help
facilitate a systematic and orderly evacuation. The purpose of the Maruti Emergency Response plan is to
establish policies, procedures and an organizational structure for response to emergencies in coordination
with local, state and federal agencies and emergency response personnel.
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e Life Threatening Emergency Incidents - Maruti maintains the following policies and procedures for
critical incidents

o}

Violence on board — The operator is to protect himself and the passengers on board then
immediately contact dispatch through two-way communications. Maruti dispatch immediately
contacts local police to describe the event.

Violence directed towards a revenue vehicle — Whether a weapon is discharged, or an object is
thrown at the vehicle, the operator is trained to immediately move the vehicle out of harms’ way
and contact dispatch through the above procedures.

Severe weather events — Advance knowledge of impending weather events allows for the proper,
appropriate and timely response to weather events, which include hurricanes, snow, and ice.
Tornados are much more difficult to plan for. However, during threatening severe weather,
monitoring of a national weather television channel is maintained throughout the day.

Bomb threats — Threats on board, or called into dispatch or other communications means, will be
immediately reported to the local police department, and our General Manager will be notified.
Threats, whether genuine or not, will be taken seriously and the appropriate response, as per the
local police, will be implemented.

Suspicious Packages —We are keenly aware of the need to be vigilant and observant of packages
brought out board. If there is a package left, and the owner is not identified immediately, the
operator shall contact dispatch, who in turn will contact the local police for corrective action.
While this maybe extreme in most cases, in the world we are operating in, safety and caution is
the best procedure.

Facility fire — All employees will be evacuated to a designated area outside of the threat zone. If
the fire is in our dispatch area, cellular telephone notification will be implemented by the senior
staff member.

Threats in the workplace — Upon notification or observation of the threat, appropriate notification
to the police department by the on duty supervisor will precede any other actions. If the threat
involves the display of a weapon, all employees will be evacuated to the designated area outside
of the facility.

Medical emergency on board ~ Operator will immediately contact dispatch, and dispatch will
contact 911 with a description of the on-board medical emergency and location of the vehicle.
Dispatch will stand by until assistance is on the scene. The operator will provide any emergency
first aid, up to the level the operator feels comfortable with.

Evacuation of operations facilities — A designated area for personnel to meet outside of the
facilities has been established. A roll call of employees will be taken.

Each planning process has taken into consideration the delicate balance between operational safety,
passenger needs, the safe operations of our system and the overall safety of our employees who provide
the service.
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_Emergency Evacuation and Recovery

Maruti will work closely with CITY staff to develop a set of protocols relating to natural disaster, inclement
weather, and other emergency situations. In the event of a hurricane, Maruti will provide staff to assist
CITY in the evacuation of disabled individuals in the City. Maruti’s proposed phone system will have call out
capabilities which could be used to call individuals to inform them of procedures for evacuations. Maruti
will also make personnel available at designated locations to assist in the evacuation process. Maruti is
experienced in managing services in hurricane-prone environments, and has worked with many of its
customers to provide necessary transportation during storms and other weather emergencies. As
necessary Maruti will deploy support from our current Texas or Florida locations to support these efforts.

Once the all clear sign has been given and the City or CITY have declared that it is safe to resume services,
Maruti will enact its plan to resume service, beginning with the most essential routes and ramping up over a
period of time to full service. The length of the phased in restoration will depend on the severity of damage
to the community, the fleet, and the facility, as well as direction from the CITY.

Mr. Carrion has extensive experience in the procedures to safely evacuate citizens in the case of
emergencies. He will be deployed to the area as an essential personnel to oversee the operation during the
emergency.
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Tab 6 - Price Proposal

SECTION VII - PRICE PROPOSAL

1.1

12

The following pricing 1s submutted as the all-inclusive prnicing to provide paratransit services 1 accordance with the
requirements of the Scope of Work/Services as set forth in this RFP document. Enter below for each service the total amount
(price) to be paid by the CITY. The Estimated Quantity listed 1n the following Schedule 1s for evaluation purposes only.

be an all-inclusive per trip unit price for all services d under this contract. Said pricing shall be
firm for the first two (2) years of the five year contract. This contract 1s subject to a percentage increase to the Unit Price of
each line item annually beginning wath year three (3) of the contract, not to exceed 3% . The increase shall be 1n accordance
with the U.S. Bureau of Labor Statistics National Consumer Price Index (CPI), “All Urban Consumers™, “U.S. All Items, 1982-
84=100 — CUURO0COSAOQ", “Not Seasonally Adjusted™ , “U.S. city average” as measured for the previous 12 month period
ending 1n May of each year. Beginning with year three (3) of the contract, the City will consult the aforesaid mdex for the
month of May and send written notice of the percentage increase by August 15th, unless the data is not yet available. Should
the index indicate a percentage decrease the Unit Prica of each line item will remain unchanged for that corresponding year of
the contract.

City of Gainesville amd Alachua County Service Area

o~ Description Es“‘;::‘:f;;“ﬁ"' Unit Unit Price
1 | ADA Service Area Ambulatory 4484 Per Trip $ 3.2Y
2 | ADA Service Area Wheel Chair 1390 Per Trip $ Ho. 40
3 | ADA Companions 35 Per Tnip $ 206.01

13

If circumstances regarding your overhead costs to provide the contracted service change, then contractor may submut a request,
with proper documentation, for renegotiation of the per trip rates. The City will allow one such renegotiation opportunity only
dunng the first two years of the contract.
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Tab 7 - Required Forms

CERTIFICATION REGARDING LOBBYING
The undersigned certifies, to the best of his or her knowledge and behef, that-

1. No Federal appropnated funds have been paid or will be paid, by or on behalf of the undersigned, to any person for
influencing or attempting to influence an officer or employee of an agency, a Member of Congress, an officer or
employee of Congress, or an employee of a Member of Congress in connection with the awarding of any Federal
contract, the making of any Federal grant, the making of any Federal loan, the entering into of any cooperative
agreement, and the extenston, continuation, renewal, amendment, or modification of any Federal contract, grant,
loan, or cooperative agreement.

[N

If any funds other than Federal appropriated funds have been paid or will be paid to any person for wnfluencing or
attempting to mfluence an officer or employee of any agency, a Member of Congress, an officer or employee of
Congress, or an employee of a Member of Congress in connection with this Federal contract, grant, loan, or
cooperative agreement, the undersigned shall complete and submit Standard Form-LLL, "Disclosure Form to
Report Lobbying," in accordance with its instructions

3. The undersigned shall require that the language of this certification be included in the award documents for all
subawards at all tiers (including subcontracts, subgrants, and contracts under grants, loans, and cooperative
agreements) and that all subrecipients shall certify and disclose accordingly.

Thus certification 1s a material representation of fact upon which reliance was placed when this transaction was made or
entered into. Submussion of this certification 1s a prerequisite for making or entering into this transaction imposed by 1352,
title 31, U.S. Code. Any person who fails to file the required certification shall be subject to a civil penalty of not less than
$10,000 and not more than $100,000 for each such failure.

@{Mo [&M ) g Signature of Contractor’s Authonized Official
Eduardo R. Carrion Name and Title of Contractor's Authorized Official
3/25/2019 Date
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DISCLOSURE OF LOBBYING ACTIVITIES Approved by OMB
Complete this form to disclose lobbying activities pursuant to 31 U.S.C. 1352 0348-0046

(See reverse for public burden disclosure.)

(To be submitted by bidder, if applicable, refer to instructions on the next page)

a. contract I:I

b. grant

c. cooperative agreement
d. loan

e. loan guarantee

f loan mnsurance

1. Type of Federal Action: 2. Status of Federal Action: 3. Report Type:

a. bud/offer/application D a. imtial filing

b. mtal award b. matenal change
c. post-award
[For Material Change Only:

Year quarter

date of last report

4. Name and Address of Reporting Entity:
[JPrime [OJSubawardee
Tier . ifknown :

N/A

Congressional District, if known 4c

5. If Reporting Entity in No. 4 is a Subawardee. Enter Name
and Address of Prime:

Congressional District, if known:

|6. Federal Department/Agency:

7. Federal Program Name/Description:

CFDA Number, if applicable:

8. Federal Action Number, if known :

F. Award Amount, if known -

10. a. Name and Address of Lobbying Registrant
(if individual, last name, first name, Ml):

b. Individuals Performing Services (including address if
different from No. 10a)

(last name, first name, MI):

11 ISrmation requested throagh this form s axtharized by title 31 U S C saction Signature:
1352 Ths disclosare of lobbying acuvizss 15 a muterial repressstanen of fact :
pon which relizace was placed by the ter above when this tramacnon was made Print Name:
of etered meo. This disclorure is reored parsmant 0 31 U S €. 1352 The
mrormation wil be available for pubbc mspection. Any persor who fails to fils the Title:
required disclosre skall be sabyect ta 2 crvil pematy of not less than $10,000 and E
' mare than $100,000 S esch sk Sk Telephone No.: Date:

[Federal Use Only:

for Local Reproduction
Fam LLL (Rev: 7-97)
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CONTRACTOR RESPONSIBILITY CERTIFICATION

The Bidder is required to certify comphiance with the following contractor responsibility standards by checking appropmate boxes. For
purposes hereof, all relevant time peniods are calculated from the date this Certification 1s executed.

YES NO
1. Has the firm been suspended and/or debarred by any federal, state or local government agency or authority in the past three years? X
2. Has any officer. director, or principal of the firm been convicted of a felony relatmg to your business industry? X
3. Has the firm defimlted on any project in the past three (3) years? X
4. Has the firm had any type of business, contracting or trade license revoked or suspended for cause by any govemment agency or
authornity in the past three (3) years? X

5. Has the firm been found in violation of any other law relating to its business, including, but not limited to antitrust laws, licensing
laws, tax laws, wage or hour laws, environmental of safety laws, by a final unappealed decision of a court or government agency in the

past three (3) years, where the result of such adjudicated violation was a payment of a fine, damages or penalty in excess of $1.0007 X
6. Has the firm been the subject of vohuntary or involuntary bankruptcy proceedings at any time in the past three (3) years? v

N
”

7. Has the firm successfully provided similar products or performed similar services i the past three (3) years with a satisfactory record
of timely deliveries or on-ttme performance? X

8. Does the firm currently possess all applicable business, contractor and/or trade licenses or other appropriate licenses or certifications
required by applicable state or local Laws to engage in the sale of products or services? X

9. Does the firm have all the necessary experience. techmical qualifications and resources, including but not limited to equipment,
facilities, personnel and financial resources. to successfully provide the referenced product(s) or perform the referenced service(s), or

will obtain same through the use of qualified, responsible subcontractors? X
10. Does the firm meet all insurance requirements per applicable law or bid specifications inchiding general liability insurance. workers’
compensation insurance, and automobile liability msurance? X

11. Firm acknowledges that it must provide appropriate documentation to support this Contractor Responsibility Certification if so
requested by the City of Gainesville. The finm also understands that the City of Gainesville may request additional information or
documents to evaluate the responsibility of firm Firm agrees to provide such additional information or supporting documentation for
this Centification. X

Under the penalty of perjury, the Bidder's authorized representative hereby certifies that all information included in the
Contractor Responsibility Certification or otherwise submitted for purposes of determining the Bidder’s status as a responsible
contractor is true, complete and accurate and that he/she has knowledge and authority to verify the information in this
certification or otherwise submitted on behalf of the Bidder by his or her signature below.

Bidder Name: __Maruti Fleet & Management, LLC

Name/Title of person completing this form: Eduardo R. Carrion

Simance: Eellipella R i pate: ___3/25/2019
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SUBCONTRACTOR/SUBCONSULTANT LIST

and
BIDDER STATUS
The Bidder/Proposer shall provide information an ALL prospective subcontractor(s)/subconzultant(s) who submit bids/quotations in
pport of this solicita Use addittional sheets as necessary.
IDENTIFY EVERY , CERTIFIED DAUWBE | PERVIOUS YEAR'S | UTILIZING
SUBCONTRACTOR(SY gg::f)mgo WORK TO BE( prpvs, ANNUAL GROSS | ON  THIS
SUBCONSULTANT(S) (Check all that apply) | RECEIPT'S PROJECT
ADDL:ESN/A SCOPE OF WORE- | vrs YES
' o __ Less than $500K

PHONE IF YES, DBE — 505200

: T — _ $2mil-$5mil o
FAX: OR MBE S il

5 . mp
CONTACT PERSON: AGE OF FIRM: OR WBE NO
:gﬁ:ﬁss SCOPE OF WORE- | v YES
’ xO ___ Less than $500K
— __ $500K-32 mil
PHONE. IF YES, DBE o ar
FAX: OR MBE — m‘m m-m <5 il
CONTACT PERSON. AGE OF FIRM. OR WBE — NO
NAME; SCOPE OF WORK. S4s
MBRRESE :25 — __ Less than §500K
PHONE: IF YES, DBE — S500K-$2 mil or
__ $2mil-$5mil

FAX: . — move than $5 mil.
CONTACT PERSON. AGE OF FIRM. OR WBE — NO

Check here if use of subcontractor(s)/subconsultant(s) is/are not applicable for this project: [

Name of Bidder/Proposer:
Name/Title of person completing this form: EqUardo R. Carrion

Is Bidder/Proposer a DBE? X Yes

Signature:

nt L1C

_ _No

IfNo. 1s Biddar/Proposera MWBE? ___ Yes

3/25/2019

Date:

__No
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DRUG-FREE WORKPLACE FORM

The undersigned vendor m accordance with Flonda Statute 287.087 hereby certifies that

Maruti Fleet & Management, LLC does:
(Name of Business)

1 Publish a statement notifying employees that the unlawful manufacture, distribution. dispensing. possession. or use
of a controlled substance 15 prohituted m the workplace and specifying the actions that wall be taken against
employees for violations of such prohibition.

I~

Inform employees about the dangers of drug abuse in the workplace, the business’s policy of maintaining a drug-
free workplace, any available drug counseling, rehabilitation. and employee assistance programs, and the penalties
that may be imposed upon employees for the drug abuse violations.

3. Guve each employee engaged 1n providing the commodities or contractual services that are under bid a copy of the
statement specified 1n subsection (1).

4. In the statement specified m subsection (1), notify the employees that. as a condition of worlang on the commodities
or contractual services that are under bid, the employee will abide by the tenms of the statement and will notify the

employer of any conviction of, or plea of guilty or nolo contendere to. any violation of Chapter 893 or of any
controlled substance law of the United States or any state, for a violation occurring 1n the workplace o later than
five (5) days after such conviction.

5. Impose a sanction on, or requure the satisfactory participation 1n a drug abuse assistance or rehabilitation program
if such 15 available 1n the employee’s comnmnity. by any employee who 15 so convicted.

6. Make a good faith effort to continue to maintnin a drug-free workplace throngh implementation of this section.
As the person authonized to sign the statement, I certify that this firm complies fully with the above requirements.

Bidder's Signature
3/25/2019

Date
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PROPOSAL RESPONSE FORM — SIGNATURE PAGE

(sabmit this form with your proposal)

TO: City of Gainesville, Flonida
200 East University Avenue
Gainesville. Florida 32601
PROJECT: ADA Paratransit Service in City of Gainesville and Alachua County
RFP#: RTSX-190028-DS
RFP DUE DATE: March 27,2019 @ 3:00 p.m.

Proposer's LemI Name: __Maruti Mobility Management, LLC

Proposer’s Aliaz/DBA- Maruti Fleet & Management, LLC

Proposer’s Address: 2301 S [ )iuisign Ave
Orlando, FL 32805

PROPOSER'S REPRESENTATIVE (to be contacted for additiona] information on this proposal):
Nme _EduardoR. Carrion Telephone Neber__210-004-5082
Dae: 3/25/2019 Fax Nuzber _407-412-5622

Emal address gduardo.carrion@marutitransit.com

The Proposer hereby acknowledges of AddendaNo’s___ 1 2 3 to these Specifications.

TANFS

The Propaser agrees that any apphcable Federal, State and Local sales and use taxes, which are to be paid by City of Gamestille, are
mcluded in the stated bid pnces. Since often the City of Gainesville 15 exempt from taxes for equipment, matenals and services. 1t 15 the
responsibility of the Contractor to determine whether sales taxes are applicable. The Contractor 15 liable for any applicable taxes which
are not inclnded m the stated bid pnces.

QUALIFIED LOCAL SMALL AND/OR DISABLED VETERAN BUSINESS STATUS (check one)

I3 your business qualified a5 a Local Small Buzness m accordance wath the City of Gamesville Small and Service-Disabled Veteran
Business Program? (Refer to Definitions) O YES oo

Is your buniness qualified as a Local Service-Disabled Veteran Business in accordance with the City of Gamnesville Small and Service-
Disabled Veteran Business Program? (Refer to Definitions) [JvYEs GRio
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SIGNATURE ACKNOWLEDGES THAT: (check cns)

ot Proposal is in full compliance with the Specifications.

(| Proposal 15 in full compl

fically stated and attached herato.

Signature also ackoowledges that Proposer has read the current City of Gainasville Debarment!S
agrees that the provisions thereof shall apply to this RFP.

Koo Madse

Signature
By__Gloria Martin

Tle:_Chief of Staff

(CORPORATE SEAL)

PROPOSER:

i
r-
B

Cliass Censon
Signatare

By: Edllalan (:a“i()[l
Tde_Chief Operating Officer
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ACKNOWLEDGMENT: Each Proposer shall acknowledge receipt of this Addendum No, 1 by his or her
signature below. and shall attach a copy of this Addendum to its proposal.

CERTIFICATION BY PROPOSER

The undersigned acknowledges receipt of this Addendum No. 1 and the Proposal submitted is in accordance with
information. instructions. and stipulations set forth herein.

PROPOSER: Maruti Fleet & Management, LLC
BY: Eduardo R. Carrion
DATE: 3/25/2019

ACKNOWLEDGMENT: Each Proposer shall acknowledge receipt of this Addendum No. 2 by his or her
signature below. and shall attach a copy of this Addendum to its proposal.

CERTIFICATION BY PROPOSER

The undersigned acknowledges receipt of this Addendum No. 2 and the Proposal submitted is in accordance with
information. instructions. and stipulations set forth herein.

PROPOSER: — Maruti Fleet & Management |1 C
BY: —_ Eduardo R. Carrion
DATE: 3/25/2019

ACKNOWLEDGMENT: Each Proposer shall acknowledge receipt of this Addendum No. 3 by his or her
signature below. and shall attach a copy of this Addendum to its proposal.

CERTIFICATION BY PROPOSER

The undersigned acknowledges receipt of this Addendum No. 3 and the Proposal submitted is in accordance with
information. instructions. and stipulations set forth herein.

PROPOSER: Maruti Fleet & Management, LLC
BY: Eduardo R, Carrion
DATE: 3/25/2019
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QUALIFICATIONS/STATEMENT OF QUALIFICATIONS
Bidder must 1nitial all the following requirements which serves as acknowledgement that either the bidder
awarded the contract:

1._X_Bidder's operating facility must be located in the City limits and off of a fixed route.

2._X_ Bidder must be willing to employ or procure Transportation Management Software that
will interface with Mobile Data Terminal (MDT) devices or GPS capable tablets and have
the capability necessary to provide location and changes to scheduled pickups or drop offs.

3._ X Bidder must have either operational MDTs or tablets in all vehicles.

4._ X Bidder must have a minimum of 5 years of providing ADA paratransit service.

5._X__General Manager must be 100% dedicated to this contract
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Tab 8 - Exhibits

Please find the following Exhibits as referenced in our proposal:

Exhibit 1- Minority/ Disadvantage Business Enterprise

= Exhibit 2 — Start-Up Timeline

Exhibit 3- Technology

Exhibit 4 - Resume
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Exhibit 1 -DBE

Maruti is a Florida Certified Disadvantaged Business Enterprise (DBE) provider as well as a Woman Owned and
Operated Business.

And hence, Maruti truly understands the importance of supporting small business. So the concept of providing
opportunities for local small businesses and DBE firms is central to Maruti’s corporate philosophy.

Maruti will work closely with your local small business development office to identify small businesses that have
the potential of becoming DBE’s and will assist those companies in the application process and providing
contracting opportunities with Maruti.

We will also partner with the authority in outreach efforts and we will have guarterly small business open houses
to provide contracting opportunities and program information.

Maruti will seek local merchants, preferably S/DBE certified, to provide office supplies, computer maintenance,
facility maintenance, uniforms, employee awards, and other goods and services needed to provide administrative
services to the transportation operations.

Our use of local retail merchants not only expands the expertise available to us through vendor relationships, but
also offers opportunities for local business to succeed with a regular revenue stream from our contract services.
Unlike the large transportation operating firms, we want the community to succeed — not our own parts
distribution warehouses or shell businesses.
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JACKSONVILLE TRANSPORTATION AUTHORITY

Maruti Fleet and Management LLC
4533 Iighway Avenuc
Jacksonville, FL 32253

In Re: DBE Firm Certification

Dear Ms. Nita Parikh,

The Jacksonville Transporiation Authority (JTA) is pleased to announce thar your firm has been
certifiod as a Disadvantnged Business Emerprise [DBE] in Florida, under a Unificd Certification
Program [UCP] in accordance with 49 CF) R, PART 24.

DBE Certification is continuing from the date of this letter and will conclude on the anniversary
date of your firm's certification. Continued certification and participation in the DBE program is
contingent upon your firn renewing its eligibility annually through this office. You will be
notified in advance of your obl igation to continue cligibility in a timely fashion. Information
regarding certification renewal can be accessed online at MMM@M Failure of
your firm'’s recentification will result in immediate action to deconify the firm.

Your finm’s listing in the Florida Department of Transportation's Florida Unified Certification
Program is affirmation of your firm’s continued certification. This listing an be accessed via the

intemnet at:

with the Florida Departmen: of Transportation dually certifies Your firm with all Florida UCP
Members. DBE Certification is NOT a guarantee of work, but enables the frm to compcte for
and perform contract work on all USDOT Federal Aid (FAA, FTA & FHWA) projects in Florida
us a DBE contractor, sub-contracior, and consultant / sub-consultam or material supplier,

Certification Date
October 20, 2016

Certification Renewal Date
October 20, 2018

PO Drowar *o”
150 N Myrtse Avenue Jacksonville, Florids 32203
Tel: 804.830.3184 ~ Fax: 904.630.318¢
wWyrw . jta fla. com
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JACKSONVILLE TRANSPORTATION AUTHORITY

If at any time there is a material change in your firm, including, but not limjted to name change,
principal ownership, officer, Directors, scope of work performed, daily operations, affiliations
with other businesses, individuals or physical locations of the firm, you must immediately notify
this office in writing. Notification of the aforementioned circumstances should include therewith
ull applicable supporting documentation. Upon this Authority's receipt of your amendment(s)
you will receive necessary instructions,

Accordingly, your firm may compete for and perform work on all USDOT Federal Aid projects
thraughout Florida that receive credit for works performed in the following areas:

NAICS

FDOT SPECIALTY CODE(S) & DESCRIPTIONS

485991-Special Needs Transportation

561990-All Other Support Services

485111-Mixed Mode Transit Systems

485113-Bus and Other Motor Vehicle Transit Service 485320-Limousine Services 483999-All
Other Transit and Ground Passenger ‘Trangportation

Questions or concerns should be directed to this office by mail or telephone. Our telephone

number is (904) 632-5275 / Fax (904) 630-3166. You can alse email us at dbe 1@ jtafla.com
Sincerely,
Ken Middleton

Senior Manager, Diversity & Equity Program
Jacksonville Transportation Authority
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Implementation Timeline

Exhibit 2- Start-Up Timeline

Maruti has provided a sample transition plan. The plan details each task, subtask, and duration of each task.
Based on initial meetings with City’s staff, the plan will be finalized and we enter into the execution phase of
the project. The table below is not an all-inclusive representation.

Category

Award/Notice to
Proceed

Transition Team

Hiring Process

Task

Award/Notice to Proceed

30 ~n 0 S

0Of d=~nmowom &

xmms

m o " F -

xmms

T com™m

T < Mxmo £

rmms

(%]

E I I RV N O I -

mMx oo £

ht

Contract Negotiation

Execute Contract

Kick Off Meeting/ Maruti/
City

Verify Transition plan and
modify as necessary

Weekly Progress Meetings

Notify and Prepare
Transition Team

Transition Team On-site

Local GM On-site

Local Safety & Training
Manager On-site

Criminal Background Checks
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Driver Training &
Orientation

Dispatch Training
and Orientation

Driving Record Checks

Drug and Alcohol Tests

Drivers Added to Random
Drug and Alcohol Program

Establish Driver Specific
Contract Requirements

Gather Required Driver
Documentation

Insurance Verification

Organize Training Materials

Print Driver Policy,
Procedure and Training
Manuals

Create Organize and
Maintain Training Records

Driver Training

Client Orientation

Contract Requirements

Key Origins and Destinations

Passenger Reservation
Procedures

Complaint Procedures

No-Show and Wait Time
Policies

Establish Base of Operations
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Develop/Verify Baseline
Performance Expectations

Define Operator Uniform
Requirements

Modify Employee & Driver
Handbooks to
accommodate Local
Procedures/ Requirements

Pre-Audit Local Clinics for
Drug Screen Collection and
Handling

Modify Inclement Weather
Plan

implement Operations Daily
Forms and Reporting

Modify Disaster
Recovery/Continuity Plan

Modify and Post Emergency
Action Plan

Identify and Meet with Key
Client Outreach Stakeholders, Committees,
Agencies and Employers

Develop Transition
Committee

Provide Client with Key
Contact Information

Coordinate Complaint
Procedure
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Dispatch

Coordinate Commendations
Procedure

Coordinate Emergency
Response Procedures

Verify Service Parameters

Establish E-Mail, Software
and VPN Accounts

Build Reports and Establish
Reporting Frequency
Protocols

Obtain Performance Bond
(if Applicable)

Bind ALL Insurance

Obtain Insurance Certs

Establish Accounts
Payable/Receivable
Procedures

Establish Reimbursement
Procedures

Verify Client Invoicing
Requirements

Supervisor vehicles

Order Office Equipment

Order Computers/Software

Verify Vehicle Roster
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Verify that all Vehicle
Documents are Properly
Entered into the System

Verify PM Alert Parameters

Order Appropriate Signage

Order Vehicle Safety
Supplies, Bloodborne
Pathogens Kits

Agency Review and Systems
Approval

Service Begins

Follow-Up Calibration
Meetings
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Exhibit 3- Technology

[

._
5
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1
-
8
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X
e
.

DoublemaprP

DOUBLEMAP PRODUCT OVERVIEW
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MOBILE APPLICATIONS

4400

Doubletdap  provedes  the  followng  oross
plattorm software solunons:

~  Web Application via Wab Browser

v Hatwve Apphtavons- Arddrond, ifhone

v Molnle verston of wel applsation for other
mobile devices - Bladderry, Windows Phone

g

ouct'&’o..n'oo

¥

DoubleMap offers native solupons for whone
and Androwd phones to po elong wath web
offerings for Windows Phone and Rlackberry.
Addinonally, DoubletMap 5 able to prowde
ridey aocess (o anrval estimates wa SMS lexx
messaging. Each bus stop vl be assened o
spectfic 1D, which riders will ba able to sena v a
designated DoubleMap number for an estimated

amwe of armwal reply within seconed: DoubleMap
Ssmartphone
application

LRI )

@

js

Wi expesierce is positioned as the foremornst
toncern in DoushiaMap's monde applicabons,
50 e3th 3pp provites ekutive, flud, and robust
features that wark seamiessly vath the real-time
ranst data that nders nasd, This approach

barsed Lrpely on DuubleMap’s developers
experience workeng at Google and adopting thar
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-
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o
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COMPUTER AIDED DISPATCH / AUTOMATIC VEHICLE LOCATION

« Real-Time Dispatching

v Pom-and-Click Route Creator Tool Allows
DouhieMap admunistramoss o create, aftar
and manage routes in-house n reat ums

¥ PHipDInt Accurats Stop Creator

' Route Management - Run/Block System. Run
Cutting, Rostering, Scheduling

« Umfied
Corrgnunication wath Riders

v Alers and Noufications for Riders and
Admunistrators

Annountement  Module  for

RoublaMaps sdminisrative plitform provides
wraditional dis patcher functionalizy in conjunction
with unigue features that offer the ability W
draw/edd routes and stops. and esport youws
53M 10 & Google Transit-comphant file m real
ume. All of this functionality 15 weh-based so that
adminysrators do ot have to martain computer
software amd can manage the spatem from
any ernat-eoablad computer, smiariphaos
of ablet.

Admimstrative

Dashboard

v Detour and Scheduling Alerts

v Estimate Time of Arrival (ETA) Presdiitor

v 110 2 second bus updams for assured
rehabiiity

v HNHauve Mobile apps (iPhone, Android)

v Cross-Piatdorm Web App {Laptop, Windows
Photw, SlackBerry)

DoubleMap offers your nders peace of mind
Whrough a vanety of interfaces that prowvide real-
ume vehicle locations antd estimatad tme of
urival (ETA) predictions. Riders are able o access
ths realtime informaten via DoubleMap’s
intustive weh mterfacs, mobils applicanions, tex
ressaging senvcs, and LEDACD signage.

These migrfaces provides romprehensive aceess
o 12 second focation updates. estimated time of
anwal (ETA) predctens, Fansil announcemanis,
and arrval notficatiors that make usng your
transit system seamiess and enjoyabile

a8 eser e

guggeganag,
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BUISNESS ANARLYTICS

¥

old

TS

[ =3

On-Tune
performance
Reporting

Doublemar
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Integrated

Signage
and AvAa

AUTOMATED VOICE ANNUNCIATION AND NEXT STOP SIGNAGE

DoubleMap  offers & proprietary  and
customizable Autohated Voo Annuncaation
[AVA} systern that s commpbant with the Amencan
Disabilines Act of 1990 (ADAL The AVA system s
ahle tc cannact diractly into the DoublaMap its
mande data terminal (MOT) and fully integrates
wih the awmomapc vehicie locauion (AN
componerd (o weilize 5 single source of hardware
aruf soltware for both modules. This integration
aliows for autcmatic GPS triggered. Internal/
external volte announesimems in a tima-critical
fashwn and employs al route and bus stop
configuranon data to work seamissshy wth ava
and AVL. functionality

4

< < 4

Boublewar

L

oA =

niggrates with  DoubleMap's CADIAVL
Suftwat e and Hardware

Ahllity 1o dilferenitaie beiween intenor and
extenior vehicle speakers

Ovenshe-aAlr (OTA) Updates

Ameritan Disabilities Acz (ADA) Compliant
inTagrates with edsting vehicla speakars
Ability to integrate adwertisemens upon
request
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Exhibit 4- Resume

Larry Grey

Senior Transit Executive with strategic planning and P&L management experience; energetic and forward-thinking
professional offering expansive, cross-functional qualifications including: Operational Leadership, Transit Planning and
Scheduling and Operations Management expertise. Team-spirited, fair, high-expectation and collaborative leadership
style with strong analytical skills focused on business development, improving efficiency, and reducing customer
complaints. Demonstrated success at identifying processes and complex systems; establishing goals; and implementing
strategies to achieve these goals. Solid history utilizing out-of-the-box approaches and adapting to new business
environment.

WORK EXPERIENCE

General Manager
Maruti Fleet & Management, LLC — San Antonio, TX
2018 to Present
e Manages a location with 50+ employees. Directly oversees 40+ operators, 4 window dispatchers, 3 road
supervisors, safety trainer, HR manager, and safety manager.
e Interviews necessary drivers and staff, complete and resolves all customer complaint investigations.
e Analyze expenditures and other financial information to develop plans, policies, or budgets for increasing profits
or improving services.
e Set operations policies and standards, including determining safety procedures for the handling of dangerous
goods.
e Plan, organize, or manage the work of subordinate staff to ensure that the work is accomplished in a manner
consistent with organizational requirements.
o Negotiate and authorize contracts with equipment and materials suppliers, and monitor contract fulfillment.

Collaborate with other managers or staff members to formulate and implement policies, procedures, goals, or
objectives.

e Completed necessary daily, weekly, and monthly reports for company and customer.
e  Monitor spending to ensure that expenses are consistent with approved budgets.
e Supervise workers assigning different routes.
¢ Promote safe work activities by conducting safety audits, attending company safety meetings, or meeting with
individual staff members.
e Direct investigations to verify and resolve customer complaints.
Project Manager
Star Shuttle, Inc. — San Antonio, TX
2000 to 2018
e Supervise a staff of 250 staff including drivers, call takers, dispatchers, Transit supervisors and maintenance

personnel.

e Responsible for the oversight of the federally mandated drug and alcohol testing program (USDOT/TxDOT)

e Develop and implement policies, procedures and internal controls related to compliance with health, safety,
security, and environment rules and regulations.

e Ensured that all the required dispatch and road supervisor functions were performed efficiently, accurately,
following established procedures and scripts, and employing best practices in customer service.

e Ensured that all scheduled runs were covered with qualified drivers and appropriate vehicles.
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e Tracked and maintained employee attendance system, processed driver and operations staff vacation requests

e Responsible for monitoring transit services delivery under all grants, compliance with regulations,
contract/grant specifications, safety and risk management, budget and finance, human resource for driver pool,
fleet maintenance, route development and vehicle scheduling and dispatch, service marketing including public
presentations throughout the region and the neighboring region.

e Develop and maintain extensive partnerships with local, regional and state organizations to build and maintain
an effective transit delivery system to meet the needs of a diverse rider population.

e Conducted regular management meetings with staff. ldentified, investigated, and developed action plans to
resolve and improve all performance issues.

EDUCATION

Business Administration

San Antonio College / St. Phillip’s College
San Antonio, TX, 1989 — 1990

High School Diploma
Cole High School
Ft. Sam Houston, TX 1984 - 1988

ADDITIONAL TRAINING/ INFORMATION

Smith System Driving Training Course

Bloodborne Pathogens Procedures

Paratransit Sensitivity Training

FTA Drug and Aicohol Program Management Training
Reasonable Suspicion Training Drug and Alcohol Training
Worker’s Comp Accident Prevention Seminar

Accident Investigation and Reconstruction Seminar
Defensive Driving Course
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Parth Parikh

Over 5 years of experience in delivering safe, reliable and cost effective transportation. With a background in
administration, budgetary and operational experience in providing municipal transportation services represent
a unique combination of disciplines. A drive and determination to consistently achieve success as a leader in all
of the organizations. Additionally, possess excellent oral and written communications.

WORK EXPERIENCE

Director of Operations
Maruti Fleet & Management, LLC — West Palm Beach, FL
2018 to Present

Oversight of all contractual services that included administrative functions, operations, information systems,
maintenance, safety, and customer service.

Ensured compliance of local, state, and federal laws and regulation. Assessed resource needs, problems, trends
and planned accordingly; developed and delivered action plans to ensure quality of service. Assured a safe
working environment

Increased customer satisfaction by 25% by leading the transition to an in-house model to gain flexibility and
improve customer service while enhancing operator training and workplace health and safety.

Significantly improved efficiencies by leading smart transit technology initiatives including scheduling software,
an electronic fare collection system, automated passenger counters, CAD/AVL, onboard camera system, an
infotainment system, and real-time wayside infrastructure.

Worked with peers and senior management to develop plans and goals related to praductivity and other various
issues.

Trained, coached and mentored the dispatch agents for peak performance.

Worked with the dispatch agents to ensure that the most productive, cost effective method of dispatching and
scheduling was being used.

Monitored all dispatch agents and schedulers to ensure that proper procedures and protocol was followed
always.

Created routes and assigned drivers as needed to cover over flow trips. Monitored drivers using Trapeze
software and monitors to ensure on time performance, revenue and other productivity standards were met.

Assistant General Manager
Maruti Fleet & Management, LLC - Okaloosa, FL
2015 to 2018

Responsible for overseeing the day to day operations of the division.

Responsible for hiring of new employees.

Handle complaints from clients, investigate and finding solutions.

Schedule passenger trip requests manually or through use of Trapeze Software system to achieve system goals
(productivity, on-time performance, efficiency, minimum ride lengths, etc.) and considering operator and
vehicle availability and vehicle capacity types

Maximize wage to revenue percentages and minimize non-revenue and OT wages

Optimized same day schedule to ensure Revenue to Pay Percentage meets or exceeds company goal

Monitor operators and trip status, adjust and reassign as necessary to ensure on time performance exceeded
contract requirements
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e Reschedule trips when necessary in the event of operator or vehicle shortages and in consideration of project
work scheduling policies

e Assign stand-by operators in the event of operator absences, increased service volumes or to minimize service
disruptions because of traffic, vehicle malfunctions, operator problems and/or emergency situations

e Provide feedback to passengers in the way of follow-up calls as a course of duty or as required by schedule
changes

Communicate effectively with operations staff regarding scheduling or passenger issues.

Aid operators in the event of emergency or vehicle malfunctions, communicating with operations

Maintain Telephone hold times minimized and within contract requirements.

Maintain customer complaint to a minimum and exceeded contract requirements.

Emergency situations handled according to division policy and with proper notification and documentation.
Maintain a safe work area and a focus on safety to reduce the opportunity for injury to self or other employees.
Review post-trip inspections and communicate potential problems to maintenance staff.

EDUCATION

Bachelor of Science in Economics
The Pennsylvania State University, State College, PA

ADDITIONAL INFORMATION

Microsoft excel and word knowledgeable , Project Management, Building Action Plans to acquire goals, Budget
Management, Management of employees 75+, Reservations/ Telephone Doctor, Scheduling, Map Geo Coding,
Knowledge of Mapping/Easy Mapping Sites, Customer Service Oriented, FDOT Regulations Knowledgeable,
Employee Development
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