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Executive Summary 
 

The San Luis Obispo Council of Governments (SLOCOG) retained Michael Baker International to 
conduct a performance audit of Ride-On Transportation covering a four-year audit period, fiscal 
years (FY) 2011–12 through 2014–15. The purpose of the performance audit is to evaluate Ride-
On’s effectiveness and efficiency in its use of Transportation Development Act (TDA) funds to 
provide specialized public transportation in its service area. This evaluation is required as a condition 
for continued receipt of these funds for public transportation purposes. In addition, the audit 
evaluates Ride-On’s compliance with the conditions specified in the California Public Utilities Code.   
 
The Performance Audit Guidebook for Transit Operators and Regional Transportation Planning 
Entities, September 2008 (third edition), published by the California Department of Transportation 
(Caltrans), was used to guide the development and conduct of the audit. To gather information for 
the TDA performance audit, Michael Baker conducted interviews, reviewed various documents, and 
evaluated Ride-On’s responsibilities, functions, and performance of the TDA guidelines and 
regulations. 
 
The audit comprises several sections, including compliance with TDA requirements, status of 
implementing prior audit recommendations, performance measurement, and review of functional 
areas. Findings from each section are summarized below, followed by recommendations based on 
our audit procedures.  
 

Compliance with TDA Requirements 
 
Of the compliance requirements pertaining to Ride-On, the agency complied with each of the nine 
requirements. Two additional compliance requirements pertaining to urbanized farebox recovery 
ratios did not apply to Ride-On, as Ride-On’s farebox ratio is set by SLOCOG. Ride-On complied with 
its 10 percent farebox recovery ratio in each audit year. Also, Ride-On performs an accounting 
function that corrects a fund reporting discrepancy in the annual State Controller Report. SLOCOG 
and Ride-On have communicated on this issue and maintain notes to check for this each year. 
 

Status of Prior Audit Recommendations 
 
Ride-On fully implemented three prior audit recommendations, while partially implementing two 
other recommendations. The recommendations implemented relate to updating the Short Range 
Transit Plan, updating performance goals, and recording of complaints. Recommendations partially 
implemented include that Ride-On should continue efforts to report only Consolidated 
Transportation Services Agency (CTSA) operations performance and financial data to the state 
according to the reporting profile created by Ride-On and its use of TDA funds in meeting SLOCOG 
funding requirements. Ride-On should also show expenditure of TDA funds by CTSA program in the 
Ride-On monthly performance report and quarterly summary report. 
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Functional Review 
 
1. Each California Highway Patrol (CHP) terminal inspection report during the audit period was 

rated satisfactory. Minor  findings were made by the CHP in which sample vehicles had exceeded 
the scheduled maintenance intervals by up to 17 days. Also, there was a finding that a driver did 
not report a vehicle in service that had exceeded the maintenance schedule, and another finding 
from the CHP that placed a vehicle out of service due to a rear door defect. The defect was 
quickly repaired and noted in the CHP inspection. 
 

2. Ride-On divides its operating expenses between fixed and variable costs. Under the Ride-On cost 
allocation method used during the audit period, expenses, such as for staff administration, 
general insurance, rent, and office equipment, are allocated among CTSA, Transportation 
Management Association (TMA), and contract service based on their respective annual 
budgeted operating income totals. As part of this audit, the auditor worked with Ride-On and 
SLOCOG to prepare a new operating cost model that follows industry standard in spreading 
operating costs using multiple supply variables. One purpose of the new model is to create a 
basis for future discussion between Ride-On and SLOCOG in the development of a memorandum 
of understanding (MOU) covering CTSA expectations. 

 
3. TDA funds are budgeted as operating income for CTSA. The revenues are applied to backfill CTSA 

program expenses that are not fully covered by other operating income. As the net income 
tracked by Ride-On varies by month for each program, the use of TDA funds by program also 
varies but is intended to compensate for the difference between costs to operate and other 
income generated. On the Ride-On monthly performance reports, it is not clear to which services 
TDA revenue is applied.  

 
4. Overall CTSA ridership experienced a mixed trend over the four-year audit period, increasing in 

two of the years, but then decreasing the other two years. CTSA operating costs increased by 19 
percent over the four-year period, leading to a trend of higher operating cost per passenger. 

 
5. Operating costs per hour increased each audit year. Ride-On experienced driver retention issues 

attributed to many factors including drivers moving out of the area, taking medical leave, taking 
similar jobs elsewhere with better pay, or retiring. The remaining drivers incurred overtime 
expenses which reduce cost efficiency and effectiveness. Ride-On has since reached its goal of 
retaining 50 drivers. 

 
6. Most CTSA services were carrying between two and three passengers per hour although there 

were outliers such as the Agricultural Workers Vanpool (AgVan) which transported between six 
and eight passengers per hour using dedicated vehicles. The general trend for CTSA services in 
the aggregate is a decrease in passengers per hour, which is explained in part by the current 
trend expressed by Ride-On about longer trips being made and more difficulty grouping rides. 
For Tri-Counties Regional Center (TCRC), Ride-On is not allowed to add any additional riders not 
scheduled by TCRC’s consultant, so further batching is not possible on those routes unless 
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scheduled by the contractor. In addition, Ride-On has limited to no control over where medical 
trips are made by its clients, further challenging the ability to group rides. 

 
7. In April 2013, SLOCOG approved expanded reporting requirements for Ride-On, effective FY 

2014. Ride-On is required to report 20 types of data for its CTSA services, Senior Shuttle, TMA 
services, and commuter vanpool services. There are mixed results in the comparison of data 
against the expanded goals in which Ride-On either did or did not meet certain goals, or partially 
met other goals for the audit period. 

 
8. The Ride-On Transportation Plan and Future Strategies Report was completed in May 2015 and 

updates the 2006 Ride-On Short Range Transit Plan. Ride-On developed a three-year plan of 
action in July 2015 in response to the recommendations of the strategic plan. 

 

9. Several of the recommendations in the strategies report are being implemented by Ride-On, 
including improving the branding/messaging and public information such as the website, and 
working with partners and a consultant to assess the feasibility of technology enhancements by 
tapping into a Mobility Services for All Americans (MSAA) discretionary grant. 

 
10. Ride-On has been proactive in employing its marketing and outreach strategy. A highlight has 

been the significant update of Ride-On’s website. Website design and maintenance was brought 
in-house in FY 2014–15 and is managed by the technical coordinator. Part of the marketing 
strategy to encourage use of Ride-On’s services is the addition of a more human element and 
feel to its website and printed materials through brighter visuals and easier access to 
communications and making trip reservations. 

 
11. Ride-On’s goals are to develop fiscal efficiencies through measurement and monitoring using 

tools such as target setting and dashboard reviews of key performance indicators. These targets 
and dashboards are currently being developed. Measurable goals for all employees are derived 
to ensure accountability toward meeting agencywide objectives, and are tied to a degree of 
salary and wage adjustments. 

 

Recommendations 
 
1. Include only CTSA operations and financial data in the annual State Controller Report. 
 

Ride-On partially addressed this prior performance audit recommendation by reporting 
separate annual statistics among four categories to SLOCOG in the quarterly report. However, 
external agencies receive total Ride-On statistics. Only data for CTSA operations (ridership, 
hours, and miles) and CTSA income and expenses should be included in the State Controller 
Report. It should not include TMA operating or financial data, as the purpose of the State 
Controller Report is for Ride-On, serving as the CTSA for San Luis Obispo County, to provide 
data regarding specialized services eligible for funding by TDA, and as depicted on the general 
information page of the report that is filled out by Ride-On. TMA services are not within the 
CTSA component of Ride-On nor are they eligible for TDA funds. 

 



 

Triennial Performance Audit iv 
Ride-On Transportation  

Ride-On management is responsible for preparing the report and has existing capability to 
separate between CTSA and TMA service and financial data. A new operating cost plan is also 
provided as part of this performance audit that enables Ride-On to separate operating 
expenses between the two service types. 

 
Responsible Party: Ride-On 
 
Implementation Timeline: FY 2016–17, first quarter, to prepare State Controller Report due by 
October 2016 

 
2. Show expenditure of TDA funds by CTSA program. 
 

The monthly reports currently indicate the profit/loss for each service. The monthly TDA 
revenue is used to backfill the losses shown for CTSA services. However, this step of showing 
the breakdown of actual TDA funds being applied to the CTSA services is not shown in the 
monthly report, nor is reported in the quarterly report. Ride-On provided the auditor a 
separate document showing the annual allocation of TDA for CTSA services for FY 2014–15, 
but this data is unaudited and not verified, nor shown in a TDA claim as required by SLOCOG 
to verify Ride-On eligibility for TDA monies.  
 
Ride-On should add a new column in the monthly report next to the net income column and 
identify how much TDA revenue is used to backfill where expenses exceed revenues by CTSA 
service. The Memorandum of Understanding (MOU) between Ride-On and SLOCOG will clarify 
which services by Ride-On are eligible for the LTF monies, as defined by the TDA Article 4.5 
evaluation criteria. This will help with the tracking of TDA for CTSA purposes, and identify at 
what level TDA is helping to provide these services. 

 
Responsible Party: Ride-On 
 
Implementation Timeline: FY 2016–17, first quarter  

 
3. Implement updated cost allocation plan in agreement with SLOCOG. 
 

As part of this audit, the auditor worked with Ride-On and SLOCOG to prepare a new operating 
cost model that follows industry standard in spreading operating costs using multiple supply 
variables. The model is under review and available separately as an Excel workbook and is 
subject to the final terms of the recommended MOU. The method develops an indirect cost 
ratio by service for fixed cost, and a separate allocation of variable costs using standard 
performance factors such as hours and miles. The higher the hours and miles produced by a 
service, the greater the cost that is allocated to that service. Ride-On intends to deploy this 
model as the standard template for its monthly report.  

 
One purpose of the new operating cost model is to create a basis for future discussion between 
Ride-On and SLOCOG in the development of an MOU covering CTSA expectations. The MOU is 
recommended from the recent update to the Coordinated Human Services – Public 
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Transportation Plan. Draft topic areas of the MOU include transparency and scrutiny, internal 
monitoring and professional reporting, enhanced budget process, and cohesive E-marketing. 

 
Responsible Party: Ride-On and SLOCOG 
 
Implementation Timeline: Immediately, upon agreement with SLOCOG and the MOU 
committee. 

 
4. Work with SLOCOG to develop alternative TDA performance standards. 

 
The current performance standard that Ride-On must meet to receive TDA funds is farebox 
recovery. The farebox recovery ratio that must be met annually is 10 percent. Ride-On receives 
both farebox revenue and contract revenue from its CTSA services. Contract revenues from 
TCRC and Medi-Cal are the largest revenue for Ride-On; however, SLOCOG rules clarified that 
contract revenue is not included in the farebox recovery. Nevertheless, with or without 
inclusion of contract revenue, Ride-On has met the ratio. 

 
The passage of state legislation in the fall of 2015 broadens the definition of farebox recovery 
and allows additional local revenues, such as contract revenues, to be included. This 
significantly drives up the farebox ratio for Ride-On which renders the 10 percent recovery 
standard inconsequential. SLOCOG, under TDA, has the discretion to select alternative 
performance measures for Ride-On as the CTSA. Discussion should be held between Ride-On 
and SLOCOG to determine whether another performance standard should be substituted for 
farebox recovery. Potential standards include those developed in the Ride-On Transportation 
Plan and Future Strategies Report such as operating cost per hour, passengers per hour, 
operating cost per passenger, subsidy per passenger, or rate of change in operating costs 
relative to an index like the consumer price index. Separate standards by service should be 
developed. Any change to the standard away from farebox should be part of the MOU covering 
CTSA expectations. 
 
Responsible Party: Ride-On and SLOCOG 
 
Implementation Timeline: FY 2016–2017, first quarter to review farebox, third quarter to 
develop alternative standards. 
 

5. Add customer testimonials and success stories on the Ride-On website. 
 

The in-house management of the website provides Ride-On greater control of its content and 
the ability to provide more real-time updates and monitoring. Part of Ride-On’s marketing 
strategy to encourage use of its services is adding a more human element and feel to its 
website. The website currently includes illustrations such as people-oriented pictures and 
vehicles and staff in service. A suggested enhancement to the website is the integration of short 
customer testimonials and stories about people’s experiences with the service and/or how it 
has assisted with their living condition. The connection of customer pictures with real quotes 
and stories about how Ride-On has positively impacted their lives provides further 
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reinforcement of the Ride-On message and branding. This recommendation should be part of 
the broader marketing recommendations made in the Ride-On Strategic Plan that sets priorities 
and timeline on phasing the marketing efforts as time and resources allow. 

 
Responsible Party: Ride-On 
 
Implementation Timeline: FY 2016–2017, third quarter 
 

6. Provide the status of the Senior Driver Volunteer Program with the quarterly report updates. 
 

The Senior Driver Volunteer Program administered through Ride-On and implemented by the 
Wilshire Foundation received TDA funds in FY 2014–15. Ride-On already works with the 
Wilshire Foundation with regard to quarterly reporting to Caltrans pursuant to the federal 
grant. Ride-On and SLOCOG could explore additional performance measures related to the 
Senior Driver Volunteer Program given SLOCOG’s role as the funding agency for TDA. 
Measures applicable to the volunteer program might include number of volunteer drivers, 
number of homes visited, number of rider per hour, number of rides given, and/or value of 
gas cards issued to the volunteer drivers.  

 
Responsible Party: Ride-On 
 
Implementation Timeline: FY 2016–17, first quarter, to include program status updates for 
Senior Driver Volunteer Program with the quarterly performance data.  
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Section I 
 
Introduction 
 
California’s Transportation Development Act (TDA) requires that a triennial performance audit be 
conducted of public transit entities that receive TDA revenues. The performance audit serves to 
ensure accountability in the use of public transportation revenue.  
 
The San Luis Obispo Council of Governments (SLOCOG) retained Michael Baker International to 
conduct a performance audit of Ride-On Transportation covering the most recent audit period, fiscal 
years (FY) 2011–12 through 2014–15. The purpose of the performance audit is to evaluate Ride-
On’s effectiveness and efficiency in its use of TDA funds to provide specialized public transportation 
in its service area. This evaluation is required as a condition for continued receipt of these funds for 
public transportation purposes. In addition, the audit evaluates Ride-On’s compliance with the 
conditions specified in the California Public Utilities Code. This task involves ascertaining whether 
Ride-On is meeting the code’s reporting requirements. Moreover, the audit includes calculations of 
transit service performance indicators and a detailed review of Ride-On’s administrative functions. 
From the analysis that has been undertaken, a set of recommendations has been made for the 
agency which is intended to improve the performance of specialized transit operations.  
 
In summary, this TDA audit affords the opportunity for an independent, constructive, and objective 
evaluation of the organization and its operations that otherwise might not be available. The 
methodology for the audit included in-person interviews with Ride-On management and staff, 
interviews with staff representatives from SLOCOG, collection and review of agency documents, 
data analysis, and on-site observations. The Performance Audit Guidebook for Transit Operators and 
Regional Transportation Planning Entities published by the California Department of Transportation 
(Caltrans) was used to guide the development and conduct of the audit.  
 

Overview of the Transportation System 
 
Background 
 
Ride-On is a private multifaceted transportation program that serves the mobility needs of 
commuters, persons with disabilities, seniors, and social service agencies in San Luis Obispo County. 
The program operates under the direction of United Cerebral Palsy (UCP) of San Luis Obispo County 
and began as UCP’s Community Interaction Program (CIP) transportation service in 1987 to provide 
access to adults with developmental disabilities. Ride-On’s role expanded into becoming the 
designated Consolidated Transportation Services Agency (CTSA) for San Luis Obispo County in 1993 
to coordinate social service transportation. 
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In addition to becoming the designated CTSA, Ride-On added separate services under the name of 
of a Transportation Management Association (TMA)1 for the general public in 1995. The Ride-On 
TMA is a community-based organization which helps businesses and organizations meet the 
transportation needs of their employees and customers while easing congestion, preventing air 
pollution, and improving the transportation network within San Luis Obispo County. 
 
In its dual role as the CTSA and TMA for San Luis Obispo County, Ride-On provides a full array of 
transportation consulting and contracting support services such as vehicle maintenance and 
inspection, dial-a-ride operations, and shuttle services. The remaining public contracts for transit 
services are the regional Senior Shuttle funded by the region, the Five Cities Senior Shuttle funded 
by the local jurisdictions, the Veteran’s Shuttle, and the Agricultural Workers Vanpool. Ride-On is 
also part of the Voluntary Organizations Active in Disaster in charge of coordinating social service 
transportation. The executive director of UCP serves as the director of Ride-On and is supported by 
transportation administrative and operations staff.  
 
System Characteristics 
 
Ride-On Transportation’s services encompass two main categories: social service transportation and 
general public transportation. These categories comprise the CTSA and TMA offerings.  
 
Services under social service transportation fall under Ride-On’s CTSA function and receive public 
funding: 
 

 Tri-Counties Regional Center (TCRC): TCRC contracts with Ride-On to provide transportation 
services for children and adults with developmental disabilities living in San Luis Obispo 
County. An outside consultant, R&D Transportation Services, develops the schedules for 37 
routes serving the county and coordinates with Ride-On to provide transportation for TCRC’s 
clients. A minimum level of transportation service is provided by Ride-On through the 
contract with TCRC. TCRC is Ride-On’s largest contract.  

 

 Medi-Cal/CenCal Health Shuttle: This state-approved service provides transportation to 
Medi-Cal and CenCal eligible recipients who are unable to access public transportation to 
get to their medical appointments. The service is provided at no charge to eligible recipients 
and the cost is charged to the state of California. Medi-Cal is Ride-On’s next largest contract. 

 

 CIP/UCP: This service is a collaborative effort between Ride-On and UCP to provide door-to-
door transportation throughout San Luis Obispo County to persons with developmental 
disabilities after 5 p.m. on weekdays and throughout the weekends. Fare is $3.00 per trip. 

                                                 
1 Other services provided by Ride-On are called TMA to set them apart from CTSA. In the field of 
Transportation Demand Management, a TMA typically groups several entities, who have a 
contractual/financial arrangement in order to address needs of their employees (work sites), patients 
(hospital), visitors (cultural venue) or customers (all of the above).  Presently, such a formal structure has not 
been formed with public or private sectors. TMAs are typically funded through dues paid by member 

businesses and government grants.  
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 Senior Shuttle: The service is Ride-On’s demand-response, door-to-door service for seniors 
aged 65 and older traveling to different parts of San Luis Obispo County. Regional senior 
shuttle service was previously provided on specific weekdays. Since July 1, 2015, the service 
is provided each weekday to improve mobility for trips between communities and regional 
trips. Coverage areas include: the City of San Luis Obispo; north coast between Cambria and 
San Luis Obispo and Los Osos; south county between Nipomo and San Luis Obispo; and 
anywhere in the North County to San Luis Obispo. The fare is $3.00 per trip and reservations 
are recommended three to four days in advance. A separate local senior shuttle for the five 
cities area is provided three days a week with a proposal to re-align it with the 2015 regional 
shuttle expansion. 
 

 Veterans Express Shuttle: This service provides door-to-door transportation to the San Luis 
Obispo and Santa Maria veteran clinics and is available to disabled veterans and veterans 
with no other means of transportation. The shuttle also connects riders with the VA bus that 
transports veterans to VA medical facilities in Santa Barbara and Los Angeles. The fare is 
$3.00 per trip. 
 

 Hospital Transfers/Medical Shuttle: This service provides door-to-door transportation for 
special needs and wheelchair-bound individuals to get to medical appointments or for non-
emergency hospital transfers. Passengers pay full fare for the transportation service. 

 

 Agricultural Workers Vanpool (AgVan): This service was designed to provide safe, reliable, 
and affordable transportation for agricultural workers in San Luis Obispo County. The fare 
charged is as low as $3.00 per day and is based upon the number of miles traveled. Drivers 
are required to obtain a driving record printout (H-6) from the DMV to determine 
insurability, coordinate pickup and drop-off times for the passengers, and collect fares from 
the passengers. The other requirement is that the driver may not be a manager or in the 
position of hiring or firing the vanpool passenger. In lieu of being paid, the driver is exempt 
from paying fares. 
 

 Private Pay: Door-to-door service is provided for private pay individuals who are not eligible 
for or covered by Ride-On’s client programs. Services can include non-emergency 
transportation. Full general public rates are charged. 
 

 Social Service Transportation Planning: This service provides a mobility coordinator to local 
social service agencies to assist with meeting the transportation needs of seniors, people 
with disabilities, children, and other people served by social service agencies. The mobility 
coordinator works with all the transportation providers in San Luis Obispo County to find 
ways for people who do not have access to their own transportation, or who are unable to 
use public transportation, to get around their community. 
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 Agency Support: Through the CTSA, Ride-On provides a variety of support services to local 
social service transportation agencies. A number of services are provided at no cost. The list 
of services include: 1) Vehicles on Demand; 2) Vehicle Maintenance; 3) Vehicle Maintenance 
Consulting (free); 4) Driver Training Consulting (free); 5) Vehicle Purchase Consulting (free); 
6) Emergency Evacuation Planning (free); 7) Vehicle Communication/Dispatching (free); 8) 
Drug/Alcohol Testing; and 9) CHP Inspection Preparation (free). 
 

General transportation services offered by Ride-On include: 
 

 Airport/Amtrak Shuttle: Ride-On provides door-to-door shuttle service from home, office, or 
hotel for connections at the San Luis Obispo and Santa Maria airports as well as the local 
Amtrak depot. The service is available 24 hours a day, 7 days a week. Reservations are 
recommended three to four days in advance. The service begins at a base fare of $20, 
increasing depending on destination, and $5 per additional rider. 

 

 Visitor Transportation: This service coordinates with local chambers of commerce and local 
hotel and tour companies to offer affordable transportation to individual travelers and 
groups. Buses are able to accommodate up to 26 passengers. The Visitor Shuttle is available 
24 hours a day, 7 days a week. Reservations are recommended at least 24 hours in advance. 

 

 Wedding/Special Event/Group Transportation: Ride-On provides group transportation for 
special events such as weddings and receptions, wine tours, holiday events, and other 
special group functions.  

 

 Kids Shuttles and Field Trips: This service provides non-school-related transportation for 
children for birthday parties, summer camps, field trips, child care facilities, and recreational 
activities. The Kid Shuttle is available 24 hours a day, 7 days a week with advanced 
reservations. Group charges are $75 hourly base rate with additional fares based on a sliding 
scale. 

 

 University Shuttle – Cal Poly: The University Shuttle is available to California Polytechnic 
University, San Luis Obispo (Cal Poly) students for transport to the airport, meetings, 
conferences, special events, and social outings.  

 

 Vanpool: Ride-On offers turnkey vanpool services to local commuters, which include the van, 
insurance, maintenance, fuel, registration, and cleaning. Typical cost on a Ride-On vanpool 
is $125 per month per rider. Ride-On operates more than 30 vanpools in the county. The 
Emergency Ride Home program (see below) is available to vanpool participants.  

 

 Emergency Ride Home: This program offers a means for bus, vanpool, and rideshare 
commuters to get home in the event of an illness or other emergency in San Luis Obispo 
County and Santa Maria. Ride-On, as one vendor contracted to Regional Rideshare, picks up 
riders within 45 minutes from work for a $5.00 fee which is covered by some employers such 
as the City of San Luis Obispo, the County of San Luis Obispo, and Cal Poly. The subsidy of 
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$45 per ride is provided by Regional Rideshare. The Emergency Ride Home program is 
available from 8:00 a.m. to 7:00 p.m. Monday through Friday. Participants register online at 
www.rideshare.org.  

 

 Lunchtime Express: This service provides free round-trip transportation for parties of two or 
more to a local sponsoring restaurant in downtown San Luis Obispo during the hours of 
11:00 a.m. and 2:00 p.m. during the week. Reservations are required at least 24 hours in 
advance as well as with the restaurant. There is no direct subsidy to Ride-On from any of the 
participating restaurants. 
 

Fleet 
 
Ride-On operates a fleet of 103 vehicles, broken down by 60 vehicles used for CTSA, 8 for Ag Van, 
and 35 for TMA. All vehicles are maintained by Ride-On at a maintenance facility across the street 
from Ride-On’s administrative building in San Luis Obispo. Because of distance from San Luis Obispo 
for the start of some services, certain vehicles are parked off-site. Approximately 40 percent of 
vehicles are stored at Ride-On’s headquarters and 60 percent are off-site throughout the county. 
Table I-1 summarizes the vehicle fleet. 
 
 

Table I-1 
Ride-On Fleet Inventory 

CTSA 

Year Make & Model Quantity 
Seating 

Capacity 

Seating Type 

Ambulatory 
Only 

Wheelchair 
Accessible 

2001 Ford Starcraft 1 22   x 

2004 Ford Aerotech 1 16   x 

2006 Ford E-350 1 15 x   

2007 Ford E-350 1 15 x   

2007 Ford E-450 1 16   x 

2008 Ford Elkhart 1 12   x 

2008 Ford E-450 1 16   x 

2008 Ford Starcraft 1 12   x 

2009 Ford E-350 1 15 x   

2009 Ford Starcraft 2 16   x 

2009 Ford Starcraft 2 12   x 

2009 Chevy Eldorado 2 26   x 

2010 Ford Econoline 5 15 x   

2010 Ford E-350 1 15 x   

http://www.rideshare.org/
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CTSA 

Year Make & Model Quantity 
Seating 

Capacity 

Seating Type 

Ambulatory 
Only 

Wheelchair 
Accessible 

2011 Ford Supreme 1 12   x 

2011 Ford Supreme 3 16   x 

2011 Ford Supreme 4 18   x 

2011 Ford Goshen 4 12   x 

2011 Ford E-350 3 15 x   

2011 Ford Econoline 6 15 x   

2012 Ford Econoline 2 15 x   

2012 Ford E-350 1 15 x   

2013 Dodge Caravan 2 3   x 

2013 Ford Starcraft 4 18   x 

2014 Dodge Caravan 1 3   x 

2015 Ford Starcraft 3 8   x 

2015 Ford Starcraft 1 12   x 

2015 Ford Starcraft 1 16   x 

2015 Ford Starcraft 3 18   x 

Total CTSA 60       

 

Ag Van 

Year Make & Model Quantity 
Seating 

Capacity 

Seating Type 

Ambulatory 
Only 

Wheelchair 
Accessible 

2007 Ford E-350 3 15 x   

2008 Chevy 1 15 x   

2008 Ford E-350 1 15 x   

2009 Ford E-350 1 15 x   

2010 Ford E-350 1 15 x   

2010 Ford Econoline 1 15 x   

Total Ag Van 8       
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TMA 

Year Make & Model Quantity 
Seating 

Capacity 

Seating Type 

Ambulatory 
Only 

Wheelchair 
Accessible 

2001 Ford E-350 1 15 x   

2007 Ford E-350 3 15 x   

2007 Ford Econoline 2 15 x   

2008 Ford E-350 1 10 x   

2008 Ford Econoline 3 12 x   

2008 Ford Econoline 1 15 x   

2010 Ford Econoline 7 15 x   

2010 Ford Econoline 1 10 x   

2010 Ford E-350 1 15 x   

2011 Ford Econoline 13 15 x   

2011 Ford E-350 2 15 x   

Total TMA 35       

Source: Ride-On Transportation 
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Section II 
 
Operator Compliance Requirements 
 
This section of the audit report contains the analysis of Ride-On’s ability to comply with state 
requirements for continued receipt of TDA funds. The evaluation uses the guidebook Performance 
Audit Guidebook for Transit Operators and Regional Transportation Planning Agencies, September 
2008 (third edition), which was developed by Caltrans to assess transit operators. The updated 
guidebook contains a checklist of eleven measures taken from relevant sections of the Public 
Utilities Code and the California Code of Regulations. Each of these requirements is discussed in the 
table below, including a description of the system’s efforts to comply with the requirements. In 
addition, the findings from the compliance review are described in the text following the table. 
 

Table II-1 
Operator Compliance Requirements Matrix 

Operator Compliance 
Requirements 

Reference Compliance Efforts 

1) The transit operator 
submitted annual reports to 
the RTPA based upon the 
Uniform System of Accounts 
and Records established by the 
State Controller. Report is due 
90 days after end of fiscal year 
(Sept. 28/29), or 110 days (Oct. 
19/20) if filed electronically 
(Internet). 
 

Public Utilities Code, 
Section 99243 

Completion/submittal dates: 
 
FY 2012: September 28, 2012 
FY 2013: October 4, 2013 
FY 2014: September 16, 2014 
(Revised: November 12, 2014) 
FY 2015: October 28, 2015 
 
The FY 2014 and FY 2015 Transit 
Operators Financial Transactions 
Reports were revised and resubmitted 
due to the tracking method of TDA 
funds by Ride-On’s accounting system.  
 
Conclusion: Complied 
 

2) The operator has submitted 
annual fiscal and compliance 
audits to the RTPA and to the 
State Controller within 180 
days following the end of the 
fiscal year (Dec. 27), or has 
received the appropriate 90-
day extension by the RTPA 
allowed by law.  
 

Public Utilities Code, 
Section 99245 

Completion/submittal dates: 
 
FY 2012: February 1, 2013 
FY 2013: December 20, 2013 
FY 2014: December 12, 2014 
FY 2015: February 9, 2016 
 
Conclusion: Complied 
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Table II-1 
Operator Compliance Requirements Matrix 

Operator Compliance 
Requirements 

Reference Compliance Efforts 

3) The CHP has, within the 13 
months prior to each TDA 
claim submitted by an 
operator, certified the 
operator’s compliance with 
Vehicle Code Section 1808.1 
following a CHP inspection of 
the operator’s terminal. 

Public Utilities Code, 
Section 99251 B 

Ride-On participates in the CHP Transit 
Operator Compliance Program. 
Vehicles were inspected at Ride-On’s 
facility located at 3620 Sacramento 
Street in San Luis Obispo.  
 
Inspection dates during the audit 
period were July 27, 2011; July 17 and 
18, 2012; July 17, 18, and 24, 2013; and 
August 25 and 27, 2014.  
 
All inspections conducted were rated 
satisfactory. 
 
Conclusion: Complied 
 

4) The operator’s claim for 
TDA funds is submitted in 
compliance with rules and 
regulations adopted by the 
RTPA for such claims. 

Public Utilities Code, 
Section 99261 

As a condition of approval, Ride-On’s 
annual claims for Local Transportation 
Funds (LTF) are submitted in 
compliance with rules and regulations 
adopted by SLOCOG.  
 
Ride-On completes the application 
claim form in the same general manner 
as claims for public transit service. The 
claim form, however, requires an 
additional separate section to be filled 
out. As an Article 4.5 claimant, Ride-On 
is required to provide supplemental 
information in the determination of the 
cost-effectiveness of its TDA-LTF 
funded programs. Item 10 in the claim 
form states for Ride-On to provide an 
estimate of the number of rides, and 
the cost per ride expected for each 
program in the fiscal year. Ride-On is 
required to state the productivity (in 
riders per hour) and operating 
assumptions used to project the annual 
ridership and cost effectiveness by 
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Table II-1 
Operator Compliance Requirements Matrix 

Operator Compliance 
Requirements 

Reference Compliance Efforts 

CTSA program, and track actual 
performance versus budget 
assumptions and compare with actual 
performance of the two previous years.  
 
In FY 2014-15, Item 10 was expanded by 

SLOCOG for Ride-On to report 1) a roster of 
CTSA-only members; 2) types of 
services which Ride-On provides to 
each of them; and 3) a breakdown of 
TDA dollars spent on each CTSA 
partner. Draft data was provided in the 
claim with no final version, or not 
addressed. However, full LTF payment 
was made to Ride-On during the audit 
period indicating compliance with the 
claims process. 
 

Conclusion: Complied 
 

5) If an operator serves 
urbanized and non-urbanized 
areas, it has maintained a ratio 
of fare revenues to operating 
costs at least equal to the ratio 
determined by the rules and 
regulations adopted by the 
RTPA. 
 

Public Utilities Code, 
Section 99270.1 

This code section does not apply as the 
farebox ratio adopted by SLOCOG for 
Ride-On is through Public Utilities Code 
Section 99275.5. 
 
Conclusion: Not Applicable 
 

6) The operator’s operating 
budget has not increased by 
more than 15% over the 
preceding year, nor is there a 
substantial increase or 
decrease in the scope of 
operations or capital budget 
provisions for major new fixed 
facilities unless the operator 
has reasonably supported and 
substantiated the change(s). 

Public Utilities Code, 
Sections 99266 

Percentage increase in Ride-On’s 
operating budget: 
 
FY 2012:  +3.4% 
FY 2013:  +5.9% 
FY 2014:  -0.1% 
FY 2015:  +7.3% 
 
Source: FYs 2011–2015 Transit 
Operators Financial Transactions 
Reports for UCP – Specialized Service – 
Income (Loss) and Summary.  
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Table II-1 
Operator Compliance Requirements Matrix 

Operator Compliance 
Requirements 

Reference Compliance Efforts 

 
Conclusion: Complied  
 

7) The operator’s definitions 
of performance measures are 
consistent with Public Utilities 
Code Section 99247, including 
(a) operating cost, 
(b) operating cost per 
passenger, (c) operating cost 
per vehicle service hour, 
(d) passengers per vehicle 
service hour, (e) passengers 
per vehicle service mile, 
(f) total passengers, (g) transit 
vehicle, (h) vehicle service 
hours, (i) vehicle service miles, 
and (j) vehicle service hours 
per employee. 
 

Public Utilities Code, 
Section 99247 

Ride-On’s implementation of 
RouteMatch software, combined with 
its Mobile Data Terminals, has 
improved the agency’s collection and 
verification of performance measures. 
Driver trip log sheets reviewed for this 
audit also provide entry spaces for 
drivers to record detailed performance 
data that conform to the TDA 
definitions. 
 
Conclusion: Complied 
 

8) If the operator serves an 
urbanized area, it has 
maintained a ratio of fare 
revenues to operating costs at 
least equal to one-fifth (20 
percent), unless it is in a 
county with a population of 
less than 500,000, in which 
case it must maintain a ratio of 
fare revenues to operating 
costs of at least equal to three-
twentieths (15 percent), if so 
determined by the RTPA.  
 

Public Utilities Code, 
Sections 99268.2, 
99268.3, 99268.12, 
99270.1 

This code section does not apply as the 
farebox ratio adopted by SLOCOG for 
Ride-On is through Public Utilities Code 
Section 99275.5. 
 
Conclusion: Not Applicable 
 

9) If the operator serves a 
rural area, or provides 
exclusive services to elderly 
and disabled persons, it has 
maintained a ratio of fare 
revenues to operating costs at 

Public Utilities Code, 
Sections 99268.2, 
99268.4, 99268.5 

Through Public Utilities Code Section 
99275.5 which applies to CTSAs, 
SLOCOG has adopted a farebox 
recovery ratio of 10 percent for Ride-
On Transportation. 
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Table II-1 
Operator Compliance Requirements Matrix 

Operator Compliance 
Requirements 

Reference Compliance Efforts 

least equal to one-tenth (10 
percent). 

Ride-On’s blended farebox recovery 
ratios are as follows: 
 
FY 2012: 17.56% 
FY 2013: 21.78% 
FY 2014: 18.04% 
FY 2015: 14.39% 
 
The audited farebox recovery is based 
on Ride-On systemwide data for both 
CTSA and TMA. In addition, the fiscal 
audit deducts insurance premiums 
from operating cost which is not 
consistent with the TDA statute. 
  
Source: Annual Fiscal and Compliance 
Audits for FYs 2012–15.   
 
Conclusion: Complied with the 
aggregate farebox. 
 

10) The current cost of the 
operator’s retirement system 
is fully funded with respect to 
the officers and employees of 
its public transportation 
system, or the operator is 
implementing a plan approved 
by the RTPA which will fully 
fund the retirement system 
within 40 years. 
 
 

Public Utilities Code, 
Section 99271 

United Cerebral Palsy of San Luis 
Obispo County maintains a defined 
contribution plan with a 401(k) feature.  
 
Conclusion: Complied 
 

11) If the operator receives 
state transit assistance funds, 
the operator makes full use of 
funds available to it under the 
Urban Mass Transportation Act 
of 1964 before TDA claims are 
granted. 

California Code of 
Regulations, Section 
6754(a)(3) 

According to the UCP Ride-On TDA 
fiscal audits, Ride-On received State 
Transit Assistance fund allocations from 
SLOCOG in fiscal years 2013–14 and 
2014–15 in the following amounts: FY 
2014 – $50,000, FY 2015 – $70,000. As 
a department of UCP, a private 
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Table II-1 
Operator Compliance Requirements Matrix 

Operator Compliance 
Requirements 

Reference Compliance Efforts 

nonprofit, Ride-On is eligible to receive 
and/or apply for some federal transit 
funding.  According to the State 
Controller Report, Ride-On did not 
report federal operating or capital 
funds during the audit period. 
However, the TDA claim submittals by 
Ride-On show federal funds for vehicle 
acquisition and program services. 
 
Conclusion: Complied 
 

 
 
Findings and Observations from Operator Compliance Requirements Matrix  
 

1. Of the compliance requirements pertaining to Ride-On, the agency complied with each of 
the nine requirements. Two additional compliance requirements pertaining to urbanized 
farebox recovery ratios did not apply to Ride-On, as Ride-On’s farebox ratio is set by SLOCOG 
through Public Utilities Code Section 99275.5.  

 
2. Ride-On complied with its 10 percent required farebox recovery ratio each audit year. It is 

noted that the farebox ratio computed in the fiscal audit uses systemwide fare revenue and 
operating costs inclusive of both CTSA and TMA. SLOCOG clarified the eligible revenue to 
include only fares collected and not the contract revenues received from TCRC or Medi-Cal. 
This is shown in the quarterly reports submitted to SLOCOG. In addition, the fiscal audit 
deducts insurance premiums from operating cost which is not consistent with the TDA 
statute. Ride-On indicates that farebox recovery is not an ideal performance measure of its 
diverse services given the fact that there are no fare revenues generated from TCRC or Medi-
Cal. 
 

3. The Transit Operators Financial Transactions Reports were resubmitted to the State 
Controller in FYs 2014 and 2015 due to incorrect reporting of LTF numbers resulting from 
the tracking method of some revenue in Ride-On’s accounting system. Ride-On indicated 
that it tracks some TDA as a receivable for the Senior Shuttle, which lowers its overall TDA 
numbers in the Ride-On accounting system.  Ride-On labels the STA funds that are used to 
fund $70,000 that are converted to Senior Shuttle income. For purposes of the State 
Controller Report, Ride-On performs an accounting function that reverses this accounting 
entry and corrects this discrepancy.  SLOCOG and Ride-On have communicated on this issue 
and maintain notes to check for and reconcile the entry each year. 
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4. Each CHP terminal inspection report during the audit period was rated satisfactory. Minor 

findings were made by the CHP for the July 2013 inspection in which sample vehicles had 
exceeded the scheduled maintenance intervals by up to 17 days. Also, for the July 2011 
inspection, there was a finding that a driver did not report a vehicle in service that had 
exceeded the maintenance schedule, and another finding from the CHP that placed a vehicle 
out of service due to a rear door defect. The defect was quickly repaired and noted in the 
CHP inspection. 
 

5. The total Ride-On operating budget did not increase by more than 15 percent each year. 
Likewise, audited year-end costs increased by no more than 15 percent compared to the 
prior year. It is noted that SB 508, signed into law in October 2015, factors operating cost 
and operating cost per hour increases in the eligibility formula for transportation systems to 
use State Transit Assistance Funds for operations. Ride-On, like other transit programs in the 
County, will need to closely monitor operating cost increases as the funding formula is 
applied annually by SLOCOG. 
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Section III 
 
Prior Triennial Performance Recommendations 
 

Ride-On’s efforts to implement the recommendations made in the prior triennial audit are 
examined in this section of the report. Each prior recommendation for the agency is described, 
followed by a discussion of the agency’s efforts to implement the recommendation. Conclusions 
concerning the extent to which the recommendations have been adopted by the agency are then 
presented. 
 
Prior Recommendation 1 
 
Include only CTSA operations data in the annual State Controller Report. 
 
Background: The prior audit noted that the Ride-On State Controller Report includes supplemental 
operating data for Ride-On services including CTSA and TMA. Only data for CTSA ridership, hours, 
and miles should be included in the supplemental operating data section of the State Controller 
Report. It should not include TMA operating data, as the purpose of the State Controller Report is 
for Ride-On, serving as the CTSA for San Luis Obispo County, to provide data regarding specialized 
services eligible for funding by TDA, and as depicted on the general information page of the report 
that is filled out by Ride-On. TMA services are not within the CTSA component of Ride-On nor are 
they eligible for TDA. 
 
Actions taken by Ride-On   
 
Ride-On partially addressed this by reporting separate annual statistics among four categories to 
SLOCOG in the quarterly report: CTSA, RTA contracts, TMA services, and TMA vanpools. However, 
Ride-On continued to list all Ride-On transportation services due to the fact there are shared 
resources among all programs (e.g., maintenance, drivers, dispatchers, management). A review of 
State Controller Reports prepared during the audit period shows that both CTSA and TMA data are 
included. For example, passenger fares in the State Controller Report includes both CTSA and TMA 
revenue. Also, operational data such as ridership and revenue hours and miles contain both 
services. Discussions with Ride-On confirm this.  
 
Ride-On management is responsible for preparing the report and has existing capability to separate 
between CTSA and TMA service data. A cost allocation plan is also provided in this performance 
audit that enables Ride-On to separate operating expenses between the two service types. The 
recently approved Ride-On Transportation Plan and Future Strategies Report further distinguishes 
between these two services, and indicates that as the CTSA for San Luis Obispo County, Ride-On 
provides social service transportation programs for seniors and persons with disabilities. The 
strategies report includes service performance tables that are exclusive to CTSA service and shows 
the amount of TDA that is applied to the overall CTSA program. 
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Conclusion 
 
This recommendation has been partially implemented and is forwarded in this audit for full 
implementation. Separate financial and operations data only for CTSA should be included in the 
State Controller Report using a consistent method. There are funding implications for the accurate 
reporting of CTSA financial data due to eligibility changes being implemented by the State 
Controller. State Transit Assistance Funds were recently allocated to an expanded group of 
transportation systems including CTSAs based on reported revenues. In the case for San Luis Obispo 
County, Ride-On is receiving a much larger share of STA funds than the other transit operators from 
its reporting of CTSA and TMA revenues plus contract revenue from TCRC and Medi-Cal. 
 
Prior Recommendation 2 
 
Tally and summarize customer complaints by type. 
 
Background:  The prior audit states that a summary of passenger complaints that is divided by 
categories will help provide trends to Ride-On management. Previously, a rolling list of complaints 
was compiled during the year but was not filtered to help identify potential commonalities. The 
prior audit recommended that a simple year-end spreadsheet table be developed that tallies the 
number of complaints under certain groupings. Compliments should also be tallied. 
 
Actions taken by Ride-On 
 
Beginning in FY 2012–13, passenger complaints were added to the SLOCOG expanded quarterly 
performance reports, divided by four categories: CTSA, Senior Shuttles, TMA services, and TMA 
vanpools. Ride-On also has the customer survey cards and individuals can post a comment about 
the service on the Ride-On website. 
 
Conclusion 
 
This recommendation has been implemented.  
 
Prior Recommendation 3 
 
Update the Short Range Transit Plan and strategic plan. 
 
Background:  The prior audit noted that the update to the Ride-On Short Range Transit Plan will be 
conducted by an outside consultant but will require significant participation and input from Ride-
On staff. SLOCOG applied for a Caltrans planning grant to fund the update. 
 
Actions taken by Ride-On   
 
The Ride-On Transportation Plan and Future Strategies Report was completed in May 2015. The 
strategic plan update was made possible by a Federal Transit Administration (FTA) Small Urban 
Planning grant, administered by Caltrans. It is designed to serve as a roadmap for a more efficient, 
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cohesive, and dynamic set of programs over the next five years and beyond. Ride-On developed a 
three-year plan of action in response to the recommendations of the strategic plan. Follow up to 
the action plan for the near term is still pending. 
 
Conclusion 
 
This recommendation has been implemented. The MOU to be drafted between SLOCOG and Ride-
On will include concepts developed in the strategic plan and action plan.  
 

Prior Recommendation 4 
 
Update performance goals by CTSA/TMA program to reflect current trends in service. 
 
Background:  The prior audit noted that the performance goals in place at the time were applied 
systemwide and do not represent the diversity in the types of services provided by Ride-On. 
Performance goals for the number of passengers per hour by program (e.g., TCRC, CIP, Senior 
Shuttle, Veterans Express, Vanpool) should be developed and based on the last three to five years 
of historic data. The Short Range Transit Plan update should also assist in updating the goal.  
 
Actions taken by Ride-On   
 
SLOCOG approved expanded performance reporting requirements for Ride-On effective July 1, 
2013. In the quarterly reports, Ride-On must report 20 types of data for its CTSA services, Senior 
Shuttle, TMA services, and commuter vanpool services. The Ride-On Transportation Plan and Future 
Strategies Report provided recommended service standards for Ride-On senior and specialized 
services, shuttle services, and vanpool program. A different set of standards were developed for 
each of these service types, using a selection of the 20 criteria required by SLOCOG. 
 
Conclusion 
 
This recommendation has been implemented.  
 
Prior Recommendation 5 
 
Show expenditure of TDA by CTSA program in Ride-On Monthly Service Hours Report. 
 
Background:  The prior audit noted that the TDA performance report and summary quarterly report 
currently shows TDA revenue along with other income as a separate line item in addition to CTSA 
and TMA service revenues. It was not clear where the TDA revenues are applied in relation to CTSA 
expenditures. A suggestion would be to add a new column in the monthly report next to the net 
income column and identify how much TDA is used to backfill where expenses exceed revenues by 
CTSA program. This would help with the tracking of TDA for CTSA purposes, and identify at what 
level TDA is helping to provide these services. Ride-On management responsible for maintaining the 
monthly service report would make the adjustment to the report. 
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Actions taken by Ride-On   
 
The monthly reports currently indicate the profit/loss for each service. The monthly TDA revenue 
would be used to backfill the losses shown for CTSA services. However, this step of showing the 
breakdown of actual TDA funds being applied to the CTSA services is not shown in the monthly 
report. Ride-On provided the auditor a separate document (See Table A-1 in the Appendix) showing 
the annual allocation of TDA for CTSA services for FY 2014–15, though unaudited and not verified. 
Ride-On has capabilities to generate such a report that displays the same information by CTSA 
program on a quarterly and annual basis. The MOU process will establish a monthly report for TDA 
expenditures. 
 
Conclusion 
 
This recommendation has been partially implemented and is forwarded in this audit for full 
implementation. The MOU to be drafted between SLOCOG and Ride-On will include concepts 
relating to providing TDA expenditure by CTSA program. 
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Section IV 
 

TDA Performance Indicators 
 

This section reviews Ride-On’s performance in providing transportation service in an efficient and 
effective manner. Financial and performance data are shown for individual CTSA services in Table 
IV-2. In Table IV-3, the TDA performance measures are calculated for the combined CTSA programs 
for the audit period and for comparison against the prior three years for a total of six years. Graphics 
are developed for select performance measures for each table, followed by analysis and findings. 
 
CTSA services include the following: 
 

 Tri-Counties Regional Center (TCRC) 

 Community Interaction Program (CIP) 

 Medi-Cal Transportation Service 

 Private pay 

 Senior Shuttle2 

 Agricultural Workers Vanpool  

 Veterans Express 

 
Under the existing Ride-On cost allocation method during the audit period, operating costs are 
divided between fixed and variable costs. Variable costs are directly charged based on consumption 
by service for items such as fuel, maintenance, and driver wages. Some specific programs such as 
the vanpools do not incur certain costs such as driver wages, but the existing allocation method 
during the audit period resulted in some driver costs being applied to vanpools. Fixed expenses such 
as for staff administration, general insurance, rent, and office equipment are primarily allocated 
among CTSA, TMA, and contract service based on their respective annual budgeted operating 
income totals. Essentially, fixed costs follow the income flow. 
 
Based on this existing allocation method of fixed costs using income, during the audit period, CTSA 
is allocated 93 percent of total fixed costs of which the largest CTSA program, TCRC, is allocated 60 
percent of the fixed costs. TMA (TMA services and TMA vanpool) is allocated 7 percent of fixed 
costs. In spite of income by program varying month to month, and year to year, the percentage of 
fixed cost allocated to each program did not adjust relative to the income. 
 
On the revenue side, TDA funds are budgeted as operating income for CTSA. The revenues are 
applied to backfill CTSA program expenses that are not fully covered by other operating income. As 
the net income tracked by Ride-On varies by month for each program, the use of TDA funds by 
program also varies but is intended to compensate for the difference between costs to operate and 

                                                 
2 Senior Shuttle is inclusive of the regional senior shuttle funded by SLOCOG, and the local Five Cities 
Shuttle funded by the local jurisdictions. 
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other income generated. TDA funds are also used for special projects like the Senior Volunteer 
Driver Program, the Agricultural Worker Vanpool Program, and technology support for maintenance 
agreements to support the scheduling and onboard tablets software to provide the accurate records 
that SLOCOG requires. It is noted that FTA 5310 grants are matched by the state with toll credits, 
and TDA is is no longer spent on fleet replacement matches. 
 
The Monthly Service Hour Report produced by Ride-On and submitted to SLOCOG shows TDA on 
the line item “Other Income.”  This line item comprises TDA, gas tax, maintenance income, and any 
income that is not the result of providing transportation services. The total income is then compared 
to total expenses. While the amount of TDA is not shown by program in the monthly report, Ride-
On provided an estimated breakdown of how the TDA was spent for FY 2014–15 based on the 
accumulation of the monthly service reports. The table showing the breakdown by CTSA program is 
provided in the appendix. The estimated figures provided by Ride-On are not audited and not 
verified in relation to actual subsidies required for each program. The figures also do not include 
additional STA funds approved by the SLOCOG Board for that fiscal year. 
 
Fare revenues collected on the buses are sealed in an envelope with the driver’s name, route, and 
amount. There is a daily drop box at the administrative office. The Director of Operations compares 
the revenue collected against the expected amount from the RouteMatch software, which is 
reconciled before deposit. As Ride-On accepts credit card payment, this revenue is paid prior to 
service and is also reconciled with the total fare revenue and trips made.  
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Table IV-1 
Operating and Financial Performance Measures by CTSA Program Service 

 

  Tri-Counties Regional Center Community Interaction Prog (CIP) Medi-Cal Transportation Service 

  FY 2012 FY 2013 FY 2014 FY 2015 FY 2012 FY 2013 FY 2014 FY 2015 FY 2012 FY 2013 FY 2014 FY 2015 

Unaudited Operating Cost $1,844,772 $1,946,049 $2,193,082 $2,558,146 $49,544 $56,678 $62,688 $62,366 $527,838 $563,491 $608,562 $771,346 

Annual Change (1) -18% 5% 13% 17% -39% 14% 11% -1% 44% 7% 8% 27% 

Fare Revenue (2) $0 $0 $0 $0 $8,187 $10,176 $13,608 $12,291 $0 $0 $0 $0 

Annual Change         -4% 24% 34% -10%         

Passengers 124,338 120,565 122,778 124,523 2,729 3,392 4,536 4,097 21,038 22,567 24,552 23,505 

Annual Change -1% -3% 2% 1% -8% 24% 34% -10% 22% 7% 9% -4% 

Vehicle Service Hours 39,332 38,387 40,119 40,526 1,369 1,482 1,512 1,197 9,771 9,399 9,052 10,970 

Annual Change -6% -2% 5% 1% -14% 8% 2% -21% 25% -4% -4% 21% 

                          

Operating Cost Per Hour $46.90 $50.70 $54.66 $63.12 $36.19 $38.24 $41.47 $52.12 $54.02 $59.95 $67.23 $70.31 

Annual Change -12% 8% 8% 15% -29% 6% 8% 26% 15% 11% 12% 5% 

Operating Cost Per 
Passenger $14.84 $16.14 $17.86 $20.54 $18.15 $16.71 $13.82 $15.22 $25.09 $24.97 $24.79 $32.82 

Annual Change -17% 9% 11% 15% -34% -8% -17% 10% 18% 0% -1% 32% 

Passengers Per Hour               3.2                3.1                3.1                3.1  
           

2.0  
         

2.3  
            

3.0  
             

3.4             2.2             2.4  
              

2.7             2.1  

Annual Change 5% -1% -3% 0% 5% 15% 31% 14% -2% 12% 13% -21% 

Source: Ride-On Transportation Plan and Future Strategies Report and Monthly Ride-On Service Hours Reports for FYs 
2012–2015. 
Notes: (1) Annual change in performance between FYs 2011 and 2012 uses FY 2011 data from the prior Ride-On 
triennial performance audit. 

(2) Passenger fare revenues are not collected for TCRC and Medi-Cal Transportation Services.  
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Table IV-1, continued 
Operating and Financial Performance Measures by CTSA Program Service 

 

  Private Pay Senior Shuttles*  

  FY 2012 FY 2013 FY 2014 FY 2015 FY 2012 FY 2013 FY 2014 FY 2015 

Operating Cost $44,527 $45,689 $50,941 $64,855 $109,693 $131,876 $107,798 $141,935 

Annual Change(1) -19% 3% 11% 27% 8% 20% -18% 32% 

Fare Revenue $47,909 $46,182 $42,356 $58,033 $15,201 $15,900 $12,003 $12,354 

Annual Change -3% -4% -8% 37% 6% 5% -25% 3% 

Passengers 2,265 1,736 1,784 2,004 5,069 5,272 6,010 5,803 

Annual Change -2% -23% 3% 12% 11% 4% 14% -3% 

Vehicle Service Hours 645 614 622 802 2,635 1,651 1,428 1,894 

Annual Change -23% -5% 1% 29% 47% -37% -14% 33% 

                  

Operating Cost Per Hour $69.03 $74.41 $81.96 $80.90 $41.63 $79.88 $75.49 $74.95 

Annual Change 5% 8% 10% -1% -26% 92% -5% -1% 

Operating Cost Per 
Passenger $19.66 $26.32 $28.55 $32.36 $21.64 $25.01 $17.94 $24.46 

Annual Change -17% 34% 8% 13% -3% 16% -28% 36% 

Passengers Per Hour              3.5               2.8           2.9           2.5             1.9                 3.2             4.2             3.1  

Annual Change 25% -19% 2% -13% -23% 66% 32% -27% 

         

Source: Ride-On Transportation Plan and Future Strategies Report and Monthly Ride-On Service Hours Reports for FYs 2012–2015. 

Notes: (1) Annual change in performance between FYs 2011 and 2012 uses FY 2011 data from the prior Ride-On triennial performance audit. 

*Senior Shuttle is aggregate among Regional Shuttle and Five Cities programs.   
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Table IV-1, continued 
Operating and Financial Performance Measures by CTSA Program Service 

 

  Agricultural Workers Vanpool Veterans Express 

  FY 2012 FY 2013 FY 2014 FY 2015 FY 2012 FY 2013 FY 2014 FY 2015 

Operating Cost $163,126 $138,464 $171,771 $175,732 $58,481 $40,244 $30,315 $30,970 

Annual Change (1) 87% -15% 24% 2% -8% -31% -25% 2% 

Fare Revenue  $65,285 $76,630 $81,630 $58,169 $8,191 $2,871 $1,740 $1,656 

Annual Change 199% 17% 7% -29% 152% -65% -39% -5% 

Passengers 28,022 29,524 30,414 21,656         1,235  957 580 552 

Annual Change 150% 5% 3% -29% 12% -23% -39% -5% 

Vehicle Service 
Hours 3,650 3,841 4,536 3,724         1,200  924 421 366 

Annual Change 110% 5% 18% -18% 9% -23% -54% -13% 

                  

Operating Cost Per 
Hour $44.69 $36.05 $37.87 $47.19 $48.73 $43.55 $71.94 $84.53 

Annual Change -11% -19% 5% 25% -16% -11% 48% 94% 

Operating Cost Per 
Passenger $5.82 $4.69 $5.65 $8.11 $47.35 $42.05 $52.27 $56.11 

Annual Change -25% -19% 20% 44% -19% -11% 10% 33% 

Passengers Per 
Hour            7.7             7.7            6.7              5.8              1.0  

         
1.0  

         
1.4  

         
1.5  

Annual Change 18% 0% -13% -13% 3% 1% 33% 9% 

         
Source: Ride-On Transportation Plan and Future Strategies Report and Monthly Ride-On Service Hours Reports for 
FYs 2012–2015. 
Notes: (1) Annual change in performance between FYs 2011 and 2012 uses FY 2011 data from the prior Ride-On 
triennial performance audit. 
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Column graphs on the following pages are used to depict the trends for select performance 
measures. 
 

Graph IV-1 
CTSA Ridership by Program 

 
 

 
Graph IV-2 

CTSA Vehicle Service Hours by Program 
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Graph IV-3 
CTSA Operating Cost by Program 

 
 
 

Graph IV-4 
CTSA Passengers Per Hour by Program 
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Table IV-2 
Ride-On Overall CTSA Performance Indicators 

 
  FY 2011 FY 2012 FY 2013 FY 2014 FY 2015 

Operating Cost $2,983,350 $2,688,287 $2,790,554 $3,093,021 $3,549,023 

Annual Change   -10% 4% 11% 15% 

California Consumer Price Index (1) 3.40% 3.40% 1.30% 0.70% 1.70% 

Fare Revenue (2) $444,710 $129,571 $96,705 $131,334 $130,146 

Annual Change   -71% -25% 36% -1% 

Vehicle Service Hours               56,601                55,968                55,187                56,410                57,584  

Annual Change   -1% -1% 2% 2% 

Vehicle Service Miles         1,800,674          1,647,686          2,019,633          2,388,504          2,431,589  

Annual Change   -8% 23% 18% 2% 

Passengers             164,242              179,627              177,904              184,644              171,369  

Annual Change   9% -1% 4% -7% 

Full Time Equivalents                       55                        45                        59                        57                        59  

Annual Change   -18% 31% -3% 4% 

            

Operating Cost Per Hour $52.71 $48.03 $50.57 $54.83 $61.63 

Annual Change   -9% 5% 8% 12% 

Operating Cost Per Passenger $18.16 $14.97 $15.69 $16.75 $20.71 

Annual Change   -18% 5% 7% 24% 

Passengers Per Hour                      2.9                       3.2                       3.2                       3.3                       3.0  

Annual Change   11% 0% 2% -9% 

Passengers Per Mile                    0.09                     0.11                     0.09                     0.08                     0.07  

Annual Change   20% -19% -12% -9% 

Vehicle Service Hours Per 
Employee                 1,029                  1,244                      935                      990                      976  

Annual Change   21% -25% 6% -1% 

            

California Consumer Price Index (1) 3.4% 3.4% 1.3% 0.7% 1.7% 

      
Source: Ride-On Fiscal Audit for fare revenue for FY 2011; State Controller Report for FTEs; SLOCOG TDA Quarterly Reports 
for all other data.  

(1) California Department of Finance, CPI Fiscal Year 
(2) Audited fare revenues for FY 2011 are for TMA and CTSA programs. The TDA quarterly reports for FY 2011 provide only 
the sum of fares plus contract transportation service revenues for CTSA. Beginning in FY 2012, the quarterly reports show 
only fare revenue for CTSA. 
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Graph IV-5 

Overall CTSA Operating Costs Per Vehicle Service Hour 

  
 

 
 

Graph IV-6 
Overall CTSA Operating Costs Per Passenger 
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Graph IV-7 
Overall CTSA Passengers Per Vehicle Service Hour 

  
 

 
 

Graph IV-8 
Overall CTSA Passengers Per Vehicle Service Mile 
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Graph IV-9 
Overall CTSA Vehicle Service Hours Per Full Time Equivalent 

  
 

 
 

Findings from Verification of TDA Performance Indicators  
 
1. Total ridership on CTSA services experienced a mixed trend over the four-year audit period, 

increasing nearly 9 and 4 percent in FYs 2012 and 2014, respectively, but decreasing by 1 
and 7 percent in FYs 2013 and 2015, respectively.  Services that experienced net increased 
ridership over the period include CIP and Medi-Cal, while TCRC experienced flat ridership 
and other services had net ridership decreases including private pay, Senior Shuttle, 
Agricultural Worker Vanpool (AgVan), and Veterans Express.  The highest ridership occurred 
in FY 2014 when about 185,000 total riders were served. TCRC and Medi-Cal are the two 
largest CTSA clients of Ride-On. While Medi-Cal reports show increased medical care client 
needs, Ride-On indicated that many of these eligible riders have access to a private vehicle, 
and do not translate directly into Ride-On passengers. Hence, the ridership trend for Medi-
Cal is not directly correlated to the eligibility growth. Decreasing gas prices also result in 
more transportation choices for many Ride-On passengers and their families, as well as for 
its other services such as AgVan, private pay, and Veterans Express. 
 

2. Total vehicle service hour trends show marginal growth each year. Service hours declined in 
FYs 2012 and 2013 before slightly increasing in FYs 2014 and 2015. Several services had 
reduced service hours at the beginning of the audit period, and then slight growth in ensuing 
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years, while others experienced declines at the end of the audit period. Veterans Express 
hours declined each year, while hours declined at the end of the audit period for AgVan and 
CIP. Service hours increased for the other services, including for Medi-Cal, in part due to long 
distance trips required to transport passengers. TCRC hours are based on the passenger 
demand provided to the TCRC by its consultant and the contract with Ride-On. 
 

3. CTSA operating costs increased by 19 percent over the four-year period. About 67 percent 
of CTSA costs are incurred to serve TCRC, Ride-On’s largest client. A contract between TCRC 
and Ride-On guides the level of service and reimbursement for the program. Operation 
expenses for Medi-Cal transportation, Ride-On’s second largest client, increased over 40 
percent due to the longer trips for medical appointments and the frequent challenge of 
grouping passengers for long-distance travel; thus, the increased cost to serve each 
passenger. Other services experienced increased costs over the four-year period with the 
exception of Veterans Express which declined in lockstep with the program’s ridership 
decrease. As described earlier, Ride-On currently employs a fixed and variable cost 
methodology to determine operating costs for each CTSA program. The allocation of Ride-
On fixed costs is based on operating income contributions. As TCRC contributes the most 
operating income for CTSA, 67 percent of fixed costs are allocated to this service, followed 
by Medi-Cal. An alternative operating cost method is developed by the performance auditor 
using excel spreadsheet to address efforts at improving upon the current Ride-On cost 
method. The spreadsheet is made available to Ride-On and SLOCOG. 

   
4. The average number of passengers per hour carried by Ride-On CTSA varied between one 

and seven. On a service level, TCRC passengers per hour were stable at 3.1, while Medi-Cal 
passengers per hour declined from a high of 2.7 to a low of 2.1. Most CTSA services carried 
between two and three passengers per hour although there were outliers such as the AgVan 
which transported between six and eight passengers per hour using dedicated vehicles. The 
general trend for CTSA services in the aggregate is a decrease in passengers per hour, which 
is explained in part by the current trend expressed by Ride-On about longer trips being made 
and more difficulty with grouping rides. For TCRC, Ride-On is not allowed to add any 
additional riders not scheduled by TCRC’s consultant, so further batching is not possible on 
those routes without the consultant providing the change. In addition, Ride-On has limited 
to no control over where medical trips are made by its clients, further challenging the ability 
to group rides. 
 

5. For CTSA services on an aggregate basis, operating costs per hour increased each audit year. 
Cost per hour increased from $48.03 (FY 2012) to $61.63 (FY 2015) over the four-year period. 
This growth trend was similar across services. Part of the increase in cost per hour was an 
increase starting wage for drivers from $10 to $12 to compete with starting wages for other 
transportation services in San Luis Obispo County. Ride-On also experienced driver retention 
issues attributed to many factors including drivers moving out of the area, taking medical 
leave, taking similar jobs elsewhere with better pay, or retiring. The remaining drivers 
incurred overtime expenses, which reduce cost efficiency and effectiveness. Ride-On hired 
as many as 15 drivers in FY 2015 to replenish its driving staff, which increased operating 
costs, but also continues to incur some overtime expense for delivering its services. With 



 

Triennial Performance Audit 31 
Ride-On Transportation  

passage of SB 508 in October 2015, eligibility to use STA funds for operations will be directly 
impacted by the trend in operating cost per hour.  

 
6. Operating cost per passenger increased by 14 percent during the audit period. This rate of 

growth is consistent with the increase in operating costs coupled with marginal ridership 
gains in the same time period. Cost per passenger increased for all services with the 
exception of CIP which experienced a decrease. The growth in cost per passenger for both 
TCRC and Medi-Cal are in alignment with the systemwide trend.  

 
7. Systemwide passengers per vehicle service mile showed a steady decline during the audit 

period. Service miles grew each year while ridership did not have consistent growth, 
resulting in the trend. The general decline in passengers carried per hour also adversely 
impacts the passenger per mile trend as more individualized trips had to be made, especially 
on Medi-Cal, resulting in more miles being generated. Similar factors were cited, including 
longer trip distances for client services and difficulty grouping trips. 

 
8. Vehicle service hours per employee were relatively stable during the audit period, although 

they have declined from prior years. The number of full-time equivalents (FTE) as well as 
service hours did not fluctuate during the audit period which support the trend and imply a 
constant rate of staff productivity. A comparison of FTE figures shown in the State Controller 
Report against employee counts based on personnel productivity hours provided by Ride-
On show minor discrepancies. The internal employee count shows a higher FTE which 
includes TMA personnel hours, leading to the conclusion that the TMA FTEs are not in the 
State Controller Report. TMA staff is recorded separately from the CTSA staff. 
 

Conclusion from the Verification of TDA Performance Indicators 
 
Ride-On’s systemwide CTSA performance indicators are driven primarily by its service for TCRC, the 
largest CTSA client, with additional influence from its second largest service, Medi-Cal. Combined, 
the two services comprise about 87 percent of the service as measured by their proportion of total 
operating costs. As shown in the various indicators, the trends affecting TCRC and Medi-Cal, such as 
operating costs, ridership, and service hours, are more than likely to carry over onto CTSA 
performance in the aggregate and result in similar trends for CTSA overall. The bulk of the Ride-On 
ridership is comprised of TCRC clients who travel locally and primarily in the north county and the 
central area. Performance measures for the next largest CTSA programs, such as Senior Shuttle and 
AgVan, with a combined 8 percent of service, provide some degree of influence on the overall 
trends. 
 
A trend that Ride-On has indicated previously and that will continue to affect the performance 
indicators is the trip distance that the vehicles must make for its clients to receive necessary care. 
Due to changes in the medical industry such as consolidation of services, Ride-On makes longer 
distance trips for a growing number of individual riders. For example, a few riders are transported 
to Los Angeles or Stanford (Palo Alto) each day for medical treatment, while other riders are 
transported to Santa Maria. One way trips longer than 50 miles comprise a relatively small share of 
Medi-Cal trips, but do impact performance trends. Individualized trip requests from a growing Medi-
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Cal clientele is another factor affecting performance. As mentioned, TCRC’s contract with Ride-On 
prohibits Ride-On from adding unscheduled riders to a TCRC vehicle, so batching of passengers is 
not possible on those routes unless scheduled by the contractor, R&D Transportation. Ride-On also 
provides rides for individuals living outside the ¾ mile corridor for fixed route that determines the 
ADA paratransit service area. 
 
As Ride-On continues serving its clients and meeting their needs and those of others in fulfilling 
the CTSA designation, these trends in providing longer-distance trips and individual trip requests 
as well as contract constraints that impact group rides will have continued influence on the TDA 
performance measures. Ride-On’s dispatch software capabilities will be utilized to a great extent 
to effectively manage these trips. Driver overtime cost to meet demand was also incurred as Ride-
On worked to hire new staff toward the end of the audit period. Driver turnover creates dual 
additional costs through overtime pay as well as recruiting, hiring, and training new operating 
personnel who are required to meet the current service demand.  
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Section V 
 

Review of Operator Functions 
 

This section provides an in-depth review of various functions in Ride-On. The review highlights 
accomplishments, issues, and/or challenges that were determined during the audit period. The 
following departments and functions were reviewed at the nonprofit agency: 
 

 Operations  

 Maintenance 

 Planning and Marketing 

 General Administration and Management 
 

Operations 
 
Ride-On was challenged with driver retention during FY 2014-15. This is due in part to having to 
compete with other local transit agencies that provide higher starting wages, such as RTA, which 
saw the unionization of its drivers. Ride-On hired 15 new drivers during the last twelve months. As 
an incentive to retain drivers, Ride-On increased its starting wages to $12.00 an hour. Other drivers 
received a safety increase. Ride-On has also been addressing overtime expenses by referring private 
pay riders to taxi cabs due to the high fares for non-subsidized services. In addition, Ride-On is 
working with regional partners, both public and private, to determine if an automated system can 
be created to present the most cost effective transportation choice in real time for customers. 
 
Ride-On has experienced an increased demand for dial-a-ride service as demonstrated by the 
increased service frequency of the regional Senior Shuttle to five days a week in July 2015. The 
regional Senior Shuttle serves clusters of senior residential communities and makes scheduled trips 
to locations such as shopping. To maintain demand, Ride-On will will need to evaluate additional 
steps in consultation with senior organizations and senior centers to expand this program. Some 
long-distance Medi-Cal trips were scaled back due to the driver shortage but also due to 
competition, shifts in where Medi-Cal services are available or open to new patients, and greater 
reliance on informal rides by others such as a spouse, other relative, or neighbor. 
 
Operational Performance Goals 
 
Ride-On develops operational performance goals to assess its operations against benchmark 
measures. Ride-On tracks ridership patterns and is developing targets using a dashboard style 
analysis feature. In April 2013, SLOCOG approved expanded reporting requirements for Ride-On 
effective FY 2014. Ride-On is required to report 20 types of data for its CTSA services, Senior Shuttle, 
TMA services, and commuter vanpool services. Most of the required data were addressed in Section 
IV of this audit. The following goals in Table V-1 are established by Ride-On through the recent 
strategic plan update: 
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Table V-1 
Strategic Plan Update Measures and Standards 

Quality/Reliability Measures Proposed Service Standards by Service Type 

Door to Door Group Trip 

Passengers per Revenue Hour a) Local: 3.5 passengers 
per hour 

b) Regional: 2.5 
passengers per hour 

a) Local: 6 passengers per 
hour 

b) Regional: 4 passengers 
per hour 

Operating Cost per Revenue Hour $75 per hour 

Operating Cost per Rider a) Local: $18 per rider 
b) Regional: $30 per rider 

a) Local: $12.50 per rider 
b) Regional: $17.50 per rider 

Farebox Recovery 10 percent a) Local: 20 percent 
b) Regional: 15 percent 

Average Fare per Rider a) Local: $3.00 
b) Regional: $5.00 

a) Local: $2.50 
b) Regional: $4.50 

Average Subsidy per Rider a) Local: $15.00 per rider 
b) Regional: $25.00 per 

rider 

a) Local: $10.00 
b) Regional: $13.00 

On-Time Performance a) Local: 95% of vehicles 
arrive within 15 minutes 
of scheduled pick up time. 

b) Regional: 90% of 
vehicles arrive within 15 
minutes of scheduled pick 
up time. 

a) Local: 95% of vehicles 
arrive within 15 minutes 
of scheduled pick up 
time. 

b) Regional: 90% of vehicles 
arrive within 15 minutes 
of scheduled pick up 
time. 

Passenger Complaints/Boardings The number of complaints should not exceed 0.01% of the 
total boardings. The benchmark is 15 complaints/100,000 
boardings. 

Breakdowns/Miles Operated Fewer than 1 breakdown/100,000 revenue miles 

Accidents/Miles Operated Fewer than 1 preventable accident/100,000 revenue miles 

No-show/late cancellation rate 
for consumers 

No Shows =<1.5% 
Late Cancellations =<2.5% 
Cancelled at door =<3% 

Trip Cancelled No trips should be cancelled; the benchmark is zero 
tolerance. 

Source: Ride-On Transportation Plan and Future Strategies Report, Figure 6-1 Recommended Service 
Standards for Ride-On Senior and Specialized Services 
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Using aggregated CTSA data from the prior sections of this audit, as well as other data provided by 
Ride-On, the following table compares actual data to a select number of service goals: 
 

Table V-2 
Operational Trends Against Actual 

 Measure 
Local Standard (from 

Table V-1 above) FY 2012 FY 2013 FY 2014 FY 2015 

Passengers per hour 3.5 3.2 3.2 3.3 3.0 

Cost per revenue hour $75.00 $48.03 $50.57 $54.83 $61.63 

Cost per passenger $18.00 $14.97 $15.69 $16.75 $20.71 

Subsidy per passenger(1) $15.00 $11.39 $11.18 $13.08 $17.01 

(1) Audited fare revenues used for this calculation include CTSA and TMA. The resulting subsidy per 
passenger is a blend of revenue from both services. CTSA contract service revenue are not included. 

Source: Ride-On Transportation Plan and Future Strategies Report, Figure 6-1 Recommended Service 
Standards for Ride-On Senior and Specialized Services; TDA Quarterly Reports, Annual Fiscal Audit.  

 
Tables V-3 and V-4 show the calculations for preventable accidents and complaints against goals. It 
is noted that accidents and complaints data were not collected until after the prior performance 
audit. 
 

Table V-3 
Preventable Accidents 

 Goal FY 2012 FY 2013 FY 2014 FY 2015 

Accidents  -- 14 16 19 

Revenue Miles  1,647,686  2,019,633  2,388,504  2,431,589  

Accidents Per 100,000 
miles < 1 --             0.69           0.67            0.78  

Source: Ride-On Transportation 

 

Table V-4 
Registered Complaints 

 Goal FY 2012 FY 2013 FY 2014 FY 2015 

Complaints  -- 21 9 11 

Passengers   179,627  177,904  184,644  171,369  

Complaints per 100,000 
passengers 15.00 

                  
--   11.80        4.87  

       
6.42  

Source: Ride-On Transportation 

 
There are mixed results in the comparison of data against goals. Ride-On CTSA met three of the 
goals for all four audit years (cost per hour, number of accidents, and number of complaints), did 
not meet one goal in any of the years (passengers per hour), and partially met two other goals 
(subsidy per passenger and cost per passenger). Given the trends expressed by Ride-On in providing 
longer haul trips and complying with contract constraints in batching trips, it will be difficult to meet 
the passengers per hour performance goal.  
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Other operational statistics for the audit period are presented for the number of no shows and 
cancellations (see Table V-5). The increase in no shows is an indicator of potential lost productivity 
given that, hypothetically, the Ride-On vehicle could be providing service elsewhere. The no show 
numbers are high because of the procedure wherein the TCRC consultant (R&D Transportation) 
requires Ride-On to arrive at pick-up locations (the passenger’s house) unless Ride-On receives a 
trip cancellation notice from R&D. Ride-On indicated it often does not get that notification in time, 
if at all, despite the passenger calling R&D to cancel, so the trip is listed as a no show upon Ride-On 
arriving at the pick-up location. Ride-On is also not allowed by the contract to call the passenger’s 
home or resident facility directly. In contrast, Ride-On calls all non-TCRC riders the day before to 
confirm their ride for the next day.  
 
This increase in no shows could be correlated to a degree with the trend in decline in passengers 
per hour during the audit period. Since no shows result in no passengers being served, it adversely 
impacts the system’s ability to transport multiple passengers at any one time. 
 
Cancellations also increased over the four-year audit period. While cancellations allow Ride-On to 
attempt to fill the vacant time slots, they impact the efficiency by which group rides can be made in 
advance. Ride-On’s updated website enables an online trip request to be generated, which is a good 
outreach tool. 
 

Table V-5 
No Shows and Cancellations 

  FY 2012 FY 2013 FY 2014 FY 2015 

No Shows 8,394 10,142 10,813 10,597 

Percent Change   21% 7% -2% 

Cancellations 22,899 26,036 27,358 30,207 

Percent Change   14% 5% 10% 

Source: Ride-On Transportation 

 
Service Agreements 
 
Ride-On maintains two major service agreements, one with TCRC and the other with Santa Barbara 
Regional Health Authority (Authority). The TCRC agreement is a biennial contract that stipulates 
service requirements including vehicle and driver requirements, performance clauses, and 
maximum contract price. The agreement includes a maximum price for each year of the contract 
with Ride-On billing based on rates for per vehicle service hour, per attendant vehicle service hour, 
and per month for Community Integration Client Program Transportation. A minimum number of 
service hours is provided per bus as part of the service agreement.  
 
Contract billing rates are sensitive to California Department of Developmental Services policies and 
the state budget. Based on the monthly reported income in the Ride-On TDA performance reports, 
Ride-On has been paid the following revenue from TCRC and Medi-Cal/CenCal: 
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Table V-6 

Ride-On Revenue from TCRC and Medi-Cal/CenCal 

Ride-On Income from TCRC Revenue 

FY 2012 $1,969,103 

FY 2013 $2,026,839 

FY 2014 $2,064,839 

FY 2015 $2,071,980 

Ride-On Income from Medi-
Cal/CenCal   

FY 2012 $792,278 

FY 2013 $799,419 

FY 2014 $878,895 

FY 2015 $947,072 
Source: Ride-On Transportation TDA Monthly Performance Reports 

 

Ride-On does not charge separate passenger fares for TCRC or Medi-Cal trips, meaning that when 
reimbursements through the contracts do not match the cost to provide the service, TDA revenues 
are used to backfill the net loss to Ride-On. This has been the case in particular for TCRC in which 
the reimbursements from the contract have not matched the cost. In FY 2015, for example, there 
was a subsidy level of $820,000 required to serve TCRC clients ($2.8 million cost and $2.0 million 
reimbursement). LTF provided nearly half of the subsidy while Ride-On used other funding including 
$250,000 in reserves, gas tax refund, TMA profits, and vehicles that were sold.  Ride-On also slowed 
down the payment schedule to vendors to meet the deficit. Ride-On has been receiving monthly 
LTF payments and quarterly STA payments to subsidize CTSA services; however, Ride-On saw a 
reduction of $155,000 in LTF during the current year. 
 
TCRC’s consultant, R&D, provides all the scheduling for its passengers and Ride-On enters the times 
into RouteMatch.  If the travel times do not seem realistic, Ride-On will question them in writing 
and request a modification.  Ride-On calls R&D if the vehicles are running 10 minutes late on a 
route.  Failure to call in a route that is 15 minutes late or more results in a $50 fine.  If Ride-On is 
more than an hour late, the agency receives a $100 fine.  Ride-On communicates all changes to R&D 
and they in turn report to the passenger’s home or facility.   
 
R&D provides the passenger lists with any special rider information, and Ride-On inputs the special 
information in the RouteMatch notes so the driver has access to the information.  Ride-On is not 
allowed to add any additional riders to a TCRC trip, so additional batching is not possible on those 
routes unless provided by R&D before or after the route. R&D uses its own software to schedule the 
rides and faxes hard copies of the route to Ride-On when there is a change; Ride-On then modifies 
the routes. Typical changes include adding one rider and modifying a few pick-up times. Ride-On 
indicated that there is not a way to link R&D’s software with RouteMatch, although Ride-On and 
the San Luis Obispo Regional Transit Authority have common scheduling and dispatch software. The 
input of data from the faxed information from R&D has not placed a strain on staffing resources. 
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The service agreement with the Cen Cal Health Authority expands the reach of geographic 
dispersion of trips. The authority’s service area includes San Luis Obispo and Santa Barbara Counties 
as well as out of county primary care physicians who provide initial and primary care to Medi-Cal 
members. State Medi-Cal rates for reimbursement are in effect at the time of service which are also 
sensitive to state budgetary conditions. Ride-On indicated payment is a flat rate plus mileage per 
client served. 
 
Other Services 

The Senior Volunteer Driver Program was funded through a federal New Freedom grant in which 
Ride-On partners with Wilshire Community Services to implement a Good Neighbor Program. 
Volunteer drivers receive training and a gas card to help offset the cost of participating. Wilshire’s 
network includes the Caring Callers program, which fulfills the unmet needs of the frail and socially 
isolated elderly who cannot use door-to-door transportation services in San Luis Obispo County by 
developing mutually caring friendships, building support systems, and creating new connections. 
Caring Callers volunteers make in-home visits that provide reassurance and comfort to homebound 
older persons, and help the somewhat functionally impaired remain in their residence. During a visit 
the pair may chat, play cards or board games, take walks and drives, or go shopping. The volunteer 
caller may also provide transportation to doctors’ appointments or therapy sessions. Whereas the 
Ride-On Senior Shuttle program is dedicated to providing affordable transportation services for 
seniors 65 years and over in set corridors and days, the Senior Volunteer Driver and Caring Caller 
programs are more focused on ensuring that the segment of seniors who are homebound do receive 
attention and reassurance, with free transportation provided countywide.  

Ride-On served as the passthrough for the federal grant for the program which had a state match 
from toll revenues and which did not result in extra costs to the Wilshire Foundation. Based on the 
TDA performance reports, in FY 2014–15 Ride-On identified about $8,000 in TDA funds as another 
funding source for the volunteer program which exceeded the grant. However, the use of TDA funds 
had not been reported to SLOCOG as the funding agency. Also, the quarterly reports do not include 
performance information on the volunteer program. Should TDA funds continue to be used, a level 
of performance criteria for the volunteer program should be reported by Ride-On in the quarterly 
report. 

Maintenance 
 
All vehicle maintenance is conducted at a facility across the street from Ride-On’s administration 
building. Vehicles that are stored off-site return to the facility for maintenance and rotation with 
other vehicles. The operations manager schedules for maintenance service in collaboration with 
maintenance staff at intervals of 45 days or 3,000 miles. As pointed out in the annual CHP 
inspections, the vehicles inspected have passed inspection with the few concerns being 
maintenance work conducted after the scheduled intervals, and emergency exits locked from the 
outside on a few vehicles. The emergency exits are windows and cannot be locked from the outside.  
They were difficult to open, which means the drivers were not checking them daily. Vehicle 
maintenance data is being entered into RouteMatch as an enhancement to current practice and 
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creating a better linkage between service and scheduled maintenance. Certain maintenance work 
is outsourced, including wheelchair lifts, body work, and transmissions. 
 
Maintenance work hours are staggered for the three staff members between 6:00 a.m. and 5:00 
p.m. The maintenance facility includes diagnostic scanning tools, two vehicle lifts, and a small parts 
inventory. With seven nearby parts vendors, Ride-On does not need to hold a large stock of parts. 
Generally, preventive maintenance service is completed on a minimum of three vehicles daily. 
 
Vehicle fueling is done through use of company-issued credit cards and PINs valid at a few providers, 
including BP/Arco and JB Dewar gas stations. Ride-On management checks the use of the credit card 
online and reconciles the fueling statements by vehicle number. 
  
Vehicle Breakdowns 
 
A measure of vehicle reliability is the revenue mileage between vehicle failures. In the Ride-On 
strategic plan, a similar measure is the number of breakdowns per 100,000 miles. These measures 
are intended for monitoring trends in vehicle breakdowns. Both measures are shown in Table V-7 
for CTSA service. For miles between failures, there was a decrease in vehicle breakdowns over the 
past three years in spite of an increase in revenue miles, signifying a positive trend. For breakdowns 
per 100,000 miles, the trend is also positive, going from close to 3 breakdowns to 1. The standard is 
fewer than 1 per 100,000. Vehicle breakdowns for FY 2012 was not collected, as Ride-On began 
tracking this information after the prior performance audit. The trend during the audit period is 
reflective of the turnover of the fleet to newer vehicles. Most of the fleet is within five years of their 
respective delivery dates.  
 

Table V-7 
CTSA Vehicle Breakdowns 

  FY 2012 FY 2013 FY 2014 FY 2015 

Vehicle Breakdowns 

Data not 
collected 
by Ride-

On 
                 

60  
                 

24  
                 

25  

Revenue Miles 
   

1,647,686  
   

2,019,633  
   

2,388,504  
   

2,431,589  

Miles Between Breakdowns n/a 
         

33,661  
         

99,521  
         

97,264  

 
Breakdowns per 100,000 miles n/a 2.97 1.00 1.03 

Source: Ride-On Transportation 
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Planning and Marketing 
 
Planning 
 
The Ride-On Transportation Plan and Future Strategies Report was completed in May 2015 and 
updates the 2006 Ride-On Short Range Transit Plan. Elements undertaken in the strategies plan 
include vanpool user surveys, CTSA and TMA focus groups, development of goals, objectives, and 
performance standards, strategies, and a financial plan. Strategies to facilitate Ride-On’s role as a 
partner for providing transportation services, identified in order of immediate to midterm, are as 
follows:  
 

1) Improving Ride-On branding/messaging and public information  

2) Enhancing and implementing new services  

3) Expanding and enhancing the commuter vanpool program  

4) Becoming a countywide human service transportation brokerage  

5) Positioning itself as a contract operator for ADA paratransit operations  

In July 2015, Ride-On developed a three-year plan of action in response to the recommendations of 
the strategic plan. The action plan presented goals for the CTSA and TMA to improve the operation 
of Ride-On. Goals for CTSA include to establish a CTSA Advisory Committee to monitor Ride-On 
performance and suggest further ways to improve Ride-On’s operations; develop a Transportation 
Management Coordination Center; update and improve its marketing of services and customer 
service; and evaluate dispatch procedures to increase efficiency.  Several of the recommendations 
are being implemented including improving the branding/messaging and public information such as 
the website.  
 
In looking at the potential for technology enhancement as a means to implement the strategic plan, 
Ride-On is tapping into a discretionary planning grant (Mobility Services for All Americans [MSAA] 
national program) and is working with partners and a consultant to assess the future capabilities 
and the feasibility of such applications within the wide range of providers in the region. This includes 
enabling direct trip assignments among other local or regional providers. 
 
Marketing 
 
Ride-On has been proactive in employing its marketing and outreach strategy. The organization 
utilizes various electronic and print media to market its services to the community. Ride-On’s 
technology coordinator spearheads the organization’s marketing efforts.  
 
A highlight has been the significant update of Ride-On’s website (http://www.ride-on.org/). The 
website design and maintenance was brought in-house in FY 2014–15 and is managed by the 
technical coordinator. The in-house management provides Ride-On greater control of its content 

http://www.ride-on.org/
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and the ability to provide more real-time updates and monitoring. The technical editor uses Google 
AdWords to build the website and to attract Internet searches. 
 
Enhancements to the website include: 
 

 Simple main menu-driven selections that are split between community transportation (CTSA 
services), and general public transportation (TMA services) 

 Additional illustrations such as people-oriented pictures and vehicles and staff in service 

 Ability to submit a ride request 

 Ability to fill out the form and submit Medi-Cal information to the Medi-Cal secretary at 
Ride-On Transportation 

 Continued ability to submit comments via email contact@ride-on.org, and phone number 

 Separate password-protected sign-in links located at the bottom of the website for 
administrative staff and drivers, and for MSAA members to access information. The 
administration and driver sign-in portals communicate available work shifts and events. 

 Brighter colors and formatting consistent with print media. 

 
Ride-On continues to use traditional media to communicate its services including 30-second radio 
ads on multiple stations such as Coast 101.3 FM, 95.3 The Beach, and New Rock 107.3. Additional 
media include video production of TMA services, printed brochures, and ads in print media. 
Fundraisers are advertised and held for Veterans Express such as sales of wrist bands, and benefits 
such as poker night and a concert. Ride-On hosts open houses at its facility for the public to learn 
more about the services provided by UCP and Ride-On. Social media exposure has increased as well 
with Ride-On’s presence on Facebook and Twitter. The agency indicated it has hundreds of followers 
on Facebook and over 700 likes.  
 
Ride-On has invested in its marketing program as evidenced by these efforts and by the increased 
budget during the audit period. The Ride-On marketing budget increased from $10,000 in FY 2012–
13 to $14,000 in FYs 2013–14 and 2014–15. Part of the marketing strategy to encourage use of its 
services includes adding a more human element and feel to the website and printed materials 
through brighter visuals and easier access to making trip reservations and communications. 
Consistent branding (e.g., color and format) of its various marketing materials are another part of 
its strategy to cross-market its programs. Materials for one Ride-On service, for example, may be 
placed in the vehicles of another Ride-On service.  
 
A further suggested enhancement to the website is the integration of short customer testimonials 
and stories about people’s experiences with the service and/or how it has assisted with their living 
condition. Testimonials are another method of focusing on human services and have been part of 
monthly reports sent out via email by other CTSAs. Ride-On indicated that similar testimonials from 
their customers are shown in the social media site Yelp; however, visitors to the Ride-On website 
should be able to view these testimonials alongside current images of customers receiving the 
service.  

mailto:contact@ride-on.org
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General Administration and Management 
 
Ride-On Transportation is guided by a 13-member board of directors for UCP. The board meets 
about six times each year. Committees of the board focus on business development, finance, fund 
development (UCP fundraising), and public communications. Board goals are to develop fiscal 
efficiencies through measurement and monitoring using tools such as target setting and dashboard 
reviews of key performance indicators. These targets and dashboards are currently being 
developed. Measurable goals for all employees are derived to ensure accountability toward meeting 
agencywide objectives, and are tied to a degree of salary and wage adjustments.  
 
Ride-On management meets weekly, while office staff meet monthly to discuss items including 
logistics and customer service. Dispatchers meet to discuss consistency in communications and 
reporting. Dispatchers and drivers sit together to learn of each others’ views on operations, with 
dispatchers also going on ridealongs. Ride-On management develops and submits a series of 
performance reports (e.g., the monthly service and quarterly reports) to SLOCOG. The flow of 
information begins with the monthly reports, which are then summarized quarterly. The financial 
data is imported from the accounting system, Sage BusinessWorks. Figures differ between the 
monthly and quarterly reports due largely to the reporting requirements in the quarterly report that 
do not appear in the monthly report. For example, the quarterly report includes an overhead cost 
that Ride-On must fill in, although the monthly report does not include such data. Ride-On has used 
a 10 percent overhead cost in the quarterly report, although that rate does not correlate back to 
actual cost data. 
 
In July 2013, SLOCOG and Ride-On supported the expansion of the quarterly report to include a 
series of 20 measures for each of the four categories of transportation provided by Ride-On. The 
new and expanded requirements added systemwide reporting of the number of complaints, vehicle 
breakdowns, and accidents, in addition to productivity requirements for ridership, cost, revenue, 
and hours/miles. The data provided support to the update of the Short Range Transit Plan. Also, 
Ride-On is now required to add the following to the TDA claim starting in FY 2014–15: 
  

a) A roster of CTSA-only members  

b) Types of services which Ride-On provides to each of them  

c) A breakdown of TDA dollars spent on each CTSA partner  

However, SLOCOG indicated that Ride-On has not provided the information for the breakdown of 
TDA dollars, and provided an outdated roster of members that is inclusive of both TMA and CTSA 
members that may or not be active with Ride-On. Ride-On indicated it has never agreed to provide 
a breakdown of TDA dollars spent on each CTSA partner, citing the figure would be very difficult to 
calculate and the value it would have.  
 
The TDA monthly performance report provides detailed breakdown of service data as well as 
allocation of monthly fixed and variable operating costs. The monthly Ride-On cost allocation by 
service feeds into the quarterly and annual figures which should match. Issues regarding the current 
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cost method in the monthly report include the use of income generated for each service as the 
driver of fixed cost, inconsistencies between the monthly and quarterly reports, and the general 
lack of transparency in the spreading of costs among services.  
 
As part of this audit, the auditor worked with Ride-On and SLOCOG to prepare a new operating cost 
model that follows industry standard in spreading operating costs using multiple supply variables. 
The model is available separately as an Excel workbook. The method develops an indirect cost ratio 
by service for fixed cost, and a separate allocation of variable costs using standard performance 
factors such as hours and miles. Each cost line item in the monthly report is subjected to an 
allocation, meaning the cost is spread among each service as a reflection of the general supply of 
that service measured in either hours or miles. The higher the hours and miles produced by a 
service, the greater the cost that is allocated to that service. Ride-On intends to deploy this model 
as the standard template for its monthly report.  
 
In comparing the allocated costs between the current and new methods, both provide relatively 
similar figures, although the new method provides additional transparency and linkage showing 
how each cost item is spread to each service. The model accounts for some costs that do not apply 
to all services, such as driver wages, and does not spread these costs to those services (e.g., vanpool 
programs). Other costs that have been identified as direct, meaning all the costs are applied to one 
specific service, are allocated only to that service. Examples are cost line items titled  with “AWVP,” 
meaning they are exclusive costs to AgVan. 
 
One purpose of the new operating cost model is to create a basis for future discussion between 
Ride-On and SLOCOG in the development of a memorandum of understanding (MOU) covering CTSA 
expectations. The cost model helps determine the costs for CTSA relative to revenue generation 
from the services, both of which are used to produce a measure of program subsidy and provide a 
magnitude of TDA funding needs. The MOU is recommended from the recent update to the 
Coordinated Human Services – Public Transportation Plan. Draft topic areas of the MOU include 
transparency and scrutiny, internal monitoring and professional reporting, enhanced budget 
process, and cohesive E-marketing. 
 
Drivers’ Committee 
 
The Drivers' Committee is made up of three drivers elected by their peers who meet monthly with 
Ride-On management. The committee was formed out of an attempt by the Teamsters in past years 
to organize the drivers. Representatives are elected each year. There are four drivers on the Drivers’ 
Committee: two from the North County and two from the South/Central County. 
 
Meetings are held in a casual setting and do not include negotiating any issues. It provides an 
opportunity for management to listen to concerns and ideas from the drivers, leading to potential 
decisions at a later date. The meetings are attended by the Executive Director, the operations 
manager, and the Director of Operations.  
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Driver Training 
 
Ride-On drivers have been employed at the agency for an average of 5.5 years. The number of 
drivers was reduced in FY 2014-15 for various reasons cited earlier in this report, but have since 
been replenished from recruitment to reach a goal of 50 drivers to reduce overtime expenses. 
Drivers bid on routes based on seniority; most drivers stick to their tri-counties routes, often to the 
benefit of the passengers who prefer having the same driver. A Ride-On brochure lists the steps to 
becoming a driver for Ride-On including completing a DMV physical and drug screening, passing the 
Class B driver written test, and passing the DMV driving test. New drivers undergo industry standard 
training protocols including background checks, classroom type instruction and review of a 
handbook, 30 hours behind the wheel, and DMV testing. Training on a route is then conducted 
including use of the mobile data terminals. It can take up to two months from the start of training 
to operating a route. Four current drivers have come from the adult school training program taught 
by Ride-On, providing a level of success from the educational setting. 
 
Each driver receives 10 hours of safety training annually. The operations manager chooses the topics 
and holds two classes per month for two hours each. The trainings are attended by staff from both 
north and south county service areas. Sensitivity training is part of the curriculum as a federal 
mandate and is taught once a year. 
 
After an on-duty accident, the driver calls their immediate supervisor who goes onto the site to 
investigate. A drug test is given as part of each accident, which is more stringent than industry 
standards that require drug tests only under certain conditions. Police are summoned if necessary 
and an accident report form completed with pictures of the accident scene. 
 
The operations manager is mindful of disciplinary action when warranted. Similar to the handling of 
complaints against drivers, a three-step process is used: counseling, warning letter, and ultimately 
termination. Causes for disciplinary action can include going over the speed limit and not appearing 
for drive shifts.  
 
Bids for route selection are based on seniority and account for geography and days of service. Small 
monetary incentives are offered for good driving records and safety which are well received by the 
drivers. An incentive program relates to driver groups being accident free for 90 days. Another 
incentive program rewards holiday and financial bonuses to individuals for being accident free for 
the entire year and increasing as the years go by with no accidents. Drivers of the month are 
recognized in the lobby of the administrative building. 
 
CTSA Partners 
 
As the CTSA, Ride-On provides a variety of support services to local social service transportation 
agencies. A number of the services are provided at no cost to the stakeholder organization. A list of 
Ride-On stakeholders for 2015 identified over 80 organization stakeholders that have partnered 
with Ride-On, whether in the past or the present. Ride-On indicates the stakeholder list is revised 
every year to keep it updated. However, it is not verified as to the number of current active partners. 
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A relatively recent partner is the Central Coast Physician Network (CCPN). Riders can qualify for no-
cost rides if approved by their doctor in the CCPN. Nursing homes also qualify for this service.  
 
Several of the organizations have used multiple support services including transportation, 
maintenance support, vehicle acquisition consulting, preparation for CHP inspections, and driver 
training. With overlap due to multiple services provided, Ride-On has supported 83 organizations in 
its history with transportation. In addition, Ride-On has provided 3 organizations with maintenance 
support, 8 with vehicle acquisition, 1 with CHP inspection preparation, and 2 with driver training. 
Organizations that have had multiple services offered include Escuela Del Rio; Achievement House/ 
NCI Affiliates; Pathpoint, Inc.; Lifesteps Foundation, Inc. (no longer in San Luis Obispo County); 
Transitions Mental Health Association; Cambria Community Bus; and Association of Amputee 
Surfers.  
 
Grant Administration 
 
Ride-On creates spreadsheets to track the expenditure of grant funds. Quarterly inputs on 
expenditures are recorded which show the amount billed, amount received, and the net balances. 
According to the TDA claims submitted by Ride-On, the agency received federal grants for a variety 
of its services. They include FTA 5310 funds for vehicle acquisitions, FTA 5316 for AgVan, and FTA 
5317 New Freedom funds  for services includeing CIP and Senior Volunteer Driver Program. FTA 
5310 grants have ranged from $300,000 to $600,000 while New Freedom grants have ranged from 
$15,000 to $60,000 per program. TDA was no longer required as a local match to federal funds 
starting in FY 2013–14, as state toll revenue was approved for the local match.  
 
The Regional Transit Authority received a grant to fund the MSAA Project which is being led by Ride-

On. The grant will enable coordination of regional paratransit services through use of intelligent 

transportation systems (ITS) technology. The project is consistent with the UCP goal of creating fiscal 

efficiencies through new operational models such as the brokerage. MSAA committees formed after 

the audit period include transportation providers, technology solutions, and rider/agency user 

group. RTA received $141,725 toward the San Luis Obispo County Travel Management Coordination 

Center Project which will be the first step in the planning process for a ride coordination system. 

The project will examine how to break down institutional barriers to efficiently manage over 

882,000 passenger trips annually. Ride-On and its project partners plan to use innovative 

technologies to link databases and services in real time, allowing customers to enjoy better and 

more integrated service from the county’s public, private, and nonprofit transportation providers. 
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Section VI 
 

Findings and Recommendations 
 
The following material summarizes the major findings obtained from this triennial audit covering 
FYs 2012 through 2015. A set of recommendations is then provided. 
 

Triennial Audit Findings 
 
1. Of the compliance requirements pertaining to Ride-On, the agency complied with each of the 

nine requirements. Two additional compliance requirements pertaining to urbanized farebox 
recovery ratios did not apply to Ride-On, as Ride-On’s farebox ratio is set by SLOCOG.  

 
2. Ride-On complied with its 10 percent required farebox recovery ratio in each audit year. It is 

noted that the farebox ratio computed in the fiscal audit uses systemwide fare revenue and 
operating costs inclusive of both CTSA and TMA. Ride-On indicates that farebox recovery is not 
an ideal performance measure of its diverse services given the fact that there are no fare 
revenues generated from TCRC or Medi-Cal. 

 
3. Ride-On’s Transit Operators Financial Transactions Reports were resubmitted to the State 

Controller in FYs 2014 and 2015 due to incorrect reporting of LTF numbers resulting from the 
tracking method of some revenue in Ride-On’s accounting system. For purposes of the State 
Controller Report, Ride-On performs an accounting function that corrects this 
discrepancy. SLOCOG and Ride-On have communicated on this issue and maintain notes to 
check for this each year. 

 
4. Each CHP terminal inspection report during the audit period was rated satisfactory. Minor  

findings were made by the CHP in which sample vehicles had exceeded the scheduled 
maintenance intervals by up to 17 days. Also, there was a finding that a driver did not report a 
vehicle in service that had exceeded the maintenance schedule, and another finding from the 
CHP that placed a vehicle out of service due to a rear door defect. The defect was quickly 
repaired and noted in the CHP inspection. 

 
5. Ride-On fully implemented three prior audit recommendations, while partially implementing 

two other recommendations. The recommendations implemented relate to updating the Short 
Range Transit Plan, updating performance goals, and recording of complaints. 
Recommendations partially implemented include that Ride-On should continue efforts to report 
only CTSA operations performance data to the state according to the reporting profile created 
by Ride-On and its use of TDA funds in meeting SLOCOG funding requirements. Ride-On should 
also show expenditure of TDA funds by CTSA program in the Ride-On Monthly Service Hours 
Report. 

 
6. Ride-On divides its operating expenses between fixed and variable costs. Under the Ride-On cost 

allocation method used during the audit period, expenses, such as for staff administration, 
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general insurance, rent, and office equipment, are allocated among CTSA, Transportation 
Management Association (TMA), and contract service based on their respective annual 
budgeted operating income totals. As part of this audit, the auditor worked with Ride-On and 
SLOCOG to prepare a new operating cost model that follows industry standard in spreading 
operating costs using multiple supply variables. One purpose of the new model is to create a 
basis for future discussion between Ride-On and SLOCOG in the development of a memorandum 
of understanding (MOU) covering CTSA expectations. 

 
7. TDA funds are budgeted as operating income for CTSA. The revenues are applied to backfill CTSA 

program expenses that are not fully covered by other operating income. As the net income 
tracked by Ride-On varies by month for each program, the use of TDA funds by program also 
varies but is intended to compensate for the difference between costs to operate and other 
income generated. On the Ride-On monthly service reports, it is not clear to which services TDA 
revenue is applied.  

 
8. Overall CTSA ridership experienced a mixed trend over the four-year audit period, increasing in 

two of the years, but then decreasing the other two years. CTSA operating costs increased by 19 
percent over the four-year period, leading to a trend of higher operating cost per passenger. 

 
9. Operating costs per hour increased during the audit period. Ride-On experienced driver 

retention issues attributed to many factors including drivers moving out of the area, taking 
medical leave, taking similar jobs elsewhere with better pay, or retiring. The remaining drivers 
incurred overtime expense which reduces cost efficiency and effectiveness. Ride-On has since 
reached its goal of retaining 50 drivers. 

 
10. Most CTSA services were carrying between two and three passengers per hour, although there 

were outliers such as the AgVan which transported between six and eight passengers per hour 
using dedicated vehicles. The general trend for CTSA services in the aggregate is a decrease in 
passengers per hour, which is explained in part by the current trend expressed by Ride-On about 
longer trips being made and more difficulty grouping rides. For TCRC, Ride-On is not allowed to 
add any additional riders not scheduled by TCRC’s consultant, so further batching is not possible 
on those routes unless scheduled by the contractor. In addition, Ride-On has limited to no 
control over where medical trips are made by its clients, further challenging the ability to group 
rides. 

 
11. In April 2013, SLOCOG approved expanded reporting requirements for Ride-On effective FY 

2014. Ride-On is required to report 20 types of data for its CTSA services, Senior Shuttle, TMA 
services, and commuter vanpool services. There are mixed results in the comparison of data 
against the expanded goals in which Ride-On either did or did not meet certain goals, or partially 
met other goals for the audit period. A current draft version of this action plan is shown in the 
appendix. 

 
12. The Ride-On Transportation Plan and Future Strategies Report was completed in May 2015 and 

updates the 2006 Ride-On Short Range Transit Plan. Ride-On developed a three-year plan of 
action in July 2015 in response to the recommendations of the strategic plan. Several of the 
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recommendations are being implemented by Ride-On, including improving the 
branding/messaging and public information such as the website, and working with partners and 
a consultant to assess the feasibility of technology enhancements by tapping into a Mobility 
Services for All Americans (MSAA) discretionary grant. 

 
13. Ride-On has been proactive in employing its marketing and outreach strategy. A highlight has 

been the significant update of Ride-On’s website. Website design and maintenance was brought 
in-house in FY 2014–15 and is managed by the technical coordinator. Part of the marketing 
strategy to encourage use of its services includes adding a more human element and feel to the 
website and printed materials through brighter visuals and easier access to making trip 
reservations and communications. 

 
14. Ride-On’s goals are to develop fiscal efficiencies through measurement and monitoring using 

tools such as target setting and dashboard reviews of key performance indicators. These targets 
and dashboards are currently being developed. Measurable goals for all employees are derived 
to ensure accountability toward meeting agencywide objectives, and are tied to a degree of 
salary and wage adjustments. 
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Triennial Audit Recommendations 
 

1. Include only CTSA operations data in the annual State Controller Report. 
 
Responsible Party: Ride-On 
Implementation Timeline (Year/Quarter): Fiscal Year 2016–17, first quarter, to prepare 
State Controller Report due by October 2016. 
 
Ride-On partially addressed this prior performance audit recommendation by reporting 
separate annual statistics among four categories to SLOCOG in the quarterly report. 
However, external agencies receive total Ride-On statistics. Only data for CTSA ridership, 
hours, and miles should be included in the supplemental operating data section of the State 
Controller Report. Although Ride-On indicates that TMA is a customer of CTSA, only data 
from CTSA services that receive allocated funding through the TDA claims from SLOCOG 
should be reported in the State Controller Report. It should not include TMA operating data, 
as the purpose of the State Controller Report is for Ride-On, serving as the CTSA for San Luis 
Obispo County, to provide data regarding specialized services eligible for funding by TDA, 
and as depicted on the general information page of the report that is filled out by Ride-On. 
TMA services are not within the CTSA component of Ride-On nor are they eligible for TDA 
funds. 
 
Ride-On management is responsible for preparing the report and has existing capability to 
separate between CTSA and TMA service data such as ridership, hours, and miles. A new 
operating cost plan is also provided as part of this performance audit that enables Ride-On 
to separate operating expenses between the two service types. The recently approved Ride-
On Transportation Plan and Future Strategies Report further distinguishes between these 
two services, and indicates that as the CTSA for San Luis Obispo County, Ride-On provides 
social service transportation programs for seniors and persons with disabilities. The 
strategies report includes service performance tables that are exclusive to CTSA service and 
shows the amount of TDA funds applied to the overall CTSA program. 
 

2. Show expenditure of TDA funds by CTSA program. 
 
Responsible Party: Ride-On  
Implementation Timeline (Year/Quarter): Fiscal Year 2016–17, first quarter 

The monthly reports currently indicate the profit/loss for each service. The monthly TDA 
revenue is used to backfill the losses shown for CTSA services. However, this step of showing the 
breakdown of actual TDA funds being applied to the CTSA services is not shown in the monthly 
report, nor is reported in the quarterly report. Ride-On provided the auditor a separate 
document showing the annual allocation of TDA for CTSA services for FY 2014–15, but this data 
is unaudited and not verified, nor shown in a TDA claim as required by SLOCOG to verify Ride-
On eligibility for TDA monies. Ride-On has the capability to generate such report that captures 
that information on an annual basis.   
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Ride-On should add a new column in the monthly report next to the net income column and 
identify how much TDA revenue is used to backfill where expenses exceed revenues by CTSA 
service. The Memorandum of Understanding (MOU) between Ride-On and SLOCOG will 
clarify which services by Ride-On are eligible for the LTF monies, as defined by the TDA 
Article 4.5 evaluation criteria. This will help with the tracking of TDA for CTSA purposes, and 
identify at what level TDA is helping to provide these services. Ride-On management 
responsible for maintaining the monthly service report would make the adjustment to the 
report. Ride-On has developed an accounting system that shows TDA is not being used for 
TMA services, which should assist in the adjustments to the monthly service report. Ride-
On also has the capability to develop a quarterly report showing the profit/loss for CTSA 
and TMA programs. A cost allocation plan is also provided in this performance audit that 
enables Ride-On to consistently report CTSA operating expenses that can be aligned with 
each service revenue to calculate the TDA subsidy. 
 

3. Implement updated cost allocation plan in agreement with SLOCOG. 

Responsible Party: Ride-On and SLOCOG 
Implementation Timeline (Year/Quarter): Immediately, upon agreement with SLOCOG and 
the MOU committee. 
 
As part of this audit, the auditor worked with Ride-On and SLOCOG to prepare a new operating 
cost model that follows industry standard in spreading operating costs using multiple supply 
variables. The model is under review and available separately as an Excel workbook and is 
subject to the final terms of the recommended MOU. The method develops an indirect cost ratio 
by service for fixed cost, and a separate allocation of variable costs using standard performance 
factors such as hours and miles. Each cost line item in the monthly report is subjected to an 
allocation, meaning the cost is spread among each service as a reflection of the general supply 
of that service measured in either hours or miles. The higher the hours and miles produced by a 
service, the greater the cost that is allocated to that service. Ride-On intends to deploy this 
model as the standard template for its monthly report.  

 
One purpose of the new operating cost model is to create a basis for future discussion between 
Ride-On and SLOCOG in the development of an MOU covering CTSA expectations. The cost 
model helps determine the costs for CTSA relative to revenue generation from the services, both 
of which are used to produce a measure of program subsidy and provide a magnitude of TDA 
funding needs. The MOU is recommended from the recent update to the Coordinated Human 
Services – Public Transportation Plan. Draft topic areas of the MOU include transparency and 
scrutiny, internal monitoring and professional reporting, enhanced budget process, and 
cohesive E-marketing.  
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4. Work with SLOCOG to develop alternative TDA performance standards. 

Responsible Parties: Ride-On and SLOCOG 
Implementation Timeline (Year/Quarter): FY 2016–2017, first quarter to review farebox,  
third quarter to develop alternative standards. 
 

The current performance standard that Ride-On must meet to receive TDA funds is farebox 
recovery. The farebox recovery ratio that must be met annually is 10 percent. Ride-On receives 
both farebox revenue and contract revenue from its CTSA services. Contract revenues from 
TCRC and Medi-Cal are the largest revenue for Ride-On; however, SLOCOG rules clarified that 
contract revenue is not included in the farebox recovery. Nevertheless, with or without inclusion 
of contract revenue, Ride-On has met the ratio. 
 
The passage of state legislation in the fall of 2015 broadens the definition of farebox recovery 
and allows additional local revenues, such as contract revenues, to be included. This significantly 
drives up the farebox ratio for Ride-On which renders the 10 percent recovery standard 
inconsequential. SLOCOG, under TDA, has the discretion to select alternative performance 
measures for Ride-On as the CTSA. Discussion should be held between Ride-On and SLOCOG to 
determine whether another performance standard should be substituted for farebox recovery. 
Potential standards include those developed in the Ride-On Transportation Plan and Future 
Strategies Report such as operating cost per hour, passengers per hour, operating cost per 
passenger, subsidy per passenger, or rate of change in operating costs relative to an index like 
the consumer price index. Separate standards by service should be developed. Any change to 
the standard away from farebox should be part of the MOU covering CTSA expectations. 
 

5. Add customer testimonials and success stories on the Ride-On website. 

Responsible Party: Ride-On  
Implementation Timeline (Year/Quarter): FY 2016–2017, third quarter 

 

The in-house management of the website provides Ride-On greater control of its content and 
the ability to provide more real-time updates and monitoring. Part of Ride-On’s marketing 
strategy to encourage use of its services is adding a more human element and feel to its website. 
The website currently includes illustrations such as people-oriented pictures and vehicles and 
staff in service. A suggested enhancement to the website is the integration of short customer 
testimonials and stories about people’s experiences with the service and/or how it has assisted 
with their living condition. The connection of customer pictures with real quotes and stories 
about how Ride-On has positively impacted their lives provides further reinforcement of the 
Ride-On message and branding. This recommendation should be part of the broader marketing 
recommendations made in the Ride-On Strategic Plan that sets priorities and timeline on 
phasing the marketing efforts as time and resources allow. An example of a broader marketing 
recommendation from the Strategic Plan is for Ride-On to conduct an audit of its telephone 
customer service and piggybacking on local public information and advertising campaigns. 
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6. Provide the status of the Senior Driver Volunteer Program with the quarterly report updates. 

 
Responsible Party: Ride-On 
Implementation Timeline (Year/Quarter): FY 2016–17, first quarter, to include program 
status updates for Senior Driver Volunteer Program with the quarterly performance data.  

The Senior Driver Volunteer Program administered through Ride-On and implemented by the 
Wilshire Foundation received TDA funds in FY 2014–15. Ride-On already works with the 
Wilshire Foundation with regard to quarterly reporting to Caltrans pursuant to the federal 
grant. Ride-On and SLOCOG could explore additional performance measures related to the 
Senior Driver Volunteer Program given SLOCOG’s role as the funding agency for TDA. Measures 
applicable to the volunteer program might include number of volunteer drivers, number of 
homes visited, number of rider per hour, number of rides given, and/or value of gas cards 
issued to the volunteer drivers.  
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Appendix 
 

Ride-On Estimated LTF by Program 
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Table A-1 
Ride-On CTSA TDA Utilization for FY 2014–15 

 

CTSA TDA Received $696,370  

  

Transportation Service Subsidies  

Service TDA Used 

Tri-Counties Regional Center $400,387  

CIP Transportation $71,825  

Medi-Cal $48,048  

Private Pay $12,284  

Veterans Express no subsidy 

Agricultural Vanpool $2,133  

Senior Shuttle $67,745  

Technology Support $82,307  

Senior Volunteer Driver Program $8,205  

Short Range Transit Plan Grant 
Funding $3,436  

  

TDA Expended $696,370  

Notes: The table does not include Ride-On's $70,000 discretionary 
STA budget approved by the SLOCOG Board, including $25,000 for 
Senior Shuttle, $30,000 for Ag Van, and up to $15,000 local match 
for Veteran’s Shuttle. The estimates in the table are unaudited 
and not verified in relation to actual subsidies required for each 
program. 
 
Source: Ride-On Transportation 

 

 
 


