WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY
SUPPLY AND SERVICE CONTRACT RFP CQ12169/KAM

REPRESENTATIONS AND CERTIFICATIONS
(NON-FEDERALLY FUNDED SUPPLY/SERVICE/CONSTRUCTION CONTRACTS)

REPRESENTATIONS

Instructions: Check or complete all applicable boxes or blocks on this form and submit it with your offer.

1.

TYPE OF BUSINESS ORGANIZATION

By submission of this offer, the offeror represents that it operates as [ ] an individual, [ ] a partnership,
[ 1 a limited liability company, [ ] a joint venture, [ éa nonprofit organization, or [X] a corporation,
incorporated under the laws of the State of Marylan .

AFFILIATION AND IDENTIFYING DATA
Each offeror shall complete (a), (b) if applicable, and (c) below, representing that:

(@) It [X]is, [ ]is not, owned or controlled by a parent company. For this purpose, a parent
company is defined as one which either owns or controls the activities and basic business
policies of the offeror. To own another company means the parent company must own at least
a majority, i.e., more than 50 percent, of the voting rights in that company. To control another
company, such ownership is not required; if another company is able to formulate, determine or
veto basic business policy decisions of the offeror, such other company is considered the
parent of the offeror. This control may be exercised through the use of dominant minority
voting rights, use of proxy voting, contractual arrangements or otherwise.

(b) If the offeror is owned or controlled by a parent company, it shall insert in the space below the

name.and main office address of the parent company:
Veolia Environnement

Veolia Transport

Name of Parent C
32058 Avente Kl Lber

75016, Paris France
Main Office Address (including ZIP Code)

(c) If the offeror has no parent company, it shall provide in the applicable space below its own
Employer's Identification Number (E.LLN.}, (i.e., number used on Federal Tax Returns or, if it has
a parent company, the E.I. No. of its parent company).

*The SIREN number for VE (French equivalent to EIN) is 403 210 032

Offeror E.I. Number:52-1493194or, Parent Company's E.l. Number: _*
(d) If a Data Universal Numbering Systems (DUNS), number has not been established for the

address entered on the Solicitation, Offer, and Award Form, the Authority will arrange for the
assignment of this number after award of a contract and will notify the Contractor accordingly.

CERTIFICATIONS

COVENANT AGAINST GRATUITIES

By submission of this offer, the offeror certifies, and in the case of a joint offer, each party thereto
certifies as to its own organization, that in connection with this procurement;

Neither it nor any of its employees, representatives or agents have offered or given gratuities (in the
form of entertainment, gifts or otherwise) to any director, officer or employee of the Authority with the
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view toward securing favorable treatment in the awarding, amending, or the making of any
determination with respect to the performing of the contract.

CONTINGENT FEE

By submission of this offer, the offeror certifies, and in the case of a joint offer, each party thereto

certifies as to its own organization, that in connection with this procurement:

(a) It { ] has, [X] has not, employed or retained any company or persons (other than a full-time,
bona fide employee working solely for the offeror) to solicit or secure this contract, and

(b) 't [ ]has, [¥X] has not, paid or agreed to pay any company or person (other than a full-time,
bona fide employee working solely for the offeror) any fee, commission, percentage, or
brokerage fee contingent upon or resulting from the award of this contract.

CERTIFICATION OF INDEPENDENT PRICE DETERMINATION

(a) By submission of this offer, the offeror certifies, and in the case of a joint offer, each party
thereto certifies as to its own organization, that in connection with this procurement:

(1) The prices in this offer have been arrived at independently, without, for the purpose of
restricting competition, any consultation, communication, or agreement with any other
offeror or with any other competitor, as to any matter relating to such prices;

(2) Unless otherwise required by law, the prices which have been quoted in this offer have
not been knowingly disclosed by the offeror and will not be knowingly disclosed by the
offeror prior to the opening of bids (in the case of a sealed bid solicitation) or prior to
award (in the case of a negotiated procurement), directly or indirectly, to any other
offeror or to any competitor; and

3) No attempt has been made or will be made by the offeror to induce any other person or
firm to submit or not to submit an offer for the purpose of restricting competition.

(b) Each person signing this offer certifies that:

O] He or she is the person in the offeror's organization responsible within that organizatidn
for the decision as to the prices being offered herein and that he/she has not
participated, and will not participate, in any action contrary to (a)(1) through (a)(3)
above; or

(2) He or she is not the person in the offeror's organization responsible within that
organization for the decision as to the prices being offered herein, but that he/she has
been authorized in writing to act as agent for the persons responsible for such decision
in certifying that such persons have not participated; and will not participate, in any
action contrary to (a)(1) through (a)(3) above, and as their agent does hereby so certify.

NONDISCRIMINATION ASSURANCE

By submission of this offer, the offeror certifies, and in the case of a joint offer, each party thereto
certifies as to its own organization, in connection with this procurement that it will not discriminate on the
basis of race, color, creed, national origin, sex, age in the performance of this contract. The offeror is
required to insert the substance of this clause in all subcontracts and purchase orders. Failure by the
contractor to carry out these requirements is a material breach of this contract, which may result in the
termination of this contract or such other remedy as the Authority deems appropriate. The offeror further
agrees by submitting this offer that it will include this certification, without modification, in all
subcontracts and purchase orders.
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Please clarify your diversity recruitment plans/efforts.

Please clarify whether the amounts shown in the tables are employer or
employee paid benefits.

If the amounts represent total costs, what percentage of the amounts
shown are employer paid?

What percentage of the current staff do you expect to hire?

What is your past experience with locating qualified staff? How long does
it typically take to find qualified staff?
What is the average turn-over ratio for your three largest contracts?

What is your disciplinary process for operators? Does it vary by type of
violation, i.e., policy versus traffic?

Please detail the MetroAccess specific components that will be integrated
into your training curriculum.

Please provide sample training materials.

Will all paper maintenance records be stored in the EDAS?

Please describe your safety plan for MetroAccess service.

The response is not detailed. Please provide a detailed plan for how these
processes will be accomplished. Also, please explain how any violations
will be addressed.

Please provide COOP and Facility Safety and Emergency Preparedness
plans.

The Notification Process does not list notification of the OCC. Will Veolia
notify the OCC within 15 minutes of all incidents as required in the RFP?

Please provide recent sample performance data from your three largest
contracts.

You indicate that 21% of scheduled MetroAccess trips are never taken and
state that you believe this is due to a lack of customer confidence in
service delivery. Please describe how this figure was derived and how
your conclusion was reached including all assumptions considered in
formulating your conclusion.

Please detail your process to investigate, manage and resolve complaints.

The response lacks detail. Please provide a detailed plan for how Veolia
will plan for, operate in, and recover from the types of severe weather that
can be expected in the DC metropolitan area.

Your proposal for IT staffing includes a totals of six FTEs and 24/7
coverage. Please elaborate on the skill sets for these FTEs and the
recruitment process to fill them. Include relevant best practices
discussions.

Please explain why a customer survey program, mystery rider program,
etc. were included in your proposal when these activities were included as
part of the QA contractor scope of work.

The CDRL requests your plans for interfacing with a separate QA
contractor. The proposal provides multiple pages of your internal QA
processes, but little or no information that was requested. Please address
the RFP requirements regarding this interaction. Interactions with third
party QA contractors associated with other service delivery contracts may
also be included.

Please detail how you will ensure that the QA contractor has access to all
records and other information necessary to investigate incidents or
complaints.
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Please provide additional detail as to how you will interface with the OCC
contractor to ensure all trips are completed and service standards are met.

Please identify the staff member(s) responsible for each of the tasks listed
in the Gantt Chart.
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SERVICE DELIVERY - Volume Il - Technical Proposal

Executive Summary

Introduction

WMATA’s planned transformation of
MetroAccess from a brokerage
model where one company is
responsible for managing and/or
providing all service to the multiple
provider and split call center model
represents a fundamental shift in
the way MetroAccess will operate.

However, it is a positive shift. First,
by involving more providers in the
program, WMATA will be able to
command a greater pool of potential
resources at times when the
program is growing and/or when the
need arises. Second, by allowing : ‘

multiple firms to participate, WMATA will be allowing the same spirit of professional
competition that drives innovation and product differentiation within our economy to drive
safety and service reliability within the MetroAccess system. Finally, by separating out
Quality Assurance, call center and service provider functions, WMATA will be enabling
more firms to participate as proposers, thereby increasing the potential for very high
quality and cost effective proposals.

Although the reasons for and the likely results of making this fundamental shift are
positive, there are a handful of major firms and a number of smaller ones vying to
operate a portion of MetroAccess service. As a result, WMATA has a very challenging
set of choices to make regarding which firms to hire and for which roles. In this proposal,
we will introduce Veolia, our approach to the work, our local, regional and corporate
teams, our processes and technologies and our plans for affecting a smooth transition.
However, we want to start with what we believe makes Veolia the right choice to serve
as WMATA's MetroAccess Operations Control Center provider.

Safety First! — Service Always!

There is no amount of cost savings or service quality that can offset the importance of
safety. Recognizing this fact, Veolia will never compromise on the requirement to
operate safely. Safety is our first priority to you, to our customers and to ourselves.
Even though we will not be transporting riders, the way we do our work as the
MetroAccess OCC provider will help to ensure the safety of your riders. From our
perspective, safe operations depend on accurate trip information, realistic vehicle
schedules, professional Dispatchers, calm and professional management of service
interruptions and emergencies, and responsive service to providers. Veolia is committed
to delivering all of these service elements to you, to the QA contractor, to the service
delivery providers and ultimately, to your riders.

Veolia Transportation Is a Veolia Transdev company @ VEOUA TRANSDEV
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Veolia Offers Experience

Although Veolia is new to the MetroAccess project, we operate paratransit in
approximately 50 locations across North America, including some of the most highly
respected paratransit systems in the country. In some locations, we operate turnkey
systems where we perform eligibility certification, reservations and scheduling, dispatch,
operations and customer service. In others, we broker service to subcontractors and taxi
providers. In others, we operate service on the street, either as a subcontractor or as a
contracted provider.

The RFP did not ask providers to summarize any relevant projects. However, we are
providing brief descriptions of three Veolia locations that demonstrate our ability to
deliver exceptional reservations, scheduling and dispatch services.

East Bay Paratransit

Since 1995, Veolia has served as the Transportation Broker for a Joint Powers Authority
between thee Alameda-Contra Costa Transit District (AC Transit) and the San Francisco
Bay Area Rapid Transit District (BART), which provides ADA paratransit services
throughout the East Bay Region near San Francisco.

As the Broker, Veolia is_responsible for conducting all ADA paratransit eligibility
certifications, for accepting trip requests and scheduling trips, for provider selection and
management, for monitoring of on-street operations, for the acceptance and resolution of
customer concerns and for all billing and reports.

Program Highlights

Our 16 years as the Paratransit Broker in Oakland (which includes two renewals of this
contract) demonstrate our ability to address the concerns and priorities of two clients
who have high expectations for the program and for us as its Broker. We have
simultaneously improved on-time performance and productivity through improved
scheduling practices and better provider management.

Relevance to WMATA and the MetroAccess Program

> Veolia is responsible for reservations, scheduling, dispatch management,
provider oversight, customer service and generating performance reports,
invoices and reports.

> Processing of more than 3,000 calls per average weekday — The call center is
open during all service hours.

> Assignment of trips to multiple providers and daily re-optimization of vehicle
tours.

> Resolution of same-day calls regarding service.

> Acceptance and resolution of service complaints, including complaints about
service operated by provider subcontractors.

Veolia Transportation is a Veolia Transdev company @ VEOUA “fRANSOEV
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SERVICE DELIVERY - Volume Il -~ Technical Proposal

North American Operating Locations

The map on the following page is intended to demonstrate the depth of our
transportation operations and management experience throughout North America. Each
of the dots on the map represent a project, a client, customers and a community which
Veolia is serving, and we are proud of each and every one. Therefore, we are also
including a complete client contact list in the proposal appendices. We invite you to
contact any or all of our current clients to learn more about our passion for safety and
our willingness to do whatever it takes to deliver high-quality, reliable and cost effective
service.
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ADA Knowledge

One area where Veolia Transportation sets the standard for other companies to follow is
in our knowledge of and experience with the delivery of transportation services for
people with disabilities and our philosophy towards this service. In every public transit
project we operate or manage, the needs of people with disabilities and maintaining ADA
compliance are key aspects of our operating policies and procedures, staff training and
performance monitoring.

Veolia Transportation is a Veolia Transdev company @ VEOLIA TRANSOEV
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Veolia Dashboard

In addition to the reports we will be expected to provide as the MetroAccess OCC
provider, Veolia will generate additional data through our Veolia Dashboard, a web-
based company system that tracks, compares and reports key operational and safety
performance indicators (KPI's) for each Veolia project and region. Over the short term,
Veolia Dashboards help us to track our performance on the key metrics that drive
service safety, quality and cost, to identify trends early and to take corrective actions
quickly. Over the longer term, Veolia Dashboards help managers and employees
understand how factors such as on-time performance, employee attendance, labor
utilization, accidents, injuries and customer complaints impact system performance, and
over time, this improved understanding will translate into continuous improvement for
WMATA and for your MetroAccess riders.

Standing alone, Veolia Dashboards give our managers very powerful tools for monitoring
and managing service safety, cost and quality. However, when integrated with Trapeze,
VDS and Veolia Vision (as it will be here), Veolia Dashboards stand as one of the best
performance monitoring technologies available.

Veolia Vision

Veolia is proposing our proprietary Veolia Vision system to enhance the dispatch
center’s effectiveness. Vealia Vision is a customized application that is fully integrated
with Trapeze. The application has enhanced effectiveness when used in conjunction with
MDTs/AVL.

The on time performance screens can be displayed on wall mounted monitors in the
dispatch center and made available via a browser for monitoring by off-site personnel.
The monitor allows the user to “drill down” into specific hour time periods to see
individual late trips in need of attention. The system designed to user Trapeze’s
predictive calculations for future trips to allow dispatchers to monitor late runs as they
occur and reschedule trips in future time periods to resolve problems before they
actually impact service.

Veolia Offers Innovation

For the past several years, the transit industry has been wrestling with the apparent cost
and quality trade-offs between dedicated vehicles and taxi service. A smaller subset of
the industry has been working on business approaches and technologies that would
either cut the cost of dedicated vehicle service and/or raise the quality and accountability
of taxi services. At Veolia, we have developed a new business approach which offers
both cost effectiveness and quality.

Introducing IntelliRide ™

IntelliRide manages service delivery of non-dedicated vehicles such as taxis, sedans,
and other for-hire vehicles. The strength of IntelliRide is the ability to cost-effectively
match a required trip to the right transportation resource. In addition, IntelliRide takes
the extra step of providing accountability and transparency for trips serviced by non-
dedicated vehicles.

Veolia Transportation is a Veolia Transdev company @ veouA TRANSDEV
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The IntelliRide software, provided by Veolia’s Unified Dispatch division, will allow for a
seamless and real-time connection between the MetroAccess Trapeze environment and
each taxicab company’s taxi dispatch system, or in the case of taxicab companies who
do not have an automated dispatch system, to hand-held tablet computers which can be
provided to individual taxicab operators assigned to this project. Once connected,
IntelliRide will allow the OCC Contractor to manage trips assigned to taxi just like trips
assigned to any of the other MetroAccess service delivery providers. Our dispatchers will
be able to monitor in real-time vehicle locations, the status of each trip assigned, and to
verify pick-up's and drop-off's as they happen—without any intervention from either the
taxicab company's dispatcher or Operator. For OCC staff and MetroAccess riders,
IntelliRide means equal access to the real-time status of each and every trip—whether
assigned to a dedicated vehicle or to a taxicab.

IntelliRide will not just improve the quality and accountability of MetroAccess services
provided by taxicabs, and it will not just reduce the average cost of a MetroAccess trip.
Over the longer term, having a technology which can help level the quality and
accountability playing field for both dedicated and non-dedicated vehicles will free up
service planners to truly optimize the mix of dedicated and non-dedicated vehicles to
reflect the true pattern of paratransit demand. Over time, the implications of this fact
include: a lower cost of service, a reduction in the need for capital to fund vehicles and
facilities, and the evolution of a system which can better address the ever-changing
demand and dynamic growth of paratransit. Thus, over the longer term, technologies like
IntelliRide could prove to be a game-changer for not only the cost of paratransit but for
how we think about these critical services.

Veolia is excited about the potential of the IntelliRide technology for MetroAccess, and
we have included the entire cost of IntelliRide within our quoted per-call rates.

Small and Local Preference Program Compliance

Veolia supports the intent of WMATA's Small and Local Preference Program, and we
intend to meet or exceed the 2% goal established for this project. Documentation of our
good faith efforts and a summary of the SLPP certified firms with whom we plan to
subcontract in connection with this project and the amounts we intend to spend are
provided in Volume Il of our proposal package.

Veolia Transportation is a Veolia Transdev company @ VEOUIA TRANSDEV
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CDRL MACS-OCC-1 — Operating Plan
Two Way Radios |

Based on the requirements set
forth in the RFP, we are
proposing a MetroAccess
communication system which
offers two-way voice
communication between all
service delivery provider
Operators and the MetroAccess
OCC as well as two-way
communication between each
provider's Operators and their
firm’s authorized representatives.
In addition, Veolia’s proposed
solution will offer recording of all
calls between any driver and the
MetroAccess OCC Dispatch Center as well as for any calls between Operators and/or
Supervisors.

ORI B Mt st

Veolia's solution includes the following components:

> B850 Verizon Wireless Push-to-Talk Mobile Phones — This quantity is sufficient for
1 phone in each revenue vehicle, 1 for each supervisor (assuming a Supervisor-
to-Operator ratio of 1-20) and 20 additional phones to be distributed among
Veolia OCC staff as well as representatives of WMATA and the QA Contractor’s
office

> AVoicePrint call recording system which would record all calls into and out of the
MetroAccess OCC Dispatch Area

> Athird-party solution which will allow the recording of calls between Verizon
Wireless Push-to-Talk Mobile Phones — None of the major cellular providers offer
this capability, but there are third parties who do. Prior to start-up, Verizon
Wireless will identify the most suitable product, and we will install it. (The
estimated cost of this third party application is included within our project budget.)

Aside from traditional voice mail, which Verizon Wireless offers for its Push-to-Talk
Mobile Phones, we are unaware of any technologies which allow radio functionality as
well as the ability to leave messages when Operators or Dispatchers are not available.
Voice mail remains an option, but enabling voice mail on the Verizon Wireless Push-to-
Talk Mobile Phones means enabling cellular access as well, and given safety and cost
considerations, we strongly recommend against doing so.

Veolia Transportation Is a Veolia Transdev company @ VEQLIA TRANSOEV
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In lieu of a messaging system, we believe that we can work with each of the
MetroAccess Providers to develop MDT procedures which we can use to communicate
the need for a driver to call in which will work essentially the same as voice mail but with
less distraction. Additionally, we will work with service delivery providers to develop a
standardized ten-key communication system in order to minimize air time usage as well
as the amount of time when Operators, Dispatchers or other staff using the Verizon
Push-to-Talk system are unavailable.

One final issue to be resolved with a system of this nature is the sharing of costs,
including the cost of cellular service if desired, voice mail if desired, replacement costs
for lost or damaged phones and air time charges. Our pricing assumes the purchase of
the units, unlimited Push-to-Talk usage and applicable taxes and fees. However, our
pricing does not include cellular service, replacement units or insurance. We recommend
the establishment of equipment sublease agreements whereby providers would
sublease phones from Veolia based on their level of participation. We would work with
Verizon Wireless to create minute pools for each provider, and we would bill providers
for cellular service, replacement phones and/or insurance (at their option).

Veolia Transportation is a Veolia Transdev company @ VEOUA TRANSDEY
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In addition, we will provide a Dispatch Supervisor on duty at all times and additional
support from a total of four full-time Routers who will be responsible for assisting with the
reassignment of trips in the event that doing so becomes necessary to protect service.

Making Trip Reassignments

Veolia's goal is to provide service schedules that are productive and realistic. However,
things change, and our Dispatch Department will be prepared to make trip
reassignments on a 24/7 basis when circumstances necessitate. Our goal will be to limit
the occurrence of trip reassignments to the following circumstances:

> Aservice delivery provider is unable to operate all of the service assigned
to it on the evening prior to service. Veolia will be proactive in determining if a
route is uncovered the night before by contacting providers; the service delivery
providers will also be encouraged to inform Veolia as soon as they know that
they cannot make their assigned number of pull-out’s. However, Veolia's Veolia
Vision technology will monitor yard pull-out’s, and in the event that any route fails
to pull out on time, Veolia's Dispatcher will contact the appropriate service
delivery provider for an update. If the service delivery provider has an assigned
route or routes which it cannot cover, the Dispatcher (with assistance from the
Dispatch Supervisor and Routers) will reassign any impacted trips to other routes
(either operated by the same provider or other providers) as long as the trips do
not cause schedule violations within Trapeze. Any trips which cannot be
reassigned without creating schedule violations will be immediately assigned to
the service delivery provider’s taxi subcontractor.

> A service delivery provider’s route encounters a problem and needs to be
taken out of service. In this instance, Veolia's Dispatchers will work with the -
service delivery provider to place another vehicle in service. Then, once the
service delivery provider identifies a vehicle to place in service and the point at
which the vehicle can be placed into service, Veolia will reassign all impacted
trips (those set to occur after the former vehicle went out of service and before
the replacement vehicle enters service) with other providers or on taxicabs.

> Aroute is running late or is expected to run late. With the assistance of
Veolia Vision, Dispatchers will monitor route statuses as well as the Vision Late
Trip screen and move trips in order to protect service. Veolia’'s goal will be to
move trips with sufficient time that the rider is never impacted but not so early
that routes are being revised unnecessarily. This is a balancing act, but as Veolia
becomes more experienced with same day trip cancellation and no-show
patterns, our Dispatchers will be better able to forecast when apparent lateness
truly represents a threat to system performance.

> Atrip near the beginning or end of a route is cancelled. If a trip which is near

the beginning or end of a route is cancelled, Veolia's Dispatchers will check the
trips that are scheduled to occur between the cancelled trip and the end of the
route (either beginning or end) to determine whether reassigning those trips
would result in better productivity. If by moving one or two trips, Veolia can
eliminate unproductive service hours at the beginning or end of a route, we will
do so in order to reduce the overall cost of service.

Veolia Transpartation is a Veolia Transdev company @ VEOUA “fRANSDEY
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Managing No-Shows

One area that can bog down a Dispatcher and the routes he/she is supporting is an
Operator’s inability to make contact with a rider and the resulting steps required prior to
the issuance of a no-show. Veolia will strive to never issue a no-show without attempting
to contact the rider first. However, our Dispatchers are integral to keeping service on
time, and they do not have the time to look for missing riders. Therefore, we will provide
two full-time No-Show Clerks who will support the administration of an effective no-show
process, which is described below:

» When an Operator arrives to transport a rider, and when the rider cannot be
found either at the curb or at the door (based on WMATA's door-to-door service
policy), the Operator will be required to contact the OCC for instructions.

» As soon as the Dispatcher verifies that the Operator is at the correct location and
within the rider’s scheduled pick-up window, the Dispatcher will put the Operator
on stand-by and will send an Instant Message to the No-Show Clerk with the trip
details.

> The No-Show Clerk will be responsible for calling the rider, using the provided
phone number within Trapeze.

» Ifthe No-Show Clerk is able to reach the rider, the rider will be asked to verify
his/her interest in the trip, to proceed to the vehicle and to communicate an ETA
for boarding the vehicle. The No-Show Clerk will send this information to the
Dispatcher who will advise the Operator with instructions to either wait or
depart—depending on whether or not the rider wishes to take the trip.

> Ifthe No-Show Clerk is not able to reach the rider, s/he will update the trip status
in Trapeze and advise the Dispatcher who will authorize the no-show and direct
the Operator to continue with his/her route.

Maintaining Effective Relationships between Dispatchers and
Service Delivery Provider Operators

Maintaining effective communications between Dispatchers and Operators is a serious
matter because effective communication will promote productivity and scheduling
accuracy. Veolia will work with service delivery providers to implement approaches such
as, but not limited to:

> Veolia will staff the Dispatch Department at a level where Dispatchers will not
routinely dispatch more than 25 vehicles at once. Veolia will also provide
additional staff in the areas of Dispatch Supervision, same day routing and no-
show management, thereby allowing Dispatchers to focus solely on managing
the routes to which they have been assigned.

» Dispatchers will receive all training provided to Call Center Agents, including
Going for Green, Veolia's proprietary customer relations training program.

> Dispatch Supervisors will randomly monitor voice transactions between
Dispatchers and Operators to ensure that Dispatchers are conducting
themselves in a professional and courteous manner.
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Given that WMR calls typically result from uncertainty and worry, there are a few WMR
realities that we and our staff will need to manage:

The caller will likely be stressed and could potentially be antagonistic.

Accurate and timely information about the rider’s trip is essential.

The quicker we can resolve the rider’s concern, the easier the concern will be to
resolve.

» The longer the concern goes unresolved, the worse it will become, and the more
effort it will take to resolve.

Given these realities, our plan for addressing WMR calls will involve the following
components.

>

> The caller will likely want a quick response to his/her concern.
>

b

Analyze WMR Calls to Determine Trends and Plan Improvements

Although we know that riders make WMR calls for a variety of reasons, knowing which
riders make the calls, when they make them and why, may assist us in improving our
approach for managing the WMR process. For example, if we know that a majority of
WMR calls are being made early in the pick-up window by riders who want to reconfirm
the details of their trip and/or to obtain up-to-date vehicle arrival information, we can
work with WMATA on targeted customer information campaigns; we can plan specific
IVR functionality to allow riders to get real-time vehicle arrival information, etc.

On the other hand, if we know that a large percentage of WMR calls are coming from
riders at large office or medical complexes with multiple entrances where the riders feel
uncertain about where to meet their vehicles, we can work with WMATA and these
venues to establish designated MetroAccess pick-up points as well as specific
information for customers about how to find designated MetroAccess pick-up points.

Veolia recognizes that as the MetroAccess Operations Control Center contractor, we will
have a limited role in the areas of community education, field operations and in the
decision-making about technology deployment. However, we will have the best
opportunity to gather information from riders on the phone, data housed within Trapeze,
the IVR and phone systems and from interaction with WMATA’'s QA and service delivery
contractors. Therefore, we recommend that WMATA (with input from all of its
contractors) engage in an ongoing process for developing information from customers
about the reasons they make WMR calls. Then, we will work with the QA Contractor to
identify patterns in the WMR data, customer survey data, data from service delivery
providers and from any other electronic sources that we can use to plan enhancements
to the technology, policies, procedures and processes we use to process WMR calls. We
will then monitor WMR data on an ongoing basis to measure the effectiveness of our
efforts and to plan future improvements.

Promote IVR to Minimize WMR Calls

We believe that one of the very best uses of the MetroAccess IVR system is to provide
riders timely information about the status of their trips, thereby resolving many of the
reasons they make WMR calls in the first place.
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It is our understanding that the MetroAccess IVR currently allows for notification of the
vehicle's arrival and that this notification is triggered by the Operator upon arrival at the
rider's location. Although this is a good use of the IVR system, we believe IVR can do
more to reduce rider uncertainty and the resulting WMR calls. We would, therefore,
propose the following modifications to the MetroAccess IVR system:

> Establish a ¥4 mile geofence around pick-up addresses, and when the vehicle
comes within the geofence, enable an Operator button that when pushed, will call
a number to be provided by the rider. This will give the rider a few minutes of
advanced notice, thereby reducing the rider’s wait time and potentially improving
system productivity.

> Upon vehicle arrival, generate another call to the rider's number on file. This may
seem redundant, but if the rider has missed the first auto-call and/or if the rider
cannot see the vehicle and/or if the Operator has arrived in the wrong location,
this second call will alert the rider that there may be a problem, thereby allowing
the rider to take action before missing his/her ride.

> Implement SMS for both proximity and arrival messages (described above). As
more and more riders acquire and use smart phones, text messaging is
becoming more and more convenient, and in many instances, a text message is
preferable to a phone call. If this recommendation is implemented, we
recommend allowing riders to select to receive calls, SMS or both as there are
pros and cons for each configuration, and riders may have a preference for one
approach over another.

Organize Our Efforts to Minimize WMR Call Time

We will assign WMR calls to a separate Automatic Call Distribution (ACD) group. This
will ensure that WMR calls (which tend to be shorter and more urgent) are not in queue
behind typically slower and less urgent reservations calls. Staff members who answer
these calls will be assigned to the Dispatch Department and will be housed either within
or close to the Dispatch Desk, thereby allowing easier and quicker communication
between radio Dispatchers and the CSR’s handling WMR calls. We recognize that
CSR's handling WMR calls will have access to AVL information as well as instant
messaging capabilities, but sometimes, there is no substitute for walking into the
Dispatch Area to discuss a problem, so we want to facilitate quick communication by
every means possible.

Provide Accurate Information

When a rider makes a WMR call, s/he wants to know that the vehicle is on its way and
when it will arrive. The rider also wants to know that if the vehicle does not arrive that
s/he will not be forgotten. Finally, the rider wants the CSR to be confident, reassuring
and honest.

Given these customer expectations, we will train our CSR’s to do the following when
handling a WMR call.

> Confirm the rider’s pick-up time and location
» Confirm that a vehicle is enroute to transport the rider.
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> Provide an honest ETA to the rider. (We will not accept phrases like: “Your vehicle
is just around the corner” or “The Operator will arrive shortly”.) We will also not
accept CSR’s providing “best case” guesses. Our expectation will be that the
CSR provide both the vehicle's current location and expected arrival time, based
on information contained within the Trapeze system.

> Close by reassuring the rider and inviting them to call back if the vehicle has not
arrived within the given estimated time of arrival.

In some cases, the vehicle has arrived and departed because the Operator could not
find the rider. In other cases, the Operator arrived at the wrong location and mistakenly
no-showed the rider. We believe that a strong IVR approach can minimize the frequency
of these service failures. However, we also know that no amount of technology or
procedure can eliminate them entirely. In cases where the Operator has left without the
rider and/or in cases where the Operator is having trouble locating the rider, our CSR's

will be expected to:

> Confirm (in as much detail as possible) the rider’s present location.

> Obtain a physical description of the rider, his/her clothing, any details that might
make the rider more apparent to the Operator, etc.

> Provide an honest update about the status of the rider’s trip.

> Work with the Dispatcher to either return the original vehicle to the rider’s location
or to assign the rider’s trip to another vehicle or to a taxicab.

» Provide a realistic estimated time of arrival to the rider.

> Reassure the rider that the trip will be provided and invite the rider to call back if
the vehicle has not arrived by the given estimated time of arrival.

We recognize that some riders may be making WMR calls because they were not ready
and now need a second trip. Although we recognize this fact, we do not believe the OCC
or the CSR handling the WMR should question a rider’s circumstances. Therefore, if a
rider affirms his/her need for a trip, we will provide it. We will also work with the QA
contractor and service delivery providers to develop a process for identifying riders who
may be using the WMR process to reinstate trips after committing no-shows, and we will
provide this data to WMATA and the QA contractor for further action.

In all cases, we will not strand a rider away from home, and we will only deny a
requested trip from home if we can clearly establish that the rider never requested one
and/or that the rider has been identified by WMATA or the QA contractor as a person
who has used the WMR process to obtain service to which he/she is otherwise not

entitled.

Addressing Hostile Callers

WMR calls present a higher risk for angry callers. We believe that our plan for managing
WMR calls will reduce the number of unhappy callers, but we will still receive them. The
following are the steps we will take to be prepared and to assist these callers

appropriately.
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> All WMR CSR’s will receive additional training in call management and
particularly for dealing with difficult callers.

» Al WMR CSR’s will be trained to use a script and to use expressions which are
less likely to generate anger.

> Al WMR CSR’s will receive training regarding techniques for de-escalating
difficult calls.

> All WMR CSR’s will be trained to forward any unmanageable call to the Dispatch
Supervisor for further assistance.

> |If a caller becomes abusive or threatening, Veolia's Dispatch Supervisor will ask
the caller to discontinue the abusive or threatening behavior. After one such
warning, if the caller persists, Veolia's Dispatch Supervisor will politely and
professionally terminate the call.

> Veolia will document all abusive and/or threatening callers and will refer them to
WMATA for further action. Documentation to be provided will include an
electronic copy of the call along with any additional documentation from Trapeze
pertaining to the call.

Increasing Attention for Extremely Late Trips

We never want to run late, but when we do, we need to react quickly and decisively, and
when we run extremely late, we need to do even more. Here is the approach we will take
to ensure that late service is kept to a minimum and that extremely late service is
addressed urgently.

> In Veolia Vision, the late trip monitor will display the latest trips first to help us
prioritize our efforts.

» Vision can also be set to change colors as trips hit pre-determined lateness
thresholds, such as 30 minutes, 60 minutes, etc.; calling further attention to trips
requiring immediate action.

Veolia’s WMR Goals

Ultimately, the proof is in the pudding, and Veolia believes that the best test of our
approach is will be found in the numbers. Our goals for our WMR process are as follows:

> Anincreasing percentage of WMR calls go to IVR.

> The number and length of WMR calls in queue meets or exceeds WMATA
expectations each day of the contract.

> Routine WMR calls are handled in two minutes or less, measured from the time
the call is answered by the CSR until the time the call is terminated. (This metric
may prove difficult because IVR systems tend to weed out more routine calls,
thereby raising the average call length for calls which remain in the queue.
However, we can use aggregate talk time to measure our effectiveness with the
calls that remain.)

» Process 90% of rider concerns on the first WMR call.
> Achieve at least 80% customer satisfaction for the handling of WMR calls.
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Schedulers will be responsible for the following duties.

> Working with the WMATA, the QA contractor and the service delivery providers,
and using historic trip data and ridership demand projections, develop schedule
templates within Trapeze that maximize vehicle availability during peaks and
which support effective and stable operations.

> To the extent practicable, use standing orders and other predictable demand to
anchor the beginning and end of routes in such a way as to promote route
stability and productivity.

> Enter requested standing order trips into the Trapeze environment and inform the
Call Center as to the final schedules for these trips.

> Maintain at least seven service days (plus the current and next day) open within
Trapeze so that trips can be reserved.

> Throughout the week prior to the day of service, optimize the schedule, make
route start and end time adjustments, open and cancel routes in order to ensure
that everything possible is being done to promote system productivity.

> At the end of the day before service, re-optimize the schedules; eliminate
unnecessary capacity; and post final schedules to each service delivery provider.
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CDRL MACS-OCC-3 — Information
Systems Plan

The RFP asked proposers to submit
an Information Technologies staffing
plan that addresses both local
staffing to support day-to-day
operations and occasional corporate
support to assist with technology
upgrades, testing, training, etc.

Local Staffing Plan

Veolia will provide a staff of six full-
time employees in the IT
Department, including: an IT
Manager, a Trapeze Specialist and
four full-time IT Support Specialists.
This level of staffing will give us 24/7
IT coverage with additional expertise in Trapeze. The IT team’s responsibilities include:

> With assistance from Veolia's corporate |T Department, provide ongoing network
administration and support, including maintenance of all hardware and
equipment, back-up of all data, maintenance of connectivity, etc.

> With assistance from Veolia's corporate IT Department, provide Help-Desk
support to all network users.

> Assist WMATA and the QA contractor, as required, to maintain provider
connectivity to the Trapeze network.

> Assist service delivery providers in maintaining all provided on-board technology,
including AVL systems, on-board MDT’s and any additional technology provided
by Veolia as the MetroAccess OCC contractor.

> Develop, run and submit any data or reports requested by WMATA.

> Develop and run reports from other systems, including the Avaya phone system
and NICE monitoring system, Veolia Vision, IntelliRide and any other systems.

Ongoing Corporate Support

Veolia's IT Department will provide ongoing support on a 24/7 basis in the areas of
network connectivity and user Help-Desk support. Veolia will also back up critical data to
servers at our national data storage center located in Milwaukee, WI. This will give
WMATA an added margin of security regarding the availability data in the event of a
major system failure.
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We have delineated what each letter in “Care” represents, and this is how we connect to
the values of our parent company:

C: Commitment to Customers

A: Accountability, especially for Safety
R: Respect for Others and the Planet
E: Empowerment of Employees

Hiring the Right People for the Right Job

Most of the positions within the transportation field are both safety sensitive and public
trust positions that require a high degree of understanding of the unique needs of
seniors and people with disabilities. It is critical that our candidates possess a high level
of integrity, are safety conscious, and have a good work ethic. Veolia invests in our
employees and we work diligently to develop them as individuals. We continuously
implement new strategies to attract as well as retain the very best employees in the
marketplace.

Veolia's regional human resources team and local management team are experienced
professionals familiar with state and federal employment laws and successful, ethical
human resource practices. Our staff strives to treat employees as their internal
customers and to provide a comprehensive program that addresses both the employees’
as well as the employer’s needs.

The basis of this comprehensive program is a thorough job description for each position,
which includes essential job functions and qualifications (education, experience,
additional knowledge, abilities and skills). In addition, all job descriptions for positions
that interact with paratransit passengers include the ability to work with seniors and
people with disabilities. Accurate job descriptions are also vital to ensuring compliance
with legal requirements with the Fair Labor Standards Act (FL.SA), Civil Rights Act,
Americans with Disabilities Act, etc.

Screening and Hiring Process

We know that no job is perfect for everyone, and not just anyone can do any job. We do
our best to give detailed information to every applicant about the job for which he/she is
applying, but even if an applicant is fully qualified (on paper) for a particular job, there is
no guarantee that the applicant will make a successful employee. Similarly, there is no
guarantee that the applicant will be a good fit for Veolia or that we will be a good fit for

the applicant.

Veolia views the employee hiring and screening process as a series of filters which are
intended to screen inappropriate individuals out while allowing the right people to
continue toward long-term employment with Veolia. The next several paragraphs
summarize our approach for hiring and screening employment candidates for
MetroAccess service.
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In addition to attracting highly qualified people as discussed above, Veolia is committed
to working within the communities we serve to provide citizens with lesser skills an
opportunity to work for an organization that not only provides competitive wages and
benefits but also the chance to make a positive impact every day on their fellow citizens’
lives. Veolia's Operator training program can take unskilled individuals and provide them
with the tools and resources to develop a meaningful and rewarding career prowdmg
valuable services to the community.

Recruit to a Standard

A major recruitment mistake many employers make is hiring to minimum qualifications
rather than to a standard. Our philosophy is that if you hire to a minimum, you get the
minimum. If you hire to a standard, you are able to hire to achieve customer sensitivity,
positive attitude, personal commitment, safety consciousness, a team player and an
employee who will be retained for many years. The standard we recruit to is really a
standard that defines our corporate culture.

We achieve our standard through scientific methods such as verifiable recruitment
screening tools and through our collective intuition which requires extensive personal
interviews of new recruits by a number of persons within our organization. As a company
we are defined by our people and therefore take recruitment very seriously.

Job Descriptions and Performance Expectations

As noted above, Veolia’s recruiting and hiring process includes providing clear
information regarding job descriptions. The Employee Handbook (discussed below),
Collective Bargaining Agreement and Veolia and WMATA policies outline the
expectations for employees’ performance and the consequences for failing to meet
expected performance.

Labor Relations Philosophy and Approach

In most transit operations, a large portion of the workforce is represented by one or more
unions. Labor peace is critical to the proper operation of a transit system. A safe, clean
and hospitable transit system relies on its front line collective bargaining unit employees.
Veolia believes that a mutually trusting and respectful relationship must be maintained
with the unions representing these employees. Our philosophy begins with respect for
the unions and the process of organizing and bargaining collectively. We recognize the
employees’ legal right to organize and bargain collectively through their selected
representative.

We do not view unions as an impediment to our proper management of our workforce,
rather, we view the CBA and the grievance process to be a tool we use to resolve
employee issues and disputes. We also believe that proper union relationships require
honesty and transparency in day-to-day management. We try to anticipate issues and
resolve them through open and early discussion to avoid needless disputes and
grievances. We understand that the process of negotiating new collective bargaining
agreements and renewals is inherently an adversarial process with much at stake for the
union, employees, Veolia and our client.
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Organizational Charts

A detailed organizational chart for the Operations Control Center has been included in
CDRL-OCC-MACS-1 above.
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v Developed growth strategy to increase revenue of the transportation-
technology division of a Fortune 500 company:

o Scanned the worldwide logistics industry for growth
opportunities arising from changes in the regulatory or
economic landscape

o Independently developed perspective on the strategic fit and
financial impact of potential acquisitions

o Regularly presented findings to top executives (e.g. SVP/head
of division)

v Developed growth strategy to increase revenue of a business unit of a
Fortune Global 100 bank: analyzed the core market segment for
additional opportunities beyond existing strategic plan; wrote business
plans for opportunities in the core market; developed financial model to
estimate impact of growth initiatives

v As member of part time pro-bono engagement team, helped a local
social entrepreneur launch a website arranging exchanges between
charitable donors and families in need: benchmarked other websites,
created marketing plan

Education and Certificates:
v' Williams College, Williamstown, MA

o Bachelor of Arts in Psychology with a concentration in Cognitive
Science

v Syracuse University Hong Kong program abroad, China
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CDRL MACS-0OCC-5 - Performance
Plan

Effective Hiring, Screening and Training

It takes a Call Center Manager to know how to hire
Call Center employees, and in that regard, Veolia is
very fortunate. Although some of the employees we
recruit and hire for this project will not answer
customer calls, the vast majority will, and those who
supervise them will also need to have those abilities.

Although Veolia has significant call center experience
in our Oakland brokerage, our Orange County Access
Paratransit location and at several of our larger
projects, most of our screening programs are adapted
from the transit industry. The exception is our National
SuperShuttle Call Center. What follows is a document
which outlines the process SuperShuttle uses to hire
for their call center which processes 13,000 calls per
average weekday. We will utilize a similar approach for
the MetroAccess Call Center.

Employee Screening

Selecting the right team members is always a major
focus in our call centers. We believe that team
member selection isn't whether a person is available and can do the job but how well
suited a candidate is to serve our customers. Just as important or even more important
is; how well suited is the company and job suited to the candidate, are we a good fit for
them?

The selection process is, and always will be, subject to our ability to read a candidate’s
personality, work ethic and personal drive. Successfully reading a candidate in the short
period of an interview is a very difficult if not impossible task. Faced with this reality, our
hiring selection process is designed to increase the odds of making the right selection by
a multi-step process for each applicant.

A call center, by virtue of the continuous analysis of agent performance naturally lends
itself to the identification of the ideal employee. By knowing which employees are the
most successful along with the performance and quality goals of the center, we are able
to build a profile that outlines the best candidates to hire. Our best employees, and the
ones we look to for the traits that make the best candidate, are those employees that
consistently deliver acceptable performance, provide tried and true service to our
customers and are our longest tenured employees. Once the traits of our most
successful employees have been identified we build our interview questions that are
designed to illicit a true picture of a candidate.

O|57



VEOLIA Proposal to Provide MetroAccess Paratransit Service for Maryland, Virginia and the District of Columbia
TRANSPORTATION OPERATIONS CONTROL CENTER - Volume Il — Technical Proposal

@Iss

We specifically categorize these traits into six different categories that we feel best fit the
needs of a call center and identify a well-rounded employee. These categories include:

> Listening Skills > Thinking Skills
> People Skills > Integrity
> Flexibility > Technical ability

Our hiring process is composed of several different phases and we expose candidates
to as many different people within the center as possible to assure that we do not rely on
one person’s subjective opinion to make these critical decisions. Each candidate is
initially screened through a phone interview designed to identify ideal phone voice and
mannerisms. This is followed by an in person interview to further evaluate the
candidate’s qualities focusing on people skills and overall customer service attitude. The
following outlines our hiring process: :

> Application Review: The application review process entails reviewing potential
candidates and identifying those that have the relevant qualities, work history,
availability to work history and background.

> Phone Interview: Once we have identified that an application possesses the
potential qualities the applicant is contacted via phone and a simple but effective
phone pre-screening is conducted. During this pre-screening we:

o Verify that the candidate is eligible to work.

o Does not have any criminal background that may exclude them from hire.
o Gather their availability to work, i.e. days, nights, weekends, etc.

o Assess the candidate’s enthusiasm.

o Evaluate the candidate’s phone voice and mannerisms.

o Assess the candidate’s ability to concisely and expeditiously convey a process
and to gauge the candidate’s ability to deal with the unexpected. This
question is changed from time to time but is always deigned to illicit the same
reaction. Currently we ask the candidate, to describe in as much detail and in
as few words possible how to make a peanut butter and jelly sandwich.

> VR Interview: The phone interview is scored during the process and if the
candidate receives a passing score they are immediately sent to our IVR for the
next phase. Once in the IVR, the candidate is asked to state their full name, their
contact number, asked to repeat a sequence of numbers and to describe a time
when they have had to deal with a difficult situation and how they handled it.

Operations staff (the Reservations Manager and Call Center Supervisors for this
project) are assigned the task of scoring the IVR responses. The staff listens to
each of the candidate’s responses and scores them on their ability to follow
direction, listen and repeat and the quality of their past experience.
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> In-Person Interview: Once the initial phases have been completed, those with
passing scores are scheduled for in-person interviews. The in-person interview is
the time to assess the candidate in person as well as exposing them to our
company and the work that they will be doing if hired. The following outlines the
in-person portion of the hiring process:

o When the candidate arrives they are again put through an application review
or required to complete an application if the initial phases were conducted
based on a resume.

o The candidate is required to complete an Availability Form which specifies
what days and times they are available to work. All candidates are required to
have at least four days of availability of which one day must be a weekend
day. Additionally, the candidate must acknowledge that one of the criteria for
hire is their availability and if hired they will not be able to change their
availability for the first 90 days of employment.

o The candidate is administered a keyboarding test to assess their ability to
navigate a computer as well as their typing ability. The candidate must be
able to type a minimum of 20 words per minute.

o Ifthe candidate is successful through this stage they are placed with a mentor
agent to listen and experience the work that they will be required to do. At the
same time the mentor agent is evaluating the candidate for their enthusiasm,
attentiveness and inquisitiveness.

> Management interview: The management interview is the final stage in
evaluating candidates for hire. For the WMATA project, these interviews will be
conducted by the Reservations Manager and the HR Manager or their designees
and provides another set of independent observations of the candidate. During
the interview, the candidate is asked several questions designed to illicit their
ability to interact, their past customer service experiences and assess their
overall attitude toward customer service. The candidate is also given the
opportunity to explain their interest in the position and their future professional
goals.

When the process is complete for all candidates, the candidate packages are reviewed
jointly by HR and operations, usually during weekly staff meetings, where each package
is reviewed for best overall match for our environment. The staff selects those
candidates for employment offers based on overall scores, the group’s subjective
interpretation of the candidate’s traits and qualities and how closely their availability to
work meets the center’s current needs.

The selected candidates are contacted and offered employment that is conditional
.employment that is based on their ability to successfully pass a criminal background.
check and pre-employment drug screen.
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Veolia strives to hire people who like people for the positions that require a great deal of
contact with the public. We are constantly looking to find even better ways to assess a
candidate’s success. Although the process may appear to be detailed, our experience in
staffing high volume call centers has shown that spending the time to hire the right
people saves both time and money—not to mention unnecessary turnover. In the long
run our customers receive better service because of the effort.

Employee Training

Onboarding a new team member is not just a matter of teaching them how to answer the
phone, input a reservation or locate a customer’s vehicle; it's also an immersion into our
culture and values.

At Veolia, we strive each and every day to create a culture that lives our values.
Understanding why we are here, the job we are here to do and how important each and
every team member is in achieving our goals is a key factor contributing to the success
of our company and call centers. Our employees, through our actions, are instilled with
a sense of pride in being part of the Veolia team and providing our services to the level
our customers expect and beyond.

Culture and Values

Values are the basic beliefs that guide our actions. Our values tell us that what we do is
very important and how we do it is just as important. But most importantly, our values
guide us to consistent superior performance.

At Veolia our values can be distilled down to one simple statement. Together We CARE
for customers, each other, and the planet

> Commitment to customers

?» Accountability

> Respect for others & the planet

>

Empowerment of employees

Interpreting our values into actions is accomplished through our guiding principles.
These principles vary based on the work to be accomplished but our goals always
remain the same. In our call centers we subscribe to the principles of SAFE,, - Safe,

Accurate, Friendly and Efficient.

In the following sections we will show how following the principles of SAFE: will guide
our decisions, influence our actions and be a driving force in providing Safe, Efficient,
Friendly and Accurate service to our customers, clients, operating partners and each
other.
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Safe

Safety is our most deeply held value and top priority. We teach our managers and
supervisors that achieving “world-class safety” status is dependent upon building a
culture where safe practices are considered a priority by every employee.

Safety starts from the first point of customer contact and the call center is often the first
life line when a customer’s safety is at risk. We instill a deep sense of responsibility for
safety in our team members by:

> Demonstrating that the information they gather about a customer’s trip must be
highly accurate to avoid leaving a customer stranded alone in inclement weather
or a critical appointment is missed because the information we gather is
incorrect.

> Empowering our team member to err on the side of the customer’s safety.
Having a team member make a decision in the interest of the customer’s safety
is a small price to pay in ensuring that all of our customers are delivered safely to
their destinations.

Accurate

Accuracy is the cornerstone of providing efficient, effective customer centric service.
The agent must be knowledgeable, attentive and extremely accurate in all that they do.
Training, coaching, feedback and the right tools are all essential parts of assuring that
data input errors don’t occur and the information given to a customer is accurate and

timely.
Friendly

Our customers expect to be treated with respect. They want to be reassured when
unexpected situations come up. They wish to feel welcome. Their satisfaction depends
on the perception they have of the time spent with us. When they feel cared for and
recognized, they leave with a positive memory of their experience. It is this memory that
determines our future relationship and that influences their support for their paratransit
service.

A culture of customer care and friendly service is about understanding our customers’
perception and working together to offer them a positive experience every time they call
us. Itis through our culture and training that we strive to be friendly and helpful to our

customers.
Efficient

Efficiency in a call center, especially of the size and volume of the MetroAccess Call
Center, plays such an integral part in the operation that it alone can destroy the
confidence of the customer and single handedly cause cost overruns.
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o Reserving a trip

o Cancelling a trip

o Making changes

o Geocoding a trip

o Common Destinations

o Assigning trips to the most appropriate runs

> 16 hours On-The-Job — The Trainee will sit with an experienced CSR. On the first
day, the trainee will observe the trainer processing calls, taking notes, asking
questions and listening. On the second day, the trainer and trainee will reverse
rolls. The trainer will document the trainee’s performance, answer questions and
assist when the trainee needs help.
Training for Schedulers, Dispatchers and Supervisors

Schedulers, Dispatchers and Supervisors will receive an additional 40 hours of training
in company policies and Trapeze management. Topics for this training will include:
» Company Policies
o FTA mandated substance abuse recognition training for Supervisors
o Supervision within the law
o Managing in accordance with a collective bargaining agreement

o Conflict resolution
o Counseling and Discipline
> Additional Trapeze Training
o Vehicle files
o Schedule templates
o Opening and closing days
o Optimizing schedules
o Trapeze dispatch management
o Use of Veolia Vision and IntelliRide in conjunction with Trapeze

In-Service Training

Once each new employee has completed the classroom training they are placed in the
work environment with experienced mentor agents for live, on the job training. This
training consists of three-way monitoring and mentoring on live calls. The mentoring
stage of training is designed to ease the new team member into the rigors of the job and
provide them with an experienced professional to guide them.

Veolia Transportation is a Veolia Transdev company @ VEOUIA TRANSDEV
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The mentoring process can take from one to three days depending on the new hire’s
ability to master the skills of the job and is comprised of three distinct phases:

*» New hire plugged in and listening to mentor and customer.

> New hire plugged in inputting in booking system while mentor interacts with
customer.

> New hire inputting in booking system and interacting with customer while mentor
monitors and provides guidance.

At the end of each phase the mentor completes an evaluation form and new team
members are debriefed so the trainer can evaluate deficiencies that may require
remedial training which would occur before restarting the on the job training portion.

Going for Green - What Color is your Call?

When our passengers travel with us they expect a safe, comfortable, convenient and
reliable trip. They look for clear and accurate information. These criteria are the
foundation of any quality delivery of service. And yet, they alone don’t ensure our
customers’ satisfaction and desire to ride with us.

Our passengers also expect to be treated with respect. They want to be reassured when
unexpected situations come up. They wish to feel welcome. Their satisfaction depends
on the perception they have of the time spent with us. When they feel cared for and
recognized, they leave with a positive memory of their experience. It is this memory that
determines our relationship and that influences their support for their public

transportation system.

A Culture of Customer Care is about understanding our passengers’ perception and
working together to offer them a positive travel experience every time they travel with us.
Going for Green was initially developed for our transit operations (paratransit, bus, rail,
light-rail, BRT and metro) and since its inception, has been rolled out to over 4000
operations in 11 countries. Because of its universal success - a measured decrease in
Customer complaints and increase in Customer Satisfaction - Going for Green was
adapted to the call center environment and in 2008 was launched as Going for Green for
Call Centers. Veolia Transportation’s On Demand Division was one of the first call
centers in the world to adopt the program and has since integrated it into its new hire
and recurrent training. More importantly, our call centers have embraced it as a culture
and it gives us the tools and skills and helps us to apply the principles of SAFE™.

What is the Going for Green for Call Centers Approach?

Going for Green for Call Centers is Veolia’'s integrated approach to driving a culture of
Customer Care in a call center. It includes a comprehensive training program for all
employees, supervisors and management teams. It aligns business goals and internal
functions (operations, HR, quality) towards a customer-centric view of the call center
activity. It provides the tools to measure customer satisfaction and learn from customer
feedback. It involves all stakeholders who share a commitment to providing customers
with a positive calling experience.

Veolia Transportation'is a Veolia Transdev company @ VEOLIA TRANSDEV
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The Going for Green approach takes the customer experience as a starting point and
focuses on their emotional environment. A relevant analogy - the traffic light - is used to
mirror three emotional environments:

@ Green for when the customer feels welcome and at ease
Yellow when the customer feels confused or uneasy

@ Red when the customer is upset or angry

Depending on the ‘color’ of the environment, employees adapt their attitude and actions
to restore customer confidence, to “go for Green”. They receive guidelines to help them
understand customers’ needs when problems occur, and practical tools so that they can
deal with them. They can then personally make decisions that improve a customer’s call

experience.

Throughout the company, decisions are made about policies and processes with the
customer’s well-being in mind. Going for Green drives a customer-centric culture where
everyone works together to offer our customers a Green environment of confidence
when they call Veolia Transportation.

What are the Shared Key Principles of Going for Green?

The key principles of Going for Green are shared by all Veolia teams from Denver to
Dublin, from Brabant to Brisbane. These are:

> “Putting ourselves in our customer’s shoes” is about understanding the emotional
environment customers experience and its impact on the memory they take
home.

» Responding to customer needs for safety, comfort and recognition by showing
accountability, communicating and adopting a positive attitude.

> Understanding that customers experience their time with us differently depending
on whether they are Regular Callers, Occasional Callers or Newcomers.

o For example, a new caller will require information on how the system works
whereas the occasional callers might just need specific information on the
status of their trip. Regular callers may require less attention yet they are no
less appreciative of a welcoming hello!

> Our employees learn to provide the right level of assistance and information to
make all customers feel at home, regardless of how often they call us.
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> Realizing that each individual can make a difference on how a customer
experiences their time spent with us. Though employees are part of a large
group that welcomes over 8 million customers a year in our On Demand Division
alone, they are the individuals who can actually offer these customers a positive
call experience, one person at a time. This realization ties them to a “bigger
picture” about transportation and empowers them to take initiatives in their local

context.

Technologies to Promote Effective Dispatch Management

One of the key benefits Veolia will provide to MetroAccess is the technology we will bring
to the MetroAccess Operations Control Center. Two of these technologies are Veolia
Vision ™ and IntelliRide™. Veolia Vision is designed to help us better manage dedicated
vehicle service within a Trapeze environment. IntelliRide is designed to bring the same
level of transparency and accountability to taxi service as exists in a dedicated vehicle
fleet managed with Trapeze and Mentor Ranger MDT’s. Both of these technologies are
included in our base proposal price, and both are described in the balance of this

section.

Veolia Vision

A heavy emphasis is placed on managing on-time performance and productivity in real
time. To accomplish this, figures for OTP and TPH, as scheduled, are provided to the
Dispatchers via a graphical display and continuously updated. Dispatchers are
constantly alerted about routes at risk and are required to take the steps necessary to
preserve OTP — up to and including moving individual trips.

Veolia is proposing our proprietary Veolia Vision system to enhance the dispatch
center’s effectiveness. Veolia Vision is a customized application that is fully integrated
with Trapeze. The application has enhanced effectiveness when used in conjunction with

MDTs/AVL.
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CDRL MACS-0OCC-6 — Electronic Data
& Archiving System

For the electronic archival and retrieval of printed documents, Veolia is proposing the
Documentum system from ECM. This server-based electronic content management
system will meet the functionality requirements of the RFP and will allow the storage of
all project documents, including completed Operator manifests, dispatch logs, customer
comment forms, subcontracts, invoices, reports and all the rest.

Documents can be scanned and tagged in order to facilitate search and retrieval by
date, by title, by key words and/or by document type. In addition, settings regarding
access, confidentiality and automatic electronic shredding can be configured to coincide
with legal and/or contractual requirements. Documentum also offers the capability of
easily attaching documents to emails, and with Documentum Mobile, documents can be
retrieved and managed from an 10S or Android mobile device. Because Documentum is
a server-based application, Veolia would store it on servers at our Milwaukee Data
Center, thereby ensuring that documents will be available at all times and not subject to
the risks associated with documents stored on a server at one of our local facilities.

Veolia’s start-up price assumes the configuration of the system, and our ongoing price
assumes the cost of the Documentum equipment and ongoing license fees. Veolia will
create direct access for uploading, archiving, retrieving and downloading documents for
our Project Manager, and for all direct reports. In addition, we will provide access to
Documentum for other key Veolia staff as well as up to two representatives from WMATA
and from the QA Contractor. More information about the Documentum ECM system is
included the Appendix section of our proposal.
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> Maintenance of Operations — Given that it is WMATA’s goal that MetroAccess
service be maintained to the extent that service can be delivered safely before,
during and after any emergency, Veolia's SIP will address (most likely by type of
emergency) the conditions that may trigger a service interruption, the back-up
procedures that should be considered for each, the circumstances which should
prompt an actual interruption of service, and the circumstances that will allow
service to be resumed. The SIP will also detail how staff and duties can be
redeployed or shifted to permit continuous operation. Finally, the SIP will identify
the decision-making process that will be used for making any significant changes
to the amount of service being provided and/or in the manner in which service is
provided, e.g. use of back-up procedures rather than standard procedures, the
shifting of call-taking, scheduling, dispatch or some other function to an off-site

location, etc.

> Key Staff Responsibilities and Lines of Authority — Veolia’s SIP will identify
each key staff members’ responsibility, area of authority and the lines of authority
during an emergency or service interruption. The SIP will also identify how
responsibilities and management authority will be reassigned in the event that
any member of our key management team is unavailable for any reason.

> Staff Assignments and Schedules — Veolia's SIP will address staff's
responsibilities during each type of significant emergency or service interruption,
e.g. during a power failure, when the phone or computer systems are down, etc.

> Coordination with WMATA, the QA Contractor and the Service Providers -
Veolia’s SIP will address the topic of coordination and especially in the areas of
voice and data communications, trip scheduling and dispatch, and decision-
making. For example, if the power is out at the OCC, then Veolia will work to
have calls rerouted to another venue—either a service provider or perhaps to
Veolia's SuperShuttle Call Center in Tampa. Conversely, if the power is up, but
the Trapeze environment is down, Veolia will switch to paper process, and
providers will operate from faxed or delivered manifests.

> Communications — Veolia managers will have cell phones, and we will provide
additional cell phones to be used by key staff members in the call center. We will
make these numbers available to service delivery providers, the QA contractor
and WMATA so we can maintain contact and make decisions on the fly regarding
service interruptions and how to manage them.
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CDRL MACS-OCC-8 — QA Interface
Plan

As required by the RFP, Veolia will make all records, data, reports and project-related
electronic systems and records available to the QA contractor and to WMATA. To ensure
we are working in a spirit of cooperation and partnership, we recommend the following
additional activities.

> Weekly meetings between the QA Contractor and Veolia's Project Manager and
other staff as appropriate to discuss the prior week’s system performance, any
significant service changes, challenges, accidents, etc. These would be meetings
focused on operational issues and on what issues need to be resolved, the
development, discussion and agreement to steps for resolving them, the
assignment of responsible parties for resolving them, and the planned time
frames for affecting resolution.

> We recommend monthly meetings between the QA Contractor and each OCC
department, E.g. Reservations, Scheduling, Dispatch, Training, etc. The purpose
of these meetings would be for QA staff and our line staff to focus on fairly narrow
areas of performance in order to identify and address concerns, to plan
improvements and to discuss ideas for improving performance in the future.

> We recommend monthly meetings to include WMATA, the QA Contractor, the
service delivery providers and Veolia to discuss overall program performance,
significant planned changes and updates, general issues of concern, etc. These
would not be working meetings themselves, but they would be used to identify
priorities for efforts to take place in the coming days and weeks, identification of
the teams to address them, etc.

> On a quarterly basis, we recommend reviewing each provider’s performance in
order to determine whether or not the service mix is working, what changes
should be made, if any, and the timing for making any needed changes.

> On at least a quarterly basis, we believe we should have a specific meeting to
include the QA Contractor, our Project Manager and our Scheduling and
Dispatch staff to examine system productivity and to look for strategies to
improve productivity.
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Directing Service Provider Operators in Revenue Service

Although most of the communications between Veolia’s Dispatchers and the Operators
will occur through the Mentor Ranger MDT’s on board each vehicle, Veolia has proposed
the Motorola CDM1550LS+ Mobile Radio, which is introduced and described in our
response to CDRL MACS-OCC1. We will ensure that there are a sufficient number of
radios for each provider to have a working radio in each vehicle, and we will provide at
least two additional radios per 100 vehicles as well as an equal number of spares.

We will also establish Operator check-in procedures that include a verbal radio check
prior to entering revenue service. In the event that an Operator's MDT goes down, we
will establish back-up radio procedures which we will standardize among service delivery
providers, and we will insist that these be used in lieu of the MDT’s as long as they are
not working.

Assigning Work to Taxi Subcontractors

In CDRL MACS-OCCS5, we described our proprietary IntelliRide ™ technology for
communicating trip information between Trapeze and each taxicab company’s dispatch
system or (in the event that a provider does not have automated dispatch) to a tablet
computer which we will provide to each Operator operating in the program. To be
certain, IntelliRide will resolve most communication that needs to take place. However,
we will also agree on back-up communications procedures, and we will work with each
taxi provider to identify correct phone numbers we can use when we need to
communicate by voice on an immediate basis. Within our Dispatch Area, we will cross-
train at least half of our Dispatch Supervisors and at least one Dispatcher during every
shift to act as a Taxi Facilitator. Taxi Facilitators will be introduced to the taxi
subcontractors and will spend time at their facilities and in their Dispatch areas so that
they are familiar with the realities at each taxi subcontractor’s shop. This information and
experience will help us to support each taxi subcontractor more effectively, and it may
help us to make better decisions about what types of trips each subcontractor is best at

fulfilling.
Ensuring Safety

Safety is our number one priority. We will never sacrifice safety for any reason, and we

will not ever encourage our providers to put schedule ahead of safety. Here are some of
the steps we will take to build a safety culture within the MetroAccess Dispatch Area and
(by extension) in the Dispatch areas serving MetroAccess from across the entire region.

>  We will use Veolia Vision to anticipate trips that may run late, and our
Dispatchers and Routers will move them.

> We will train our Dispatchers never to use the word “hurry”. If service is late, then
the proper response is to either let the trip run late or reassign it. Then, when the
moment has passed, we can evaluate the causes of the lateness.
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>  We will train our Dispatchers to keep urgency out of their voices. No matter how
badly a day is going, Operators cannot be made to feel rushed. Dispatchers who
express frustration on the radio or who rush Operators will be removed from the
Dispatch Area until they can regain their equanimity, and repeated similar
behavior will result in retraining, counseling or discipline.

> We will actively monitor all available information sources (MDT's, Operator
feedback, news services, etc.) to maintain up-to-date information on any weather,
traffic or other conditions which may impact service, and we will keep Operators
informed.

Helping Providers Get Vehicles Out on Time

Veolia will utilize its proprietary Veolia Vision technology (described in our response to
CDRL-MACS-OCC5) to monitor the pull-out process each morning and, if necessary,
during each afternoon for second pull-out’s. Veolia Vision has a monitor which can be
configured for on-time pull-out's and returns to the yard, and we will assign Dispatchers
during morning and afternoon shifts the responsibility of monitoring pull-out’s.

How Vision Works

Scheduled routes which are not due to leave the yard appear in green, and routes in
service are displayed in blue. As a route’s scheduled pull-out time approaches, the route
will appear in yellow, alerting Dispatchers that the pull-out time is nearing. Veolia can
work with providers to establish a protocol for when to check in on the status of a route,
so that when the route turns yellow, Veolia’s Dispatcher can automatically check in to
make sure the route’s Operator is assigned, completing his/her pre-trip check-in and
ready to roll. If a route turns red, it is late, and this will trigger a call from Veolia to ensure
that the provider is either pulling the route out late or that the provider needs assistance
with a trip or two in order to get the rest of the route back on schedule.

Veolia will use Vision to maintain statistics on each provider's pull-out timeliness, and we
will use this information as we plan subsequent schedules and as we work with WMATA
and the QA contractor on future vehicle deployment plans.

Preventing, Managing and Communicating Service Delays

Veolia has staffed our Dispatch Department at a level that will permit us to provide
strong support to providers in the field. Dispatchers will each supervise approximately 25
routes in service, and we will have extra Supervisors, Routers and our No-Show Clerks
to assist in the event of service delays or in the event that we are unable to reach a rider.
We will also use Vision to anticipate and resolve future delays before they occur.

When delays do occur, we will be responsible for managing them and for
communicating. In general, we will manage routine service delays off the late trip
monitor within Vision. The late trip monitor will display trips in order of the severity of the
lateness, and this will help us to prioritize the most urgent matters first. In such
instances, our Dispatchers will be communicating with just those Operators involved in
the situation, e.g. the Operator who is running late and any Operators who are receiving
trips from the first Operator in order to get the first Operator back on track.

Veolia Transportation is a Veolia Transdev company @ VEOUA [RANSOEV
el

@Im



@ VEOLIA Proposal to Provide MetroAccess Paratransit Service for Maryland, Virginia and the District of Columbia
TRANSPORTATION OPERATIONS CONTROL CENTER - Volume Il - Technical Proposal

If the delay is a non-routine matter, such as a vehicle breakdown, an accident, an
external factor such as a demonstration that is blocking a major arterial, then we will
assign a Dispatch Supervisor to deal with the specific circumstances of the delay, and
we will send relevant information to the rest of the Operators regarding anything they
should know, areas to avoid, etc.

Resolving Customer Incidents

Dispatchers will be trained to manage customer incidents, including misconduct, injuries
and accidents. Dispatchers will be trained to de-escalate situations when possible.
However, if a customer is disrupting service, the Dispatcher will be trained to take the
appropriate actions, up to and including, notification of the provider's Road Supervisors,
notification of law enforcement and/or notification of WMATA. Dispatchers will be trained
to document all such interventions on a paper dispatch log which will be kept in the
Dispatch area as well as within the Trapeze system.

Accidents, Incidents and Other Service Interruptions
Dispatchers will be trained to follow specific procedures when there is an accident, injury
or other severe service interruption. Steps which the Dispatchers may need to follow
(depending on the incident) will include:

> Directing the Operator to get the vehicle to a safe place out of traffic

> Inthe case of fire or a potential fire, directing the Operator to evacuate the
vehicle

> Notification of appropriate first responders—fire, police, etc.
> Notification of the service provider and WMATA staff
> Dispatching another vehicle and/or a taxicab to transport other riders

Prior to start-up, Veolia will work with the service delivery providers and WMATA to
develop and agree on unified accident and incident response procedures which will be
consistently applied for all providers.

Other Coordination Efforts

We believe there are other steps we can and should take to promote coordination with
service delivery providers. These include, but are not limited to:

> Monthly meetings with all providers, the QA contractor and WMATA to discuss
overall program performance, upcoming developments, issues of concern, etc.

> A staff exchange program where Veolia staff and provider staff trade places in
order to learn each other’s jobs and to be cross-trained. These exchanges also
promote a sense of shared understanding that can help staff to have a broader
perspective when attempting to resolve operational challenges.
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The main objectives to be achieved through the transition are as follows:
> Onboarding our proposed management team to the MetroAccess project.
> Negotiating collective bargaining agreement(s)

> Hiring and training all incumbent employees who wish to apply and transfer to
Veolia.

> Recruiting, hiring, onboarding and training any additional employees needed to
meet our OCC staffing requirements.

> Finalizing and submitting, for WMATA review and approval, all required policies,
procedures and plans.

> Implementing all value-add technologies included in our proposal, including VDS,
Veolia Vision and IntelliRide.

> Negotiate with WMATA and MV Transportation the hand-off of the OCC, e.g.
when to transfer responsibility for call-taking, schedule preparation, live dispatch,
etc.

> Begin providing service on July 1, 2013

Since this contract is a negotiated procurement, there are many details that will be
finalized as part of the negotiating process. Key among these is the plan for transitioning
specific Operations Control Center functions and the service tier to be assigned to
Veolia. For purposes of discussion, we have chosen Tier 2 as a reference point A
detailed finalize plan will be provided upon learning the service tier to be awarded and
the process WMATA wishes to use for transitioning specific OCC functions to Veolia.
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Tier1 | Tier2 | Tier3 | Tier4 | Tier5

Drivers Required 187 363 550 770 1,100
Incumbant

% Transferring from MV 50% 50% 60% 70% 80%
# transferring from MV 94 182 330 539 880]
Students/Class 25 25 25 25 25
Classes Required 4 8 14 22 36
Classroom Hours/Class 12 12 12 12 12
Classroom Hours 48 96 168 264 432
% of Make-Up Hours 20% 20% 20% 20% 20%
Make-Up Hours 10 20 34 53 87
Total Classroom Hours 58 116 202 317 519]
Classroom Trainers* 1 1 1 2 4
BTW hours/transferring driver 2 2 2 2 2
Total BTW hours/transferring drivers 188 364 660 1078 1760
BTW Trainers* 2 2 4 7 11

*Assumes 1 month for completion

New Hires 93 181 220 231 220
Trainees (75% graduation rate) 125 241 293 308 293
Trainees/Class 25 25 25 25 25

Classes Required 5 10 12 13 12

Classroom Hours/Class 60 60 60 60 60

Classroom Hours 300 600 720 780 720
% Make-Up Hours 20% 20% 20% 20% 20%

Make-Up Hours 60 120 144 156 144
Total Classroom Hours 360 720 864 936 864
Classroom Trainers** 1 2 3 3 3
Skills Training Class Size 3 3 3 3 3
Skills Training Classes Required 42 81 98 103 98
Hours/Skills Training Class 20 20 20 20 20
Skills Training Hours 840 1620 1960 2060 1960
Skills Trainers Required** 3 5 6 7 6
Revenue Training Class Size 1 1 1 1 1
Revenue Training Classes Required 125 241 293 308 293
Revenue Training Hours/Class 40 40 40 40 40
Revenue Training Hours Required 5000 9640/ 11720 12320/ 11720
Revenue Trainers Required** 16 30 37 39 37

**Assumes completion in 2 months

Total Staffing Requirement

Classroom Trainers 2 3 4 5 7
BTW Skills Trainers 3 5 6 7 6
Revenue Trainers 18 32 41 46 48
Total Trainers 23 40 51 58 61
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Critical Path

The critical path is the combination of transition activities that ensures the critical
success factors are achieved in a timely manner. In order to be ready for a July 1
transition, a lot has to happen. Our experience transitioning systems like Nassau County
and New Orleans has taught us valuable lessons about not only what needs to happen
but also the nuances of how it needs to happen. We must not only be good logistical
thinkers but also good listeners to fully appreciate the concerns and anxieties of your
staff, the incumbent employees, the customers and local community leaders. The critical

path issues include:

> Reservations, Scheduling, Dispatch, IT and Administrative Department staff
onboarding which includes screening, hiring, training and uniforms

> Establishment of a training center where we can conduct new-hire and Trapeze
training

> Negotiation of a collective bargaining agreement representing those employees
currently represented by the ATU

> Management team placement and the establishment of clear lines of authority
and reporting.

> OCC Coordination Plan — Outlining how the OCC will interact with the service
delivery providers and the QA contractor

Reservations, Scheduling, Dispatch and Administrative
Employee Onboarding

Employee Relationship Building

An operation is only as good as the people you bring on board. The success or failure of
a transition is dependent on having enough well trained employees, ready for
deployment with a positive attitude. For WMATA our first activity will be to set up several
Meet Veolia “meet and greet” sessions at a hotel meeting space near the OCC’s present
location in Hyattsville. The purpose of these sessions will be to put a face and a name to
Veolia. We also recognize that with a QA contractor and multiple service providers, we
will be in competition to hire and retain the best people. This recruitment effort starts at
these meetings where we will offer refreshments, provide videos and literature on Veolia,
have representatives of our local management team and answer questions prospective
employees may have about Veolia and our proposal. More importantly, we will bring
Reservationists, Schedulers, Dispatchers and other staff from other Veolia locations to
participate in the sessions. These employees, all of whom will have experienced a
transition in the recent past, will provide a one on one exchange between employees
who were in the same position of transitioning employers. The honest discussion, asking
the hard questions, helps reduce employee anxiety over the changes to come and
reassures employees that change can be good.

Veolia Transportation is a Veolia Transdev company Q VEOUA TRANSDEV

@lss



Proposal to Provide MetroAccess Paratransit Service for Maryland, Virginia and the District of Columbia

OPERATIONS CONTROL CENTER ~ Volume |l — Technical Proposal TRANSPORTATION

Tracking

As any Human Resource manager will tell you, the onboarding of employees sounds
much easier than it is. The process requires not only the completion of an application but
also supplemental forms, payroll information, verification documentation, training
documentation, uniform distribution, contact information and much more. Completing all
the required tasks for one person is a lot. Multiplying it by more than 100 OCC
employees becomes a logistical challenge. Veolia uses TALEQ, a talent management
and recruiting tool, to track each applicant’s progress through the process. TALEO tracks
each individual applicant, stores their critical application information, and monitors their
progress through the process. This tool ensures we can verify the completion of critical
steps in the onboarding process. This includes drug screens, reference checks, license
verification and background checks. The system also produces automatically our EEOC
reports.

New Recruits

It is Veolia’s expectation and desire to fill a majority of open hourly and middle manager
positions with incumbent employees. There will be a need, however, to recruit new
employees as well. We do not know what the attrition rate of MV will be. We will
establish a recruitment office locally in a nearby temporary office. These offices will
intake applications and answer questions that arise in a prompt and accurate manner.
From this effort we will be able to determine our potential hiring needs and estimate the
size of the recruitment effort that will be required.

Our recruitment effort will involve holding job fairs throughout the DC area and within the
vicinity of the Operations Control Center. We will advertise the events in the Washington
Post and the numerous local community and minority newspapers that exist in the area.
We will also advertise through local cable networks.

Applicant In-Taking

The relationship between an employer and their employee begins at their first
interaction. First impressions count so it is important the applicant in-take process be
professional in both the people who conduct it and the space in which they operate.
Applications will be done in-person. Recognizing our need to attract quality applicants,
we will conduct the in-take process during all hours from 7a.m. until 9 p.m. in order to
accommodate working employees.

Screening

Once a potential employee has applied with Veolia we can start the screening process.
Veolia will comply with all screening requirements of both WMATA and Veolia company
policy. All employees, whether in a safety sensitive position or not, are required to meet
the qualifications required of those employees in a safety sensitive position. The steps of
the screening process include:

> Completed application conducted in-person in the presence of a Veolia
employee.
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> In-person interview to review the application, verification of education level and
ability to speak and write English, the expectations of the position, compensation
policies and answer any questions that may arise. The interview becomes our
first chance to understand the applicant and to whether they appear to be a good
fit for the position for which they apply.

Background employee work history check

» Employee criminal record check on a local, County, State and Federal level for all
safety sensitive positions.

> MVR record check from the licensing entity for positions that require driving.

Once an employee meets the minimum criteria for each of the checks and is considered
a good hiring choice, a tentative offer of employment will be made and the applicant is
sent for a drug screen and DOT physical. Veolia follows the drug screening procedures
as approved by FTA and WMATA.

Training

Our training section fully defines the program all new Veolia employees will receive. Two
training efforts exist, one for new hires and one for incumbent employees transferring to
Veolia. New hire employees will follow the full training program outlined in our response
to CDRL MACS-0OCCS5. Incumbent employees will receive recertification training on key
aspects of the operation. A transition however is a unique period in which we must define
for incumbent employees the expectations and responsibilities of being a Veolia
employee. Before starting this effort, Veolia training staff will want to meet with WMATA
personnel to better understand for ourselves the expectations of WMATA and identify
particular training needs based on weaknesses observed by the WMATA staff. Training
is an investment in people and we want to make sure we get the most from that
investment and not squander an opportunity.

We also recognize we cannot disrupt their responsibilities to fully complete their
assignments with their current employer. It is Veolia’s policy not to hire any
incumbent employee who does not complete their responsibilities with MV or any
of MV Transportation’s MetroAccess subcontractors. We do not want service to
deteriorate through the transition if some employees are tempted to take unscheduled
leaves of absence.

Veolia will schedule classroom sessions for incumbent employees designed to
accomplish several objectives:

> Complete all paperwork including applicant and I-8 information, health benefit
enrollment, license validation, drug screening and any other content required to
complete a full employment record.

> An overview of Veolia including our Code of Conduct, Rules and Policies, and
Managing Within the Law seminars.
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> Don’t burn out the local team. Service transitions require a very intense effort
in a relatively short period of time. Burning out the local team before the day-to-
day service effort begins is no way to start a contract. An investment up front in
added technical resources insures a solid transition. Veolia proposes a staffing
plan with budgeted resources to provide the additional transition management,
recruiting, training, safety and maintenance resources necessary to support the
transition effort.

> Resources and experience matter. We make a point to talk about the
experience of the individuals that will participate in a transition for a very good
reason. Having been through a start-up or transition, one learns what to expect,
who can be relied upon to deliver, what resistance they will encounter, and most
importantly, how to deal with issues in order to get the job done. Experience
matters. Paper resources and good intentions don't make a start-up successful.

> Transparency is Critical. Transitions require a collaborative partnership among
the incoming contractor, WMATA, the union, the employees and the incumbent.
Honest, straightforward and transparent communication is key to ensuring issues
are resolved quickly and effectively. No one has anything to hide. Everything
needs to be all out on the table in plain sight for all to see and work together to
achieve a seamless transition.

> Expect the unexpected, because that’s often the way it will go. We all know
what they say about best-laid plans. Knowing the critical path and identifying
backup strategies if the planned approach isn’t going to make it is essential to the
success of a transition. For this to work we have to identify problems early. This
is the importance of the weekly meetings. The variables are many and complex.
Less incumbent Call Center employees apply; technology orders are delayed,
employees at the drug-screening clinic go on strike. Almost anything can impact
a transition schedule. The key to success starts with identifying the criti