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About Oahu Transit Services 
 
Oahu Transit Services, Inc., (OTS) has operated TheBus since 1992 and TheHandi-Van since 1997.  It is a 
Hawaii-based not-for-profit firm.  OTS has attributes of both a public agency and a private firm.  The Company 
has a semi-private board of directors, but its formation was orchestrated by the Honolulu City Council.  It is 
deemed to be an instrumentality of the City and County of Honolulu (City) and is recognized as a government 
enterprise by the Internal Revenue Service and is, therefore, not subject to income or excise tax.  The National 
Labor Relations Board has recognized employees of OTS as subject to private sector labor relations law.  In 
practice, OTS adheres to many local government standards for issues such as ethics, procurement, 
employment, and compensation.  OTS employs more than 2,000 people and is one of the largest employers in 
the State.  
 
About TheBus  
 
TheBus provides island-wide transit service to the City.  TheBus fleet now consists of about 480 transit buses 
operated by OTS with about 1,600 employees in the fixed route division.  In 1994 and again in 2000, TheBus 
was named the most outstanding public transit system in the nation.  The City has announced that the long-
awaited Honolulu Rail Transit System will open in 2023 and bus services will be radically changed. 
 
TheBus has over 100 separate bus routes and daily ridership now stands at about 125,000 boarding riders, 
totaling about 40 million riders annually.  Roughly 95 percent of the population of the island of Oahu has a bus 
route within a quarter mile of their residence.  The annual operating budget for TheBus is about $225 million for 
fiscal year 2023.  TheBus is an integral component of Honolulu’s transportation system. 
 
About TheHandi-Van 
 
The demand responsive Handi-Van fulfills the Americans with Disabilities Act (ADA) requirement that entities 
providing fixed route transit must also provide a complementary paratransit service that is comparable to their 
fixed route service.  For fiscal year 2023, the paratransit fleet is 207 vans.  The service currently carries about 
3,000 disabled riders on a regular day, including companions and personal care assistants. 
 
The annual budget for Handi-Van is about $63 million for fiscal year 2023.  The service contracts with private 
providers to operate about 10 percent of the daily rides.  Honolulu has a higher per-capita usage of paratransit 
service than any other metropolitan area with a population of at least 500,000.  Operational and fiscal 
sustainability are key issues as facilities, equipment, and budgets must keep pace with ridership growth. 
 
Scheduling up to 3,000 trips the day before the service operates is a formidable logistical task.  Handi-Van relies 
on specialized paratransit software to schedule trips, assign them to an appropriate run, and keep track of 
riders, trips, and schedules.  The software is never able to schedule all the trips; however, every trip is accepted.   
On a busy day, as many as 200-400 trips remain unscheduled when the reservations service closes at 
5:00 p.m.  Schedulers manually schedule a few hundred of these unscheduled trips after the last batched run 
from the system is completed.  During the day of service, dispatchers must manage the scheduled trips, 
cancellations, and the assignment of still unscheduled trips while operating in real-time.  Trip manifests are 



 

electronically transmitted to vans via an Android tablet that are mounted in the vans.  Current technology 
initiatives at Handi-Van include updating of the Trapeze Reservation/Scheduling/Dispatch system and the IVR 
system for automatic trip reminders and trip cancellation, and implementation of the HOLO smart card system.  
Future operations are likely to emphasize the increasing importance of advanced intelligent transportation 
systems. 
 
The service is staffed 24/7, 365 days per year, and currently employs about 470 people, including 330 vehicle 
operators, 70 staff in service delivery (Reservations, Dispatch, Scheduling, and Customer Service) and about 60 
employees in Maintenance.  Most employees are represented by the Teamsters Union.  There are 13 nonunion 
employees who consist of supervisors, managers, and administration. 
 
Handi-Van service is very personal.  Many of the customers are vulnerable and require assistance getting on 
and off the vans.  All passengers using a mobility device must be secured with four restraint belts.  Paratransit 
operators know their customers well and are rightfully perceived as the real heroes of the system.  
 
Current Consumer Issues with TheHandi-Van 
 
Handi-Van is a very visible City service and the City has a dedicated Paratransit Operations Branch staffed by 
about seven employees within the City’s Transportation Mobility Division.  Under the agreement between the 
City and OTS, all policy matters are the purview of the City while day-to-day operations are performed by OTS.  
A City performance audit was performed by the City in 2015 and was updated in 2020.  See 
http://www.honolulu.gov/cms-oca-menu/site-oca-sitearticles/37281-follow-up-on-recommendations-from-report-
no-16-02,-audit-of-the-city-s-paratransit-service.html. 
 
In recent years, the disability community has come to expect better quality service than required by law.  
Several advocacy groups regularly monitor the service.  The ADA is a civil rights law and Handi-Van is required 
to be compliant with a variety of regulations governing eligibility and service quality.  Under the law, Handi-Van 
is required to accept all demand (reservations) without prioritization for type of trip.  Developing a trusting 
relationship with the customer base and the advocacy groups is essential.  The largest group is the Citizens for 
a Fair ADA Ride (CFADAR). 
 
The Handi-Van Call Center has not performed up to the standards established by OTS and the City and needs 
to improve at least to the level of compliance with Federal Transit Administration (FTA) guidelines.  While the 
number of call-taker positions has been increased, attendance has been a challenge.  
 
Other service quality issues involve on-time performance and the perception by riders that the system has 
excessive backtracking.  Many consumers expect direct service similar to a taxicab or Uber trip that provides 
point-to-point individual service rather than group service with multiple pickups and drop-offs. 
 
About the Vice President of Paratransit Services Position 
 
The Vice President of Paratransit Services (VP) has the general management responsibility for the entire Handi-
Van system.  The VP oversees an operation with about 400 employees, including paratransit van operators and 
reservations, scheduling, dispatch, and customer service staff.  Maintenance of vehicles and facilities, finance 
(budgeting, timekeeping, payroll, FTA reporting, accounts payable, etc.), human resources, and information 
technology are supported through centrally administrative departments.  The full complement of TheBus 
expertise and support services is available to solve special problems.  The VP maintains external relations with 
the disability community as well as the responsibility to manage internal matters.  The paramount mission for the 
VP is to drive the program objectives for users rather than just maintaining in-house operations.   
 



 

Expectations of the Next Vice President of Paratransit Services 
 
The VP should be a professional with substantial experience (7-10 years) at a senior level of a medium to large 
organization.  The individual must possess enough stature and self-confidence to be able to motivate and lead 
others in the mission to continuously improve Handi-Van and have the ability to see beyond today’s crisis and 
lead the organization towards excellence. 
 
The VP must have a passion for people and give them the dignity they deserve no matter the human condition 
(i.e., disability, age, health, homelessness, poverty, loneliness, etc.); someone who is not afraid to speak out 
and challenge the status quo to ensure that all human and civil rights are upheld and perpetuated.  The 
candidate must have the patience and compassion to give a customer or employee the respect to hear their 
concerns and issues while not making promises that cannot be achieved.  The position requires empathy not 
sympathy. 
 
The successful candidate must have effective verbal communication skills to communicate with non-verbal, 
limited English, professional and technical persons.  The candidate must be able to give oral and written 
testimonies to political entities.  The position requires excellent technical writing skills to explain complex subject 
matter such as grant and program justifications. 
 
The VP should have an executive background and must possess managerial skills that encompass employee 
discipline, hiring, termination, reassignment, retention and training, Human Resources best practices, Equal 
Employment Opportunity management and development, performance reviews with short-term and long-term 
goal setting.  In addition, the individual must be an adept crisis manager to deal with the daily disruptions that 
occur while continuing to set a consistent and efficient overall course for the future.  The individual must be a 
solution-oriented person who sees the glass half-full rather than half-empty.  Frequently, the VP will be required 
to compromise and influence the direction and outcome of a stalemate or difficult situation.  
 
Ideally, the candidate should have knowledge of Federal, State, and County government and their 
administrative and political structure.  The successful candidate must know the disability community and the 
resources available to customers.  This includes the private non-profit and for-profit agencies, State and County 
providers, and other service providers for persons with disabilities and the aging population.  Department 
personnel, legislators and staff, and other leaders in the disability community are key contacts.  Experience in 
serving on Boards, Commissions, Advisory Councils, and other groups is desirable. 
 
The VP should have a proven record of project management and the ability to get projects implemented on a 
rigid schedule within a fast-moving environment.  A reasonable basis and understanding of information 
technology is desirable.  The VP will often interface with analysts and Information Technology programmers and 
managers.  The ideal candidate will have reasonable proficiency in common office-automation software such as 
Microsoft Word or Excel.  
 
Perhaps the most important attribute of a successful executive at OTS is integrity (honesty, reliability, trust, 
timeliness).  Hawaii is a special place.  A successful executive will respect island cultures and customs and 
understand how they influence behavior of customers and staff. 
 
Compensation and Benefits 
 
Recognizing the importance of this position, compensation is comparable to senior positions in the State or 
County governments at the EM-08 level.  OTS has established a beginning salary range between $130K and 
$145K.  Other VPs are generally in the $125K-$145K salary range.  OTS provides an excellent fringe benefits 
package, including a noncontributory family medical plan, a 100 percent employer-funded defined benefit 



 

pension plan, annual vacation leave, and paid holidays and sick leave.  OTS nonbargaining employees have 
access to optional fringe benefit programs, including a partially supported group life insurance program and a 
Section 457 deferred compensation plan.  An optional pre-tax cafeteria plan and various medical and disability 
insurance programs are also available.  
 
Selection Procedures 
 
Applicants who best meet job-related qualifications will be invited to participate in the selection process that may 
consist of any combination of written, performance, or interview to further evaluate job-related experience, 
knowledge, skills, and abilities. 
 
Application Procedure 
 
To apply, visit our website at www.thebus.org and complete an online Employment Application.  Upload a copy 
of your resume with the application.  
 
More Information  
 
For questions about this job opportunity, please contact. 
 
Ms. Tamara Addison 
Director of Human Resources 
Oahu Transit Services, Inc. 
811 Middle Street 
Honolulu, HI  96819-2343 
Telephone (808) 768-9493 
Fax (808) 768-9406 



 


