








WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY

PRICE PROPOSAL RFP CQ12169/KAM

PRICE PROPOSAL

General Instruction
" Submit one original and three copies of your price proposal separately, but concurrently, with
your technical proposal in an envelope or other suitable container marked Volume 1 —
Cost/Price Proposal for RFP No. CQ12169/KAM. Do not include any pricing information in your
technical proposal. In order for your proposal to be considered you must include pricing for all
of the contract years including options for each of the three service categories on which you are
proposing.

Fuel
The Service Delivery contractor(s) will not be responsible for fuel for revenue service vehicles.
Fuel will be provided by WMATA by either fueling at the contractor's facility using fuel furnished

by WMATA or by fuel cards furnished by WMATA.

Fixed Rates

Proposers must provide fixed rates for providing services under this contract using the
following price proposal pages. Proposers may propose on any or all of the three
service types identified in this RFP. However, proposers opting to propose on more than
one service type must complete the price proposal pages applicable to each service type
on which they are proposing. Blended rates or alternate pricing scenarios utilizing
proposer developed pricing sheets will not be accepted.

Service Delivery Proposers must provide rates using WMATA owned vehicles with the
Contractor providing Automotive Liability insurance as detailed in Part ll, Section 2 - Special
Provisions, No. 16 General Insurance Requirements. Fixed hourly rates shall include all
applicable charges. No additional charges will be allowed. Only actual costs will be
remunerated. WMATA anticipates that the average number of weekly revenue service hours
will fluctuate over the term of the contract. Therefore, WMATA is soliciting pricing at various
revenue service hour levels. Historically these services have been approximately 35,200 hours
weekly. WMATA will work with the Contractor(s) at the Contractor’s current capacity levels and
shall modify service levels as demand fluctuates.

Operations Control Center Proposers must provide fixed rates per call handled. Similar to the
number of weekly revenue service hours, WMATA anticipates that call volume will fluctuate over
the life of the contract. Therefore, WMATA is soliciting pricing at various call volumes.
Historically these volumes have been approximately 27,000 weekly.

The Quality Assurance function has both operational and administrative aspects. Therefore, the
pricing for this function will be based on a combination of the service levels of the Service
Delivery and Operations Control Center functions. Quality Assurance Proposers must provide
pricing based on the staffing necessary to perform the oversight activities detailed in the
technical specification as expressed in a fixed rate per revenue service hour and a fixed rate per
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In order for proposals to be considered, proposers must:

Submit rates for all service levels, all years and for all service types on which they are
proposing.

1. Submit Fixed Rate Cost Component Detail sheets for all service types on which
they are proposing and include pricing for each year of the contract.

2. Be submitted using the forms contained in this price proposal document.
Blended Rates for multiple service types and alternate pricing scenarios will not
be considered.

WMATA reserves the right to reject any proposal if, at WMATA’s sole discretion, the
proposal appears to be unbalanced, front loaded, or otherwise artificially priced.
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY

PRICE PROPOSAL RFP CQ12169/KAM

PRICE PROPOSAL

General Instruction

Submit one original and three copies of your price proposal separately, but concurrently, with
your technical proposal in an envelope or other suitable container marked Volume 1 —
Cost/Price Proposal for RFP No. CQ12169/KAM. Do not include any pricing information in your
technical proposal. In order for your proposal to be considered you must include pricing for all
of the contract years including options for each of the three service categories on which you are

proposing.

Fuel

The Service Delivery contractor(s) will not be responsible for fuel for revenue service vehicles.
Fuel will be provided by WMATA by either fueling at the contractor's facility using fuel furnished
by WMATA or by fuel cards furnished by WMATA.

Fixed Rates

Proposers must provide fixed rates for providing services under this contract using the
following price proposal pages. Proposers may propose on any or all of the three
service types identified in this RFP. However, proposers opting to propose on more than
one service type must complete the price proposal pages applicable to each service type
on which they are proposing. Blended rates or alternate pricing scenarios utilizing
proposer developed pricing sheets will not be accepted.

Service Delivery Proposers must provide rates using WMATA owned vehicles with the
Contractor providing Automotive Liability insurance as detailed in Part Il, Section 2 — Special
Provisions, No. 16 General Insurance Requirements. Fixed hourly rates shall include all
applicable charges. No additional charges will be allowed. Only actual costs will be
remunerated. WMATA anticipates that the average number of weekly revenue service hours
will fluctuate over the term of the contract. Therefore, WMATA is soliciting pricing at various
revenue service hour levels. Historically these services have been approximately 35,200 hours
weekly. WMATA will work with the Contractor(s) at the Contractor’'s current capacity levels and
shall modify service levels as demand fluctuates.

Operations Control Center Proposers must provide fixed rates per call handled. Similar to the
number of weekly revenue service hours, WMATA anticipates that call volume will fluctuate over
the life of the contract. Therefore, WMATA is soliciting pricing at various call volumes.
Historically these volumes have been approximately 27,000 weekly.

The Quality Assurance function has both operational and administrative aspects. Therefore, the
pricing for this function will be based on a combination of the service levels of the Service
Delivery and Operations Control Center functions. Quality Assurance Proposers must provide
pricing based on the staffing necessary to perform the oversight activities detailed in the
technical specification as expressed in a fixed rate per revenue service hour and a fixed rate per
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scheduled trip, including taxi. Historically revenue service hours have been approximately
35,200 hours weekly and scheduled trips have been approximately 43,000 weekly. The sum of
these two rates will provide the basis for price evaluation.

Pricing will apply to both weekday and weekend service provided. The week for purposes of
this contract shall be Sunday through Saturday.

Remuneration
The Contractor shall invoice for services on a monthly basis at the rate quoted for the average
weekly service level within the month of service that is invoiced.

Example: If services average ___ hours per week, the Contractor rate for the service
level quoted under ____ to ____ hours per week range is applied to the total hours of
revenue service for that month (Total Month Revenue Service Hours multiplied by Rate
= Gross Cost). Gross Cost is reduced by liquidated damages, imputed fares, and any
other deductions, if applicable, to reach a net invoice amount to be billed to WMATA in
accordance with the terms and conditions of this Contract.

Fixed Rate Detail Sheet

Provide a detailed cost breakdown of the fixed rates provided on the attached price proposal
pages for the rate submitted for revenue service hours, calls handled or trips scheduled. At a
minimum, proposers must provide the level of detail described on the FIXED RATE COST
COMPONENT DETAIL sheets of this price proposal. However, proposers may include
additional detail or add additional categories if necessary. If any category does not apply to the
fixed hourly rates indicate this by placing an “N/A” in the appropriate place on the sheet(s).

Each service type includes two cost component breakdown sheets. The first sheet must
detail the amount each line item contributes to the applicable fixed rate by service
function. The second sheet must detail the total annual cost for each line item. The
annual costs must be based on the same price proposal table lines as follows:

» Service Delivery proposers must provide the breakdown of the fixed rate per
revenue service hour based on the fixed rate provided on Line 3 of the Service
Delivery price proposal tables;

e Operations Control Center proposers must provide the detail information based
on Line 2 of the Operations Control Center price proposal tables; and

e Quality Assurance proposers must use the sum of the fixed rates provided for
Line 3 and Line 12 of the Quality Assurance price proposal tables.

Proposers must supply a complete breakdown of the fixed rates and provide a total
annual cost for all line items for all contract years inclusive of the option years.
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In order for proposals to be considered, proposers must:

Submit rates for all service levels, all years and for all service types on which they are
proposing.

1. Submit Fixed Rate Cost Component Detail sheets for all service types on which
they are proposing and include pricing for each year of the contract.

2. Be submitted using the forms contained in this price proposal document.
Blended Rates for multiple service types and alternate pricing scenarios will not
be considered.

WMATA reserves the right to reject any proposal if, at WMATA’s sole discretion, the
proposal appears to be unbalanced, front loaded, or otherwise artificially priced.
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Attachment A



Exempt X

Job Description
Non-exempt

Full-time X
Part-time

Location Washington, D.C.
Origination Date 7/5/12
Job Title WMATA QA General Manager Last Revision Date 12/10/12
Department Quality Management
Reports to VP of Operations Page 1 fOF l 2

POSITION SUMMARY:

The most important duty of the General Manager is to be responsive to WMATA and be timely on deliverables. The
General Manager directs operations of QA. Duties include daily communication and interaction with staff and direct
reports. The General Manager must also organize and conduct activities related to the review and monitoring of
MetroAccess service to assure safe, cost-effective, operating performance. It is expected that the QA General Manager
will meet with WMATA at least once per week on all matters associated with the contractor’s responsibilities for this
project. The QA General Manager will be available when requested by WMATA for attendance at meetings with the
public, advisory groups, or other meetings as required for MetroAccess.

KNOWLEDGE, SKILLS, AND ABILITIES:
e  Proficiency with Microsoft Outlook, Microsoft Word, Microsoft Excel, Trapeze, SQL query writing, Crystal
Reports, and other standard software applications.

+  Ability to type 30wpm or greater.

e  Excellent interpersonal skills and the ability to work both independently and as part of a team.

e  Exemplary written and oral communication skills.

o  Ability to multi-task, prioritize work, and collaborate effectively under pressure.

e  Ability to handle confidential information in a professional manner.

e  Ability to be responsive to WMATA and achieve all deliverables in a timely manner.

e  Expert knowledge of MetroAccess program requirements.

e  Superior management capabilities.

e Intricate customer service skills.

e  Superior problem solving skills.

e Ability to conduct financial analysis and forecasting.

e Ability to prepare and present comprehensive reports and briefings.
EDUCATION/EXPERIENCE:

As a minimum, the individual must have at least five years of management experience on large contracts of a highly
technical nature. Additionally, a bachelors degree in accounting, business administration, information technology,
public policy, statistics, transportation planning, or a related field from an accredited college or university is required,
but may be substituted with five additional years of public transit experience. The individual also must also
demonstrate a high level of customer service commitment.

POSITIONS SUPERVISED: Administrative QA Manager and Operations QA Manager.

TOOLS/EQUIPMENT/MACHINES USED:
Computer, copy machine, fax machine, slide projector, Cisco phone system.

PHYSICAL REQUIREMENTS AND WORKING CONDITIONS:

Normal office conditions apply. Employee must have clear, close vision for reading and computer work. Must be
able to sit, stand, walk, balance, stoop, grasp, talk, hear, and operate computer keyboard. Job requires sitting at a desk,
talking on the phone, a high level of data entry, and viewing a computer screen for the majority of the day. Job may




require reaching at shoulder level and below waist. Will occasionally lift/push/pull up to 20 pound and carry objects 50
feet.

ACKNOWLEDGMENT:
[ have read and understand my position description and certify that I can and will fulfill the stated expectations:

without accommodations

with the following accommodations:

Employee Name (print):

Employee Signature: Date:

Supervisor Signature:

Title: Date:

This job description in no way states or implies that these are the only duties to be performed by the employee
occupying this job. Employees may be required to follow other job-related instructions and to perform other
job-related duties as requested, subject to all applicable state and federal laws. Certain job functions described
herein may be subject to possible modification in accordance with applicable state and federal laws.

Original: Human Resources
Cc: Employee’s Supervisor
Employee




Job Description Exempt X
Non-exempt
Full-time X
Part-time
Location " Washington, D.C.
e Origination Date 7/5/12

Job Title WMATA Administrative QA Manager Last Revision Date 12/10/12

Department Quality Management

Reports to WMATA QA General Manager Page 1 j OF l 2

POSITION SUMMARY: The Administrative QA Manager is responsible for staff performance in conducting
monitoring and review functions of the MACS-OCC as well as customer service investigation and response, and Late
Cancellation and No Show Policy review, in compliance with WMATA policies and procedures. The Administrative
QA Manager will be responsive to WMATA and timely on deliverables, and interfaces primarily with the MACS-
OCC Contractor and resolves complaints to ensure that safe and professional high quality customer service is
emphasized and reinforced in all phases of service to MetroAccess customers.

KNOWLEDGE, SKILLS, AND ABILITIES:

¢ Demonstrated ability to observe, document, and evaluate paratransit operations, including the ability to
identify problems that affect service, and to develop and implement effective solutions to complex operational
and technical problems.

e Demonstrated ability to effectively interpret and analyze data, and ability to prepare and present
comprehensive technical reports and briefings.

e Demonstrated success in completing difficult assignments displaying innovative solutions to complex
problems.
Proficiency in the review, coordination, and monitoring of contractor invoicing/payment disbursement.
Demonstrated ability to conduct financial analysis and forecasting, to coordinate payables/ revenue accruals,
and to assist management with cost impact studies and trend analysis.

e  Proficiency with Microsoft Outlook, Microsoft Word, Microsoft Excel, Trapeze, SQL query writing, Crystal
Reports, and other standard software applications.

e  Expert knowledge of MetroAccess program requirements.

e Ability to muiti-task, prioritize work, and collaborate effectively under pressure.

EDUCATION/EXPERIENCE:

¢ At least five years of management experience with large urban ADA paratransit services, and at least seven
years total experience in public transportation.

e A Bachelors degree from an accredited college or university is required, but may be substituted with five
additional years of public transit experience.

s A working knowledge of Trapeze PASS paratransit software suite or event-based paratransit application is
required and a detailed understanding of Trapeze is a plus.

¢ Demonstrated history of high performance in customer service.

POSITIONS SUPERVISED: QA Representative, Data Analyst, QA Coordinator, Compliance Auditor, No Show
Monitor, IT Technician, QA Support Coach, and Database Support Technician.

TOOLS/EQUIPMENT/MACHINES USED:
Computer, copy machine, fax machine, slide projector, Cisco phone system.

PHYSICAL REQUIREMENTS AND WORKING CONDITIONS:
Normal office conditions apply. Employee must have clear, close vision for reading and computer work. Must be
able to sit, stand, walk, balance, stoop, grasp, talk, hear, and operate computer keyboard. Job requires sitting at a desk,







Job Description Exempt X
Non-exempt
Full-time X
Part-time
Location ‘Washington, D.C.
R S S SR Origination Date T

Job Title WMATA Operations QA Manager Last Revision Date 12/10/12

Department Quality Management

Reports to WMATA QA General Manager Page 1 [ OF L 2

POSITION SUMMARY:

The Operations QA Manager is responsible for performance of staff conducting trip, vehicle, and facility inspections,
incident response and reporting, and data review, in compliance with the policies of WMATA. The Operations QA
Manager will be responsive to WMATA and timely on deliverables, and is responsible for monitoring and reviewing
daily system performance and quality assurance functions for service operations. The Operations QA Manager
interfaces primarily with Service Delivery Contractors and resolves complaints to ensure that safe and professional
high quality customer service is emphasized and reinforced in all phases of service to MetroAccess customers.

KNOWLEDGE, SKILLS, AND ABILITIES:

Demonstrated ability to observe, document, and evaluate paratransit operations, including the ability to
identify problems that affect service, and to develop and implement effective solutions to complex
operational and technical problems.

Demonstrated ability to effectively interpret and analyze data, and ability to prepare and present
comprehensive technical reports and briefings.

Knowledge and understanding of and sensitivity to the travel needs of persons with disabilities, including
related accessibility/mobility issues.

Proficiency with Microsoft Outlook, Microsoft Word, Microsoft Excel, Trapeze, SQL query writing, Crystal
Reports, and other standard software applications.

Ability to multi-task, prioritize work, and collaborate effectively under pressure.

Expert knowledge of MetroAccess program requirements.

EDUCATION/EXPERIENCE:

At least five years of management experience with large urban ADA paratransit services, and at least seven
years total experience in public transportation.

A Bachelors degree from an accredited college or university is required, but may be substituted with five
additional years of public transit experience.

A working knowledge of Trapeze PASS paratransit software suite or event-based paratransit application is
required and a detailed understanding of Trapeze is a plus.

Demonstrated history of high performance in customer service.

POSITIONS SUPERVISED: Facility and Maintenance Monitor, Safety and Street Supervisor, and Billing Auditor.

TOOLS/EQUIPMENT/MACHINES USED:
Computer, copy machine, fax machine, slide projector, Cisco phone system.




PHYSICAL REQUIREMENTS AND WORKING CONDITIONS:

Normal office conditions apply. Employee must have clear, close vision for reading and computer work. Must be
able to sit, stand, walk, balance, stoop, grasp, talk, hear, and operate computer keyboard. Job requires sitting at a desk,
talking on the phone, a high level of data entry, and viewing a computer screen for the majority of the day. Job may
require reaching at shoulder level and below waist. Will occasionally lift/push/pull up to 20 pound and carry objects 50
feet.

ACKNOWLEDGMENT:
I have read and understand my position description and certify that I can and will fulfill the stated expectations:

without accommodations

with the following accommodations:

Employee Name (print):

Employee Signature: Date:

Supervisor Signature:

Title: Date:

This job description in no way states or implies that these are the only duties to be performed by the employee
occupying this job. Employees may be required to follow other job-related instructions and to perform other
job-related duties as requested, subject to all applicable state and federal laws. Certain job functions described
herein may be subject to possible modification in accordance with applicable state and federal laws.

Original: Human Resources
Cc: Employee’s Supervisor
Employee




Job Description Exempt X
Non-exempt
Full-time X
Part-time .
Location Washington, D.C.
— Origination Date 10/26/12
Job Title Billing Auditor Last Revision Date 12/10/12
Department Quality Management
Reports to Operations QA Manager Page 1 J OF l 3

POSITION SUMMARY: The Billing Auditor will work individually or as part of a team conducting audits of claims and
data submitted by the OCC and Service Delivery contractors to verify accuracy and compliance with prescribed policies and
procedures. The Billing Auditor will be responsible for checking and verifying process efficiencies against source documents
and records, and auditing work procedures and methods. The Billing Auditor will also assist in preparation of audit reports
and making recommendations for improvements and modifications in systems and procedures of areas audited.

PERFORMANCE MEASURES —- MAJOR JOB OBJECTIVES

Major Job What’s Expected Measurement %
Objective Criteria
Auditing and e Audit data and claims to ensure compliance and process Audit of spreadsheets | 40%
Compliance efficiency. for weekly/monthly
e Conduct reviews and work with Operations QA Manager to reviews and reports

update policies and procedures as required.

e Monitor and report issues of non-compliance to the Operations
QA Manager.

e Compile weekly/monthly summaries of audit investigations,
findings, and resolutions.

e Verify internal controls are properly in place to ensure continuous
functioning of auditing process.
Create relevant procedures, audit tools, and tracking mechanisms.
Conduct ad hoc audits as assigned.

Process e Provide non-conformance reviews and recommend process Review of 40%
Improvement and improvements. Weekly/Monthly
analysis * Monitor and improve the efficiency and output of processes Reports and

through observations and measurements, as well as through Operations

collection and interpretation of data from other operating Dashboard

personnel.

e Facilitate meetings to gather and document requirements and
explore potential solutions.

e Develop methods and procedures to identify whether current
processes and objectives meet contract needs.

» Promote process improvements throughout the company.

o Compile weekly/monthly summary reports.

Risk Issues o Identify potential risk issues and develop viable and cost- Review of 20%
effective solutions. Weekly/Monthly
e Create process change by integrating new processes with existing | Reports and
processes and communicate changes to appropriate department Operations
heads and staff. Dashboard
¢ Establish scheduled project reviews and quality assurance

Proven decrease in

procedures.
risk related issues

o Facilitate team and stakeholder meetings effectively.










Job Description Exempt X
Non-exempt
( Full-time X
] Part-time
hL W Location Washington, D.C
A o . Origination Date ST
Job Title Facility and Maintenance Monitor Last Revision Date 12/10/12
Department Quality Management
Reports to Operations QA Manager Page 1 L OF l 2

POSITION SUMMARY: The Facility and Maintenance Monitor ensures Service Delivery contractors maintain appropriate
internal operations and store vehicles in a safe manner. The Facility and Maintenance Monitor will perform regularly scheduled
and unscheduled on-site visits, during which they will inspect the contractor’s compliance to WMATA’s requirements and
applicable laws and regulations. S/he will also audit files and records (including maintenance records and driver qualifications),

educate the contractor, review any areas of deficiency, and schedule a return visit to ensure any issues are rectified.

PERFORMANCE MEASURES - MAJOR JOB OBJECTIVES

Major Job What’s Expected Measurement %
Objective Criteria
Overseeing *  Assure proper procedure is followed in attending to 95% or greater 50
Maintenance maintenance issues. compliance
e  Work closely with Service Delivery contractors to help find
cost saving opportunities with daily operations.
Ensuring Safe ¢ Coordinate with contractors to ensure vehicles meet all 95% or greater 50
Service Delivery requirements. compliance
e  Assign PIPs as appropriate for any issues.
e Assure contractors meet the required deadlines for PIPs and
performance improvement.

KNOWLEDGE, SKILLS, AND ABILITIES:
e Strong interpersonal skills.
* Ability to work independently with minimal supervision.
¢ Self-motivation and superior time management skills.

Proven experience dealing with conflict management.
Knowledge of appropriate maintenance processes.

Valid/current driver's license and a clean driving record.
Flexibility to work a variety of work schedules/hours.
Extensive knowledge of MetroAccess protocols.

EDUCATION:
¢ High School Diploma and some college coursework required.

e Four year or graduate degree in Business Administration, or a related field preferred.

EXPERIENCE:

* Minimum of one year experience in Business Administration required.
e Knowledge of equipment and maintenance management preferred.

Knowledge of, or ability to learn, Microsoft OQutlook, Microsoft Word, Microsoft Excel, and Trapeze.

Willingness and ability to travel locally within the District of Columbia 75+% of the time.







Job Description Exempt X
Non-exempt
( Full-time X
) Part-time
: ; Location Washington, D.C.
ST Origination Date 6/10/08
Job Title Safety and Street Supervisor Last Revision Date 12/10/12
Department Quality Management
Reports to Operations QA Manager Page 1 I OF ! 2

POSITION SUMMARY: The Safety and Street Supervisor is responsible for ensuring WMATA’s Service Delivery
contractors meet and exceed compliance and operational requirements. This includes performing random and/or scheduled site
visits and inspections, as well as monitoring driver performance in the field. The Safety and Street Supervisor performs annual
vehicle inspections to ensure vehicle compliance with all WMATA, ADA, and other Federal and local regulatory standards.
The Safety and Street Supervisor will also pose as a passenger to perform periodic mystery rider activities.

PERFORMANCE MEASURES - MAJOR JOB OBJECTIVES

Major Job What’s Expected Measurement %
Objective Criteria
Vehicle e Perform vehicle inspections to ensure vehicle compliance with | Vehicle inspections 40
Inspections/ all ADA and other Federal, State and Local regulatory
Compliance standards.
Random Visits/On | e Perform scheduled and random visits to verify level of service | Site visits 40
Street Observations and contractor adherence to contract standards.
» Perform onsite visits and street observations of Service
Delivery contractors.
e Perform on-street observations of vehicles, drivers, and
services.
¢ Document on-street observations and provide input to
contractors on both positive and negative findings.
Planning and ¢ Plan and document work schedule and provide follow up 10
Documentation reports on a regular basis.
Investigates ¢ Investigate quality of contractors’ on-time performance and Performance data 10
adherence to driver adherence to service requirements
service
requirements

OTHER ESSENTIAL JOB FUNCTIONS:
. Regular attendance.
. Other duties as assigned.

KNOWLEDGE, SKILLS, AND ABILITIES:
L Strong interpersonal skills.

Basic knowledge of the District of Columbia, along with ability to read and follow maps.
Ability to work independently with minimal supervision.
Self-motivation and superior time management skills.

Knowledge of or ability to learn, Microsoft Outlook, Microsoft Word, Microsoft Excel, and Trapeze.

Proven experience dealing with conflict management.
Willingness and ability to travel locally within the District of Columbia 75+% of the time.




. Valid/current driver's license and a clean driving record.

. Flexibility to work a variety of work schedules/hours.
. Extensive knowledge of MetroAccess protocols.
EDUCATION:

High school degree or equivalent.

EXPERIENCE:
e  Transportation and/or vehicle maintenance experience, preferred.
¢ Prior audit experience and/or knowledge of Medicaid guidelines, preferred.

POSITIONS SUPERVISED:
None.

TOOLS/EQUIPMENT/MACHINES USED:
Computer, copy machine, fax machine, laptop.

PHYSICAL REQUIREMENTS AND WORKING CONDITIONS:

Normal office conditions apply. Employee must have clear, close vision for reading and computer work. Must be able to sit,
stand, walk, balance, stoop, grasp, talk, hear, and operate computer keyboard. Job may require reaching at shoulder level and
below waist. Will occasionally lift/push/pull up to 20 pound and carry objects 50 feet. Position may require both local and

overnight travel.

ACKNOWLEDGMENT:
I have read and understand my position description and certify that I can and will fulfill the stated expectations:

without accommodations

with the following accommodations:

Employee Name (print):

Employee Signature: Date:

Supervisor Name (print):

Supervisor Signature:

Title: Date:

This job description in no way states or implies that these are the only duties to be performed by the employee
occupying this job. Employees may be required to follow other job-related instructions and to perform other job-related
duties as requested, subject to all applicable state and federal laws. Certain job functions described herein may be
subject to possible modification in accordance with applicable state and federal laws.

Original: Human Resources
Cc: Employee’s Supervisor
Employee




Job Description Exempt
Non-exempt X
Full-time X
Part-time
Location Washington, D.C.
S Origination Date 02/19/10

Job Title QA Representative Last Revision Date 12/10/12

Department Quality Management

Reports to Administrative QA Manager Page 1 l OF ]72

POSITION SUMMARY: The QA Representative is responsible for general Quality Assurance support. This includes

ensuring prompt response to all queue calls from passengers regarding the service provided by the OCC and Service
Delivery contractors. The QA Representative will be an integral part of the complaints resolution process, and will
document all circumstances surrounding a complaint/compliment to ensure quick and appropriate resolution. The QA

Representative may also recommend PIPs as appropriate.

PERFORMANCE MEASURES - MAJOR JOB OBJECTIVES

Interdepartmental .
Communication

Provide departmental support as needed.

Email notification

Major Job What’s Expected Measurement %
Objective Criteria
Manage Respond promptly to all complaints received. Call Stats 75%
Complaints . {Sr;surg thorough and concise documentation of all complaints Daily, weekly,
ocsec. . L monthly complaint
s Enter data for the application of PIPs and liquidated damages. reports
QM Inter-Rater
Daily Task List
Risk Management | e Provide notification to the Administrative QA Manager when an | Email notification 15%
accident/incident is reported to MTM.
Complaint Reports 10%

OTHER JOB FUNCTIONS:

e  Document complaints and all supporting data.

Enter data for the application of Liquidated Damages.
Other duties as assigned.
Regular attendance required.
Job share with other QSRs to ensure adequate coverage during inclement weather and sick days.

KNOWLEDGE, SKILLS, AND ABILITIES:
e Typing speed of 30 WPM or greater.

Knowledge of or ability to learn, Microsoft Outlook, Microsoft Word, Microsoft Excel, and Trapeze.
Exemplary communication and phone skills.
Ability to relate to a diversity of customers and requests.
Ability to identify with customer needs and circumstances.
Extensive knowledge of MetroAccess protocols.




EDUCATION:
e High School Diploma or G.E.D. required.

EXPERIENCE:
e  Previous Customer Service experience required.

POSITIONS SUPERVISED:
None.

TOOLS/EQUIPMENT/MACHINES USED:
Computer, copy machine, fax machine, slide projector, Cisco phone system.

PHYSICAL REQUIREMENTS AND WORKING CONDITIONS:

Normal office conditions apply. Employee must have clear, close vision for reading and computer work. Must be
able to sit, stand, walk, balance, stoop, grasp, talk, hear, and operate computer keyboard. Job requires sitting at a desk,
talking on the phone, a high level of data entry, and viewing a computer screen for the majority ofthe day. Job may
require reaching at shoulder level and below waist. Will occasionally lift/push/pull up to 20 pounds and carry objects
50 feet.

ACKNOWLEDGMENT:
I have read and understand my position description and certify that I can and will fuifill the stated expectations:

without accommodations

with the following accommodations:

Employee Name (print):

Employee Signature: Date:

Supervisor Name (print):

Supervisor Signature:

Title: Date:

This job description in no way states or implies that these are the only duties to be performed by the employee
occupying this job. Employees may be required to follow other job-related instructions and to perform other
job-related duties as requested, subject to all applicable state and federal laws. Certain job functions described
herein may be subject to possible modification in accordance with applicable state and federal laws.

Original: Human Resources
Cc: Employee’s Supervisor
Employee




Job Description Exempt X
Non-exempt
Full-time X
Part-time
Location Washington, D.C.
o T T Origination Date T 6/11/04
Job Title QA Coordinator Last Revision Date 12/10/12
Department Quality Management
Reports to Administrative QA Manager Page 1 I OF I 2

v

POSITION SUMMARY: The QA Coordinator helps QA Representatives with the management of complaints in accordance

with WMATA requirements and MTM’s policies and procedures.

PERFORMANCE MEASURES - MAJOR JOB OBJECTIVES

manage trips with

issues, complaints, history, etc.

determine appropriate action by reviewing complaint history, trip

or special needs » Determine changes needed and implement them accordingly.

Major Job What’s Expected Measurement %
Objective Criteria
Manage * A working knowledge of all protocols. Call Stats 60%
Complaints . Documf:nt, revit?w, investigate, and provide follow up for all Daily, weekly,
complaints aqd issues rfeponefi. . ' monthly complaint
¢ Enter complaints submitted via fax or voice mail. reports
¢ Contact to complainant in regards to complaint resolution.
e Enter data for the application of PIPs and liquidated damages. QM Inter-Rater
¢ Obtain timely responses from contractors to aid in the resolution Daily Task List
process.
¢ Provide immediate follow up for complaint responses that are not
submitted within the specified timeframe and enforce disciplinary
measures as needed.
¢ Provide and document all contractor education given in response to
complaints.
¢ Respond to inquiries sent via email, or fax within the specified
timeframe.
¢ Send complaint resolution letters to complainant per contract
requirements.
Complaint Reports | « Compile daily/weekly/monthly complaint reports for WMATA. Daily, weekly, 20%
¢ Track and trend complaint ratios for contractors. monthly complaint
¢ Provide monthly/year-to-date data reflected on monthly quality reports
reports.
Interdepartmental o Assist departmental/contractor issues. Complaint Reports 10%
Communication o Update management in regarfis to non’-compliance issues with Email notification
contractors and advise of incident/accident issues.
Independently o Triage issues, complaints, and unusual trip circumstances and Complaint Reports 10%

OTHER JOB FUNCTIONS:

Update client statistics as needed.

e Other duties as assigned.

e  Regular attendance required.

e Attend client/implementation meetings upon request.




KNOWLEDGE, SKILLS, AND ABILITIES:
e  Knowledge of or ability to learn, Microsoft Outlook, Microsoft Word, Microsoft Excel, and Trapeze.
Excellent written communication skills, with an emphasis on grammar and spelling.
Ability to tactfully question and obtain information.
Excellent organizational and interpersonal skills.
Demonstrated ability to manage multiple priorities.
Typing speed of 30 WPM or greater.
Ability to handle confidential information in a professional manner.
Superior problem solving skills.
Extensive knowledge of MetroAccess protocols.

EDUCATION:
e  High School Diploma or G.E.D. required.
e  Some college preferred.

EXPERIENCE:
e  Previous customer service experience required.
e Previous Quality Management experience preferred.

POSITIONS SUPERVISED:
None.

TOOLS/EQUIPMENT/MACHINES USED:
Computer, copy machine, fax machine, slide projector, Cisco phone system.

PHYSICAL REQUIREMENTS AND WORKING CONDITIONS:

Normal office conditions apply. Employee must have clear, close vision for reading and computer work. Must be
able to sit, stand, walk, balance, stoop, grasp, talk, hear, and operate computer keyboard. Job requires sitting at a desk,
talking on the phone, a high level of data entry, and viewing a computer screen for the majority of the day. Job may
require reaching at shoulder level and below waist. Will occasionally lift/push/pull up to 20 pounds and carry objects
50 feet.

ACKNOWLEDGMENT:
I have read and understand my position description and certify that I can and will fulfill the stated expectations:

without accommodations

with the following accommodations:

Employee Name (print):

Employee Signature: Date:

Supervisor Name (print):

Supervisor Signature:

Title: Date:

This job description in no way states or implies that these are the only duties to be performed by the employee
occupying this job. Employees may be required to follow other job-related instructions and to perform other
job-related duties as requested, subject to all applicable state and federal laws. Certain job functions described
herein may be subject to possible modification in accordance with applicable state and federal laws.
Original: Human Resources
Cc: Employee’s Supervisor

Employee




Exempt X

Job Description

Non-exempt

Fuli-time X
Part-time
L Location Washington, D.C.
. ‘ Origination Date 4/10/07
Job Title Compliance Auditor Last Revision Date 12/10/12
Department Quality Management
Reports to Administrative QA Manager Page 1 I OF | 2
POSITION SUMMARY: The Compliance Auditor is responsible for the oversight and provision of timely investigation,
reporting, and follow-up of identified audit processes.
PERFORMANCE MEASURES —- MAJOR JOB OBJECTIVES
Major Job What’s Expected Measurement %
Objective Criteria
Auditing and Conduct audits as assigned. Audit spreadsheets 50%
Compliance Perform audit activities as assigned for compliance processes
relating to WMATA contractors and internal MTM operations. Weekly/monthly
Audit MTM policies, procedures, manuais, and processes to reviews and reports
ensure compliance with contracts and WMATA requirements.
Conduct, review, and update policies/procedures as assigned.
Monitor and report issues of non-compliance.
Compile weekly/monthly summaries of audit investigations,
findings, and resolutions as required.
Verify internal controls are in place to ensure continuous
functioning of auditing process.
Create relevant workflows, audit tools, and tracking mechanisms.
Conduct monitoring, reporting, and follow-up on all PIPs.
Conduct quality improvement projects for the Quality
Improvement Program as assigned.
Fraud, Waste, and Review and follow-up of fraud alerts and other fraud issues and Weekly/monthly 40%
Abuse Prevention compile appropriate reports as assigned. reviews and reports.
and Management Perform appropriate trip monitoring and tracking.
Create relevant workflows, audit tools, tracking/monitoring Dashboard
spreadsheets and reports for audit investigations and findings.
Compile weekly/monthly summary reports.
Risk Issues Monitor and report accident/incident issues. Weekly/monthly 10%
Maintain protocol for tracking all accident/incident issues. reviews and reports
Compile weekly/monthly summary reports.
Dashboard
OTHER JOB FUNCTIONS:

s Apply policies/procedures and contract obligations to designated audits.

¢ o & o o

Update client statistics as needed.

Act as back-up to co-workers as required.
Serve on MTM committees as assigned.
Other duties as assigned.

Regular attendance required.

KNOWLEDGE, SKILLS, AND ABILITIES:

e Proficiency with Microsoft Word, Microsoft Excel, Microsoft Outlook, and Trapeze.

*  Excellent written communication and problem-solving skiils.
e  Excellent organizational, interpersonal, and teamwork skills.




*  Ability to multi-task in a fast-paced environment.
e Ability to handle confidential information in a professional manner.
e  Ability to make solid judgment calis.
o Knowledge of all departmental and contractual responsibilities.
e  Extensive knowledge of MetroAccess protocols.
EDUCATION:

e  High School Diploma or G.E.D. required.
s College degree preferred.

EXPERIENCE:
e A minimum of one year of quality related experience required.
e  Previous auditing experience preferred.

POSITIONS SUPERVISED:
None.

TOOLS/EQUIPMENT/MACHINES USED:
Computer, copy machine, fax machine, slide projector, Cisco phone system.

PHYSICAL REQUIREMENTS AND WORKING CONDITIONS:
Normal office conditions apply. Employee must have clear, close vision for reading and computer work. Must be able to sit,
stand, waik, balance, stoop, grasp, talk, hear, and operate computer keyboard. Job requires sitting at a desk, talking on the

phone, a high level of data entry, and viewing a computer screen for the majority of the day. Job may require reaching at
shoulder level and below waist. Will occasionally lift/push/puil up to 20 pounds and carry objects 50 feet.

ACKNOWLEDGMENT:
I have read and understand my position description and certify that I can and will fulfili the stated expectations:

without accommodations

with the following accommodations:

Employee Name (print):

Employee Signature: Date:

Supervisor Name (print):

Supervisor Signature:

Title: Date:

This job description in no way states or implies that these are the only duties to be performed by the employee
occupying this job. Employees may be required to follow other job-related instructions and to perform other
job-related duties as requested, subject to all applicable state and federal laws. Certain job functions described
herein may be subject to possible modification in accordance with applicable state and federal laws.

Original: Human Resources
Cc: Employee’s Supervisor
Employee




Exempt

Job Description

Non-exempt X

Full-time X
g Part-time
L Location Washington, D.C.

Origination Date 01/12/06
Job Title No Show Monitor Last Revision Date 12/10/12
Department Quality Management
Reports to Administrative QA Manager Page 1 [ OF | 2

POSITION SUMMARY: The primary job function of the No Show Monitor is to prevent no shows and late cancellations,
reviewing all occurrences to ensure they were handled appropriately. The No Show Monitor also educates passengers on the

correct process for cancelling trips. The No Show Monitor will enter all cancellation information into Trapeze and

communicate with the OCC and Service Delivery contractors to obtain further details; s/he may also implement corrective

action as necessary.

PERFORMANCE MEASURES - MAJOR JOB OBJECTIVES

Major Job What’s Expected Measurement %
Objective Criteria
Manage no shows | e Identify passengers who continually no show for scheduled trips. | Compare average trip | 50%
process » Make outbound calls to provide education regarding the no show | price with established
process as defined by WMATA. goals
o Ensure thorough and concise documentation of all no show
activities per WMATA specifications.
Ensure ¢ Ensure all cancellations are made at least 24 hours prior to Trip data 50%
cancellations are appointment.
made appropriately | e Contact the Service Delivery contractor to communicate the
cancellation.

OTHER JOB FUNCTIONS:
o Adhere to established protocols.
¢ Demonstrate personal commitment to promptness, reliability, and quality work.
¢ Utilize correct coding and documentations procedures.
¢ Regular attendance is required.

KNOWLEDGE, SKILLS, AND ABILITIES:
» Knowledge of, or ability to learn, Microsoft Outlook, Microsoft Word, Microsoft Excel, and Trapeze.

o Excellent written communication skills, with an emphasis on grammar and spelling.
o Ability to tactfully question and obtain information.

o Excellent organizational and interpersonal skills.

e Demonstrated ability to manage muitiple priorities.

e Typing speed of 30 WPM or greater.

o Ability to handle confidential information in a professional manner.

e Superior problem solving skills.

¢ Extensive knowledge of MetroAccess protocols.

EDUCATION:
o High School Diploma or G.E.D. is required.

EXPERIENCE:
» Previous customer service experience is required.
o Previous data entry and/or experience in a call center preferred.




POSITIONS SUPERVISED:
None.

TOOLS/EQUIPMENT/MACHINES USED:
Computer, copy machine, fax machine, printer, Cisco phone system.

PHYSICAL REQUIREMENTS AND WORKING CONDITIONS:
Normal office conditions apply. Employee must have clear, close vision for reading and computer work. Must be able

to sit, stand, walk, balance, stoop, grasp, talk, hear, and operate computer keyboard. Job may require reaching at
shoulder level and below waist. Will occasionally lift/push/puil up to 20 pound and carry objects 50 feet.

ACKNOWLEDGMENT:
I have read and understand my position description and certify that I can and will fulfill the stated expectations:

without accommodations

with the following accommodations:

Employee Name (print):

Employee Signature: Date:

Supervisor Name (print)

Supervisor Signature:

Title: Date:

This job description in no way states or implies that these are the only duties to be performed by the employee
occupying this job. Employees may be required to follow other job-related instructions and to perform other
job-related duties as requested, subject to all applicable state and federal laws. Certain job functions described
herein may be subject to possible modification in accordance with applicable state and federal laws.

Original: Human Resources
Cc: Employee’s Supervisor
Employee




Exempt

Job Description

Non-exempt X
Full-time X
Part-time
Location Washington, D.C.
o Origination Date 5/10/08
Job Title QA Support Coach/OCC Monitor Last Revision Date 12/10/12
Department Quality Management
Reports to Administrative QA Manager Page ] OF I

POSITION SUMMARY: The QA Support Coach/OCC Monitor maintains, promotes, and improves quality services
in the OCC and monitors Customer Service Representative performance through call monitoring and evaluations. The
QA Support Coach will conduct scheduied and random on-site monitoring of live and recorded calls.

PERFORMANCE MEASURES - MAJOR JOB OBJECTIVES

Errors.

Major Job Objective What’s Expected Measurement %
Criteria
Determine key o Work with the OCC contractor to update established protocols Audit Tool 25%
performance indicators and procedures to improve quality.
for OCC performance » Conduct ongoing monitoring of Customer Service Dashboard
improvement Representatives to review, document, and evaluate Operator

Daily Task List

Monitors Customer
Service Center
Activities.

Monitor Representative phone skills by listening to recorded calls
and scoring performance on the evaluation form.

Monitor trip-specific skills by reviewing queried trips and
recording Operator Errors on the evaluation form.

Meet monthly goals for live cail monitors and trip queries.
Perform trip documentation reviews on each Representative.
Review Operator Errors with Representatives.

Handle confidential and sensitive issues.

Report outcomes of quality monitoring,.

Demonstrate professional demeanor at all times.

Audit Tool 75%
Dashboard

Daily Task List

OTHER JOB FUNCTIONS:

e  Record results daily in the auditing spreadsheet.

Provide timely feedback on a continual basis.
Maintain a friendly and positive attitude.
Track work day progress on tracking sheet.
Other duties as assigned.

Regular attendance required.

KNOWLEDGE SKILLS, AND ABILITIES:
Extensive knowledge of Trapeze, Microsoft Word, Microsoft Excel, Microsoft Outlook, and
telecommunications systems.

Strong communication skiils, both written and verbal.

Extensive knowledge of MetroAccess protocols.

Ability to take direction, but also to work independently.

Ability to work with a diverse staff and management team.

Ability to work with multiple situations and manage diverse issues.




e  Ability to tactfully handle performance issues and provide suggestions for improvement.
e Ability to report quality measurements in meaningfu! and useful ways.

EDUCATION:
e  High School Diploma or G.E.D. required.
o College degree preferred.

EXPERIENCE:
e A minimum of one year of Customer Service experience required.

POSITIONS SUPERVISED:
None.

TOOLS/EQUIPMENT/MACHINES USED:
Computer, copy machine, fax machine, slide projector, and Cisco phone system.

PHYSICAL REQUIREMENTS AND WORKING CONDITIONS:

Normal office conditions apply. Employee must have clear, close vision for reading and computer work. Must be
able to sit, stand, walk, balance, stoop, grasp, talk, hear, and operate computer keyboard. Job requires sitting at a desk,
talking on the phone, a high level of data entry, and viewing a computer screen for the majority of the day. Job may
require reaching at shoulder level and below waist. Will occasionally lift/push/pull up to 20 pounds and carry objects
50 feet.

ACKNOWLEDGMENT:
I have read and understand my position description and certify that I can and will fulfill the stated expectations:

without accommodations

with the following accommodations:

Employee Name (print):

Employee Signature: Date:

Supervisor Name (print)

Supervisor Signature:

Title: Date:

This job description in no way states or implies that these are the only duties to be performed by the employee
occupying this job. Employees may be required to follow other job-related instructions and to perform other
job-related duties as requested, subject to all applicable state and federal laws, Certain job functions described
herein may be subject to possible modification in accordance with applicable state and federal laws.

Original: Human Resources
Cc: Employee’s Supervisor
Employee




Job Description Exempt X
Non-exempt
Full-time X
! Part-time
S . Location Washington, D.C.
e s RS s Origination Date VT
Job Title Data Analyst Last Revision Date 12/10/12
Department Quality Management
Reports to Administrative QA Manager Page 1 l OF TZ

POSITION SUMMARY: The Data Analyst is responsible for the analysis, architecture, and specification of
effective, efficient, and innovative business technology solutions and services. The Data Analyst provides project
management services during development and production to ensure that business technology solutions and services are
successfully adopted throughout the company to deliver the projected results. S/he also analyzes monthly data for
potential process improvement.

PERFORMANCE MEASURES - MAJOR JOB OBJECTIVES

Major Job What’s Expected Measurement %
Objective Criteria
Develop Work with users to determine scope and requirements for new Client Sign Off and 80
Business projects or working with business users on issues and Commentary Sheet
Solutions opportunities on existing applications/processes.
Gather and analyze business requirements and transiate them into
functional specifications and system design specifications.
Develop timely and innovative solutions, with optimal use of
technology and human resources.
Create proper test plans and communicate with users during all
phases of the test plan.
Responsible for direct User Training or providing training
material for trainers.
Perform root cause analysis of issues.
Quality Project Develop a complete and comprehensive project plan. Client Sign Off and 20
Management Manage resources to deliver in accordance with the plan. Commentary Sheet
Manage client expectations.

OTHER JOB FUNCTIONS:
e  Support file based data processing in the production environment.

e  Other duties as assigned.

KNOWLEDGE, SKILLS, AND ABILITIES:
e  Analytical and problem solving skills.

® & & & o o o o

Ability to assimilate new and existing technologies, as well as third party products.
Excellent verbal and written communication skills.

Excellent interpersonal skills.

Ability to be effective in a fast paced, dynamic environment.

Excellent data mining skills.

Ability to effectively interpret and analyze data.

An in-depth understanding of Trapeze.

Extensive knowledge of MetroAccess protocols.




EDUCATION:
¢ High School Diploma or G.E.D required.
e  Bachelor’s degree (or equivalent combination of education and experience) in Information Technology,
Computer science, or Business Administration preferred.

EXPERIENCE:

¢  Experience with computer based technology, beyond the use of standard spreadsheet, word processing, and
other applications primarily designed for personal use in a non business environment.

e  Experience applying technology to solve problems.

e  Prior programming experience.

e  Experience authoring software requirement specifications using industry best practices, tools, and
methodologies.

e  Experience authoring test plans and conducting testing using industry best practices, tools, and
methodologies.

e  Experienced in software development project management using industry best practices, tools, and
methodologies across the full Softiware Development Life Cycle (SDLC).

e  Experienced in implementing business process improvements, working with the end user to overcome
resistance to change.

POSITIONS SUPERVISED:
None.

TOOLS/EQUIPMENT/MACHINES USED:
Computer, copy machine, fax machine, printer, Cisco phone system.

PHYSICAL REQUIREMENTS AND WORKING CONDITIONS:

Normal office conditions apply. Employee must have clear, close vision for reading and computer work. Must be able
to sit, stand, walk, balance, stoop, grasp, talk, hear, and operate computer keyboard. Job may require reaching at
shoulder level and below waist. Will occasionally lift/push/pull up to 20 pound and carry objects 50 feet.

ACKNOWLEDGMENT:
I have read and understand my position description and certify that I can and will fulfill the stated expectations:

without accommodations
with the following accommodations:

Employee Name (print):

Employee Signature: Date:

Supervisor Name (print):

Supervisor Signature:

Title: Date:

This job description in no way states or implies that these are the only duties to be performed by the employee
occupying this job. Employees may be required to follow other job-related instructions and to perform other
job-related duties as requested, subject to all applicable state and federal laws. Certain job functions described
herein may be subject to possible modification in accordance with applicable state and federal laws.

Original: Human Resources

Cc: Employee’s Supervisor

Employee




Job Description

Exempt

Non-exempt X
Full-time X
Part-time
Location Washington, D.C.
Origination Date 2/13/08
Job Title Database Support Technician Last Revision Date 12/10/12
Department Quality Management

Administrative QA Manager

Reports to

Page

1 lopi 2

POSITION SUMMARY: The Database Support Technician is responsible for data collection, tracking, entry, and reporting
of contractor data, management of key data, and identifying fraudulent data patterns. S/he also supports all updates and

revisions to the database.

PERFORMANCE MEASURES - MAJOR JOB OBJECTIVES

Major Job What’s Expected Measurement %
Objective Criteria
Data Entry ¢ Enter contractor data as required. Must meet a daily 70
e Enter driver and vehicle liquidated damages and verify driver and quota for data entry
vehicle information.
Update database » Make any updates, changes, modifications, etc. to the database and | Timely updates 30
its configuration.

OTHER JOB FUNCTIONS:

¢ Use sound judgment in challenging unusual information.

¢ Regular attendance required.
¢ Other duties as assigned.

KNOWLEDGE, SKILLS, AND ABILITIES:

o Superior knowledge of Trapeze and ability to repair and troubleshoot all database and software issues.

¢ Strong ability and desire to learn and grow professionally.

e Strong ability to pay attention to detail.

¢ Strong customer service aptitude and skills.

o Excellent oral and written communication skills.
o Extensive knowledge of MetroAccess protocols.

EDUCATION:
e High School Diploma or G.E.D. required.

EXPERIENCE:
o Previous data entry experience preferred.
¢ Previous database support experience preferred.

POSITIONS SUPERVISED:
None.

TOOLS/EQUIPMENT/MACHINES USED:

Computer, copy machine, fax machine, printer, Cisco phone system.




PHYSICAL REQUIREMENTS AND WORKING CONDITIONS:

Normal office conditions apply. Employee must have clear, close vision for reading and computer work. Must be able
to sit, stand, walk, balance, stoop, grasp, talk, hear, and operate computer keyboard. Job may require reaching at
shoulder level and below waist. Will occasionally lift/push/pull up to 20 pound and carry objects 50 feet.

ACKNOWLEDGMENT:
I have read and understand my position description and certify that I can and will fulfiil the stated expectations:

without accommodations

with the following accommodations:

Employee Name (print):

Employee Signature: Date:

Supervisor Name (print):

Supervisor Signature:

Title: Date:

This job description in no way states or implies that these are the only duties to be performed by the employee
occupying this job. Employees may be required to follow other job-related instructions and to perform other
job-related duties as requested, subject to all applicable state and federal laws. Certain job functions described
herein may be subject to possible modification in accordance with applicable state and federal laws.

Original: Human Resources
Cc: Employee’s Supervisor
Employee




Job Description Exempt
Non-exempt X
Full-time X
' Part-time
L Location Washington, D.C.
Origination Date 04/08/10
Job Title IT Technician Last Revision Date 12/10/2012
Department Quality Management
Reports to Administrative QA Manager Page 1 BF I 2

POSITION SUMMARY: As a member of IT team working at our local Washington, D.C. office, the IT Technician will be
responsible for documenting, maintaining, upgrading, and/or replacing hardware and software systems and also assisting with

routine support requests.

PERFORMANCE MEASURES - MAJOR JOB OBJECTIVES

without much direction

independently.

Major Job Objective What’s Expected Measurement %
Criteria
Maintain, analyze, Maintenance of all hardware and peripherals. The employee is 10%
troubleshoot, and repair PC satisfied with level of
systems, hardware, and service.
computer peripherals
Document, upgrade, and/or Hardware changes must be documented in the hardware | Database and other 20%
replace hardware and database. documents are kept
software systems Other documents kept current. up to date.
Assist in administration of Assist other team members as needed. Co-worker feedback 20%
current and the dynamically
growing future enterprise
technology infrastructure
Assist in support of IT Assist other team members as needed. The MTM employee 30%
Services for all users is satisfied with level
of service.
Work independently and Complete tasks without supervision. The ability to work 20%

OTHER JOB FUNCTIONS:

e  Act as support for the Infrastructure Systems, client computers, and business equipment.
e Responsible for the day-to-day support of desktop hardware and software issues submitted via ticketing system.
e  Manage the planning, installation, support, and maintenance of user computers (desktop, laptop), both hardware and
software, and all peripherals.
Manage hardware and software inventory of non-network equipment.
e  Regular attendance is required.

KNOWLEDGE, SKILLS, AND ABILITIES:
e  Repair and troubleshooting experience with Windows Operating Systems (Windows XP, 2000, etc.),
Microsoft, Trapeze, other business applications, and related hardware.

® & o o o

Strong ability and desire to learn and grow professionally.
Strong ability to pay attention to detail.

Strong customer service aptitude and skills.

IT Help Desk/service process and tools skills.
.Excellent oral and written communication skills.




EDUCATION:
e  High school diploma or GED required.
e Comptia A+ certification or equal years experience preferred.
¢  Minimum of two years experience as a computer technician preferred.

EXPERIENCE:
¢  Must have experience with PC hardware, printers, software and peripherals.

e Must have a track record of exceeding set goals and expectations.
o  Repair and troubleshooting experience with Windows Operating Systems and other business applications.

POSITIONS SUPERVISED:
None.

TOOLS/EQUIPMENT/MACHINES USED:
Computer, copy machine, fax machine, printer, Cisco phone system.

PHYSICAL REQUIREMENTS AND WORKING CONDITIONS:

Normal office conditions apply. Employee must have clear, close vision for reading and computer work. Must be able to sit,
stand, walk, balance, stoop, grasp, talk, hear, and operate computer keyboard. Job may require reaching at shoulder level and
below waist. Will occasionally lift/push/pull up to 20 pound and carry objects 50 feet. Position may require both local and
overnight travel.

ACKNOWLEDGMENT:
I have read and understand my position description and certify that I can and will fulfill the stated expectations:

without accommodations

with the following accommodations:

Employee Name (print):

Employee Signature: Date:

Supervisor Name (print):

Supervisor Signature:

Title: Date:

This job description in no way states or implies that these are the only duties to be performed by the employee
occupying this job. Employees may be required to follow other job-related instructions and to perform other job-related
duties as requested, subject to all applicable state and federal laws. Certain job functions described herein may be
subject to possible modification in accordance with applicable state and federal laws.

Original: Human Resources
Cc: Employee’s Supervisor
Employee
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1. Past Performance, Page 4

Please describe in detail how MTM’s past experience has prepared it to successfully take on
quality assurance tasks of the size and scope as those associated with MetroAccess, including the
in-depth and highly analytical review of operational data of other independent contractors. Please
describe the "lessons learned" in other contracts that will directly benefit WMATA. As a QA
contractor, MTM will be responsible for developing a number of detailed reports specific to
MetroAccess. Please provide sample operational data reports developed for other MTM clients.
Provide detailed information including timeframes for reducing your overall complaint rate and
increase in client satisfaction with your firm’s services. Finally, please explain your 100% trip
reconciliation process.

As demonstrated within our initial proposal, Medical Transportation Management, Inc. (MTM) has
the ability to take on the Quality Assurance (QA) activities desired by the Washington
Metropolitan Area Transportation Authority (WMATA) for its MetroAccess program due to our
existing QA processes and procedures. Throughout our book of business, we maintain several
large contracts similar in scope to WMATA’s that will allow us to bring best QA practices to the
MetroAccess program. While we understand that this program is larger and will require more
intense scrutiny than our typical contracts, MTM is prepared to take our oversight and
management techniques to a higher level to satisfy the requirements of WMATA and its RFP. Our
broad and national experience, along with that of our affiliate Ride Right, a paratransit provider,

will allow us to be the best contractor for WMATA’s QA program.

In many of our current programs, including the three contracts described within our initial
proposal, we must perform in-depth, highly analytic reviews of our third party subcontractors’
operational data and transit services. Specifically, our network of more than 750 transportation
providers nationwide requires comprehensive oversight activities to ensure successful operations;
for example, we:
o Credential each provider’s vehicles and drivers to ensure they meet our high standards
e Inspect each provider’s vehicles initially and annually for ongoing compliance
e Audit vehicle, driver, and operational records for accuracy
s Review submitted claims for each performed trip prior to rendering payment, including
100% signature verification
e Manage provider compliance with the Federal Transit Administration (FTA) drug and
alcohol program
¢ Utilize on-board cameras to record all activities and audit footage during incident or

accident investigation




¢ Leverage StrataGen and mobile data terminals to dispatch vehicles, review routes, and

address timeliness issues
¢ Develop Quality Tips of the Week addressing how to prevent issue trends experienced

during the previous week

Preparing for This Contract

Within our amended Start Up/Transition Plan, provided as Attachment A, MTM has provided tasks
and associated deadlines for the implementation of every aspect of this program. Perhaps most
important to WMATA is our ability to understand its MetroAccess goals from day one. Our
executive team, particularly President and CEO Alaina Maci3, is familiar with WMATA and some of
its staff, and has a keen understanding of the District of Columbia transportation environment
through our current local non-emergency transportation (NET) contract. This knowledge and
understanding will transcend to our local management team, which will provide an auditing eye to

this contract.

With the support of these individuals, our MetroAccess-dedicated employees will bring a strict,
compliance-focused approach to this program with the overarching goal of improving paratransit
service. All of our local staff members will undergo a variety of training activities, including training
on ethics and compliance, to ensure we have a fully informed team of employees ready to service

WMATA and its paratransit customers from day one of this contract.

Lessons Learned from Other Contracts

With our extensive QA experience, MTM is able to utilize best practices to meet the goals of this
contract. For example, in our NET contract with the District of Columbia Department of Healthcare
Finance (DHCF), MTM has vastly improved program performance through QA activities. Prior to
our management, the NET program suffered from a non-compliant transportation provider
network as identified through numerous Office of Inspector General (OIG) audits. Additionally, the
program was without adequate record maintenance and accountability measures, lacked
important data collection, and did not verify services prior to payment. Combined, these

deficiencies caused the program to be unsafe, inefficient, and costly.




Since beginning our operations in October 2007, MTM has corrected and improved all of the

concerns identified in the audit. Specifically, MTM brought the network of transportation
providers into compliance through our screening and credentialing processes. To eliminate fraud
and abuse, we now reconcile 100% of the trips prior to payment, and added an additional layer of
' payment verification by processing daily attendance reports for all recurring transportation
appointments. The District’s program is now well-documented, with historical data collected and
reported monthly to provide DHCF with clear, concise, and easy access to program activities,
which helps determine program successes and introduce specific QA measures. We utilize on-
board cameras to identify retraining opportunities and reduce the number of reported incidents
and complaints. Similar activities based on our District success have since been introduced to
various other clients, allowing us to achieve similar QA functions throughout many of our
contracts. We will leverage this success in our MetroAccess QA operations to achieve an impartial
and highly coordinated approach to paratransit management with WMATA's Service Delivery and

Operations Control Center (OCC) contractors.

In addition to our DHCF NET contract, MTM uses similar results from other large clients to
promote company-wide success. Under our contract with the Texas Health and Human Services
Commission (HHSC) for NET services in Houston, MTM has taken great strides to improve overall
service quality by addressing complaints in a timely, effective fashion. Since beginning the program
in March of this year, MTM has greatly reduced complaints from stakeholders. To achieve this, we
looked at complaints from all angles and developed appropriate corrective actions to prevent
future occurrences. For example, one step we took in Houston was to identify service issues by
transportation provider and develop customized, focused recommended training for drivers.
During the first six months of this program, our efforts reduced complaints from 668 complaints
for 92,780 trip legs (ratio of 0.72 percent) in March to a mere 278 complaints for 65,220 (ratio of
0.43 percent) in September, below the NET industry-accepted standard of one percent.

Sample Reporting Package
In Attachment B, MTM has included a sample reporting package for WMATA’s review. This is the
standard monthly reporting suite that we provide to our NET clients, and demonstrates our ability

to collect and trend programmatic data.




Reducing Overall Complaint Rates

Through our 17 years of experience implementing new programs of various sizes and scopes, MTM
has achieved success in reducing overall complaint rates and increasing client satisfaction with our
services as compared to previous contractors’. However, during the initial transition period there
is often a timeframe during which an abnormal spike in complaints occurs. This is typical of any
significant service transition. In our experience, we have found all unusual complaint activity to be
normalized within a 90 day timeframe. After this period, client satisfaction is vastly improved with

higher satisfaction rates and lower complaint rates.

Our QA staff works tirelessly to achieve these results by performing dedicated quality
management activities on a daily basis. For example, these staff members monitor and trend
complaints by transportation provider and by medical facility, working with our internal staff,
providers, and facilities to respond to and rectify all issues immediately. This is a very effective
process that results in optimal client and customer satisfaction quickly, as demonstrated above for

the first six months of our Houston program.

100% Trip Reconciliation Process
To ensure our subcontracted transportation providers are only reimbursed for services actually
rendered, MTM conducts a 100% trip reconciliation process in our NET contracts using both
automated and manual processes. While not directly applicable to the MetroAccess QA contract,
this process demonstrates our ability to review claims data for accuracy. Transportation providers
submit billing information and review payment details electronically via our secure online system.
Within this process, in order for reimbursement to be authorized, each claimed trip must match a
completed trip and must be assigned to the transportation provider of record. Additionally, the
cost of the trip must match the cost that was agreed upon during scheduling. If the cost is based
on mileage, the mileage must match the mileage provided by our system, which utilizes GIS
software to make all mileage determinations. Our process also includes validating that the driver
and vehicle used to perform the trip are fully credentialed and in good standing. During the claims
process, all providers must submit to MTM four times for each trip leg, including:

o Scheduled pick-up time

e Actual time the vehicle arrived at the pick-up location

¢ Time the vehicle left the pick-up location

e Time the vehicle arrived at the destination










4. Page 20

MTM has indicated that QA Representatives may impose corrective action on customers or
contractors. Please describe how MTM would determine their appropriate application and how
such corrective actions would be levied. Also, please elaborate on whether this process is intended
to complement the performance incentives and/or liquidated damages stated in the RFP or
replace them. If the intent is to replace the stated performance incentives and/or liquidated
damages, please elaborate on why you consider the proposed corrective actions more likely to
achieve better performance by the OCC and Service Delivery contractors.

MTM does not typically impose corrective actions on customers; the comment regarding
corrective actions applies only to WMATA’s OCC and Service Delivery contractors. As appropriate
based on the complaint resolution, our QA Representative will determine the action to be taken.
These actions will tie back into WMATA’s requirements as delineated within the RFP; specifically,
we will suggest liquidated damages be collected from the offending contractor. This is meant only

to complement WMATA’s performance incentives and damages.

5. Page 21

MTM states that QA Representatives will offer "reliable and reasonable assistance at all times!".
Does MTM propose to have complaint management staff available 24/77 If so, please describe
staffing levels in detail.

MTM does not propose to have QA Representatives available to resolve complaints on a 24/7
basis. This statement was simply meant to say that when communicating with customers and
MetroAccess contractors, our QA Representatives will always provide reliable and reasonable
assistance. When customers call after regular business hours, they will be able to leave a voicemail
stating their issue and contact information, and a QA Representative will return the call the

following business day.

6. N/A

Please describe, in detail, MTM's proposed incident management and review processes and
procedures. Incident is defined as including, but not limited to, collisions, injuries, altercations,
iliness requiring EMS transport, and any events the FTA defines as being NTD reportable.

To ensure all incidents are resolved appropriately, MTM has a thorough investigation and
reporting process in place. In compliance with WMATA, MTM defines an incident as a collision,
injury, altercation, illness requiring EMS transport, and any other NTD-reportable event. It is our

understanding that, as the QA contractor, MTM will be responsible for investigating incidents, but

























Ensuring Staff Competency

In addition to monitoring the activities of our OCC and Service Delivery contractors, MTM has
various methods in place to monitor the performance of our own staff. For example, all staff
members undergo an annual review. During this review, the employee’s supervisor retrospectively
evaluates the employee’s performance thfoughout the past year. This allows us to identify staff
strengths and weaknesses, and recommend re-training as necessary. We will also conduct weekly

staff meetings and monthly one-on-one reviews to address any issues and goals.

Additionally, all staff are required to complete a two-week training period at the beginning of their
employment with MTM, and we conduct annual refresher training as part of the evaluation
process. Training certificates are kept in the employee’s file throughout their employment. Based
on poor performance, employees may be required to complete further re-training activities. We
will also allow our staff to continually pursue additional training opportunities that lend value to

the management of this contract.

Executive Oversight

To ensure our MetroAccess-dedicated employees have a reliable support system, MTM’s
executive leadership maintains an open door, collaborative relationship with our local operational
teams. Our corporate leadership is extremely knowledgeable in the field of transportation with
varying backgrounds to fully inform our approach. These backgrounds are relevant to this contract,
including transportation logistics and operations, ADA paratransit, quality management, and
financial management. Throughout the life of this contract, they will be available to support our
local management through any issues they may have. In particular, our President and CEO Alaina
Macia will be intimately involved throughout implementation and beyond. She will be on-site on a
weekly basis to ensure all activities are executed satisfactorily, and will further oversee the 90-day
post go-live timeframe. Other executives will also be on-site periodically to review our WMATA

activities; this is a level of dedication that other large management firms are unable to provide.

Additionally, MTM has former WMATA employees on staff, and will leverage their expertise of

MetroAccess operations to achieve optimal QA success.































e The timeliness of answering and completing calls

e Accuracy of information acquired during intake and relayed during dispatch

e Soft skills, including representative professionalism, sensitivity, courtesy, and
responsiveness to the customer’s needs

U 'Ad'herenice to profocols

e Accuracy of trip scheduling

e Satisfaction of the caller

Each of these categories will be assigned specific point scores, which will be transmitted
electronically to Transit Miner and aggregated into trended results for reporting to WMATA. We
also complete a deficiency log through which we post all performance issues for specific Customer
Service Representatives. Call center supervisors then utilize these logs to provide additional
customized coaching opportunities to Representatives; all additional re-training must be

completed within a set deadline.

In our current operations, MTM'’s threshold for Customer Service Representative performanceis a
minimum quality score of 95%; upon contract award, we will work with WMATA to develop a
satisfactory goal for this program. Other information that will be reported to WMATA and the OCC
contractor outside of overall scores may include areas for potential improvement and suggested
retraining. Specifically, we will conduct quarterly calibration meetings with the OCC contractor,
with WMATA welcome to attend as desired. Within these meetings, we will discuss in detail all call
monitoring results for the previous quarter, breaking down weaknesses and strengths of the OCC’s
overall operations. These meetings will be led by specific benchmarked performance information;
please refer to Attachment E for a sample calibration report from our current District of Columbia

operations for more information.

Outside of call monitoring, MTM will also thoroughly review customer service statistics such as
abandonment rate, average speed to answer, average hold times, average in gueue times, etc. for
adherence to WMATA’s expectations. This information will be reported to WMATA to ensure it

remains knowledgeable about its MetroAccess customer service operations. As necessary, we will

suggest liquidated damages to rectify poor performance.




21. Page 16 & Page 18

Please clarify, in detail, how you will monitor “Where is my ride?” calls. Describe how the Trapeze
Tracker Action Log will be used to identify data trends that would indicate a need for further
investigation, process improvement, or retraining.

By its very nature, Where’s My Ride calls occur due to a problem with the transportation. MTM
firmly believes that every call to this line needs to be thoroughly investigated, as customers do not
call unless service issues arise. Because every call is recorded to ensure the best customer service
experience possible, MTM’s investigation into Where’s My Ride calls will start with a review of the

customer interaction.

One of the most difficult issues during Where’s My Ride complaints is determining which party is
responsible for creating the issue. To help identify the responsible individual, for each Where’s My
Ride call we will monitor and review Trapeze Tracker Action Logs, which will document specific
details regarding the trip. From this review, we will identify common problems with Service
Delivery contractors and/or OCC Representatives that had a hand in the transportation
arrangement. Additionally, a random sampling of calls will be monitored and evaluated on a
monthly basis to identify opportunities for re-training and process improvement. Then, we can
identify any trends that point to a specific service issue. For example, if a new OCC Representative
is routinely booking trips without allowing for sufficient travel time to the appointment, we can

identify that re-training needs to occur to prevent late trips.

At all times, we will investigate late trips, improper bookings, and other performance issues from a
proactive perspective even if a customer complaint was not initiated. By doing so, we will prevent

further issues and improve overall service.




22. Page 21 & Page 26

Provide your methodology and sampling strategy, including frequency, for reviewing Service
Delivery Contractor performance. Include details on how the proposed “On-Street Monitoring”
program will complement the road supervision responsibilities of the Service Delivery
contracter{s). Also, describe how you are planning to access and use driving records of Service
Delivery personnel during the on-street monitoring. Please include details of how you would
ensure data integrity that would impact the accuracy of analyses and reporting.
As mentioned previously in Question 15, MTM’s Safety and Street Supervisors will complete on-
street monitoring forms via a handheld device. As part of this monitoring, the Supervisor will audit
a variety of performance metrics, including:

e Punctuality of the vehicle’s arrival

¢ Cleanliness of the vehicle

¢ Presence of seatbelts and shoulder belts

e Presence and correct usage of securement system

e Timeliness of the trip

e Operational safety

e Operator’s assistance with wheelchair lifts and securement devices

e Operator’s professional appearance

e Overall ADA compliance

At minimum, our Safety and Street Supervisors will monitor 35 trips, or 0.5% of total trips, on a
daily basis. Our goal is to keep Safety and Street Supervisors in the field as much as possible as
opposed to sitting behind a desk in the office. In the field, Safety and Street Supervisors will always
be available to respond to incidents and accidents. We anticipate that on a normal day, these
employees will devote at least seven hours to on-street monitoring, which is comprised of three
main activities:

1. Ride Checks: Routes will be selected on the basis of recent issues or complaints with
customer service or safety. Additional routes will be selected at random using either a
random number generator or other method sufficient to complete the day of the Safety
and Street Supervisors. Supervisors will be equipped with a copy of the selected drivers’
route sheets for the day. Then, they will shadow the drivers for a 60 to 90 minute period
observing vehicle cleanliness, proper driver uniform, driver safety and adherence to

municipal laws and WMATA requirements, and appropriate driver-passenger interaction.




@

Safety and Street Supervisors will also note pick-up and drop-off times for iater verification

of the timeliness compared to MDT records.

2. Facility Visits: In addition to ride checks, we will select major trip generating locations and
destinations to be visited by Safety and Street Supervisors. At these locations, Supervisors
will observe drivers’ arrivals and departures with regards to the same activities as noted '
above. In addition, the Supervisors will talk with passengers about their experience, as well
as ask facility staff about what they have seen and witnessed with regards to the
transportation services provided by the Service Delivery contractor. We anticipate selecting
all significant facilities at least once per month for observations. Large facilities or facilities
with continual issues will be selected more frequently.

3. Contractor Site Visits: All Service Delivery contractors will be visited by our Facility and
Maintenance Monitors at least once a month. The Monitors will inspect driver and safety-
sensitive employee files and records to ensure compliance with training and drug and
alcohol programs. The facility will also be inspected for general safety issues, and vehicle
storage protocols will be observed and reviewed. If maintenance is performed on-site,
maintenance facilities will be inspected. Additionally, vehicle condition will be observed
and maintenance records checked. Fuel storage and delivery systems will also be inspected

if present.

As part of these activities, we will also coordinate performance-based monitoring. For example, if
a Service Delivery contractor has received an increased number of complaints or service issues, we
will target that provider for more extensive monitoring. Through this method, we will obtain in-
depth insight as to where the specific issues lie and recommend potential solutions, such as driver

re-training, suspension, or termination.

We understand that Service Delivery contractors will perform their own on-street monitoring
activities, and we will avoid duplication of efforts at all costs and share results upon completion. As
an example of further coordination with Service Delivery contractors, we will utilize their records

in our monitoring activities.

Our Safety and Street Supervisors will be equipped with mobile tablets that will allow them to
access the current driver and vehicle credentialing status, including motor vehicle reports, to verify

compliance and validity of the Service Delivery contractor’s personnel.




To ensure the integrity and accuracy of the monitoring data we collect, all observations will be

compared to Trapeze data. Following the completion of monitoring, we will retrospectively
compare our evaluations to the information collected by each vehicle’s MDT such as GPS
timestamps, pick-up and drop-off times, dwell times, etc. as aggregated by Trapeze and Transit

Miner for each trip.

23. Page 50

Please describe in detail the level of analysis you intend to perform, including trend analysis and
resulting recommendations for timely and actionable corrective actions.
As part of our standard operations, MTM analyzes benchmarked performance metrics on a
monthly and annual basis. This analysis is highly in-depth in nature, and reviews a variety of
performance benchmarks and thresholds as outlined within each contract’s Quality Management
Plan. As detailed extensively within our proposal, examples of benchmarked categories include:

e Complaint and resolution rates

* Compliance audit rates

e Customer satisfaction rates

¢ On-time performance rates

¢ Missed trip rates

e Productivity rates

e Average speed to answer

¢ Vehicle inspection results

¢ Timely reporting activities

Based on the results of our analyses, MTM is able to provide timely and actionable corrective
actions for our clients to review. In Attachment F, MTM has included a sample Annual Evaluation
Report that is based on one client’s specific performance metrics and recommended actions to be
taken. Upon contract award, MTM will collaborate with WMATA to develop a similar report format

for this program.










27. Page 21

Please elaborate on how the proposed in-person monitoring of OCC staff will ensure contractor
compliance with WMATA standards and performance expectations.

Please refer to the previous Question 20 which fully outlines the in-person OCC monitoring
process, the data and results that will be reported to WMATA and the OCC contractor, and
potential representative performance goals. Through our monitoring activities and data reviews,
the thresholds for which will be based upon WMATA’s goals as stated within the RFP, MTM will
hold the OCC contractor to WMATA’s expectations.










Medical Transportation Management, Inc. (MTM) provided the name of Cheshil Consultants, Inc.
{CClI) as your subcontractor for staffing purposes. CClis a WMATA self-certified firm and is a vendor
listed in the SBLPP. However, this firm did contact SBLPP and was provided a list of 27 pages
outlining WMATA self-certified firms in the areas that they requested. Additionally, the $57,130
indicates that it is 2% of its total doliar amount. WMATA has not been advised of the total dollar
amount for the first year or the following 9 years. Therefore, WMATA would need to verify your
total doliar amount to ensure that you have met the 2% SBLPP goali for the total contract term.
Also, there is no signed “statement of intent to contract (SOTC)” between CCl and MTM indicating
that this firm is aware of their utilization on this contract and if they are in agreement. MTM would
need to provide the total amount for the first year and following 9 year s; also MTM would need to
provide a list of firms along with a signed “statement of intent to contract” between the firms for
the 5 year base period and the 5 year option period. The “statement of intent” must be signed by
both parties and to include the dollar amount for each year.




REPRESENTATIONS AND CERTIFICATIONS

Page 33, Article 7 BUY AMERICA ACT CERTIFICATION — NOT APPLICABLE

Medical Transportation Management checked both certificates, although it states not applicable. - Please
leave both certificates blank and resign the form and resend immediately.






Quality Assurance

Response to Clarification

Submitted by

Medical Transportation Management, Inc.

October 10, 2012
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Completed Trip Legs by Trip Reason Code

[Reason Code J 1 Trip LegsjE ] Percent of All ]| Total Milesj }Average Miles

40  |OB/GYN Services || 1,492||  16.19%!| 14,090 9.44|

148 |Pediatric Services || 1,213 11 13.16%] | 9,888 | | 8.15|

53 |Drug Rehabilitation || 1,197 || 12.99%|| 14,193 | 11.86|

68 [Specialist ' ] 928 || 10.07%|| 14,296 | 15.40]

36 [Hospital Visitation | 7871 8.54%|| 18542|] 2356

" 23" [Primary Care Physician_ Tl el esew[ sose|[ 1039
29 _ [Counselor, Psychologist, Social Worker || s78][  e27%|| 8151 1410

28 ‘lpsychiatist | 458]]  497%| 6579||  14.36]

13 |Dental Services Il 431]| 4.68%| | 6,238] | 14.47|

110 |Hospital - Discharge i 302 | 3.28%| | 2,150 | 7.12]

|99 }WIE Appointments-During Pregnancy ‘ | 215 | | 2.33%| { 1,539 ‘ [ 7.16]

122 |Physical Therapy 11 184 | | 2.00%) | 2,505] | 13.61|

42 [Radiology Services (i.e. - X-Rays) ) 1 167 || 1.81%! | 2,221 13.30]

‘ 1.11%] | 1,757 | | 17.23)
0.87%||  1,384]| 17.30|
o7t%|[ s40][ 83

194 ISpeech Therapy || 102

112 Hospital - Outpatient Services | 80

lopticat s

18 [mmunizations [ o 059%||  e.[[ 1159

l
|
|
. |Atcohol Abuse Evaluation To Enter Treatment L osew|| st 1.5
|
|
|
|

2

4 |Podiaty g 043%|[  e07||  15.18|
[Laboratory Services | 39 0.42%] | 346 | 8.67]

0.34%| | 494 || 15.94|

0.22%| | 148 | | 7.39)

0.21%| | 122 | 6.41|

iTransportation To An Urgeht Care Facility | | 31

: iMammOgram | | 20

21 " |Pharmacy || 191

Sample State Plan " (f' N\TM



Completed Trip Legs by Trip Reason Code

;Reason Code ] I Trip Legij’ | Percent of All ) | Total Miles | ]Average Miles}
196  |SSI Determination Medical Appointments || 18| 0.20%] | 229 | 12.74
15 |Occupational Therapy ' || 17| 0.18%||  308]] 18.02|
i7NOM‘ |Eaucatidh'/0utreachvPrograhis - H 15 H 0.16%H 169} | 11.27|
|9 [Hospital - Inpatient Services/Admission || 12 || 0.13%| | 179 | 14.91]
[34  [Chemotherapy 1 12| 0.13%) | 84] | 6.97!
" |47 Vision/Hearing Screenings 2] oasw|[ 1es][ 1369
56 _[Lamaze Ciasses (Or Similar Birthing Ciass)  |[ 121 oas%|  201][ 677
L 1l oa2wl| 133]] 1208
20 |Pain Management i 11| 0.12%] | 238 | 21.59]
43 [Transplant Services Il 10| 0.11%] | 554] [ 55.36|
133 Diabetic Supplies And Education il 6! 0.07%| | 58] | 9.72]
58 _ |Ophthamologist I 6| 0.07%|[_ e2][  10.2§]
72 |[Emergency Room-From 1 5] 0.05%] | 24| 4.78|
141 [Radiation Treatments il 4] 0.04%)| | 35] | 8.75|
27 |Prosthetic i 4| 0.04%| | 94| 23.57]
w8 [HearngAids [ 4 ooaw[  a2][ 1051
Sl pEbss T Al e[ e[ s
66 [Weight Control Programs || al[_ oow[  s1]] 1275
3|
21|
2|
1]

I "f,:.l l"ﬁf‘ff S

161 _ [Transportation From An Urgent Care Facility

25 |PrenatalServices || g C0.02%|| 3|l 134

0.02% | 25| 12.43|
0.02%| | 25| 12.28]
0.01%| | 18] 1561

& |Durable Medical Equipment |
81 |Alcohol Rehabiitation |

1S

el iD“rUQ Abuse Evaluation To Enter Treatment | |

Total 9,214 100.00%|| 115,289 | 12.51
| , [ 115,289 |

Sample State Plan (7p MIM






Total Cost by Trip Reason Code for Completed Trips

Beason Code ] [ Total Cost Per Leg Cost [ Percent of Al |
40 |OB/GYN Services || $17,881.74 §| $11.99 || 15.49%)
|48 ' |Pediatric Services || $1513091 ||  $12.47 || 13.11%)
I8 [Specialist || $13,396.91 ||  $1444 ||  11.61%|
153 ' |Drug Rehabilitation || $11,617.49 || $9.71 || ' 10.06%)|
136 [Hospital Visitation | $8,099.34 ||  $10.29 || 7.02%)|
) 23 |primary Care Physicen ~~ |[  $758151 | $1294 1|  657%
3 [DentalServices i $7,27285 || $16.87 || 6.30%)|
28 |Psychiatrist [ se901.20 [ 81507 e Ms@é?/;]
[29 [Counselor Psychologlst Socral Worker | { $6,675.71 [ 81155 || 5. 785/;}
|10 [Hospital - Discharge [ $5,670.30 || $18.78 || 4.91%]
[42  [Radiology Services (i.e. - X-Rays) || $2,591.49 ||  $15.52 || 2.25%)
22 [Physical Therapy | $2,453.16 || $13.33 |[ 2.13%)
99 [WIC Appointments-During Pregnancy | $2,210.59 || $10.28 || 1.92%]
113 [Immunizations L $988.68 ||  $18.31 || 0.86%|
112 [Hospital - Outpatient Services i $969.19 || $12.11 || 0.84%)
[17_ [Optical [ $728.70 || $11.21 | 0.63%]
T [ e[ s oo
> |'6O [Transportatuon To An Urgent Care Facuhty - | [ » $60346 f | $19 47 ; | 0 52%|
ﬁ Alcohol Abuse Evaluatuon To Enter Treatment » | [ 7 7 $41600 H $8 00 I{ ' ‘70 éé%f
[7’6 , |Educat|on/Outreach Programs I [ o $37077 ]l,,, $24 72 H o 32%}
#94 ; [épeech Therapy | [ $337.86 || $3.31ﬁ{ ! 0.29%.
I" [SSI Determination Medlcal Appomtments I l $325.76 ; [ $18.10 || ] 0. 28%5
[14 |Laboratory Services | $302.02 || $7.74 || 0.26%
|61 [Transportatron From An Urgent Care Facmty | [ $283.73 | | $25.79 | i j '0,25%§

9 |Hospital - Inpatient Services/Admission A $268.07 || $22.34 || 0.23%

Sample State Plan v f( ' MTM
























Top 5 Pick Up and Drop Off Locations for Completed Reservations

Pick Up Location: SS, Lake Town
2,137

Reservations

Total Reservations:
Dropped Off At

- SS, Lake Town 1515
- 88, New Town 607
- 88, Little Place 7
- S§, Eastland 4
- S8, West Town 1
- 88, Saint Town 1
- SS, East Town 1
- SS, Happyville 1

Pick Up Location: SS, New Town

Drop Off Location: SS, Lake Town

Total Reservations: 1,938
Dropped Off At Reservations
- SS, New Town 1142
- S8, Lake Town 754
- SS, Little Place 36

- S§, Eastland
~-SS,RiversEdge 2

Pick Up Location: SS, Little Place
Total Reservations: 367
Dropped Off At Reservations
- SS, New Town 223
- S8, Little Place 113

Total Reservations: 2,399
Picked Up From Reservations
- 8§, Lake Town 1,615
- SS, New Town 754
- 88, Eastland 53
- 8§, Little Place 25
- S8, Happyville 21
- 88, West Town 8
- S8, Metropolis 7
- S§, River's Edge 7
- 88, Saint Town 5
- 8§, East Town 3
- 8§, Olde Town 1

Drop Off Location: SS, New Town

Total Reservations: 2,173
Picked Up From Reservations
- 8§, New Town 1,142
- 88, Lake Town 607
- SS, Little Place 223
- SS, Metropolis 74
- §S, Eastland 71
- SS, River's Edge 38
- 88, Saint Town
- SS, East Town 4

Sample State Plan




Top 5 Pick Up and Drop Off Locations for Completed Reservations

- 8§, Lake Town 25
- SS, River's Edge 5
- SS, East Town 1

Pick Up Location: 8S, Eastland

- 88, West Town
- S8, Happyville
- SS, South City

Drop Off Location: S8, Little Place
Total Reservations:
Picked Up From

210

Reservations

Total Reservations: 148

Dropped Off At Reservations
- SS, New Town 71

- 8§, Lake Town 53

- SS, Eastland 16

- 88, Saint Town 5

- 85, Metropolis 1

- SS, Olde Town 1

- 8§, Little Place 1

Pick Up Location: SS, Metropolis

Total Reservations: 127

Dropped Off At Reservations
- 8S, New Town 74
- 85, Metropolis 41
- 8§, Lake Town
- SS, Happy Town
- S8, North City
- §S, Big County
- NS, River City

a A NN

- SS, Little Place 113
- SS, River's Edge 38
- SS, New Town 36
- 8§, East Town 13
- S8, Lake Town 7
- SS, Happyville 1
- SS, Eastland 1
- 88, Saint Town 1
Drop Off Location: SS, Metropolis
Total Reservations: 44

Picked Up From

Reservations

- SS, Metropolis 41

- 8§, West Town 2

- 8§, Eastland 1
Drop Off Location: SS, Eastland

Total Reservations: 31

Picked Up From

|

i
Reservations i

Sample State Plan



Top 5 Pick Up and Drop Off Locations for Completed Reservations

- 8§, Eastland 1
- 88, Saint Town
- SS, New Town
- SS, Lake Town

E
|
i
|
- S8, West Town ]

N D A O]

Sample State Plan (f’ MIM






Attachment C



. Page: Flle Code:
MM Fe
- F MedcalTransportation : : ) .
L. Memagement, Inc. Effective Date: Revision Issue Date:
18/23/2001; 3/12/2012
CORPORATE POLICY
Subject: Authorized by:
Reporting and Handling of Accidents/Incidents President/ CEQ
Applicability: Department:
IMTM Corporate lQuality Management

I.  PURPOSE

[To define a process for handling, documenting and reporting information relating to accidents
and incidents involving members.

iI.  POLICY

|All information regarding accidents and incidents will be maintained, handled and reported
according to MTM established policies and procedures.

Definitions:

Client: refers to the customer contracted with MTM to handle the transportation benefit offered
fo their covered population.

Member: refers to the population served by MTM Clients. Often referred to as participants,
beneficiaries, clients, members and other terms, for MTM purposes, member is being used as a
standard meaning for the Client’s covered population

Accident: Any mishap involving a subcontracted transportation provider’s vehicle and a
recipient. This includes, but not limited to a fender bender, blown tire, etc.

Incident: Any non-vehicular mishap involving a recipient while in the care of a MTM
transportation provider. This includes, but not limited to the passenger falls while trying fo enter
the vehicle, a passenger falls while walking to the vehicle, etc.

Serious Accident/Incident: Any report of death, allegation of abuse, including sexual
misconduct, neglect, serious physical injury, improper use of restraints, suicide attempt or threat
and missing person.

. RESPONSIBILITY

1. ‘All accidents/incidents are reported directly to the Quality Management Department (QM).
Reporting timeframes shall be as follows:
a. All accidents/incidents considered an “Internal Alert” shall be reported by the
Caompliance Auditor to MTM'’s General Counsel, Manager, Quality Management,
Network Management Manager, Client Services designee and Client immediately.
b. All other accidents/incidents shall be reported to the appropriate parties in
accordance to the contractually obligated timeframe.

Policy #408 Reporting and Handling Accidents/Incidents
Department: IQuality Management
MTM Proprietary Document
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Attachment E
























General Observations and Recommendations

Areas of Excellence:

e  While monitoring calls, the Quality Support Coaches have noticed DC CSRs are very knowledgeable and have
good problem solving skills.

e  While monitoring calls, the Quality Support Coaches have noticed DC CSRs are completing fully compliant
greetings on a vast majority of calls.

e  When it comes to offering GMR and bus passes, CSRs in the DC CSC have no issue doing so.

Areas of Opportunity:

e While monitoring calls, the coaches noticed DC CSRs are not completing full closings (offering further assistance,
questions/changes, and thank you for calling).

e The Quality Coaches have noticed CSRs failing to verify the caller’s information before disclosing protected

information (3.1).
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2012 MTM Quality Management Program Annual Evaluation
XYZ Health Plan

The purpose of an Annual Evaluation of the 2011 Quality Management Program is to do an
analysis of the measurable activities and processes performed throughout the year. The evaluation
is a means to assess outcomes, discover areas where adjustments and improvements can be made
and an overall performance measurement tool for the corporation as a whole.

Within this document, you will find results to measureable goals listed in the 2011 Quality
Management Program.

Strategies

(page 4)

The following strategies are employed to achieve QMP objectives:

Oversight of Customer Service Centers

The Call Center Leadership Team has an objective of 15 scored observations per Customer Service
Representative {CSR) per month.

RESULT:

The entire team of staff doing the call monitoring (Quality Support Coaches) was moved from the
Call Center into the Quality Management Department in 2011. All functions related to the
monitoring of calls and scoring the Customer Service Representative (CSR) staff is now under the
direction of the Manager of the Quality Management Department. As the function of monitoring
performance by the CSRs is purely about Quality, it was ideal to move the group under the Quality
Management Department. In the Quality Management Department, the Quality Support Team has
one focus and that is the quality of the performance by MTM CSRs to ensure members and Clients
receive the best possible service from MTM.

The objective for 2011 was to observe fifteen (15) calls per CSR per month. Originally that
objective was to be lowered in 2011 but with additional staff, the Call Center management was
confident the objective of 15 calls per CSR per month could be met. While moving the Quality
Support Team under the Quality Management Department has proved tc be an overall good
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Transportation Provider Site Reviews

(page 5)

RESULT:

In 2011, seven (7} transportation providers servicing XYZ Health Plan had on-site visits from MTM
Network Management staff. The majority of the transportation providers used to service XYZ
Health Plan are based in Pennsylvania and are under a Letter of Agreement arrangement with
MTM. These transportation providers are regulated by the Public Utility Commission (PUC) of
Pennsylvania and are not governed by MTM rules and regulations because MTM has no ability to
over-ride or require beyond what the PUC requires of the transportation providers. Please see
brief explanation of the PUC below; it is taken directly from the Pennsylvania Public Utilities
Commission website at http://www.puc.state.pa.us/.

The PUC regulates motor carriers that transport property, passengers or household goods as well
as brokers of passenger transportation between points in Pennsylvania for compensation. Property
carriers (e.g., trucking companies) and charter bus carriers (seating capacity of more than 15) are
regulated for safety and insurance requirements only. Other passenger services and household
goods carriers (moving companies) are regulated regarding rates, geographical area, customer
service, safety and insurance. Currently, there are approximately 7,500 carriers and passenger
brokers operating in Pennsylvania under the rules of and regulations of the PUC.

Transportation service companies operating within Pennsylvania are required to be licensed by the
Public Utility Commission, maintain adequate insurance coverage, charge fees approved by the
PUC and adhere to the commissions driver and vehicle safety regulations. Companies must also
comply with certain standards regarding service set by the commission such as:
*  Providing service upon demand, regardliess of the distance of the trip;
» Taking the shortest route to the requested destination;
* Charging a fare based on an approved flat rate, odometer mileage, a meter readinig or in
accordance with zones;
*  Posting rates inside vehicle;
*  Providing a receipt upon request;
*  Ensuring passenger area and trunk are clean and sanitary;
* Ensuring vehicle meets all Pa. equipment and inspection standards; and
= Marking vehicle with the name of the company, the PUC number (PUC A-#), and a vehicle
number.
*  Ensuring meter is sealed.
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Public Utility Commission Enforcement Officers conduct vehicle inspections throughout the year to

ensure they are safe and clean, drivers are properly licensed, and companies are providing
reasonable service. Insurance coverage is also monitored to ensure it remains in effect. A company
failing to meet the commission’s driver, vehicle and service standards may be subject to fines
A and/or loss of its operating license.

With the PUC monitoring all those things that MTM would usually monitor regarding a
transportation provider, MTM feels confident in the PUC regulating the transportation providers
being utilized by MTM for XYZ Health Plan.

Method Audit Schedule -

On-site Visit Annually or per contract

Transportation Provider Credentialing/Re-credentialing

(page 5)

RESULT:

As with the above, the PUC regulates every aspect of the transportation providers servicing XYZ
Health Plan. MTM has no authority to require anything above and beyond what is required by the
PUC. MTM feels confident in the PUC regulating the transportation providers being utilized by
MTM for XYZ Health Plan. With this being said, MTM did, however, meet with seven (7)
transportation providers that service XYZ Health Planin 2011.

Method Audit Schedule ;

Recredentialing Annually or per contract

External Fraud & Abuse Review

(page 6)

RESULT:

As with the above, the PUC regulates every aspect of the transportation providers servicing XYZ
Health Plan. MTM has no authority to require anything above and beyond what is required by the
PUC. MTM feels confident in the PUC regulating the transportation providers being utilized by
MTM for XYZ Health Plan.
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Question #

Section/Page

Clarification

Past Performance page 4

Please describe in detail how MTM’s past experience has prepared it to successfully take on
quality assurance tasks of the size and scope as those associated with MetroAccess,
including the in-depth and highly analytical review of operational data of other independent
contractors. Please describe the "lessons learned" in other contracts that will directly benefit
WMATA. As a QA contractor, MTM will be responsible for developing a number of detailed
reports specific to MetroAccess. Please provide sample operational data reports developed
for other MTM clients. Provide detailed information including timeframes for reducing your
overall complaint rate and increase in client satisfaction with your firm's services. Finally,
please explain your 100% trip reconciliation process.

Past Performance page 4

What is MTM's historical employee turnover rate by contract, by year and by staff position for
all similar contracts?

Page 19

MTM has indicated that they wish to propose a new customer No Show suspension penalty
process. Please explain how this will provide greater benefit to MetroAccess than the
current suspension process as described in the RFP.

Page 20

MTM has indicated that QA Representatives may impose corrective action on customers or
contractors. Please describe how MTM would determine their appropriate application and
how such corrective actions would be levied. Also, please elaborate on whether this process
is intended to complement the performance incentives and/or liquidated damages stated in
the RFP or replace them. If the intent is to replace the stated performance incentives and/or
liquidated damages, please elaborate on why you consider the proposed corrective actions
more likely to achieve better performance by the OCC and Service Delivery contractors.

Page 21

MTM states that QA Representatives will offer "reliable and reasonable assistance at all
times". Does MTM propose to have complaint management staff available 24/77 If so,
please describe staffing levels in detail.

Please describe, in detail, MTM's proposed incident management and review processes and
procedures. Incident is defined as including, but not limited to, collisions, injuries,
altercations, ililness requiring EMS transport, and any events the FTA defines as being NTD
reportable.

Page 24 & Page 50

What methods/techniques/statistical analyses will be used to review, evaluate, and report on
performance data, including reconciliation process review with respect to WMATA
performance standards resulting in incentives and/or liquidated damages being paid or
assessed? Please clarify the sampling methodology you would use to ensure the validity of
the data.

Page 24 & Page 50

Considering the massive amount of data captured by Trapeze and by field monitoring, which
operational data will be reviewed and how? What data points will be examined and how?
How will appropriate sample sizes be determined? What frequency does MTM propose on
which the reviews will be performed? What staff position(s) will be assigned to each review?

i Page 28

MTM proposes the same total number of staff as was noted in the RFP as currently
performing QA functions along with other duties outside the QA function. Please detail the
benefit to WMATA of the proposed QA staffing plan. Please include the skill sets you feel
are needed to perform the various Quality Assurance positions proposed. How will your firm




ensure the competency of staff during the entire contract period? Please provide additional
detail concerning executive oversight of the project team.

10

Page 43

Who will maintain MTM's fleet? What are their qualifications?

11

Page 45

WMATA has at times been unsatisfied with Spider due to the tool's performance and the
responsiveness of its developer. Please explain how WMATA will not encounter the same
difficulties with Transit Miner. Also, please describe how Transit Miner will be integrated with
the applications identified in Part 1ll, Section 5.4 of the RFP, and will provide better data
access and reporting capabilities than Spider. Compare and contrast as necessary with
Spider software. In addition, please describe how the Transit Miner data will be reconciled
with data reported by the OCC and Service Delivery contractors.

12

Page 46

WMATA requires extensive documentation and document retention. Please provide further
detail for how the scanning of hard copy documents will be accomplished. Please describe
your proposed filing system, and describe the method by which WMATA staff might recall
specific documentation when needed.

Attachment D

It appears as though MTM has not scheduled its transition-in to be complete until September
2,2013. Please explain how MTM will provide all required QA services no later than the
contract start date of July 1, 2013. Please provide a detailed explanation of the differences
expected in the QA role as opposed to your previous operations start-ups.

14

Attachment A

Please describe how this hardcopy form is translated into reportable, electronic data.

15

IR

Attachment B

Please describe how this hardcopy form is translated into reportable, electronic data.

16

Attachment C, James
Sackor

Please describe how this candidate meets the requirements set forth for the General
Manager position in the RFP.

17

Attachment C, Janet
Marcec

Please describe how this candidate meets the requirements for the Quality Assurance
Manager position set forth in the RFP. Please provide additional detail regarding the
analytical skills of this candidate.

18

Page 20

Your proposed process for investigating complaints is to “contact the applicable contractor(s)
to obtain their view of the complaint.” Please describe in detail how you would use only the
tools in Trapeze to perform an independent investigation.

19

Throughout

During the review of your firm's proposal, WMATA noticed grammatical and typograpnical
errors. Please detail the process you would follow to ensure that reports and other
documents prepared for WMATA as part of the Quality Assurance services would not contain
the same types of issues.

20

Page 10

Please clarify, in detail, how you will monitor OCC activities and what will be reported to
WMATA.

Page 16 & Page 18

Please clarify, in detail, how you will monitor “Where is my ride?” calls. Describe how the
Trapeze Tracker Action Log will be used to identify data trends that would indicate a need for
further investigation, process improvement, or retraining.

22

Page 21 & Page 26

Provide your methodology and sampling strategy, including frequency, for reviewing Service
Delivery Contractor performance. Include details on how the proposed “On-Street
Monitoring” program will complement the road supervision responsibilities of the Service
Delivery contractor(s). Also, describe how you are planning to access and use driving
records of Service Delivery personnel during the on-street monitoring. Please include details




of how you would ensure data integrity that would impact the accuracy of analyses and
reporting.

23

Page 50

Please describe in detail the level of analysis you intend to perform, including trend analysis
and resulting recommendations for timely and actionable corrective actions.

24

Page 4 & Page 57

Please explain, in detalil, your understanding of how MetroAccess’ QA needs are currently
being met and how you will meet the requirements of the QA model presented in the RFP.

25

N/A

Please provide a detailed plan for timely review of invoices submitted by other contractors,
including those steps taken to ensure the accuracy and completeness of the invoices.

26

N/A

There are a number of monthly public meetings and outreach events that occur after regular
business hours. Customer feedback at these public meetings includes customer feedback
on MetroAccess service, commendations, and complaints that require on-the-spot comment
and follow-up investigation and response to customers. Please indicate how these meetings
will be staffed, how your staff attending these events will be trained, and how your firm’s
participation will be coordinated with MetroAccess management.

I

27

Page 21

Please elaborate on how the proposed in-person monitoring of OCC staff will ensure
contractor compliance with WMATA standards and performance expectations.






