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SUMMARY 
 
The 2025-2026 Sacramento County Grand Jury received a complaint from a caregiver 
of a registered rider that, without effective notice, the Sacramento Regional Transit 
District (District) cancelled an app that had allowed paratransit users to track the rides 
they had reserved. This change occurred with very little advance knowledge and no 
apparent input from paratransit riders, their advocates or the disability advisors to the 
District.  
 
Paratransit vans do not have fixed routes, but pick up riders upon request. Often, the 
vans pick up multiple riders, making it difficult for a customer to know exactly when a 
van will arrive. Without the District app showing the riders the van’s location at any 
given time, riders may wait lengthy and unknowable periods of time for a requested ride.   
 
When the District launched new software in April 2025, the app that allowed riders to 
book and track their rides ended. The new software  was intended to have a companion 
app to allow riders to book and later track rides however that companion app for the 



 2025-2026 Grand Jury Investigative Report 
 Is Sacramento Regional Transit Ignoring Riders with Disabilities? 

 

2|Page 
 

riders failed to function. Thus, potential riders had to call the dispatch center to schedule 
rides and track the van’s location. During this investigation, the Grand Jury found that 
the District fails to provide effective paratransit for riders with disabilities in the 
Sacramento region, due in part to a failure to involve the riders in decisions that affect 
them, despite the statement in the District website that “SacRT’s Board of Directors and 
staff greatly value the advisory consultation with the MAC on service issues affecting 
the disabled and senior community.” 
 
Consequently, the District negatively affects riders with disabilities and incurs 
unnecessary expenditures. In addition, the Grand Jury uncovered irregularities in the 
District’s contract payment system. 
 
GLOSSARY 
 

• Americans with Disabilities Act (ADA) -- A federal law enacted in 1990 that 
provides civil rights protections to individuals with physical and mental 
disabilities, and guarantees them equal opportunity in public accommodations, 
employment, transportation, state and local government services, and 
telecommunications. 

• Paratransit -- A type of public transport service that supplements fixed-route 
mass transit by providing individualized rides without fixed routes or timetables 
for persons with disabilities. 

• Request for Proposal (RFP) -- The process for soliciting vendor responses for 
products or services used by the District.  

• SacRT GO -- A transit service of the District that provides shared door-to-door 
rides to qualified riders 

• UZURV -- A transit service that supplements the services provided by SacRT 
GO. 

 
BACKGROUND 

When the District transitioned to its new dispatching software, individuals with 
disabilities not only lost the ability to book and later track rides with a  mobile app. They 
also waited long periods of time for their rides that sometimes arrived late, were 
cancelled at the last minute, or otherwise never arrived leaving them stranded, adding 
to the stress of daily living. After the old app was no longer available, wait times for calls 
to the District’s customer service increased significantly. This was because riders not 
only had to call to schedule rides, but now also had to call to check when their vehicle 
would arrive. 
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System failures prevent the independence that such individuals seek and deserve. 
Reliable transportation connects individuals with disabilities to the communities in which 
they live, to the jobs upon which they rely, to the classes through which they learn, and 
the appointments that keep them healthy and connected to social events.  
 
Reliable public transportation is critical, particularly to prevent missed medical 
appointments that may be difficult to reschedule. A reliable public transit system 
benefits everyone in the community, including healthcare facilities, educational 
institutions, businesses, and the region at large. 
 
The Sacramento Regional Transit District 
 
The California Legislature authorized the creation of the Sacramento Regional Transit 
District in 1971 and it was established in 1973. Today, the District’s buses cover 80-plus 
routes within a 449 square mile service area that includes the unincorporated area of 
Sacramento County and five of the County’s seven cities. Only Galt and Isleton are not 
served by the District. The District also operates 43 miles of light rail service with 53 
stations in their service area. 
 
An 11-member Board of Directors (Board) governs the District. The Sacramento County 
Board of Supervisors appoints three members. The Sacramento City Council appoints 
three members. The Elk Grove City Council appoints two. Rancho Cordova, Folsom and 
Citrus Heights appoint one member each from their city councils. 
 
The Rise of Transit Services for People with Disabilities 
 
From its inception, the District’s goals included transportation for people with disabilities, 
but the goal of seamless service remains unrealized. Furthermore, due to the region’s 
aging population, the need for transportation for people with disabilities continues to 
grow in numbers and complexity.  
 
The 1990 federal Americans with Disabilities Act required public agencies that offered 
fixed routes to offer additional services through paratransit, to which the District 
adheres. This may include door-to-door service or pickups within three-quarters of a 
mile of a bus or light rail line. Paratransit vehicles include cars and minivans that do not 
run on a fixed route. Instead, riders reserve a vehicle in advance. These vehicles offer 
more services to riders than standard buses equipped with wheelchair lifts can provide 
for those with greater physical challenges. Caregivers may accompany riders on 
paratransit to assist them with their needs. 



 2025-2026 Grand Jury Investigative Report 
 Is Sacramento Regional Transit Ignoring Riders with Disabilities? 

 

4|Page 
 

 
In addition, pursuant to federal requirements, the District established a Mobility Advisory 
Council (MAC). Its function is to advise the District on system accessibility features and 
improvements, to facilitate communication between the District and key stakeholders 
and to advocate for the public transportation interests of these groups.  
 
Regional Transit Services for People with Disabilities 
 
This report discusses two specialized paratransit services offered by Regional Transit: 

• SacRT GO: provides shared rides using a fleet of 120 small buses that run from 
4:30 a.m. to 1:00 a.m. everyday. The District employs SacRT GO drivers; and 

• UZURV: a third-party contractor that uses standard passenger vehicles to 
supplement the service provided by SacRT Go. To use this service, riders must 
meet ADA requirements, but do not require a wheelchair lift. 

Disabled riders applying for use of either of the services must submit an application 
which takes up to 21 days to process and requires a letter from a doctor confirming the 
disability.  
 
METHODOLOGY 
 
In the course of its investigation, the Grand Jury interviewed the complainant, District 
paratransit riders and District staff. The Grand Jury also reviewed websites, Board 
agendas and minutes, MAC agendas and minutes, District software procurement 
documents, media reports, internal District correspondence, communication materials 
and relevant state and federal laws and regulations. 
 
DISCUSSION 
 
Implementing New Software for SacRT GO Created Chaos for Passengers 
 
From 2020, when the District assumed paratransit services from Paratransit, Inc., a 
nonprofit organization, to the end of 2024, the District used a software program called 
Ecolane. Ecolane managed the District’s dispatching system and enabled SacRT GO 
riders to book rides and track the location of a reserved vehicle on a mobile app. The 
District claims that although the Ecolane program was designed to allow riders to 
schedule rides, this process was unreliable, and riders often  preferred to call the 
District to confirm that a reservation for a ride on SacRT GO had been completed. In 
late 2024, as the contract with Ecolane was expiring, the District initiated a procurement 
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process to replace the existing software with the goal of improving its dispatching 
capability, and enabling riders to use an online app to schedule rides and to track the 
location of the scheduled vehicle.  
 
Riders with disabilities depend on the District to provide them with transportation. 
Despite the District’s knowledge of this critical dependence on its services, it did not 
secure any input from its riders with disabilities or members of the MAC before the 
September 2024 release of a Request for Proposal (RFP) to procure the new software. 
The District explained its decision to not seek input was to avoid what they perceive as 
conflicts of interest and to ensure a fair competitive procurement process. Federal 
paratransit regulations, however, require that “[t]he (District) shall create an ongoing 
mechanism for the participation of individuals with disabilities in the continued 
development and assessment of services to persons with disabilities.” (49 CFR Part 37 
Section 37.137(c)). 
 
The District’s failure to solicit input was not only inconsistent with the intent of federal 
law, it deprived the District of a meaningful review process before the publication of the 
RFP. After the RFP was released, the District amended the proposal to reflect MAC-
generated recommendations, including allowing the dispatch system to assign a trip to 
the supplemental service. The District’s initial disregard for the disability community’s 
input and the community’s dependence on these critical District services, as well as for 
the importance of the MAC contributions, resulted in the need to amend the RFP which 
delayed the procurement process. 
 
The District signed a contract with HBSS Connect Corp. (HBSS) on January 5, 2025, to 
implement system upgrades with the goal of improving its dispatching capability, and 
enabling riders to use an online app to schedule rides and to track the location of the 
scheduled vehicle. Under the terms of the contract, HBSS could not submit an invoice 
for “Initial Setup Costs” until the District approved a “Final Signoff.” However, on 
January 13, 2025, HBSS submitted such an invoice without the final approval, and, 
according to correspondence from the District to HBSS, the District paid the requested 
amount, in violation of the contract terms. The District did not recover the payment, but 
instead credited it against future payments. This payment process constitutes a failure 
of the District to adhere to contractual obligations. 
 
HBSS submitted another invoice on April 22, 2025 for the initial annual Software-as-a-
Service fee again without a Final Signoff, also in violation of the contract terms. 
However, the District did not pay the second premature invoice at that time. 
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In April 2025, the District implemented the new HBSS software platform, known as 
QRyde. Although QRyde provided the dispatching capability that the District required, 
HBSS did not provide an adequate mobile app for reserving and tracking rides, as 
required by the contract. Consequently,  the initial version of the QRyde app was not 
made available to the ridership. As a result, riders could not schedule rides without 
calling the District. Riders also lost the ability to track the location of vehicles, a 
capability that existed with the previous app.  
 
Interviews with District staff indicate that, even though the District knew the user app did 
not function properly, it implemented the new platform because the contract with 
Ecolane was expiring. In addition, the District preferred the dispatching capability 
offered by HBSS.  But SacRT GO riders could no longer track the location of scheduled 
rides themselves, so they had to call District customer service to determine when their 
vehicle would arrive. This overwhelmed  customer service, requiring them to add 
additional staff. Along with inquiries on vehicle location, the riders also lodged a 
significant volume of late pick-up complaints. 
 
Due to HBSS’s failure to provide contractually required services, the District served 
HBSS with a written notice of default on June 11, 2025. However, HBSS continued to 
work on developing a functioning app for the riders, with testing of the app. The District 
finally launched the app for SacRT GO riders in May 2026, 13 months after the District 
launched the platform. 
 
The District Did Not Prioritize Adequate Communication  
 
The Grand Jury interviewed multiple riders with disabilities who complained about the 
inadequate warning prior to the termination of the Ecolane tracking app. For riders 
unaware of the change, the app suddenly ceased to function. However, the District did 
provide some communication to the ridership about the changes to the tracking app. It 
sent out an email to its ridership notifying them of the new app. In addition, it put up 
posters on buses for the sighted passengers. Additionally, according to District officials, 
callers to the dispatch phone number who listened to the entire introductory message, 
would have also heard the announcement that the old app would no longer be available. 
However, by providing an option to bypass the announcement, callers could, and did, 
easily bypass the notifications when they scheduled a ride.  
 
Although the Grand Jury requested a copy of a written communications plan designed 
to alert riders of the impending changes to the tracking app, the District did not provide 
any such plan. The District also failed to provide confirmation that they used any other 
communication channels, such as social media, direct mail or automated calls to notify 
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registered riders or their caregivers. District staff told the Grand Jury the District 
considers the MAC the channel of communication to the disabled community. Whether 
or not the MAC serves in that role, the District should not offload its responsibilities to 
inform passengers of impending changes to its services.  
 
Neither social media platforms nor the District web page contained any updates. In fact, 
the Grand Jury learned that the District did not inform senior communication officials of 
the changes until after the fact, and the District failed to provide instructions to the 
communication officials on how to address questions related to the problems caused by 
termination of the app. 
 
Regional Transit Needs Proactive Consultations with Members of the Disabled 
Community 
 
As discussed earlier, the District prepared the RFP for a dispatch/reservation/tracking 
system for SacRT GO without consulting disabled riders or the MAC. The District has 
also executed other changes in services affecting the disabled community without 
receiving their input in advance. For example, in 2025, the District installed safety 
barriers in standard buses to protect operators from assault. The District did not consult 
with the MAC or solicit input from other stakeholders, nor did it test the barriers ahead of 
the installation to ensure that the barrier would not impede passengers with 
wheelchairs.  
 
Although the barriers generally did not affect standard-sized wheelchairs, larger, electric 
wheelchairs required the user to raise and lower the wheelchair’s height to enter the 
bus. A video documented the difficulty some wheelchair users had getting around the 
barriers. Furthermore, the time spent navigating entry increased the length of time the 
bus stood idle. This increased the length of time spent in transit for all passengers. 
Current efforts to modify the barriers to accommodate larger wheelchairs will require the 
District to incur additional, avoidable costs.  
 
Another example of the District’s failure to obtain proactive consultation is seen in its 
handling of a contract with the secondary paratransit service that supplements SacRT 
GO. The current contract with UZURV, which provides this service, expires soon. The 
District has released an RFP for the replacement of the expiring contract. Although 
District staff sought input from the MAC while it developed the RFP, the MAC members 
had no opportunity to review the completed RFP prior to its release, despite the MAC 
members specifically requesting the opportunity to do so.  
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In February 2026, the District sent a survey, “Shape the Future of SacRT: Take Our 
Survey Today!” to its ridership. The MAC members found a number of problems with 
the survey, including the failure to include SacRT GO as a specific District service for 
comment and response. The survey also lacked accessibility features for the vision and 
hearing impaired. The District did not provide the MAC with a copy of the survey prior to 
its release. Several MAC members said the problems with the survey made them feel 
like “second class citizens.” Prior consultation with the MAC could have addressed 
accessibility concerns and may have helped the District avoid these problems. 
 
Mystery Rider Program and Paratransit 
 
The District has implemented a “mystery rider” program for measuring its performance 
and customer satisfaction. A third-party contractor, A Customer’s Point of View or 
ACPView, administers the program with the goal of obtaining impartial feedback on the 
passenger experience. A “mystery rider,” after receiving training from the company, 
takes anonymous rides on the transit system. The person then reports on specific 
aspects of the experience, including making the reservation, driver assistance and 
cordiality, on-time performance, cleanliness, ease of payment and overall accessibility. 
The District has contracted with this firm for 25 rides per month over the entire Regional 
Transit network, at a cost of approximately $140 per ride.  

The Grand Jury learned that mystery riders on SacRT Go are not required to be 
disabled, despite their responsibility to assess the SacRT GO and UZURV service. 
Using non-disabled “mystery riders” to evaluate these SacRT Go services may impede 
the District’s ability to truly understand and assess the user experience and  quality of 
service for many of its riders, including those with physical, emotional, cognitive, or 
sensory challenges. Other transit systems, such as the Valley Transit Authority in Santa 
Clara County, actively recruit paratransit riders as “mystery riders” to evaluate their 
paratransit service, and get a more accurate assessment of a disabled rider’s actual 
experience.  

The Regional Transit Board Receives Filtered Information 
 
The MAC was established in 2005 to provide input to the District concerning services 
affecting riders with disabilities. To make fully-informed policy decisions, the Board must 
hear directly from the MAC. However, the Board currently does not receive information 
directly from the MAC. MAC publishes an agenda of its meetings ahead of time and the 
meetings are attended by District staff, not Board members. The meetings are 
documented through minutes taken at the MAC meetings. These minutes include 
details on what was said at the MAC meeting, and are posted on the District website. 
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However, it is unclear whether Board members review these minutes after they are 
posted.  
 
The Board’s agenda, prepared by the District staff, provides a summary of the MAC  
meetings, and only includes what District staff told the MAC, rather than detailed 
discussion or concerns raised by the MAC members. The attached Appendix provides 
examples of minutes from MAC meetings and the summaries prepared by District staff 
that appeared in the Board agenda. This process fails to provide the Board with a full 
understanding of the concerns of the disabled community. While the meeting summary 
includes a link to the actual MAC minutes, there is no evidence to show that Board 
members take the additional step to view them.  

FINDINGS AND RECOMMENDATIONS 

F1. The Grand Jury finds the District paid HBSS prematurely, which demonstrates a 
failure to properly manage the contract. (R1)  

R1. The Grand Jury recommends the District immediately and continuously ensure 
compliance with their financial controls and procurement oversight. (F1) 

F2. The Grand Jury finds the District fails to obtain valuable insight from riders with 
disabilities on a timely basis, despite the District’s assertion that “established public 
procurement practices allow staff to gather input from stakeholders,” resulting in 
wasteful expenditures and damaged relationships with members of the disability 
community. (R2)  

R2. The Grand Jury recommends the  District establish a formal procedure by 
December 31, 2026, to incorporate input from the MAC when developing  
proposals to procure equipment or services that may impact riders with disabilities, 
and solicit input from the MAC during the RFP preparation, including the process of 
awarding the contract. (F2) 

F3. The Grand Jury finds SacRT GO riders lost access to the Ecolane tracking app for 
an extended period of time, without clear and effective communication from the 
District, including the use of all available communication channels, resulting in a 
frustrating experience for ridership, significant impairment of daily activities and 
increased expenditures by the District. (R3)  
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R3. The Grand Jury recommends the District implement a consistent communication 
plan by December 31, 2026, that includes all available communication channels 
and proactive outreach to callers. The District should make sure dispatchers are 
informed and are informing callers of upcoming changes. The MAC should also be 
informed of service changes, but it should not be considered a responsible 
platform for communicating changes to the entire SacRT GO ridership. (F3) 

F4. The Grand Jury finds “mystery riders” assessing the District’s paratransit service 
are not required to be riders with a disability, reducing the accuracy of reporting on 
the paratransit experience for  riders with  disabilities. (R4) 

R4. The Grand Jury recommends the District use actual SacRT GO and UZURV riders 
as “mystery riders” at the beginning of the next Mystery Rider contract term. (F4) 

F5. The Grand Jury finds the District Board receives filtered information from the MAC, 
leaving the Board with incomplete information about issues affecting the disabled 
ridership. (R5)  

R5. The Grand Jury recommends, beginning the next Board meeting after September 
30, 2026, the Board agenda packet include the actual minutes of the MAC 
meetings, rather than a summary of the meetings prepared by District staff. (F5) 

REQUIRED RESPONSES 

Pursuant to Penal Code sections 933(a) and (c) and 933.05, the Grand Jury requests 
responses  from the following “governing body” as specified in Penal Code section 
933(c) within 90 days, for all Findings and Recommendations: 

• Sacramento Regional Transit District Board of Directors 
c/o Bobbie Singh-Allen, Chair 
1102 Q Street 
Suite 3000 
Sacramento, CA 95811 
 

Mail or deliver a hard copy response to:  
The Honorable Lawrence G. Brown 
500 G Street 
Sacramento, CA 95814 
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Email the response to: 
TapiaE@saccourt.ca.gov 
Erendira Tapia-Bouthillier 
Sacramento County Grand Jury Coordinator 
 

 
 

INVITED RESPONSES 

• Henry Li, District General Manager/CEO for all findings and recommendations 
Sacramento Regional Transit District 
1102 Q Street 
Suite 3000 
Sacramento, CA 95811 
 

• Blanca Araujo, District Vice President, Operations for all findings and 
recommendations 
Sacramento Regional Transit District 
1102 Q Street 
Suite 3000 
Sacramento, CA 95811 

 
• Priscilla Vargas, District ADA Compliance Officer (R2, R3, R4, R5) 

Sacramento Regional Transit District 
1102 Q Street 
Suite 3000 
Sacramento, CA 95811 

 
• Charles Johnson, Chair, District Mobility Advisory Committee (R2, R3, R4, R5) 

Sacramento Regional Transit District 
1102 Q Street 
Suite 3000 
Sacramento, CA 95811 
wcharles.johnson@gmail.com 
 

 
Reports issued by the Grand Jury do not identify individuals interviewed. Penal Code 
section 929 requires that reports of the Grand Jury not contain the name of any 
person or facts leading to the identity of any person who provides information to the 
Grand Jury.  

 

mailto:TapiaE@saccourt.ca.gov
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RECUSALS  

One member of the Grand Jury was recused from all consideration, discussions, 
reviews, investigation, interviews and research, report writing and report approval 
pertaining to this matter due to a familial connection with Sacramento Regional Transit.  

APPENDIX 

The Appendix provides two examples of the difference between the minutes of the MAC 
meetings produced by the MAC, and the summary of the MAC minutes provides to the 
Board in its agenda. 
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