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Contract 
Type

Service Area Customer 
Description

Trip Purpose

Agency
Council selected 
Agencies within ADA 
footprint

ADA 
Certified

-100% standing orders 
-Trips to/from largest Adult 
Day Care and Day Training 
and Habilitation Centers

Demand
Customers Assigned 
Based 
on Home Residence

ADA 
Certified 

-Combination of standing 
order rides and non-routine 
rides placed 1-4 days in 
advance

-No restrictions on ride 
purpose

Metro Mobility Contract Structure

EAST ZONE

WEST ZONE

SOUTH ZONE

Demand Contracts
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Metro Mobility service is comprised of Four Major CONTRACTS – this is a map of the three demand contracts and Agency is on the next slideAll riders in our system are Metro Mobility, ADA certified Riders. Agency contract is 100% standing orders to and from the largest Day Training and Habilitation Centers and Adult Day Cares in the metro area – as determined by the Metro Mobility Service Center.  The Agency contract is about 18% of all Metro Mobility Rides. (2.23 MM total rides in 2017  , approximately 400,000 in Agency)Agency service is different from Demand in that the Demand has a mix of both rides that scheduled with standing orders, and rides that must be requested 1-4 days in advance.Many of our customers  are also served by our Demand system. For example, customer might ride Agency service to a Lifeworks program during the week and also use the demand service to go to church, medical appointments or social events.Currently, if you include all three demand contracts and the agency service, the provision is split with about 60% of our service provided by First Transit, and 40% of the service provided by Transit Team. With the next Agency contract being awarded to Transit Team, it will be about 50/50



• Per FTA-must prioritize ADA rides 

• Clients from 15 small volume or non-ADA 
locations will be moved to Demand 
contracts (57% of current Agency riders) 

• All current standing orders will be honored 
when moved to Demand service

• Riders will pay at the time of the ride rather 
than through agency billing

• Adding four locations with large number of 
ADA rides 

What Is Changing?
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Current contract serves over 20 Adult Day Training Habilitation Centers and Adult Day Activity Centers in both ADA and Non-ADA service areas throughout the Metro Mobility service area. However, in particular due to the constraints caused by system growth, the FTA has recently identified a need for us to prioritize our ADA service over our non-ADA rides. One example of this is in 2016 when we began limiting non-ADA standing orders and also had to begin denying non-ADA rides. This was in order to protect the service quality requirements mandated by Federal law for the ADA defined service area. The Agency contract, by contrast, has been structured to serve ALL riders with Standing Orders. And as I mentioned, the current contract provides service to agencies in both the ADA and Non-ADA service area. In effect, this offers all Agency customers in the non-ADA area a guarantee of service that does not exist on the Demand system, which goes against our mandate to prioritize ADA service.   Also, in 2017 we received information from the FTA that the rides delivered within the Agency contract were to be classified as non-ADA due to the way the service has been structured.So…primarily due to these federal requirements, we have restructured the scope of work in the NEW  Agency contract to include only those agencies that are within the ADA service area. We also took the opportunity to analyze our trip volumes to all agencies served in our system and have removed some smaller agencies from the scope of work for purposes of service efficiency. We also added four larger agencies that were within our ADA area that had not been a part of the previous scope. It was important for us to do this analysis to try and keep the volume of work roughly equal to the old contract, but still serving the largest of agencies that are within our ADA service footprint. We have also included language in the contract that allows the Council to vary the locations served during the contract term, allowing us maximum flexibility to appropriately serve  Agency needs as circumstances change.



• Current Contract with First Transit 
expires Sept 2018 (initiated in 2012)

• Federal Compliance- per FTA-must 
prioritize ADA rides 

• Transparent and defensible 
justification for Agencies served

Why make changes?

• Equitable treatment of customers

• Improve customer experience; on-
board time

• Improve productivity; reduce program 
costs
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With the restructuring of our Agency contract, all the riders served by our Agency contract will be classified as ADA trips according to the FTA. -      Because we took the opportunity to analyze our trip volumes, we have removed some smaller agencies from the scope of work for purposes of service efficiency.  -      It was important for us to do this analysis to try and keep the volume of work roughly equal to the old contract, but still serving the largest of agencies that are within our ADA service footprintWe also added four larger agencies that were within our ADA area that had not been a part of the previous scope.  These customers are currently being served by Transit Team within our Demand system, but will move to Agency contract in October And 57% of current agency customers will be going to Demand service and existing routes will undergo extensive changes because of the changes in locations served. So with this change, regardless of who has the new contract, there will be a short-term disruption to customers. We have provided information on the change to all of the agencies affected and held meetings in November and December of last year. We plan to meet again several times over the course of this summer and fall - working closely with our providers and all affected agencies on a robust transition plan.  We are confident that consistency will quickly be re-established for our customers.



• RFP Evaluation Criteria

• Panel Members: MN Council on Disabilities; MnDOT; Metro Transit; Metro Mobility; Dakota Co. 
• Transit Team ranked highest in the summary evaluation rating and had lowest price proposal.

Contract Award:
• Panel reached unanimous recommendation to award contract to Transit Team
• April 25th, 2018: Metropolitan Council passed motion to authorize the Regional Administrator to negotiate 

and execute a contract with Transit Team to provide the Metro Mobility Agency Service from October 1, 
2018 to June 30, 2023 with an option for one additional year.

Procurement Process (Q1 2018) 

Factors Description
Quality of the 
Proposal

Completeness in addressing the requirements, workplan and schedule

Qualifications of 
Proposer

General qualifications, specialized qualifications, professional competence directly related to the RFP, 
successful completion of similar projects

Experience of 
Proposer

Experience on similar projects with the Council or others

Price Approximately equal in importance to a combination of all other criteria
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Transition Plan
Category Description Milestone Date
Personnel • Provider initiated transition of qualified incumbent drivers (Transit Team 

estimates will meet 50% or more of need and will offer same rate of pay and 
honor seniority of drivers have from existing employer)

• Provider recruitment and hiring activities to broaden driver pool as needed
• Begin training new-hire staff

May – Sept

June - Sept
June – Sept

Equipment • Contractor procurement and installation – 2 portable vehicle lifts 
• New fleet delivery, equipment installation and inspections
• Current fleet transfer and inspections (prior to first pullout)
• Procurement and installation of additional reservations and dispatch system 

May – Sept 1 
July – Sept 15
Sept 29 - Oct 1
June – Sept 

Agency Support • Metro Mobility and contractor staff meet with agencies and stakeholders to 
define transition plan

• Implement transition plan

May – Aug

Aug – Sept

Customer 
Service

• System processing of current standing orders and routing optimizations
• Customer and stakeholder communication
• Customer and stakeholder training; on-board payments, travel training

June –Aug
Aug-Sept
Aug-Sep
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Personnel: Drivers. Transit Team has proposed to recruit as many drivers as possible from the incumbent by offering the same rate of pay from their current employer, as well as honoring each employee’s seniority, allowing any employees who choose to work at Transit Team in the new contract the ability to retain their years of service through the incumbent providerEquipment: Fleet (72 new and 35  transfer vehicles) Adding 1 dispatch station (Maple Grove) 3 new additional reservation stations in Mpls ( all the tech that surrounds, phone lines etc.)Radio system (ANCOM lease) Agency Support: We have provided information on the change to all of the agencies affected and held meetings in November and December of last year. We, along with Transit Team will plan to meet again several times over the course of this summer and fall - working closely will all affected agencies on a robust transition plan. Customer Service: Transition plan will include detailed review of current standing orders, both for those transitioning to the new contract, but also to support the transition of customers moving from the current agency contract to the Demand system. This will include customer and stakeholder communications and training to familiarize the customers with the new Provider, and with new procedures related to on-board fare payments and service expectations. 



• Nov/Dec 2017: Informational meetings held; all agencies invited and letter sent
• June – July : Metro Mobility will visit agencies affected 
• June- Sept: Transit Team meeting with Agencies on detail operations and transition planning ( 

TT currently provides service to some of the agencies under Demand contract) 

Resource Materials: 
Metro Mobility to publish Webinar Session hosted by Leading Age Minnesota. planned June 14th.  
Other support and informational materials currently in production. 

Customer Outreach and Agency Support
Moving to Demand Service Moving to Agency Service

1. Customers from Agencies completely removed 3. Customers from new Agencies

2. Non-ADA riders of current agencies who will 
continue to be part of the Agency contract but 
the customer will be moved to Demand.

4. Customers currently riding Demand going to 
Agencies served with new Agency Contract
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Agency Support: We have provided information on the change to all of the agencies affected and held meetings in November and December of last year. We, along with Transit Team will plan to meet again several times over the course of this summer and fall - working closely will all affected agencies on a robust transition plan. 



Questions? 

Clay Stenback
Operations Manager Metro Mobility 

651-602-1664

Christine Kuennen
Senior Manager, Metro Mobility 

651-602-1689
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