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April 15th, 2024 

Dear Bay Transit Staff, 

On behalf of Blaise Transit, I would like to express our gratitude to Bay Transit for the opportunity to 
respond to the RFP: Transit Scheduling Software. Our mission at Blaise is to increase the efficiency, 
accessibility, and flexibility of sustainable transit services. We are motivated by a belief that convenient 
and affordable mobility should be available to all, regardless of age, ability, income, or place of 
residence. This is reflected in the transit systems with whom we work and the outcomes we have 
achieved together. Our experience in the United States continues to grow and scale with each passing 
month. We have the privilege of working on deploying our software across the country, including in 
Montana, Oregon, New Mexico and Virginia, each one contributing to the advancement of transit 
technology and accessibility. 

The cost-effectiveness of our system is thanks to its universality. What we mean by this is that we do not 
deploy custom, coded solutions for each of our clients. Instead, we allow for parameters to be set by 
our clients to adapt the system to their needs. Therefore, we are focus all our efforts on maintaining 
one software suite, and all our clients benefit from new features, improvements, and changes at the 
same time. Our universal software solution is specialized to manage all types of transit systems. Our 
response to this RFP serves to illustrate that Blaise possesses the technology, experience, expertise, 
and diligence required to help Bay Transit successfully deploy a modern software solution that will 
serve demand response, on-demand (microtransit), deviated fixed-route, and seasonal trolley service. 
We are responding as prime contractors to this RFP, without any subcontractors. 

At Blaise, we see our relationships with our clients not merely as a transaction, but as a long-term 
partnership. We do whatever it takes to make each partnership a success. With six years of experience 
at the intersection of transit technology, artificial intelligence, and project management, our growing 
company has developed a reputation for providing exceptional results and a personalized service that 
meets the unique needs of our customers. Specifically, our clients benefit from our one-on-one 
communication with our team, including the Project Manager we have assigned to this contract, 
Paraskivie Murr. She will act as your main point of contact and will remain available to your agency 
throughout the project.  
 

If you have any questions about anything in the proposal below, please don’t hesitate to contact me. 
To this day, I remain accessible to all of our clients, no matter how big or small the question. We are 
excited to share our proposal with you and are eager to collaborate closely to help you achieve your 
goals for this project. Thank you for considering our team for this opportunity.  

Sincerely,  
  
  
Justin Hunt - Authorized contract negotiator   
President and Chief Executive Officer  - Blaise Transit Ltd.  
6276 Ave des Mimosas St-Hubert, Quebec, Canada J3Z 1J6  
+1 (514) 581-9158  - jhunt@blaisetransit.com  
*The following proposal represents a firm binding offer for 120 days 
**Blaise Transit nor its founders have ever filed for bankruptcy  

www.blaisetransit.com 

6276 des Mimosas St 
St-Hubert, QC 
J3Z 1J6, Canada 
 

+1 514-581-9158 

jhunt@blaisetransit.com 

mailto:jhunt@blaisetransit.com
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1.0 Project Understanding and Company Overview  
1.1 About Blaise  
Blaise Transit Ltd. is a smart mobility technology provider, based in Montreal, Canada. Our flagship 
product is a universal dispatching software based on artificial intelligence and operations research that 
allows municipalities and transit authorities to run a variety of public transportation services. Blaise’s 
mission has been and always will be, to increase the efficiency, accessibility, and flexibility of 
sustainable transit services.   
Our technology has been used to improve transportation services in dozens of communities, and our 
transit solution has been designed for any public transportation model – from adapting service for 
underperforming fixed bus routes to improving the paratransit experience. We know that each transit 
system is unique, and we have built a solution and methodology that can easily adapt to each use case. 
We understand these complexities and assist community transportation organizations, transit 
authorities and counties in successfully navigating them. At Blaise, we take a data-driven approach to 
dispatch management software, using historical and geospatial data to guide transit agencies to 
maximize benefits from our solution. We developed our platform to be completely modular - meaning 
that every community uses the same set of Blaise apps, but they each have full control over how the 
service and platform function for them. With the click of a button, any agency can change their 
operating zone, hours, fare structure or any other service aspect. It is the only system on the market 
that is flexible and user-friendly to self-customize.  
 

1.2 The Blaise Platform Solution  
The Blaise software platform is specialized in providing service operators of specialized transit and on-
demand transit with an efficient, easy-to use solution for managing their transit system. Blaise's 
objective for Bay Transit is to revolutionize public transportation, delivering responsive, efficient, and 
user-centric experiences in line with growth projections and infrastructure needs. Positioned at the 
forefront of the transit revolution, Blaise presents a Software as a Service (SaaS) model for continuous 
access through widely used devices, catering to the diverse requirements of operators and 
dispatchers. To achieve the project goals for Bay Transit, Blaise advocates deploying the complete 
Blaise platform, encompassing four vital components seamlessly integrated to enhance public 
transportation services for Bay Transit and beyond.  
Blaise’s flagship product is a universal software based on artificial intelligence and operations research 
that allows cities and transit authorities to run a variety of transit services. The Blaise platform is 
composed of 4 main components:  

 
Blaise Transit passenger app - the Blaise Transit passenger app is the customer-facing digital 
application used by customers of any transit service. It is available on both iOS and Android as well as 
a website accessible from any modern web browser.  
Blaise Drive - the Blaise Drive app is used as the operator-facing application for drivers. It is available 
on iOS and Android. It provides drivers with turn-by-turn navigation instructions to guide them through 
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the routes. It allows them to confirm boardings from pre-booked trips and manually board ad-hoc 
customers who have not pre-booked.  
Blaise Engine - The Blaise Engine is used as the administrative dashboard for a transit authority. This is 
where a transit authority will enter the route and schedule information, adjust the operating 
parameters, upload fleet and driver information and schedules, monitor the service in real-time, and 
book rides over the phone (if necessary). The Blaise Engine web portal can be customized to the 
needs of a transit authority with clicks, not code. Nearly all the functionality described is available out 
of the box.   
Blaise Routing Algorithm - The Blaise Routing Algorithm optimizes the service’s operations to create 
the most cost-efficient and less environmentally harmful routes and shorter trips for customers. The 
transit agency can configure the Blaise Routing Algorithm to their specifications from the Blaise 
Engine. The Blaise Routing Algorithm works with any fleet of vehicles, from full-sized buses to smaller-
sized. It also supports mixed fleets with vehicles that have a variety of sizes, capacities, costs, and 
routing requirements. It also respects operator-specific constraints necessary to respect operator 
union agreements or operator contracts such as break times and break location.    
 

It can operate a stop-to-stop service, a curb-to-stop service, a curb-to-curb service, or a combination of 
these. When operating a stop-to-stop service or a hybrid service the Blaise Routing Algorithm offers 
stop optimization. This means that the algorithm can choose a pickup and drop off stop within a 
certain maximum distance of the passenger’s origin and destination (this distance is configurable by 
the client in the Blaise Engine). Other platforms that allow the customers to choose their pick-up stops 
and drop-off stops and those without stop optimization cannot automatically consolidate stops and 
optimize service to create more cost-efficient routes and shorter trips for customers. However, the 
transit authority can also choose to automatically send every passenger to the closest stop to their 
origin and destination if they do not wish to use the optimized stop model. Various other pick-up and 
drop-off stop models can be configured as well, as required by the transport authority.    
 

The Blaise Routing Algorithm can accommodate the management of customers with reduced mobility 
or wheelchairs. People with reduced mobility can be chosen to receive a door-to-door service 
regardless of their location (rural or urban) or ensure they are always sent to the closest stops possible. 
It ensures that mobility-reduced-accessible vehicles are dispatched to those who need them, and that 
there are sufficient accessible seats in the vehicle for the duration of those customers’ trips. Our 
Routing Algorithm has been used in a variety of transit service use cases, including purely on-demand 
service, paratransit/specialized transit, fixed services, a flex on-demand model, or a mix of all of the 
above:    

• On-demand transit: A transit service without a fixed route and/or without a fixed schedule.   

• Paratransit: An efficient demand-responsive transportation service for customers with special 
mobility needs.    

• Flex model: A handful of key stops are kept on a fixed sequence, but the bus can deviate in 
between these fixed stops based on demand. The times the vehicle will pass the fixed stops 
will be a time range, giving the vehicle flexibility to run detours for the on-demand requests in 
between.    

• Hybrid-fixed-on-demand: Some vehicles follow fixed routes and others are on-demand. When 
someone books a ride, they’re matched with the route (fixed or on-demand) that best matches 
their request.    

• Fixed transit: Customers using a conventional, fixed-route transit service can book and pay for 
their rides with our technology   

 

2.0 Relevant Experience   
 
We take a personalized, hands-on approach to on-demand and specialized transit implementations. 
Our team plays an active role in all projects and the ongoing implementation of our solution. We 
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would be honoured to have the opportunity to work with Bay Transit and help you deliver on your 
ambitious plans. The following section details our unique differentiators, project team and project 
management protocol.  
 

2.1 Differentiators of the Blaise platform  
 
The Blaise Platform is a powerful tool for transportation organizations that can help them increase 
ridership and improve operations, but what truly distinguishes us is a combination of several features 
and characteristics. Based on a careful review of your needs, we are confident that we can deliver a 
best-in-class digital application for Bay Transit. Within this section, we summarize our firm’s unique 
features and differentiators that make us suited to serve Bay Transit’s needs: 
 
Attentive to your needs: Since our inception, Blaise has added over 50 cities and state/provincial 
agencies to our list of clients, including transit agencies in Virginia. As a smaller startup, each one of 
our clients is very special to us, meaning that we are even more invested in the success of each project, 
regardless of the effort it might take. In designing and developing new features, Blaise does not simply 
consider technological aspects, but also human aspects - like social equity goals, vulnerable users, 
cultural needs, economic development, road network and street design, residential and employment 
density, and more - that a purely engineering, sales, and marketing team would not consider when 
delivering transportation software and service.  
 
Growing with you : Our Software-as-a-Service (SaaS) model means Bay Transit gets unlimited 
licenses. We also do not price per vehicle, meaning that Bay Transit can continue adding or 
subtracting vehicles or changing service as it wishes, without impact to the platform. Blaise grows with 
you.  
 
Universal, but customizable: Rather than building a custom app for every city or community, Blaise 
offers one global system, that can be easily customized to the needs of each city. We built all of the 
features and transit models in a way that a new service can be set up and hyper-customized to a new 
agency in a matter of minutes, with clicks, not code. This global, self-serve approach allows Blaise to 
do an initial set-up of the system for a city, then giving them the power to change different features, 
parameters, transit models, branding, etc. to customize the solution to their needs. All Blaise clients 
benefit from system improvements and new features through regular updates, without the need for 
individual app coding, and at no additional cost. Moreover, this universal approach is what keeps the 
implementation time and cost much lower than white-label, custom-built apps that require months to 
launch and significant engineering effort to maintain. This is especially important in the case of a short-
term pilot project.    
 
Advanced, AI-optimized algorithm: Blaise’s advanced routing algorithms have been developed by 
some of the world’s leading operations research and artificial intelligence experts. Our patented 
approach to routing considers thousands of constraints and determining factors. The algorithm learns 
from previous routes, trips and patterns to improve itself over time and better meet the objectives of 
the transit authorities, drivers and riders. This algorithm is also not static, but instead dynamically 
optimizes the network continuously based on information changing in real-time to achieve better, 
more efficient operations. Moreover, each city may have different objectives and a slightly different 
version of Blaise’s algorithm that helps meet their objectives. Some may be geared to reduce costs 
and greenhouse emissions for example, while others with aim to favour the best possible rider 
experience, still more may seek a balance of both. Additionally, Blaise is the only platform on the 
market that can offer the stop optimization and stop planning approach, allowing users to simply enter 
their true origin and destination while the system takes care of the rest (no need to choose stops!).  
 
Predictive algorithm: An upcoming upgrade to our algorithm will allow Bay Transit to benefit 
from predictive on-demand transit. Using Al and machine learning, our algorithm will anticipate future 
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demand by considering the local context (historical data, seasonality, traffic, events, passenger 
preferences, etc.), helping transit agencies maintain high service quality, while saving resources during 
low-demand time periods. This feature will be available in a future update, later on in 2024 
Currently, our algorithm ensures maximum efficiency when planning routes for multiple passengers by 
using an advanced artificial intelligence-based and real-time optimization algorithm. When optimizing 
route plans, Blaise starts with an initial plan and continuously makes decisions to improve it based on 
real-time events. To prioritize trips, Blaise uses an objective function that assigns value to different 
routing plans. The value is determined by a combination of factors, such as cost and service quality. 
This combination of factors - and the weight assigned to each - is determined by Bay Transit, and can 
be configured at will to meet changing service goals. This allows Blaise to strike a balance between 
operational efficiency and providing a good experience for passengers. The algorithm considers 
a routing plan as the best choice only if it meets all the constraints and requirements set by the transit 
agency. These constraints include making sure all accepted trips are served within specific time limits, 
creating routes that align with driver schedules and vehicle capacities, and honoring previous 
commitments made to passengers. 
 
Effective change management: Blaise has built and continues to develop options that enable a 
smooth transition to our platform for all users, such as the ability for riders to call in their requests and 
manage bookings over the phone. The dispatch system is not only extremely easy to navigate, but as a 
cloud-based solution it also works on any browser, meaning cities do not need to invest in additional 
onsite hardware installation. Blaise has lowered all barriers to entry to make the transition to a higher-
tech public transportation solution as smooth and painless as possible for users of all comfort levels.   
  
A transit-planning team: Today, Blaise stands as a team of nearly two dozen individuals comprised of 
talented transit planners, transit operations experts, engineers, product managers, data scientists and 
a transit-loving business team who all share a mutual passion and desire for change and improving 
public transportation. We are a team that brings together a holistic mindset of intelligent 
transportation and accessible technology. Our team operates remotely across North America, and 
continues to grow on a monthly basis. Our business team comes from an urban 
planning/transportation engineering background and have worked for organizations, small 
communities, regional transit organizations, provincial government transportation departments and 
local bus operators such as EXO (the regional transit authority in Montreal), Bus.com, Eco-Counter and 
Transit app. As such, we understand the realities of planning transit services, while considering tech 
and customer experience implications. As planning minds, we can also supplement transit knowledge 
and experience in smaller communities that don’t have large planning teams, and we’re thinking about 
more than just the technology.    

 

2.2 Blaise Project Personnel  
Paraskivie Murr - Lead Project Manager  
Paraskivie Murr is Blaise’s highly accomplished Head of Service Delivery who brings a wealth of 
expertise to the table. With a master's degree in Transportation Engineering, she has established 
herself as a skilled transit expert, having previously coordinated regional transit projects, including on-
demand transit projects, in the Montreal public transit sector. Paraskivie will assume responsibility as 
the lead project manager for the implementation and support of the transportation solution, ensuring 
seamless communication among all stakeholders involved. Her extensive project management 
experience includes numerous on-demand and specialized transit projects with Blaise, where she 
managed successful initiatives for nearly all of Blaise’s clients, including Perth County, the Municipality 
of Leamington, the Town of Tecumseh, the United Counties of Prescott and Russell and the Acadian 
Peninsula. Paraskivie's professional accomplishments and impressive portfolio make her an invaluable 
asset to this project.  
Responsibilities for project:  

• Oversee the overall progress and success of the project.  

• Act as the primary point of contact between Blaise Transit Ltd. and the client.  
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• Coordinate and facilitate communication among team members.  

• Ensure that project objectives align with client expectations and contractual 
agreements.  

• Provide leadership and guidance to the project team.  
 

Justin Hunt - Executive Sponsor  
Justin Hunt, as the CEO of Blaise, brings a wealth of experience and expertise to the project, and will 
play a key role in overseeing the initiative and participating in important stakeholder meetings. As the 
founder of Blaise since 2018, Justin has established himself as a thought leader in the Canadian transit 
ecosystem, particularly in the area of on-demand transit. Before establishing Blaise, he worked 
primarily as a project manager in the tech and aerospace industries, supporting large organizations 
with their digital transformation projects. His invaluable contributions have been integral to all of 
Blaise's successful on-demand transit projects, and he is well-equipped to provide strategic guidance 
and advice for ensuring the seamless deployment of the software solution.   
Responsibilities for project:  

• Provide strategic oversight and support for the project.  

• Advocate for the project at the executive level within Blaise Transit Ltd.  

• Ensure that the project aligns with the overall goals and objectives.  

• Allocate necessary resources and support to ensure project success.  

• Engage with key stakeholders to address any high-level concerns or challenges  
 

Kurt Blais – Project Coordinator and Customer Service Lead  
Kurt Blais is an experienced project professional and civil engineer, holding a degree from the 
University of Calgary. His expertise lies in transportation project management, and he has honed his 
skills as a field engineer with Pomerleau on the REM project in Montreal, providing technical support 
to engineering and construction teams. Currently, Kurt serves as a project manager, responsible for 
project planning, execution, and completion by coordinating activities, resources, and stakeholders 
and he will continue in this capacity for the Bay Aging project. Kurt has also provided invaluable 
support to clients such as the Municipality of Leamington, the City of Dieppe, and the Acadian 
Peninsula in New Brunswick. With his technical background and extensive project coordination 
experience, Kurt is well-equipped to deliver successful outcomes for any project.  
Responsibilities for project:  

• Develop and maintain the project plan, including timelines and milestones.  

• Coordinate activities and tasks among team members to ensure timely completion.  

• Monitor and manage project budgets and resources.  

• Act as a liaison between the project team and upper management.  

• Mitigate risks and issues that may arise during the project.  
 

Jean Roger Nigoumi Guiala  – Tech Lead  
Jean Roger Nigoumi Guiala is a highly skilled Senior Software Engineer with a Master's degree in 
Software Engineering applied to GIS. Currently a Senior Software Developer at Blaise Transit, Jean 
Roger excels in backend development, system architecture, and mentoring junior developers. With a 
strong background in companies like Pillar Financial Technologies and Moka Financial Technologies, 
he has expertise in technologies such as Ruby, Kafka, Typescript, AWS, and more. Jean Roger has 
successfully led independent projects, notably designing and implementing a cartographic 
visualization application for Inao and co-founding Findlabs, a team that developed a geolocation app 
for essential products in Cameroon.  
Responsibilities for project:  

• Lead the technical aspects of the project, including software development and 
implementation.  

• Collaborate with the Project Manager to define technical requirements and 
specifications.  
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• Provide guidance and direction to the development team.  

• Ensure that the technical solutions align with industry best practices and project goals.  

• Oversee the testing and quality assurance processes.  
 

Dr. Samuel Pelletier - Algorithms and Data Science Lead  
Dr. Samuel Pelletier, in his capacity as Blaise's Chief Scientific Officer, is an internationally acclaimed 
expert in transportation operations research, who has provided consultation to all of Blaise's clients on 
their implementations. For this project, Dr. Pelletier will bring his unparalleled expertise to ensure that 
the parameters selected for Bay Transit are optimized to maximize the benefits for all stakeholders. He 
will leverage his extensive experience to provide recommendations on optimal parameters for the on-
demand implementation, taking into account the key performance indicators most important to the 
Bay Transit and will help determine the essential parameters for the on-demand transit service.  
Responsibilities for project:  

• Lead the development and implementation of algorithms and data science 
components.  

• Collaborate with the Tech Lead and Project Manager to integrate data science 
solutions into the software platform.  

• Ensure the accuracy and reliability of algorithms and data models.  

• Stay abreast of industry trends and advancements in data science.  

• Provide expertise in data-related decision-making throughout the project  
 

2.3 Project Management   
Blaise's approach to communication and project management is characterized by a personal and 
proactive stance, where a dedicated project manager plays a central role in guiding the project to 
success. Our strategy and philosophy for completing the project are aligned with this commitment to 
efficiency and effective communication.    
Project Manager Leadership: Our project management approach is led by a dedicated project 
manager who takes charge of overseeing the project from initiation to completion. This project 
manager will serve as the main point of contact, ensuring that project timelines for your agency are 
met. They will not only adhere to the project plan but also actively coordinate tasks and facilitate 
decision-making as required. This proactive leadership will ensure that the project remains on track 
and meets its objectives.   
Expert Consultation: Blaise believes in bringing expert consultation to the project. Our project 
managers will work closely with your organization to provide informed recommendations on service, 
implementation, and technology. This collaborative approach ensures that all decisions are based on a 
wealth of experience and expertise, leading to more successful outcomes. We consult with experts in 
both your organization and ours, to ensure all decisions are well-informed.    
Regular Meetings and Alignment: To maintain alignment and keep everyone informed, we propose 
weekly check-ins with key stakeholders from the transit agency and the Blaise team. The project 
manager will conduct regular and well- documented meetings with your team.  These 30-minute 
meetings will cover progress updates, answer any questions, and ensure the project stays on track. An 
agenda will be shared for each meeting, and meeting minutes will be distributed afterwards. These 
weekly meeting will allow Blaise to give progress reports for ongoing tasks and gather support 
requests from your agency. Summaries of key decisions will be recorded and approved via email, 
providing a transparent and traceable decision-making process.    
Secure Shared Folder: To facilitate efficient collaboration and file transfer between our organizations, 
we will establish a secure shared folder. This secure environment ensures the confidentiality of project-
related information and enhances the efficiency of communication. It allows for the seamless exchange 
of documents and data, promoting a streamlined project workflow.    
Hands-On Approach: Blaise's approach to project management is hands-on, with a strong emphasis 
on taking proactive steps to deliver your project promptly and with confidence. We understand the 
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importance of staying closely involved in every aspect of the project, from planning to execution, to 
ensure its successful completion.    
On-demand access to KPIs: Your agency will have access to advanced data analytics through the 
Blaise Engine’s integration with Microsoft Power BI. Using Power BI, you can generate reports, 
dashboards and other visuals that give you full visibility on the service. The dashboard allows transit 
authorities to access a variety of reports, graphs, heatmaps, charts, data analytics, and aggregate 
statistics to monitor service performance regularly and on-demand. Real-time metrics, such as on-time 
performance, can also be measured through the platform. Additionally, the transit authority may 
request custom reports and graphs for specific statistics.  

 
3.0 Reference Projects 
Currently we work with transit authorities in Montana, Oregon, Virginia and New Mexico as well as 
across Canada. We have included below four projects that are similar in size and scope to Bay Transit.  
 

    
Client    
  Simcoe County LINX +  
  
Project Name    
Simcoe County LINX + Paratransit 
Dispatching and Scheduling Software  
    
Duration    
August 2021 – present    
    
Scope of Activities    
Analyzing the existing paratransit 
service   
   
Proposing parameters for the on-
demand service (e.g., operating zone, 
number of buses, booking period)     
   
Adapting the technology to the needs 
of Simcoe County    
   
Managing the technology and system 
implementation     
    
Training all of the relevant 
stakeholders on the service     
   
Providing ongoing technical support 
and maintenance     
    
Reference     
Name: Shawn Dungate  
Title: Supervisor of Transit Operations 
Email: shaw.dungate@simcoe.ca  
Phone: 1-705-726-9300      

        
On-Demand Transit Technology System Pilot Project     
   
In partnership with Simcoe County, Blaise embarked on a 
comprehensive transformation of the LINX PLUS+ paratransit 
service. Our responsibilities spanned various crucial phases. 
First, we finalized the requirements for LINX PLUS+ Use Case. 
Collaboratively, we meticulously outlined and refined the 
specific requirements tailored to the LINX PLUS+ specialized 
transit service, ensuring it precisely aligned with the unique 
demands of door-to-door paratransit. We also customized 
Blaise's technology to LINX PLUS+ Needs as Blaise's 
technology underwent meticulous customization to 
seamlessly integrate with LINX PLUS+, optimizing ride 
booking, scheduling, and dispatch processes with precision. 
We were also responsible for testing the solution, training all 
stakeholders, and providing ongoing technical support.   
     
Key results    
Blaise's digital solution revolutionized the LINX PLUS+ 
paratransit service, streamlining trip management, reducing 
manual administrative burdens, and enhancing service 
quality. Since its launch in 2021, LINX PLUS+ routes have 
achieved an impressive average deviation of merely 1.62 
minutes between actual and initially promised departure 
times. The fleet size reduced to two vehicles, maintaining a 
remarkable on-time performance of 90%. With an average of 
trips per passenger, our solution has improved accessibility 
and efficiency in Simcoe County's specialized transit 
services.     
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On-demand transit pilot project in Dieppe, NB    
The City of Dieppe in New Brunswick, Canada has 
historically provided fixed bus routes within its 
municipality. The service was initially operated by a 
local private company, Codiac Transpo.     
To modernize its operations, the City of Dieppe 
decided to work with Blaise to run an on-demand 
transit pilot project. The goal of the project is to 
improve the passenger experience and increase 
ridership by having fewer transfers, more direct access 
to some destinations, reductions in travel time, and 
more availability and reliability of service.     
For the pilot project, on-demand service initially 
replaced all fixed bus routes on weekends, using the 
existing fleet of vehicles and stop network. It is offered 
as a stop-to-stop service. Stop selection is optimized in 
real-time based on incoming requests to increase the 
efficiency of the service (e.g., a passenger – except 
passengers with mobility issues – could walk up to 500 
metres to the optimal stop for an efficient service).  In 
November 2021, the on-demand service was then 
expanded to service weekday evenings.    
    
Key results   
Overall vehicle mileage decreased by 40% compared 
to the previous fixed bus lines in place on the 
weekends and average passenger trip ratings are 
4.6/5. Impressed by these results, the City of Dieppe 
converted the pilot into a permanent implementation 
and signed a long-term agreement with Blaise Transit. 
The City of Dieppe is also exploring the option of using 
Blaise to manage its paratransit services.   
    
   

   
 
  Client   
  The City of Dieppe, New Brunswick   
   
  Project Name   
  On-demand transit pilot project 
in        Dieppe, NB    
   
  Duration   
  Pilot: June 2021 – November 2021   
  Extension: December 2021 -ongoing   
   
  Scope of Activities   
  Analyze existing transit service   
  
  Adapt technology to the needs of the City   
  
  Manage technology and 
system     implementation   
  
 Develop and deploy marketing plan   
  
 Training all stakeholders   
  
  Ongoing technical support and 
maintenance    
   
   
  Reference   
  Name: Luc Richard   
  Title: Director general manager  
  Email: luc.richard@dieppe.ca   
  Number: +1-506-877-7920   
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Client   
Municipality of Leamington  
   
Project Name   
On-Demand Transit - LTGO    
Duration   
March 2022-present    
   
Scope of Activities   
  
Analyzing existing service and 
geography    
  
Customizing technology to LTGO 
needs    
  
Managing the implementation of 
the technology and service    
  
Developing a full marketing 
plan    
  
Training relevant stakeholders    
  
Providing ongoing technical 
support   
   
Reference    
Name: Andy Dowling   
Title: Engineering Project 
Manager   
Email: adowling@leamington.ca    
Number:  1-519-326-5761 ext. 
1305    

     
   
  On-Demand Transit - LTGO  
   Blaise has partnered with the Municipality of Leamington 
to    revolutionize its transit service through our proprietary on-
demand transit software. The service launched in May 2022 and 
replaced all fixed bus routes with a closest stop model. Riders can 
request and pay for trips through the Blaise Transit mobile or web 
app, or by calling the dedicated call center, and are directed to the 
nearest pick-up and drop-off stop. The Blaise Drive app guides 
drivers along assigned routes while admins and dispatchers 
manage the service through the Blaise Engine web portal. Thanks to 
trip bookings with Blaise's platform, Leamington can now collect 
accurate origin-destination data, which is essential for making 
informed decisions regarding continuous service improvements. 
This data helps Leamington gain a better understanding of their 
customers' travel patterns, enabling them to make data-driven 
changes that will enhance the overall customer experience.  
This project had unique features that distinguished it from Blaise's 
other deployments, including the implementation of a third-party 
call center to manage demand and reduce workload, the 
introduction of monthly passes and convenient payment options, 
and the addition of Spanish translations to cater to the needs of 
Spanish-speaking residents.  
  
  
Key results   
Results from the project have been very positive. The average 
passenger rating for the service is 4.9/5 stars. 76% of the riders 
choose to book using the Blaise Passenger App. The service 
maintains 935 vehicle on-time performance. Ridership has 
surpassed pre-COVID levels increasing by 126%.  
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4.0 Scope of Work 
Within this section, we have detailed a response to each part of the Scope of Work as indicated in the 
RFP. 
 

4.1 Response to Scheduling Software Solution and Desired Features 
4.1.1 Service Types 

Blaise Transit utilizes a universal software-as-a-service model for the technologies it builds. This 
universal approach allows Bay Transit to manage, change, add, or consolidate Service Delivery Areas 
under a single app without the need for Blaise Transit to develop costly custom code. Each Service 
Delivery Area will have its own separate and discrete set of parameters that are easily customizable by 
Bay Transit. The universal approach also facilitates interoperability by ensuring passengers can use the 
app anywhere without the need to download additional apps. With this in mind, the Blaise software 
solution can be used to manage all the service types indicated in the RFP including Bay Transit’s 
Demand Response Service, On-Demand (Microtransit) Service, Deviated Fixed-Route Service, and 
Fixed Route (Seasonal Trolley) Service. 
 
Blaise Transit maintains a single codebase for each of its technological components rather than 
developing custom codebases for every one of its transit agency partners. As such, all of Blaise 
Transit's partners have access to the same suite of software, and all riders download the same app 
from their app stores. In developing software in this manner, Blaise's engineers and user interface 
designers prioritize features that empower Bay Transit to customize the software to suit the needs of 
each given service or operating area.   
 
On the administrative side, each of the Service Delivery Areas managed by Bay Transit will appear as 
separate transit agencies within the Blaise Engine dashboard. Again, these Service Delivery Areas can 
be managed at will by Bay Transit to configure evolving parameters. Employees of Bay Transit can be 
given different levels of access to manage different aspects of each Service Delivery Area, such as 
analytics, called-in requests, service area, fare structure, fare collection methods, etc.  
 
4.1.2 Software Specifications 

The following section outlines our response to the software requirements as indicated in section 2.3.2. 
Software Specifications within the RFP. Each specification from the RFP is indicated in bold with a 
corresponding answer underneath.   

4.1.2.1 Customer Interface  

Scheduling: The software shall allow riders to schedule demand response and/or on- demand rides via 
smart phone application, web-based portal, or telephone (call taker). 
Riders can access the Blaise platform to book trips in the following ways: 
1. Android and Apple: Riders can download the Blaise Transit passenger app from the Google Play 
Store or from the App Store on their iOS devices, such as iPhones or iPads. 
3. Website/desktop computer: The Blaise Transit passenger app is accessible via any web browser on 
desktop or laptop computers, or from any mobile web browser. Users can access all the app's features 
directly from the website.  
4. Phone: For riders who do not have a smartphone or computer, they can make use of the service by 
simply calling in by phone. Dispatchers and call centre agents will be equipped with the web-based 
Blaise Engine admin system, enabling them to effectively handle trip reservations on behalf of these 
riders. The "call-in requests" feature on the Blaise Engine possesses the same comprehensive 
functionality available to riders through the Blaise Transit passenger mobile/web app. However, 
because riders who make requests by calling in cannot be provided with push notifications or updates, 
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their exact pick-up time and location are provided by the Blaise Engine to be read out by the 
dispatcher to the rider while they are still on the phone. These pick-up times and locations are then 
locked in (barring unforeseen service interruptions) to give the rider clarity and ensure reliability of the 
service. All other optimization performed by the Blaise Routing Algorithm occurs around this locked-in 
time and location. 
 
Software shall allow riders to schedule rides in advance outside of business hours (while ride 
confirmation will only occur within business hours). Configured to accept a reservation even if the 
optimal wait times are not available. Instead, it should provide the next available time for pick-up and 
avoid reporting 'No ride available'. Allow on-demand service riders to schedule same day rides 
allowing for shorter wait times (10-15 minutes). Allow demand response riders to schedule trips up to 
seven (7) days in advance of the requested trip date for subscription trips and four (4) days in advance 
to the requested trip date for regular trips. 
 
The Blaise Transit passenger app enables riders to book trips in advance and on the same day. Bay 
Transit has the flexibility to accept bookings with various lead times, from far in advance (even several 
weeks or months) to as close as 15 minutes before departure. These lead times are easily configurable 
by Bay Transit itself directly from within the Blaise Engine admin system. There are no thresholds or 
limitations to this functionality; it is entirely up to Bay Transit how to configure this. Real-time booking 
information is transmitted across the Blaise platform to ensure synchronization among riders, drivers, 
and administrators. As additional advanced booking requests are made to the system, the Blaise 
Routing Algorithm is constantly updating and optimizing to ensure all incoming requests can be 
accommodated based on available capacity. 
 
Software shall allow cancellations prior to pick-up time. The software shall monitor same day 
cancellations for demand response service as these may result in a penalty fee for the rider. 
When a rider submits their trip request and it is confirmed, riders will have the option to cancel their 
upcoming bus trip according to the cancellation rules. Bay Transit may configure the system to impose 
penalties for last-minute cancelations or no-shows, and can also configure the time before departure 
until which a passenger can make changes to their trip request. 
 
System shall provide functionality to prohibit riders from constraining demand response service 
scheduling resourcing (e.g., a rider cannot schedule multiple rides during the same date/time window). 
The Blaise Algorithm will not allow a single passenger to book multiple trips during the same time 
window. 
 
Software shall allow riders to have subscriptions (standing orders). 
To book a trip on the Blaise Passenger app, riders enter their origin and destination on the home 
page. The user can select "recurrent trip" when booking a trip if they have a trip they know they would 
like to take regularly.  
 
Software shall allow riders to book a return trip (for demand response service). 
To book a trip on the Blaise Passenger app, riders enter their origin and destination on the home 
page. Address suggestions, map pin selection, and favourite locations facilitate accurate location 
input. The Blaise Routing Algorithm optimizes pick-up and drop-off points (pick-up and drop-off stops 
in a stop-to-stop service) based on the rider's true location and any mobility issues. Riders specify their 
preferred arrival or departure time, and have the option of selecting a return trip.  
 
Software shall provide name-entry ability for riders to include any Personal Care Attendants (PCAs) or 
other companions that will ride the service with the rider. 
Within the Blaise Passenger app, during the trip booking phase, the user can indicate if there is an 
additional passenger travelling with them and indicate if they are a companion. The name of the 
companion can be indicated on the "trip notes" field during trip booking.  
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Software shall confirm that the booking was successfully entered into the system. 
When a rider submits their trip request, it undergoes processing, which takes a few moments. Upon 
acceptance of the trip, the rider will receive confirmation via mobile notification based on their 
preferences. Within the app, the status of the trip will change from pending to confirmed.  
 
In case a call taker is scheduling the trip(s) for the rider, the software shall provide the call taker the 
ability to complete all functionalities detailed above. 
Dispatchers can schedule trips directly using the web-based Blaise Engine dispatch and management 
system. All functionalities available within the passenger app for trip booking are also available for 
dispatchers within the Blaise Engine. The Blaise Engine allows dispatchers to book rides from 
passengers who call the dispatcher with their origin, destination, and desired pick-up or drop-off 
times. The first time a passenger calls, the dispatcher will create a passenger profile for the caller and 
collect any information required by the agency. Once a profile is created, dispatchers can book a one-
way trip, round trip, or recurring trip on behalf of the passenger. When dispatchers submit the trip to 
the system, trip details will be made available for the dispatcher to communicate directly to the 
passenger while on the phone. In these instances, exact pick-up and drop-off times are provided to the 
passenger at the time of their trip booking to reduce the need to call back passengers with updated 
trip times. Trips can also be modified or cancelled as needed by the dispatcher.  
 
Real-Time Information: Demand Response and/or On-Demand Service: The software shall provide real- 
time demand response and/or on-demand ride scheduling dispatched information to customers. This 
would include scheduled date/time, pick-up location, scheduled/anticipated pick-up time, actual pick-
up time, origin and destination locations, route distance, fare payment information (if applicable), drop-
off location, drop-off date/time, and real-time updates for each ride. Software shall provide such 
information via both customer facing app and web-based portal for riders without smartphones. 
 
To book a trip, riders enter their origin and destination on the home page. After submitting the 
booking, the trip is processed, and riders receive confirmation of booking through mobile 
notifications. The trip status is updated from pending to confirmed within the app. If full capacity is 
reached during the requested travel time, alternative trip options may be provided, which riders can 
accept or decline. Blaise guarantees on-time travel, and riders receive a detailed itinerary before their 
departure time. Itineraries include departure time, pick-up stop, pick-up time, drop-off stop, drop-off 
time, and real-time updates in case of traffic or vehicle availability changes. When applicable, 
itineraries also include navigation instructions from origins to pick-up stops and from drop-off stops to 
destinations. 
  
Riders can also see the vehicle in real time on the app to prepare for their vehicle's arrival. Riders 
receive a notification five minutes before they need to leave for the pick-up bus stop. The app will 
provide directions to and from the rider's pick up and drop off location. Real-time updates adjust the 
timing of this "time to leave" notification based on the current conditions.  
Once onboard, riders continue to receive notifications about their trip, such as when their alighting 
stop is next. Upon reaching their destination, riders may select "End trip." They are then prompted to 
rate their trip experience and leave optional comments, which Bay Transit can view through the Blaise 
Engine admin system. 
 
Riders can also pay for their trips from the app. A variety of payment options is supported by the Blaise 
platform, allowing  Bay Transit to continue using their existing and future forms of payment. Blaise has 
developed multiple ways for passengers to pay for transit services, including selecting payment on 
board with cash or smart card, purchasing passes (such as a 30-day pass), paying by credit or debit 
card, purchasing transit-authority-issued tickets or purchasing discounted ticket bundles. 
 



 

16 
 

Software shall provide real-time navigation from rider location (based on browser IP/mobile app 
geolocation) to pick-up location for rides. 
Riders receive a notification five minutes before they need to leave for the pick-up bus stop. The app 
will provide directions to and from the rider's pick up and drop off location. Real-time updates 
according to vehicle location adjust the timing of this "time to leave" notification. 
 
Software shall have the ability to provide riders with alerts/notifications in real-time, and these shall be 
accessible to non-English speakers (prioritizing Spanish speakers). 
Riders can see the vehicle in real time on the Blaise Passenger  app to prepare for their vehicle's 
arrival. Riders receive a notification five minutes before they need to leave for the pick-up bus stop. 
The app will provide directions to and from the rider's pick up and drop off location. Real-time updates 
adjust the timing of this "time to leave" notification based on the current conditions. All features of the 
passenger app are available in Spanish. 
 
Software shall provide alerts/notifications in real-time on waiting time and no shows tracking for riders, 
as these can result in penalties and fees. 
Within the Blaise Passenger App, users can track the status of their past trips and see which trips have 
been marked as no-shows.  
  
Software shall consider peak periods and available traffic information when reporting real-time route 
information, such as estimated time of arrival (ETA). 
Riders can also see the vehicle in real time on the app to prepare for their vehicle's arrival. Real-time 
updates adjust the timing of this "time to leave" notification based on the current conditions, taking 
into account the real-time location of the vehicle picking them up for their trip. 
 
Deviated Fixed Route and/or Fixed Route Service (Optional): Software shall provide riders real time 
information on the agency’s deviated and/or fixed routes (predictions, schedules, notifications and rider 
alerts) via smart phone application and web-based portal. Software shall allow live tracking, including 
recently updated drop-off locations. 
The same real-time information mentioned in previous answers is available for Deviated Fixed Route 
and/or Fixed Route systems using the Blaise Platform. 
 
Real time predictions shall be calculated combining real time Global Positioning System (GPS) data and 
historical data to ensure accuracy. 
Currently, our real-time vehicle information uses GPS positioning of the vehicle to inform passengers 
using the Blaise Passenger app of their vehicle’s upcoming arrival. We do not currently use historical 
data to inform real-time information. 
 
Software shall provide a customer facing app that riders can download on their smartphones. 
Application must support both iOS and Android users. 
Riders can download the Blaise Transit passenger app for free from the Google Play Store or from the 
App Store on their iOS devices, such as iPhones or iPads. 

 
In the case of Computer-Aided Dispatch / Automatic Vehicle Location (CAD/AVL) data is not available 
for vehicles, the software shall provide a solution to allow the rider to still receive real time information 
based on GPS and historical data. 
The Blaise Platform uses GPS locational data from the tablet inside the vehicle is used to report 
location. Riders will continue to be able to track the GPS location of the vehicle if the tablet in the 
vehicle loses connection to CAD/AVL or the internet. Notification to riders will resume once a vehicle 
has re-entered an area with internet connectivity. 
 
Software shall allow riders to receive real time arrival information via text message. 
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Riders receive a push notification five minutes before they need to leave for the pick-up bus stop. Real-
time updates adjust the timing of this "time to leave" notification based on the current conditions.  
 
Software must allow customer facing app to include a trip planning feature using real time information. 
Blaise can integrate with other trip planning platforms, like Transit, North America's most popular 
transit trip planning app, which allows users to seamlessly link their fixed route transit trips to their on-
demand transit trips, and even view other options like scooters, taxis and bikeshare. These tools will 
provide customers with real-time information, including vehicle arrival times, route maps, and service 
alerts. In doing so, service for both fixed route and on-demand transit systems is optimized. This 
integration is possible and will require additional pricing/scoping information  from the partner 
platform like Transit. 
 
Real-time information for riders should be ADA accessible; the software shall include audio 
announcements in the customer-facing app. 
Blaise commits to remaining ADA compliant throughout the duration of the project. Blaise’s apps 
(mobile & web) are generally compatible with screen readers and TTY/TDD.  
 
System shall take into account pre-defined peak periods and available traffic information when 
reporting real-time route information. 
Currently our routing tools do not take into account traffic information, though we are committed to 
considering the integration of this feature if Bay Transit deems it necessary for this project. 
 
Fare Payment: The software shall allow demand response and/or on-demand riders to pay 
electronically in advance for any scheduled trips and/or subscriptions. 
Blaise's solution provides flexibility when it comes to payment options for transit services, allowing Bay 
Transit to continue using their existing and future forms of payment. Blaise has developed multiple 
ways for passengers to pay for transit services, including selecting payment on board with cash or 
smart card, purchasing passes (such as a 30-day pass), paying by credit or debit card, purchasing 
transit-authority-issued tickets or purchasing discounted ticket bundles. Blaise has experience 
integrating its software solution with different payment platforms such as Stripe, our current PCI-DSS-
compliant third-party payment processing provider.  
 
Software shall allow a cash payment option for riders without credit card or other online payment 
methods. 
During their trip booking in the Blaise Passenger App, riders can select their 
preferred payment including single-fare tickets purchased offline and registered through the app, 
or paying onboard. 
 
Software shall indicate to the rider any applicable fare(s) to be paid by their Care Agency companions. 
Blaise offers various payment options, allowing transit authorities to choose what works best for their 
customers, including invoicing third-party organizations (e.g., Medicaid brokers, seniors centers, 
hospitals) for trips taken by their members. Bay Transit can set up funding programs and invoice 
tracking in the Blaise Engine so that other organizations can handle payment on behalf of customers – 
for example, a group home, a school, or a medical center could pay for the rider in question’s trip. 
Eligible passengers will have the subsidy applied to their trips once their eligibility status has been 
approved by Bay Transit. 
 
Title VI Requirements: Software’s customer facing interface for all service types shall be accessible to 
non-English speakers. Software shall allow capability for all customer app/web portal information to be 
translated to Spanish. 
Blaise passenger app is available in English, French and Spanish.  
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Software shall allow automated booking option for Spanish speakers in case Bay Transit cannot provide 
rider with Spanish speakers call takers. 
We encourage Spanish speakers to book trips using the Blaise passenger app, which is available in 
Spanish. 
 
Software shall have the ability to provide riders with real-time alerts/notifications accessible to Spanish 
speakers. 
Blaise passenger app is available in English, French and Spanish.  
 
ADA Compliance: Software’s customer app/web-based portal shall make all information 
accessible to visually impaired riders. 
Blaise commits to remaining ADA compliant throughout the duration of the project. Blaise’s apps 
(mobile & web) are generally compatible with screen readers and TTY/TDD. The system natively 
provides various accessibility features, including (but not limited to) sharing information to drivers 
about passengers’ mobility needs, the need for assistance while boarding, the need for additional time 
while boarding, and more. Blaise's solution adheres to the following key principles to remain 
accessible to all types of riders. 

4.1.2.2 Dispatcher Interface  

Scheduling: The software shall be enabled for demand response and/or on-demand rides, 
including ride scheduling and dispatch. 
Dispatchers can schedule trips directly using the web-based Blaise Engine dispatch and management 
system. The Blaise Engine allows dispatchers to book rides from passengers who call the dispatcher 
with their origin, destination, and desired pick-up or drop-off times. The first time a passenger calls, 
the dispatcher will create a passenger profile for the caller and collect any information required by the 
agency. Once a profile is created, dispatchers can book a one-way trip, round trip, or recurring trip on 
behalf of the passenger.  Within the Blaise Engine, addresses can be saved as well and labelled, for 
easy searching when a passenger calls in. When dispatchers submit the trip to the system, trip details 
will be made available for the dispatcher to communicate directly to the passenger while on the 
phone. In these instances, exact pick-up and drop-off times are provided to the passenger at the time 
of their trip booking to reduce the need to call back passengers with updated trip times. Trips can also 
be modified or cancelled as needed by the dispatcher. 
 
System shall provide configurable demand response service scheduling business rules, such as ride 
distance or advanced ride date restrictions. 
Bay Transit has the flexibility to accept bookings with various lead times, from far in advance (even 
several weeks or months) to as close as 15 minutes before departure. These lead times are easily 
configurable by Bay Transit itself directly from within the Blaise Engine admin system.  Additionally, 
maximum ride distance can also be configured.  
 
Software shall allow transit provider dispatchers to see all rides scheduled and dispatched. 
Through the “Trips” tab of the Blaise Engine dispatch system, Bay Transit will have access to all current, 
past and upcoming trips for passengers, as shown in the image below. You can sort by a specific 
passenger or account and filter by a variety of columns such as the date, time of the trip or vehicle 
number. The trips in the “Trips” tab are updated dynamically as trips are created, modified or 
cancelled. Clicking into a trip gives you all of the trip details, itinerary (expected and actual if in the 
past), and allows booking agents to modify or cancel a trip if needed. If you wish to have all details on 
a specific client, you can also click into the passenger on the Customer Management.    
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Trips tab in the Blaise Engine 

 
Software shall allow dispatchers to reschedule, cancel and/or reassign rides, as necessary. 
When dispatchers submit the trip to the system, trip details will be made available. Trips can also be 
modified or cancelled as needed by the dispatcher. 
 
Software shall have the capabilities to flag riders that consistently no-show for rides, provide a 
list/notification of these riders to Bay Transit, and limit these riders’ access and ability to use the system. 
 Bay Transit may configure the system to impose penalties for last-minute cancelations or no-shows, 
and can also configure the time before departure until which a passenger can make changes to their 
trip request. 
 
Software shall have the ability to identify operators’ and vehicles’ availability for scheduling (e.g., 
operators on break and vehicles not active due to vehicle service/maintenance), to reduce potential for 
mis-scheduling a ride to an unavailable operator or vehicle.  
Vehicles need to be assigned to a shift by an operator in order for it to be associated with any 
scheduled trips. Therefore, if any vehicles are not desired to be scheduled for trips, they can simply be 
removed from the shift. Management staff will be able to control all operating parameters, operating 
zones, stop locations, driver/vehicle schedules, etc.  On the “Scheduling” tab, shifts can be created that 
define when specific vehicles and drivers are available. Based on which vehicles (and thereby which 
vehicle models) are available, the system knows the capacity of each vehicle and how many of these 
vehicles are available at every given moment.  
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Scheduling tab in the Blaise Engine 

 
Software shall allow dispatchers to aggregate rides provided riders have a similar pick-up location or 
destination. 
The Blaise algorithm will automatically group passengers by location as trip requests continue to come 
in. Our patented routing algorithms are designed to group passengers based on similar origins 
and destinations in order to serve as many rides as possible while using resources (vehicles, 
mileage, fuel, etc.) as efficiently as possible. Blaise has developed a unique approach for optimizing 
trips submitted in advance and at the last minute. Trips received in advance are accepted (guaranteed 
to be served), while leaving appropriate buffers to serve trips booked closer to the departure 
time with similar origins or destinations. Trips submitted in advance will be given general estimates for 
their pick-up and drop-off times which are made more precise closer to their departure time.   
 
Software shall allow dispatchers to schedule rides for riders that have subscriptions (standing orders). 
Within the Blaise Engine, dispatchers can book a one-way trip, round trip, or recurring trip on behalf of 
the passenger. 
 
Software shall allow the ability to assign vehicles to multiple regions. 
Within the “scheduling” tab on the Blaise Engine, Bay Transit Staff can assign vehicles to multiple 
regions or service areas. 
 
Software shall update estimated time of arrival as well as the rider manifest based on ride requests and 
real-time travel information. 
Riders can see the vehicle in real time on the app to prepare for their vehicle's arrival. Real-time 
updates adjust the timing of this "time to leave" notification based on the current conditions, taking 
into account the real-time location of the vehicle picking them up for their trip. Rider manifest is also 
automatically updated for use by the driver. 
 
Software shall allow dispatchers to adjust geofenced service areas if/when necessary. 
Supervisors have the ability to fine-tune the transit service's critical parameters via the "System 
Parameters" tab of the staff portal, such as the “Operating Zone”. The operating zone, or geographical 
scope of service is dynamically defined, visualized on a map, and can be adjusted with ease. 
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New operating zones can be incorporated by uploading a GeoJSON file to describe the desired 
coverage. Your project manager can assist if necessary with setting up the GeoJSON files. 
 
Real-Time Information: The software shall provide real-time demand response and on- 
demand ride scheduling dispatched information. Demand Response and/or On-Demand Service: 
Software shall offer live vehicle tracking, route optimization, and passenger information. 
As mentioned in previous answers, all features in the Blaise Platform live vehicle tracking, route 
optimization, and passenger information are available for all Bay Transit services including Demand 
Response and/or On-Demand Service. 
 
Software shall offer two-way messaging capabilities to communicate with drivers regarding route 
changes or passenger requests. 
 
For safety reasons, no communications are displayed to drivers between stops while the vehicle is in 
motion. Instead, all changes made by dispatchers or through passenger requests are automatically 
updated on the driver's manifest in real-time, even if the change happens in the middle of driver's shift. 
Drivers may also provide text-based feedback through the Blaise Drive app to indicate if they 
experienced any issues along their route/shift that the dispatcher or management should be aware of. 
Passengers and dispatchers can write any important notes for the driver within the trip’s “notes” 
option. Blaise is capable of integrating further means of communication between drivers and 
dispatchers should they be required for the project. 
 
Software shall allow the dispatcher to identify any incidents along the route in real-time to create 
accurate recorded data for reporting. 
Drivers may provide text-based feedback through the Blaise Drive app to indicate if they experienced 
any issues along their route/shift that the dispatcher or management should be aware of. 
 
Software shall provide a real time up to date interactive map including every vehicle in the system and 
vehicles’ current location. 
The Blaise Engine allows Bay Transit staff to monitor the service in real-time. From the “Routes” tab, the 
transit authority and operator can view all active routes going on. By clicking into a route, booking 
agents, transit managers, and administrators can see where the bus is in their sequence of stops, the 
expected and actual times the vehicle arrives at a stop, a real-time overview of the route, a passenger 
manifest at each stop and the lateness of the vehicle.  
 
Deviated Fixed-Route and/or Fixed-Route Service: Software shall provide transit provider with route 
map and vehicle location, including scheduled and real-time stop information. 
As mentioned in previous answers, all features in the Blaise Platform including route map and vehicle 
location, including scheduled and real-time stop information are available for all Bay Transit services 
including Demand Response and/or On-Demand Service. 
 
For the deviated fixed route service, software shall allow dispatcher interface to capture modified drop 

off locations in real time.   
As mentioned in previous answers, from the “Routes” tab, the transit authority and operator can view 
routes in real-time. By clicking into a route, booking agents, transit managers, and administrators can 
see where the bus is in their sequence of stops, the expected and actual times the vehicle arrives at a 
stop, a real-time overview of the route, a passenger manifest at each stop and the lateness of the 
vehicle. 
 
System shall take into account pre-defined peak periods and available traffic information when 
reporting real-time route information. 
Currently our routing tools do not take into account traffic information, though we are committed to 
considering the integration of this feature if Bay Transit deems it necessary for this project. 
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Software shall provide automated passenger counter (APC) capabilities, with associated reporting and 
analysis for future optimization of routes, schedules, and stop frequencies. 
The number of passengers served is a statistic available within the Power BI dashboard, available for 
Bay Transit staff to view.  
 
Daily Management: The software shall allow dispatchers to make required adjustments while vehicles 
are in service and will provide communication tools for interacting with drivers and passengers. 
Dispatchers are capable of making changes, such as cancelling or adding trips, during a vehicle’s 
ongoing route. All changes made by dispatchers or through passenger requests are automatically 
updated on the driver's manifest in real-time, even if the change happens in the middle of driver's shift. 
 
Demand Response and/or On-Demand Service capabilities: Remove vehicles from the daily fleet roster 
on demand. 
Within the Blaise Engine “Fleets” tab, specific vehicles can be assigned to or removed from certain 
fleets, such as Demand Response and/or On-Demand fleets. In the Blaise Engine management system, 
the "Fleets" tab allows Bay Transit staff users to manage the characteristics fleets of vehicles available 
for the on-demand service. A fleet represents a group of similar vehicles with the same characteristics, 
such as buses or vans of the same model. For each fleet, the user can define their parameters, 
including regular capacity, wheelchair capacity, motorized scooter capacity, stroller capacity, bike 
capacity, and other relevant parameters such as cost per hour. During the implementation phase of the 
project, Blaise can also set it up so that one wheelchair spot is the equivalent of multiple regular, non-
wheelchair spots. On the "Vehicles" tab, users can add individual vehicles and assign them to a fleet. 
Likewise, on the “Scheduling” tab, shifts can be created that define when specific vehicles and drivers 
are available. Based on which vehicles (and thereby which vehicle models) are available, the system 
knows the capacity of each vehicle and how many of these vehicles are available at every given 
moment. This capacity and vehicle/driver schedule is respected, without exceptions. 
 
Adjust different service times for different service areas. 
The Blaise platform offers flexibility in managing input parameters, allowing Bay Transit to adapt and 
customize various aspects of the service delivery to meet their specific requirements without any 
intervention from Blaise. Bay Transit has the authority to define the geographic service area based on 
their coverage requirements. This includes specifying the boundaries within which the transportation 
services will be provided. Bay Transit can adjust the service area by adding or removing specific 
regions or locations as a geoJSON file. Additionally, Bay Transit can set the hours of operation 
according to their desired schedule.  
 
Field supervision interface to monitor and make changes to service plans for vehicles currently in 
operation.  
As mentioned previously, dispatchers are capable of making changes, such as cancelling or adding 
trips during a vehicle’s ongoing route.  
 
Spatial Capabilities (GIS features) including heat maps of pick-ups and drop offs to preposition vehicles. 
Within the Blaise Transit Power BI dashboard, heatmaps for all trips can be viewed. These heatmaps 
show the pick-up and drop off locations within the service delivery area, indicating the most frequently 
requested stops. Please see a screenshot below of these heatmaps, taken from Power BI. 
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Play-back capability for trips and any vehicle up to 30 days. 
Within the Blaise Engine, all completed routes can be viewed within the “Routes” tab. Bay Transit can 
specify the date range for the completed routes which they would like to view. 
 
Software must allow dispatchers the ability to easily print rider manifest in case the electronic manifest is 
disabled. 
In the Blaise Engine, there is a feature that allows drivers and operators to export and print their routes 
and passenger manifests for the day. This would mean that the drivers would not generally use the 
Blaise Drive app, and instead rely on this printed version. This would mean that all trips would need to 
be entered and planned by the system before the manifest is printed for the day. This is an entirely 
optional feature, which doesn't provide the driver with real-time updates (since they wouldn't be using 
the app), but is still a great option for on-demand services in communities where there is limited 
cellular/Internet connectivity. 

 
Software must allow dispatchers to record incidents and produce incident reports. 
Currently, drivers can write feedback within the Blaise Driver App after their shift about any incidents 
that happen throughout the shift. These incident reports can be viewed by Bay Transit staff in the 
Power BI dashboard. Additionally, we plan to implement a pre-and-post trip inspection report into the 
Blaise Driver App by the end of 2024, so this feature will feed vehicle incident report data to the Blaise 
Engine and Power BI. 
 
Software shall allow messaging between drivers and dispatchers and allow the dispatcher to identify 
messages that have not yet been acknowledged. 
As mentioned in previous answers, for safety reasons, no communications are displayed to drivers 
between stops while the vehicle is in motion. Instead, all changes made by dispatchers or through 
passenger requests are automatically updated on the driver's manifest in real-time, even if the change 
happens in the middle of driver's shift. Passengers and dispatchers can write any important notes for 
the driver within their trip’s “notes” option. 
 
Communication tools shall also be available in the interface to allow drivers the ability to communicate 
with dispatchers and passengers in real-time; this includes two-way messaging capabilities to request 
assistance or communicate with passengers regarding trip details. 
Please see answer above. 
 
Performance tracking such as trip completion rate and vehicle maintenance reminders and notifications 
for scheduled inspections and preventative maintenance and repairs are desirable for the software. 
Within the Power BI dashboard, trip completion rate can be viewed in the “Trips Summary” and 
“Routes Summary” Dashboard. Additionally, we plan to implement a pre-and-post trip inspection 
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report into the Blaise Driver App by the end of 2024, so this feature will send useful vehicle 
maintenance information to the Blaise Engine and Power BI. 
 
Deviated Fixed-Route and/or Fixed-Route Service (Optional):CAD/AVL software shall allow dispatchers 
and supervisors to handle unplanned situations such a road closure, accident, etc. through a set of 
live dispatching features. 
The Blaise Driver App will automatically reroute a vehicle if their planned route is blocked for any 
reason. The dispatchers are not involved in rerouting the vehicles. 
 
Software shall allow configuration of each scheduled route, including assigned vehicles, assigned 
operators/drivers, vehicle capacity, and vehicle accessibility requirements/constraints (e.g., wheelchair 
access, bicycle mount, etc.) 
The Blaise Platform has an automated process for bus operator and route assignment, eliminating the 
need for human intervention in dispatch and scheduling bus trips. The Blaise Routing Algorithm is 
designed to efficiently handle this task by leveraging real-time updates and artificial intelligence 
technology. 
As trip requests are submitted - from several weeks to up to a few minutes before requested pick-up 
time - they are assigned to vehicles based on a given set of factors. These factors include vehicle 
capacity, vehicle accessibility features, driver shifts, the ability to serve existing trips in a manner that 
respects their constraints (earliest departure times, latest arrival times, maximum walking times, etc.) 
and commitments made to vehicles already on the road. There are only two instances of human 
intervention required in this process: 1) When setting up and maintaining the service, Bay Transit 
employees must set the parameters, vehicle capacities, and driver shifts upon which the Blaise Routing 
Algorithm will draw in order to assign trips; 2) If passengers opt to use the call-in feature to make their 
trip request, a dispatcher will need to use the Blaise Engine admin system to submit this request, 
though once the trip request submission is made no human intervention is necessary to assign this trip 
to a vehicle or dispatch the vehicle. 
With the Blaise platform, driver manifests and routing plans are updated in real time with the latest 
booking information. This means that regardless of how the trip is requested, whether through the 
Blaise Transit passenger mobile or web app or by phone via the Blaise Engine admin and dispatch 
system, the driver manifest is automatically updated without any manual intervention. This ensures that 
the most up-to-date information is always available to drivers, riders, and system administrators. 
 
Software shall allow configurable route operation days, start and end times, defined stops on route, 
defined route stop arrival times. 
The Blaise Engine offers flexibility in managing input parameters, allowing Bay Transit to adapt and 
customize various aspects of the service delivery to meet their specific requirements without any 
intervention from Blaise. Bay Transit can set the hours of operation according to their desired 
schedule. Bay Transit can define service delivery thresholds, including defined stops on route and 
defined route stop arrival times, based on their operational needs.  

4.1.2.3 Driver Interface  

Scheduling: Operators/drivers shall see their assigned demand response and/or on-demand rides 
scheduled and dispatched. 
When using the Blaise Drive driver application, drivers experience real-time manifest updates at each 
stop along their route. Upon reaching a stop, the application automatically presents a real-time, 
updated passenger manifest, detailing customers boarding and disembarking, accompanied by 
essential information such as names, the number of customers, accessibility requirements, notes, and 
fare payment methods for each passenger. 
For a comprehensive overview of the entire route, drivers can access the Extended Manifest on the 
wait screen of the Blaise Driver application. This feature provides a detailed list of upcoming pickups 
and drop-offs along their assigned route, offering valuable insights into the journey's progression. 
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Additionally, drivers can view their position in the route, ensuring a heightened awareness of their 
progress and upcoming stops.  
 
Software shall provide key information such as trip assignments and route information. 
Blaise Drive app also provides turn-by-turn navigation and real-time audible navigation instructions to 
the operator while on the road. The app also displays information about the upcoming stop, such as 
the estimated time of arrival and distance remaining.  With the Blaise platform, driver manifests and 
routing plans are updated in real time with the latest booking information. This means that regardless 
of how the trip is requested, whether through the Blaise Transit passenger mobile or web app or by 
phone via the Blaise Engine admin and dispatch system, the driver manifest is automatically updated 
without any manual intervention. This ensures that the most up-to-date information is always available 
to drivers, riders, and system administrators. 
 
Software shall allow drivers to report no-shows and adjust drop-off locations for returning trips. 
When the driver gets to a pick-up or drop-off stop, they press the "Arrived at Stop" button on the 
Blaise Driver App. Drivers are then automatically presented with a passenger manifest with a list of 
customers who are boarding and disembarking at the stop, with information about each passenger. 
Once the driver confirms that the person has boarded, they can press a checkmark next to their name. 
If they do not board, they press a large red X next to their name, confirming them as a "no-show". The 
destination of no-shows is automatically removed from the route.   
 
Real-Time Information: Software shall provide real-time navigation to and from rider location (based on 
browser IP/mobile app geolocation) and from rider location to final destination for demand response 
and/or on-demand rides. 
 
All routes and navigation instructions for drivers are updated in real-time on the Blaise Drive app. The 
navigation moves along with their physical location, using the GPS location of the vehicle. If they take a 
wrong turn, or the route needs to update, it’ll do so and alert the driver by voice and visually. The 
drivers are guided by a timer to know if they are running early or late, as well as the actual time they 
should be leaving or arriving at each stop to know how late or early they might be. The software 
provides drivers with real-time turn-by-turn navigation instructions throughout their routes. The 
navigation screen displays essential information, such as upcoming stops, estimated time of arrival, 
distance remaining, and specific details about pickups and drop-offs. These instructions guide the 
driver efficiently and safely along the assigned route. 

 
Operators/drivers shall see their specific GPS location of riders (as long as riders allow sharing this 
information) to facilitate pick-ups. 
Blaise's solution places a strong emphasis on providing accurate information to both riders and bus 
operators. Accuracy is a critical aspect of the solution and of ensuring service reliability perceptions, 
and Blaise has implemented various measures to achieve high levels of information accuracy. 
For pick-up locations, the solution employs technologies such as GPS and mapping services to 
pinpoint precise coordinates. This enables the system to determine near-exact location of riders and 
provide accurate pick-up points for on-demand services. Blaise's solution has undergone rigorous 
testing and validation processes to ensure that the pick-up locations displayed to riders are highly 
accurate. 
 
Drivers should also receive real time updates on passenger pick-ups, drop offs, and any other changes 
to their trip itineraries. 
As mentioned in previous answers, driver manifests and routing plans are updated in real time with the 
latest booking information. This means that regardless of how the trip is requested, whether through 
the Blaise Transit passenger mobile or web app or by phone via the Blaise Engine admin and dispatch 
system, the driver manifest is automatically updated without any manual intervention. This ensures that 
the most up-to-date information is always available to drivers, riders, and system administrators. 
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Software shall automatically send alerts/notifications in real-time on remaining waiting time once driver 
arrives at pick-up location. 
When a driver arrives at a pick-up location, a timer appears on-screen to let them know the remaining 
wait time at their stop as they allow the passenger to board the vehicle. If the driver arrives to the stop 
early, the timer automatically adjusts to account for the extra time allotted before the driver needs to 
depart for their next stop.  
 
Software shall allow driver to record no shows and total waiting time in case of receiving any rider 
complaints. 
As mentioned in previous answers, drivers can record no-shows when they arrive at a given stop by 
selecting a large red X next to the passenger’s name on the Blaise Driver App. The waiting time is 
automatically recorded by the Blaise Driver app at each stop. 
 
Software shall provide driver information on rider’s’ payment in real time, allowing to driver to verify if 
rider pays for the trip before riding. 
Drivers can also confirm the boarding and payment status as well as payment type of passengers. By 
selecting a checkmark next to each passenger's name, drivers ensure accurate and real-time recording 
of crucial trip data, including fare type and payment status. 
 
Software shall provide drivers the ability to monitor their own location as well as the locations of other 
vehicles in the fleet to help coordinate with other drivers and adapt their routes based on traffic 
conditions. 
Drivers do not need to manually adjust their routes, the Blaise Routing Algorithm automatically 
updates it for them. With the Blaise platform, driver manifests and routing plans are updated in real 
time with the latest booking information. This means that regardless of how the trip is requested, 
whether through the Blaise Transit passenger mobile or web app or by phone via the Blaise Engine 
admin and dispatch system, the driver manifest is automatically updated without any manual 
intervention. This ensures that the most up-to-date information is always available to drivers, riders, 
and system administrators. 
 
Real time information shall provide dynamic routing updates based on real time traffic information. 
Please see previous answer. 
 
Drivers should receive turn by turn navigation instructions to optimize their routes and minimize travel 
time. 
The driver sees turn-by-turn navigation and audible navigation instructions in real-time while they are 
on the road. 

 
Daily Management: Software shall allow drivers to notify dispatchers and operations on any 
modifications while vehicles are in service. 
Drivers may provide text-based feedback through the Blaise Drive app to indicate if they experienced 
any issues along their route/shift that the dispatcher or management should be aware of. 
 
Software shall allow drivers the ability to identify the rider as the account holder and person who 
booked the trip. 
When the driver arrives at a pick-up or drop-off stop, they must press the "Arrived at Stop" button. The 
system automatically presents a passenger manifest, which includes a list of passengers boarding and 
disembarking at that stop. The passenger boards and they can verify their identity by providing their 
name to the driver. The manifest provides information about each passenger, such as their name, 
number of passengers booked on the trips, mobility devices (e.g. wheelchair), other accessibility 
requirements, passenger/dispatcher notes, and fares due.   
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Software shall provide drivers the ability to confirm that the rider has been picked up. 
When the driver arrives at a pick-up or drop-off stop, the driver must confirm passenger boarding and 
payment by pressing a checkmark next to the passenger’s name, indicating they have been picked up.  
 
Software shall offer drivers the ability to provide and receive canned messages from dispatchers. 
For safety reasons, no communications are displayed to drivers between stops while the vehicle is in 
motion. Instead, all changes made by dispatchers or through passenger requests are automatically 
updated on the driver's manifest in real-time, even if the change happens in the middle of driver's shift. 
Passengers and dispatchers can write any important notes for the driver within the their trip’s “notes” 
option. Blaise is capable of integrating further means of communication between drivers and 
dispatchers should they be required for the project. 
 
Software shall provide drivers the ability to report issues with the ride or client to dispatchers. 
Currently, drivers can write feedback within the Blaise Driver App after their shift about any issues that 

happen throughout the shift. This feedback can be viewed by Bay Transit staff in the Power BI 

dashboard.  

 
Software shall verify whether the driver could successfully login to the system using drivers’ 
tablets/smart phones. 
The driver logs into Blaise's system by entering their unique PIN provided by their transit authority. 
This PIN connects the driver to the specific bus and operator shift. Upon successful login, the driver 
receives a notification before a new route starts. Before then, the driver is presented with a waiting 
screen that displays a countdown timer indicating the time remaining before the route begins. This 
screen also shows the expected departure time, the current stop, and the next stop on the route. They 
can inspect the vehicle and prepare for the trip during this period. On this waiting screen, they can 
also see the upcoming trips that have been assigned to them thus far. 
 
Software shall provide the drivers the ability to mark trips as completed, update passenger status, and 
report any issues or delays. 
As mentioned in previous answers, within the Blaise Driver app, drivers can mark trips as completed by 
confirming passenger boarding and payment by pressing a checkmark next to the passenger’s name, 
indicating they have been picked up. The feedback form available in the Driver App also allows drivers 
to note any issues and delays throughout their shift. 

4.1.2.4 Administrative Interface  

Vehicle locations (AVL): Software shall allow AVL information tracking in real-time information for 
customer, dispatcher, and driver interface for all service types. 
On the Blaise Engine, Bay Transit staff have visibility into the driver's actions through the system. They 
can view the route and trip sequence for each driver and shift, which includes details of the scheduled 
trips, such as who is boarding or disembarking and the original vs actual pickup/drop-off times. 
Dispatch can also access the extended manifest, allowing them to view upcoming trips assigned to 
that driver and their route. They can view each vehicle’s real-time GPS location on a map, along with a 
map of the stops they have visited thus far. They can also see the lateness of each vehicle at each 
pickup and drop-off location. Lastly, if the driver boards an ad-hoc trip on behalf of a rider, dispatch 
can view this action and track the additional passengers’ details and location on the vehicle.  
All information regarding vehicle mileage is available on the Power BI dashboards. Vehicle mileage 
shown is the planned mileage in relation to the routes chosen by our algorithm. 
 
Software shall be able to provide live vehicle tacking for Bay Transit’s entire service area including 
known cellular dead-zones with no cellular coverage.  
The Blaise Engine allows the client to monitor the service in real-time and review historical operational 
data. From the “Routes” tab, Bay Transit can view all past and active routes going on. By clicking into a 
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route, dispatchers, transit managers, and administrators can see where the bus is in their sequence of 
stops, the expected and actual times the vehicle arrives at a stop, a real-time overview of the route, a 
passenger manifest at each stop and the lateness of the vehicle. 
 

Software shall be able to provide live vehicle tacking for Bay Transit’s entire service area including 

known cellular dead-zones with no cellular coverage.   

The Blaise Engine allows the client to monitor the service in real-time and review historical operational 

data. From the “Routes” tab, Bay Transit can view all past and active routes going on. Staff can see 

where the bus is in their sequence of stops, the expected and actual times the vehicle arrives at a stop, 

a real-time overview of the route, a passenger manifest at each stop and the lateness of the vehicle. 

Areas with no cellular coverage will not supply real-time information regarding vehicle location. 

  

Vendor should provide approach on how software will control AVL data transfer in such zones and how 

will this be recorded as historical data that will later be used for reporting.  

Historical route data will appear in the Power BI dashboard showing the routes as calculated by the 

Blaise Routing Algorithm. 

  

Software must provide a map display for all interfaces that provides an indication if the last reported 

location is older than the reporting interval.  

 From the “Routes” tab, Bay Transit can view a live-feed map of all past and active routes going on. 

Locational data is updated continuously as the vehicles continue their routes. There is no delay in 

vehicle locational data on the Routes tab as long as the tablet hosting the Blaise Driver App remains 

connected to the internet.  

 

Time interval at which location reports are received shall be configurable by Bay Transit.  

As mentioned previously, location of vehicles is available continuously on the Blaise Engine within the 

Routes tab. 

  

Software shall provide real-time, up-to-date interactive map of every vehicle in the system and current 

location.  

As mentioned in previous answers, In the Blaise Engine  “Routes” tab, Bay Transit can view all past and 

active routes going on.  

  

Software shall allow CAD/AVL data to be cloud based.  

Blaise is a cloud-based software-as-a-service platform, hosted on Microsoft Azure. 

 

Software shall ensure an auto refresh rate for every 5-10 seconds for vehicle GPS locations.  

Location of vehicles is available continuously on the Blaise Engine when the Blaise Driver App remains 

connected to the internet throughout the driver's shift. 

  

Software shall provide GPS playback for all dispatchers’ interfaces and allow Bay Transit to access play 

back data by route and stops, when applicable.  

  

Software shall provide a Rider Complaints Module with enough information for Bay Transit  to review 

and conduct investigations.  

 After disembarking and reaching their destination, riders have the option to select "End trip" to signify 

the completion of their journey. At this point, they are prompted to rate their trip experience using a 

five-star rating system and leave optional comments about their experience. 

The rider's feedback, including their rating and comments, is viewable by the transit authority through 

Blaise's analytics dashboard. This system allows the transit authority to collect and analyze the 
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feedback provided by riders, gaining insights into the quality of service and identifying areas for 

improvement. 

The feedback process is designed to be anonymous, meaning that the transit authority will not have 

access to the personal information of individual riders when reviewing their feedback. This ensures 

that riders can freely express their opinions without concerns about their identity being disclosed. 

Vendor shall communicate with Bay Transit on any software updates at least 30 days in advance.  

 Blaise is committed to delivering regular software feature updates and promptly addressing any 

security vulnerabilities that may arise. Our update frequency and security patch release process are 

designed to ensure that our software remains up-to-date and secure at all times.  

We strive to provide regular software feature updates to enhance the functionality and performance of 

our solution. The frequency of these updates may vary depending on factors such as customer 

feedback, industry trends, and evolving user needs. We aim to strike a balance between delivering 

meaningful feature enhancements and minimizing disruption to operations. While we do not have a 

fixed update schedule, we currently update each platform (Blaise Transit, Blaise Transit Web, Blaise 

Drive, Blaise Engine) approximately monthly with new features and non-vulnerability related fixes. 

 

Vendor shall describe how software updates will be performed as to not interfere with service 

operations.  

Blaise will very rarely make the software unavailable, even for things like maintenance or system 

updates. If there is ever a time when Blaise needs to make the software unavailable, your agency will 

receive reasonable written notice in advance to prepare and alert the key stakeholders. 

As with any software, it is possible that the service goes down unintentionally for a short period. For 

example, Blaise is hosted on Microsoft Azure; the Microsoft Azure Service Level Agreements for the 

services Blaise uses guarantee that the uptime will be above 99.99%. If the system does go down 

0.01% of the time, Blaise has built tools and emergency procedures to mitigate the impacts of service 

outages in these extreme situations. 

 

Software shall provide Bay Transit with an electronic rider manifest and a print version in  

case electronic manifest is unavailable.  

Blaise has lowered all barriers to entry to make the transition to a higher-tech public transportation 

solution as smooth and painless as possible for users of all comfort levels. Additionally, a paper 

manifest can be generated directly from the Blaise Engine admin portal to facilitate seamless 

coordination if hard copy manifests are preferred. 

 

Software shall provide a data portal having the ability to: Create customized and ad-hoc reports by 

selected periods (annually, monthly,weekly, daily, hourly), route, vehicle, driver, rider, and trips.  

Bay Transit staff will have access to an analytics dashboard specifically designed for business 

intelligence purposes powered by Microsoft's PowerBI. This dashboard provides a comprehensive 

view of your service, including metrics like costs, reliability, ridership, passenger satisfaction, vehicle 

mileage, and more. It offers customization options, allowing administrators to filter metrics by time, 

day, month, year, route, trip, stop, or Service Delivery Area. Regular reports (daily, weekly monthly) can 

be automatically sent to your email if you wish to regularly review certain dashboards. Please refer to 

the Power BI analytics dashboard sample report that we have attached as an appendix to our RFP 

response. 

 

Retrieve data for any period.  

 All historic data is stored on the Power BI dashboard and can be accessed and analysed. Specific date 

ranges for dashboards can be specified to view historic data. The Power Bi dashboard updates with 

new data each day. 
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Provide playback information for every route, vehicle, and driver ID   

Within the Blaise Engine “Routes” tab, Bay Transit staff can view all past routes, showing vehicle and 

driver information.  

 

Provide a summary dashboard with year-to-date (YTD) totals for main metrics.  

 Summary dashboards can be edited to supply specific date ranges  to view year-to-date information. 

Regular reports (daily, weekly monthly) can be automatically sent to your email if you wish to regularly 

review certain dashboards. Your project manager will also be able to help you set up and customize 

your Power BI dashboards to suit whatever reporting needs you have. 

 

Provide a dashboard with ability to support trip supervision in real-time.  
Within the Blaise Engine “Routes” tab, the transit authority and operator can view all active routes 
going on. By clicking into a route, booking agents, transit managers, and administrators can see where 
the bus is in their sequence of stops, the expected and actual times the vehicle arrives at a stop, a real-
time overview of the route, a passenger manifest at each stop and the lateness of the vehicle. 

4.1.2.5 Other Specifications  

Software customer interfaces for on demand and the demand response modules shall be compatible 
with Via’s customer facing App. 
Currently, the Blaise platform is not compatible with the Via app. All passenger needs can be managed 
within the Blaise Passenger App. 
 
 Software shall be compatible and able to integrate with security camera footage. 
Currently, the Blaise platform is not compatible with security camera footage. 
 
Software shall allow comingling between on-demand (microtransit) and the demand response modules  
Blaise has a variety of services that are ‘cross-over’ or commingled between specialized and 
conventional on-demand. There can be different information fields created for the different types of 
passenger accounts (ex. mobility device, emergency contact, companion requirements). Likewise, our 
system factors in wheelchair and other mobility device capacity on the vehicles (wheelchair, scooter, 
walker, etc.) to ensure that vehicles are never overbooked. The system also allows for different 
boarding times to be set for those with disabilities (specialized transit riders) and those without. Users 
eligible for the specialized service can receive a door-to-door service, while the conventional on-
demand riders get a stop-to-stop service, all along the same vehicle/route. Lastly, fare structures can 
also be different for specialized transit and conventional on-demand transit, even if they are assigned 
to the same vehicle. Everything described above is fully customizable and adjustable based on the 
requirements of your transit service. 
 
Track and report rider’s method of fare payment  
Within the Power BI dashboard, The Financial Summary report focuses on the financial aspects of the 
transportation service. It categorizes fare types and payment methods used by passengers and 
calculates total fare revenue collected and average fare paid. 
 
No-shows and late pick-ups 
Within the Blaise Engine, dispatchers can mark past trips as no-shows within the “trips” 
tab. Additionally, the Driver app's ability to track no-shows is an efficient feature that allows drivers to 
press a red X next to a rider's name who does not show up at the stop, registering them as a "no show" 
within the system. This information is tracked and can be used to improve the service's efficiency by 
adjusting the number of drivers or vehicles needed at certain times. The agency can also set up the 
system so that a passenger’s account becomes blocked after a certain number of no-shows. 
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4.1.3 Hardware Compatibility 

The Blaise Driver App is compatible with any standard Android/iOS tablet. We suggest Bay Transit 
continues to use the existing Android tablets that are installed in their service vehicles to run the Blaise 
Driver App.  
The flexibility of Blaise's software architecture allows for easy future integration possibilities. Blaise has 
experience integrating its software solution with different payment platforms such as Stripe, our 
current PCI-DSS-compliant third-party payment processing provider and can work with Bay Transit to 
explore and implement the integration with other payment platforms, should Bay Transit choose to do 
so. The Blaise Drive and Blaise Transit apps both contain the ability to track payments made through 
onboard payment systems to ensure financial consistency and transparency in farebox revenue. 
 
4.1.4 Data Requirements 

Bay Transit maintains complete ownership over all data supplied through the Blaise Engine and Power 
Bi dashboard. Access to this data can be set up through an API as well. Within the Blaise Engine or the 
Power BI dashboard, several reports exist natively that may be viewed on a dashboard or exported to a 
PDF or Excel format. Additional financial charts, graphs and tables can be created by transit agencies 
quickly and easily if needed. Bay Transit staff will have access to an analytics dashboard specifically 
designed for business intelligence purposes. The Power BI dashboard provides a comprehensive view 
of your transit service, including metrics like costs, reliability, ridership, passenger satisfaction, vehicle 
mileage, and more. It offers customization options, allowing administrators to filter metrics by time, 
day, month, year, route, trip, stop, or Service Delivery Area. NTD data reporting can be completed 
within the Power BI dashboard as well. 
 
Within Power BI, there are a number of pre-generated reports and dashboards available to your staff:  

• The Trip Summary report provides a comprehensive overview of various metrics related to 
passenger trips. It includes information on the total number of boarded passengers, unique 
users, and the medium by which trip requests are received. It also analyzes trip durations, wait 
times, and monthly growth in boarded passengers. The page evaluates on-time performance, 
average passenger trip length, and categorizes passengers based on attributes such as age 
group or fare type. It provides heatmaps to visualize trip statuses across routes and time 
periods and analyzes the distribution of departure and arrival times. Other metrics tracked 
include waiting times and trip cancellations.  

• The Route Summary report focuses on analyzing the performance and operations of different 
routes. It provides insights into average daily kilometers traveled, total distance covered by 
vehicles, and the count of passengers served, including no-shows. It tracks the total number of 
driver shifts and the average number of passengers on board during trips. The page also 
breaks down route times, analyzes lateness in terms of minutes, and evaluates the revenue 
generated and vehicle hours/kilometers. Detailed breakdowns of incidents experienced by 
individual vehicles and records of vehicle activities are provided. Deadhead activity, where 
vehicles operate without passengers, is also analyzed.  

• The Financial Summary report focuses on the financial aspects of the transportation service. It 
categorizes fare types and payment methods used by passengers and calculates total fare 
revenue collected and average fare paid. The page also tracks the cumulative amount of fare 
revenue collected on a weekly basis. It provides an analysis of boarded trips categorized by 
payment method and recorded for each day, enabling insights into revenue trends and 
payment preferences.  

• The User Experience Summary report highlights the feedback and ratings provided by both 
passengers and drivers. It includes passenger comments and driver comments, giving valuable 
insights into the trip experience and any observations or concerns. The page tracks the 
percentage of trips with ratings and comments from passengers and drivers, along with the 
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average passenger and driver ratings. These metrics help assess user satisfaction and identify 
areas for improvement in the service.  

 

4.1.5 Transition and Implementation 
With Blaise an expert in helping transit systems transition from a low-tech environment, we are 
perfectly positioned to help Bay Transit go from your current software to efficient automated 
dispatching, while increasing the efficiency of service and reduce time spent on administrative 
activities. We understand the resource-constrained environments and our platform is adapted to suit 
it.  Please see Section 4: Timeline for additional details on installation, software testing, marketing plan 
and training. 
 

4.1.6 Technical Support 
We are acclaimed by our clients for our high level of customer support and strong connection with our 
partners. Technology is only useful when users are set up to succeed. At Blaise, we ensure all users 
receive the support needed to maximize performance. As a technology provider, we also understand 
the limits of a technology solution as well as its potential challenges and remain vigilant and highly 
responsive to any user feedback. Blaise will ensure there is always a staff member on call for clients to 
get in touch within a timely manner. Blaise abides by a very strict internal support policy and have staff 
available 24/7, 365 days a year to deal with mission-critical issues. We offer many channels for filing 
bugs or identifying issues with the software or services. Bay Transit can call or email their Project 
Manager directly, or use the general Blaise support phone to seek technical support. 
 

Blaise offers three main contact channels should any issues arise for riders, drivers, dispatchers, or 
other agency staff: by telephone, email, or through our support request forms. We also understand 
that some clients prefer a more self-sufficient approach to managing their operations. That's why we 
have created an online support center that offers comprehensive and up-to-date information to help 
you get the most out of our platform. Our online support center empowers our partners to succeed by 
providing access to comprehensive guidebooks, frequently asked questions, and links to all Blaise 
products and their common troubleshooting approaches. By providing these tools to our clients, we 
are able to maximize our customer service resources to help you when you need us most.   
 
Blaise will very rarely make the software unavailable, even for things like maintenance 
or system updates. If there is ever a time when Blaise needs to make the software unavailable, your 
agency will receive reasonable written notice in advance to prepare and alert the key stakeholders. 
As with any software, it is possible that the service goes down unintentionally for a short period. For 
example, Blaise is hosted on Microsoft Azure; the Microsoft Azure Service Level Agreements for 
the services Blaise uses guarantee that the uptime will be above 99.99%. If the system does go down 
0.01% of the time, Blaise has built tools and emergency procedures to mitigate the impacts of service 
outages in these extreme situations. 
 
Bug Notification process 

Within the Blaise passenger app, users can select "report a bug" or "provide feedback" within the main 
menu of the app. For any bugs reported, we understand the importance of promptly notifying and 
collaborating with Bay Transit in the event of data unavailability caused by technical or security 
incidents. Our apps are specifically designed to detect and promptly notify app users of potential 
issues. Our process for handling such situations is designed to ensure effective communication and 
timely resolution. In the event of data unavailability, we have established a well-defined notification 
process to inform Bay Transit. Our team will promptly initiate the following steps: 
 
a. Identify the incident and assess its impact on data availability. 
b. Notify the designated Bay Transit contact person(s) via email and/or phone 
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c. Provide an initial summary of the incident, including its severity, potential causes, and any immediate 
actions being taken. 
 
We recognize the importance of maintaining consistent communication throughout the incident 
resolution process. Our standard practice is as follows: 
a. Designate a dedicated point of contact from our team who will serve as the primary liaison with Bay 
Transit throughout the incident. This will typically be the dedicated Bay Transit Project Manager. 
b. Establish regular communication intervals with Bay Transit to provide updates on the incident 
progress, including any significant developments or changes. 
c. The frequency of contact will depend on the severity and complexity of the incident. Typically, we 
aim to provide updates at least once every 2-4 hours, but we can increase the frequency if deemed 
necessary or requested by Bay Transit. 
 
We are open to discussions and adjustments to ensure that our incident response process aligns with 
your expectations and establishes a strong partnership in addressing any data unavailability incidents 
effectively. 
 

4.2 Staff Training Method 
 
Based on our experience with similar deployments, Blaise recommends grouping the trainings into 
three different categories in order to successfully deploy an on-demand service: Admins, Customer 
Support/Dispatchers, and Drivers (also referred to as Operators). To prepare Bay Transit for the 
deployment, Blaise will offer three separate virtual training sessions, each lasting approximately 1.5 
hours. Maintenance staff and IT support staff will be included in the Admin trainer session, as this 
session provides overview of the entire Blaise platform and the system that will be designed for Bay 
Transit. Customer support staff and Transit drivers would each have their dedicated training sessions 
as outlined above.  
  
Blaise supports Bay Transit in supporting the end users by providing resources dedicated to the 
customer experience including the use of the Blaise Transit mobile and web apps. In addition to 
the training sessions and content outlined above, Blaise has also created detailed user guides for each 
group, to serve as an extra resource for Bay Transit. The guidebooks are available online and are 
continuously updated as our software evolves. Whenever Blaise releases new features or updates to 
the Blaise solution, we will provide Bay Transit with release notes, and, if necessary, offer 
refresher training.  
  
Blaise uses a "train-the-trainer" approach, which involves training key stakeholders involved in the 
implementation as superusers of the system. This approach allows Bay Transit to have more control 
over the use of the Blaise platform, as we ensure that there are multiple superusers within the transit 
organization.  
  
We understand that before using the software extensively, Bay Transit might not have a clear 
understanding of all the questions to ask during the pre-launch training. Although we will be available 
to answer any questions post-launch, our clients have found it helpful to have an optional "bonus  
training" session shortly after commencing testing. This session is offered at no extra cost to Bay 
Transit and provides a space for Bay Transit's stakeholder groups to ask clarifying questions and review 
topics they may not have fully understood before testing the platform. During this session, Blaise will 
provide tips and tricks for using the platform more effectively.   
   

4.4 User limits 
Our software license is designed to be easily scalable, meaning it can grow with your transit agency. 
Bay Transit can enjoy concurrent access to the Blaise Engine for all its administrative staff. Our license 
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subscription is inclusive of all your staff and does not charge extra for additional members of your staff. 
Additionally, we do not charge for additional vehicles added to your fleet or driver accounts.  
 

4.5 Customer support and system down time 
Please see response in section 3.1.6 Technical Support 

 

4.6 Feature upgrades  
We offer regular upgrades and releases with improvements to the platform, at least every quarter. In 
these cases, we follow a strict release procedure. It will at first be tested using automated testing and 
manual testing by our engineers. Then it will need to pass through internal user acceptance testing, 
where members of our delivery team will re-test all functionality in a systematic way. When approved 
internally, it will then be released to an external testing environment, where our clients can use and test 
the new version. If any bugs are found by our clients, they can revert back to the original production 
environment. Once it’s been used and tested on the external environment for several weeks, the 
production environment will be updated to include this new release. Throughout this entire process, 
any bugs or issues are captured in a systematic manner and resolved immediately. When a bug is 
found, the entire release process restarts from the beginning. 
 
Blaise prioritizes the utilization of a beta environment (i.e. the external environment) for all new 
releases, which is accessible to clients. This strategic approach eliminates the need for planned 
outages on the production environment during upgrades and patch implementations. The beta 
environment serves as a safeguard, preventing any disruptions to the operational continuity of our 
clients while ensuring the seamless integration of new features and improvements. 
 
For any additional features that Bay Transit requests outside of the scope of this RFP, we can build 
custom features based on the scope, timeline, commercial value, and the availability of workarounds. 
The implementation of customizations follows our standard release process, including meetings to 
understand customization needs, testing, and deployment. Customizations would be integrated into 
our regular product release process. We conduct thorough System Integration Testing (SIT) and User 
Acceptance Testing (UAT), allowing clients to test new features before deployment. The effort required 
depends on the customization's scope, and we charge separately for these services.  
 

4.7 Hardware requirements 
The Blaise Driver App is compatible with any standard Android/iOS tablet. We suggest that Bay Transit  
continues to use the existing tablets that are installed in their service vehicles to run the Blaise Driver 
App. Please note that Bay Transit is responsible for purchasing data plans for the tablets to maintain 
internet connectivity for the Blaise Driver App.  
The Blaise Engine admin and dispatch system is designed to be accessible on any browser type or 
version across desktops of varying sizes. For optimal performance, we recommend using the latest 
versions of popular browsers such as Google Chrome, Mozilla Firefox, Safari and Microsoft Edge. 
 

4.8 Data and Reporting 
We offer a comprehensive default set of reports, dashboards, and visuals within our analytics tool 
powered by Power BI. Bay Transit staff will have access to an analytics dashboard specifically designed 
for business intelligence purposes. An example report from Power BI is included as an appendix. 
 

5. Timeline  
5.1 Project Timeline  
To ensure the highest level of service for Bay Transit, Blaise will adhere to our proven five-step 
methodology, meticulously tailored to accommodate the distinct characteristics and requirements of 
each transportation organization we collaborate with. The methodology encompasses the following 
five key steps:   
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Design: In this initial phase, we work closely with Bay Transit to design a customized solution that 
aligns with your specific goals and requirements. Our team will confirm the existing requirements with 
stakeholders.   
Implement: Once the design phase is complete, we transition to implementation. During this stage, 
our expert team puts the plan into action. This involves setting up the necessary technology and 
systems, configuring them according to Bay Transit ’s needs, and ensuring that all components are 
ready for deployment.   
Train: Effective training is a cornerstone of project success. We conduct comprehensive training 
sessions for your staff, stakeholders, and any other involved parties to ensure a smooth and efficient 
transition to the new system. Our goal is to equip your team with the knowledge and skills needed to 
operate the solution effectively.   
Launch: The launch phase is where the project goes live. We oversee the deployment of the solution, 
monitoring every aspect of the launch to address any issues promptly. Our aim is to ensure a seamless 
transition and minimize any disruptions to your operations.   
Support: Our commitment doesn't end with the project launch. The support phase involves ongoing 
maintenance, assistance, and troubleshooting as needed. We provide continuous support to ensure 
that the system operates optimally and remains aligned with your evolving needs.   
   
Timeline   
Blaise can deliver the four key steps of Design, Implement, Train, and Launch for Bay Transit within six 
weeks from notice-to-proceed. This is a conservative estimate and can be accelerated or slowed 
depending on various factors, such as the speed of data provision from Bay Transit to our engineers 
and Bay Transit ’s preferred date of launch.    
The speed at which Blaise’s platform can be launched is due to its universal nature, allowing for 
customizability through parameters, and not custom coding. Bay Transit can therefore have the 
confidence as all of Blaise’s clients are on the same software.   
The software implementation phase, which takes up approximately 4 weeks of the timeline, can be 
expedited if Bay Transit prioritizes a prompt launch. With the road network, operating zones, and stop 
data on hand, the platform can be ready in under a week. However, some customized features might 
require a longer development period, which will take most of the time and effort during this phase.     
To maintain alignment and keep everyone informed, we propose weekly check-ins with key 
stakeholders from the transit agency and the Blaise team. These 30-minute meetings will cover 
progress updates, answer any questions, and ensure the project stays on track. An agenda will be 
shared for each meeting, and meeting minutes will be distributed afterwards.   
Key milestones for the pilot are summarized below, and described in further detail (including 
expectations from Bay Transit when applicable) after the summary section:   
 

Phase 1 – Design 
Milestone 1: Kick-off (Week 1)    
Objective: Engage and establish project parameters   

• Arrange in-person meeting for project kick-off 

• Introduce the Blaise team to Bay Transit  

• Modify the project plan as needed to align with Bay Transit’s preferences   

• Align on key performance indicators (e.g. increased ridership, cost savings)   

• Clarify high-level project requirements and data requests   
   
Milestone 2: Requirements Workshop (Week 1)    
Objective: Finalize project requirements   

• Review and confirm technical and user requirements for the project   

• Finalize and sign off on the list of requirements by both the transit agency and Blaise   

• Ensure that the correct solution is delivered for Bay Transit  
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Milestone 3: Decision meeting – Service pilot (Week 2)    
Objective: Decide on the transit service parameters   

• Review the service parameters identified in the RFP and decide on others (e.g. maximum 
walking times, maximum trip time, staffing levels)   

• Bay Transit makes the final decisions for the go-forward plan   
   
Optional Milestone: Marketing strategy (Week 3)   
 Objective: Discuss marketing best practices   

• Share marketing best practices with Bay Transit , based on previous implementation of 
transit services   

•  Align on marketing collateral customized for Bay Transit    
Phase 2 – Implement 

Milestone 4: Hardware installation (Week 3)    
Objective: Install tablets in vehicles for the service   

• Bay Transit installs internet-connected tablets in the vehicles for the transit service   
   

Phase 3 – Training 
Milestone 5: Admin training (Week 3)    
Objective: Train Bay Transit ’s management staff   

• Conduct a training for Bay Transit  staff that will manage the operations of the transit service 
(e.g. director of transit operations)   

   
Milestone 6: On-road testing session (Week 4 & 5)    
Objective: Test the Blaise solution on the road   

• Perform on-road testing of the Blaise solution   
   
Milestone 7: Customer service training (Week 5)    
Objective: Train customer service staff   

• Conduct training for the customer service staff to respond to customer questions and manage 
customer accounts   

   
Milestone 8: Driver training (Week 5)    
Objective: Train Bay Transit drivers   

• Conduct a training for agency drivers (sessions are recorded or can be split to accommodate 
the best time for training and not disrupt operations during Bay Transit ’s business hours).   

• These training sessions are scheduled last in the implementation plan to ensure freshness for 
the operators   

   
Phase 4: Launch 

Milestone 9: Launch the service (Week 6)   
Objective: Engage riders to use the new service   

• Monitor the service closely to ensure everything is going to plan   

• Invest in rider education and closely support users during the first week of service     
  

Phase 5: Support 
Ongoing Support: Periodic results review     
Objective: Monitor and adjust the solution   

• Joint meeting to review results of the pilot on key performance indicators (e.g. ridership, cost 
savings) and passenger and driver ratings and feedback   

• Take action to adjust the solution as needed   

• Meetings start weekly, then are pushed back to a bi-weekly or monthly cadence throughout 
the duration of the project.   
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Design    
Key activities    
During the first week of the project, we will focus on analyzing Bay Transit ’s current transit operations, 
and the data/feasibility studies related to these operations. This will help us to better understand Bay 
Transit ’s needs and design a service that meets them.    
Later in the first week of the project, we will hold a Requirements Workshop with Bay Transit ’s team. 
During this workshop, we will review the detailed requirements from the RFP and make sure that all 
parties have a clear understanding of these requirements. This will ensure that we have a common 
understanding of the project goals and can move forward with a clear plan. All parties will sign off on 
the requirements, which will give us the green light to proceed with the implementation.   
 
Bay Transit Responsibilities    
To help us improve your transit service, we need some additional information about your existing 
operations. In addition to all feasibility transit studies and reports, we'd like access to smart card or 
transit trip data covering at least one month of your operations. This data should include information 
such as the unique and anonymous user ID, passenger trip ID, pick-up and drop-off location and time, 
links between multiple trip segments, and any road restrictions that limit bus movement. If you use the 
General Transit Feed Specification (GTFS), we'd also like to see that data. If smart card data is not 
available, we can use Origin-Destination survey data from the service area population or create a 
simulated set of trips based on recent census data. We will use this data to simulate different 
implementation scenarios and provide recommendations for the key parameters for your transit 
service (e.g. simulations to explore the use of 1 vehicle or 2 vehicles for service).  Ultimately, Bay Transit 
will have the final say in whether to follow our recommendations or make adjustments. Please note that 
as part of our base offering, Blaise provides two complimentary simulations. If Bay Transit wishes to run 
additional simulations to explore the impact of service parameter changes, there will be an additional 
fee. The specific amount of this fee varies depending on the complexity and scope of the simulations.    
Assumptions and constraints    
Blaise assumes that Bay Transit will quickly share necessary data with us, so we can make 
recommendations based on our simulations. Then, Bay Transit can decide whether to follow or adjust 
these recommendations.   
 
Implement    
Key activities    
We estimate that it will take 3 weeks from the project award, to fully implement the software and 
hardware for the proposed solution. During this time, we'll be configuring Blaise's software (i.e. the 
Blaise Transit mobile and web apps, the Blaise Drive operator app and the Blaise Engine admin 
interface) to meet the challenges of Bay Transit ’s service area and landscape, helping Bay Transit with 
installing the software on tablets for selected vehicles and testing the solution on the road with the 
support of Bay Transit .   
 
Bay Transit Responsibilities    
Bay Transit will be available to give input on the configuration of the system (e.g., transit road network, 
real and virtual bus stop locations, location of bus depot(s), which buses should be involved in the 
pilot, etc.). Additionally, Bay Transit should participate in User Acceptance Testing to test the 
configured solution.    
Our quality assurance and testing approach follows industry best practices and can be broken down 
into two major steps – System Testing and User Acceptance Testing.     
System Integration Testing (SIT) is conducted virtually and internally by Blaise to ensure that the 
solution customized to the needs of Bay Transit has been fully met. We have a stringent process of 
automated tests as well as additional manual quality assurance steps to ensure that the solution meets 
the highest quality standards before being shared with Bay Transit .    
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User Acceptance Testing (UAT) is a process by which the end-users verify that the solution works to 
meet their requirements. This is also known as an ‘End User Test’ and shall be conducted between 
Blaise and Bay Transit to determine if the deployment adheres to Bay Transit ’s requirements and 
project contract.    
In this case, we will run on-road tests. Bay Transit and the vehicle operator will need to be involved to 
conduct this testing, along with fake passenger-trip, booked through the passenger app and the 
admin platform. Bay Transit shall ensure that all equipment installed (e.g., driver tablets) are fully 
tested and operating correctly with the software. The UAT shall be conducted when all elements of the 
installations are considered, by the Blaise technical leads, to be complete.    
 
Bay Transit will use existing or, if none are available, procure the tablets, their mounts and the SIM 
cards with a data-enabled plan. Bay Transit will also install the Blaise Drive app on the tablets. This is a 
very easy step, involving the download of the app from either the App Store or Play Store.    
   
Train    
Key activities    
Based on our experience with similar deployments, there are three groups of employees who must be 
trained in order to successfully deploy an on-demand service: Administrators, Customer 
Support/Dispatchers, and Drivers (also referred to as Operators). To prepare Bay Transit for 
deployment, we plan to offer three separate virtual training sessions, each lasting approximately 1.5 
hours. These sessions will be recorded for future reference and will take place week 5 after notice to 
proceed.   
In addition to the training sessions, Blaise has also created detailed user guides for each group, to 
serve as an extra resource for Bay Transit. The guidebooks are available online and are continuously 
updated as our software evolves. Whenever Blaise releases new features or updates to the Blaise 
solution, we will provide Bay Transit with release notes, and, if necessary, offer refresher training.    
Blaise also uses a "train-the-trainer" approach, which involves training key stakeholders involved in the 
implementation as superusers of the system. This approach allows transit agencies to have more 
control over the use of the Blaise platform, as we ensure that there is at least one superuser within the 
organization.   
We understand that before using the software extensively, Bay Transit might not have a clear 
understanding of all the questions to ask during the pre-launch training. Although we will be available 
to answer any questions post-launch, our clients have found it helpful to have an optional "bonus 
training" session 1-2 weeks after launching. This session is offered at no extra cost to the agency and 
provides a space for stakeholder groups to ask clarifying questions and review topics they may not 
have fully understood before the launch. During this session, Blaise will provide tips and tricks for 
using the platform more effectively.   
 
Bay Transit Responsibilities    
Bay Transit has the responsibility of determining which stakeholders need to attend each training 
session and coordinating with Blaise to ensure their attendance. Blaise is flexible and will offer training 
at a time that is convenient for Bay Transit , including on weekends if necessary.  Blaise assumes that 
Bay Transit will be able to promptly coordinate and ensure the attendance of the required 
stakeholders at each training session.   
 
Launch    
Based on our previous experience deploying transit services, it is important to advertise the new 
technology to the general public. While it generally receives very positive feedback from passengers, it 
can require the adoption of new practices and behaviours.  During the launch, the Blaise team will also 
be available for any last-minute technical support requests. We will make sure that Bay Transit feels 
supported during this important transition.   
 
Support    
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At Blaise, we pride ourselves on best-in-class technical support for our clients. Our mission is to ensure 
the successful implementation of the software and alongside a positive project experience. We will be 
available for Bay Transit throughout all service operating hours, with an account manager dedicated to 
the transit agency’s account. Our CEO will act as project sponsor and will be available seven days a 
week for the escalation of any issue. The following sections detail our customer and technical support 
procedures in full.    
We are acclaimed by our clients for our high level of customer support and strong connection with our 
partners. Technology is only useful when users are set up to succeed. At Blaise, we ensure all users 
receive the support needed to maximize performance. As a technology provider, we also understand 
the limits of a technology solution as well as its potential challenges and remain vigilant and highly 
responsive to any user feedback.   
Blaise offers three main contact channels should any issues arise for riders, drivers, dispatchers, or 
other agency staff: support request forms, email, and telephone. Blaise will ensure there is always a 
staff member on call for clients to get in touch within a timely manner.    
We also understand that some clients prefer a more self-sufficient approach to managing their 
operations. That's why we have created an online support center that offers comprehensive and up-to-
date information to help you get the most out of our platform. Our online support center empowers 
our partners to succeed by providing access to comprehensive guidebooks, frequently asked 
questions, and links to all Blaise products and their common troubleshooting approaches. By 
providing these tools to our clients, we are able to maximize our customer service resources to help 
you when you need us most.   
 

5.2 Marketing Strategy  
The marketing strategy is developed and deployed 3 to 4 weeks before service launch. The campaign 
deployment could be gradual with content shared progressively before and after launch. Blaise will 
assist in developing the marketing strategy for the project however, it is the client’s responsibility to 
deploy the campaign. Below are some key points used when implementing our marketing strategy: 

• Rider education is key when promoting any demand response, deviated fixed route or on-
demand transit. Having people use the app and learn how to use it will not only grow ridership 
but also reduce the load of called-in requests and inquiries on how to get access to the 
service/technology.  

o Remember to always share instructional information, encouraging to download the 
app, whenever possible – in press releases, interviews, conferences, etc. 

o Campaign should be deployed on a large scale to make sure to reach all current and 
potential users. 

o Share tutorial material (pamphlet, link to a video, etc.) in person and online  
▪ Be present on-board before launch to talk about the service, share content and 

help passenger download the app 
▪ Be present on board during both the week before and the week after launch 

date to guide passengers through the booking process 
o Keep promoting the service after launch through a long-term marketing plan. This 

would ensure the sustainability and success of the project, continuously engaging with 
existing riders while promoting the service to new potential users.  

▪ Getting client testimonials of people who are using the service 
▪ Publishing stats/facts on on-demand service improvements, and ideally 

sharing them with the media (local and regional) 
▪ Hosting online webinars/lives where people can ask question about the service 
▪ Tips and tricks for using the service/apps 
▪ Promoting online surveys to gather client feedback 
▪ Selling goodies with the project slogan/logo (tote bags, caps, t-shirts, socks, 

etc.) 
o Target local but also regional and national media to promote the innovative transit 

service. Regional and national media are important because that’s the only news some 
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people consume. Also, it gives people a sense of pride to see their local community 
service being featured on a larger scale, which may increase their likelihood of trying 
the service. This would also encourage tourists that may have read about the project to 
use the service during their visit. 

o Some practical tricks and tips:  
▪ Keep material accessible to people who might be illiterate (e.g., videos should 

have voiceover, flyers/pamphlets should have lots of visuals) 
▪ Avoid using terms/acronyms that people don’t understand. 
▪ Ensure the material and distribution strategies are targeted at the types of 

people using transit and their use cases. 
▪ Every called-in request or person trying to board without booking should be 

seen as an opportunity to educate a new customer on how to use the app. 
▪ If possible, the drivers should be able to encourage people to use the app and 

answer very basic questions (e.g., what the app is called, how far in advance 
someone can book, etc.) 

▪ Don’t advertise the phone number for called-in requests at the same level as 
the app & webapp. Have it at the bottom of the page or in an FAQ for example 
if you want to encourage people to use the app first. 

Keep in mind: One of the biggest risks of failure for on-demand implementations is a lack of 
promotion. Also, investing heavily at the beginning and stop promoting the service after few weeks is 
one of the main reason why ridership ends up plateauing. 
 
As a part of our marketing strategy, Blaise works with a third-party marketing company to support 
clients with high end marketing content package that includes the following content: 

• Graphic design - Poster 11 x 17 

• Graphic design - Flyer / pamphlet 

• Graphic design - 6 x social media publications (e.g., Facebook, Instagram) 

• Large format adaptation (e.g., bus shelters, on-board posters, bus panels, etc.) 

• Video creation and production – 90 sec 
 

Note: A first adapted version will be prepared and shared for review. The client can use the marketing 
material freely throughout the project, as long as they are using the Blaise Solution for their service, 
however, the content will remain Blaise’s intellectual property. 
 
 




