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Definitions of Words and Terms 
 

Words and terms shall be given their ordinary and usual meanings.  Where used in the Contract 
documents, the following words and terms shall have the meanings indicated.  The meanings shall 
be applicable to the singular, plural, masculine, feminine and neuter of the words and terms. 
 
Acceptance or Accepted: Written documentation of GRTC’s determination that the Contractor’s 
Work has been completed in accordance with the Contract. 
 
Accident (Collision), Vehicle:  

1. Collisions between a GRTC vehicle and another vehicle 
2. Because of a vehicle accident, a fatality is reported, a passenger is transported by EMS, 

an employee (GRTC or Service Provider) is injured, regardless of damage 
3. Collisions where claimant calls in a claim for property damage/injury due to a GRTC 

reported vehicle accident 
4. Collisions between pedestrians and a GRTC vehicle if injury is claimed  
5. Any other collision caused by a GRTC vehicle where there is known damage regardless 

of whether a claim is made 
 
Accident (Incident), Passenger:  

1. Passenger transported due to injury on a GRTC vehicle.  Passenger falls are documented 
as a collision accident 

2. Passenger making a claim due to injury on a GRTC vehicle that can be substantiated (as 
determined by GRTC) 

 
Action Plan: A written plan submitted by the Service Provider at the request of GRTC to address 
deficiencies or shortcomings. 
 
ADA: The Americans with Disabilities Act of 1990 (and 2008 amendment). 
 
ADA Paratransit Eligible: The status given to a person who has been authorized to use ADA 
Paratransit services due to a disability or medical condition, which limits or prevents them from 
independently using accessible bus service some or all the time.     
 
Addendum/Addenda: Written additions, deletions, clarification, interpretations, modifications or 
corrections to the solicitation documents issued by GRTC during the Solicitation period and prior to 
contract award. 
 
Administrative Change: Documentation provided by GRTC to Contractor, which reflects internal 
GRTC procedures not affecting the Contract terms or Scope of Work. 
 
Attendant: May also be referred to as a Personal Care Attendant (PCA). A person traveling as an 
aide requested by a person with a disability and having the same origin and destination as the 
person with a disability. 
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Best and Final Offer: Best and Final Offer shall consist of the Proposer’s revised proposal, the 
supplemental information, and the Proposer’s Best and Final Offer.  In the event of any conflict or 
inconsistency in the items submitted by the Proposer, the items submitted last will govern. 
 
Bidder/Proposer or Offeror: Individual, association, partnership, firm, company, corporation or a 
combination thereof, including joint ventures, submitting a bid/proposal to perform the Work. 
 
Boarding: The transportation of a passenger, rider, companion or attendant from a point of origin to 
a single destination, each individual counting as a separate boarding.  Used interchangeably with 
“ride”. 
 
Breaks: Any interval of time a run that has commenced revenue service is taken out of service for 
any reason.   
 
Business Day: Monday through Friday between the hours of 8:00 AM to 4:30 PM excluding GRTC 
recognized holidays. 
 
Buyer: Individual designated by GRTC to conduct the Contract solicitation process, draft and 
negotiate contracts, resolve contractual issues and support the Project Manager during Contract 
performance. 
 
Cancel at the Door: A passenger or responsible party cancels a trip in person when the Vehicle 
Operator shows up to make the pick-up. This is considered as a “no show” under the passenger No 
Show Policy as outlined in the GRTC Care Ride Guide Attachment W 
 
Cancellation: A trip that is canceled after it has been created.  
 
CAC: CARE Advisory Committee. 
 
CARE: Community Assisted Ride Enterprise which is the brand name for GRTC’s paratransit 
service. 
 
CARE ID Card: Individual identification card which is issued to all CARE customers and is to be 
shown to Vehicle Operators at the time of each boarding. 
 
CARE ID number: The unique CARE passenger identification number assigned by GRTC. 
 
CARE Ticket: Ticket issued or recognized by GRTC as valid fare for a single individual to ride on 
CARE service. 
 
CARE Plus: Paratransit service provided beyond the federally mandated ¾ mile. 
 
Change Documentation: A written document agreed upon by Project Managers, which if it creates 
a material change to the Contract term or Scope of Work shall be executed as a Contract 
Amendment. 
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Change Order: Written order issued by GRTC, with or without notice to sureties, making changes 
in the Work within the scope of this Contract. 
 
Companion: A person (who may or may not be registered with CARE) other than a PCA traveling 
with an ADA eligible passenger and having the same origin and destination as the CARE eligible 
passenger. 
 
Contract Amendment: A written change to the Contract modifying, deleting or adding to the terms 
or scope of work, signed by both parties, with or without notice to the sureties. 
 
Contract or Contract Documents: The writings and drawings embodying the legally binding 
obligations between GRTC and the Contractor for completion of the Work under the Contract. 
 
Contract Administrator: The individual designated by GRTC to administer the Contract and be the 
Contractor’s primary point of contact.  The Contract administrator will approve orders, receipts, 
invoices and document the Contractor’s performance.  This Person may be the Project Manager. 
 
Contract Period: The period of time during which the Contractor shall perform the Services or Work 
under the Contract. 
 
Contract Price: Amount payable to the Contractor under the terms and conditions of the Contract 
for the satisfactory performance of the Services or Work under the Contract. 
 
Contractor: The individual, association, partnership, firm, company, corporation, or combination 
thereof, including joint ventures, contracting with GRTC for the performance of Services or Work 
under the Contract commonly referred to in this document as the “Service Provider”. 
 
Cost Analysis: The review, evaluation and verification of cost data and the evaluation of the specific 
elements of costs and profit.  Cost analysis is the application of judgment utilizing criteria to project 
from the data to the estimated costs in order to form an opinion on the degree to which proposed 
costs represent what the Contract should cost, assuming reasonable economy and efficiency. 
 
Curb-to-curb (C2C): Service level where Vehicle Operators only assist passengers into and out of 
the vehicle. Vehicle Operators do not provide assistance beyond the curb of the origin or 
destination. 
 
Customer: Any GRTC passenger. 
 
Day: Calendar Day. 
 
Deadhead (Miles and Hours): The miles and hours that a vehicle travels when not in revenue 
service. Deadhead includes leaving or returning to the garage or yard facility, or changing routes 
when there is no expectation of carrying revenue passengers. 
 
Destination: The location where a passenger trip ends. 
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Documentation: Technical publications relating to the use of the Work to be provided by Contractor 
under this Contract, such as reference, user, installation, systems administration and technical 
guides, delivered by the Contractor to GRTC. 
 
Door-to-door (D2D): Service level where Vehicle Operators assist passengers to the door of the 
origin and the destination. Vehicle Operators must maintain line of sight of their vehicle. Vehicle 
Operators are never permitted to enter any passenger’s home. 
 
DOT: Department of Transportation. 
 
Eligible Rider: A person registered with GRTC as authorized to use CARE ADA paratransit 
transportation. 
 
Fare: Payment required from each passenger for a ride on any mode of transportation provided by 
GRTC. 
 
Final Acceptance: The point when GRTC acknowledges that the Contractor has performed the 
entire Work in accordance with the Contract. 
 
Fixed Route Services: Public transit service in which a vehicle is operated along predefined routes 
on a fixed time schedule.  
 
FTA: Federal Transit Administration. 
 
GRTC: Greater Richmond Transit Company or GRTC Transit System. 
 
Incident: Any unusual occurrence (excluding a vehicle or passenger accident), disruption or 
misconduct involving CARE service that results (or has the potential to result) in property damage, 
personal injury or denial of service to a passenger. 
 
Key Performance Indicators (KPIs): Performance measures used to track the overall performance 
of service. 
 
Liquidated Damages (LDs): A fixed dollar amount for Contractor’s failure to perform a specific 
obligation under this Contract which amount shall be reflected as a credit against amounts owing 
Contractor under the Contract also known as “nonperformance penalties” in this document. 
 
Manifest: Written or digital record of trip information in sequential order required for the Vehicle 
Operator’s transportation pick-up and drop-off instructions, including scheduled and actual times. 
 
Missed Service: Any length of time cut or not covered from a run as scheduled. 
 
Missed Trip: A trip that is not completed in its entirety, transporting the wrong passenger, a trip for 
which the passenger is dropped off at an incorrect or unauthorized drop off location, or where the 
arrival time is more than one (1) hour after the close of the operating window.   
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Non-Preventable Accident: A collision in which the Vehicle Operator did everything reasonably 
possible to avoid the collision. 
 
Non-Revenue Vehicle: Vehicles provided by the Service Provider used for field supervision and 
other operational support otherwise known as support vehicles.  
 
No Show: When a vehicle arrives for a passenger inside the trip window and the passenger does 
not board the vehicle within five (5) minutes. If a vehicle arrives before the opening of the window, 
the five-minute clock does not begin until the window opens.  
 
Observation Report: A written record of GRTC Quality Assurance audits, inspections, or reviews 
that may require a written response by the Service Provider.  
 
On Time: Arriving within the operating window. 
 
Operating Window: A thirty (30) minute timeframe when a passenger must be ready to board the 
vehicle within 5 minutes. The operating window or “pickup window” is 15 minutes before and 15 
minutes after the scheduled pickup time. 
 
Origin: The location where a rider boards a vehicle at the beginning of each ride. 
 
Origin-to-Destination: Service level where Vehicle Operators assist passengers into and out of the 
vehicle. Vehicle Operators do provide assistance to the first exterior door. Vehicle Operators are 
never permitted to enter any passenger’s home. 
 
Overflow Trip: When a ride is provided by a contracted overflow provider as scheduled or at the 
direction of the Contractor. 
 
Passenger: Any person being transported. Used interchangeably with “rider” in this document. 
 
Personal Care Attendant (PCA): See “Attendant”.  
 
Person: Includes individuals, associations, firms, companies, corporations, partnerships, and joint 
ventures. 
 
Preventable Accident/Collision: A collision in which the Vehicle Operator failed to do everything that 
reasonably could have been done to avoid it. 
 
Price Analysis: The process of examining and evaluating a price without evaluating its separate 
cost elements and proposed profit. 
 
Productivity Rate: The number of passengers per vehicle service hour or the number of trips per 
vehicle service hour. 
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Project Manager: The individual designated by GRTC to manage the project on a daily basis and 
who may represent GRTC for Contract administration.  This Contract may be part of a larger GRTC 
project. 
 
Provide: Furnish without additional charge. 
 
Reference Documents: Reports, specifications, and/or drawings that are available to Proposers for 
information and reference in preparing proposals but not as part of this Contract. 
 
RFP or Solicitation: Request for proposals.  Also known as the solicitation document. 
 
Revenue Hour: The time when a vehicle is available to the general public, and there is an 
expectation of carrying passengers. Revenue hours include layover/recovery time but excludes 
charter and deadhead, the miles and hours that a vehicle travels when out of revenue service. 
Deadhead includes leaving or returning to the garage or yard facility, changing routes and when 
there is no expectation of carrying revenue passengers. 
 
Revenue Vehicle: A vehicle which transports GRTC CARE customers. 
 
Run: A Vehicle Operator’s daily work assignment. One or more runs can work a single block. Runs 
can also work on multiple blocks. A Vehicle Operator’s schedule is primarily determined for each 
booking through the run bid process where trips are integrated with driver assignments. 
 
Scope of Work or Statement of Work (SOW): A section of the Contract consisting of written 
descriptions of Services to be performed, or the goods to be provided, or the technical requirements 
to be fulfilled under this Contract contained within the Scope of Work Section. 
 
Service Animal: An animal that is specifically trained to perform tasks for a person with a disability. 
 
Service Provider: See “Contractor”. 
 
Services: The furnishing of labor, time or effort by a Contractor, but not involving the delivery of any 
specific manufactured goods. 
 
Shall or Will: Whenever used to stipulate anything, Shall or Will means mandatory by either the 
Contractor or GRTC, as applicable, and means that the Contractor or GRTC, as applicable, has 
thereby entered into a covenant with the other party to do or perform the same. 
 
Specialized Transportation (SpecTran): Also known as Paratransit Service in this document. 
 
Specifications or Technical Specifications: A Section of the Request for Proposals consisting of 
written descriptions of services to be performed under this Contract. 
 
Subcontractor: The individual, association, partnership, firm, company, corporation, or joint venture 
entering into an agreement with the Contractor to perform any portion of the Work covered by this 
Contract. 
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Submittals: Information that is submitted to the Contract Administrator in accordance with the Scope 
of Work/Specifications. 
 
Tablet: A portable device or computer that allows digital communication between a vehicle and a 
central office.  
 
Total Miles: Total miles recorded on the vehicle including vehicle service hours, miles incurred 
during breaks, fueling, scheduled and unscheduled maintenance periods and training.  
 
Transportation Department: The division of GRTC that is responsible for the overall operations and 
administration of Fixed Route and Paratransit modes of transportation services offered within the 
GRTC service area. 
 
Trip: The transportation of a passenger from a point of origin to a single destination. Each registered 
passenger counts as a single trip. One trip may also include a companion or an attendant. 
 
VDMBE: Virginia Department of Minority Business Enterprise. 
 
Vehicle Service Miles (VSM): Vehicle Service Miles: The mileage from the time a vehicle leaves the 
gate to the time the vehicle returns to the gate less miles incurred during breaks, fueling, and 
scheduled and unscheduled maintenance periods. 
 
Vehicle Breakdown: Anytime a mechanical failure occurs during revenue service. 
 
Vehicle Operator: Synonymous with driver. Direct-hire employees of the Service Provider with 
whom GRTC contracts service to operate vehicles transporting passengers. 
 
Vehicle Service Hours (VSH): The time a vehicle leaves the gate to the time it arrives at the gate 
from the last passenger drop-off the Vehicle Operator's shift or service day. Not included as part of 
VSH are breaks, pre-trip inspection time, and scheduled or unscheduled maintenance periods 
(vehicle breakdowns). 
 
Work: Everything to be provided and done for the fulfillment of the Contract and shall include all 
goods and services specified under this Contract, including Contract Amendments and settlements. 
 

 


