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How It Began

 Idea: Utilize Transportation
Network Companies (TNCs)
to supplement overburdened
paratransit services with
same day transportation
options.

» Goal: Add transportation
flexibility and improve
customer satisfaction for
paratransit clients.

April 2022: On-Demand Pilot Program
approved by City of Tallahassee City
Commission.

July 2023: Uber contract finalized,
Innovative Services and Development Grant
awarded for FY 2023-2024.

Aug 2023: Beta Testing started with select
customers and Uber.

April 2024: Program is in Soft Launch

and applying for a second year of funding.
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Program Basics

................

Current Dial-A-Ride customers... = HOW-TO L
 Opt-in with approval from StarMetro o LN M G/p'uons .........
* Download ride hailing app from R T P——
participating TNC OPT-IN FORM o 3
« Connect or create an account . L0G 14 OW 4
- - Al ceauesr, (W Snttions

» Request their own rides as-needed RIDE 8 paY QUSSR

ol e SHARE YOUR (ALL IN ONE DAY) o0 Ay At
 Pay the regular $2.50 + fares above BBl TioucHs KL Tttt

approved subsidy

» Participants with wheelchairs or without
smart phones call Customer Service
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Program Statistics

6 months = 1,831 Uber rides
46 current participants

* Average cost to StarMetro per ride is $12

* Customer pays base $2.50 fare for 80% of rides
* About 30 rides per month billed to ISD

* Remaining rides come out of general funds

Participants take 25% less trips on traditional
paratransit when Uber rides are available.
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Pilot Expectations

: System
Customer On-Time y )
) : Capacity and
Satisfaction Performance .
Reliability

Missed Trips Customer Unnecessary
and Same-Day . Customer DECREASED
: Complaints :
Cancellations Service Calls
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Actual Pilot Impact

) System
Customer On-Time Y )
: : Capacity and
Satisfaction Performance o
Reliability

/ 4 /

Uber On-Time Performance:

Dial-A-Ride Customer Satisfaction: Monthly average before Options:
729% 100% 11,284 trips
(0] .
Monthly average after Options:
Options Pilot Customer Satisfaction: . .

o Average systemwide increase: 11,000 trips
86% 1.4% + 305 rides

Comparing average OTP for months Before: Aug 2022 — Feb 2023

Aug-Dec in 2022 vs 2023 After: Aug 2023 — Feb 2024
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Customer Feedback

"This program is a godsend. It allows for the sudden life
needs and wants that those who are able to provide their changes god-send
own transportation are able to enjoy and from which they game-changer freedom

benefit... | feel almost equal on the road to sighted peers."
flexibility helpful gro eful

options unexpecte

"l can’t begin to thank you enough for allowing me to hope t| m e SG Ve I
be a part of the beta testing in the options program

Personally, | was able to make it to an unexpected | C O nVe ﬂ I e nt life

medical appointment, accomplish some absolutely mdependence OppreCIGte
necessary time-sensitive banking, and even go to b|lnd ve  faster
lunch with a friend." | quality |ove errands

"Options is a miracle service for which many of us have
been dreaming about and it has finally arrived. It certainly
prevents a great deal of stress. More independence!"
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Lessons Learned

Start Early The Devil is in the Details

Legal for both parties takes time. TNC'’s do not fall under federal or local
authority and do not like to provide

All Contracts are not Equal data, even when required by contract.

There are benefits and pitfalls of

leveraging existing contracts. Verify Funding Beforehand

. . For the above reason, not all grants
Work Closely with Other City ; -
Departments ﬁppdsagen0|es are willing to fund TNC

Determine budgeting requirements in
advance.
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Invoice Reconciliation
TNCs & Data

« Uber for Business portal is easy to use and
StarMetro can download ride data on demand.

« The ISD grant invoice accommodates Latitude
and Longitude location data. There is a cost
associated with converting addresses in bulk
through ARCGIS.

« Wil Latitude/Longitude location data continue
to be acceptable outside of the ISD grant for a
long-term program??
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Program Sustainability

O Change program parameters and d Plan for permanency:
marketing to control growth: « |ssue combined RFP that
« Six months of DAR eligibility integrates same day service into
* Monthly same day ride allowance the standard transportation

provider contract

* Include same day paratransit in
StarMetro’s long-term
technology plan

O Streamline program management
and policy enforcement:

« Standardize customer
communications

« Test new Uber for Business
features
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----- HOW-TO |
g Next Steps

FILL OUT THE

4wl - Continued Soft Launch

ummT* » Collect participant feedback

;::f.,";‘;‘:,{:.‘,’;‘mz * Fine-tune program parameters
' * New participants by referral

LOG IN ON A
SMARTPHONE

v stSl ... Full Program Launch
eEqUEsT  Mass-mailed invite emails and letters

RIDE & pAY

(ALL IN ONE DAY)  Brochures

L « Earned media
s 5 SHARE YOUR

[ THOUGHTS! * Social media
....... St STARmETRO 50  Word of Mouth

REQUEST A TAXI OR AN
““““ ACCESSIBLE VEHICLE,

nnnnnnn
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