.‘\.ﬂ metroplan orlando

A REGIONAL TRANSPORTATION PARTNERSHIP

TRANSPORTATION DISADVANTAGED LOCAL
COORDINATING BOARD

AGENDA

May 12, 2016 @ 10:00 a.m.




DATE:

TIME:

LOCATION: David L. Grovdahl Board Room

.‘. metroplan orlando

A REGIONAL TRANSPORTATION PARTNERSHIP

ORANGE/ OSCEOLA/ SEMINOLE COUNTIES JOINT TRANSPORTATION
DISADVANTAGED LOCAL COORDINATING BOARD

Thursday, May 12, 2016
&=, Wireless access available
10:00 a.m. ’5’ Network = metroplan

@  password = metroaccess

250 S. Orange Avenue, Suite 200
Orlando, Florida 32801

Commissioner Pete Clarke, Chairperson, Presiding

VI.

AGENDA

CALL TO ORDER - Commissioner Clarke

PLEDGE OF ALLEGIANCE

CONFIRMATION OF QUORUM - Ms. Cathy Goldfarb

AGENDA REVIEW & ANNOUNCEMENTS- Ms. Virginia Whittington

PUBLIC COMMENTS ON ACTION ITEMS

Comments from the public will be heard pertaining to Action Items on the agenda for this
meeting. People wishing to speak must complete a “Speakers Introduction Card” at the reception
desk. Each speaker is limited to two minutes.

CONSENT AGENDA

A. Approval of minutes of previous meeting (February 11, 2016) TAB 1

The minutes of the February 11, 2016 Transportation Disadvantaged Local Coordinating
Board meeting are included for approval at Tab 1.



VII.

ACTION ITEMS

A. Approval of the 2014-2015 CTC Evaluation Report TAB 2

Pursuant to Florida Statutes 427.15 the performance of the Community Transportation
Coordinator (CTC) shall be evaluated based on the Commission for the Transportation
Disadvantaged approved evaluation criteria by the coordinating board annually. A copy of
the evaluation report is included and, after approval, will be submitted to the MetroPlan
Orlando Board and the Commission.

. Approval of the Transportation Disadvantaged Service Plan (TDSP) Annual Update TAB 3

Mr. Tim May and Ms. Kasia Castro, LYNX, will present updates to the Transportation
Disadvantaged Service Plan and the Community Connector Plan component of the plan. The
TDSP is an annually updated tactical plan jointly developed by the Planning Agency and the
Community Transportation Coordinator that contains development, service, and quality
assurance components. The TDLCB reviews and approves the TDSP and it is submitted to the
Commission for the Transportation Disadvantaged for final action.

. Approval of the 2016-2017 Rate Calculation Worksheet TAB 4

Each year, the Florida Commission for the Transportation Disadvantaged (CTD) reviews and
approves prices charged by transportation operators for rides purchased in the Coordinated
Transportation System. The rate approval process begins with completion of the rate model
spreadsheet. The information put into the spreadsheet considers past, current, and projected
costs and revenues associated with the area’s transportation services.

The rate model spreadsheet is updated each year to adjust for continuously changing factors
related to capital equipment and replacement; local, state and federal subsidies that offset
the cost of services; service demand changes; expenses that experience large changes, such
as fuel; and anticipated or actual profits or losses.

The following is ACCESS LYNX’s TD rates per trip for FY2016. At the request of the CTD, these
rates do not include ADA expenses. In addition, LYNX no longer provides stretcher trips.

Type of Trip FY2016 Rates FY2017 Rates
Ambulatory $21.12 25.05

Wheelchair $36.21 42.95

. Request for Revision to ACCESS LYNX’s No-Show Suspension Policy

Last year, the LCB approved a requested a change to ACCESS LYNX’s No-Show policy from
three hours to one hour advance notice which resulted in a 34% decrease in no shows.
Similarly. Mr. Tim May will address the LCB to request the following change to ACCESS LYNX’s
No Show Suspension Policy.

Currently, if a customer has 5 or more verifiable “no shows” in a 90 day period, the customer
is suspended for a period of 30 days. The customer is given a 3 week notice to make alternate



transportation arrangements. This policy was approved by the Local Coordinating Board back
in 2003.

It is the opinion of LYNX paratransit management staff that this suspension period is severe
and should be adjusted. Approval of the following recommendations are requested:

e Analyze customer no shows on an individual basis and look for trends such as only
occurring on Mondays, or certain other days.

e Contact the customer to see if ACCESS LYNX can be of any assistance in avoiding no
shows.

e Set the first suspension to one-day, and if the issue persists, increase incrementally
to a total of five-day.

o Allow for the same three week notification period.

VIIl. PRESENTATIONS & STATUS REPORTS
A. LYNX Real Time Reservation Technology

Doug Jamison, Senior ITS Developer, LYNX will give a presentation on real time reservation
technology currently being beta tested for future deployment.

B. MV Transportation MOBI Demonstration

Chris York, MV Transit, will give a demonstration of MOBI, a mobile app currently being tested
that will be used by ACCESS LYNX riders for trip scheduling and vehicle arrival/departure
updates.

C. 2016 Florida Legislative Session Wrap Up

Ms. Virginia Whittington, MetroPlan Orlando, will provide a brief overview of the 2016 Florida
Legislative session.

IX.  GENERAL INFORMATION TAB 5

A. Ombudsman Report:

A summary of the communication made directly to the Commission for the Transportation
Disadvantaged office from riders, providers, or others that require direct interaction with
the customer or other entities will be provided at the meeting. Additional items or issues
that are handled via contract manager or on a technical assistance basis can be provided
upon request.

B. Planning Grant Update Report

Quarterly progress reports of transportation disadvantaged planning accomplishments and
planning contract deliverables as outlined in the planning grant agreement.



XI.

XIl.

XII.

C. LYNX/Community Transportation Coordinator (CTC) Update

Report on current and ongoing operations.

D. Report of Operator Payments
The Operators Payments Report is a requirement of the Local Coordinating Board and
Planning Agency Operating Guidelines to ensure that operator payments are addressed as a

standard agenda item. An attachment of the report is included.

E. Monthly Paratransit Statistical Breakdowns

A copy of the Monthly Paratransit Statistical Breakdowns is provided for use and information.

UPCOMING MEETINGS AND EVENTS OF INTEREST
e Quality Assurance Task Force - TBA
e MetroPlan Orlando Board meeting - July 13, 2016 at 9:00 a.m.

MEMBER COMMENTS
PUBLIC COMMENTS (GENERAL)
ADJOURNMENT - Next meeting: August 11, 2016

If any person with a disability as defined by the Americans with Disabilities Act (ADA) needs special accommodations
to participate in this proceeding, he or she should contact Ms. Cathy Goldfarb at METROPLAN ORLANDO, 250 S. Orange
Avenue, Suite 200, Orlando, FL 32801, (407) 481-5672, ext. 315, not later than two (2) business days prior to the
proceeding.
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.“.ﬂ metroplan orlando

A REGIONAL TRANSPORTATION PARTNERSHIP

ORANGE/ OSCEOLA/ SEMINOLE COUNTIES JOINT TRANSPORTATION
DISADVANTAGED LOCAL COORDINATING BOARD
DATE: Thursday, February 11, 2016
TIME: 10:00 a.m.
LOCATION: MetroPlan Orlando Board Room

250 S. Orange Avenue, Suite 200
Orlando, Florida 32801

Commissioner Pete Clarke, Presiding

Members in attendance were:

Commissioner Pete Clarke, Orange County, Chairman

Commissioner Lee Constantine, Seminole County, Vice-Chairman

Mr. Win Adams, Elderly

Ms. Charlotte Keller for Mr. Benjamin Akinola, AHCA/Medicaid

Ms. Marilyn Baldwin, Disabled

Ms. Olga Vazquez for Mr. Mike Barnett, Public Education

Ms. Millagros Carrion, Medical Community

Ms. Crystal Ford for Mr. Tom Daniels, Orange County EMS (non-voting)
Ms. Sharon Jennings, Agency for Persons with Disabilities

Mr. Tim May, LYNX (non-voting)

Mr. Robert Melia, LYNX TAC designee (non-voting)

Mr. Wayne Olson, Dept. of Education & Vocational Rehabilitation
Master Sargent Jose Pizarro, Veterans

Ms. Jo Santiago, FDOT

Mr. Wilfredo Raices, State Coordinating Council of Early Childhood
Ms. Cheryl Stone for Mr. Dwight Sayer, Citizen Advocate (System User)
Ms. Marsha Shapiro, Citizen Advocate

Mr. Chris York, For-Profit Operator

Members not in attendance were:

Commissioner Michael Harford, Osceola County,



Mr. Randall Hunt, Senior Resource Alliance
Ms. Dianne Arnold, Economically Disadvantaged

Others in attendance were:

Mr
Ms
Ms
Ms
Ms

. Benjamin Gonzalez, LYNX

. Milagros Chervoni, ACHA

. Ruth Kessa, APD

. Virginia Whittington, MetroPlan Orlando
. Cathy Goldfarb, MetroPlan Orlando

A complete list of other attendees may be obtained upon request.

CALL TO ORDER

Chairman Pete Clarke called the meeting to order at 10:05 a.m.

PLEDGE OF ALLEGIANCE

Commissioner Lee Constantine led the committee in the pledge of allegiance.
INTRODUCTIONS

Members of the committee introduced themselves.

CONFIRMATION OF QUORUM

Ms. Cathy Goldfarb confirmed that a quorum was present.

AGENDA REVIEW

Ms. Virginia Whittington told TDLCB members that they were welcome to take a tour of
the new office space after the TDLCB meeting. She called attention to the addition of
an addendum to the agenda, item VIII,D, which was approval of Mr. Charles Brooks as
an alternate for Ms. Marilyn Baldwin.

MOTION: Commissioner Lee Constantine moved approval of the addition of item
VIII,D, to the agenda. Mr. Win Adams seconded the motion, which passed
unanimously.

Ms. Whittington noted that polling devices had been placed at committee member’s
seats to use for the CTC evaluation later in the agenda. She told TDLCB members that
included in their supplemental folders were FTPA legislative priorities, report on the
January 26" QATF meeting, a copy of the paratransit statistics, an article regarding
LYFT expanding into paratransit service, and an announcement for a series of LYNX



VI.

VII.

VIII.

workshops. Also provided at TDLCB member’s seats was a copy of the 2016 MetroPlan
Orlando desk calendar as a thank you to volunteers.

Mr. Harry Barley welcomed those in attendance and spoke briefly about MetroPlan
Orlando’s new location and access to the office. He presented longest serving
committee member awards to Ms. Marilyn Baldwin and Ms. Sharon Jennings, who had
been unable to attend the volunteer appreciation luncheon in January.

PUBLIC COMMENTS ON ACTION ITEMS

Mr. Bruno Santos, City of Kissimmee resident and ACCESS LYNX user, commented that
the routing for ACCESS LYNX does not make sense and needs to be looked at.

CONSENT AGENDA
A. Approval of minutes of previous meeting

The minutes of the November 12, 2015 Transportation Disadvantaged Local
Coordinating Board meeting were provided for approval.

MOTION: Commissioner Lee Constantine moved approval of the consent agenda.
Mr. Win Adams seconded the motion, which passed unanimously.

ACTION ITEMS
A. Approval of 2016 TDLCB Bylaws

Pursuant to the CTD operating guidelines, the TDLCB is required to review their
bylaws annually and recommend any proposed changes to the TDLCB for approval.
The bylaws were reviewed by the QATF at their January 26, 2016 meeting. A copy
of the proposed revisions and a summary of the proposed changes were provided.
Approval of the 2016 TDLCB Bylaws was requested.

MOTION:  Ms. Marsha Shapiro moved approval of the 2016 TDLCB bylaws. Mr. Win
Adams seconded the motion, which passed unanimously.

B. Approval of 2016 Grievance Procedures

Pursuant to the CTD operating guidelines, annually, the TDLCB must review and
update its grievance procedures if necessary. The grievance procedures were
reviewed by the QATF at their January 26, 2016 meeting. A copy of the proposed
revisions, along with a summary of the changes, were provided. Approval of the 2016
TDLCB Grievance Procedures was requested.

MOTION:  Ms. Marsha Shapiro moved approval of the 2016 Grievance Procedures.
Ms. Crystal Ford seconded the motion, which passed unanimously.



C. Appointment of 2016 Grievance Committee

Pursuant to the TDLCB Grievance Procedure, a Grievance Committee shall be
appointed by the Transportation Disadvantaged Local Coordinating Board Chair and
shall consist of at least five (5) voting members of the TDLCB. Chairman Clarke
requested Volunteers to serve on the Grievance Committee. In the event a grievance
is filed, the Grievance Committee will be convened. Mr. Win Adams, Ms. Crystal
Ford, Ms. Marilyn Baldwin, Mr. Bob Melia and Ms. Marsha Shapiro volunteered to
serve on the Grievance Committee.

MOTION: Commissioner Lee Constantine moved approval of Mr. Win Adams, Ms.
Crystal Ford, Ms. Marilyn Baldwin, Mr. Bob Melia and Ms. Marsha Shapiro.
serving on the Grievance Committee. Mr. Win Adams seconded the
motion, which passed unanimously.

IX.  PRESENTATIONS & STATUS REPORTS

A. Report on the FY 2015-2016 Public Hearing

Ms. Virginia Whittington, MetroPlan Orlando, updated the board on the results of the
November 12, 2015 public hearing. Ms. Whittington noted that the November 12"
public hearing was held at MetroPlan Orlando’s previous office location. She told
TDLCB members that there was good public participation and comments. A summary
of the public hearing was provided in the agenda packet.

B. Quality Assurance Task Force (QATF)

Ms. Marilyn Baldwin, Chair of the QATF, reported on the January 26, 2016 meeting.
A summary of the QATF meeting was provided in the supplemental folders. Ms.
Baldwin told committee members that it was a pleasure to represent TDLCB at TD
Day in Tallahassee. She reported that the TDLCB representatives met with local
elected officials and discussed TD needs such as technology. She thanked Ms.
Whittington for her assistance on the trip. Ms. Baldwin called attention to a
committee she is participating on at LYNX that is updating LYNX’s TDSP. She noted
that she is assisting with updating the TD component of the TDSP and a public
workshop relative to the update will be held Wednesday, February 17%.

C. LYNX/Community Transportation Coordinator (CTC) Update

Mr. Tim May, ACCESS LYNX Paratransit manager, reported on current and ongoing
operations. Mr. May told committee members that MV Transportation had done well
with the inspections that had been conducted recently. He called attention to the
formation of a new Transit Advisory Committee which is looking for committee
members representing all modes of transportation. Anyone who would like to serve,
he noted, can go to the LYNX website and contact him. Mr. May told TDLCB members
that Ms. Baldwin and Ms. Whittington are providing their feedback for the LYNX
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Community Connector program and workshops for the program are scheduled in
Orange, Osceola and Seminole County.

Ms. Whittington called attention to a new feature in the MetroPlan Orlando board room
which was listening devices that can be requested for the hearing impaired.

D. Evaluation of Community Transportation Coordinator (CTC)

Pursuant to Florida Statutes 427.15, the performance of the CTC shall be evaluated
based on the CTD approved evaluation criteria by the coordinating board annually.
Staff conducted the evaluation as part of the February 2016 TDLCB meeting. The
process was facilitated by staff and TDLCB members used electronic polling devices.
Members could submit comments or suggestion on individual sections at the end of
each section. Staff will incorporate the additional comments into the final report to
the CTC.

Ms. Whittington noted that copies of the evaluation form had been sent out to TDLCB
members ahead of time to review and add any comments. She added that the polling
device system allowed for immediate feedback on the evaluation questions. Ms.
Whittington added that ACCESS LYNX is the CTC for Orange, Osceola and Seminole
Counties and the evaluation period was for July 1, 2014 to June 30, 2015. She told
committee members that the evaluation covered areas such as level/quality of
service and reasonable cost for service. One additional item, she noted was
evaluating/prioritizing areas for improvement and the time frame for improvement.
Ms. Whittington told TDLCB members that a report on the evaluation will be provided
at the May TDLCB meeting.

Mr. Chuck Graham, citizen and ACCESS LYNX user, questioned how many of those
evaluating the CTC actually used the system. Ms. Whittington responded that TDLCB
membership is made up of system users, elected officials, and human service
providers who all may not use the system, but have knowledge of it through other
means. Mr. Bob Melia commented that when he is voting, he not only considers his
use, but the use of patients at the hospital as well. Commissioner Constantine added
that he shares the sentiment that he doesn’t use the system himself, however, he
gets feedback through his contact with local citizens. Ms. Baldwin commented that
TDLCB members have been offered the opportunity to ride ACCESS LYNX as a
“Mystery rider”. Mr. Bruno Santos commented that you can only make a reservation
online if you have already gone to the address previously. Mr. May responded that
Mr. Santos is correct and if you have not traveled to an address previously, it needs
to be inputted by reservation staff at ACCESS LYNX. Ms. Marsha Shapiro commented
that she has used ACCESS LYNX for five years and she has seen a great deal of
improvement and is pleased with the service. Chairman Clarke commented that he
gets phone calls from constituents if they are unhappy and the calls have
disappeared, indicative of a change for the better. Mr. Santos added that people
don’t know about the service and suggested pamphlets be circulated for advertising
purposes. Mr. May responded that when staff goes out in the local community, they
bring information with them to distribute. Ms. Whittington told TDLCB members that
if anyone would like to participate as a mystery rider they would need to do so prior
to the final evaluation report.
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XI.

XIl.

XIIl.

GENERAL INFORMATION
A. Overview of New Federal Transportation Bill

A copy of a slide presentation giving an overview of the new federal transportation
bill, Fixing America’s Surface Transportation Act (FAST), was provided.

B. Ombudsman Report: September - December
No Ombudsman report was available.

C. Planning Grant Update Report
A Quarterly progress report of transportation disadvantaged planning
accomplishments and planning contract deliverables as outlined in the planning
grant agreement was provided.

D. Report of Operator Payments
The Operators Payments Report is a requirement of the Local Coordinating Board
and Planning Agency Operating Guidelines to ensure that operator payments are
addressed as a standard agenda item. An attachment of the report was provided.

E. 2015 Attendance Records

A spreadsheet showing the attendance records for the TDLCB meetings during 2015
was provided.

UPCOMING MEETINGS AND EVENTS OF INTEREST

A. MetroPlan Orlando Board meeting - March 10, 2016 at 9:00 a.m.

B. Quality Assurance Task Force - April 19, 2016 at 1:30 p.m.

MEMBER COMMENTS

Ms. Marilyn Baldwin commented that it was Black History Month and she encouraged
everyone to attend activities planned in the community and be willing to speak up if
they witness an injustice occurring.

PUBLIC COMMENTS (GENERAL)

Mr. Chuck Graham, Winter Garden resident and system user, commented that there is
a need for dedicated funding for transit and better service. He called attention to the
fact that there are four toll agencies locally and some of the toll funds could be used

12



XIV.

for enhancing local transit service. He asked that people contact their local public
officials to express the need for dedicated funding and to come up with a solution for
funding.

Ms. Cathy Matthews, Orlando resident, thanked everyone for what they are doing. She
commented that her son is legally blind and had a very bad experience using ACCESS
LYNX and was very distraught about having to use the service again. She told committee

members that there are issues with the service. While she appreciates how far the
service has come, it still needs improvement.

Ms. Whittington commented that she will be meeting with Mr. Tim May, ACCESS LYNX,
and Mr. Chris York, MV Transportation, after the meeting to discuss the service.

ADJOURNMENT
The next TDLCB meeting is scheduled on May 12, 2016.

MOTION: Commissioner Lee Constantine moved to adjourn the TDLCB Meeting. Mr.
Win Adams seconded the motion, which passed unanimously.

There being no further business the meeting adjourned at 11:05 a.m. Respectfully
transcribed and submitted by Ms. Cathy Goldfarb.

Approved this 12th day of May, 2016.

Chairperson, Orange, Osceola, Seminole
Counties Joint Transportation Disadvantaged
Local Coordinating Board

Cathy Goldfarb, Senior Board Services Coordinator
and Recording Secretary

As required by Section 286.0105, Florida Statutes, MetroPlan Orlando hereby notifies all interested parties that
if a person decides to appeal any decision made by MetroPlan Orlando with respect to any matter considered at
such meeting or hearing, he or she may need to ensure that a verbatim record is made to include the testimony
and evidence upon which the appeal is to be based.

13



TAB 2



.‘. metroplan orlando

A REGIONAL TRANSPORTATION PARTNERSHIP

COMMUNITY
TRANSPORTATION
COORDINATOR EVALUATION

[

Orange, Osceola, and Seminole Counties

MetroPlan Orlando’s Transportation Disadvantaged Local Coordinating
Board evaluation of the Central Florida Regional Transportation
Authority (d.b.a. LYNX) as CTC for the period from July 1, 2014 to June
30, 2015.
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INTRODUCTION

Transportation is a critical part of our lives. A person’s quality of life and the economic vitality
of communities are loosely dependent on an individual’s ability to access work, education,
health services and other civic and social opportunities. Unfortunately, there is a segment of
our community whose access to transportation is limited by their physical, mental and/or
financial abilities. In 1979, to address the needs of this segment of the community, the Florida
Legislature created Florida’s Transportation Disadvantaged Program to foster the coordination
of transportation services for the state’s transportation disadvantaged population.

The purpose of the Commission for the Transportation Disadvantaged is to establish a
coordinated transportation system from which state agencies and local entities can purchase
cost-effective and non-duplicated transportation services for their clients. The transportation
disadvantaged (TD) are individuals, including children, who because of physical or mental
disability, income status, or inability to drive due to age or disability are unable to transport
themselves or to purchase transportation and have no other form of transportation available.

To assist with program implementation, the Commission contracts with a Community
Transportation Coordinator (CTC) and planning agency in each county. As the planning agency
for the Central Florida region, MetroPlan Orlando provides staff support to the Transportation
Disadvantaged Local Coordinating Board (TDLCB). With the assistance of the TDLCB, MetroPlan
Orlando identifies local service needs as well as advises and directs the CTC on the coordination
of services to be provided to the transportation disadvantaged pursuant to Chapter 427.

The Central Florida Regional Transportation Authority (d.b.a. LYNX) has been the designated
CTC for Orange, Osceola, and Seminole Counties since October 1, 1992. The Commission
entered into a Memorandum of Agreement, dated September 14, 1992, with LYNX to assume
coordinator duties and approve the Trip/Equipment Grant for LYNX to provide sponsored and
non-sponsored transportation to the transportation disadvantaged persons in the Central
Florida region. Figure 1 on the next page shows the TD system organization in the Central
Florida region.

The Central Florida region is composed of Orange,
Osceola, and Seminole counties. Together, they
constitute approximately 2,584 square miles. Orange
County accounts for 908 square miles; Osceola County

is 1,322 square miles; and Seminole County 344 square | [eminol T’*‘”—*—”i B
miles. Service is provided throughout the tri-county e *‘
area and includes the cities of Altamonte Springs, - €

_ Osceola

Apopka, Kissimmee, Lake Mary, Longwood, Maitland,
Ocoee, Orlando, Oviedo, Sanford, St. Cloud, Winter
Springs, Winter Garden, and Winter Park.

The population of the region is 2,005,728, a 2% increase
over last report. Although the three-county region’s
overall population increased only 2%, the potential transportation disadvantaged population
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increased by 8% region-wide. In total, the tri-county region’s residents make up slightly more
than 10 percent of state’s total in 2015, with 34 percent being potential TD customers.

According to the Commission’s 2015 Annual Performance Report, most TD trips provided by
LYNX occur to meet Medical (44%), Life Sustaining (18%), Education/Training (15%), Employment
(15%), and Nutritional (5%) needs. The decrease in medical trips from 59% in 2014 to 44% in
2015 may be attributed to the loss of the majority of Medicaid non-emergency trips in the
coordinated system between 2014 and 2015.

Designates

Appoints & Staffs

Oversees

Recommends to CTD

Buys Trips

Contracts with

Provides Service

Figure 1- Central Florida Transportation Disadvantaged Program Organization

PARATRANSIT SERVICES

The mission of LYNX TD services is to provide safe, cost effective transportation to those who,
because of disability, age, or income, are unable to provide or purchase their own
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transportation. LYNX achieves its goal through their ACCESS LYNX service. ACCESS LYNX is a
shared ride paratransit, door-to-door transportation service provided by MV Transportation,
Inc. (MV) under the supervision of LYNX. The program provides service for eligible individuals
who are not able to use the regular bus service because of a disability or other limitations.

The ACCESS LYNX paratransit program provides approximately 2,000 scheduled passenger trips
per day, using a variety of vehicles specially equipped for individuals with various disabilities.
Vehicles are wheelchair-lift equipped and meet Americans with Disabilities (ADA) standards.
ACCESS LYNX services are available any time that the public bus system is in operation and
provides transportation to and from medical facilities, adult daycare, and nutrition sites. Non-
medical trips, such as personal and grocery shopping, church services, etc., are also provided
on a space available basis.

ACCESS LYNX fees are charged based on client eligibility and funding source rules. ACCESS LYNX
staff is responsible for determining eligibility for paratransit service. Reservations for
transportation can be made by phone between 8:00 a.m. and 5:00 p.m., seven days a week, or
online 24-hours a day. Customers may schedule up to three round-trips with one phone call.
Reservations can be made up to seven days in advance, and must be made no later than 5:00
p.m. the day before service needs to be provided.

2014-2015 PARATRANSIT SERVICE REVIEW

Due to state legislative action, Florida Medicaid transportation was divided into three areas of
the state; North, Central, and South. The Central Region, which is our jurisdiction, was taken
over by MTM, Inc. in March, 2015. Prior to the legislative action, LYNX was responsible for all
Medicaid transportation, including out of area transportation, meaning that LYNX was
responsible for arranging transportation, with the approval of ACHA, anywhere in the country.
With Medicaid transportation now the responsibility of the broker, LYNX realized a 37% drop in
scheduled trips, and a 29% drop in total applications received for paratransit service. Having
noted the drop in trips, there was also a drop in cost per trip, as noted in TD Rate Model from
the 2015 TDSP. An updated TD Rate Model will be included in the 2016 TDSP update.
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In addition to Medicaid Reform, there was a
management change in the LYNX paratransit
operations division. With the change in
management came a change in the way late
cancellations are calculated, how no shows
and suspensions are assessed, and an
increased presence in the community. In
addition, on time performance has
increased by an average of 2%, however
concerns over on-time performance,
dispatch and scheduling remain a priority
for LYNX management, and our partner, MV
Transportation.

Also in 2015, LYNX assumed 100% ownership of the paratransit fleet. This was possible through
various state and federal grants. With ownership of the fleet, LYNX is able to reduce its variable
fixed costs associated with the fleet, while MV Transportation is responsible for the operation
and maintenance of the vehicles.

Operating expenses increased slightly per trip and per vehicle mile. However, no-shows
decreased by 33%. In response to a sharp increase of 27% in no shows reported during the
previous evaluation, LYNX requested a change to ACCESS LYNX’s No-Show policy from three
hours advanced notice to one hour advance notice. Prior to the approval by the LCB in May
2015, when a user decided not to take a scheduled ride with ACCESS LYNX, they needed to
cancel their trip at least three hours prior to their scheduled pick-up time. However, a review
of peer paratransit systems revealed different no-show policies with cancelation windows
ranging from 30 minutes to 90 minutes prior to the trip. Therefore, the LCB unanimously
approved a new one-hour advanced notice policy. In addition, ACCESS LYNX staff carefully
reviews their daily no show report for validity, which also attributes to the sharp decrease in
no-shows over the last reporting period. ACCESS LYNX’s 2014/15 service measurements can be
found under Appendix A.

EVALUATION OF PERFORMANCE

As required by the Commission for the Transportation Disadvantaged, the LCB is responsible for
conducting an annual evaluation of the CTC. The purpose of evaluating the CTC is to ensure
that the most cost-effective, unduplicated, efficient and accountable transportation service is
being offered to the eligible Central Florida TD population. The intent of this evaluation is to
determine the level and quality of CTC (and operators’) service, and whether the costs are
reasonable. On February 11, 2015, LCB members were asked to evaluate ACCESS LYNX based
on four areas: coordination, cost effectiveness and efficiency, local measurements, and
availability. The following report is a breakdown of the evaluation by area. The CTC Evaluation
Form can be found under Appendix B.
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Since 2011 MetroPlan Orlando has conducted an
on-site, electronic polling session of the CTC
evaluation during the normally scheduled LCB
meeting. This polling mechanism has been very
successful for the agency and the LCB. Not only do
members receive immediate feedback, but staff is
able to analyze the responses and provide a report
in less time.

LCB members were given the evaluation questions
two weeks in advance of the meeting in order to
research and evaluate any specific topics.
Members were given a polling device at the
beginning of the meeting to use to submit their responses during the evaluation portion of the
meeting. MPO staff assisted members with physical disabilities and/or sight impairments.
MetroPlan LCB liaison, Virginia Whittington, facilitated the evaluation by providing an
introductory overview in order to help members become familiar with the polling devices and
fully understand the mechanics of the overall assessment. The survey questions were read aloud
for the members to respond and for the benefit of those observing in the audience some of
whom may have also been vision impaired. LCB members were given 15 seconds to respond to
each question. In order to maintain the integrity of the evaluation, members were asked not
to discuss any of the questions prior to or during the evaluation, however staff would clarify
any questions or terms, if necessary. Members were also asked to document written comments,
guestions, and concerns at the end of each area. These have been included at the end of each
subcategory. In total, 16 LCB members attended the meeting and participated in the
evaluation, a 33% increase over prior year.

The evaluation was broken down into five categories: Operations, Administrative, Cost
Effectiveness & Efficiency, Local Performance Measurements, and Availability. It should be
noted that the rating scale was changed for several rating areas this year at the direction of
the LCB. Instead of “strongly agree or agree,” the responses were based on whether ACCESS
LYNX “Exceeds Standards”, “Meets Standards”, or fell “Below” the established standards.
Below is a description and voting breakdown by category.

COORDINATION

The first portion of the evaluation covered the ability of ACCESS LYNX to arrange the provision
of transportation services in a manner that is cost effective, safe, efficient, and reduces
fragmentation and duplication of services. This area was divided into two important factors in
TD coordination: operations and administrative.

Operations

The Operations subcategory asked about five important factors: planning, transportation
availability, service monitoring, billing, and reporting. LCB members were mostly pleased with
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the operations efforts of ACCESS LYNX. The voting breakdown in the Operations subcategory is
shown below:

1. PLANNING - ACCESS LYNX ensures that TD transportation services complement each other;
that is, services are not duplicated and that TD transportation needs are not omitted.

Exceeds Standards - 0% Meets Standards - 62.5% Below Standards - 31.3%
(10) (5)
Unacceptable - 0% N/A - 6.3% (1)

2. TRANSPORT AVAILABILITY - ACCESS LYNX ensures that the appropriate vehicles are
available for the clients, such as a client using a wheelchair is picked up by a wheelchair
accessible shuttle.

Exceeds Standards - 6.3% Meets Standards - 56.3% Below Standards - 37.5%

(1) 9 (6)
Unacceptable - 0% N/A - 0%

3. SERVICE MONITORING - ACCESS LYNX properly monitors and resolves transportation
problems involving passengers and MV Transportation.

Exceeds Standards - 31.3% Meets Standards - 43.8% Below Standards - 18.8%

(5) (7) (3)
Unacceptable - 0% N/A - 6.3% (1)

4. BILLING - ACCESS LYNX has a coordinated billing system in which they properly collects
fares for trips based on funding eligibility.

Exceeds Standards - 0% Meets Standards - 50% (8) Below Standards - 43.8 (7)
Unacceptable - O N/A - 6.3% (1)

5. REPORTING - ACCESS LYNX regularly provides accounting, operating statistics, measures
related to certification and billing as well as other information to the TDLCB.

Exceeds Standards - 25% (4) Meets Standards - 3.5% (6) Below Standards - 25% (4)
Unacceptable - 0% N/A -12.5% (2)

Written Comments Received from Evaluation Respondents
Operations

e Timely pick up and drop off of customers; too often are they getting in to
appointments late.

22



Administrative

The second subcategory under the Coordination is Administrative. These questions dealt with
ACCESS LYNX reservations, scheduling, trip allocations, and eligibility records. Under Eligibility
records/certification 73% of the members felt ACCESS LYNX meets or exceeds standards.
However, there continues to be significant concern with ACCESS LYNX’s assignment of trips as
56% of the respondents felt trip allocation fell below standards. This issue was also raised during
the last evaluation as 33% of the respondents disagreed, noting improvement is needed. It
should also be noted that a contributing factor could very well be the impact related to changes
in the coordinated system.

The voting breakdown in the Administrative category is shown below:

1.

3.

ELIGIBILITY RECORDS/CERTIFICATION - ACCESS LYNX has created a user-friendly
enrollment system to determine a user’s eligibility based on specific program funding
criteria.

Exceeds Standards - 13.3% Meets Standards - 60% (9) Below Standards - 26.7%

(2) (4)
Unacceptable - 0% N/A - 0% No Response - 6.3% (1)

RESERVATIONS - ACCESS LYNX has created a user-friendly reservation system where for
riders to reserve trips in one phone call or through the online reservation system.

Exceeds Standards - 0% Meets Standards - 62.5% Below Standards - 31.3%
(10) (5)
Unacceptable - 0% N/A - 6.3% (1)

TRIP ALLOCATION - ACCESS LYNX’s assignment of trips, which are based on a predefined
criteria such as cost, capacity, rotation, match of service, or multi-loading, are efficient
and effective.

Exceeds Standards - 6.3% Meets Standards - 37.5% Below Standards - 56.3%

(1) (6) (9)
Unacceptable - 0% N/A - 0%

SCHEDULING - ACCESS LYNX has a scheduling process in which all TD transportation trips
are scheduled via a single request.

Exceeds Standards - 0% Meets Standards - 56.3% Below Standards - 37.5%
9 (6)
Unacceptable - 0% N/A - 6.3% (1)
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COST EFFECTIVENESS &
EFFICIENCY

Providing paratransit services can be an
expensive endeavor. In 2014/15, the average
one-way trip cost was of $32.58, which
reflects an 8% increase over the previous year.
It is crucial for paratransit agencies to find
cost-effective and efficient methods of
providing services. This section of the
evaluation looked at ACCESS LYNX’s ability to
manage their services under these
circumstances.

For the most part, LCB members were
satisfied with ACCESS LYNX’s ability to deliver
cost-effective and efficient transportation
services. The biggest concerns had previously been in the area of no-shows and unduplicated
passengers however, contrary to previous evaluations where ACCESS LYNX saw increases in no-
shows year over year, this evaluation saw a drastic reduction of 33 percent. Likewise, during
the last evaluation period members had been concerned with the increase in unduplicated
passengers. However, the 2014/15 evaluation saw an 18% percent decline in unduplicated
passengers which is noteworthy improvement.

The measurement comparisons between 2013/14 and 2014/15 service years given to LCB
members for the evaluation of this area is shown in the tables below:

July 2013 -June July 2014 -June

Measurements 2014 2015

% Change

Coordinated Trips 725,407 567,709 -22%
Unduplicated Passengers 12,289 10,033 -18%
No-Shows 46,595 31,419 -33%
Road Calls 198 257 30%
Chargeable Accidents 96 86 -10%
Vehicles 224 167 -25%
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RATIOS:

July 2013 - June July 2014 - June 0
Measurements 2014 2015 % Change
Trips/Vehicle Mile 0.062 0.069 11%
Trips/Road Call 3,664 2,209 -40%
Operating .
Expense/Vehicle Mile $1.85 $2.24 2%
Operating Expense/Trip $30.13 $32.58 8%
Chargeable Accidents/ 0
100,000 Vehicle Miles 0.81 1.16 43%
Local Revenue/Operating 54.83% 59 16% 8%

Expense

The voting breakdown in the Cost Effectiveness & Efficiency area is shown below:

1. Based on this data, has ACCESS LYNX delivered the most cost-effective and efficient
transportation service?

Note: During the review of the poll results, it was determined that technical difficulties
may have occurred during the administration of the poll resulting in only two responses
being captured.

Exceeds Standards - 0% Meets Standards - 100% (2) Below Standards - 0%
Unacceptable - 0% N/A - 0% No response - 0%

LOCAL PERFORMANCE MEASUREMENTS

As we have seen over the years, the local government environment is changing. Demand for
services is increasing, supporting revenues have stagnated, and citizens are demanding
government accountability. In 2010, at the request of the Quality Assurance Task Force, the
LCB established local goals with the intent to identify strengths and weaknesses in the TD
service. The hope is to adjust the program accordingly in order for it to perform at acceptable
levels, thus saving scarce resources and improving customer satisfaction.

This area of the evaluation looked at ACCESS LYNX’s quality of service and focused on three
objectives: 1) on-time performance; 2) call hold time; and 3) commendations and concerns.
Having established goals and objectives has helped ACCESS LYNX maintain acceptable levels of
service in 2014/15.

The LCB’s goals and objectives for 2014-15 were as follows:
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Goal 1: Decrease complaints per 1,000 trips
Objective: =~ Complaints Per 1,000 Trips = Less than 3 valid complaints for every 1,000
one-way passenger trips provided

Goal 2: Reduce Average Call Hold Time
Objective:  Average Call Hold Time = No more than 2-minutes, 30-second

Goal 3: Maintain Acceptable On Time Performance
Objective:  On-Time Performance = 92% or higher

Goal 4: Fact Sheet
Objective:  Produce and maintain a pocket fact sheet on TD Service users

Goal 5: Advocacy
Objective:  Develop and support legislation for sustainable TD service

ACCESS LYNX meet the LCB’s standard for ‘call hold time,” but fell slightly short of the
established ‘on-time performance’ goal of 92% or higher. The LCB’s established call hold time
goal is 2 minutes and 30 seconds. ACCESS LYNX’s call hold time for 2014-2015 was of 2 minutes
and 17 seconds. Members were pleased to learn of a 63% drop in concerns which fell from 2,014
to 741. A major cause for the reduction is likely the loss of the majority of Medicaid non-
emergency trips in the coordinated system, however ACCESS LYNX has also employed strategies
that resulted in major improvements in customer satisfaction.

The voting breakdown in the Local Performance Measurements category is shown below:

1. ON-TIME PERFORMANCE - The TDLCB established an on-time performance goal of 92% or
higher. The average on-time performance between July 2014 and June 2015 was 91%.

Satisfactory - 37.6% (6) Needs Improvement - 62.5% (10) Unsatisfactory - 0%

2. CALL HOLD TIME - The TDLCB established an average call hold time goal of 2 minutes and
30 seconds. The average call hold time between July 2014 and June 2015 was 2 minutes and
17 seconds.
Satisfactory - 68.8% (11) Needs Improvement - 25% (4) Unsatisfactory - 6.3% (1)

3. COMMENDATIONS & CONCERNS - The TDLCB established a goal of 3 valid complaints per
1,000 trips. The average complaint per 1,000 trips was 1.31 complaints.

Satisfactory - 100% (9) Needs Improvement - 0% Unsatisfactory - 0%
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Written Comments Received from Evaluation Respondents
Local Performance Measures

e Excellent improvement on call hold times and kindness on the part of operators.

e Improvement in the number of concerns. Some riders may fear giving concerns.
Good work on call hold time.

e | am very pleased that the no shows have decreased considerably. | had input into
this process because | advised ACCESS LYNX at some of our QATF meetings that the
wording of the phone message was unclear. They responded quickly and changed
their message.

AVAILABILITY

Because of the great demand for TD transportation
and the challenging cost of providing service,
maximizing the availability of service is one of the
most fundamental efforts undertaken by specialized
transportation. This section of the evaluation looked
at three specific objectives: 1) Provide services to
meet the demand; 2) Ability to access customer
service; and 3) Improve passenger awareness of TD
transportation services.

Overall, members were satisfied with ACCESS
LYNX’s availability in all three availability
categories. All LCB members were content with
LYNX’s Zero Un-Met Demand policy. It is LYNX’s policy
not to deny trip requests for any eligible customer, no matter which fund pays for the trip.
LYNX funding partners attempt to provide funding to meet 100% of the demand.

All of the members were satisfied with ACCESS LYNX’s customer service accessibility. ACCESS
LYNX reservations can be made between 8:00 a.m. and 5:00 p.m., seven days a week.
Reservations can also be made online at www.golynx.com. Online reservations can be made 24
hours a day, seven days a week. Customer service, where customers can check the status of
their reservation or cancel a reservation, is also available 24 hours a day, seven days a week.
ACCESS LYNX TD services are available any time that the public bus system is in operation. With
100% of the votes, members believed that ACCESS LYNX’s customer service times, service
availability, and online reservation procedures were satisfactory. Although 81% of the
respondent felt public awareness efforts are satisfactory, 19% feel more should be done to
educate the public about ACCESS LYNX services.
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The voting breakdown in the Local Performance Measurements category is shown below:

1. DEMAND - Rate your satisfaction with ACCESS LYNX’s ability to meet demand for trips:

Satisfactory - 93.8% (15) Needs Improvement - 0% Unsatisfactory - 6.3%
(1)

2. CUSTOMER SERVICE ACCESSIBILITY - Based on this information and your experiences,
ACCESS LYNX’s ability to provide scheduling and transportation service availability is:

Satisfactory - 100% (16) Needs Improvement - 0% Unsatisfactory - 0%

3. PUBLIC AWARENESS - Based on your level of awareness and your conversations with TD
customers, how well has ACCESS LYNX reached out to the TD community:

Satisfactory - 81.3% (13) Needs Improvement - 12.5% (1) Unsatisfactory - 6.3%
(1)

Written Comments Received from Evaluation Respondents
Availability

e Senior citizens are not generally aware of the use of the ACCESS LYNX system.
Churches and synagogues should be included in the process.

OVERALL EVALUATION

It is evident that ACCESS LYNX is still trying to settle from the effects of the separation of
services under the coordinated system. However, most LCB members understood the difficult
time LYNX was facing. In the end, the majority of LCB members (75%) felt ACCESS LYNX meets
or exceeds established standards and are satisfied that services are provided in the most
efficient and effective manner possible given circumstances beyond their control. As noted in
the evaluation areas, ACCESS LYNX has been proactive in several areas which has resulted in
significant improvements in the areas of no shows, on-time performance, and call hold time.
The organization should be commended in these improvements and continue to find strategies
that address concerns the members’ concerns related to trip allocation. A full description of
the evaluation results can be found on Appendix C.

The voting breakdown in the Overall Evaluation category is shown below:

YOUR OVERALL EVALUATION OF ACCESS LYNX IS:
Exceeds Standards - 6.3% Meets Standards - 68.8% Below Standards - 6.3% (1)

(1) (11)
Unacceptable - 18.8% (3) N/A - 0%
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Written Comments Received from Evaluation Respondents
Overall Evaluation

e | am very pleased to see that ACCESS LYNX is holding two meetings concerning the
evaluation process: (1) Kissimmee and (2) Orange.
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ACCESS LYNX USER SURVEY

In addition to evaluations by the CTC, MetroPlan Orlando staff felt it important to receive
invaluable input from the system users to augment the CTC evaluations. Instead of
conducting “mystery rides” as in previous years, a “snapshot” survey was conducted in
order to assess the rider experience on ACCESS LYNX and elicit evaluations and comments
from system users on a certain date in time. Results of the revealed that 65% of the system
users rated their overall experience as “Excellent” or “Good.” A full report of the system
user evaluation, including the methodology for conducting the survey may be found at
Appendix D.

2014-2015 EVALUATION RECOMMENDATIONS

MetroPlan Orlando and the LCB is satisfied with the progress LYNX has achieved this service
year. We understand that many of these measurements continue to be affected by the changes
related to the coordinated system. Based on evaluation results and comments made by LCB
members and service riders, MetroPlan Orlando recommends the following actions:

Although significant improvement was made, ACCESS LYNX fell slightly short of the
TDLCB’s established goal of 92% on-time performance with 91%. While ACCESS LYNX is
to be commended in the improvements made over last year’s on-time performance of
86.8%, members felt that every effort should be made to meet or exceed the established
goal. MetroPlan Orlando recommends continuing to work towards improvements in on-
time performance. Scheduling trips based on current traffic conditions and ensuring
vehicles are equipped with reliable GPS technology are two recommendations that may
assist in further improvements in this area.

Notably, ACCESS LYNX was able to meet the LCB’s established call hold time goal of 2
minutes and 30 seconds, reporting that calls were answered within 2 minutes and 17
seconds. This reflects a substantial improvement over the 4 minutes and 16 seconds
reported the prior year. Efforts should be made to continue to reduce call hold times in
the coming year.

Several rating areas such as billing, trip allocation and scheduling received between 30-
55% below standards, which seems to indicate LCB concerns this evaluation period.
However, these are areas that MetroPlan Orlando staff and the LCB may not be very
familiar with. MetroPlan Orlando staff recommends a formal presentation be made over
the course of the next year in order to help provide a better understanding of the process
used by ACCESS LYNX.
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ACCESS LYNX conducted a total of 154 public outreach/public presentations during this
reporting period. MetroPlan Orlando staff recommends goals and strategies be
established to help bring wider public awareness of the ACCESS LYNX service, including
an increase of public outreach/public presentations by 5%.
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2014-15 Cost-Effectiveness Measurements

July 2013 -June July 2014 -June FY13/14 - FY14/15
2014 2015

Measurements

% Change

Coordinated Trips 725,407 567,709 -22%
Unduplicated 12,289 204 10,033 204 ~18%
Passengers

No-Shows 26,595 6% 31,419 6% “33%
Road Calls 198 0.03% 257 0.05% 30%
Chargeable 96 0.01% 86 0.02% ~10%
Accidents

Vehicles 224 0.03% 167 0.03% “25%
RATIOS:

(July - June) (July - June)
Measurements % Change

2013/2014 2014/2015

Trips/Vehicle Mile 0.062 0.069 11%
Trips/Road Call 3,664 2,209 -40%
ﬁﬁ(;ratmg Expense/Vehicle $1.85 $2.24 2106
Operating Expense/Trip $30.13 $32.58 8%
Chargeable Accidents/100,000 0.81 1.16 43%
Vehicle Miles

Local Revenue/Operating 54.83% 59.16% 8%
Expense

e | S e

Concerns per 1,000 trips 2.11 1.31 -38% )
Commendations 213 183 -14% Q)
Average Call Hold Time 4 mins and 16 secs 2 mins and 17 secs -46%€H
On-Time Performance 86.81% 91% 4.8%0)
Concerns 2,014 741 -63%4)
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metroplan orlando

A REGIONAL TRANSPORTATION PARTNERSHIP

INTRODUCTION

The Florida Transportation Disadvantaged Commission (TD Commission) oversees a coordinated system
of many local TD transportation service providers in the state. At the local level, community
transportation coordinators (CTCs) are responsible for the provision of service. The service area for
which the CTC is responsible can include more than one county. The coordinator can be a
transportation operator and actually provide TD transportation service or it can form a network of
providers by brokering all or some of the service to other transportation operators. All entities that
receive federal, state, or local government funds to transport persons who are transportation
disadvantaged are mandated by Chapter 427 of the Florida Statutes to contract with the local CTC for
TD transportation services. The statute (427 F.S.) and rule (Rule Chapter 41-2) outline the duties and
responsibilities of the CTC. Each CTC contracts annually with the TD Commission and is advised by the
local coordinating board (LCB). By law and by rule the TDLCB evaluates the performance of the CTC,
approves the CTCs annual service plan, which includes an evaluation element, and makes
recommendations to the TD Commission regarding the renewal of the CTC’s contract with the TD
Commission. This form was created to serve as a formal process to evaluate the performance of the
CTC (and its operators).

Access LYNX is the designated CTC for Orange, Osceola, and Seminole counties and the evaluation
period is July 1, 2014 through June 30, 2015.

The purpose of conducting this evaluation is to ensure that the most cost-effective, unduplicated,
efficient and accountable transportation service is offered to our TD population. The intent of this
evaluation is to determine the level and quality of ACCESS LYNX service, and whether the costs are

reasonable.
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The CTC evaluation is be based on: Coordination, Cost Effectiveness and Efficiency, Level of
Competition, Local Performance Measures, and Availability. Each category is subdivided into sections.
Please read carefully, and place a check mark indicating your rating accordingly.

38



COORDINATION

OPERATIONS

Please rate each Operations Standard as indicated below:

Planning - ACCESS LYNX’s ensures that TD transportation services complement each other; that is,
services are not duplicated and that TD transportation needs are not omitted.

EXCEEDS
STANDARD

MEETS BELOW STANDARD | UNACCEPTABLE
STANDARD
®) 3) (1) ©)

Transport Availability - ACCESS LYNX ensures that the appropriate vehicles are available for the
clients, such as a client using a wheelchair is picked up by a wheelchair accessible vehicle.

EXCEEDS

STANDARD MEETS BELOW STANDARD UNACCEPTABLE

STANDARD
) 3) @ ©)

Service Monitoring - ACCESS LYNX properly monitors and resolves transportation problems involving
passengers and the contract service provider.

EXCEEDS

STANDARD MEETS BELOW STANDARD UNACCEPTABLE

STANDARD
) 3) @ ©)

Billing - ACCESS LYNX has a coordinated billing system in which they properly collect fares for trips
based on funding eligibility.

EXCEEDS

STANDARD MEETS
STANDARD

©) (3)

BELOW STANDARD UNACCEPTABLE

(@) ©)
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Reporting - ACCESS LYNX regularly provides accounting, operating statistics, measures related to
certification and billing as well as other information to the TDLCB.

EXCEEDS

STANDARD MEETS
STANDARD

BELOW STANDARD UNACCEPTABLE

©) 3) @ ©

ADMINISTRATIVE

Please rate each Administrative Standard as indicated below:

Eligibility Records/Certification - ACCESS LYNX has created a user-friendly enrollment system to
determine a user’s eligibility based on specific program funding criteria.

EXCEEDS
STANDARD

MEETS BELOW STANDARD | UNACCEPTABLE

STANDARD
®) 3) @ ©)

Reservations - ACCESS LYNX has created a user-friendly reservation system where riders can reserve
trips in one phone call or through the online reservation system.

EXCEEDS

STANDARD MEETS BELOW STANDARD UNACCEPTABLE

STANDARD
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Trip Allocation - ACCESS LYNX’s assignment of trips is effective and efficient. Assignments of trips
are based on predefined criteria. This criteria consist of cost, capacity, rotation, match of service, or
multi-loading.

EXCEEDS

STANDARD MEETS BELOW STANDARD UNACCEPTABLE

STANDARD ) )

©) ©)

Scheduling - ACCESS LYNX has a scheduling process in which all TD transportation trips are scheduled
via a single request.

EXCEEDS

STANDARD MEETS BELOW STANDARD UNACCEPTABLE

STANDARD
®) ©)

(@) ©)

Please provide any general comments or feedback you may have on COORDINATION in both the
operations and administrative categories:
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COST EFFECTIVENESS AND EFFICIENCY

Using this comparison, determine whether ACCESS LYNX is delivering the most cost-effective
transportation

Veasurements July 2013 -June July 2014 -June FY13/14 - FY14/15
2014 2015
% Change
Coordinated Trips 725,407 567,709 -22%
Unduplicated 12,289 2% 10,033 2% -18%
Passengers
No-Shows 46,595 6% 31,419 6% -33%
Road Calls 198 0.03% 257 0.05% 30%
Chargeable 96 0.01% 86 0.02% -10%
Accidents
Vehicles 224 0.03% 167 0.03% -25%
RATIOS:
(July - June) (July - June)
Measurements % Change
2013/2014 2014/2015
Trips/Vehicle Mile 0.062 0.069 11%
Trips/Road Call 3,664 2,209 -40%
Operatlng Expense/Vehicle $1.85 $2.24 210%
Mile
Operating Expense/Trip $30.13 $32.58 8%
Cha'rgeabl'e Accidents/100,000 0.81 1.16 43%
Vehicle Miles
Local Revenue/Operating 54.83% 59 16% 8%

Expense
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Based on this data, has ACCESS LYNX delivered the most cost-effective and efficient service? For
your convenience, a glossary of measurement terms has been attached to this evaluation

EXCEEDS

STANDARD MEETS BELOW STANDARD UNACCEPTABLE

STANDARD ) )

©) ©)

Please provide any general comments or feedback you may have on Cost Effectiveness and
Efficiency:

43



LOCAL PERFORMANCE MEASUREMENTS

A goal of any community transportation program should be to ensure the provision of quality service.
The goal is supported by several objectives:

1. encourage courteous customer relations and passenger comfort;
2. provide service that minimizes customer travel and wait times; and
3. provide safe and reliable service

The TDLCB establishes the local performance measures for the CTC. Please rate each local
performance measure below:

On-Time Performance

On-time performance directly measures the ability of the transportation provider of having people and
vehicles in the right place at the right time. It is a function of vehicle maintenance, scheduling,
operating conditions, driver performance and knowledge of the service area. Most problems
encountered in operations will affect on-time performance, which then affects other aspects and
measures of quality. On-time performance should, therefore, be monitored very closely.

The TDLCB established an on-time performance goal of 92% or higher. The average on-time
performance between July 2014 to June 2015 was of 91%.

SATISEACTORY NEEDS IMPROVEMENT UNSATISFACTORY

The time it takes a customer to place a reservation or make an inquiry is also a measure of quality.
ACCESS LYNX has established a monitoring system that tracks how long calls for reservations or trip
resolution are placed on hold. ACCESS LYNX determines call-hold times by computer generated reports
and spot checking as needed.

The TDLCB established an average call hold time goal of 2 minutes and 30 seconds. The
average call hold time between July 2014 to June 2015 was of 2 minutes and 17 seconds.

44




SATISFACTORY NEEDS IMPROVEMENT UNSATISFACTORY

Commendations and Concerns

ACCESS LYNX has established a Customer Relations line which handles and monitors the levels of
compliments and concerns it receives. All information received is documented in a database and the
case is assigned to a supervisor based on the type of compliment/concern received. ACCESS LYNX
reviews customer concerns regularly to spot patterns and to take corrective action. Compliments are
also recorded and handled either as a commendation for an employee’s file or posted as
encouragement.

Using this comparison and the goal listed below; determine ACCESS LYNX’s compliment and concerns
levels:

(July - June) (July - June) 0
Measurement 2013/2014 2014/2015 % Change
Concerns 2,014 741 -63%
Commendations 213 183 -14%

The TDLCB established a goal of 3 valid concerns per 1,000 trips. The average complaint per
1,000 trips was of 1.31 concerns.

SATISEACTORY NEEDS IMPROVEMENT UNSATISFACTORY

Please provide any general comments or feedback you may have on the local performance
measures:
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AVAILABILITY

Because of the great demand for TD transportation and the challenging cost of providing service,
maximizing the availability of service is one of the most fundamental efforts undertaken by specialized
transportation. The goal of ensuring the availability of service to the transportation disadvantaged is
supported by three specific objectives.

1. Provide services to meet the demand
2. Being able to access customer service
3. Improve passenger awareness of TD transportation services.

Demand - TD transportation demand has continued to increase. It is LYNX’s policy not to deny trip
requests for any eligible customer, no matter which fund pays for the trip. LYNX funding partners
attempt to provide enough funding to meet 100% of the demand on the ACCESS LYNX program. In
2014/15, there were 0% unmet needs.

Rate your satisfaction with ACCESS LYNX’s ability to meet demand for trips:

SATISFACTORY NEEDS IMPROVEMENT UNSATISFACTORY

ACCESS LYNX reservations can be made between 8:00 a.m. and 5:00 p.m., seven days a week.
Reservations can also be made online at www.golynx.com/WebACCESS. Online reservations can be
made 24 hours a day, seven days a week. Online trip requests must be submitted by 4 p.m. the day
prior to the trip. Users can also check the status of their reservation or cancel a reservation 24 hours
a day, seven days a week. ACCESS LYNX transportation services are available any time that the public
bus system is in operation.
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Based on this information and your experiences, ACCESS LYNX’s ability to provide scheduling and
transportation service availability is:

SATISFACTORY NEEDS IMPROVEMENT UNSATISFACTORY

Public Awareness - Transportation service is available only to those who know about it and
know how to access service. Improving passenger awareness of TD transportation service is
an objective in support of availability for the CTC. Public information ensures that
necessary information about the service is readily available for those that need it.

Access LYNX staff conducted a total of 154 public outreach/public presentation efforts.

Based on YOUR level of awareness and YOUR conversations with TD customers, how well did
ACCESS LYNX reach out to the TD community between July 2014 to June 2015:

SATISEACTORY NEEDS IMPROVEMENT UNSATISFACTORY

Please provide any general comments or feedback you may have on Availability:
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YOUR OVERALL EVALUATION OF ACCESS LYNX IS:

EXCEEDS

STANDARD MEETS
STANDARD

BELOW STANDARD UNACCEPTABLE

(@) ©)

©) (3)
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Please prioritize the most important areas you feel need improvement, and the amount of time in
which you would like to see them implemented.

1. Area:

Time Frame for implementation:

2. Area:

Time Frame for implementation:

3. Area:

Time Frame for implementation:

4. Area:

Time Frame for implementation:
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GLOSSARY

Accidents: when used in reference to the AOR, the total number of reportable accidents that
occurred whereby the result was either property damage of $1000.00 or more, or personal injury
that required evacuation to a medical facility, or a combination of both.

Commendation: any documented compliment of any aspect of the coordinated system, including
personnel, vehicle, service, etc.

Competitive Procurement: obtaining a transportation operator or other services through a
competitive process based upon Commission-approved procurement guidelines, as established in
accordance with Chapter 287, Florida Statutes.

Concern: any documented customer concern involving timeliness, vehicle condition, quality of
service, personnel behavior, and other operational policies.

Coordinated Trips: passenger trips provided by or arranged through a CTC.

Customer Relations: Customer relations are the relationships that a business has with its customers
and the way in which it treats them.

Customer Service: The process of ensuring customer satisfaction with a product or service.

Demand response trips: Random trips not automatically generated by the scheduling software.

Reservationist: an individual whose primary responsibility is to accept requests for trips, enter
dates on requests, determine eligibility and provide customer service

Dispatcher: the person responsible for having every scheduled run leave the yard or garage on time
and maintain a schedule, matching the work force with the work load on a minute-by-minute basis.

MV Transportation: ACCESS LYNX paratransit and deviated-fixed route services contractor.
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Non-sponsored Trip: transportation disadvantaged services that are sponsored in whole by the
Transportation Disadvantaged Trust Fund.

Operating Expenses: sum of all expenses associated with the operation and maintenance of a
transportation system.

Passenger Trips per Vehicle Mile: a performance measure used to evaluate service effectiveness by
calculating the total number of passenger trips divided by the number of vehicle miles.

Reservationist: an individual whose primary responsibility is to accept requests for trips, enter dates
on requests, determine eligibility and provide customer service.

Roadcall: any in-service interruptions caused by failure of some functionally necessary element of
the vehicle, whether the rider is transferred or not. Roadcalls exclude accidents.

Scheduling: is the process of assigning of trip requests to a specific vehicle, at a specific time, in a
particular sequence for the vehicle.

Sponsored Trip: a passenger trip that is subsidized in part or in whole by a local, state, or federal
government funding source (not including monies provided by the TD Trust Fund).

Subscription trips: Trips that are generated by the scheduling software the same day and time every
week.

Unduplicated Passenger Head Count: the actual number of people that were provided paratransit
transportation services, not including personal care attendants, non-paying escorts, or persons
provided fixed schedule/fixed route service.

Unmet Need: the number of trips desired but not provided because of insufficient service supply,
most commonly due to lack of adequate funding.
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Vehicles: number of vehicles owned by the transit agency that are available for use in providing
services.

Vehicle Miles: the total distance traveled by revenue vehicles, including both revenue miles and
deadhead miles.

Prioritization of Trust Fund trips within each category is as follows:

Subscription Trips

1. Life-sustaining medical trips, i.e., dialysis, cancer treatment, etc.
2. Other medical
3. Employment trips

Demand Response Trips

Life-sustaining medical trips, i.e., dialysis, cancer treatment, etc.
Other medical

Employment trips

Educational /vocational trips

Ohkwbd-

Other trip purposes
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Question Analysis Report

Q Response | Response
# | Choice Choice Text Count Pct
1 How is the weather outside today?
1 Very Good N 4 25.0%
2 Satisfactory Cev OUEST) N 6 37.5%
3 Needs Improvement pRE-SURY™ " eyretU!™ 4 25.0%
4 Unsatisfactory " goes not AT 2 12.5%
N 16
PLANNING
ACCESS LYNX’s ensures that TD services
2 complement each other.
1 Exceeds Standard (5) 0 0.0%
2 Meets Standard (3) 10 62.5%
3 Below Standard (1) 5 31.3%
4 Unacceptable (0) 0 0.0%
5 N/A 1 6.3%
N 16
TRANSPORT AVAILABILITY
ACCESS LYNX ensures that appropriate
3 vehicles are available for clients
1 Exceeds Standard (5) 1 6.3%
2 Meets Standard (3) 9 56.3%
3 Below Standard (1) 6 37.5%
4 Unacceptable (0) 0 0.0%
5 N/A 0 0.0%
N 16
SERVICE MONITORING
ACCESS LYNX properly monitors and
resolves problems involving passengers
and
4 MV Transportation
1 Exceeds Standard (5) 5 31.3%
2 Meets Standard (3) 7 43.8%
3 Below Standard (1) 3 18.8%
4 Unacceptable (0) 0 0.0%
5 N/A 1 6.3%
N 16
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BILLING

ACCESS LYNX has a coordinated billing
system in which they properly collects
fares for trips based on funding availability

1 Exceeds Standards (5) 0 0.0%
2 Meets Standards (3) 8 50.0%
3 Below Standard (1) 7 43.8%
4 Unacceptable (0) 0 0.0%
5 N/A 1 6.3%
N 16
REPORTING
ACCESS LYNX provides accounting,
operating statistics, and measures related
to certification, billing, and other info to
TDLCB.
1 Exceeds Standard (5) 4 25.0%
2 Meets Standard (3) 6 37.5%
3 Below Standard (1) 4 25.0%
4 Unacceptable (0) 0 0.0%
5 N/A 2 12.5%
N 16
ELIGIBILITY RECORDS/CERTIFICATION
ACCESS LYNX has created a user-friendly
enrollment system to determine eligibility
based on criteria
1 Exceeds Standard (5) 2 13.3%
2 Meets Standard (3) 9 60.0%
3 Below Standard (1) 4 26.7%
4 Unacceptable (0) 0 0.0%
5 N/A 0 0.0%
N 15
RESERVATIONS
ACCESS LYNX has created a user-friendly
reservation system where riders can
reserve trips in one phone call or online
1 Exceeds Standard (5) 0 0.0%
2 Meets Standard (3) 10 62.5%
3 Below Standard (1) 5 31.3%
4 Unacceptable (0) 0 0.0%
5 N/A 1 6.3%
N 16
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TRIP ALLOCATION
ACCESS LYNX’s assignment of trips is

9 efficient and effective
1 Exceeds Standard (5) 1 6.3%
2 Meets Standard (3) 6 37.5%
3 Below Standard (1) 9 56.3%
4 Unacceptable (0) 0 0.0%
5 N/A 0 0.0%
N 16
SCHEDULING
ACCESS LYNX has a scheduling process in
which all TD transportation trips are
10 scheduled via a single request
1 Exceeds Standard (5) 0 0.0%
2 Meets Standard (3) 9 56.3%
3 Below Standard (1) 6 37.5%
4 Unacceptable (0) 0 0.0%
5 N/A 1 6.3%
N 16
Please refer to the tables on page 5.
Based on this data, has ACCESS LYNX
delivered the most effective and efficient
11 service?
1 Exceeds Standard (5) 0 0.0%
2 Meets Standard (3) 2 100.0%
3 Below Standard (1) 0 0.0%
4 Unacceptable (0) 0 0.0%
5 N/A 0 0.0%
N 2
ON-TIME PERFORMANCE
TDLCB on-time performance goal: 92% >
ACCESS LYNX average on-time
12 performance: 91%
1 Satisfactory 6 37.6%
2 Needs Improvement 10 62.5%
3 Unsatisfactory 0 0.0%
N 16
CALL HOLD TIME
TDLCB avg call hold time goal: 2 min.30
sec.
ACCESS LYNX average call hold time:
13 2 min. 17 sec.
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1 Satisfactory 11 68.8%
2 Needs Improvement 4 25.0%
3 Unsatisfactory 1 6.3%
N 16
COMMENDATIONS & CONCERNS
TDLCB goal per 1,000 trips: < 3 valid
concerns
ACCESS LYNX avg concerns per 1,000
14 trips: 1.31
1 Satisfactory 9 100.0%
2 Needs Improvement 0 0.0%
3 Unsatisfactory 0 0.0%
N 9
DEMAND
Please refer to the language on page 7.
Rate your satisfaction with ACCESS LYNX’s
15 ability to meet demand for trips
1 Satisfactory 15 93.8%
2 Needs Improvement 0 0.0%
3 Unsatisfactory 1 6.3%
N 16
CUSTOMER SERVICE ACCESSIBILITY
Please refer to the language on page 7.
Rate ACCESS LYNX’s ability to provide
scheduling and transportation service
16 availability:
1 Satisfactory 16 100.0%
2 Needs Improvement 0 0.0%
3 Unsatisfactory 0 0.0%
N 16
PUBLIC AWARENESS
Based on YOUR level of awareness and
your conversations with TD customers,
how well ACCESS LYNX has been at
17 reaching out?
1 Satisfactory 13 81.3%
2 Needs Improvement 2 12.5%
3 Unsatisfactory 1 6.3%
N 16
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YOUR OVERALL EVALUATION OF

18 ACCESS LYNX IS:
1 Exceeds Standard (5) 1 6.3%
2 Meets Standard (4) 11 68.8%
3 Below Standard (3) 1 6.3%
4 Unacceptable (0) 3 18.8%
5 N/A 0 0.0%
16
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SURVEY OF ACCESS LYNX USERS FOR MARCH 15, 2016

To capture a snapshot of rider experience on ACCESS LYNX and elicit evaluations and comments
from system users, we devised a survey for riders on a particular day, describing that day’s
interactions.

Themes on the 10-question survey aligned with some of those on the Community Transportation
Coordinator Evaluation, concentrating on issues of the most interest to riders. Our themes were:
Accessibility & Performance, Customer Service, and Overall Evaluation of the system. In
addition, we collected demographic data about riders and information about the purposes and
methods of payment for the trips.

Questions that asked for evaluations or ratings, also allowed free response boxes for participant
comments.

Methods

Using data collected March 15, 2016 by the Central Florida Regional Transportation Authority
(LYNX) Manager of Paratransit Operations, we contacted 70 persons who had ridden on ACCESS
LYNX that day.

The riders we contacted were selected first by a random pull of 258 from the 1,753 ACCESS LYNX
riders for that date. We filtered out all riders in that random sample who had given LYNX
working email addresses. This provided the contact list of 70 names.

We sent an email invitation to the 70 contacts, which contained an electronic link to the survey
on SurveyMonkey.com. The email also explained MetroPlan Orlando’s role in designating the
Community Transportation Coordinator (ACCESS LYNX) and responsibility for oversight of
paratransit service throughout the three-county region. Riders were assured that their
participation was voluntary and that their answers would be confidential and anonymous.

We received a total of 16 responses, which constitutes a 23% response rate for the riders we
contacted and about 1% of that day’s total ridership.

Results

Asked for an overall evaluation of ACCESS LYNX service based on the March 15 trip, 53% rated it
“Excellent” or “Good.” About 34% described the service as “Fair” or “Needs Improvement”; and
13% called it “Unacceptable.”
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How would you rate ACCESS LYNX service overall?

Unacceptable (13%) ‘xcelleni (13%

Needs Improvement

0
(27 %) Good (40%)

Fair (7%)

In evaluating Accessibility & Performance, riders were asked whether ACCESS LYNX made “an
appropriate vehicle available when you needed it to travel to and return from your destination.”
About 67% answered affirmatively for both parts of their trip, while 20% said this only happened
for one leg of the trip, and 13% said it didn’t happen at all that day.

Describing frustrations for that day’s trip, one rider wrote in the Comments box: “Pick up driver
drove a long distance to pick up two other passengers that made me late over an hour to my
destination for dialysis appointment scheduled for 5:30 a.m. He could have [taken] me to my
destination (15 minutes) and then drove to pick up the other two.”

In breaking down the parts of the trip, assessments were similar for both halves, with 57% of
respondents saying trips to their destinations were “Excellent,” “Good” or “Fair” and 63% of
respondents describing the return trip in one of those ways.

Respondents were asked to rate ACCESS LYNX overall customer service, including interactions
with drivers for their March 15 trip. About 65% rated it “Excellent” or “Good.”

One rider’s comment gave insights into how drivers contribute to an “excellent” trip from the
rider’s perspective: "My return driver was wonderful. She picked me up at the doctor and took
me home. She was pleasant and engaged in conversation which most drivers don't! She also came
into the doctor’s office to walk me to the bus and when arriving home, she took the time to
walk me to the door ensuring my safety. MOST drivers DO NOT provide door to door pickup as
stated in your guidelines and policy and procedures."
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A separate question asked about the “user-friendliness of the ACCESS LYNX reservation system
for the March 15 trip. About 29% rated it as “Excellent; 35%, as “Good”; 7% “Fair’; and 29%
“Needs Improvement.” Nobody rated it as “Unacceptable.”

How would you rate overall customer service?

Excellent (29%)

Fair (0%)
Rating

0% 5% 10% 15% 20% 25% 30% 35% 40%

Half the trips (50%) taken on March 15 by our respondents were for medical appointments, while
7% were for “Shopping or personal errand.” Respondents were offered a category for “Other”
and a free response box to describe the purpose. About 43% answered “Other,” and all those
trips were related to employment or education.

Most of the respondents (73%) said they paid for their March 15 trips with cash. The others said
they paid for their trips with “prepaid tickets,” “bus coupons,” or ACCESS LYNX passes. Nobody
said their trip was directly billed to a third party.

Respondents were primarily female - about 73%. They gave their ages as follows: younger than
25 years, 7%; 25-45 years, 20%; 46-65 years, 40%; and older than 65 years, 33%.

About 50% of the respondents live in Orange County; 36% live in Osceola County; and 14% live in
Seminole County.
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Copy of the email invitation to take the survey that went out to 70 ACCESS LYNX riders who
used the system on March 15, 2016

A REGIOMAL TRANSPORTATION PARTNERSHIP

i‘.ﬂ metroplan orlando
awO

Dear Central Florida Paratransit User,
We would like your help in evaluating service on ACCESS LYNX.

MetroPlan Orlando is the metropolitan planning organization for Orange,
Osceola and Seminole counties. Our organization designates the Community
Transportation Coordinator (ACCESS LYNX) and is responsible for oversight
of paratransit service throughout the three-county region. We hope you will
take a few minutes to complete a 10-question survey about a recent trip you
took on ACCESS LYNX on Tuesday, March 15, 2016. Please comment only
about this particular trip, and complete the survey by March 28.

Click here to link to the survey.

Your participation in the survey is voluntary, and your responses will be
confidential and anonymous. If you have any questions about the survey or
our role in evaluating ACCESS LYNX, please contact me at:
info@metroplanorlando.com

Sincerely,

Mary Ann Horne

Community Outreach Specialist
MetroPlan Orlando
MetroPlanOrlando.com

63



Complete Survey Questions

1. During your trip, did make an appropriate vehicle available
when you needed it to travel to and return from your destination?

o Yes, both ways
o Yes, but only one way

(0}

No

2. How would you rate the efficiency, scheduling and on-time performance of for
going to your destination and returning home on ?

(0]

O O O0OOo

Excellent

Good

Fair

Needs Improvement
Unacceptable

3. How would you rate the user-friendliness of the reservation system -- including
call hold time -- for your trip?

O OO0 O0Oo

Excellent

Good

Fair

Needs Improvement
Unacceptable

4. How would you rate the overall customer service -- including interactions with the driver -
- during your trip using

O O OO0 O

Excellent

Good

Fair

Needs Improvement
Unacceptable
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5. Based on your

Excellent

Good

Fair

Needs Improvement
Unacceptable

O 0O O0OO0Oo

6. What was the purpose of your

0 Medical appointment
o Shopping or personal errand
o0 Other (please explain)

7. How did you pay for your

o Cash
o Directly billed to a third party
0 Other (please explain)

8. What is your age?

Younger than 25 years
25-45 years

46-65 years

Older than 65 years

O O OO

9. What is your gender?

o Female
o Male

10. In which county do you live?

o Orange
o Osceola
o Seminole

trip, how would you rate

trip on

trip using
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CTC
EVALUATION WORKBOOK

Florida Commission for the

Transportation
Disadvantaged

CTC BEING REVIEWED: Central FL Regional Transportation Authority dba LYNX

COUNTY (IES): Orange, Osceola, and Seminole

ADDRESS: 455 N. Garland Avenue, Orlando, FL 32801
CONTACT: Tim May PHONE: 407-841-2279
REVIEW PERIOD: "7 20142015 REVIEW DATES: _//1/14-6/3015

PERSON CONDUCTING THE REVIEW: Virginia L. Whittington

CONTACT INFORMATION: 407-481-5672 x314

FORMATTED 2011 -2012
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LCB EVALUATION WORKBOOK

ITEM

REVIEW CHECKLIST

GENERAL QUESTIONS

CHAPTER 427, F.S.

RULE 41-2, F.A.C.

LOCAL STANDARDS

STATUS REPORT

SURVEYS

PAGE
3
EVALUATION INFORMATION 5
ENTRANCE INTERVIEW QUESTIONS 6
9
13
22
COMMISSION STANDARDS 32
33
AMERICANS WITH DISABILITIES ACT 36
FY GRANT QUESTIONS 42
43
ON-SITE OBSERVATION 45
47
LEVEL OF COST WORKSHEET # 1 52
LEVEL OF COMPETITION WORKSHEET #2 53
LEVEL OF AVAILABILITY WORKSHEET #3 55
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REVIEW CHECKLIST & SCHEDULE

COLLECT FOR REVIEW:

X

APR Data Pages

QA Section of TDSP

Last Review (Date:_ )

List of Omb. Calls

QA Evaluation

Status Report (from last review)
AOR Submittal Date

TD Clients to Verify

TDTF Invoices

Audit Report Submittal Date

NXNENXKEKXKX

ITEMS TO REVIEW ON-SITE:

SSPP

Policy/Procedure Manual

Complaint Procedure

Drug & Alcohol Policy (see certification)
Grievance Procedure

Driver Training Records (see certification)
Contracts

Other Agency Review Reports

Budget

Performance Standards

Medicaid Documents
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ITEMS TO REQUEST:

REQUEST INFORMATION FOR RIDER/BENEFICIARY SURVEY (Rider/Beneficiary
Name, Agency who paid for the trip [sorted by agency and totaled], and Phone Number)

REQUEST INFORMATION FOR CONTRACTOR SURVEY (Contractor Name, Phone
Number, Address and Contact Name)

REQUEST INFORMATION FOR PURCHASING AGENCY SURVEY (Purchasing Agency
Name, Phone Number, Address and Contact Name)

REQUEST ANNUAL QA SELF CERTIFICATION (Due to CTD annually by January 15th).

MAKE ARRANGEMENTS FOR VEHICLES TO BE INSPECTED (Only if purchased after
1992 and privately funded).

INFORMATION OR MATERIAL TO TAKE WITH YOU:

Measuring Tape Stop Watch
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EVALUATION INFORMATION

An LCB review will consist of, but is not limited to the following
pages:

1 Cover Page

5-6 Entrance Interview Questions

12 Chapter 427.0155 (3) Review the CTC monitoring of
contracted operators

13 Chapter 427.0155 (4) Review TDSP to determine utilization

of school buses and public transportation services

19 Insurance

23 Rule 41-2.011 (2) Evaluation of cost-effectiveness of
Coordination Contractors and Transportation Alternatives

25 -29 | Commission Standards and Local Standards

39 On-Site Observation
40 — 43 | Surveys
44 Level of Cost - Worksheet 1

45- 46 | Level of Competition — Worksheet 2

47 - 48 | Level of Coordination — Worksheet 3

Notes to remember:

e The CTC should not conduct the evaluation or surveys. If the CTC is also the PA,
the PA should contract with an outside source to assist the LCB during the review
process.

e Attach a copy of the Annual QA Self Certification.
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ENTRANCE INTERVIEW QUESTIONS

INTRODUCTION AND BRIEFING:

[l Describe the evaluation process (LCB evaluates the CTC and forwards a copy of the
evaluation to the CTD).

[ The LCB reviews the CTC once every year to evaluate the operations and the
performance of the local coordinator.

The LCB will be reviewing the following areas:

@

=

=B &

Chapter 427, Rules 41-2 and 14-90, CTD Standards, and Local Standards

Following up on the Status Report from last year and calls received from the
Ombudsman program.

Monitoring of contractors.

Surveying riders/beneficiaries, purchasers of service, and contractors

[l The LCB will issue a Review Report with the findings and recommendations to the CTC
no later than 30 working days after the review has concluded.

[l Once the CTC has received the Review Report, the CTC will submit a Status Report to
the LCB within 30 working days.

[l Give an update of Commission level activities (last meeting update and next meeting
date), if needed.

USING THE APR, COMPILE THIS INFORMATION:

1. OPERATING ENVIRONMENT:

RURAL URBAN

2. ORGANIZATION TYPE:

O

B 0O 0

Page 6

PRIVATE-FOR-PROFIT
PRIVATE NON-PROFIT
GOVERNMENT
TRANSPORTATION AGENCY
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3. NETWORK TYPE:

O
O

SOLE PROVIDER
PARTIAL BROKERAGE

COMPLETE BROKERAGE

4. NAME THE OPERATORS THAT YOUR COMPANY HAS CONTRACTS WITH:

MV Transportation, Inc.

S. NAME THE GROUPS THAT YOUR COMPANY HAS COORDINATION

CONTRACTS WITH:

Coordination Contract Agencies

Name of Address City, State, Zip Telephone Contact
Agency Number
See Attachment A

Page 7
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6. NAME THE ORGANIZATIONS AND AGENCIES THAT PURCHASE SERVICE
FROM THE CTC AND THE PERCENTAGE OF TRIPS EACH REPRESENTS?

(Recent APR information may be used)

Name of Agency % of Trips Name of Contact Telephone Number
Local Funding 64 Tim May 407-841-2279
CTD 36 Bill Hearndon 850-410-5709
APD 0
ACHA 0
DOEA 0

1. REVIEW AND DISCUSS TD HELPLINE CALLS:

Number of calls Closed Cases Unsolved Cases
Cost 0 0
Medicaid 0 0
Quality of Service 0 0
Service Availability 0 0
Toll Permit 0 0
Other 0 0

Page 8
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GENERAL QUESTIONS

Use the TDSP to answer the following questions. If these are not addressed in
the TDSP, follow-up with the CTC.

1. DESIGNATION DATE OF CTC: July 2013

2. WHAT IS THE COMPLAINT PROCESS?

User's call LYNX to submit a formal complaint, then Ombudsman, the LCB

g I PSR

IS THIS PROCESS IN WRITTEN FORM? Yes 0O No
(Make a copy and include in folder)
Is the process being used? Yes O No

3. DOES THE CTC HAVE A COMPLAINT FORM? Yes [ No
(Make a copy and include in folder)

4. DOES THE COMPLAINT FORM INCORPORATE ALL ELEMENTS OF THE CTD’S
UNIFORM SERVICE REPORTING GUIDEBOOK?

Yes [ No

5. DOES THE FORM HAVE A SECTION FOR RESOLUTION OF THE COMPLAINT?
x| Yes O No

Review completed complaint forms to ensure the resolution section is
being filled out and follow-up is provided to the consumer.

0. IS A SUMMARY OF COMPLAINTS GIVEN TO THE LCB ON A REGULAR BASIS?
Yes [0 No

7. WHEN IS THE DISSATISFIED PARTY REFERRED TO THE TD HELPLINE?
When not satisfied with the outcome from LYNX

8. WHEN A COMPLAINT IS FORWARDED TO YOUR OFFICE FROM THE
OMBUDSMAN PROGRAM, IS THE COMPLAINT ENTERED INTO THE LOCAL
COMPLAINT FILE/PROCESS?

Yes U No

If no, what is done with the complaint?
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10.

11.

12.

DOES THE CTC PROVIDE WRITTEN RIDER/BENEFICIARY INFORMATION OR
BROCHURES TO INFORM RIDERS/ BENEFICIARIES ABOUT TD SERVICES?

Yes O No If yes, what type?

ACCESS LYNX provides "How to Ride" brochures to new passengers and on
buses.

DOES THE RIDER/ BENEFICIARY INFORMATION OR BROCHURE LIST THE
OMBUDSMAN NUMBER?

Il ves O No

DOES THE RIDER/ BENEFICIARY INFORMATION OR BROCHURE LIST THE
COMPLAINT PROCEDURE?

I ves O No

WHAT IS YOUR ELIGIBILITY PROCESS FOR TD RIDERS/ BENEFICIARIES?

Please Verify These Passengers Have an Eligibility Application on File:

TD Eligibility Verification

Name of Client Address of client Date of Ride Application on
File?
Ruby Gantt 91060 Tuscan Valley PI 04/21/2016 Yes
Patricia Petty 14617 Clarkson Dr 04/21/2016 Yes
Michelle Paige 2575 Semoran Blvd 04/21/2016 Yes

13.

N/A

WHAT INNOVATIVE IDEAS HAVE YOU IMPLEMENTED IN YOUR
COORDINATED SYSTEM?
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14. ARE THERE ANY AREAS WHERE COORDINATION CAN BE IMPROVED?

Customer service, scheduling, and public awareness.

15. WHAT BARRIERS ARE THERE TO THE COORDINATED SYSTEM?

Lack of funding is the number one barrier to improving the system. This affects the
availability of trips and the customer experience. Trip demand continues to increase in
our area but funding remains stagnant. And because of the limited funding, we can only

afford to pay low wages which in turn limits the quality of people who apply for positions
and affects the turn over rates

16. ARE THERE ANY AREAS THAT YOU FEEL THE COMMISSION SHOULD BE
AWARE OF OR CAN ASSIST WITH?

The CTD should become an advocate of local dedicated funding movements in the
Capitol.

17. WHAT FUNDING AGENCIES DOES THE CTD NEED TO WORK CLOSELY WITH
IN ORDER TO FACILITATE A BETTER-COORDINATED SYSTEM?

Not funding agencies, but local representatives and be aware of legislation that might
push for local option transportation funding

18. HOW ARE YOU MARKETING THE VOLUNTARY DOLLAR?

LYNX markets the volunteer dollar by having a tag line on their e-mail and handing out
posters to other government agencies (such as the tax collector office and DMV). In
addition, there is a paragraph on ACCESS LYNX's "How to Ride" guide that describes
the program and ways to contribute.
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Findings:

See CTC evaluation Report

Recommendations:

GENERAL QUESTIONS

Page 12
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COMPLIANCE WITH CHAPTER 427, F.S.

Review the CTC contracts for compliance with 427.0155(1), F.S.
“Execute uniform contracts for service using a standard contract, which
includes performance standards for operators.”

ARE YOUR CONTRACTS UNIFORM? Yes [ No

IS THE CTD’S STANDARD CONTRACT UTILIZED? O Yes x] No

DO THE CONTRACTS INCLUDE PERFORMANCE STANDARDS FOR THE TRANSPORTATION
OPERATORS AND COORDINATION CONTRACTORS?

x| Yes O No

DO THE CONTRACTS INCLUDE THE PROPER LANGUAGE CONCERNING PAYMENT TO
SUBCONTRACTORS? (Section 21.20: Payment to Subcontractors, T&E Grant, and FY)

x] Yes O No

IS THE CTC IN COMPLIANCE WITH THIS SECTION? ves ([0 No

Operator Name Exp. Date SSPP AOR Reporting Insurance

MV Transportation 9/30/2016 (12/17/2015 9/2015 Yes
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COMPLIANCE WITH CHAPTER 427, F.S.

Review the CTC last AOR submittal for compliance with 427. 0155(2)
“Collect Annual Operating Data for submittal to the Commission.”

REPORTING TIMELINESS

Were the following items submitted on time?
a. Annual Operating Report x] Yes [ No
Any issues that need clarification? O  Yes No

Any problem areas on AOR that have been re-occurring?

List;

b. Memorandum of Agreement Yes 0O No
c. Transportation Disadvantaged Service Plan Yes [ No
d. Grant Applications to TD Trust Fund Yes O No
e. All other grant application (___ %) O vYves O No
IS THE CTC IN COMPLIANCE WITH THIS SECTION? Yes [ No

Comments:
ACCESS LYNX staff provides AOR reports in every LCB meeting and highlights of any
trends that might be occurring in our system.

Page 14 80



COMPLIANCE WITH CHAPTER 427, F.S.

Review the CTC monitoring of its transportation operator contracts to ensure
compliance with 427.0155(3), F.S.
“Review all transportation operator contracts annually.”

WHAT TYPE OF MONITORING DOES THE CTC PERFORM ON ITS OPERATOR(S) AND
HOW OFTEN IS IT CONDUCTED?

There is a daily random vehicle and driver inspections. In addition, LYNX conducts a
full 1490 compliance inspections quarterly, even though the minimum is annually.

Is a written report issued to the operator? Yes O No

If NO, how are the contractors notified of the results of the monitoring?

WHAT TYPE OF MONITORING DOES THE CTC PERFORM ON ITS COORDINATION
CONTRACTORS AND HOW OFTEN IS IT CONDUCTED?

LYNX performs a 1490 compliance inspections both quarterly and annually.

Is a written report issued? x| Yes No

If NO, how are the contractors notified of the results of the monitoring?

WHAT ACTION IS TAKEN IF A CONTRACTOR RECEIVES AN UNFAVORABLE
REPORT?

At the time the inspection is completed, the agency notifies the contractor of any
infractions. Contractors have 30 days to adjust and fix any issues before a reinspection.

IS THE CTC IN COMPLIANCE WITH THIS SECTION? Yes [ No

|ASK TO SEE DOCUMENTATION OF MONITORING REPORTS.
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COMPLIANCE WITH CHAPTER 427, F.S.

Review the TDSP to determine the utilization of school buses and public
transportation services [Chapter 427.0155(4)]

“Approve and coordinate the utilization of school bus and public transportation
services in accordance with the TDSP. ”

HOW IS THE CTC USING SCHOOL BUSES IN THE COORDINATED SYSTEM?

LYNX does not use school buses

Rule 41-2.012(5)(b): "As part of the Coordinator’s performance, the local
Coordinating Board shall also set an annual percentage goal increase for the
number of trips provided within the system for ridership on public transit, where
applicable. In areas where the public transit is not being utilized, the local
Coordinating Board shall set an annual percentage of the number of trips to be
provided on public transit."

HOW IS THE CTC USING PUBLIC TRANSPORTATION SERVICES IN THE COORDINATED
SYSTEM?

X] N/A

IS THERE A GOAL FOR TRANSFERRING PASSENGERS FROM PARATRANSIT TO TRANSIT?
x| Yes O No

If YES, what is the goal?

ACCESS LYNX has a goal to refer a minimum of 10% of individuals applying for
service to fixed-route.

Is the CTC accomplishingthe goal? X ves [  No

IS THE CTC IN COMPLIANCE WITH THIS REQUIREMENT? Yes [ No

Comments:
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COMPLIANCE WITH CHAPTER 427, F.S.

Review of local government, federal and state transportation applications for
TD funds (all local, state or federal funding for TD services) for compliance
with 427.0155(5).

“Review all applications for local government, federal, and state transportation
disadvantaged funds, and develop cost-effective coordination strategies.”

IS THE CTC INVOLVED WITH THE REVIEW OF APPLICATIONS FOR TD FUNDS, IN
CONJUNCTION WITH THE LCB? (TD Funds include all funding for transportation
disadvantaged services, i.e. Section 5310 [formerly Sec.16] applications for FDOT funding to
buy vehicles granted to agencies who are/are not coordinated)

Yes O No

If Yes, describe the application review process.

FDOT coordinates with LYNX on all recommendations and reviews those
receiving funding

If no, is the LCB currently reviewing applications for TD funds (any federal, state, and
local funding)? O vYes O No

If no, is the planning agency currently reviewing applications for TD funds?
O vYves O No

IS THE CTC IN COMPLIANCE WITH THIS SECTION? Yes [ No

Comments:
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COMPLIANCE WITH CHAPTER 427, F.S.

Review priorities listed in the TDSP, according to Chapter 427.0155(7).
“Establish priorities with regard to the recipients of non-sponsored
transportation disadvantaged services that are purchased with Transportation
Disadvantaged Trust monies.”

REVIEW THE QA SECTION OF THE TDSP (ask CTC to explain):

WHAT ARE THE PRIORITIES FOR THE TDTF TRIPS?

Prioritization is as follows: 1) Life sustaining medical trips, 2) Other medical, and 3)
Employment trips

Demand response trips is as follows: 1) life sustaining medical trips, 2) Other medical,
3) employment trips, 4) Educational/vocational trips, and 5) Other trip purposes

HOW ARE THESE PRIORITIES CARRIED OUT?

Priorities are enforced through the reservation process. Reservation agents ask the
user detailed questions about the trip they wish to take in order to allocate the proper
method of funding. However, it is LYNX’s policy not to deny trip requests for any
eligible customer, no matter which fund pays for the trip. Local jurisdictions provide
funding to meet 100% of the demand on the ACCESS LYNX program.

IS THE CTC IN COMPLIANCE WITH THIS SECTION? Yes No

Comments:
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COMPLIANCE WITH CHAPTER 427, F.S.

Ensure CTC compliance with the delivery of transportation services,
427.0155(8).

“Have full responsibility for the delivery of transportation services for the
transportation disadvantaged as outlined in s. 427.015(2).”

Review the Operational section of the TDSP

1. Hours of Service:

ACCESS LYNX service is available any time the public bus system is in operation

2. Hours of Intake:

Reservations can be made between 8am and 5pm, seven days a week

3. Provisions for After Hours Reservations/Cancellations?

LYNX customer service is available 24 hours a day, 7 days a week. Customers can
also make reservations online at www.golynx.com

4. What is the minimum required notice for reservations?

Reservations must be made no later than 5pm the day before services need to be
provided

5. How far in advance can reservations be place (number of days)?

Reservations can be made up to seven days in advance

IS THE CTC IN COMPLIANCE WITH THIS SECTION? Yes [ No

Comments:
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COMPLIANCE WITH CHAPTER 427, F.S.

Review the cooperative agreement with the local WAGES coalitions according
to Chapter 427.0155(9).

“Work cooperatively with local WAGES coalitions established in Chapter 414 to
provide assistance in the development of innovative transportation services for
WAGES participants.”

WHAT TYPE OF ARRANGEMENT DO YOU HAVE WITH THE LOCAL WAGES
COALITION?

There is no formal agreement

HAVE ANY INNOVATIVE WAGES TRANSPORTATION SERVICES BEEN
DEVELOPED?

N/A

IS THE CTC IN COMPLIANCE WITH THIS SECTION? Yes [ No

Comments:
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Findings:

Recommendations:

CHAPTER 427
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COMPLIANCE WITH 41-2, F.A.C.

Compliance with 41-2.006(1), Minimum Insurance Compliance
“..ensure compliance with the minimum liability insurance requirement of
$100,000 per person and $200,000 per incident...”

WHAT ARE THE MINIMUM LIABILITY INSURANCE REQUIREMENTS?
LYNX has a minimum liability insurance of $5 million dollars.

WHAT ARE THE MINIMUM LIABILITY INSURANCE REQUIREMENTS IN THE
OPERATOR AND COORDINATION CONTRACTS?

Coordinated Agency Contractors are required to have $100,000 per person & $200,000
per incident for general liability, $100,000 for each person and $300,000 for each
incident for Automobile liability. MV is required to provide Automobile liability, bodily
injury and property damage liability on all vehicles in the minimum amount of $1M

HOW MUCH DOES THE INSURANCE COST (per operator)?

Operator Insurance Cost
MV transportation $75,000

DOES THE MINIMUM LIABILITY INSURANCE REQUIREMENTS EXCEED $1 MILLION
PER INCIDENT?

O ves No

If yes, was this approved by the Commission? [ Yes [ No

IS THE CTC IN COMPLIANCE WITH THIS SECTION? ves O No

Comments:
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COMPLIANCE WITH 41-2, F.A.C.

Compliance with 41-2.006(2), Safety Standards.
“...shall ensure the purchaser that their operations and services are in

compliance with the safety requirements as specified in Section 341.061(2)(a),
F.S.and 14-90, F.A.C.”

Date of last SSPP Compliance Review 12/17/12015 , Obtain a copy of this review.

Review the last FDOT SSPP Compliance Review, if completed in over a year, check drivers’
records. If the CTC has not monitored the operators, check drivers’ files at the operator’s site.

IS THE CTC IN COMPLIANCE WITH THIS SECTION? Yes O No

ARE THE CTC CONTRACTED OPERATORS IN COMPLIANCE WITH THIS SECTION?
] Yes [ No

DRIVER REQUIREMENT CHART

Driver Last | Driver Last CPR/1st Def. ADA
Name License | Physical Aid Driving Training

Trainings | 6/2015 | 6/2015 N/A 6/2015 | 6/2015
& test are

Other-

completed

quarterly on

all drivers

Sample Size: 1-20 Drivers —50-100% 21-100 Drivers — 20-50% 100+ Drivers — 5-10%
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Driver Last | Driver Last CPR/1st Def. ADA

Name License | Physical Aid Driving Training Other-

Sample Size: 1-20 Drivers —50-100% 21-100 Drivers — 20-50% 100+ Drivers — 5-10%
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COMPLIANCE WITH 41-2, F.A.C.

Compliance with 41-2.006(3), Drug and Alcohol Testing
“...shall assure the purchaser of their continuing compliance with the applicable
state or federal laws relating to drug testing...”

With which of the following does the CTC (and its contracted operators) Drug and Alcohol
Policy comply?

FTA (Receive Sect. 5307, 5309, or 5311 funding)
O FHWA (Drivers required to hold a CDL)
O  Neither

REQUEST A COPY OF THE DRUG & ALCOHOL POLICY AND LATEST
COMPLIANCE REVIEW.

3/8/2016
DATE OF LAST DRUG & ALCOHOL POLICY REVIEW:

IS THE CTC IN COMPLIANCE WITH THIS SECTION? Yes O No

Comments:
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COMPLIANCE WITH 41-2, F.A.C.

Compliance with 41-2.011(2), Evaluating Cost-Effectiveness of Coordination
Contractors and Transportation Alternatives.

“..contracts shall be reviewed annually by the Community Transportation
Coordinator and the Coordinating Board as to the effectiveness and efficiency of
the Transportation Operator or the renewal of any Coordination Contracts. ”

1. IF THE CTC HAS COORDINATION CONTRACTORS, DETERMINE THE COST-
EFFECTIVENESS OF THESE CONTRACTORS.

Cost [CTC and Coordination Contractor (CC)]

CTC CC#1 CC#2 CC#3 CC#4
Fla}t contract rate (s) ($ amount / 33.05
unit)
Detail other rates as needed: (e.g.
ambulatory, wheelchair, stretcher,
out-of-county, group)
Ambulatory 25.05
Wheel chair passengers 42.95

Special or unigue considerations that influence costs?

Explanation:
ACCESS LYNX no longer provides stretcher trips
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2. DO YOU HAVE TRANSPORTATION ALTERNATIVES? [ Yes No
(Those specific transportation services approved by rule or the Commission as a service not
normally arranged by the Community Transportation Coordinator, but provided by the
purchasing agency. Example: a neighbor providing the trip)

Cost [CTC and Transportation Alternative (Alt.)]

CTC Alt. #1 Alt. #2 Alt. #3 Alt. #4

Flat contract rate (s) ($ amount /
unit)

Detail other rates as needed: (e.g.
ambulatory, wheelchair, stretcher,
out-of-county, group)

Special or unigue considerations that influence costs?

Explanation:

IS THE CTC IN COMPLIANCE WITH THIS SECTION? Yes [ No
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Findings:

Recommendations:

RULE 41-2
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COMPLIANCE WITH 41-2, F.A.C.

Compliance with Commission Standards
“..shall adhere to Commission approved standards...”

Review the TDSP for the Commission standards.

Commission Standards

Comments

Local toll free phone number
must be posted in all vehicles.

ACCESS LYNX maintains a local number for the entire

service area. This number is posted on LYNX's website,
ACCESS LYNX brochures, and on all ACCESS LYNX's
buses.

Vehicle Cleanliness

All ACCESS LYNX's vehicles must be clean, both
interior and exterior. This is monitored through daily
random inspections, customer reports, and street
supervision.

Passenger/Trip Database

ACCESS LYNX maintains a database of all customer
within the program. This database tracks information
such as social security numbers, home addresses,
mailing address, passenger type, passenger needs, birth
date, language spoken, sponsors and trip history
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Adequate seating

Each passenger will be provided a seat with safety belt.
All wheelchair locations will have a secureness system
and restraining devices for each position in accordance
to ADA. Vehicle seating shall not exceed the
manufacturer's recommended capacity.

Driver Identification

All drivers are trained in defensive driving and
passenger assistance, tested, certified, and, upon
completion, is provided with a photo identification which
they must ware at all time while on duty.

Passenger Assistance

All drivers are required to be certified in passenger
assistance training. At a minimum, drivers are required
to open the vehicle door, fasten the passenger seat
belts, secure wheelchairs, and close the door when
necessary.

Smoking, Eating and Drinking

ACCESS LYNX does not allow smoking, eating, or
drinking at any time on an ACCESS LYNX vehicle.
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Two-way Communications ALL vehicles are required to have working two-way
direct connect radios or 800-megahertz radios. Two-way
communication availability is confirmed through safety
inspections and monitoring.

Air Conditioning/Heating All vehicles must have working air conditioning and
heating systems to be used when transporting
passengers. No vehicles are allowed to provide service
without a functioning air conditioning or heating systems.

Billing Requirements ACCESS LYNX's carrier payments are made according
to guidelines promulgated in Section 21.20 of the
Transportation Disadvantaged Trust Fund Grant.
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Findings:

Recommendations:

COMMISSION STANDARDS
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COMPLIANCE WITH 41-2, F.A.C.

Compliance with Local Standards
“..shall adhere to Commission approved standards...”

Review the TDSP for the Local standards.

Local Standards

Comments

Transport of Escorts and
dependent children policy

Each eligible rider is allowed one escort, as long as the
escort is picked up and dropped at the same location
as the eligible rider.

Use, Responsibility, and cost of
child restraint devices

All children under the age of five are required to use a
child restraint device in accordance with F.S. Section
316.613. The child's escort is responsible for providing
the device.

Out-of-Service Area trips

ACCESS LYNX no longer provides Out-of-Service
Area Trips

CPR/1st Aid

Drivers within the coordinated system are not required
to be trained in cardiopulmonary resuscitation.

Driver Criminal Background
Screening

All drivers must have a favorable FL Dept. of Law
Enforcement background check prior to start working
in the coordinated system. This is checked annually.

Rider Personal Property

Personal belongings are the sole responsibility of the
passenger. Only those items that passengers can
personally carry will be transported at the risk of the
passenger.

Advance reservation
requirements

Reservations for all sponsors (except TD) are taken on
a 7-day advance notice basis. Trip requests under the
TD program are taken one day prior to service.

Pick-up Window

Going trips are on time if they are picked up 15-min
before to 15-min after the scheduled/negotiated pickup
time. Return trips are on time if they are picked up at
or within 30-min after the negotiated pickup time.
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Measurable Standard/Goal || Latest Figures Is the
Standards/Goals CTC/Operator
meeting the
Standard?
Public Transit Ridership cTc crC
Operator A Operator A
Operator B Operator B
Operator C Operator C
On-time performance cTc crc
Operator A 92% Operator A
Operator B Operator B
Operator C Operator C
Passenger No-shows Crc crc
Operator ANo standard || Operator A
Operator B Operator B
Operator C Operator C
Accidents Crc cTc
Operator A No standards || Operator A
Operator B Operator B
Operator C Operator C
Roadcalls Crc cTc
Operator A No Standard || Operator A
. Operator B Operator B
Average age of fleet: Operator C Operator C
Complaints crc crc
Operator A 3 Operator A
_— Operator B Operator B
Number filed: Operator C Operator C
Call-Hold Time cTc CTC
Operator A 2:30 Operator A
Operator B Operator B
Operator C Operator C

Page 34

100




LOCAL STANDARDS
Findings:

Please refer to page 9 of the 2014-2015 CTC Evaluation Report

Recommendations:
Please refer to page 14 of the 2014-2015 CTC Evaluation Report
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COMPLIANCE WITH AMERICANS WITH DISABILITIES ACT

IREVIEW COPIES OF THE PUBLIC INFORMATION PROVIDED.

DOES PUBLIC INFORMATION STATE THAT ACCESSIBLE FORMATS ARE
AVAILABLE UPON REQUEST? Yes O No

ARE ACCESSIBLE FORMATS ON THE SHELF? Yes O No

IF NOT, WHAT ARRANGEMENTS ARE IN PLACE TO HAVE MATERIAL
PRODUCED IN A TIMELY FASHION UPON REQUEST?

DO YOU HAVE TTY EQUIPMENT OR UTILIZE THE FLORIDA RELAY SYSTEM?
] Yes H No

ISTHE TTY NUMBER OR THE FLORIDA RELAY SYSTEM NUMBERS LISTED WITH

THE OFFICE PHONE NUMBER? Yes [ No

Florida Relay System:
Voice- 1-800-955-8770
TTY- 1-800-955-8771
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EXAMINE OPERATOR MANUALS AND RIDER INFORMATION. DO CURRENT
POLICIES COMPLY WITH ADA PROVISION OF SERVICE REQUIREMENTS
REGARDING THE FOLLOWING:

Training for Drivers

Provision of Service Training | Written | Neither
Provided Policy

Accommodating Mobility Aids X X
Accommodating Life Support Systems (O, Tanks, X X
IV's...)

Passenger Restraint Policies X X
Standee Policies (persons standing on the lift) X X
Driver Assistance Requirements X X
Personal Care Attendant Policies X X
Service Animal Policies X X
Transfer Policies (From mobility device to a seat) X X
Equipment Operation (Lift and securement X X
procedures)

Passenger Sensitivity/Disability Awareness X X

RANDOMLY SELECT ONE OR TWO VEHICLES PER CONTRACTOR (DEPENDING ON
SYSTEM SIZE) THAT ARE IDENTIFIED BY THE CTC AS BEING ADA ACCESSIBLE

AND PURCHASED WITH PRIVATE FUNDING, AFTER 1992.

INSPECTION USING THE ADA VEHICLE SPECIFICATION CHECKLIST.

INSPECT FACILITIES WHERE SERVICES ARE PROVIDED TO THE PUBLIC

(ELIGIBILITY DETERMINATION, TICKET/COUPON SALES, ETC...).

IS A RAMP PROVIDED?

ARE THE BATHROOMS ACCESSIBLE?
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Bus and Van Specification Checklist

Name of Provider: MV Transportation, Inc.

Vehicle Number (either VIN or provider fleet number): 1FDEE4FLXEDA75946

Type of Vehicle: O  Minivan O van O Bus(>22)
O  Minibus (<= 22) X Minibus (>22')

Person Conducting Review: Virginia Whittington

Date: 04/26/2016

Review the owner's manual, check the stickers, or ask the driver the following:
The lift must have a weight limit of at least 600 pounds.

The lift must be equipped with an emergency back-up system (in case of loss of power to
vehicle). Is the pole present?

The lift must be "interlocked™ with the brakes, transmission, or the door, so the lift will
not move unless the interlock is engaged. Ensure the interlock is working correctly.

Have the driver lower the lift to the ground:
Controls to operate the lift must require constant pressure.

Controls must allow the up/down cycle to be reversed without causing the platform to
"stow" while occupied.

Sufficient lighting shall be provided in the step well or doorway next to the driver, and

illuminate the street surface around the lift, the lighting should activate when the door/lift
is in motion. Turn light switch on, to ensure lighting is working properly.

Once the lift is on the ground, review the following:

Must have an inner barrier to prevent the mobility aid from rolling off the side closest to
the vehicle until the platform is fully raised.

Side barriers must be at least 1 % inches high.

The outer barrier must be sufficient to prevent a wheelchair from riding over it.
The platform must be slip-resistant.

Gaps between the platform and any barrier must be no more than 5/8 of an inch.
The lift must have two handrails.

The handrails must be 30-38 inches above the platform surface.

The handrails must have a useable grasping area of 8 inches, and must be at least 1 %2
inches wide and have sufficient knuckle clearance.

The platform must be at least 28 1/2 inches wide measured at the platform surface, and
30 inches wide and 48 inches long measured 2 inches above the platform surface.
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If the ramp is not flush with the ground, for each inch off the ground the ramp must be 8
inches long.

Lifts may be marked to identify the preferred standing position (suggested, not required)

Have the driver bring the lift up to the fully raised position (but not stowed):

When in the fully raised position, the platform surface must be horizontally within 5/8
inch of the floor of the vehicle.

The platform must not deflect more than 3 degrees in any direction. To test this, stand on
the edge of the platform and carefully jump up and down to see how far the lift sways.

The lift must be designed to allow boarding in either direction.

While inside the vehicle:

Each securement system must have a clear floor area of 30 inches wide by 48 inches
long.

The securement system must accommodate all common wheelchairs and mobility aids.

The securement system must keep mobility aids from moving no more than 2 inches in
any direction.

A seat belt and shoulder harness must be provided for each securement position, and
must be separate from the security system of the mobility aid.

Vehicles under 22 feet must have:
[ One securement system that can be either forward or rear-facing.

[0 Overhead clearance must be at least 56 inches. This includes the height of doors, the
interior height along the path of travel, and the platform of the lift to the top of the door.

Vehicles over 22 feet must have:

Must have 2 securement systems, and one must be forward-facing, the other can be either
forward or rear-facing.

Overhead clearance must be at least 68 inches. This includes the height of doors, the
interior height along the path of travel, and the platform of the lift to the top of the door.

Aisles, steps, and floor areas must be slip resistant.

Steps or boarding edges of lift platforms must have a band of color which contrasts with
the step/floor surface.
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COMPLIANCE WITH AMERICANS WITH DISABILITIES ACT

Table 1. ADA Compliance Review - Provider/Contractor Level of Service Chart

Name of Service Total # of # of ADA Areas/Sub areas
Provider/ Vehicles Accessible Served by
Contractor Available for Vehicles Provider/Contractor
CTC Service
MV Transportation 158 158 Orange, Osceola, &
Seminole

BASED ON THE INFORMATION IN TABLE 1, DOES IT APPEAR THAT INDIVIDUALS
REQUIRING THE USE OF ACCESSIBLE VEHICLES HAVE EQUAL SERVICE?

Yes |:|] No
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ADA COMPLIANCE
Findings:

MV Transportation is compliant with ADA standards

Recommendations:
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FY 2014 /2005 GRANT QUESTIONS

The following questions relate to items specifically addressed in the FY _
2014 /2015 Trip and Equipment Grant.

DO YOU KEEP ALL RECORDS PERTAINING TO THE SPENDING OF TDTF DOLLARS
FOR FIVE YEARS? (Section 7.10: Establishment and Maintenance of Accounting Records,
T&E Grant, and FY 2014/15 )

Yes [0 No

ARE ALL ACCIDENTS THAT HAVE RESULTED IN A FATALITY REPORTED TO THE
COMMISSION WITHIN 24 HOURS AFTER YOU HAVE RECEIVED NOTICE? (Section
14.80: Accidents, T/E Grant, and FY 2014/15 )

x| Yes [ No

ARE ALL ACCIDENTS THAT HAVE RESULTED IN $1,000 WORTH OF DAMAGE
REPORTED TO THE COMMISSION WITHIN 72 HOURS AFTER YOU HAVE RECEIVED
NOTICE OF THE ACCIDENT? (Section 14.80: Accidents, T/E Grant, and FY 2014/15 )

Yes [ No
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Level of Competition

Worksheet 2
1. Inventory of Transportation Operators in the Service Area
Column A Column B Column C Column D
Operators Operators Include Trips | % of all Trips
Available | Contracted in the
System.
Private Non-Profit 97 30 384,733 45
Private For-Profit 109 5
Government 0 0
Public Transit
Agency 1 1 466,224 55
Total 207 33 850,957 100
2. How many of the operators are coordination contractors? 30
3. Of the operators included in the local coordinated system, how many have the capability
of expanding capacity? ALL
Does the CTC have the ability to expand? Yes
4. Indicate the date the latest transportation operator was brought into the system.
October 2015
5. Does the CTC have a competitive procurement process?  Yes
6. In the past five (5) years, how many times have the following methods been used in
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selection of the transportation operators?

0 Low bid 2 Requests for proposals
0 Requests for qualifications Requests for interested parties
0 Negotiation only

Which of the methods listed on the previous page was used to select the current
operators?

Request for proposals
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7. Which of the following items are incorporated in the review and selection of
transportation operators for inclusion in the coordinated system?

x| Capabilities of operator x| Scope of Work
x| Age of company x| Safety Program
x| Previous experience x| Capacity
x| Management x| Training Program
x| Qualifications of staff x| Insurance
x| Resources Accident History
Economies of Scale x| Quality
x| Contract Monitoring Community Knowledge
x| Reporting Capabilities Cost of the Contracting Process
x| Financial Strength x| Price
Performance Bond Distribution of Costs
X| Responsiveness to Solicitation Other: (list)
8. If a competitive bid or request for proposals has been used to select the transportation

operators, to how many potential operators was the request distributed in the most

recently completed process? Unk
How many responded? 6

The request for bids/proposals was distributed:

X

Locally X

Statewide X

Nationally

9. Has the CTC reviewed the possibilities of competitively contracting any services other

than transportation provision (such as fuel, maintenance, etc...)?
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Level of Availability (Coordination)
Worksheet 3

Planning — What are the coordinated plans for transporting the TD population?

Coordinated plan for TD transportation are described in the TDSP.

Public Information — How is public information distributed about transportation services in
the community?

TD transportation services is available only those who know about and know how to
access the service. LYNX and MetroPlan Orlando strive to create greater public
awareness of the ACCESS LYNX program through public hearings, program brochures
websites, and presentations.

Certification — How are individual certifications and registrations coordinated for local TD
transportation services?

LYNX maintains a certification and eligibility process for ADA paratransit eligibility
based on the Federal Administrative Code. LYNX determines eligibility by using a
service area of ¥ of a mile proximity to fixed-route bus service and categories of
eligibility as described in federal statute.

Eligibility Records — What system is used to coordinate which individuals are eligible for
special transportation services in the community?

ACCESS LYNX also follows the guidelines in the Americans with Disabilities Act
Paratransit Eligibility Manual. The three categories of ADA eligibility are:

1) Unconditional Eligibility. Persons unable to use fully-accessible fixed-route services.
2) Conditional Eligibility. Any individual who is able to use the fixed-route buses for
some of their trips and qualify for paratransit service for other trips.

3) Transitional Eligibility (temporary). Any individual who has a health condition or
disability that temporarily prevents him/her from using the fixed-route bus system.
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Call Intake — To what extent is transportation coordinated to ensure that a user can reach a
Reservationist on the first call?

Reservations — What is the reservation process? How is the duplication of a reservation
prevented?

ACCESS LYNX reservations can be made between 8am and 5pm, 7-days a week.
Reservations can also be made online at www.golynx.com and they can be made 24
hours a day, 7-days a week. Customer Service, where customers can check the status
or cancel a reservation, is also available 24 hours a day, seven days a week.

All reservations are booked into the computerized trip management system. All fields
are updated and verified. The reservation read back to the customer for their approval.
The system prevents duplication of reservations.

Trip Allocation — How is the allocation of trip requests to providers coordinated?

Trips are allocated based on price, availability, vehicles, and location, The system
automatically establishes a trip order.

Scheduling — How is the trip assignment to vehicles coordinated?

Trips are assigned to routes using an automated scheduling system. Trips are assigned
at the time the reservation is made; routes are then reviewed and changes necessary
the day before the trip is provided.

Page 56 12



Transport — How are the actual transportation services and modes of transportation
coordinated?

ACCESS LYNX staff determines the appropriate mode of transportation based on the
client's ability and eligibility.

Dispatching — How is the real time communication and direction of drivers coordinated?

Drivers send and receive information to and from dispatch through push-to-talk radio
and through the AVL system

General Service Monitoring — How is the overseeing of transportation operators
coordinated?

LYNX monitors MV Transportation on a regular basis. Since MV maintain the call center
and vehicles at LYNX facilities, LYNX is able to inspect vehicles, review driver's
records, conduct evaluations, etc. on a regular basis.

Daily Service Monitoring — How are real-time resolutions to trip problems coordinated?

Drivers contact dispatch to report problem which are then handled by the supervisor on
duty. Customers who call with concerns are routed to the call center supervisor. They
will work with the customer to resolve the issue as quickly as possible, If, after going
through the resolution process, the issue cannot be solved, then LYNX refers the

customer and the case to the Ombudsman.
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Trip Reconciliation — How is the confirmation of official trips coordinated?

LYNX uses mobile data terminals that electronically track the date, time, location,
odometer, and records no-shows on each trip. If trips are done on paper, the driver
manifests are reviewed and entered into the database by data entry staff.

Billing — How is the process for requesting and processing fares, payments, and reimbursements
coordinated?

Invoices are generated by MV. They are reviewed for accuracy by LYNX, then
approved by the LCB, and processed for payment by MetroPlan Orlando.

Reporting — How is operating information reported, compiled, and examined?

ACCESS LYNX data is reported daily to the program manager, monthly to MetroPlan
Orlando, quarterly to the LCB, and annually to the CTD.

Cost Resources — How are costs shared between the coordinator and the operators (s) in order
to reduce the overall costs of the coordinated program?

To reduce costs, MV provides call center services including scheduling and dispatch
functions. LYNX continues to control eligibility, data entry, billing, and customer
relations, which includes intake of and response to complaints.
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Information Resources — How is information shared with other organizations to ensure
smooth service provision and increased service provision?

Information is shared during the LCB, LYNX Board, and MetroPlan Orlando meetings.
In addition, MetroPlan Orlando also organizes a "Riders Forum" where we reach out to
the seniors, veterans, paratransit, and special needs community

Overall — What type of formal agreement does the CTC have with organizations, which provide
transportation in the community?

LYNX has signed contracts with local providers to assists with necessary and safe
transportation to Orange, Osceola, and Seminole residents.
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All requests from agencies interested in entering into a Coordination Contract with the
CTC must submit the request in writing to:

Manager of Paratransit Operations
LYNX

455 North Garland Avenue
Orlando, FL 32801-1518

A detailed summary of the services must be provided by the requestor, relative agency
information, agency contact information and a summary of the transportation services to
be provided under this Coordination Contract, which must address each of the above
items. Agencies approved for a Coordination Contract must maintain a System Safety
Program Plan as required by Chapter 14-90 FS and a drug testing program in compliance
the Drug Free Work Place Act of 1991. Table 8 contains a list of providers within
LYNX’ coordinated system.

Table 8

PROVIDER INFORMATION

Adventures In Caregiving Orlando, FL 32806
105 Oakland Av
Sanford, FL 32773

Elquanah Group Home
Ajuda, Corporation 955 Tuskawilla Rd.
6774 Magnolia Homes Road Orlando, FL 32708
Orlando, FL 32810

Global Unity Care
Ambassador Cottage P.O. Box 421983
2118 Ambassador Ct. Kissimmee, FL 34742
Orlando, FL 32808

Health Inspirations
Be Safe Transportation 3829 West Washington Street
2605 Wembley Cross Way Orlando, FL 32805
Orlando, FL 32828

Hodges Group Home
Bishop Grady Villas 4001 Kaluga Park St.
401 Bishop Grady Court Orlando, FL 32808
St. Cloud, FL 34769

J & B Ttransportation Services
Brighter Future Services 881 Bookfield Place
902 Haverford Dr. Apopka, FL 32712
Ocoee, FL 34761

Kinneret Apartments

Central Florida Group Homes 515 S. Delaney Ave.
1095 West Morse Boulevard Orlando, FL 32801
Winter Park, FL 32789

Kirbicort
Crystal Lake 2901 Yule Court
2500 Marlboro St. Christmas, FL 32709
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Kissimmee Good Samaritan Health Center

1500 South Gato Dr.
Kissimmee, FL 32746

Lakeside Behavioral Healthcare

1800 Mercy Dr.
Orlando, FL 32808

Lasting Moments
P.O. Box 683406
Orlando, FL 32868-3406

Lecia Gray-Knighton
1601 W. Miller St.
Orlando, FL 32805

Lottie Davis Support Services
2289 Okada Ct.
Orlando, FL 32818

Meals on Wheels, Etc.
2801 S. Financial Ct.
Sanford, FL 32773

Med Ride Express Service
612 South Dean Road
Orlando, FL 32825

MV Transportation
9313 Bachman Road
Taft, FL 32824

New Discovery Group Home
3829 West Washington Street
Orlando, FL 32805

Osceola ARC
310 N. Clyde Avenue
Kissimmee, FL 34741

Osceola County Council on Aging

700 Generation Point
Kissimmee, FL 34744

Osceola County Mental Health

206 Park Place Boulevard
Kissimmee, FL 34741

Pachot Group Home
3905 Timber Trail
Orlando, FL 32808

Primrose Center
2733 S. Ferncreek Avenue
Orlando, FL 32806

QL Transportation Service
6100 Old Winter Rd. # C
Orlando, FL 32835

Quest
500 E. Colonial Dr.
Orlando, FL 32803

Renewed Hope Group Home
429 Bloomfield Dr.
Kissimmee, FL 34758

Seminole Community Mental Health Center

237 Fernwood Boulevard
Fern Park, FL 32730

Seniors First
5395 L. B. McLeod Road
Orlando. FL 32811

Sweet Serenity Home
7914 Country Run Pkwy
Orlando, FL 32818

Trinity Home Care Facility
2502 Greywall Avenue
Ocoee, FL 34761

World Connect Agency
117 E. Amelia St.
Orlando, FL 32801

Zealene Hatcher
105 Oakland Ave
Sanford, FL 32773



Annual Safety Certification

Date Submitted: December 17, 2015

MV Transportation, Inc.

Bus Transit System WName:

System RBddress: 4950 LB Mclecd

City, State, 2ip: Orando, Florida 32811

Serving: Orange, Osceola, and Seminole Counties

The Bus Transit System named above hereby certifies to the Central
Florida Regional Transpeortation Authority, d/bfa LYMY, the following:

1. That a System Ssfety Program Plan (SS5FP) has been developed in
accordance with Rule Chapter 14-90, F.R.C. and complies with
establizhed minimum equipment and operaticnal safety standards
therein;

2. That the SSPP has been adopted and the bus trangit system has
conplied with the provisions of the S35PP during the year Jjust
completed;

3. That =safety inspections have been performed by a gualified entity
Fursuant to Rule Chapter 14-30 at least once anmually on all
vehicles operated by the bus transit system:

4. That the bus transit system is safe for passenger ssrvice, and;

5. That the bus transit system shall suspend system apesrations, or any
portion thereof, that pose an immediate dangsr to public safety.

The names and addresses of entities performing wehicle gsafetry
inspections during the year are:

Hame: MY Transportation, nc.
Bddress: 4950 LB McLecd Rd
City, State, Zip: CHdando, Florida 32805

I hereby certify this informatien to be true and accuratse,

ﬁ#ﬁ IR

Signdrre’ Pate

C/{f‘r‘? %p anrﬁ//lﬂﬁﬂajcf

Mame {Printed) Title
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S5YSTEM SAFETY PROGRAM PLAN

MV TRANSPORTATION

STATEMENT CF SAFETY POLICY

This System Safety Program Flan {SSFPP) is MW
TEANSPORTATION's commitment +to a safe and efficient
transportation system for all Ltramsportation users in the
coordinated transportation system of Grange, Osceola, and
Seminole Counties {the “ACCESS LYNY” system). The purpose
of the S5PP is toc ensure that MV TRANSPORTATION develops
and maintains safety pelicies and procedures, as well as
complying with other regulations mandated by local, state,
and federal governments and agencies.

¢y TRANSPORTATION shall strive to operate as safely as
possible. All personnel and appropriate contractors are
charged with the responsibilily of insuring the satety of
passengers, employees, property, and all those who come in
contact with the systoem. This responsibility includes the
right to «cease any operation(s) that is determined to ke
hazardous or creating an unsafe condition.

It iz the duty and obligation of e=ach MV TRANSPORTATTON
enployee Lo provide any information to management necessary
Lo ensure the =zsafest possible transportation services to
the residents and visitors of Orange, Usceola, and Semincle
Countics.

INTRODUFCTION AND PURPOSE

The SEPP outlines the cstablished functions,
responsibilities, and obligations that shall be complied
with; as well as Lhose that shall be implemented in an
effort to established increased levels of safely. The SSPP
shall allow for improved communications, documentation, and
coordination within the entire system te decrease injuries,
property damage, and delays in service. The SE5PFP applies
to all aspects of MY TRANSFORTATION ineluding
administraticon, operations, and maintenance.

1
Written 06/06/20011
Reviewed and Updated 042142014
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GOALS AND OBJECTIVES

The overall goal of MV TRANSPORTATION is to provide
transportation services in a safe, reliable, and timely
Rlanner, To Assist with obtaining and maintaining thase
goals, this 53PP has been developed and implemented to
identify unsafe conditions and develop methods to eliminate
9r control hazards that could cause unsafe conditions.
These cobijectives shall be applied to all aspects of the
System to reduce accidents; all cmployecs shall be trained
accordingly.

REGULATORY AGENCIES

Rule Chapter 14-90 «f the Flarida hAdministrative Code
(Attachment A) requires all public transit agencies o
develop and imolement a System Safety Program Plan (SSPP:

pricr to tranporting public sponsored passengers. The 5327
shall comply  with the State minimum eguipment and
operational safety standards. MY  TRANSPORTATION is

committed Lo impleoment the 55PP and to conduct its transil
cperations in compliance with the standards established in
the SSPP. MV TRANSPORTATION shall  suspend transilk
aperation(s) thal poses an immedlate danger to Lhe puklic.

MY TEANSPORTATICN shall comply with  the procedaras
established within Florida Taws governing ftransportation.
MY TRANSPORTATION =shall inspect all equipment operated in
accordance wilh  the established standards  and certity
conmpliance Lo L¥NX.

SYSTEM DESCRIPTION

My TRANSPORTATION, z for-profit corporation, under contract
with the Central Florida Regional Transpeortation Authority
d/b/a LYNX to provide paratransit services within Crange,
Oscenla, and Seminole Counties. MV TRANSPORTATION provides
daily demand response services Ffor clients within the
TACCESS LYNX” service area; twenty-four hours a day, scven
days a week.
3
Written (av06/200 |
Reviewed and Updated 04/21/2014
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SYSTEM SAFETY PLAN

MANAGEMENT

The OQwner of MV  TRANSPORTATION or the designated
Transportation Manager will be responsible for the
implementation, maintenance, and uvpdate of the 35PF, and
all safety rclated areas of MV TRANSPORTATION. The Manager
shall review and monitor internal cperations as well as
subcontractors of service for compliance with the SS5PP in
regard Lo maintenance and opcrations.

This BSSPP shall be reviewed and updated as reguirced, but
not less than annually. Each vevision shall be submitted
Lo LYNK for review and approval.

The Qwner, or its representative, shall ensure that safety
monitoring is conducted and documented in accordance with
the S55PP. Monitoring documents will bhe maintained on file
and will be made available as reguested by law enforcement
agencies, LYNX, and/ar the Florida Department of
Transportatiaon.

The Owner, or its representative, upon nolbificaticn hy
LYNX, will assist law enforcement agencies, L¥NY, and/or
the Fiorida Department of Transportation in the rerformance
of public transit system safety reviews in accordance with
the State of Florida Law.

ACCIDENTS/INCIDENT REPORTING AND INVESTIGATION

Ho matter how minor, all accidents and incidents will be
thoroughly investigated if they invelve an injury or

illness, significant damage to vehicles, equipment  ar
facilities, release of hazardous material, loss of wvehicle
conlklrol, or if management belicvez there was a hign

potential for these losses as a result of the event.

Written 06/08/2001
Reviewed and Updaied 44/2 172014
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An accident/incident report (Attachment B} is completed by
both the employvee(s} involved and an on duty supervisor.
The designated safcety officer shall determine if the
accident  1s  preventable o©or non-preventable based  on
Findings from evidence, statcments, and photographs.
Accident reports shall be completed as soon as possikle,
but prior to the completion of the wark davy.

MY TRANSPORTATION shall maintain a comproehensive
accident/incident reporting and  record keeping sy=tem.

LYNX shall immediately be noetified of all
accidents/incidents and final reports shall be forwarded Lo
the ACCESS LYNX Safety Office within 274 hours. hny

subsequent documentation will be copled to the ACCESS LYNX
safety Office as it is obtained. Any accidents involving a
fatality will be verbally reporbed the ACCESS LYNX Safety
Cffice (at 407/B41-2279} within 24 hourz of the incident
{in acecordance with FS 14-90.005}. A formal, written
report, describing the details of this fatality, will be
forwarded to LYNX within 30 days after the accident
goeurred. If, as a result of an accident involving a MV
TRANSPORTATION vehicle, a person dies withino 30 days of Lhe
accident, MY TEANSPORTATICN will submil & writton nolice to
LYWX, within 24 hours after the death.

VEHICLES AND EQUIPMENT

All  wehicles operated by MY TRANSPORTATION shall be
cquipped with safety eguipment as required by the State of

Florida and fcderal law. It is mandatory that all neow
equipment procurcd be specified to include all reguired
safety eguipment. Wheelchair lifts must be in compliance

with Rule Chapter 14-90, B BiGe, and must bear a
certification that the  wheelchairs K s meets the
requirements. Additional information on wheelchairs is
included in the Equipmenlk for Transporbting Wheelchairs
section of this plan.

QPERATIONLAL FUNCTIONS and DRIVING BEQUTREMENTS

The Manager =shall be responsible for pre—amplayment
qualificatiens for drivers, proof of walid licenses,
4

Written 06/06/2001
Reviewed and Updared 04/21/2014
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records of licenses, training and testing, driver’s wark
periods and driving hours, and medical examination
requirements. MV TRANSPORTATLION operational safety rulcs
and procedures shall be in compliance with State laws. All
MV TRANSPORTATION employees shall be instructed on such
rizles and procedures. Enployees will be reguired to
certify that training has been received and that Lhey
received a copy of the Rules and Procedures Manuai .,

Drivers shall not drive for more than 12 hours in any one
#d4-hour period, or drive more than 70 hours in any periad
of seven consecutive calendar davs. Drivers shall have a
minimum cumulative off-duty time of cight hours within any
24-hour period. The maximum allowed driving hours may be
increased if the thours are necessitated by adverse
conditicns.

A file shall be maintained on each driver to ENZBTre Rroper
documentation of all driving records, incidents, and safeby
COnNCeTrns.

A1) MYV TRANSPORTATION drivers shall be responsikle for the
followings:

4. EReporting Ay notice of license suspension,
cancellatiocn, or revocation immediately upon receipt. or
prior La operating MV TRANSPORTATION vehicles.

. Reporting any condition(s) resulting in increased
driving hazards, TS weather, road, Eraffic
conditions, medical emergencies, and disasters.

1

Reporting any condilions resulting in impaired driwving
ability, such as dizziness, poor eyesight, [lainting, or
ather medical conditions affecting his/her ability to
Gperate a wvehicle safely.

d. Completion of daily inspections and “Lally Operator
Beport of  Vehicle Inspection”. (Located within
Attachment <)

€. Provide intericr lighting for passengers hoarding and
exiting, if a wehicle is in operation during darkness.

f. No wehicle in MV YRANSPORTATION’s fleetr has standeoa
provisions and therefore the driver shall not allow ATlY
3

Written 06/06/2001
Reviewed and Updated D42 172011
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passenger to remain standing while the wehicle is in
motion.

d. Nob refueling wehicles in a closed bunitding. The driver
shall insure that the refueling of a wchicle while
passengers are con board be kept to a minimun.

h. Securing all passengers {including wheelchair bound
Eassengcrs) by lap and, when available, shoulder belt;
and securing him/hersclf by lap and shoulder belt while
the wshicle is in motiaon,

1. Not leaving an occupied vehicle unattended for more [han
[ifteen minutes.

J. Slopping at railroad crossings.

k. Displaying the proper warning devices upon being
disabled on the highway.

1. Assuring that all exit and cmergency exit doors are
unlocked while the wehicle is in operation.

ir. Proper ligating of wheelchair lifts when used during
darkness.

n. Proper securing of wheelchair passengers in appropriate
positions while the wvehicle is in motion.

@. Insuring that a bus with inoperable or open passenger
doors iz not placed in cporatiom.

MATHNTENANCE

A daily inspection shall be made of each vehicle priocr to
1use and Appropriate dacumentation maintained {Daily
Operator Repert of Vechicle JInspectiond. The inspection
shall include an examination of the following items:

4. Service bhrakes
v, Parking brakes
o. Tires and wheels
d. Ste=ering

&. Horn

Written {6/06/2001
Reviewed and 1ipdated 04/21/2014
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Lighting devices

Windshield wipers

Rear wvisicn mirrors

Fassenger doors

Exhaust svystem

Equipment for transporting wheelchairs
Safety and emergency equipment

e s v

A "Daily Vehicle Inspection Report” shall be completed
pricer to the wehicle's first operation of the day and

turned in daily for each wvehicle in use. Drivers shall
repart any mechanical preoblems that may constitute a hazard
and not drive a wechicle if safety is gquestionable. Fit

"Daily Vehicle Inspection Report” shall be turned in Lo
dispatch pricr to the wehicle being placed In service
(“Pre-Trip Report”). Another ™Daily Vehicle Inspection
Beporl” shall be completed and torned in at the end of the
vehicle’s daily operation {“Post-Trip FEeport®} .,

Vehicles are scheduled for preventive maintenance based Qn
mileage. Service is scheduled every 6,000 miles as
prescribed for “A”, “B”, and “C” maintenance by the Florida
Department of Transportation, Publie Transit Office’s
publication titled “Preventive Maintenance Guidelines for
small Pusses, Vans, and Wagons” [Attachment BY. Preventive
maintenance is conducted in order to maintain wvehicles in a
manner to conform to safety requlations and to ensure that
all wehicles are properly eguipped with all required parts
and accessories in good, sate, working condition. These
interval services include changing all fluids and filters,
inspecting for tire wear, brake wear, and oil leaks.

Froper documentation of services performed is recorded by
the technician performing the services and verified and
maintained by MV TRANSPORTATION® s Manager. All preventive
maintenance and repair actions shall be documented and
include positive means of wvehicle ddentification, date,
mileage, and type and description of maintenance or
inspecticn. Officers or persons designated by TYNX or the
Department of Transportation shall be permitted to perform
systenm reviews for compliance with State law.

EQUIFMENT FOR TRANSPORTING WHEELCHAIRS

Writhen (A0 2001
Reviewed and Updated 044212014
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Except in locations 3% inches off the wehicle floor, all
expased edges or other hazardous protrusions of parts of
wheelchair 1lift assemblies or ramps that are located in thoe
passenger campartment shall be padded with encrgy absorbing
materials te mitigate injury in normal use and in case of
acoldent. This requirement shall also apply to parts of
the bus associated with the operation of the 1ift or ramp.

The controls for operating the 1ift will be located where
the driver has full, uncbstructed view of the lift
platform. Instructions for normal and cnergency operation
of the lift or ramp shall be carried or dizsplayed in ewvery
accessible vehicle,

Each wheelchair lift or ramp assembly shall be legikly and
permanently marked with, at E minimum; {1} the
manufacturer’s name and address; {2) the month and yvear of
manufacture; and (3] a cerlificate that the wheelchair 1ift
or ramp and its installation conforms to the State of
Florida reguirements applicable to accessible buses.

21! wheelchairs transported shall be properly secured using
an apprxoved, ADA compliant, four point securement system.
Securement straps shall be applied a2z direclted by the
manufacturcr. In additien +to¢ the f[our point securement
system for the wheelchair, anytime a passenger is
transported in said secured wheelchair, the passenger alsa
must be restrained by an approved lap belt and, when
available, shoulder bhelt. The lap belt and shoulder belt
shall be affixcd directly to the vehicle,

TRATINING

Fach driver shall be trained and tested Lo demonstrate
his/her capabilities to safely operate each different type
aof wehicle before driving unsupervised. This training
shall include eXplicit instructional and  procedural
training regarding operaticonal and driving requirements,
defensive driving, equipment inspection and handling of
emergancies, Testing shall include a road test of
sufficient duration to enable the reviewer to evaluate the
driver’s handling of the wvehicle and associated eguipment
that the driver will be operating.

)
Written 016/06/2001
Reviewed and Updated 04/21/20104
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Driver training shall follow those guidelines established
within the “MV TRANSPORTATION Driver Training Manual”
{Attachment D). Thiz manual establishes well defined
written instructions and safety procedures for all drivers.

In addition, drivers and safety sensitive staff shall be
trained, at minimum, in (1) Passenger Assistance and
Sensitivity: (2) Defensive Driving: (3} Accident/Incident
Reporting and On-Read Emergency Procedures; and ({4) Drug
Abuse and Alcohol Misuse as reguired by Federal Transit
Administration regulations.

FEDERAL, STATE, AND LOCAL REGULATIONS, ORDIMANCES, OR LANS

MV TRANSPORTATION shall comply with all Federal, State, and
Local regulations, ordinances, and laws. In the event of
conflicting requirements, the higher entity shall rule.

M
COMPENSATION AS A RESULT OF A CONTRACTUAL AGREEMENT WITH
——— e T AT e oSSR UL SN WLIH
THE BUS TRANSIT SYSTEM.

All subcontracted transportation services shall be held to
the same high standards set forth in this SSPP. MV
TRANSPORTATION shall monitor all subcontracted
transportation providers and shall retain the right to
cease any operation{s} that is determined toc be hazardous
or creating an unsafe condition.

Written 06/06/2001
Reviewed and Updated 04/21/2014
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May 12, 2016

Mr. Steve Holmes, Executive Director
Commission for the Transportation Disadvantaged
605 Suwannee Street, MS-49

Tallahassee, Florida 32399-0450

RE: MOA Contract #TD1375
07/01/2013 to 06/30/2018

Dear Mr. Holmes,

LYNX is hereby submitting our Annual Update for 2016 of our Five Year Transportation
Disadvantaged Service Plan (TDSP) that corresponds with the above referenced five year
Memorandum of Agreement. Please note that these changes were presented to the
Local Coordinating Board (LCB) and approved at the regularly scheduled LCB meeting
on May 12, 2016.

Below are the pages of the TDSP to be updated, with a brief explanation of why the
changes have occurred:

Page 4A

Local Coordinating Board Certification

This certifies that the LCB has reviewed and approved the TDSP Update. A Roll Call
Voting Sheet is included identifying the LCB Member, their affiliations, and whether they
voted for or against the submittal of this document. It further identifies those members
who were absent from the meeting.

Pages 4B — 4D
Previous TDSP Review Letters
Mandatory Requirement of the TDSP Update

Pages 6 — 10

The Transportation Disadvantaged Local Coordinating Board Membership Roster.
Updated due to changes in the membership of the Local Coordinating Board.
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Steve Holmes, Executive Director

Commission for the Transportation Disadvantaged
May 12, 2016

Page 2

Page 19
Figure 3 — LYNX Organizational Chart

Page 20 — MV Transportation Organizational Chart

Pages 33 — 34
Section |.C — Needs Assessment
Updated.

Pages 35-36
Section |. D — Goals, Objectives, Strategies, and Implementation
Mandatory of the TDSP Update.

Pages 37 — 38
Section |. E — Implementation Plan
Mandatory of the TDSP Update.

Pages 51 - 52

Table 8 — Provider Information

This section includes an inventory of available transportation services in the LYNX
service area, including public, private, non-profit, and local commuter services.

Pages 53-57 — Table A - Vehicle Inventory
Updated due to changes in the vehicle inventory.

Page 60
System Safety Program Plan (SSPP) Annual Safety Certification.

Page 61
Inter-County Services/Acceptable Alternatives

Steve Holmes, Executive Director

Commission for the Transportation Disadvantaged
May 12, 2016

Page 3

Pages 62-66

Table 10 — Service Standards

Updated to include items required by the previous year TD Commission TDSP Approval
Letter.
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Steve Holmes, Executive Director

Commission for the Transportation Disadvantaged
May 12, 2016

Page 3

Pages 62-66

Table 10 — Service Standards

Updated to include items required by the previous year TD Commission TDSP Approval
Letter.

Page 70
Table 11 — Rate Structure
Updated

Pages 110-123
Attachment 6 — LCB CTC Annual Evaluation
Updated with the most recent TDLCB evaluation of the CTC.

Pages 144 — 156
Attachment 9 — Rate Calculation Model Worksheets
Updated with current financial year data.

Should you have any questions or require any further updates, please contact me.

Sincerely,

Timothy M. May
Manager of Paratransit Operations

Cc: Tangee Mobley, Director of Operations and Maintenance, LYNX
Andrea Ostradka, Director of Planning, LYNX
Virginia Whittington, MetroPlan Orlando
Joint Local Coordinating Board of Orange, Seminole, and Osceola Counties (via
Virginia Whittington and MetroPlan Orlando)

The Commission for the Transportation Disadvantaged hereby agrees and accepts this
update/amendment to the above referenced MOA/TDSP, effective July 1, 2016

Executive Director Date
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Page 4A

Local Coordinating Board
Certification
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Page 4B

Previous TDSP Review
Certification
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May 14, 2015

Mr. Steve Holmes, Executive Director
Commission for the Transportation Disadvantaged
805 Suwannee Street, M5-49

Tallahassee, Florida 32399-0450

RE: MOA Contract #TD1375
07/01/2013 to 06/30/2018

Dear Mr. Holmes,

LYNX is hereby submitting our Annual Update for 2015 of our Five Year Transportation
Disadvantaged Service Plan (TDSP) that corresponds with the above referenced five
year Memorandum of Agreement. Please note that these changes were presented to
the Local Coordinating Board (LCB) and approved at the regularly scheduled LCB
meeting on May 14, 2015.

Below are the pages of the TDSP to be updated, with a brief explanation of why the
changes have occurred:

Page 4A

Local Coordinating Board Certification

This certifies that the LCB has reviewed and approved the TDSP Update. A Roll Call
Voting Sheet is included identifying the LCB Member, their affiliations, and whether they
voted for or against the submittal of this document. 1t further identifies those members
who were absent from the meeting.

Pages 4B - 4D
Previous TDSP Review Letiers
Mandatory Requirement of the TDSP Update

Pages 6 — 10
The Transportation Disadvantaged Local Coordinating Board Membership Roster.
Updated due to changes in the membership of the Local Coordinating Board.

Page 18

Figure 2 - LYNX Paratransit Operations Division Organizational Chart.
Updated due to staffing changes.
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Steve Holmes, Executive Director

Commission for the Transportation Disadvantaged
May 14, 2015

Page 2

Page 19
Figure 3 — LYNX Organizational Chart

page 20 - MV Transportation Organizational Chart

Pages 24-26
Local Coordinating Board Membership Certification
Updated due to changes in the membership of the LCB

Pages 33 — 34
section 1.C - Needs Assessment
Updated.

Pages 35-36
Section |. D — Goals, Objectives, Strategies, and implementation
Mandatory of the TDSP Update.

pages 37 — 38
Section |. E - Implementation Plan
Mandatory of the TDSP Update.

Pages 39 —40
section ILA — Types, Hours, and Days of Service
Updated.

Pages 51 — 52

Table 8 — Provider Information

This section includes an inventory of available transportation services in the LYNX
service area, including public, private, non-profit, and local commuter services.

Pages 53-57 — Table A - Vehicle Inventory
Updated due to changes in the vehicle inventory.

Page 58
Section ILE - Public Transit Utilization
Updated.

Page 60
System Safety Program Plan (SSPP) Annual Safety Certification.
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Steve Holmes, Executive Director

Commission for the Transportation Disadvantaged
May 14, 2015

Page 3

Page 61
Inter-County Services/Acceptable Alternatives

Pages 62-66

Table 10 — Service Standards

Updated to include items required by the previous year TD Commission TDSP Approval
Letter.

Page 70
Table 11 — Rate Structure
Updated

Pages 110-123
Attachment 6 — LCB CTC Annual Evaluation
Updated with the most recent TDLCB evaluation of the CTC.

Pages 144 - 156
Attachment 9 — Rate Calculation Model Worksheets
Updated with current financial year data.

Should you have any questions or require any further updates, please contact me.

Slncﬁ ~e Yl ( .
. _..‘_ -
sit;zrations

Timothy M. May
Manager of Paratran

Co: Tangae Maobley, Director of Qperations and Maintenance, LYNX
Andrea Ostradka, Director of Planning, LYNX
Gabriella Arismendi, MetroPlan Qrlando
Joint Local Coordinating Board of Orange, Seminole, and Osceola Counties (via

Gabriella Arismendi and MetroPlan Orlando)

The Commission for the Transportation Disadvantaged hereby agrees and accepts this
update/amendment to the above referenced MOA/TDSP, effective July 1, 2015

% M 5'30-—,\5/

¢ Executive Director Date
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.‘. " metroplan orlando

A REGIONAL TRANSFP

TRANSPORTATION DISADVANTAGED
LOCAL COORDINATING BOARD
MEMBERSHIP ROSTER

ORANGE COUNTY:
Cmsr. Pete Clarke
CHAIRMAN

Alternate: Cmsr. Jennifer Thompson

SEMINOLE COUNTY:
Cmsr. Lee Constantine
VICE- CHAIRMAN

Alternate: Cmsr. Carlton Henley

OSCEOLA COUNTY:
Cmsr. Michael Harford

CITIZEN ADVOCATE:
Ms. Marsha Shapiro

Alternate:
CITIZEN ADVOCATE:

(System User)
Mr. Dwight Sayer

Alternate: Ms. Cheryl Stone

April 2016

Orange County Board of County
Commissioners

201 S. Rosalind Avenue

P.0. Box 1393

Orlando, FL 32802

seminole County Government
1101 E. First Street
sanford, FL 32771

0Osceola County Government
One Courthouse Square -
Suite 4700

Kissimmee, Florida 34741

2651 Daulby St
Kissimmee, FL 34747

12516 Hammock Point Circle
Clermont, FL 34711 Home Cell

4535 Oak Forest Court
Orlando. 32804

138

ORTATION PARTNERSHIP

407-665-7207
Fax 407-665-7958

407-742-2000

407-390-0006

407-877-1970
Cell 321-948-1466

Cell 407-748-0429

TDLCB Roster
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AGENCY FOR PERSONS WITH

DISABILIITES:

Ms. Sharon Jennings 400 West Robinson Street, 5-430 407-245-0440 x611
Orlando, FL 32801 Fax 407-245-0413

Alternate: Mr. Manuel Garay 407-245-0440 x654

DEPARTMENT OF EDUCATION &

VOCATIONAL REHABILITATION:

Mr. Wayne Olson 3555 Maguire Boulevard 407-897-2725
Suite 205 Fax 407-897-2752

Orlando, FL 32803

ECONOMICALLY DISADVANTAGED:
Ms. Dianne Arnold 2100 East Michigan Street 407-836-6568
Orlando, FL 32806

Alternate: Ms. Wanda Rosa

FLORIDA DEPARTMENT OF

TRANSPORTATION:

Ms. Jo Santiago 133 5. Semoran Boulevard 407-482-7875
Orlando, FL 32807

Alternate: Mr. Samuel Weekley

FOR-PROFIT OPERATOR:
Mr. Chris York 4950 L.B. McLeod Rd. 407-851-8201
Orlando, FL 32811

Alternate: Mr. Jacob Ulvano

MEDICAID:

Mr. Benjamin Akinola 400 W. Robinson Street 407-420-2483
Suite S309 Fax 407-423-6492
Orlando, FL 32801

Alternate: Ms. Milagros Chervoni

MEDICAL COMMUNITY:

Ms. Milagros Carrion 4301 Vineland Rd. Ste. E-17 407-425-4415
Orlando, FL 32811 Fax 407-422-9055

TDLCB Roster

Page 2 of 5
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PUBLIC EDUCATION:
Mr. Mike Barnett 407-521-2339 x7228

Fax 407-521-2343

OCPS Transportation Services
Safety/Training Department
5149 North Pine Hills Road
Orlando, FL 32808

Orange County Public Schools 407-317-3981 x2035
Educational Leadership Center

Alternate: Ms. Olga Vazquez

REGIONAL WORKFORCE
DEVELOPMENT:
VACANT

REPRESENTATIVE FOR PERSONS
WITH DISABILITIES:
Ms. Marilyn Baldwin

Alternate: Mr. Charles Brooks

REPRESENTATIVE FOR THE
ELDERLY (OVER 60):
Mr. Win Adams

Alternate:

SENIOR RESOURCE ALLIANCE:
(AREA AGENCY ON AGING OF
CENTRAL FLORIDA, INC.)

Mr. Randall Hunt

Alternate: Ms. Sarah Lightell

445 West Amelia Street
Orlando, FL 32801 1127

8427 Lainie Lane
Orlando, FL 32818

659 Parakeet Court
Kissimmee, Florida 34759

646 Fellowship Drive
Fern Park, FL 32730

988 Woodcock Road
Suite 200
Orlando, FL 32803

140

407-293-0565

407-738-9804

(407) 310-1110

407-514-1802
Fax 407-228-1835

407-228-1800
Fax 407-228-1835

TDLCB Roster
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STATE COORDINATING COUNCIL OF
EARLY CHILDHOOD DEVELOPMENT:
Mr. Wilfredo Raices

Alternate: Mr. Kevin Paulin

VETERANS:
Command Sergeant Major
Tommie Maldonado

Alternate: Master Sergeant Jose
Pizarro

NON-VOTING MEMBERS

Orange County EMS:
Mr. Tom Daniels

Alternate: Ms. Crystal Ford

LYNX:
Mr. Tim May

Alternate: Mr. Benjamin Gonzalez
LYNX TAC REPRESENTATIVE:

Mr. Robert Melia

Alternate: Mr. Will Lusk
MetroPlan Orlando:

Ms. Virginia Whittington
Director of Regional Partnerships

Ms. Cathy Goldfarb
Senior Board Services Coordinator

4C’s
3500 West Colonial Drive
Orlando, FL 32808

Orange County Veterans
Services

2100 East Michigan Street
Orlando, FL 32806

Quality Manager

Office of the Medical Director
2002-A East Michigan Street
Orlando, FL 32806

2500 LYNX Lane
Orlando, FL 32804

7609 Mistletoe Court
Orlando, FL 32807

250 S. Orange Avenue
Suite 200
Orlando, FL 32801

250 S. Orange Avenue

Suite 200
Orlando, FL 32801

141

Fax 407-445-7340

407-836-8987
Fax 407-836-8999

407-836-6515

(407) 254-6055
Fax: (407) 254-6475

407-254-6055

407-841-8911

407-481-5672 x 314
Fax 407-481-5681

407-481-5672 x 315
Fax 407-481-5681

TDLCB Roster
Page 4 of 5
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GENERAL MANAGER DOGUMENT CONTROL GOVERNMENT AFFAIRS DIRECTOR OF FINANCE i TRANSPORTATION &
MAINTENANCE
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TRI T
DIRECTOR OF DIRECTOR OF RISK e DRECTOROF SARRT
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l I BUDGET e MAINTENANCE
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[ ' e
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MAINTENANCE
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MV Transportation
Organizational Chart
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Yarimel Portillo
Accounting Assistant

Stephanie Hensley
Accounting Manager

Carole Maronich
Hiring Manager

Reconcilers

MV Transportation
Division 12 — April 19, 2016

Juan Grimaldi Safety
Manager

Carlos Espinosa
Interim Drive Cam
Supervisor

Road Supervisors
Alice Saulter
Deandre Moore

Trainer

BTWs

Chris York
General Manager

Tanika Massey
Asst. General ,__wﬂm_ﬂmm_ww
Manager
! : Lizell Wortman
Shirley Witherspoon Customer Service Schedulers

Operalions Manager Manager

Fedner Medilien
Driver Scheduler

Reservationists

Ebony Anderson
Dispatch Lead

Dispalchers

NL Reservationists

Tanya Reynolds
Maintenance
Manager
James Cook Mike Brooks
Maintenance Clerk Foreman

Mechanics

Ulility
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i“.ﬂ metroplan orlando

W (1) A REGIONAL TRANSPORTATION PARTNERSHIP

MEMBERSHIP CERTIFICATION
TRANSPORTATION DISADVANTAGED LOCAL COORDINATING BOARD
FOR ORANGE, OSCEOLA, AND SEMINOLE COUNTIES

Date: December 9, 2015

Name (DOPA): MetroPlan Orlando

Address: 315 East Robinson Street
Suite 355

Orlando, Florida 32801

MetroPlan Orlando/Designated Official Planning Agency named above hereby certifies
to the following:

1. The membership of the Local Coordinating Board, established pursuant to Rule 41-
2.012(3), FAC, does in fact represent the appropriate parties as identified in the
following list; and

2 The membership represents, to the maximum extent feasible, a cross-section of the
local community.

Signature:

Title:  Chairman of MetroPlan Orlando

MEMBERSHIP OF THE LOCAL COORDINATING BOARD FOR ORANGE,
OSCEOLA, AND SEMINOLE COUNTIES

POSITION MEMBER TERM

ELECTED OFFICIALS Pete Clarke (Orange) -
Viviana Janer (Osceola) -
Lee Constantine (Seminole)

FLORIDA DEPT. OF Jo Santiago -
TRANSPORTATION
AGENCY FOR PERSONS Sharon Jennings -

WITH DISABILITIES

147



MEMBERSHIP CERTIFICATION

TRANSPORTATION DISADVANTAGED LOCAL COORDINATING BOARD
FOR ORANGE, OSCEOLA, AND SEMINOLE COUNTIES

Page 2

MEDICAL COMMUNITY::
FLORIDA DEPT. OF

EDUCATION & VOCATIONAL

REHABILITATION
ECONOMICALLY
DISADVANTAGED

STATE COOR. COUNCIL
EARLY CHILD.DEV. (4C)

PUBLIC EDUCATION
VETERANS
MEDICAID (AHCA)

FLORIDA DEPT. OF
ELDER AFFAIRS

REPRESENTING THE
ELDERLY (OVER SIXTY)

REPRESENTING THE
DISABLED

CITIZEN ADVOCATE

CITIZENS ADVOCATE
(SYSTEM USER)

FOR-PROFIT
OPERATOR

NON-VOTING
MEMBERS

Milagros Carrion

Wayne Olson -

Dianne Arnold

Wilfredo Raices -

Mike Barnett -
Tommie Maldonado -

Benjamin Akinola -

Randall Hunt -

Win Adams Three Years
Marilyn Baldwin One Year
Marsha Shapiro Two Year
Dwight Sayer One Year
Chris York Two Year
Tom Daniels -

Tim May -

Robert Melia =
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Section |. C — Needs Assessment

By definition, the Transportation Disadvantaged (TD) are those persons who, because
of physical or cognitive disability, income status, or age or who for other reasons are
unable to transport themselves, or to purchase transportation and are, therefore,
dependent upon others to obtain access to health care, employment, education,
shopping, social activities, or other life-sustaining activities, or children who are
handicapped or high risk.

As LYNX provides a full array of transportation services, customers can access the
mode of transportation best suited for their needs. LYNX offers fixed-route services and
bus pass programs to those TD customers who cannot provide for their own
transportation and are able to access fixed-route service. For those who cannot access
fixed-route service, LYNX offers paratransit door-to-door services.

Need among all segments of the Transportation Disadvantaged is constantly growing
and usually at a much higher rate than the growth of funding for services. For these
reasons, LYNX has established trip priorities for customers under the TD program and
has a written eligibility process for screening customers. As needs grow, LYNX will
continue efforts to eliminate misuse of the system, and transition customers off the more
costly paratransit service to fixed-route bus service when appropriate. This is
accomplished through incentive programs, needs assessments, and travel training.

As the Community Transportation Coordinator (CTC), LYNX coordinates services
required by the Americans with Disabilities Act of 1990 (ADA) and ith TD services to
increase efficiencies and opportunities for multi-loading. LYNX has expanded the ADA
paratransit eligibility process to include an assessment of an individual's capacity to
make use of the fixed-route bus service as well. This decision is critical for containing
costs by ensuring that individuals take advantage of the flexibility that fixed-route bus
service offers to the maximum extent possible. Staff determined that this assessment
would be best provided by a qualified organization, experienced in physical
rehabilitation and patient evaluation. Accordingly, ADARide.com. Has been providing
these services through a third-party contract.

Strict implementation of eligibility is required by the ADA in order to preserve the civil
rights of individuals with disabilities. An in-person functional assessment provides an
objective process and an accurate determination of the need for paratransit services.
For the functional assessment to be effective, it must be complimented with a “travel
training” program. Through travel training, applicants who are denied service based on
the fact that their disability does not prevent use of fixed-route service can be trained to
use fixed-route service. In addition, customers who are deemed to be ADA eligible can
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also be provided fare incentives such as reduced fare passes to encourage fixed-route
use, thereby reducing rising ADA paratransit costs.

Concerted efforts have also been made to more accurately assess the needs of
consumers requesting service through the Transportation Disadvantaged Trust Fund

In addition to the needs identified above, over the course of 2006 and 2007 LYNX took
a fresh look at the needs of low-income individuals who must get to jobs and job-related
activities, such as educational opportunities and training, as well as the needs of
individuals with disabilities beyond those provided for under the ADA and other
programs under which LYNX has already been serving the community. This effort was
undertaken to ensure that the most needed services were added to LYNX' network of
services in order to make best use of funding resources, that were at the time, provided
under two Federal programs: the Section 5316 Job Access and Reverse Commute
(JARC) and the Section 5317 New Freedom Program (NFP).

Starting in Fiscal Year 2014, LYNX began the management of Section 5310 Enhanced
Mobility of Seniors and Individuals with Disabilities funding program. Under the Moving
Ahead for Progress in the 21st Century (MAP-21) transportation authority, the Section
5317 program was ended but the eligible projects were folded into the Section 5310
program. As a result, LYNX Developed a Program Management Plan (PMP) to guide
its 5310 Urbanized Orlando and Kissimmee area projects.

Through the FY14 competitive funding process for Section 5310 sub-recipients, and
regular community engagement, LYNX has identified additional needs of the
Transportation Disadvantaged population that resides and travels within the LYNX
service area. In order to continue to support the utilization of the more cost effective
fixed-route services, LYNX needs to implement additional NeighborLink vehicles and
services throughout the tri-county area, and enhance and expand services on existing
routes, such that passengers can overcome the physical barriers between them and the
bus stops that they are no longer solely reliant upon paratransit services. In
coordinating with human service agencies that provide transportation, LYNX found that
the costs associated with owning and operating vehicles is burdensome to the
agencies. As a result, LYNX will support these organizations through an Agency
Vanpool program that leases vehicles, while covering the maintenance and insurance of
the vehicles

As part of the federal requirements of MAP-21 LYNX's locally developed, coordinated
public transit human services transportation plan was updated in early 2016. As part of
the update multiple public involvement activities were conducted in an effort to better
understand and provide for the 5310 target population’s evolving transportation needs.
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A Public Survey was created which included questions that were designed to
identify origins and destinations for trips, frequency and time of day for trips,
human services benefits received for transportation, specific travel modes and
services used daily, age range, the presence of any disabilities, and
demographic data

Public Workshops were conducted in an effort to provide information about
available transit options and to solicit feedback from the target populations. Due
to the large size of the LYNX geographic service area, it was determined that
workshops would be held in Orange, Seminole, and Osceola counties.

A Stakeholder Workshop was conducted and individuals invited to attend were
public or private entities that serve as human services agencies to seniors and
individuals with disabilities, funders of these human services agencies, and
advocacy groups for this population. Input from this group provided a perspective
which differed from riders, providing alternative ideas for improvements and
identifying additional transportation gaps or needs within the existing services.

A Steering Committee was formed at the initiation of the process to serve as an
advocate for the populations who will be benefitting from the improvements
identified and implemented by the Plan. The Committee’s role was to provide
feedback to the Project Team, provide ideas and perspectives, guide the Plan
Update process, and assist in outreach efforts.

Gleaned from the above mentioned input are the most updated priority transportation
service needs as voiced by our clients and transportation service partners. The priorities
were grouped into four categories of issues/needs as follows:

Trip Reservation, Tracking and Payment Technology
o Smart card/mobile app fare payment
o Trip vehicle tracking and arrival notification
o Mobile app trip reservation
Service Coverage
o High concentrations of TD populations in Kissimmee, OBT, Hoffner,
Eatonville, Casselberry/Longwood, Plymouth/Sorrento, and Sanford
Service Quality/Operations
o Getting to and from work during off peak hours
o Inconsistencies of trip times
o Varying work shift location and schedules
o Driver training
o Improved dispatch and driver communication and coordination
Regional Coordination of Trips
o reThink Coordination
o Improved coordination between transportation agencies and human
service agencies

152



Pages 36-37

Goals, Objectives, and
Strategies



1.D. Goals, Objectives, and Strategies
The overall goal of the Coordinated Transportation System in the tri-county area is:

To coordinate and provide seamless access to transportation services to meet the mobility
needs of those who, because of age, income, or disability, can neither provide nor arrange
for their own transportation.

Goals establish the overall direction for LYNX to follow in providing services to the
Transportation Disadvantaged market. The additional goals listed below are broad-reaching and
were used in guiding the direction of the paratransit operations division.

Objectives provide the specific actions that will be taken by LYNX to achieve the goal while the
strategy identifies the tasks to be completed to meet the objectives. The goals and objectives are
measured by quantifying the strategies. The strategies in this section are the quality assurance
measures listed in Section I11 of this document. In this section, the goals, objectives and strategies
for the ACCESS LYNX program are presented in brief form.

Goal 1: Become recognized as the most technologically advanced transit system of our
size in the country.

Objective: Utilize an effective method of categorizations for all data related to ridership.

Strategy: Update the passenger/trip database to track information.

Objective: Utilize technology to create operational efficiencies and provide a better client
experience. .

Strategy: Potential trip booking, vehicle tracking and fare payment technology is researched

and if feasible piloted.

Goal 2: Elevate the role, image, and community support for public transit in Central
Florida.

Objective: Ensure easy access to information and promote a sense of open communication.

Strategies: Quick response to customer queries.

Call hold times reduced to an average of three minutes or less.

Goal 3: Strengthen LYNX’ financial position, accountability, and organization
productivity.

Objective: Determine ways to streamline processes or increase efficiencies.

Strategy: Carrier payments for ACCESS LYNX are made according to guidelines found in
the Transportation Disadvantaged Trust Fund Grant (Sec. 282.0585).

Goal 4: Increase Fixed-Route/NeighborLink Ridership

Objective: Evaluate paratransit riders for possible transition to fixed-route/NeighborLink
ridership.
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Strategies:

Goal 5:

Objective:
Strategies:

Goal 6:

Objective:

Strategy:

Objective:

Strategies:

Determine the riders’ eligibility through screening processes.
Identify potential candidates for referrals.
Identify areas for potential NeighborLink services.

Enhance our internal and external customer relations.

Greater customer service and safety measures.

Enhanced customer service courses for all contracted employees.

Additional public outreach/education.

Focus on improvement of dispatch and driver coordination and communication for
all contracted employees.

Improve mobility for seniors and individuals with disabilities by removing
barriers and expanding available transportation mobility options.

Enhance coordination and leveraging of regional resources and services.

Increase knowledge about transportation options and improve communication,
cooperation and collaboration among various stakeholders in the coordinated
system.

Improve mobility options for seniors, individuals with disabilities, minorities, and
low income populations.

Continue to make service and route enhancements (0O ACCESS LYNX,
NeighborLink, and fixed route services.

Coordination with Service Planning to ensure that the TD population is properly
serviced.
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I.E. Implementation Plan

1. Five-Year Transportation Disadvantaged Improvement Program

LYNX, as the CTC for the tri-county region, uses Trapeze PASS transportation management
software application. This product has allowed LYNX to create significantly more effective
schedules with map-based geocoding of origins and destinations, and has allowed LYNX to
pinpoint passengers that reside within reasonable distance of the fixed-route service to promote
more use of that option. Upgrades to the software has allowed for routing optimization, which

more efficiently schedules trip

s to more productive runs. This, with additional staff training has

allowed for greater on time performance, as well as customer satisfaction.

2. Implementation Schedule

Table 6 — Implementation Schedule

Continue improvement of the fiscal condition of the organization

Action Begin End Individual Responsible
Study and improve ways to | 7/01/2013 Ongoing Director of Finance/Director
reduce operating expenses of Transportation/Manager
Write reports to evaluate 7/01/2013 09/30/2016 Data Analyst
costs and improve
efficiencies
Research available grants | 7/01/2013 Ongoing Manager/Manager of Grants
and other transportation
funding sources to bring
into the coordinated
system
Move paratransit 7/21/2014 Implemented Manager/Supervisor
customers to fixed-route August, 2014 -
when appropriate Ongoing
Identify and address issues | 7/01/2013 Ongoing Director of Finance/Director
affecting increased of Transportation/Manager
operating expenses

Major capital projects
Integrate Smart Card 7/01/2013 Ongoing TDLCB/MetroPlan Orlando
technology with MDT Staff/Manager
implementation for
alternative farec media

Improvement of LYNX" reputation with the Community

Dialysis Administrators
and Assisted Living

Attend and report at public | 7/01/2013 [mplemented Manager

meetings; meet regularly 7/21/2014 -

with funding partners Ongoing

Orient and involve 7/21/2014 Ongoing Supervisor/Safety and

Training Coordinators
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Facilities of Paratransit T

Operations 101

[nitial Community October, Ongoing Grants/Manager
Connector Program 2015

Rollout

Review business practices | 7/01/2013 Ongoing Manager

and make improvement Supervisor
where needed |

Return to the basics of what LYNX dﬁs best

Orient and involve other 4/01/2014 11/30/2014 - Manager/Manager of
departments in the basics Ongoing Customer Service Cross
of paratransit operations Train Reps

Review all business 7/01/2013 Ongoing Director/Manager
practices and modify as

appropriate

Meet with internal and August 2014 | Ongoing Manager

external customers to Supervisor

facilitate communications Compliance Staff
Continue to improve 7/01/2013 Ongoing Director/Manager/Supervisor
Paratransit system L.

Improve employee image and morale

Recognize paratransit staff
for excellence

August 2014

Ongoing

Manager/Supervisor

Give employees the
opportunity to review
internal policies and
efficiencies

August 2014

Ongoing

Director/Manager

Meet regularly with
employees to facilitate
communications, keeping
the employee “in the loop™

November
2014

Ongoing

Manager/Supervisot/Data
Analyst

Encourage staff to interact
with other departments and
attend organization
functions to increase
communications and
broaden all LYNX staff on
the nuances of paratransit
operations

January 2015

Ongoing

Manager

Supervisor

Manager of Customer
Service

Offer cross training to
paratransit staff who
request it.

November
2014

L

Ongoing

Manager/Supervisor
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Table 8

PROVIDER INFORMATION
Ambassador Cottage, Inc. ITN Orlando
2118 Ambassador Ct. 988 Woodcock Road

Orlando, FL 32808

Aspire Health Partners, Inc.
1800 Mercy Dr.
Orlando, FL 32808

Attain, Inc.
2451 Regent St., Suite A
Orlando, FL 32804

Behavioral Support Services, Inc.
801 Douglas Ave., Suite 208
Altamonte Springs, FL 32714

Brenda Greene
10410 Westley Way
Orlando, FL 32825

Bright Start Pediatrics
1133 W. Airport Blvd.
Sanford, FL 32773

Central Florida Group Homes, LLC
1890 S. R. 436, Suite 300
Winter Park, FL 32792

Creative Living Services, LLC
6239 Edgewater Dr. V187
Orlando, FL 32810

Daughters of Zion Women's Alliance
2215 Curry Ford Road
Orlando, FL 32806

Devereux Foundation
5850 TG Lee Blvd., Suite 400
Orlando, FL 32822

Florida Mentor
5035 Edgewater Dr.
Orlando, FL 32810

Good Samaritan Society
1550 Aldersgate Dr.
Kissimmee, FL 34743

Good Wheels, Inc.
10075 Bavaria Road
Fort Mayers, FL 33913
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Orlando, FL 32803

Kind Hands, Inc.
166 Bob Thomas Cir.
Sanford, FL 32771

Kinneret Incorporated
515 S. Delaney Ave.
Orlando, FL 32801

Lil's Non-Emergency Medical Transport LLC
199 Kassik Cir.
Orlando, FL 32824

Meals on Wheels, Etc.
2801 S. Financial Ct.
Sanford, FL 32773

MV Transportation
4950 L.B. McLeod Rd.
Orlando, Florida 32811

Osceola ARC
310 N. Clyde Ave.
Kissimmee, FL 34741

Osceola County Council on Aging
700 Generation Point
Kissimmee, FL 34744

Pachot Group Home, Inc.
3905 Timber Trail
Orlando, FL 32808

Park Place Behavioral Health Care
206 Park Place Blvd.
Kissimmee, FL 34741

Passion for Careing Home Health Agency
12513 Wisconsin Woods Ln
Orlando, FL 32824

Primrose Center
2733 S. Ferncreek Ave.
Orlando, FL 32806

Quest, Inc.
500 E. Colonial Dr.
Orlando, FL 32803



Renewed Hope Group Home, Inc.

429 Bloomfield Dr.
Kissimmee, FL 34758

Seniors First, Inc.
5395 L. B. McLeod Road
Orlando. FL 32811

Trinity Home Care Facility, Inc.
2502 Greywall Ave.
Ocoee, FL 34761

Triple H, Inc.
6555 Bay Tree Ct.
Saint Cloud, FL 34771
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Pages 60

System Safety Program Plan
(SSPP) Annual Safety
Certification



Annunal Safety Certification

Date Submitted: December 7, 2015

Pus Tranait System Name: MV Transportation, Inc.

System Rddress: 4950 LB Mcleod

City., State, Zip: Onlando, Florida 32811

Serving: Orange, Osceola, and Semincle Counties

The Bus Transit System named above nereby certifies to the Central
Florida Regional Transportation Authority, d/b/a LYNX, the following:

1. That a System Safety Program Plan (S8PP) has been developed in
accordance with Rule Chapter 14-90, F.A.C. and complies with
established minimum egquipment and operational safety standards
therein;

2. That the SSPP has been adopted and the bus transit system has
complied with the provisions of the S3EP during the year Jjust
conpleted;

4. That safety inspections have been performed by a gqualified entity
pursuant to Rule Chapter 14-90 at least once annually on all
vehicles operated by the bus transit system;

4, That the bus transit system is safe for passenger sarvice, and;

5. That the bus transit system shall suspend system operations, Or any
portion thereof, that pose an jmmediate danger to public safety.

The names and addresses of entities performing vehicle safety
inspectiona during the yeax arer

Name: MV Transportation, inc.
bddress: 4950 LB McLeod Rd
City, State, 2ip: Orlando, Florida 32805

1 hereby certify this information to be true and accurate,

PO il

Pate
ij‘rﬁ %plz Qnrra/ Mﬁﬂajc(’
Name {(Printed) Title v
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SYSTEM SAFETY PROGRAM PLAN

MV TRANSPORTATION

STATEMENT OF SAFETY POLICY

This System Safety Program Flan {SSPP) is My
TRANSPORTATION's conmitment teo a safe and efficient
transportation system for all t ransportation users in the
coordinated transportation system of Orange, Osceola, and
Seminole Counties {the “ACCESS LYNX” system) . The purpose
of the SS8PP is to ensure bthat MV TRANSPORTATION develops
and maintains safety policies and procedures, as well 4as
complying with other regulations mandated by local, state,
and federal governments and agencies,.

My TRANSPORTATION shall strive to operate as safely as
possible. All personnel and appropriate contractors are
charged with the responsibilily of insuring the satety of
passengers, employees, property, and all those who come 1in
contact with the system. This responsibility includes the
right to cease any operation(s) that is determined to be
hazardous or creating an unsafc condition.

It is the duty and obligation of each MV TRANSPORTATTON
employee Lo provide any information to managemenlt necessary
to ensure the safest possible transportation services to
the residents and visitors of Orange, Osceola, and Semincle
Countics.

INTRODUCTION AND FURPOSE

Ehe SSPP nutlines the cstablished functions,
responsibilities, and obligations that shall be complied
with: as well as Llhose that shall be implemented in  an
offort to established increased levels of safely. The 33PP
shall allow teor improved communications, documentation, and
coordination within the entire system to decrease injuries,
property damagc, and delays in service. The S$SPP applies
to all aspects of MV TRANSPORTAT ION including
administration, operations, and maintenance.

1
Written 06/06/2001
Reviewed and Updated 04/21/2014
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GOALS AND OBJECTIVES

The owverall goal of MV TRANSPORTATION is to provide
transportation services in a safe, reliable, and itimely
manner., Ta assist with obtaining and maintaining those
goals, this §SPP has been developed and implemented to
identify unsafe conditions and develop methods to eliminate
or control hazards that could cause unsafe conditicns.
These obiectives shall be applied to all aspects of the
system to reduce accidents; all cmployecs shall be trained
accordingly.

REGULATORY AGENCIES

Rule Chapter 14-90 of the Florida Administrative Code
(Attachment A) requires all public transit agencies Lo
develop and implement a System Safety Program FPlan (SSPP;
prior to tranporting public sponsored passengers. The 5327
shall comply with the State —minimum equipment.  and
operational safety standards. My  TRANSPORTATION is
committed Lo implement the SSPP and to conduct its transil
operations in compliance with the standards established in
the  SSPP. MV  TRANSPORTATLON shall  suspend transik
aperation(s) thal poses an jmmediate danger to Lhe public.

My  TRANSPORTATION shall comply with  the procedures
outablished within Florida laws governing transportation.
MY TRANSPORTATION =hall inspect all aquipment ocperated in
accordonce wilh the established standards and certity
compliance Lo LYNX.

SYSTEM DESCRIPTION

MY TRANSPORTATION, a for-profit corporation, under contract
with the Central Flerida Regional Transportation Authority
d/b/a LYNX to provide paratransit services within Orange,
Osceola, and Seminole Counties. MY TRANSPORTATION provides
daily demand ‘esponse services Ffor clients within the
“ACCESS LYNX” service avea; twenty-four hours a day, s&ven
days a week.
2
Written 06/06/2001
Reviewed and Updated 04/21/201 4
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SYSTEM SAFETY PLAN

MANAGEMENT

The OQwner of MV  TRANSPORTATION or the designated
Transportation Manager will be responsible for the
implementation, maintenance, and update of the SSPP, and
all safety rclated areas of MV TRANSPORTATION. The Manager
shall review and monitor internal operations as well as
subcontractors of service for compliance with the SSPF in
regard to maintenance and opcrations.

This S8SFP shall be reviewed and updated as requirecd, but
not less than annually. Each revision shall be submitted
to LYNX for review and approval.

The Qwner, or its representative, sball ensure that safety
monitoring is conducted and documented in accordance Wwith
the S5PP. Monitoring documents will bhe maintained on file
and will be made available as requested by law enforcement
agencies, LYNYX, and/or the Florida Department of
Transportation.

The Cuner, or its representative, wpon nobification by
LYNX, will assist law enforcement agencies, LYNX, and/orx
the Florida Department of Transportation in the performance
of public transit system safety reviews in accordance with
the State of Florida Law.

ACCIDENTS/INCIDENT REPORTING AND INVESTIGAYTION

No mattcr how minor, all accidents and incidents will be
thoroughly investigated i1f they invelve an injury or
illness, significant damage to vwvehicles, equipment or
facilities, release of hazardous material, loss of wehicle
conlrol, or it management belicves there was a hign
potential for these losses as a result of the event.

Written 06/06/2001
Reviewed and Updated 04/21/2014
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an accident/incident report (Attachment B) is completed by
both the employee(s}) involved and an on duty supervisor.
The dosignated safcty officer shall determine if the
accident is preventable or non-preventable bascd on
findings from evidence, statcnents, and photographs.
mecident reports shall be completed as soon as possible,
put prior to the complction of the work day.

MV TRANSPORTATION shall maintain a comprcehensive
accident/incident reporting and record keeping systen.

LYNX shall immediately be netified of all
aceidents/incidents and final reports shall be forwarded Lo
the ACCESS LyNX Safety Office within 24 hours. Any

subseguent documentation will be copied to the ACCESS LYNX
Safety Office as it is obtained. Any accidents involving a
fatality will be wverbally reporled the ACCESS LYNX Safety
Office (at 407/841-2279) within 24 hours of the incident
(in accordance with FS 14-90,005}. A formal, written
roport, describing the details of this €fatality, will be
forwarded to LYNX within 30 days after the accident
occurred. If, as a result of an accident involving a MV
TRANSPORTATION wehicle, A person dies within 30 days of Lhe
accident, MY TEANSPORTATION will submil a written nolice to
LYNX, within 24 hours after the death.

VEHICLES AND EQUIPMENT

all wehicles operated by MV TRANSPORTATION shall be
ocquipped with safety equipment as required by the State of

Florida and fecderal law. Tt is mandatory that all ncw
equipment procurcd be specified to include all reguired
safety eguipnent. Wheelchair lifts must be in compliance

with Rule Chapter 14-90, r.A.C., and must bear a
cortification that the wheelchairs lift meets the
requirements. Additional information on wheelchairs 1is
included in the Equipment for Transporting Wheelchalrs
section of this plan.

OPERATIONAL FUNCTIONS and DRIVING REQUYREMENTS

The Manager shall be respansible  for pre-enployment
qualifications for drivers, proof of wvalid licenses,
4

Written 06/06/2001
Reviewed and Updated 04/21/2014
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records of licenses, training and testing, driver’s wark
periods  and driving  hours, and medical examination
requirements. MV TRANSPORTATLON operational safety rules
and procedures shall be in compliance with 3tate laws. All
MV  TRANSPORTATION employees shall be instructed on such
rules and procedures. Employees will be requirecd to
certify that training has been received and that they
received a copy of the Rules and Procedures Manual.

Drivers shall not drive for more than 12 heours in any one
2d-hour period, or drive more than 70 hours in any period
of seven consecutive calendar days. Drivers shall have a
minimum cumulative off-duty time of cight hours within any
24-hour period. The maximum allowed driving hours may be
increased if the hours are nccessitated by adverse
cenditichs.

A file shall be maintained on each driver to ensure proper
documentation of all driving records, incidents, and safety
CONCeTNS.

211 MY TRANSPORTATION drivers shall be responsible for the
folliowing:

a. Reporting any notice of license suspension,
cancellatiocs, or revocation immediately upon receipt or
prior Lo operating MV TRANSPORTATTON vehicles.

b. Reporting any condition(s) resulting in  increased
driving hazards, i.e_, weaather, road, traffic
conditions, medical emergencies, and disasters.

Reporting any conditions resulting in impaired driving
ability, such as dizziness, poor eyesight, [ainting, ot
other medical conditions affecting his/her ability to
operate a vehicle safely.

]

d. Completicn of daily inspections and “Daily Operalor
Report. of Vehicle Inspecrtion”. {Located within
Attachmant C)

e. Provide intericr lighting 7Jor passengcrs boarding and
exiting, if a vehicle is in operation during darkness.

£. No wvehicle in MV YRANSPORTATION's fleet has standce
provisions and therefore the driver shall not allow any
5

Written 06/06/2001
Reviewed and Updated 0472172014
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passenger to remain astanding while the vehicle 1is in
motion.

g. MNot refueling vehicles in a closed bnitding. 'The driver
shall insure that the refueling of a vchicle while
passengers are on board be kept to a minimun.

h. Securing all passengers (including wheelchair bound
passengers) by tap and, when available, shoulder belt;
and securing him/hersclf by lap and shoulder belt while
the wvehicle is in motion.

i. Not leaving an occupied vehicle unattended for more Lhan
[ifteen minutes.

j. Sltopping at raiiroad Crossings.

k. Displaying the proper warning devices upon being
disabled on the highway.

1. Assuring that all exit and cmergency exit doors are
unlocked while the wehicle is in operatien.

.. Proper lighting of wheelchair Llifts when used during
darkness.

n. Proper securing of wheelchair passengers 1n appropriate
positions while the vehicle is in motion.

o. Insuring that a bus with inpperable or open passenger
doors is not placed in opcration.

MATNTENANCE

A daily inspection shall be made of each wvehicle prior to
use and appropriate documentation maintained {Daily
Operator Report of ychicle Inspection). The inspection

shall include an examination of the following items:

. Service brakes
Parking brakes
Tires and wheels
. Steering

Horn

t N oW

Written 06/06/2001
Reviewed and Vpdated 04/21/2014
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. Lighting devices

Windshield wipers

Rear vision mirrors

Passenger doors

Exhaust system

. Equipment for transporting wheelchairs
safety and emergency equipment

oA B Tl

A “Daily Vehicle Inspection Report” shall be completed
priecr to the wvehicle’s first operation of the day and
turned in daily for each vehicle 1in wuse. Drivers shalil
report any mechanical problems that may constitute a hazard
and not drive a vechicle if safety is questionable. i)
“Daily Vehicle Tnspection Report” shall be turned in Lo
dispatch prier to the vehicle being placed in service
(“Pre-Trip Report”). Another “Daily Vehicle Inspection
Reporl” shall be completed and turned in at the end of the
vehicle’s daily operation (“Post-Trip Report”} .,

Vehicles are scheduled for preventive maintenance based on
mileage. Service is scheduled every 6,000 miles as
prescribed tor “A", “g”, and “C” maintenance by the Florida
Department of Transportation, public Transit Office’s
publication titled “preventive Maintenance Guidelines for
apall Busses, Vans, and Wagons” (Attachment BY. Preventive
maintenance is conducted in order to maintain wvehicles in a
manner to conform to safety regulations and to ensure that
all vehicles are properly equipped with all required parts
and accessories in good, sate, working condition. These
interval services include changing all fluids and filters,
ingpecting for tire wear, brake wear, and oil leaks.

Proper documenlation of services performed is recorded by
the technician performing the services and verified and
maintained by MV TRANSPORTATION‘s Manager. All preventive
maintenance and repair actions shall be documented and
include positive means of vehicle ddentification, date,
mileage, and type and description of maintenance OL
inspection. Officers or persons designated by TYNX or the
Department of Transportation shall bc permitted to perform
system reviews for compliance with State law.

EQUIPMENT FOR TRANSPORTING WHEELCHAIRS

2
Written 06/06,2001
Reviewed and Updated 04/21/2014
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Except in locations 3% inches off the vehicle flooxr, all
exposed edges or other hazardous protrusions of parts of
wheelchair lift assemblies or ramps that are located in thoe
passenger campartment shall be padded with encrgy absorbing
materials to mitigate injury in normal use and in case of
acoident. This requirement shall also apply to parts of
the bus associated with the operation of the 1ift or ramp.

The controls for operating the 1ift will be located where
the driver has full, unobstructed view of the 1ift
platform. Instructions for normal and emergency operation
of the lift or ramp shall be carried or displayed in every
accessible vehicle.

Each wheelchair lift or ramp assembly shall be legikly and
permanently marked  with, at a minimem; (1) the
manufacturer’s name and address; {2) the month and year of
manufacture; and (3) a cerltificate that the wheelchair 1ift
or ramp and its imstallation conforms to the State of
Florida requirements applicable to accessible buses.

A1) wheelchairs transported shall be properly secured using
an approved, ADA compliant, four point securement system.
Securement straps shall be applied as dirvected by the
manufacturcr. In addition to the four point securement
system for the wheelchair, anytime a passenger is
transported in said secured wheelchair, the passenger also
nust be restrained by an approved lap belt and, when
available, shoulder belt. The lap Pkelt and shoulder belt
shall be affixed directly to the vechicle.

TRAINING

Fach driver shall be trained and tested Lo demonstrate
his/her capabilities to safely operate each different type
of vehicle before driving unsupervised. This training
shall include explicit instructional and procedural
training regarding operaticnal and driving requirements,
defensive driving, eguipment inspection and handling of
emergencies. Testing shall include a road test of
sufficient duration to enable the reviewer to evaluate the
driver’s handling of the vehicle and associated equipment
that the driver will be operating.

8
Written 06/06/2001
Reviewed and Updated 04/21/2014
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Driver training shall follow those guidelines established
within the “MV TRANSPORTATION Driver Training Manual”
{(Attachment D). Thiz manual establishes well defined
written instructions and safety procedures for all drivers,

In addition, drivers and safety sensitive staff shall be
trained, at mninimum, in (1) Passenger Assistance and
Sensitivity: (2) Defensive Driving: (3) Accident/Incident
Reporting and On-Road Emergency Procedures; and (4) Drug
Abuse and BAlcohol Misuse as required by Federal Transit
Administration regulations.

FEDERAL, STATE, AND LOCAL REGULATIONS, ORDINANCES, OR LAWS

MV TRANSPORTATION shall comply with all Federal, State, and
Local regulations, ordinances, and laws. 1In the event of
conflicting requirements, the higher entity shall rule.

PRIVATE CONTRACT BUS TRANSIT SYSTEM(S) THAT PROVIDE (S)
CONTINUODS OR RECURRING 'TRANSPORTATION SERVICES FOR
COMPENSATION AS A RESULT OF A CONTRACTUAL AGREEMENT WITH
THE BUS TRANSIY SYSTEM,

A1l subcontracted transportation sexvices shall be held to
the same high standards set £forth in ‘this S5PP. MV
TRANSPORTATION shall monitor all subcontracted
transportation providers and shall retain the right to
cease any operation{s) that is determined tc be hazardous
or creating an unsafe condition.

Written 06/06/2001
Reviewed axt Updated 04/21/2014
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Section II. H — Inter-county Services

County as our NeighborLink service
as well as one of our fixed route bus
Americans with Disabilities

LYNX has done informal coordination with Polk
serves the northeastern section of Polk County,
alignments. However, the services provided are under the

Act.
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111 QUALITY ASSURANCE

The Local Coordinating Board has established a sub-committee to monitor and evaluate the
services provided by or coordinated through the CTC. This evaluation occurs annually. ACCESS
LYNX developed the Service Standards with input from the Local Coordinating Board. Table 13
has the standards that have been reviewed by the Quality Assurance Task Force and adopted with
the approval of this TDSP by the LEB:

A. Service Standards

Table 10
Service Standards
STANDARD ﬁlﬁ ORANGE, OSCEOLA AND SEMINOLE LCB LANGUAGE
Advance Reservations for all sponsors (except TD) are taken up to 7-day in
Reservations advance. Trip requests under the TD program are taken one day prior to
Requirements service.
Air Conditioning/ All vehicles must have working air conditioning and heating to be used for
Heating transporting passengers within the coordinated system. No vehicles are
allowed to provide service without a functioning air conditioner and heater.
If air conditioning or heating is not functioning properly, the operator is
responsible for the repair prior to the transport of passengers. Vehicles will
be pulled from service until deficiencies are corrected.
Billing ACCESS LYNX carrier payments are made according to guidelines
Requirements promulgated in Section 21 20 of the Transportation Disadvantaged Trust
Fund (TDTF) Grant. (Section 287.0585, Florida Statutes)
Contract ACCESS LYNX performs daily, quarterly, and annual evaluations and
Monitoring contract monitoring of the contracted operators. The monitoring
accomplishes reviews of System Safety Program Plan compliance, driver
qualifications and certification, and maintenance of vehicles and
equipment.
Primary contractors with LYNX are required to perform the same
monitoring for any sub-contractors. At the time of the monitoring of the
primary contractor, LYNX staff will verify sub-contractor monitoring reports.
Driver Criminal All drivers in the Coordinated System must have a favorable Florida
Background Department of Law Enforcement (FDLE) background check.
Screening
Driver Identification | All drivers within the ACCESS LYNX system are trained in defensive driving
and passenger assistance, tested, certified and, upon completion, is
B provided with photo identification.
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STANDARD l ORANGE, OSCEOLA AND SEMINOLE LCB LANGUAGE
rug an coho LYNX, as the CTC, nas an existing Brug ana Alconol Policy, which

Policy complies with DOT regulations. All contractors must comply with these
regulations.

Passenger All drivers in the ACCESS LYNX system are required to be certified in

Assistance Passenger Assistance Training. Ata minimum, drivers are required to

open the vehicle door, fasten passenger seat belts, secure wheelchairs,
and close the door when necessary.

Service is door-to-door.

Drivers will not go beyond the first floor of residential buildings; customers
are expected to be waiting on the first floor. Drivers will assist customers to
first floor lobby of their appointments. If a client needs assistance beyond
that point, they will need an escort to travel with them. Drivers will not go
within buildings to retrieve customers.

Drivers cannot assist a wheelchair customer down more than one step, nor
pull a wheelchair through grass or sand.

Passengers may be transported with portable oxygen, as long as driver
assistance is not required in administering the oxygen and the container is
no bigger than two liters.

Passenger Property | Personal belongings are the sole responsibility of the passenger. Only
those items that passengers can personally carry (usually up to three bags)
will be transported at the risk of the passenger. Drivers are not responsible
for, nor are they expected to load and unload, belongings of passengers

they transport.
Passenger/Trip ACCESS LYNX maintains a database of all customers within the program.
Database This database tracks information such as social security number, home

address, mailing address, passenger type, passenger needs, birth date,
language, sponsors, and trip history.

Pick-up windows Trips are on time if they are picked up within the negotiated 30-minute
pickup window

Customers may not be scheduled to arrive at the destination on a going trip
more than one hour early. Customers may not be picked up at the origin
on a return trip more than one hour after the requested time.

Reservation Hours | Reservations are accepted from 8:00 a.m. to 5:00 p.m. seven days per
week. Reservation may be taken 7 days in advance (ADA), up to 5:00 p.m.
the day before the trip (TD).

Service Animals Service animals shall always be permitted to accompany their users in any
system vehicle.
| Service Hours | Services are available 24-hours a day, 365-days a year.
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STANDARD
moking, Eating,
and Drinking

ORANGE, OSCEOLA AND SEMINOLE LCB LANGUAGE

NG smoking, eating, or arinking 15 anowed at any time on an ACCESS |
LYNX vehicle. Exceptions are permitted when required due to an existing
medical condition.

Transport of
Escorts and
Dependent
Children Policy

Within the ACCESS LYNX program, each eligible rider is allowed one
escort, as long as the escort is picked up at the same point of origin as the
rider and is dropped at the same location as the eligible rider. The escort
must be necessary for the safety of the rider or needed for assistance to
the rider.

An escort must accompany all children under the age of fifteen. Only one
escort may travel with children who have appointments or with adults who
need assistance while traveling. Parents may also take one child who does
not have an appointment with prior arrangements. All children under six
years of age are required to ride in the back seat of the vehicle. (See “Use
and Responsibility of Child Restraint Devices” below.)

Two-Way
Communications

All vehicles in the ACCESS LYNX system are required to have working
two-way radios. Two-way communications availability is confirmed through
safety inspections and monitoring.

Unscheduled Stops

Use and
Responsibility of
Child Restraint
Devices

With the exception of emergency medical conditions, vehicles will only
make scheduled stops. Pursuant to Florida Statute Section 395.002:
Emergency medical condition will be defined as "a medical condition
manifesting itself by acute symptoms of sufficient severity, which may
include severe pain, such that the absence of immediate medical attention
could reasonably be expected to resultin: (1) serious jeopardy to patient
health, and/or; (2) serious impairment to bodily functions, and/or; (3)
serious dysfunction of any bodily organ or part.

In accordance with Florida Statute 316.613 (Child restraint requirements):

While transporting a child 5 years of age or younger, provide for protection
of the child by properly using a crash-tested, federally approved child
restraint device. For children aged through 3 years such restraint device
must be a separate carrier or a vehicle manufacturer's integrated child
seat. For children aged 4 through 5 years, a separate carrier, an integrated
child seat, or a seat belt may be used.

The child’s escort is responsible for providing the child restraint device and
properly installing it in the ACCESS LYNX vehicle. The driver is to review
and approve of the installation before the vehicle departs the pickup point.

Vehicle Cleanliness

All vehicles in the ACCESSS LYNX system must be clean, both interior and
exterior. This is monitored through customer reports, street supervision,
and periodic inspections.

Vehicle Transfer

Points | any paratransit passengers. At such time when transfers are attempted, the

No policies exist on transfer points, since ACCESS LYNX does not transfer
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STANDARD

ORANGE, OSCEOLA AND SEMINOLE LCB LANGUAGE

points will be the same as those used for the Tixed route service or Sunan

service.

Will Calls

If a customer is not ready at the requested return time due to a service
problem, we will make every effort to return for them within 30 minutes.

If the customer is not ready at the requested return time and it is not due to
a service problem, we will make every effort to return for the customer
within 90 minutes.

If the customer is at the destination and cannot be found, then they are a
no-show. If they need a return trip, we will return for them with no set
timeframe, but at our earliest convenience.

Cardiopulmonary
Resuscitation
Training

Drivers within the coordinated system are not required to be trained in
cardiopulmonary resuscitation.

First Aid Training

Drivers within the coordinated system are not required to be trained in first
aid techniques.

Seating Standard

Vehicle seating shall not exceed the manufacturer’'s recommended
capacity.

Standing Orders

The current policy provides for a change of a standing order only once
within a 30 day period. If a customer request changes more often than this,
the standing order will be cancelled, and the customer will have to call in for
each individual trip. This policy will be strictly enforced.

Trip Negotiations

We make every effort to honor appointment times for medical services and
other critical needs, to ensure the most responsive and on time service,
whenever possible, appointments should be scheduled with enough time to
load passengers, and disembark passengers. There is no longer an off-
peak time.

We will honor appointment times, but we will negotiate the pick up time
based on our demand. We have a one-hour window on either side of a
requested pick up time under Federal guidelines for ADA service and this
policy will apply for all service under ACCESS LYNX umbrella. (TD trips as
well). If the call is in reference to the status of a pick-up time, remember
that we may arrive anytime within the 30 minute negotiated pickup window.
Please wait until we are outside that window before a call is placed

regarding the pick-up.
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STANDARD

ORANGE, OSCEOLA AND SEMINOLE LCB LANGUAGE

Advance
Reservations

When calling to schedule appointments, please call us as tar in advance as
you can, (we have up to a 7-day advance reservation period, ADA), and
call between the hours of 10:00 a.m. and 2:00 p.m., whenever possible.
Please have all information ready so that we can complete the request
efficiently. TD customers must call a day in advance for service.

Accidents The ACCESS LYNX Preventable Accident Standards for the contracted
operators are less than one (1) preventable accident for every 100,000
vehicle miles of service provided.

Call Hold Time It is LYNX’ goal to have average inbound telephone hold times of no more

(If applicable)

than two minutes (2:00) for any given hourly period of the day. This two
minute (2:00) standard is to be achieved for 95% of the hourly time periods
that a phone line in question is in operation, measured monthly.

Complaints

A local telephone number is posted inside of all LYNX vehicles that advises
customers to call should they wish to voice a concern or offer a
compliment.

The customer talks to a LYNX representative who documents the
concern/compliment in the Active Citizen Response (ACR) database. The
representative gathers all of the customer information, reads the
information back to the customer for accuracy, and then refers the
concern/compliment to the appropriate manager for resolution.

Each concern/compliment is given a time frame in which the concern must
be answered. Should the concern/compliment not be answered in the
allotted time, the information is then escalated to the original manager’'s
immediate supervisor. Customers can request a written response, or a call
back once a resolution has been reached.

Should the customer not be satisfied with the local resolution, they may
contact the Florida CTD Ombudsman’s Office at 850-488-6036. The
Ombudsman’s Office will contact LYNX for further investigation and
resolution.

The ACCESS LYNX Monthly Standards for Valid Complaints Relating to
Contractor's Performance are to have fewer than three (3) valid complaints
for every 1,000 one-way passenger trips provided.

No-Show Policy

A customer may have no more than 4 no-shows within any 90-day period.
To exceed this will result in customer suspension of 30-days.

Trips cancelled with less than one hour notice prior to the scheduled pickup
time will be considered a No Show.
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STANDARD ORANGE, OSCEOLA AND SEMINOLE LCB LANGUAGE
n-time e ACCEgg E; NR Gn- l me pe”ormance S?anaaras *or THe confradea

Performance operators are 92% or greater of trips on time

Trips are on-time if picked up before the end of the negotiated 30-minute
window.

Public Participation | LYNX welcomes public, private, not for profit transportation, and human
service providers to comment on the development of the Transportation
Disadvantaged Service Plan (TDSP). These comments and suggestions
can be made at the Transportation Disadvantaged Local Coordinating
Board, and the Transportation Disadvantaged Quality Assurance Task
Force meetings held at MetroPlan Orlando, as well as the LYNX website at
www.golynx.com.

In addition, further outreach, such as public workshop, are held throughout
the service area during major update years. This is a minor update,
however the TDSP was presented to the TDLCB, as well as Quest, Inc.
Public Transit Paratransit service is provided for those individuals who cannot access
Ridership fixed route service. Eligibility screening is done for all programs, and
referral to fixed-route service is done when it is determined that it is the
appropriate mode of transportation for a customer. ACCESS LYNX goal is
refer at a minimum 10% of individuals applying for service to fixed route
service, or other mode of transportation.
Road Calls No more than 1 every 10,000 miles.
Title VI Notification of Title VI Rights, along with the LYNX Compliance Manager,

and contact information is posted inside every ACCESS LYNX vehicle.
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Attachment 6

LCB CTC Evaluation



." metroplan orlando

A REGIONAL TRANSPORTATION PARTNERSHIP

COMMUNITY
TRANSPORTATION
COORDINATOR EVALUATION

MetroPlan Orlando’s Transportation Disadvantaged Local Coordinating
Board evaluation of the Central Florida Regional Transportation

Authority (d.b.a. LYNX) as CTC for the period from July 1, 2014 to June
30, 2015.
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COMMUNITY TRANSPORTATION COORDINATOR EVALUATION

INTRODUCTION

Transportation is a critical part of our lives. A person’s quality of life and the economic vitality
of communities are loosely dependent on an individual’s ability to access work, education,
health services and other civic and social opportunities. Unfortunately, there is a segment of
our community whose access to transportation is limited by their physical, mental and/or
financial abilities. In 1979, to address the needs of this segment of the community, the Florida
Legislature created Florida's Transportation Disadvantaged Program to foster the coordination
of transportation services for the state’s transportation disadvantaged population.

The purpose of the Commission for the Transportation Disadvantaged is to establish a
coordinated transportation system from which state agencies and local entities can purchase
cost-effective and non-duplicated transportation services for their clients. The transportation
disadvantaged (TD) are individuals, including children, who because of physical or mental
disability, income status, or inability to drive due to age or disability are unable to transport
themselves or to purchase transportation and have no other form of transportation available.

To assist with program implementation, the Commission contracts with a Community
Transportation Coordinator (CTC) and planning agency in each county. As the planning agency
for the Central Florida region, MetroPlan Orlando provides staff support to the Transportation
Disadvantaged Local Coordinating Board (TDLCB). With the assistance of the TDLCB, MetroPlan
Orlando identifies local service needs as well as advises and directs the CTC on the coordination
of services to be provided to the transportation disadvantaged pursuant to Chapter 427.

The Central Florida Regional Transportation Authority (d.b.a. LYNX) has been the designated
CTC for Orange, Osceola, and Seminole Counties since October 1, 1992. The Commission
entered into a Memorandum of Agreement, dated September 14, 1992, with LYNX to assume
coordinator duties and approve the Trip/Equipment Grant for LYNX to provide sponsored and
non-sponsored transportation to the transportation disadvantaged persons in the Central
Florida region. Figure 1 on the next page shows the TD system organization in the Central

Florida region.

The Central Florida region is composed of Orange,

Osceola, and Seminole counties. Together, they

constitute approximately 2,584 square miles. Orange

County accounts for 908 square miles; Osceola County .

is 1,322 square miles; and Seminole County 344 square | Semingle T —
miles. Service is provided throughout the tri-county Orange
area and includes the cities of Altamonte Springs, e
Apopka, Kissimmee, Lake Mary, Longwood, Maitland, i
Ocoee, Orlando, Oviedo, Sanford, St. Cloud, Winter

Springs, Winter Garden, and Winter Park.

The population of the region is 2,005,728, a 2% increase
over last report. Although the three-county region’s
overall population increased only 2%, the potential transportation disadvantaged population
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COMMUNITY TRANSPORTATION COORDINATOR EVALUATION

increased by 8% region-wide. In total, the tri-county region’s residents make up slightly more
than 10 percent of state’s total in 2015, with 34 percent being potential TD customers.

According to the Commission’s 2015 Annual Performance Report, most TD trips provided by
LYNX occur to meet Medical (44%), Life Sustaining (18%), Education/Training (15%), Employment
(15%), and Nutritional (5%) needs. The decrease in medical trips from 59% in 2014 to 44% in
2015 may be attributed to the loss of the majority of Medicaid non-emergency trips in the
coordinated system between 2014 and 2015.

Designates

B S e W S o R

!

e

| Transportation
| }--Coordinator: -

B e e 1 | LYNX

CANGA; - P s DOEA, E,_ Buys Trips
il County. Govts, and Other |

nsportation Carrier:
MV Transportation,-Inc. -

Figure 1- Central Florida Transportation Disadvantaged Program Organization

PARATRANSIT SERVICES

The mission of LYNX TD services is to provide safe, cost effective transportation to those who,
because of disability, age, or income, are unable to provide or purchase their own

2 |
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COMMUNITY TRANSPORTATION COORDINATOR EVALUATION

transportation. LYNX achieves its goal through their ACCESS LYNX service. ACCESS LYNX is a
shared ride paratransit, door-to-door transportation service provided by MV Transportation,
Inc. (MV) under the supervision of LYNX. The program provides service for eligible individuals
who are not able to use the regular bus service because of a disability or other limitations.

The ACCESS LYNX paratransit program provides approximately 2,000 scheduled passenger trips
per day, using a variety of vehicles specially equipped for individuals with various disabilities.
Vehicles are wheelchair-lift equipped and meet Americans with Disabilities (ADA) standards.
ACCESS LYNX services are available any time that the public bus system is in operation and
provides transportation to and from medical facilities, adult daycare, and nutrition sites. Non-
medical trips, such as personal and grocery shopping, church services, etc., are also provided
on a space available basis.

ACCESS LYNX fees are charged based on client eligibility and funding source rules. ACCESS LYNX
staff is responsible for determining eligibility for paratransit service. Reservations for
transportation can be made by phone between 8:00 a.m. and 5:00 p.m., seven days a week, or
online 24-hours a day. Customers may schedule up to three round-trips with one phone call.
Reservations can be made up to seven days in advance, and must be made no later than 5:00
p.m. the day before service needs to be provided.

2014-2015 PARATRANSIT SERVICE REVIEW

Due to state legislative action, Florida Medicaid transportation was divided into three areas of
the state; North, Central, and South. The Central Region, which is our jurisdiction, was taken
over by MTM, Inc. in March, 2015. Prior to the legislative action, LYNX was responsible for all
Medicaid transportation, including out of area transportation, meaning that LYNX was
responsible for arranging transportation, with the approval of ACHA, anywhere in the country.
With Medicaid transportation now the responsibility of the broker, LYNX realized a 37% drop in
scheduled trips, and a 29% drop in total applications received for paratransit service. Having
noted the drop in trips, there was also a drop in cost per trip, as noted in TD Rate Model from
the 2015 TDSP. An updated TD Rate Model will be included in the 2016 TDSP update.

3 |
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COMMUNITY TRANSPORTATION COORDINATOR EVALUATION

In addition to Medicaid Reform, there was a
management change in the LYNX paratransit
operations division. With the change in
management came a change in the way late
cancellations are calculated, how no shows
and suspensions are assessed, and an
increased presence in the community. In
addition, on time performance has
increased by an average of 2%, however
concerns over on-time performance,
dispatch and scheduling remain a priority
for LYNX management, and our partner, MV
Transportation.

Also in 2015, LYNX assumed 100% ownership of the paratransit fleet. This was possible through
various state and federal grants. With ownership of the fleet, LYNX is able to reduce its variable
fixed costs associated with the fleet, while MV Transportation is responsible for the operation
and maintenance of the vehicles.

Operating expenses increased slightly per trip and per vehicle mile. However, no-shows
decreased by 33%. In response to a sharp increase of 27% in no shows reported during the
previous evaluation, LYNX requested a change to ACCESS LYNX’s No-Show policy from three
hours advanced notice to one hour advance notice. Prior to the approval by the LCB in May
2015, when a user decided not to take a scheduled ride with ACCESS LYNX, they needed to
cancel their trip at least three hours prior to their scheduled pick-up time. However, a review
of peer paratransit systems revealed different no-show policies with cancelation windows
ranging from 30 minutes to 90 minutes prior to the trip. Therefore, the LCB unanimously
approved a new one-hour advanced notice policy. In addition, ACCESS LYNX staff carefully
reviews their daily no show report for validity, which also attributes to the sharp decrease in
no-shows over the last reporting period. ACCESS LYNX’s 2014/15 service measurements can be
found under Appendix A.

EVALUATION OF PERFORMANCE

As required by the Commission for the Transportation Disadvantaged, the LCB is responsible for
conducting an annual evaluation of the CTC. The purpose of evaluating the CTC is to ensure
that the most cost-effective, unduplicated, efficient and accountable transportation service is
being offered to the eligible Central Florida TD population. The intent of this evaluation is to
determine the level and quality of CTC (and operators’) service, and whether the costs are
reasonable. On February 11, 2015, LCB members were asked to evaluate ACCESS LYNX based
on four areas: coordination, cost effectiveness and efficiency, local measurements, and
availability. The following report is a breakdown of the evaluation by area. The CTC Evaluation
Form can be found under Appendix B.

4 |
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Since 2011 MetroPlan Orlando has conducted an
on-site, electronic polling session of the CTC
evaluation during the normally scheduled LCB
meeting. This polling mechanism has been very
successful for the agency and the LCB. Not only do
members receive immediate feedback, but staff is
able to analyze the responses and provide a report
in less time.

LCB members were given the evaluation questions
two weeks in advance of the meeting in order to
research and evaluate any specific topics.
Members were given a polling device at the
beginning of the meeting to use to submit their responses during the evaluation portion of the
meeting. MPO staff assisted members with physical disabilities and/or sight impairments.
MetroPlan LCB liaison, Virginia Whittington, facilitated the evaluation by providing an
introductory overview in order to help members become familiar with the polling devices and
fully understand the mechanics of the overall assessment. The survey questions were read aloud
for the members to respond and for the benefit of those observing in the audience some of
whom may have also been vision impaired. LCB members were given 15 seconds to respond to
each question. In order to maintain the integrity of the evaluation, members were asked not
to discuss any of the questions prior to or during the evaluation, however staff would clarify
any questions or terms, if necessary. Members were also asked to document written comments,
questions, and concerns at the end of each area. These have been included at the end of each
subcategory. In total, 16 LCB members attended the meeting and participated in the
evaluation, a 33% increase over prior year.

The evaluation was broken down into five categories: Operations, Administrative, Cost
Effectiveness & Efficiency, Local Performance Measurements, and Availability. It should be
noted that the rating scale was changed for several rating areas this year at the direction of
the LCB. Instead of “strongly agree or agree,” the responses were based on whether ACCESS
LYNX “Exceeds Standards”, “Meets Standards”, or fell “Below” the established standards.
Below is a description and voting breakdown by category.

COORDINATION

The first portion of the evaluation covered the ability of ACCESS LYNX to arrange the provision
of transportation services in a manner that is cost effective, safe, efficient, and reduces
fragmentation and duplication of services. This area was divided into two important factors in
TD coordination: operations and administrative.

Operations
The Operations subcategory asked about five important factors: planning, transportation

availability, service monitoring, billing, and reporting. LCB members were mostly pleased with

5 |
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the operations efforts of ACCESS LYNX. The voting breakdown in the Operations subcategory is
shown below:

1. PLANNING - ACCESS LYNX ensures that TD transportation services complement each other;
that is, services are not duplicated and that TD transportation needs are not omitted.

Exceeds Standards - 0% Meets Standards - 62.5% Below Standards - 31.3%
(10) (5)
Unacceptable - 0% N/A - 6.3% (1)

2. TRANSPORT AVAILABILITY - ACCESS LYNX ensures that the appropriate vehicles are
available for the clients, such as a client using a wheelchair is picked up by a wheelchair
accessible shuttle.

Exceeds Standards - 6.3% Meets Standards - 56.3% Below Standards - 37.5%
(1) (9) (6)
Unacceptable - 0% N/A - 0%

3. SERVICE MONITORING - ACCESS LYNX properly monitors and resolves transportation
problems involving passengers and MV Transportation.

Exceeds Standards - 31.3% Meets Standards - 43.8% Below Standards - 18.8%
(5) (7) (3)
Unacceptable - 0% N/A - 6.3% (1)

4. BILLING - ACCESS LYNX has a coordinated billing system in which they properly collects
fares for trips based on funding eligibility.

Exceeds Standards - 0% Meets Standards - 50% (8) Below Standards - 43.8 (7)
Unacceptable - 0 N/A - 6.3% (1)

5. REPORTING - ACCESS LYNX regularly provides accounting, operating statistics, measures
related to certification and billing as well as other information to the TDLCB.

Exceeds Standards - 25% (4) Meets Standards - 3.5% (6) Below Standards - 25% (4)
Unacceptable - 0% N/A -12.5% (2)

Written Comments Received from Evaluation Respondents

Operations

e Timely pick up and drop off of customers; too often are they getting in to
appointments late.

6 |
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Administrative

The second subcategory under the Coordination is Administrative. These questions dealt with
ACCESS LYNX reservations, scheduling, trip allocations, and eligibility records. Under Eligibility
records/certification 73% of the members felt ACCESS LYNX meets or exceeds standards.
However, there continues to be significant concern with ACCESS LYNX’s assignment of trips as
56% of the respondents felt trip allocation fell below standards. This issue was also raised during
the last evaluation as 33% of the respondents disagreed, noting improvement is needed. It
should also be noted that a contributing factor could very well be the impact related to changes
in the coordinated system.

The voting breakdown in the Administrative category is shown below:

1.

ELIGIBILITY RECORDS/CERTIFICATION - ACCESS LYNX has created a user-friendly
enrollment system to determine a user’s eligibility based on specific program funding
criteria.

Exceeds Standards - 13.3% Meets Standards - 60% (9) Below Standards - 26.7%
(2) (4)
Unacceptable - 0% N/A - 0% No Response - 6.3% (1)

RESERVATIONS - ACCESS LYNX has created a user-friendly reservation system where for
riders to reserve trips in one phone call or through the online reservation system.

Exceeds Standards - 0% Meets Standards - 62.5% Below Standards - 31.3%
(10) (5)
Unacceptable - 0% N/A - 6.3% (1)

TRIP ALLOCATION - ACCESS LYNX’s assignment of trips, which are based on a predefined
criteria such as cost, capacity, rotation, match of service, or multi-loading, are efficient

and effective.

Exceeds Standards - 6.3% Meets Standards - 37.5% Below Standards - 56.3%
(1) (6) (9)
Unacceptable - 0% N/A - 0%

SCHEDULING - ACCESS LYNX has a scheduling process in which all TD transportation trips
are scheduled via a single request.

Exceeds Standards - 0% Meets Standards - 56.3% Below Standards - 37.5%
(9) (6)
Unacceptable - 0% N/A - 6.3% (1)
71
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COST EFFECTIVENESS &
EFFICIENCY

Providing paratransit services can be an
expensive endeavor. In 2014/15, the average
one-way trip cost was of $32.58, which
reflects an 8% increase over the previous year.
It is crucial for paratransit agencies to find
cost-effective and efficient methods of
providing services. This section of the
evaluation looked at ACCESS LYNX's ability to
manage their services under these
circumstances.

For the most part, LCB members were
satisfied with ACCESS LYNX's ability to deliver
cost-effective and efficient transportation
services. The biggest concerns had previously been in the area of no-shows and unduplicated
passengers however, contrary to previous evaluations where ACCESS LYNX saw increases in no-
shows year over year, this evaluation saw a drastic reduction of 33 percent. Likewise, during
the last evaluation period members had been concerned with the increase in unduplicated
passengers. However, the 2014/15 evaluation saw an 18% percent decline in unduplicated
passengers which is noteworthy improvement.

The measurement comparisons between 2013/14 and 2014/15 service years given to LCB
members for the evaluation of this area is shown in the tables below:

~ July 2014 -June - -

Coordinated Trips 725,407 567,709 -22%

Unduplicated Passengers 12,289 10,033 -18%

No-Shows 46,595 31,419 -33%

Road Calls 198 257 30%

Chargeable Accidents 96 86 -10%

Vehicles 224 167 -25%
8 |
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RATIOS:

- - - ' - ‘ . c af=
014 0

Trips/Vehicle Mile 0.062 0.069 1%
Trips/Road Call 3,664 2,209 -40%
Operating
Expense/Vehicle Mile »1.85 32.24 Al
Operating Expense/Trip $30.13 $32.58 8%
Chargeable Accidents/
100,000 Vehicle Miles 041 Ll i
Local Revenue/Operating 54.83% 59.16% 8%
Expense

The voting breakdown in the Cost Effectiveness & Efficiency area is shown below:

1. Based on this data, has ACCESS LYNX delivered the most cost-effective and efficient
transportation service?

Exceeds Standards - 0% Meets Standards - 100% (2) Below Standards - 0%
Unacceptable - 0% N/A - 0% No response - 0%

LOCAL PERFORMANCE MEASUREMENTS

As we have seen over the years, the local government environment is changing. Demand for
services is increasing, supporting revenues have stagnated, and citizens are demanding
government accountability. In 2010, at the request of the Quality Assurance Task Force, the
LCB established local goals with the intent to identify strengths and weaknesses in the TD
service. The hope is to adjust the program accordingly in order for it to perform at acceptable
levels, thus saving scarce resources and improving customer satisfaction.

This area of the evaluation looked at ACCESS LYNX's quality of service and focused on three
objectives: 1) on-time performance; 2) call hold time; and 3) commendations and concerns.
Having established goals and objectives has helped ACCESS LYNX maintain acceptable levels of
service in 2014/15.

The LCB’s goals and objectives for 2014-15 were as follows:

91
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Goal 1:

Objective:

Goal 2:

Objective:

Goal 3:

Objective:

Goal 4;

Objective:

Goal 5:

Objective:

COMMUNITY TRANSPORTATION COORDINATOR EVALUATION

Decrease complaints per 1,000 trips
Complaints Per 1,000 Trips = Less than 3 valid complaints for every 1,000
one-way passenger trips provided

Reduce Average Call Hold Time
Average Call Hold Time = No more than 2-minutes, 30-second

Maintain Acceptable On Time Performance
On-Time Performance = 92% or higher

Fact Sheet
Produce and maintain a pocket fact sheet on TD Service users

Advocacy
Develop and support legislation for sustainable TD service

ACCESS LYNX meet the LCB’s standard for ‘call hold time,’ but fell slightly short of the
established ‘on-time performance’ goal of 92% or higher. The LCB’s established call hold time
goal is 2 minutes and 30 seconds. ACCESS LYNX’s call hold time for 2014-2015 was of 2 minutes
and 17 seconds. Members were pleased to learn of a 63% drop in concerns which fell from 2,014
to 741. A major cause for the reduction is likely the loss of the majority of Medicaid non-
emergency trips in the coordinated system, however ACCESS LYNX has also employed strategies
that resulted in major improvements in customer satisfaction.

The voting breakdown in the Local Performance Measurements category is shown below:

1. ON-TIME PERFORMANCE - The TDLCB established an on-time performance goal of 92% or
higher. The average on-time performance between July 2014 and June 2015 was 91%.

Satisfactory - 37.6% (6) Needs Improvement - 62.5% (10) Unsatisfactory - 0%

2. CALL HOLD TIME - The TDLCB established an average call hold time goal of 2 minutes and
30 seconds. The average call hold time between July 2014 and June 2015 was 2 minutes and

17 seconds.

Satisfactory - 68.8% (11) Needs Improvement - 25% (4) Unsatisfactory - 6.3% (1)

3. COMMENDATIONS & CONCERNS - The TDLCB established a goal of 3 valid complaints per
1,000 trips. The average complaint per 1,000 trips was 1.31 complaints.

Satisfactory - 100% (9) Needs Improvement - 0% Unsatisfactory - 0%

10 |
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Written Comments Received from Evaluation Respondents

Local Performance Measures

* Excellent improvement on call hold times and kindness on the part of operators.

e Improvement in the number of concerns. Some riders may fear giving concerns.
Good work on call hold time.

e | am very pleased that the no shows have decreased considerably. | had input into
this process because | advised ACCESS LYNX at some of our QATF meetings that the
wording of the phone message was unclear. They responded quickly and changed
their message.

AVAILABILITY

Because of the great demand for TD transportation
and the challenging cost of providing service,
maximizing the availability of service is one of the
most fundamental efforts undertaken by specialized
transportation. This section of the evaluation looked
at three specific objectives: 1) Provide services to
meet the demand; 2) Ability to access customer
service; and 3) Improve passenger awareness of TD
transportation services.

Overall, members were satisfied with ACCESS
LYNX’s availability in all three availability
categories. All LCB members were content with
LYNX’s Zero Un-Met Demand policy. It is LYNX's policy
not to deny trip requests for any eligible customer, no matter which fund pays for the trip.
LYNX funding partners attempt to provide funding to meet 100% of the demand.

All of the members were satisfied with ACCESS LYNX’s customer service accessibility. ACCESS
LYNX reservations can be made between 8:00 a.m. and 5:00 p.m., seven days a week.
Reservations can also be made online at www.golynx.com. Online reservations can be made 24
hours a day, seven days a week. Customer service, where customers can check the status of
their reservation or cancel a reservation, is also available 24 hours a day, seven days a week.
ACCESS LYNX TD services are available any time that the public bus system is in operation. With
100% of the votes, members believed that ACCESS LYNX's customer service times, service
availability, and online reservation procedures were satisfactory. Although 81% of the
respondent felt public awareness efforts are satisfactory, 19% feel more should be done to
educate the public about ACCESS LYNX services.

11|
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The voting breakdown in the Local Performance Measurements category is shown below:

1. DEMAND - Rate your satisfaction with ACCESS LYNX’s ability to meet demand for trips:

Satisfactory - 93.8% (15) Needs Improvement - 0% Unsatisfactory - 6.3%
(1)

2. CUSTOMER SERVICE ACCESSIBILITY - Based on this information and your experiences,
ACCESS LYNX’s ability to provide scheduling and transportation service availability is:

Satisfactory - 100% (16) Needs Improvement - 0% Unsatisfactory - 0%

3. PUBLIC AWARENESS - Based on your level of awareness and your conversations with TD
customers, how well has ACCESS LYNX reached out to the TD community:

Satisfactory - 81.3% (13) Needs Improvement - 12,5% (1) Unsatisfactory - 6.3%
(1)

Written Comments Received from Evaluation Respondents

Availability

e Senior citizens are not generally aware of the use of the ACCESS LYNX system.
Churches and synagogues should be included in the process.

OVERALL EVALUATION

It is evident that ACCESS LYNX is still trying to settle from the effects of the separation of
services under the coordinated system. However, most LCB members understood the difficult
time LYNX was facing. In the end, the majority of LCB members (75%) felt ACCESS LYNX meets
or exceeds established standards and are satisfied that services are provided in the most
efficient and effective manner possible given circumstances beyond their control. As noted in
the evaluation areas, ACCESS LYNX has been proactive in several areas which has resulted in
significant improvements in the areas of no shows, on-time performance, and call hold time.
The organization should be commended in these improvements and continue to find strategies
that address concerns the members’ concerns related to trip allocation. A full description of
the evaluation results can be found on Appendix C.

The voting breakdown in the Overall Evaluation category is shown below:

YOUR OVERALL EVALUATION OF ACCESS LYNX IS:

Exceeds Standards - 6.3% Meets Standards - 68.8% Below Standards - 6.3% (1)

(1) (11)
Unacceptable - 18.8% (3) N/A - 0%

12 |
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Written Comments Received from Evaluation Respondents
Overall Evaluation

e | am very pleased to see that ACCESS LYNX is holding two meetings concerning the
evaluation process: (1) Kissimmee and (2) Orange.

13 |
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ACCESS LYNX USER SURVEY

In addition to evaluations by the CTC, MetroPlan Orlando staff felt it important to receive
invaluable input from the system users to augment the CTC evaluations. Instead of
conducting “mystery rides” as in previous years, a “snapshot” survey was conducted in
order to assess the rider experience on ACCESS LYNX and elicit evaluations and comments
from system users on a certain date in time. Results of the revealed that 65% of the system
users rated their overall experience as “Excellent” or “Good.” A full report of the system
user evaluation, including the methodology for conducting the survey may be found at
Appendix D.

2014-2015 EVALUATION RECOMMENDATIONS

MetroPlan Orlando and the LCB is satisfied with the progress LYNX has achieved this service
year. We understand that many of these measurements continue to be affected by the changes
related to the coordinated system. Based on evaluation results and comments made by LCB
members and service riders, MetroPlan Orlando recommends the following actions:

iIMPROVE ON-TIME PERFORMANCE

Although significant improvement was made, ACCESS LYNX fell slightly short of the
TDLCB’s established goal of 92% on-time performance with 91%. While ACCESS LYNX is
to be commended in the improvements made over last year’s on-time performance of
86.8%, members felt that every effort should be made to meet or exceed the established
goal. MetroPlan Orlando recommends continuing to work towards improvements in on-
time performance. Scheduling trips based on current traffic conditions and ensuring
vehicles are equipped with reliable GPS technology are two recommendations that may
assist in further improvements in this area.

IMPROVE CALL HOLD TIME

Notably, ACCESS LYNX was able to meet the LCB’s established call hold time goal of 2
minutes and 30 seconds, reporting that calls were answered within 2 minutes and 17
seconds. This reflects a substantial improvement over the 4 minutes and 16 seconds
reported the prior year. Efforts should be made to continue to reduce call hold times in

the coming year.

PRESENTATIONS TO LCB

Several rating areas such as billing, trip allocation and scheduling received between 30-
55% below standards, which seems to indicate LCB concerns this evaluation period.
However, these are areas that MetroPlan Orlando staff and the LCB may not be very
familiar with. MetroPlan Orlando staff recommends a formal presentation be made over
the course of the next year in order to help provide a better understanding of the process
used by ACCESS LYNX.

14 |
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PUBLIC AWARENESS
ACCESS LYNX conducted a total of 154 public outreach/public presentations during this

reporting period. MetroPlan Orlando staff recommends goals and strategies be
established to help bring wider public awareness of the ACCESS LYNX service, including
an increase of public outreach/public presentations by 5%.

15 |
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." metroplan orlando

A REGIONAL TRANSPORTATION PARTNERSHIP

APPENDIX A - 2014-2015 ACCESS LYNX SERVICE MEASUREMENTS
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2014-15 Cost-Effectiveness Measurements

July 2014 -June ~ FY13/14- FY14/15
nasllE e e

July 2013 -June

2014

~~ Measurements -

- % Change -

Coordinated Trips 725,407 567,709 .22%
i e 12,289 2% 10,033 2% -18%
Passengers
No-Shows 46,595 6% 31,419 6% -33%
Road Calls 198 0.03% 257 0.05% 30%
Sl 9 0.01% 86 0.02% 10%
Accidents
Vehicles 224 0.03% 167 0.03% -25%
RATIOS:
0 (0 0 0

Trips/Vehicle Mile 0.062 0.069 1%
Trips/Road Call 3,664 2,209 -40%
ﬁﬁzratmg Expense/Vehicle $1.85 $2.24 21%
Operating Expense/Trip $30.13 $32.58 8%
Chargeable Accidents/100,000 0.81 1.16 439
Vehicle Miles
Local Revenue/Operating 54.83% 59.16% 8%
Expense

e e e O danRe) C s GUVEdne S

[ RSO . j013p0f4” | - 20ids01s - o AChanes
Concerns per 1,000 trips 2.1 1.31 -38% )
Commendations 213 183 -14% 0
Average Call Hold Time 4 mins and 16 secs 2 mins and 17 secs -46% L)
On-Time Performance 86.81% 91% 4.8%0)
Concerns 2,014 741 -63%4)
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Y

metroplan orlando

A REGIONAL TRANSPORTATION PARTNERSHIP

INTRODUCTION

The Florida Transportation Disadvantaged Commission (TD Commission) oversees a coordinated system
of many local TD transportation service providers in the state. At the local level, community
transportation coordinators (CTCs) are responsible for the provision of service. The service area for
which the CTC is responsible can include more than one county. The coordinator can be a
transportation operator and actually provide TD transportation service or it can form a network of
providers by brokering all or some of the service to other transportation operators. All entities that
receive federal, state, or local government funds to transport persons who are transportation
disadvantaged are mandated by Chapter 427 of the Florida Statutes to contract with the local CTC for
TD transportation services. The statute (427 F.S.) and rule (Rule Chapter 41-2) outline the duties and
responsibilities of the CTC. Each CTC contracts annually with the TD Commission and is advised by the
local coordinating board (LCB). By law and by rule the TDLCB evaluates the performance of the CTC,
approves the CTCs annual service plan, which includes an evaluation element, and makes
recommendations to the TD Commission regarding the renewal of the CTC’s contract with the TD
Commission. This form was created to serve as a formal process to evaluate the performance of the
CTC (and its operators).

Access LYNX is the designated CTC for Orange, Osceola, and Seminole counties and the evaluation
period is July 1, 2014 through June 30, 2015.

The purpose of conducting this evaluation is to ensure that the most cost-effective, unduplicated,
efficient and accountable transportation service is offered to our TD population. The intent of this

evaluation is to determine the level and quality of ACCESS LYNX service, and whether the costs are

reasonable,
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. COMMUNITY TRANSPORTATION COORDINATOR EVALUATION

The CTC evaluation is be based on: Coordination, Cost Effectiveness and Efficiency, Level of
Competition, Local Performance Measures, and Availability. Each category is subdivided into sections.
Please read carefully, and place a check mark indicating your rating accordingly.
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- COMMUNITY TRANSPORTATION COORDINATOREVALUATION
COORDINATION

OPERATIONS
Please rate each Operations Standard as indicated below:

Planning - ACCESS LYNX’s ensures that TD transportation services complement each other; that is,
services are not duplicated and that TD transportation needs are not omitted.

s%f«ﬁ?&fb" |~ MEETS - . | BELOW STANDARD | UNACCEPTABLE

STANDARD .

pon e e S oW

Transport Availability - ACCESS LYNX ensures that the appropriate vehicles are available for the
clients, such as a client using a wheelchair is picked up by a wheelchair accessible vehicle.

s%ﬁs?;b - [ MEETs - - | BELOW STANDARD.
S e oo o STANDARD: . -+ 2 ."-(1)'_' -5

Service Monitoring - ACCESS LYNX properly monitors and resolves transportation problems involving
passengers and the contract service provider.

e | MEETs | BELOWSTANDARD-|- UNACCEPTABLE |
Fisa e g e -~ -STANDARD : i : E
i e (5) TR : I = i _-_ (‘3) % (1) ¢ 5 S A (O) D

Billing - ACCESS LYNX has a coordinated billing system in which they properly collect fares for trips
based on funding eligibility.
S Mgems | BELOW STANDARD | -UNACCEPTABLE ,

S e
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Reporting - ACCESS LYNX regularly provides accounting, operating statistics, measures related to
certification and billing as well as other information to the TDLCB.

EXCEEDS ~ . MEETS BELOW STANDARD | UNACCEPTABLE

STANDARD D
(1 e

B

ADMINISTRATIVE

Please rate each Administrative Standard as indicated below:

Eligibility Records/Certification - ACCESS LYNX has created a user-friendly enrollment system to
determine a user’s eligibility based on specific program funding criteria.

{° - MgeTs - | BELOW.STANDARD | “-UNACCEPTABLE | .
< |- STANDARD" S

,(3)t

Reservations - ACCESS LYNX has created a user-friendly reservation system where riders can reserve
trips in one phone call or through the online reservation system.

e | MEETs | BELOW STANDARD | UNACCEPTABLE |
e B s O STANDARD - - S e =S

- @ e

i)ze sl on d0) £
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COMMUNITY TRANSHORTATION COORDINATOR EVALUATION

Trip Allocation - ACCESS LYNX's assignment of trips is effective and efficient. Assignments of trips
are based on predefined criteria. This criteria consist of cost, capacity, rotation, match of service, or
multi-loading.

~ EXCEEDS
STANDARD

MEETS | BELOW STANDARD | UNACCEPTABLE
STANDARD

Scheduling - ACCESS LYNX has a scheduling process in which all TD transportation trips are scheduled
via a single request.

- EXCEEDS | e e S e S S e S
L SHNRARD T o b e RN Tl Bl SR A

STANDARD - - s

G

Please provide any general comments or feedback you may have on COORDINATION in both the
operations and administrative categories:
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~ COMMUNITY TRANSPORTATION COORDINATOR EVALUATION

COST EFFECTIVENESS AND EFFICIENCY

Using this comparison, determine whether ACCESS LYNX is delivering the most cost-effective
transportation

Meaenrarmerits July 2013 -June July 2014 -June | FY13/14-FY14/15
2014 2015
% Change
Coordinated Trips 725,407 567,709 -22%
Widuplicaten 12,289 2% 10,033 2% -18%
Passengers
No-Shows 46,595 6% 31,419 6% -33%
Road Calls 198 0.03% 257 0.05% 30%
Chargeable 9% 0.01% 86 0.02% 10%
Accidents
Vehicles 224 0.03% 167 0.03% -25%
RATIOS:
(July - June) (July - June)
Measurements % Change
2013/2014 2014/2015

Trips/Vehicle Mile 0.062 0.069 1%
Trips/Road Call 3,664 2,209 -40%
Operatmg Expense/Vehicle $1.85 $2.24 219
Mile
Operating Expense/Trip $30.13 $32.58 8%
Cha_rgeabl.e Accidents/100,000 0.81 1.16 43%
Vehicle Miles
Local Revenue/Operating 54.83% 59.16% 8%
Expense
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COMMUNITY TRANSPORTATION COORDINATOR EVALUATION

Based on this data, has ACCESS LYNX delivered the most cost-effective and efficient service? For
your convenience, a glossary of measurement terms has been attached to this evaluation

EXCEEDS
~STANDARD -

 MEETS | BELOW STANDARD | UNACCEPTABLE
STANDARD - _,

Please provide any general comments or feedback you may have on Cost Effectiveness and
Efficiency:
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LOCAL PERFORMANCE MEASUREMENTS

A goal of any community transportation program should be to ensure the provision of quality service.
The goal is supported by several objectives:

1. encourage courteous customer relations and passenger comfort;
2. provide service that minimizes customer travel and wait times; and
3. provide safe and reliable service

The TDLCB establishes the local performance measures for the CTC. Please rate each local
performance measure below:

On-Time Performance

On-time performance directly measures the ability of the transportation provider of having people and
vehicles in the right place at the right time. It is a function of vehicle maintenance, scheduling,
operating conditions, driver performance and knowledge of the service area. Most problems
encountered in operations will affect on-time performance, which then affects other aspects and
measures of quality. On-time performance should, therefore, be monitored very closely.

The TDLCB established an on-time performance goal of 92% or higher. The average on-time
performance between July 2014 to June 2015 was of 91%.

1~ NEEDS IMPROVEMENT -~ .. - - UNSATISFACTORY- . -

 SATISFACTORY- -

i Hold Timg
The time it takes a customer to place a reservation or make an inquiry is also a measure of quality.
ACCESS LYNX has established a monitoring system that tracks how long calls for reservations or trip
resolution are placed on hold. ACCESS LYNX determines call-hold times by computer generated reports

and spot checking as needed.

The TDLCB established an average call hold time goal of 2 minutes and 30 seconds. The
average call hold time between July 2014 to June 2015 was of 2 minutes and 17 seconds.
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_ ~ COMMUNITY TRANSPORTATION COORDINATOR EVALUATION
NEEDS IMPROVEMENT - UNSATISFACTORY

SATISFACTORY

Commendations and Concerns

ACCESS LYNX has established a Customer Relations line which handles and monitors the levels of
compliments and concerns it receives. All information received is documented in a database and the
case is assigned to a supervisor based on the type of compliment/concern received. ACCESS LYNX
reviews customer concerns regularly to spot patterns and to take corrective action. Compliments are
also recorded and handled either as a commendation for an employee’s file or posted as
encouragement.

Using this comparison and the goal listed below; determine ACCESS LYNX's compliment and concerns
levels:

(July - June) (July - June)
Measurement 2013/2014 2014/2015 #Ghange
Concerns 2,014 741 -63%
Commendations 213 183 -14%

The TDLCB established a goal of 3 valid concerns per 1,000 trips. The average complaint per
1,000 trips was of 1.31 concerns.

SATISFACTORY -~ -~ = *

~ NEEDS IMPROVEMENT - ~- UNSATISFACTORY .=~

Please provide any general comments or feedback you may have on the local performance
measures:
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AVAILABILITY

Because of the great demand for TD transportation and the challenging cost of providing service,
maximizing the availability of service is one of the most fundamental efforts undertaken by specialized
transportation. The goal of ensuring the availability of service to the transportation disadvantaged is
supported by three specific objectives.

1. Provide services to meet the demand
2. Being able to access customer service
3. Improve passenger awareness of TD transportation services.

Demand - TD transportation demand has continued to increase. It is LYNX’s policy not to deny trip
requests for any eligible customer, no matter which fund pays for the trip. LYNX funding partners
attempt to provide enough funding to meet 100% of the demand on the ACCESS LYNX program. In
2014/15, there were 0% unmet needs.

Rate your satisfaction with ACCESS LYNX’s ability to meet demand for trips:

~ " NEEDS IMPROVEMENT |~ UNSATISFACTORY

ACCESS LYNX reservations can be made between 8:00 a.m. and 5:00 p.m., seven days a week.
Reservations can also be made online at www.golynx.com/WebACCESS. Online reservations can be
made 24 hours a day, seven days a week. Online trip requests must be submitted by 4 p.m. the day
prior to the trip. Users can also check the status of their reservation or cancel a reservation 24 hours
a day, seven days a week. ACCESS LYNX transportation services are available any time that the public

bus system is in operation.
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Based on this information and your experiences, ACCESS LYNX’s ability to provide scheduling and
transportation service availability is:

SATISFACTORY

'NEEDS IMPROVEMENT © . UNSATISFACTORY -

Access LYNX staff conducted a total of 154 public outreach/public presentation efforts.

Based on YOUR level of awareness and YOUR conversations with TD customers, how well did
ACCESS LYNX reach out to the TD community between July 2014 to June 2015:

1 =~ NEEDS IMPROVEMENT ~ |- =~ - UNSATISFACTORY - -~

SATISFACTORY

Please provide any general comments or feedback you may have on Availability:
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COMMUNITY TRANSPORTATION COORDINATOR EVALUATION

YOUR OVERALL EVALUATION OF ACCESS LYNX IS:

0 ) A S e s S S S I RS D
SFANRARD. | .. MEETS '~ T BECOWSTARDARD - UNACCEPTABLE

STANDARD. at ees o pittn iiie = (0):

L e
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Please prioritize the most important areas you feel need improvement, and the amount of time in
which you would like to see them implemented.

1. Area:

Time Frame for implementation:

2. Area:

Time Frame for implementation:

3. Area:

Time Frame for implementation:

4, Area:

Time Frame for implementation:
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GLOSSARY

Accidents: when used in reference to the AOR, the total number of reportable accidents that
occurred whereby the result was either property damage of $1000.00 or more, or personal injury
that required evacuation to a medical facility, or a combination of both.

Commendation: any documented compliment of any aspect of the coordinated system, including
personnel, vehicle, service, etc.

Competitive Procurement: obtaining a transportation operator or other services through a
competitive process based upon Commission-approved procurement guidelines, as established in
accordance with Chapter 287, Florida Statutes.

Concern: any documented customer concern involving timeliness, vehicle condition, quality of
service, personnel behavior, and other operational policies.

Coordinated Trips: passenger trips provided by or arranged through a CTC.

Customer Relations: Customer relations are the relationships that a business has with its customers
and the way in which it treats them.

Customer Service: The process of ensuring customer satisfaction with a product or service.
Demand response trips: Random trips not automatically generated by the scheduling software.

Reservationist: an individual whose primary responsibility is to accept requests for trips, enter
dates on requests, determine eligibility and provide customer service

Dispatcher: the person responsible for having every scheduled run leave the yard or garage on time
and maintain a schedule, matching the work force with the work load on a minute-by-minute basis.

MV Transportation: ACCESS LYNX paratransit and deviated-fixed route services contractor.
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Non-sponsored Trip: transportation disadvantaged services that are sponsored in whole by the
Transportation Disadvantaged Trust Fund.

Operating Expenses: sum of all expenses associated with the operation and maintenance of a
transportation system.

Passenger Trips per Vehicle Mile: a performance measure used to evaluate service effectiveness by
calculating the total number of passenger trips divided by the number of vehicle miles.

Reservationist: an individual whose primary responsibility is to accept requests for trips, enter dates
on requests, determine eligibility and provide customer service.

Roadcall: any in-service interruptions caused by failure of some functionally necessary element of
the vehicle, whether the rider is transferred or not. Roadcalls exclude accidents.

Scheduling: is the process of assigning of trip requests to a specific vehicle, at a specific time, in a
particular sequence for the vehicle.

Sponsored Trip: a passenger trip that is subsidized in part or in whole by a local, state, or federal
government funding source (not including monies provided by the TD Trust Fund).

Subscription trips: Trips that are generated by the scheduling software the same day and time every
week.

Unduplicated Passenger Head Count: the actual number of people that were provided paratransit
transportation services, not including personal care attendants, non-paying escorts, or persons
provided fixed schedule/ fixed route service.

Unmet Need: the number of trips desired but not provided because of insufficient service supply,
most commonly due to lack of adequate funding.
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Vehicles: number of vehicles owned by the transit agency that are available for use in providing
services.

Vehicle Miles: the total distance traveled by revenue vehicles, including both revenue miles and
deadhead miles.

Prioritization of Trust Fund trips within each category is as follows:

Subscription Trips

1. Life-sustaining medical trips, i.e., dialysis, cancer treatment, etc.
2. Other medical
3. Employment trips

Demand Response Trips

Life-sustaining medical trips, i.e., dialysis, cancer treatment, etc.
Other medical

Employment trips

Educational /vocational trips

ol e

Other trip purposes
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APPENDIX C - 2014-2015 CTC EVALUATION RESULTS
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AT TRANSEORTATION SOORDINATOR EXALIATION

Question Analysis Report

Q Response | Response
# | Choice Choice Text Count Pct
1 How is the weather outside today?
1 Very Good 1 4 25.0%
2 Satisfactory ev ()UEST‘ (JIN 6 37.5%
3 Needs Improvement ppE-SURYE ‘ho qorvey eV 4 25.0%
4 Unsatisfactory ) does no! affect 2 1259
N 16
PLANNING
ACCESS LYNX’s ensures that TD services
2 complement each other.
1 Exceeds Standard (5) 0 0.0%
2 Meets Standard (3) 10 62.5%
3 Below Standard (1) 5 31.3%
4 Unacceptable (0) 0 0.0%
5 N/A 1 6.3%
N 16
TRANSPORT AVAILABILITY
ACCESS LYNX ensures that appropriate
3 vehicles are available for clients
1 Exceeds Standard (5) 1 6.3%
2 Meets Standard (3) 9 56.3%
3 Below Standard (1) 6 37.5%
4 Unacceptable (0) 0 0.0%
5 N/A 0 0.0%
N 16
SERVICE MONITORING
ACCESS LYNX properly monitors and
resolves problems involving passengers
and
4 MV Transportation
1 Exceeds Standard (5) 5 31.3%
AAAAA 2 Meets Standard (3) 7 43.8%
3 Below Standard (1) 3 18.8%
4 Unacceptable (0) 0 0.0%
5 N/A 1 6.3%
N 16
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BILLING

ACCESS LYNX has a coordinated billing
system in which they properly collects
fares for trips based on funding availability

231

1 Exceeds Standards (5) 0 0.0%
2 Meets Standards (3) 8 50.0%
3 Below Standard (1) 7 43.8%
4 Unacceptable (0) 0 0.0%
5 N/A 1 6.3%
N 16
REPORTING
ACCESS LYNX provides accounting,
operating statistics, and measures related
to certification, billing, and other info to
TDLCB.
1 Exceeds Standard (5) 4 25.0%
2 Meets Standard (3) 6 37.5%
3 Below Standard (1) 4 25.0%
4 Unacceptable (0) 0 0.0%
5 N/A 2 12.5%
N 16
ELIGIBILITY RECORDS/CERTIFICATION
ACCESS LYNX has created a user-friendly
enrollment system to determine eligibility
based on criteria
1 Exceeds Standard (5) 2 13.3%
2 Meets Standard (3) 9 60.0%
3 Below Standard (1) 4 26.7%
4 Unacceptable (0) 0 0.0%
5 N/A 0 0.0%
N 15
RESERVATIONS
ACCESS LYNX has created a user-friendly
reservation system where riders can
reserve trips in one phone call or online
1 Exceeds Standard (5) 0 0.0%
2 Meets Standard (3) 10  62.5%
3 Below Standard (1) 5 31.3%
4 Unacceptable (0) 0 0.0%
5 N/A 1 6.3%
N 16
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TRIP ALLOCATION
ACCESS LYNX's assignment of trips is

9 efficient and effective
1 Exceeds Standard (5) 1 6.3%
2 Meets Standard (3) 6 37.5%
3 Below Standard (1) 9 56.3%
4 Unacceptable (0) 0 0.0%
5 N/A 0 0.0%
N 16
SCHEDULING
ACCESS LYNX has a scheduling process in
which all TD transportation trips are
10 scheduled via a single request
1 Exceeds Standard (5) 0 0.0%
2 Meets Standard (3) 9 56.3%
3 Below Standard (1) 6 37.5%
4 Unacceptable (0) 0 0.0%
5 N/A 1 6.3%
N 16
Please refer to the tables on page 5.
Based on this data, has ACCESS LYNX
delivered the most effective and efficient
11 service?
1 Exceeds Standard (5) 0 0.0%
2 Meets Standard (3) 2 100.0%
3 Below Standard (1) 0 0.0%
4 Unacceptable (0) 0 0.0%
5 N/A 0 0.0%
N 2
ON-TIME PERFORMANCE
TDLCB on-time performance goal: 92% >
ACCESS LYNX average on-time
12 performance: 91%
1 Satisfactory 6 37.6%
2 Needs Improvement 10 62.5%
3 Unsatisfactory 0 0.0%
N 16
CALL HOLD TIME
TDLCB avg call hold time goal: 2 min.30
sec.
ACCESS LYNX average call hold time:
13 2 min. 17 sec.
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1 Satisfactory 11 68.8%
2 Needs Improvement 4 25.0%
3 Unsatisfactory 1 6.3%
N 16
COMMENDATIONS & CONCERNS
TDLCB goal per 1,000 trips: < 3 valid
concerns
ACCESS LYNX avg concerns per 1,000
14 trips: 1.31
1 Satisfactory 9  100.0%
Needs Improvement 0 0.0%
3 Unsatisfactory 0 0.0%
N 9
DEMAND
Please refer to the language on page 7.
Rate your satisfaction with ACCESS LYNX’s
15 ability to meet demand for trips
1 Satisfactory 15 93.8%
2 Needs Improvement 0 0.0%
3 Unsatisfactory 1 6.3%
N 16
CUSTOMER SERVICE ACCESSIBILITY
Please refer to the language on page 7.
Rate ACCESS LYNX’s ability to provide
scheduling and transportation service
16 availability:
1 Satisfactory 16 100.0%
2 Needs Improvement 0 0.0%
3 Unsatisfactory 0 0.0%
N 16
PUBLIC AWARENESS
Based on YOUR level of awareness and
your conversations with TD customers,
how well ACCESS LYNX has been at
17 reaching out?
______________ 1 Satisfactory 13 81.3%
2 Needs Improvement 2 12.5%
3 Unsatisfactory 1 6.3%
N 16
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YOUR OVERALL EVALUATION OF

18 ACCESS LYNX IS:
1 Exceeds Standard (5) 1 6.3%
2 Meets Standard (4) 11 68.8%
3 Below Standard (3) 1 6.3%
4 Unacceptable (0) 3 18.8%
5 N/A 0 0.0%
16
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APPENDIX D - 2014-2015 ACCESS LYNX SYSTEM USER SURVEY RESULTS
AND SURVEY INSTRUMENT
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SURVEY OF ACCESS LYNX USERS FOR MARCH 15, 2016

To capture a snapshot of rider experience on ACCESS LYNX and elicit evaluations and comments
from system users, we devised a survey for riders on a particular day, describing that day’s
interactions.

Themes on the 10-question survey aligned with some of those on the Community Transportation
Coordinator Evaluation, concentrating on issues of the most interest to riders. Our themes were:
Accessibility & Performance, Customer Service, and Overall Evaluation of the system. In
addition, we collected demographic data about riders and information about the purposes and
methods of payment for the trips.

Questions that asked for evaluations or ratings, also allowed free response boxes for participant
comments.

Methods

Using data collected March 15, 2016 by the Central Florida Regional Transportation Authority
(LYNX) Manager of Paratransit Operations, we contacted 70 persons who had ridden on ACCESS

LYNX that day.

The riders we contacted were selected first by a random pull of 258 from the 1,753 ACCESS LYNX
riders for that date. We filtered out all riders in that random sample who had given LYNX
working email addresses. This provided the contact list of 70 names.

We sent an email invitation to the 70 contacts, which contained an electronic link to the survey
on SurveyMonkey.com. The email also explained MetroPlan Orlando’s role in designating the
Community Transportation Coordinator (ACCESS LYNX) and responsibility for oversight of
paratransit service throughout the three-county region. Riders were assured that their
participation was voluntary and that their answers would be confidential and anonymous.

We received a total of 16 responses, which constitutes a 23% response rate for the riders we
contacted and about 1% of that day’s total ridership.

Results

Asked for an overall evaluation of ACCESS LYNX service based on the March 15 trip, 53% rated it
“Excellent” or “Good.” About 34% described the service as “Fair” or “Needs Improvement”; and
13% called it “Unacceptable.”
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How would you rate ACCESS LYNX service overall?

. Excellent {13%

Unacceptable (13%)

Needs Improvement

0
(27 %) : Good (40%)

Fair (7%)=

In evaluating Accessibility & Performance, riders were asked whether ACCESS LYNX made “an
appropriate vehicle available when you needed it to travel to and return from your destination.”
About 67% answered affirmatively for both parts of their trip, while 20% said this only happened
for one leg of the trip, and 13% said it didn’t happen at all that day.

Describing frustrations for that day’s trip, one rider wrote in the Comments box: “Pick up driver
drove a long distance to pick up two other passengers that made me late over an hour to my
destination for dialysis appointment scheduled for 5:30 a.m. He could have [taken] me to my
destination (15 minutes) and then drove to pick up the other two.”

In breaking down the parts of the trip, assessments were similar for both halves, with 57% of
respondents saying trips to their destinations were “Excellent,” “Good” or “Fair” and 63% of
respondents describing the return trip in one of those ways.

Respondents were asked to rate ACCESS LYNX overall customer service, including interactions
with drivers for their March 15 trip. About 65% rated it “Excellent” or “Good.”

One rider’s comment gave insights into how drivers contribute to an “excellent” trip from the
rider’s perspective: "My return driver was wonderful. She picked me up at the doctor and took
me home. She was pleasant and engaged in conversation which most drivers don't! She also came
into the doctor’s office to walk me to the bus and when arriving home, she took the time to
walk me to the door ensuring my safety. MOST drivers DO NOT provide door to door pickup as
stated in your guidelines and policy and procedures.”

45 |
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COMMUNITY TRANSPORTATION COORDINATOR EVALUATION

A separate question asked about the “user-friendliness of the ACCESS LYNX reservation system
for the March 15 trip. About 29% rated it as “Excellent”; 35%, as “Good”; 7% “Fair”; and 29%
“Needs Improvement.” Nobody rated it as “Unacceptable.”

How would you rate overall customer service?

Rating

0% 5% 10% 15% 20% 25% 30% 35% 40%

Half the trips (50%) taken on March 15 by our respondents were for medical appointments, while
7% were for “Shopping or personal errand.” Respondents were offered a category for “Other”
and a free response box to describe the purpose. About 43% answered “Other,” and all those
trips were related to employment or education.

Most of the respondents (73%) said they paid for their March 15 trips with cash. The others said
they paid for their trips with “prepaid tickets,” “bus coupons,” or ACCESS LYNX passes. Nobody
said their trip was directly billed to a third party.

Respondents were primarily female - about 73%. They gave their ages as follows: younger than
25 years, 7%; 25-45 years, 20%; 46-65 years, 40%; and older than 65 years, 33%.

About 50% of the respondents live in Orange County; 36% live in Osceola County; and 14% live in
Seminole County.

46 |
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COMMUNITY TRANSPORTATION COORDINATOR EVALUATION

Copy of the email invitation to take the survey that went out to 70 ACCESS LYNX riders who
used the system on March 15, 2016

metroplan orlando

" AREGIONAL TRANSPORTATION PARTNERSHIP

Dear Central Florida Paratransit User,
We would like your help in evaluating service on ACCESS LYNX.

MetroPlan Orlando is the metropolitan planning organization for Orange,
Osceola and Seminole counties. Our organization designates the Community
Transportation Coordinator (ACCESS LYNX) and is responsible for oversight
of paratransit service throughout the three-county region. We hope you will
take a few minutes to complete a 10-question survey about a recent trip you
took on ACCESS LYNX on Tuesday, March 15, 2016. Please comment only
about this particular trip, and complete the survey by March 28.

Click here to link to the survey.

Your participation in the survey is voluntary, and your responses will be
confidential and anonymous. If you have any questions about the survey or
our role in evaluating ACCESS LYNX, please contact me at:
info@metroplanorlando.com

Sincerely,

Mary Ann Horne

Community Outreach Specialist
MetroPlan Orlando
MetroPlanOrlando.com
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COMMUNITY TRANSPORTATION COORDINATOR EVALUATION

Complete Survey Questions

1. During your Tuesday, March 15 trip, did ACCESS LYNX make an appropriate vehicle available
when you needed it to travel to and return from your destination?

o Yes, both ways
o Yes, but only one way
o No

2. How would you rate the efficiency, scheduling and on-time performance of ACCESS LYNX for
going to your destination and returning home on uesday, March 152

Excellent

Good

Fair

Needs Improvement
Unacceptable

o 0 O O O

3. How would you rate the user-friendliness of the ACCESS [VIX reservation system -- including
call hold time -- for your 'uesday. March 15 trip?

Excellent

Good

Fair

Needs Improvement
Unacceptable

cC ¢ O O O

4. How would you rate the overall customer service -- including interactions with the driver -
- during your Tuesday, March 15 trip using ACCESS LYNX?

Excellent

Good

Fair

Needs Improvement
Unacceptable

O g g
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COMMUNITY TRANSPORTATION COORDINATOR EVALUATION

5. Based on your Tuesday, March 15 trip, how would you rate ACCESS LYNX service overall?

Excellent

Good

Fair

Needs Improvement
Unacceptable

o 0 O O O

6. What was the purpose of your Tuesday, March 15 trip on ACCESS LYNX

o Medical appointment
o Shopping or personal errand
o Other (please explain)

7. How did you pay for your Tuesday, March 15 trip using ACCESS LYNX?

o Cash
o Directly billed to a third party
o Other (please explain)

8. What is your age?

o Younger than 25 years
o 25-45 years

o 46-65 years

o Older than 65 years

9. What is your gender?

o Female
o Male

10. In which county do you live?

o Orange
o Osceola
o Seminole

49 |
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Comprehensive Budget Worksheet

Version 1.4 CTC: CFRTALYNX
County: Orange, Osceola, and Seminole
1. Complele applicable GREEN cells in columns 2, 3, 4, and 7
|
! Current Year's
APPROVED |Upcoming Year's
Prior Year's Budget, as PROPOSED

| ACTUALS amended Budget
| from from oy Proposed Confirm whether revenues are collected as a system subsidy VS
i Oct 18t of Octistof  |octistof 2 % Change * ::?:” a purchase of service at a unit price.

2014 2015 2016 from Prior | Current
| o © o Yearto | Yearto
| Sept 30th of Sept 30th of Sept 30th of Cumrent | Upcoming
i 3 20;5 20;6 20411 V;a; Yesll Explain Changes in Column 6 That Are > + 10% and Also > + $50,000

7

Local Non-Govt
Farebox S $ 0

| Medicaid Co-Pay Received |

| Donations/ Contributions oG
In-Kind, Contributed Services | 3 1

Other 1§ 185146 | §

Bus Pass Program R |

Local Government

s 2704008 | §

County In-Kind, Contributed Services

City Cash I

City In-kind, Contributed Services |

| Other Cash

| _Other In-Kind, Contributed Services sl
Bus Pass Program Revenue

Non-Spons. Trip Program
Not . Capital Equipment
Rural Capital Equipment

Other TD (specify In explanation) |
I Bus Pass Program Revenue |

USDOT & FDOT

|8 3728914 8

USC 5307
USC 5310 .
USC 6311 (Operating) |

USC 5311(Capital)
Block Grant

Service Development
Commuter Assistance

| Other DOT (specify in explanation) ['$
Bus Pass Program Revenue

4
4
| 4
4

26329 §

Medicaid

Other AHCA (specify in explanation)

Bus Pass Program

[ Alcoh, Drug & Mental Health
| Family Safety & Preservation

Comm. Care Dis./Aging & Adult Serv. |
Other DCF in explanation) |

| Bus Pass Program Revenue |

3833108

174,100 |

1648472

25,430 |

378371

i REVENUES - (CTC/Operators ONLY / Do NOT include coordination contraclors!) = -

$ 421,108

$ . 193764

-3.8% 11.3% | Estimated larebox FY2016 & FY2017 based on percentage of trips by program. FY2015
reflects actual farebox for TD frips, FY2015 & FY2016 allocated based on percentage of
9 TC purchased t portation paratransit services as compared to systemwide
purchased transportation paratransil services.
6.0% 11.3%

I;‘}_Z-t_)i-ﬁ'.;éa?ﬁra_jécia increase in county cash reflects anticipatea balancing

$ 1996065

revenue to provide anticipated level of TD trips based upon the proposed
FY16/17 budget. Amount is nof yet finai or adpoted

-39.0% 21.3%

4,263,969

3

0.4%

0.0%

Other DOT is Unified Planning Work Program funding provided for TD Planning
| services,
{

b

0.2%

|
e D B S e R B e e R R I O R R e R T

B ]

1 Children Medical Services ]
County Public Health
| | Other DOH (specify in explanation
| Bus Pass Program Revenue
DOE (state) =
| Carl Perkins
| Div of Blind Services
Vocational Rehabilitation
Day Care Programs N ¥
| Other DOE (specify in explanation) I

Bus Pass Program Revenue

WAGES/Workforce Board
Other AWI (specify in explana

Bus Pass Program Revenue

8 —_—

Older Americans Act 2

Community Care for Elderly

Other DOEA (specify in explanation)

Bus Pass Program Revenue
DCA :

C y Services

‘Other DCA (specify in explanation)

Bus Pass Admin. Revenue

CO0S V3 Comprehensive Budget
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| (specify in explanation) [

Comprehensive Budget Worksheet Version 1.4 CTC: CFRTALYNX
County: Orange, Osceola, and Seminole
I 1. Complete applicable GREEN cells in columns 2, 3, 4, and 7
Current Year's
APPROVED |Upcoming Year's
Prior Year's Budget, as PROPOSED
ACTUALS amended Budget
from from BT R ;'girsed Confirm whether revenues are collected as a system subsidy VS
ange
Oct 18t of Oct 18t of Oaistol LW % Change| from a purchase of service at a unit price.
2014 2015 2016 from Prior | Current
o o o Year to Year to
Sept 30th of Sept 30th of Sept 30th of Cument | Upcoming
2015 2016 2017 Year Year Explain Changes in Column & That Are > + 10% and Also >  $50,000
1 2 3 4 5 6 7
:
Office of Disability Determination | TR 5 ¥ i e e R e
Developmental Services |
Other APD (specify in explanation 2 |
| | 'BusPass Program Revenue |

Bus Pass Program Revenue | |
| -
| | yo0¢ 1
{ | xxx {
| 1300 PR e |

| Bus Pass Program Revenue

,[nie,rgu! Eamings
[lcxxx
Bus Pass Program Revenue

Balancing Revenue to Prevent Deficit

Actual or Planned Use of Cash Reserve

Total Revenues =

Operating Expenditures
Labor

FrngeBenefls |

Services
=1 Mateﬂalsanu Supplies

casualg andLiabilty

Taxes

d Transporiation;

Purchasad Bus Pass Expenses i

School Bus Utilization Expenses
__Contracted Transportation Services

Other
Miscellaneous
Operating Debt Service - Principal & Interest
Leases and Rentals

s

Contrib. to Capital Equip. Replacement Fund
$

In-Kind, Contributed Services
Allocated Indirect
|| Capital Expenditures

Equip. Purchases with Grant Funds
[Equip. Purchases with Local Revenue

Equip. Purchases with Rate Generated Rev.
Capital Debt Service - Prlncfgal & Interest

Total Expenditures =

See NOTES Below.

124,695 |
73178 |

48,782

857,822 |
15,640 |

4,901,581

83

1's (1007196 §

@B

11827 | §  (648.244)

EXPENDITURES (CTC/Operators ONLY #Do NOT include Coordination C

Bt s sh - SR NSRS

140,951 |§ 145178 _ 13.1% 3.0%
91642 ' § 96272  252% 5.1%
85,766 | § 89,852 ~ 85.5% 36% |

897,318 & 599244  34% -33.2% |
17,772 3 13622 _ 136% | -20.3% |

35% 12.2%
6 _2834% | 31.1%

$6,255,939

-1.0%

48%

Once completed, proceed to the Workshieet entitfed "Budgeted Rate Base”

8 Other Revenues- - iy it =

| Materials and supplies includes cost of fuel. Fuel currently budgeted in FY15/16
|15 al 27% expensed, with budget going forward |s raduced accordingly.

Actual year LOSSES are shown as Balancing Revenue or Local Non-Government revenue.

00S V3 Comprehensive Budget
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Budgeted Rate Base Worksheet

2, Complele applicable GOLD celis in column énd 5

Version 1 4

CTC:
County:

CFRTALLYNX

QOrange, Osceofa, and Seminole

1. Complele applicable GREEN cells in cofumn 3; YELLOW and BLUE ceils are aulomatically completed in cofumn 3

Upcoming Yesr's
BUDGETED
Revenues
from
Oct 131 of
2018
o
Sept 30t of
207

Whal amount of the
Budgated Ravenua
incol. 2wl ba
generated at the rate|
‘per ung determined
by thés spreadshest,
OR used 24 local
match for thesa type
fevenues?

Subsidy Revenue

Budgeted Rate

EXcluded from

Whal amaurt of tha

Subsidy Revenua in

ol 4 wil come fram
funds to purchase
equipment, OR will
be Lsed as maich
fir the purchase of

2

2

3

the Rate Base
4

(]

REVENUES (CTC/Qperalors ONLY)
Local Non-Govt

Farebox

Wedicald Co-Pay Received

Conations/ Contnbutions

. Contiiguted Services

Bus Pass Program Ravenua
Local Government

Distrct School Board

Compl ADA Senvices

County Cash

County [o-Kind, Coninbuted Services

Cify Cash

City In-kind, Contributed Services

Other Cash

Other In-Kind, Contributed Services

Bus Pass Program Revenue
[93]0)

Non-Spont Trip Program

Heon-8pons. Gapital Equipment

Rural Capital Equipment

Other TD

Bus Pass Program Revenue
UsGOT & FDOT

] 10
49 USG 5311 (Operating)
9

Commuler Assistance

Other DOT
Bus Pass Program Revenue

AHCA

Wedcad

bt AHEA

Bus Paxs Program Revenue
DCF

Alcoh, Drug & Mental Health

Family Safely & Preservation

Comm Care Dis fAging & Adutt Sers

Cther OCF

Bus Pass Program Revenug
[sa]

Children Medical Services

County Public Health

Qthes DIH

Bus Pass Program Revenue
DQE {state)

Carl Parkine

Ow of Bknd Sennces

Wocational Rehatrlnaton

Day Care Programs

Qther DOE

Bus Pass Program Revenue
A

WAGESMorkiorce Board

Al

Bus Pass Program Revenue
DOEA

Gicer Americans Act

Commundty Care for Exterty

Giher DOEA

Bus Pass Program Revenus
DCA

Communily Sernces

Other DCA

Bus Pass Program Revenue

O0S W3 Budgeled Rate Base

431106

" e e m

193.764

15999,085

1 T e e o

4 283,969

P

25.379

1A A e o e

w oo “» e wn

Vo e s e

[E w

“wun

5 421105

5 .
5 193.764

H
[ S
T T99I06S |
£ .

L R R R R Ty

e e

S
H
3
H
$

247

local match req
§ 473774
3 .
5

YELLOW cells
are NEVER Generated by Applying Authonzed Rales

BLUE celis
$hould be funds generated by rates in this spreadsheet

GREEN cells

MAY BE Revenue Generated by Applying
Authorized Rate per Mila/Trip Charges

Fill in that partion of Budgeted revenue in Column 2 that will be
GENERATED through the application of authorized per mile, per
trip, or combination per trip plus per mile ratas, Alsc, includa
the amount of funds that are Earmarked as local match for
Transportation Services and NOT Capital Equipment
purchases,

If the Farebox Revenuas are used as a sourca of Local Match
Dollars, then identify the epprepriate amount of Farebox
Revenue that represents the portion of Local Match required an
any state or federal grants. This does not mean that Farebox is
the only source for Local Match.

Please review all Grant Applications and A ts £
State andfor Federal funds For the proper Match Requirement
levels and allowed sources.

GOLU cells.

Fill in that portion of Budgeted Rate Subsidy Revenua in
Galumn 4 that will come irom Funds Earmarked by the Funding
Saurce for Purchasing Capital Equipment. Also include the
portion of Local Funds earmarked as Match related te the

Purchase of Capital Equipment if a match amount is required by
the Funding Source.

Page 1of 2



Budgeted Rate Base Worksheet

Version 1 4

CTGC: CFRTALYNX

County: Orange, Osceola, and Semincle

1. Complete applicable GREEN celfs in column 3; YELLOW and BLUE cells are automatically completed in cofumn 3

2. Complete applicable GOLD cells in column and 5
Upcoming Year's
BUDGETED
Revenues
What amount of the
from Budgeled Revenue Whal amount of the
in col. 2 wil ber Subsidy Revenue in
Oct st of genenated at the rate cal 4wil come from
2018 per uni deteqmined funws o purchasa
by Ihis spraadsheet, | Budgeted Ral8 | o omen: 0R wil
Sest Sotn ol R used as focal | Subsidy Revenue]  pe used as match
mich for these type | EXcltuded fram fot tne puichase of
2017 revenuas? the Rale Base equipment?
1 2 3 4 5
APD
Cffice ol Orsabiily Determnation 13 3 -8 B
Dewalopmental Servces s 3 _ 5 -
orwARD s — S Se—
Bus Pass Pregram Revenue 5 B - %
D
ow s — It S S
Bus Pass Pragram Raverue H b - ¥ .
Other Fed or State
o 1 H -
oo s - $ .
o H - $ .
Bus Pass Program Revenue ] - 5 -8 -
Other Revenues
Intgrst Earnings 5 3 2% -
P 5 5 B
0000 3 ] .
Bus Pas$ Program Revenue 5 5 -3 -
Balanemg Revenue Lo Prevent Deficit
Actual of Planned Use of Gash Resarve s (648,244)
————
Total Revenues = _§ 5,286,938 3§ 6285939 § []

EXPENDITURES {CTC/Operalors ONLY)

s s48.249)] § - |
§ -
$ o

Operating Expenditures
Lai s i e
Fringe Benefite 3 96 272 Subsidy Revenue
Servces $ 89,852
Materials and Supphes E 599.244
Utilties. s 13622
Casualty and Liabi'ty 5 -
Taxes S
Purchased Transportation
Purchased Bus Pass Expanses ] -
Schodl Bus Utkzation Expenses $ -
Conrracted Transportabon Senices 5 5311454
Other 5 .
Miscelianeous 5 36
Opesating Debl Service - Principal & Interest s -
Leases and Rentais 5
Conlrb, ta Gapital Equip Replacemant Fund | $
In-Kind. Contatuted Services $
Altocated Irdirest H
i Rate Base Adjustment Cell
Capital Expenditures
Equip Purcheses with Grant Funds. $ - If necassary and justifiad, this cell is where you
Equip Purchases wih Loca! Reveaue s - could oplionally adjust proposed service rates
Equip Purchases with Rate Generated Rev $ up or down to adjust for program revenue {or
Capxtal Debl Senvice - Principal & Interest 13 unapproved profit), or losses from the Actual
period shown at the bottom of the
s Comprehensive Budget Sheet. This is not the
_ —_— enly acceptahle location or method of
Total Expendituras = 3 8,255,833 5 reconciling for excess gains of fosses. If
minus EXCLUDED Subsidy Revenua = § a allowed by the respactive funding sources,
Budgeled Total Expenddures INCLUDED n excess gains may also be adjusted by providing
RaeBasa = § § 235839 system subsidy revenus of by the purchase of
Rate Bass Adustrent’ = additional trips in a period following the Actual
period. If such an adjustment has been made,
Adjusted Expendiures Included In Rale provide notation in the respective exlanation
Base= §  B.265.939 area of the Comprehensive Budget lab,
The Difference batween Expenses and Revenues for Fiscal Year 2014 - 2018

Once Completed, Proceed fe the Workshest entitted "Program-wide Rates™

005 V3 Budgeted Rate Base
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Worksheet for Program-wide Rates CTC:  CFRTALLYNX  Versioni4
County: Orange, Osceola, and Seminole
1. Complete Total Projected Passenger Miles and ONE-WAY Passenger Trips ( GREEN cells) below

Do NOT include trips or miles related to Coordination Contractors!

Do NOT include School Board trips or miles UNLESS...........

INCLUDE all ONE-WAY passenger trips and passenger miles related to services you purchased from your transportation operators!
Do NOT include trips or miles for services provided to the general public/private pay UNLESS..

Do NOT include escort activity as passenger trips or passenger miles unless charged the full rate for service!

Do NOT include fixed route bus program trips or passenger miles!

PROGRAM-WIDE RATES
Total Projected Passenger Miles =| 2,154,954 Fiscal Year
- Rate Per Passenger Mile= $ 2.90 2016 - 2017

Total Projected Passenger Trips =] 204,649

" Rate Per Passenger Trip= $ _ 30.57

Avg, Passenger Trip Length=  10.5 Miles

Rates If No Revenue Funds Were |dentified As Subsidy
Funds

" Rate Per Passenger Mile =

$
Rate Per Passénger Trip = ; $ -30.57:7

-2.90

Once Completed, Proceed to the Worksheet entitled "Multiple Service Rates 2

l

Vehicle Miles

The miles that a vehicle is scheduled 1o or actually travels from the time it pulls out from its garage to go into revenue service to the time it pulls in from revenue service.

Vehicle Revenue Miles (VRM)
The miles that vehicles are scheduled to or actually travel while in revenue service. Vehicle revenue miles exclude:

Deadhead

Operator training, and

Vehicle maintenance testing, as well as
School bus and charter services.

Passenger Miles (PM)
The cumulative sum of the distances ridden by each passenger.

Page 1 of 1
008 V3: Program-wide Rates 249



Worksheet for Multiple Service Rates CTC:  CFRTAILYNX  Versonid
1. Answer the questions by completing the GREEN cells starting in Section | for all services County:  Orange, Osceola, and Seminole
2. Follow the DARK RED prompts directina vou 1o skip or qo to certain guestions and sections based on previous answers

SECTION I: Services Provided

Ambulatory Wheeichair Stretcher z Group
1. Will the CTC be providing any of these Services to

L - . Yes - Yes ® Yes
i gt inthe 4 _
upcoming budget year?. _ No 9 No O Mo

GotoSectionll  GotoSectionll  GotoSectionll  STOP! DoNOT
for Ambutatory  for Wheelchair for Stretcher Complete
Service Service Service Sections Il -V
for Group
Service
SECTION lI: Contracted Services
Ambulatory ‘Wheelchair Stretcher Group
] | |
1. Willthe CTC be contracting out any of these Services TOTALLY in the upcoming budget year?.... - et W S e
o Mo © N | 9 No | 8L _
Answer #2 for Answer#2for  Answer # 2 for Do Not
Ambulatory Wheeichair Stretcher Complete
Service Service Service Section Il for
Group Service
2. If you answered YES to #1 above, now.a.._iw_._:n amive at the billing rate by simply dividing the proposed R I o vy Al
contract amount by the proj ger Miles / ger trips?..... |
S N | ® No ® No ® No
Do NOT
Complete
Section l for
Leave Blank Leave Blank Leave Blank Group Service

3. If you answered YES to #1 & #2 above, how much is the proposed contract amount for the service?
How many of the total projected Passenger Miles relate to the contracted service?
How many of the total projected passenger trips relate to the contracted service?

Effective Rate for Contracted Services: Ambulatory

per Passenger Mile =
per Passenger Trip =

Go to Section lil ‘Go to Section il Go to Section Il _unzﬂ.ﬂ
for Ambulatory for E—‘.K?-_q for Stretcher
Service Service m-nn!.. ._3_.

4. Ifyou d # 3 & want a Combi Rate per Trip PLUS a per Mile add-on for 1 or more i . Combination Trip and Mile Rate j
services, INPUT the Desired per Trip Rate (but must be less than per trip rate in #3 above =

R prPasangr i o e - BT NUNNERRR DN YNNI

Leave Blank and Leave Blank and Do NOT
Go to Section il l..nﬁos Go to Section lll Completa
for Ambutatory Section il for for Stretcher Section Il for
Service Wheeichair Service Group Service
Service

Page 10f 2
OOS V3 Multiple Service Rates i
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CFRTA/LYNX
Orange, Osceola, and Seminole

Tim May
407-254-6055
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Comprehensive Budget Worksheet Version 1.4 CTC: CFRTAILYNX
County: Orange, Osceola, and Seminole
1. Complete applicable GREEN cells in columns 2, 3, 4, and 7
Current Year's
APPROVED Upcoming Year's
Prior Year's Budget, as PROPOSED
ACTUALS amended Budget
from from from Proposed Confirm whether revenues are collected as a system subsidy VS
Oct 1st of Octistof  |Dctistol W 7 GiEEe a purchase of service at a unit price.
% Change from
2008 2018 2016 from Prior | Current
® ® @ Year to Year to
Sept 30th of Sept 30th of Sept 30th of Current | Upcoming
2015 2016 2017 Year Year Explain Changes in Column 6 That Are > + 10% and Also > + $50,000
1 2 3 4 5 6 7

REVENUES (CTC/Operators O

Local Non-Govt

Farebox

Medicaid Co-Pay Received
Donations/ Contributions
In-Kind, Contributed Services
Other

Bus Pass Program Revenue

Local Government

District School Board

Compl. ADA Services

County Cash

County In-Kind, Contributed Services
City Cash

City In-kind, Contributed Services
Other Cash

Other In-Kind, Contributed Services
Bus Pass Program Revenue

CTD

Non-Spons. Trip Program
Non-Spons. Capital Equipment
Rural Capital Equipment

Other TD (specify in explanation)
Bus Pass Program Revenue

USDOT & FDOT

49 USC 5307

49 USC 5310

49 USC 5311 (Operating)

49 USC 5311(Capital)

Block Grant

Service Development

Commuter Assistance

Other DOT (specify in explanation)
Bus Pass Program Revenue

AHCA

Medicaid
Other AHCA (specify in explanation)
Bus Pass Program Revenue

DCF

Alcoh, Drug & Mental Health

Family Safety & Preservation

Comm. Care Dis./Aging & Adult Serv.
Other DCF (specify in explanation)
Bus Pass Program Revenue

DOH

Children Medical Services

County Public Health

Other DOH (specify in explanation)
Bus Pass Program Revenue

DOE (state)

Carl Perkins

Div of Blind Services

Vocational Rehabilitation

Day Care Programs

Other DOE (specify in explanation)
Bus Pass Program Revenue

AWI

WAGES/Workforce Board
Other AWI (specify in explanation)
Bus Pass Program Revenue

DOEA

Older Americans Act

Community Care for Elderly

Other DOEA (specify in explanation)
Bus Pass Program Revenue

DCA

Community Services
Other DCA (specify in explanation)
Bus Pass Admin. Revenue

/ Do NOT include coordinatio

$ 393,310 ' $ 378,371

$ 185,146 ' $

174,100 | $

$ 421,106

193,764

$ 2,704,098 $

1,648,472 $

1,999,965

$ 3728974 $

3,728,407 ' $

4,263,969

$ 25,329 | §

25430 | $

25,379

LYNX CTD Rate Calculation FY17: Comprehensive Budget

-3.8%

-6.0%

-39.0%

0.0%

0.4%

254

11.3%

11.3%

21.3%

14.4%

-0.2%

Estimated farebox FY2016 & FY2017 based on percentage of trips by program. FY2015
reflects actual farebox for TD trips, FY2015 & FY2016 allocated based on percentage of
budgeted TD purchased transportation paratransit services as compared to systemwide
purchased transportation paratransit services.

FY2016/2017 projected increase in county cash reflects anticipated balancing
revenue to provide anticipated level of TD trips based upon the proposed FY16/17
budget. Amount is not yet final or adpoted.

FY2015,2016 and 2017 Rural TD equipment grant not budgeted.

Other DOT is Unified Planning Work Program funding provided for TD Planning
services
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Comprehensive Budget Worksheet Version 1.4 CTC: CFRTAILYNX
County: Orange, Osceola, and Seminole

1. Complete applicable GREEN cells in columns 2, 3, 4, and 7

Current Year's
APPROVED Upcoming Year's
Prior Year's Budget, as PROPOSED
ACTUALS amended Budget
from from from Proposed Confirm whether revenues are collected as a system subsidy VS
Oct 1st of Octistof  |Dctistol W 7 QiR a purchase of service at a unit price.
% Change from
2014 2015 2016 from Prior [ Current
© © ® Year to Year to
Sept 30th of Sept 30th of Sept 30th of Current | Upcoming
2015 2016 2017 Year Year Explain Changes in Column 6 That Are > + 10% and Also > + $50,000
1 2 3 4 5 6 7

Office of Disability Determination
Developmental Services

Other APD (specify in explanation)
Bus Pass Program Revenue

(specify in explanation)
Bus Pass Program Revenue

Other Fed or State

|)<>()<
| xxx
| xxx
Bus Pass Program Revenue |

Other Revenues

Interest Earnings [
XXXX

XXXX
Bus Pass Program Revenue |

Balancing Revenue to Prevent Deficit

Actual or Planned Use of Cash Reserve | $ (1,007,196) $ 11,827 $ (648,244)

Balancing Revenue is Short By = [ [ T

Total Revenues = $6,029,661 $5,966,607 $6,255,939 -1.0% 4.8%

EXPENDITURES (CTC/Operators ON Do NOT include Coordination Contractors!)

Operating Expenditures

Labor $ 124,595  $ 140,951 § 145,178 13.1% 3.0% |Materials and supplles includes cost of fuel. Fuel currently budgeted in FY15/16 is
Fringe Benefits $ 73,178 ' $ 91,642 $ 96,272 25.2% 51% at 27% expensed, with budget going forward is reduced accordingly.
Services $ 46,782 | $ 86,766 | $ 89,852 85.5% 3.6%
Materials and Supplies $ 867,822 $ 897,318 ' $ 599,244 3.4% -33.2%
Utilities $ 15,640  $ 17,772 | $ 13,622 13.6% -23.3%
Casualty and Liability
Taxes
Purchased Transportation:
Purchased Bus Pass Expenses
School Bus Utilization Expenses
Contracted Transportation Services $ 4,901,581 $ 4,731,919 $ 5,311,454 -3.5% 12.2%
Other
Miscellaneous $ 63§ 240 | $ 316 = 283.4% 31.7%

Operating Debt Service - Principal & Interest

Leases and Rentals

Contrib. to Capital Equip. Replacement Fund

In-Kind, Contributed Services $ -8 -1$ =

Allocated Indirect |
Capital Expenditures

Equip. Purchases with Grant Funds

Equip. Purchases with Local Revenue

Equip. Purchases with Rate Generated Rev.

Capital Debt Service - Principal & Interest

($0)
Total Expenditures = $6,029,661 $5,966,608 $6,255,939 -1.0% 4.8%

See NOTES Below.

Once completed, proceed to the Worksheet entitled "Budgeted Rate Base"

Page 3 of 10
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Budgeted Rate Base Worksheet

2. Complete applicable GOLD cells in column and 5

Version 1.4

CTC: CFRTA/LYNX

County: Orange, Osceola, and Seminole

1. Complete applicable GREEN cells in column 3; YELLOW and BLUE cells are automatically completed in column 3

Upcoming Year's
BUDGETED
Revenues
from
Oct 1st of
2016

to
Sept 30th of

What amount of the:
Budgeted Revenue
in col. 2 will be
generated at the
rate per unit
determined by this
spreadsheet, OR

for these type

Budgeted Rate
used as local match| Subsidy Revenue
EXcluded from

What amount of the
Subsidy Revenue in
col. 4 will come
from funds to
purchase
equipment, OR will
be used as match
for the purchase of

2

Older Americans Act
Community Care for Elderly
Other DOEA

Bus Pass Program Revenue

DCA

Community Services
Other DCA
Bus Pass Program Revenue

LYNX CTD Rate Calculation FY17: Budgeted Rate Base

©» oo

» o

o
©»

©»
©»

2017 revenues? the Rate Base
1 2 3 4 5
REVENUES (CTC/Operators ONLY)
Local Non-Govt |
Farebox $ 421,106 $ 421,106 $ (0)
Medicaid Co-Pay Received $ - $ -
Donations/ Contributions $ - $ -
In-Kind, Contributed Services $ - $ -8 -
Other $ 193,764 $ 193764 § (0) |:|
Bus Pass Program Revenue $ - $ -8 -
Local Government
District School Board $ - $ -8 -
Compl. ADA Services $ - S - s -
County Cash $ 1,999,965 $ 1,999,965 § -
County In-Kind, Contributed Services $ - $ -8 -
City Cash s - s S B
City In-kind, Contributed Services $ - $ -8 -
Otner Cash s - s S B
Other In-Kind, Contributed Services $ - $ -8 -
Bus Pass Program Revenue $ - $ -8 -
CTD
Non-Spons. Trip Program $ 4,263,969 $ 4,263,969 $ -8 -
Non-Spons. Capital Equipment $ - $ -8 -8 -
Rural Capital Equipment $ - $ -8 - $ -
s — I— B —
Bus Pass Program Revenue $ - $ -8 -
USDOT & FDOT
49 USC 5307 $ - $ -8 - |
49 USC 5310 $ - $ -8 -8 -
49 USC 5311 (Operating) $ - $ -
49 USC 5311(Capital) $ - $ -8 - 8 -
Block Grant $ - $ $ -
Service Development $ - S -8 -
Commuter Assistance $ - $ -8 -
Other DOT $ 25,379 $ 25379 § 0
Bus Pass Program Revenue $ - $ -8
AHCA
Medicaid $ - $ -8 -
s : — B —
Bus Pass Program Revenue $ - B -8 -
DCF
Alcoh, Drug & Mental Health $ - $ -8 -
Family Safety & Preservation $ - S .S -
Comm. Care Dis./Aging & Adult Serv. $ - S -8 -
s : — B —
Bus Pass Program Revenue $ - B -8 -
DOH
Children Medical Services $ - $ -8 -
County Public Health $ - $ -8 -
Oer DO¥ s : — B —
Bus Pass Program Revenue $ - $ -8 -
DOE (state)
Carl Perkins $ - B -8 -
Div of Blind Services $ - s -8 -
Vocational Rehabilitation $ - S -8 -
Day Care Programs $ - $ -8 -
s : — B —
Bus Pass Program Revenue $ - B -8 -
AWI
WAGES/Workforce Board $ - $ -8 -
A s : — B —
Bus Pass Program Revenue $ - B -8 -
DOEA

257

local match req.
$ 473,774
$

$ -

YELLOW cells
are NEVER Generated by Applying Authorized Rates

BLUE cells
Should be funds generated by rates in this spreadsheet

GREEN cells
MAY BE Revenue Generated by Applying
Authorized Rate per Mile/Trip Charges

Fill in that portion of budgeted revenue in Column 2 that will be
GENERATED through the application of authorized per mile,
per trip, or combination per trip plus per mile rates. Also,
include the amount of funds that are Earmarked as local match
for Transportation Services and NOT Capital Equipment
purchases.

If the Farebox Revenues are used as a source of Local Match
Dollars, then identify the appropriate amount of Farebox
Revenue that represents the portion of Local Match required
on any state or federal grants. This does not mean that
Farebox is the only source for Local Match.

Please review all Grant Applications and Agreements
containing State and/or Federal funds for the proper Match
Requirement levels and allowed sources.

GOLD cells

Fill in that portion of d Rate idy in
Column 4 that will come from Funds Earmarked by the Funding
Source for P Capital Also include the
portion of Local Funds earmarked as Match related to the
Purchase of Capital Equipment if a match amount is required
by the Funding Source.
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Budgeted Rate Base Worksheet Version 1.4 CTC: CFRTA/LYNX
County: Orange, Osceola, and Seminole
1. Complete applicable GREEN cells in column 3; YELLOW and BLUE cells are automatically completed in column 3
2. Complete applicable GOLD cells in column and 5
Upcoming Year's
BUDGETED
Revenues What amount of the
Budgeted Revenue What amount of the
from in col. 2 will be Subsidy Revenue in
Oct st of generated at the col. 4 will come
rate per unit from funds to
2016 determined by this purchase
© spreadsheet, OR | Budgeted Rate | oquipment, OR wil
Sept 30th of used as local match| Subsidy Revenue]  pe used as match
for these type EXcluded from for the purchase of
2017 revenues? the Rate Base ?
1 2 3 4 5
APD
Office of Disability Determination $ - S -8 -
Developmental Services $ - S -8 -
Other AP s - [I— o —
Bus Pass Program Revenue $ - S -8 -
DJJ
s S I A — B —]
Bus Pass Program Revenue $ - S -8 -
Other Fed or State
xxx $ - $ -
XXX $ = $ -
XXX $ - $ -
Bus Pass Program Revenue $ - B -8 -
Other Revenues
Interest Earnings $ - $ - $ -
X00C $ - $ -
XXXX $ - $ -
Bus Pass Program Revenue $ - S BE -
Balancing Revenue to Prevent Deficit
Actual or Planned Use of Cash Reserve | (648,244) $ (648,244)| $ -
Total Revenues = _§ 6,255,939 B 6,255,939 $ 0 s -
EXPENDITURES (CTC/Operators ONLY) $ 0
Operating Expenditures Amount of
Labor $ 145,178 Budgeted
Fringe Benefits $ 96,272 Operating Rate
Services $ 89,852 Subsidy Revenue
Materials and Supplies $ 599,244
Utilities $ 13,622
Casualty and Liability $ -
Taxes $ -
Purchased Transportation:
Purchased Bus Pass Expenses $ -
School Bus Utilization Expenses $ -
Contracted Transportation Services $ 5,311,454
Other $ -
Miscellaneous $ 316
Operating Debt Service - Principal & Interest | $ -
Leases and Rentals $ -
Contrib. to Capital Equip. Replacement Fund | $ -
In-Kind, Contributed Services $ -
Allocated Indirect $ -
1 Rate Base Adjustment Cell
Capital Expenditures
Equip. Purchases with Grant Funds $ - If necessary and justified, this cell is where you
Equip. Purchases with Local Revenue $ - could optionally adjust proposed service rates
Equip. Purchases with Rate Generated Rev. | $ - up or down to adjust for program revenue (or
Capital Debt Service - Principal & Interest $ - unapproved profit), or losses from the Actual
period shown at the bottom of the
$ - Comprehensive Budget Sheet. This is not the
—_— only acceptable location or method of
Total Expenditures = § 6,255,939 $ reconciling for excess gains or losses. If
minus EXCLUDED Subsidy Revenue = g o allowed b)_/ the respfctl\l;e fudn_dlr;gds:urces,_d_
Budgeted Total Expenditures INCLUDED in excess gains may aiso be acjustec by provicing
Rate Base = § 6,255,939 syst_e_m s . e or by 'h? " of
i iiaid} additional trips in a period following the Actual
Rate Base Adjustment period. If such an adjustment has been made,
Adjusted Expenditures Included in Rat provide ion in the respecti i
Justed Expenditures Included in Rate area of the Comprehensive Budget tab.
Base= § 6,255,939 P 9
" The Difference between Expenses and Revenues for Fiscal Year: 2014 - 2015
Once Completed, Proceed to the Worksheet entitled "Program-wide Rates"

LYNX CTD Rate Calculation FY17: Budgeted Rate Base
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Worksheet for Program-wide Rates CTC:  CFRTAILYNX Version 1.4
County: Orange, Osceola, and Seminole

1. Complete Total Projected Passenger Miles and ONE-WAY Passenger Trips (GREEN cells) below

Do NOT include trips or miles related to Coordination Contractors!

Do NOT include School Board trips or miles UNLESS...........

INCLUDE all ONE-WAY passenger trips and passenger miles related to services you purchased from your transportation operators!
Do NOT include trips or miles for services provided to the general public/private pay UNLESS..

Do NOT include escort activity as passenger trips or passenger miles unless charged the full rate for service!

Do NOT include fixed route bus program trips or passenger miles!

PROGRAM-WIDE RATES

Total Projected Passenger Miles = 2,154,954 Fiscal Year
Rate Per Passenger Mile = $ 2.90 2016 - 2017

Total Projected Passenger Trips = 204,649

Rate Per Passenger Trip= $ 30.57 Avg. Passenger Trip Length = 10.5 Miles

Rates If No Revenue Funds Were Identified As Subsidy
Funds

Rate Per Passenger Mile = $ 2.90

Rate Per Passenger Trip= $ 30.57

Once Completed, Proceed to the Worksheet entitled "Multiple Service Rates"

Vehicle Miles
The miles that a vehicle is scheduled to or actually travels from the time it pulls out from its garage to go into revenue service to the time it pulls in from revenue service.

Vehicle Revenue Miles (VRM)
The miles that vehicles are scheduled to or actually travel while in revenue service. Vehicle revenue miles exclude:

Deadhead

Operator training, and

Vehicle maintenance testing, as well as
School bus and charter services.

Passenger Miles (PM)
The cumulative sum of the distances ridden by each passenger.

Page 7 of 10
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Combination Trip and Mile Rate
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Worksheet for Multiple Service Rates CTC: CFRTAILYNX  Version 14

1. Answer the questions by completing the GREEN cells starting in Section | for all services County:  Orange, Osceola, and Seminole

2. Follow the DARK RED prompts directing you to skip or go to certain questions and sections based on previous answers

SECTION lll: Escort Service

1. Do you want to charge all escorts a fee? W Yes
& No
Skip #2 -4 and

Section IV and
Go to Section V

2. If you answered Yes to #1, do you want to charge the fee per passenger trip OR ............. & Pass. Trip Leave Blank
{3 Pass. Mile

3. If you answered Yes to # 1 and completed # 2, for how many of the projected
Passenger Trips / Passenger Miles will a passenger be accompanied by an escort? \ Leave Blank

4. How much will you charge each escort?. | Leave Blank

SECTION IV: Group Service Loading C”ﬂ‘:ﬂ';ge
1. If the message "You Must Complete This Section" appears to the right, what is the projected total Section IV
number of Group Service Passenger Miles? (otherwise leave blank)................ccoo........ [
Loading Rate
.......... And what is the projected total number of Group Vehicle Revenue Miles? \ 0.00 to 1.00

SECTION V: Rate Calculations for Mulitple Services:
1. Input Projected Passenger Miles and Passenger Trips for each Service in the GREEN cells and the Rates for each Service will be calculated automatically
* Miles and Trips you input must sum to the total for all Services entered on the "Program-wide Rates" Worksheet, MINUS miles
and trips for contracted services IF the rates were calculated in the Section Il above

* Be sure to leave the service BLANK if you answered NO in Section | or YES to question #2 in Section Il
RATES FOR FY: 2016 - 2017

Ambul Wheel Chair Stretcher Group
Leave Blank

Projected Passenger Miles (excluding totally contracted services addressed in Section Il) = 2,154,954 = ‘ 1,490,858 +‘ 664,096 +‘ + 0
Rate per Passenger Mile = $2.38 $4.08 $0.00 $0.00 $0.00
per passenger per group
Ambul Wheel Chair Stretcher Group
Leave Blank
Proji P Trips ing totally contracted services addressed in Section Il) = 204,649 = 141,582 +‘ 63,067 +‘ + ‘
Rate per Passenger Trip = $25.05 $42.95 $0.00 $0.00
per passenger per group
2 If you answered # 1 above and want a COMBINED Rate per Trip PLUS a per Mile add-on for 1 or more services,... Combination Trip and Mile Rate
Ambul Wheel Chair Stretcher Group
Leave Blank
...INPUT the Desired Rate per Trip (but must be less than per trip rate above) = | [ | | $0.00
Rate per Passenger Mile for Balance = $2.38 $4.08 $0.00 $0.00 $0.00
per passenger per group

Rates If No Revenue Funds Were Identified As Subsidy Fun

Ambul Wheel Chair Stretcher Group
Rate per Passenger Mile = $2.38 $4.08 $0.00 $0.00 $0.00
perpassenger  per group
Ambul Wheel Chair Stretcher Group
Rate per Passenger Trip = $25.05 $42.95 $0.00 $0.00 $0.00

per passenger per group
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Worksheet for Multiple Service Rates CTC: CFRTAILYNX

1. Answer the questions by completing the GREEN cells starting in Section | for all services County: Orange, Osceola, and Seminole

Version 1.4

2. Follow the DARK RED prompts directing you to skip or go to certain questions and sections based on previous answers

6 Page 10 of 10
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2016 Ombudsman Report Summary

January
February
March
April
May
June
July
August
September
October
November
December

oo | O
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PLANNING RELATED GRANT AGREEMENT TASKS
QUARTERLY PROGRESS REPORT

MetroPlan Orlando Invoice # Three

(Agency Name) FDOT FM # 4320291-14-01
Contract # G0248

Orange, Osceola and Seminole

(County)

Reporting Period: January 1, 2016 to March 31, 2016

Planning Grant Program Tasks

TASK 1:
Jointly develop and annually update the Transportation Disadvantaged Service Plan
with the community transportation coordinator and the local coordinating board.

Response: No action to report. The next TDSP Annual Update will be approved
in May, 2016.

TASK 2:

Provide staff support to the local coordinating board in conducting an annual
evaluation of the community transportation coordinator, including local developed
standards as delineated in the adopted Transportation Disadvantaged Service Plan.
Assist the Commission for the Transportation Disadvantaged in joint reviews of the
community transportation coordinator.

Response: The CTC Evaluation took place during the month of February and
March. At the February TDLCB meeting, members voted on their views about
the CTC’s 2014-2016 trip and revenue numbers. In March, MPO staff conducted
snapshot survey of ACCESS LYNX riders who used the service on March 15, 2016.
The TDLCB will approve the CTC Evaluation Report at their May 12, 2016,
meeting. The FY2014-2015 CTC Evaluation document and ACCESS LYNX User
Survey is enclosed as a Task 2 deliverable.

TASK 3:

Organize and provide staff support and related resources for at least four (4) local
coordinating board meetings per year, holding one meeting during each quarter.
Provide staff support for committees of the local coordinating board. Provide public
notice of local coordinating board meetings in accordance with the most recent Local
Coordinating Board and Planning Agency Operating Guidelines. Provide program
orientation and training for newly appointed local coordinating board members.
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Response: The January QATF agenda and TDLCB meeting agenda of February
11, 2016 along with draft minutes are enclosed as a deliverable for Task 3.

No new members were appointed during this reporting period, therefore, no
orientation or training was conducted.

TASK 4:
Provide at least one public hearing annually by each local coordinating board, and
assist the Commission, as requested, in co-sponsoring public hearings.

Response: No action to report. The next public hearing will be held in
November 2016.

TASK 5:
Annually develop and update by-laws for Local Coordinating Board approval.

Response: The 2015-2016 By-Laws were approved by the TDLCB at their
February 11, 2016, meeting. The By-laws are enclosed as a Task 5 deliverable.

TASK 6:

Develop, annually update, and implement local coordinating board grievance
procedures in accordance with the Commission’s most recent Local Coordinating
Board and Planning Agency Operating Guidelines. Procedures shall include a step
within the local complaint and/or grievance procedure that advises a dissatisfied
person about the Commission’s Ombudsman Program.

Response: The 2015-16 Grievance Procedures were approved by the TDLCB at
their February 11, 2016, meeting. Additionally, the TDLCB appointed members
to serve on the Grievance Committee in the event a grievance is filed, at which
time members would be convened. The approved Grievance Procedures are
enclosed as a Task 6 deliverable.

TASK 7:

Review and comment on the Annual Operating Report for submittal to the local
coordinating board, and forward comments/concerns to the Commission for the
Transportation Disadvantaged.

Response: No action to report.

TASK 8:

Research and complete the Actual Expenditures Report for direct federal and local
government transportation funds to the Commission for the Transportation
Disadvantaged no later than September 15th. Complete the Actual Expenditure
Report, using the Commission approved forms.

Response: No action to report this reporting period. Next submission due
September 15, 2016.
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TASK 9:

Develop and provide the local coordinating board with quarterly progress reports of
transportation disadvantaged planning accomplishments and planning contract
deliverables as outlined in the planning grant agreement and any other activities
related to the transportation disadvantaged program, including but not limited to,
consultant contracts, special studies, and marketing efforts.

Response: Information is included with each quarterly meeting packet. The
February 11, 2016, TDLCB meeting agenda (Task 4 deliverable) is enclosed as a
deliverable for Task 9.

TASK 10:

Planning Agency staff attend at least one Commission sponsored training, including
but not limited to, the Commission's regional meetings, the Commission's annual
training workshop, or other sponsored training.

Response: No action to report this reporting period.

04/14/2016
Signature of Individual Submitting Report Date

Virginia L. Whittington
Typed name of Individual Submitting Report
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@ Lyax

May, 2016 CTC Report

LYNX staff completed the annual compliance audit of MV Transportation, Inc. This
inspection audits 100% of the driver files, 100% of the vehicle records, 100% of the
drug and alcohol testing records, and 100% of the fleet. MV was found to be in
compliance with a few minor issues that were immediately addressed.

LYNX also completed out Federal Triennial Review. | am happy to report that the
paratransit side of the house was commended for our willingness to adapt to the
many changes that had been handed down in the November 2015 guidance
circular. The only issue that the reviewers had was with one of our certification
letters, which was changed immediately, and referred to the Regional Office on
Civil Rights for approval.

The LYNX Board of Directors has unanimously decided to offer Mr. Edward L.
Johnson a contract as the new LYNX CEO. Mr. Johnson had worked for LYNX for 13
years as the Manager of Customer Support, then later assumed the roles of Chief
Administrative Officer, and the General Manager. In 2013, Mr. Johnson left to
assume the duties of Chief Administrative Officer at MARTA in Atlanta. We are very
excited that Mr. Johnson has returned to the LYNX family.

Between February 1, and April 27, 2016, LYNX staff has attended a total of 13 public
outreach initiatives, with the most recent being at Celebration High School in
Osceola County, as well as over 115 facility visits since our last report. This brings
the total public outreach initiatives to 20, and over 200 facility visits since the
beginning of the year.

| have completed my capital and operating budget assumptions for FY17 and

presented them to Senior Staff. | have requested an additional monitoring position
which will assist with program compliance and public outreach.
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January 28, 2016

The Honorable Pete Clark, Orange County Commissioner, Chairperson
Transportation Disadvantaged Local Coordinating Board

c/o MetroPlan Orlando

250 S Orange Ave., Suite 200

Orlando, Florida 32801

Dear Commissioner Clark,

Contracted operators are entitled to prompt payment for services funded by the
Commission for the Transportation Disadvantaged Trust Fund as outlined in the
Trip/Equipment Grant executed between the Commission and LYNX as follows:

21.20 Payment to Subcontractors: Payment by the Grantee to all subcontractors
with approved third party subcontracts shall be in compliance with Section
287.0585, Florida Statutes. Each third party contract from the Grantee to a
subcontractor for goods or services to be performed in whole or in part with
Transportation Disadvantaged Trust Fund moneys must contain the following
statement:

When a contractor receives from a state agency any payment for
contractual services, commodities, supplies, or construction
contracts subject to the provisions of Chapter 339, the contractor
shall pay such moneys received to each subcontractor and supplier
in proportion to the percentage of work completed by each
subcontractor and supplier at the time of receipt of the payment. If
the contractor receives less than full payment, then the contractor
shall be required to disburse only the funds received on a pro rata
basis with the contractor, subcontractors, and suppliers, each
receiving a prorated portion based on the amount due on the
payment. If the contractor without reasonable cause fails to make
payment required by this section to subcontractors and suppliers
within 7 working days after the receipt by the contractor of full or
partial payment, the contractor shall pay to the subcontractors and
suppliers a penalty in the amount of one-half of one percent of the
amount due, per day, from the expiration of the period allowed
herein for payment. Such penalty shall be in addition to actual

payments owed and shall not exceed 15 percent of the outstanding
407-841-2279
www.golynx.com

455 North Garland Avenue
Orlando, FL 32801-1518

CENTRAL FLORIDA REGIONAL TRANSPORTATION AUTHORITY
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balance due. In addition to other fines or penalties, a person found
not in compliance with any provision of this subsection may be
ordered by the court to make restitution for attorney’s fees and all
related costs to the aggrieved party or the Department of Legal
Affairs when it provides legal assistance pursuant to this section.
The Department of Legal Affairs may provide legal assistance to
subcontractors or vendors in proceedings brought against
contractors under the provisions of this section.

Our contractor, MV Transportation, is notified annually in writing that if they feel
that LYNX is not fulfilling the obligations as outlined in the above paragraph, they
may seek assistance through the Commission for the Transportation
Disadvantaged Ombudsman Program Helpline at 1-800-983-2435 (TTY 1-800-
648-6084) or the State of Florida Attorney General’s Office at 1-800-892-0375.

With this letter, | am certifying to the Local Coordinating Board that LYNX has
met the above timely payment requirements to our contractor for the period of
October 1, 2015 through January 31, 2016.

Sincerely,

Timothy M. May
Manager of Paratransit Operations

cc:  The Joint Transportation Disadvantaged Local Coordinating Board of

Orange, Osceola, and Seminole Counties (via MetroPlan Orlando)
Susan Black, Interim Chief Executive Officer, LYNX
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Commendations & Concerns

Passenger
Trips by

Completed
Sponsor

Completed

Other Stats

Trip Status

MONTHLY PARATRANSIT STATISTICAL BREAKDOWNS

October | November | December | January | February tozgéi

2015 20145 2015 2016 2016 .
Difference
Commendations 10 20 14 18 8 30 19 15 7 7 12 10 8 -20.00%

Category

Customer Service 5 8 4 2 7 2 6 2 7 4 7 4 5 0.00%
Discourtesy 0 0 0 0 0 0 0 0 0 0 0 0 0 0.00%
Drivers and Driving 17 24 17 26 26 21 29 24 22 13 22 30 20 17.65%
Equipment 0 0 0 0 0 0 3 0 1 1 0 1 0 0.00%
Passenger 0 0 0 0 0 0 0 0 0 0 0 0 0 0.00%
Risk Management 0 1 0 0 0 0 2 0 0 0 0 0 0 0.00%
Scheduling 0 0 0 0 0 0 0 0 0 0 0 0 0 0.00%
Other 1 4 6 4 4 4 3 2 0 3 5 0 3[ 200.00%
Timeliness 34 41 41 45 37 34 34 32 40 33 41 34 30 -11.76%
Total Concerns 57 78 68 77 74 61 7 60 70 54 75 69 58 1.75%
Total Reservations Accepted 52,661 53,085 51,951 51,468 54,096 53,652 56,736 58,032 55,309 58,459 56,826 56,258 61,300 16.40%
Concerns per 1,000 Trips * 1.08 1.47 131 1.50 1.37 1.14 1.36 1.03 1.27 0.92 1.32 1.23 0.95 -12.59%
No-Shows 1,931 1,953 2,050 2,152 2,283 2,315 2,313 2,467 2,236 2,457 2,414 2,346 2,634 36.41%
Cancellations & Sub. Changes 12,521 11,903 12,360 11,892 12,158 12,671 13,607 12,562 13,812 15,892 14,610 12,809 14,720 17.56%
Completed Trips 38,209 39,229 37,541 37,424 39,655 38,666 40,816 43,003 39,261 40,110 39,802 41,103 43,946 15.01%
No-Show Rate 3.67% 3.68% 3.95% 4.18% 4.22% 4.31% 4.08% 4.25% 4.04% 4.20% 4.25% 4.17% 4.30% 17.18%
Cancellation Rate 23.78% 22.42% 23.79% 23.11% 22.47% 23.62% 23.98% 21.65% 24.97% 27.18% 25.71% 22.77% 24.01% 0.99%
Completed Trips 72.56% 73.90% 72.26% 72.71% 73.30% 72.07% 71.94% 74.10% 70.98% 68.61% 70.04% 73.06% 71.69% -1.19%

28,331 26,500 25,461 217,307 28,424 26,900 29,233 31,441 29,343 29,132 28,233 29,353 32,312 14.05%
13,129 15,784 15,258 13,270 14,957 15,056 14,904 14,985 13,143 14,419 14,818 14,997 15,305 16.57%

TD

Medicaid - - 0.00%
Coordinated Medicaid - - - - - - - - - - - - - 0.00%
Other 0 0 0 0 0 0 0 0 0 0 0 0 0 0.00%
Ambulatory Passengers 27,962 28,599 217,374 217,234 28,935 28,207 29,897 31,316 28,443 28,343 28,879 29,993 31,824 13.81%
Wheelchair Passengers 10,247 10,630 10,167 10,190 10,720 10,459 10,919 11,687 10,818 11,767 10,923 11,110 12,122 18.30%
Stretcher Passengers - - - - - - - - - - - - - 0.00%
Escort/Attendant Passengers 3,251 3,055 3,178 3,153 3,726 3,290 3,321 3,423 3,225 3,441 3,249 3,247 3,671 12.92%
Average Call Hold Time 1:56 2:43 2:22 2:26 2:38 1:52 1:59 3:06 2:36 2:23 2:33 3:40 3.00 55.1%
On Time Performance 86.54% 87.00% 87.81% 90.70% 90.80% 90.50% 90.40% 91.30% 90.90% 91.90% 90.10% 90.03% 89.74% 3.70%
Missed Trips 11 11 17 6 5 11 18 30 15 17 11 14 29] 163.64%
Productivity (Passengers/Hour) 1.20 121 1.20 1.22 121 1.20 1.20 1.20 1.22 1.19 1.18 1.19 1.16 -3.33%
Uncollected Fares 4,876 4,038 4,463 3,771 4,366 5,085 4,957 6,163 4,906 4,735 4,860 4,272 4,493 -7.85%
Percentage of Uncollected Fares 3.15% 2.56% 2.96% 2.48% 2.68% 3.22% 2.96% 3.49% 3.05% 2.90% 3.00% 2.55% 2.50%| -20.63%

Estimated based on information available at the time of report compilation

271



	TDLCB May Agenda Cover
	TRANSPORTATION DISADVANTAGED LOCAL COORDINATING BOARD
	AGENDA

	051216_TDLCB_AGENDA
	DATE:  Thursday, May 12, 2016
	Wireless access available
	VI. CONSENT AGENDA
	VII. ACTION ITEMS
	VIII. PRESENTATIONS & STATUS REPORTS
	IX. GENERAL INFORMATION          TAB 5

	X. UPCOMING MEETINGS AND EVENTS OF INTEREST
	XI. MEMBER COMMENTS
	XII. PUBLIC COMMENTS (GENERAL)
	XIII. ADJOURNMENT – Next meeting:  August 11, 2016

	Tab 1
	021116 TDLCB Mins
	VII. CONSENT AGENDA
	VIII. ACTION ITEMS
	IX. PRESENTATIONS & STATUS REPORTS
	X. GENERAL INFORMATION
	XI. UPCOMING MEETINGS AND EVENTS OF INTEREST
	XII. MEMBER COMMENTS
	XIII. PUBLIC COMMENTS (GENERAL)

	Tab 2
	2014-2015 CTC Evaluation Report_Final_wWorkbook
	2014-2015 CTC Evaluation Report_FINAL
	introduction
	paratransit services
	2014-2015 paratransit service review
	Due to state legislative action, Florida Medicaid transportation was divided into three areas of the state; North, Central, and South.  The Central Region, which is our jurisdiction, was taken over by MTM, Inc. in March, 2015.   Prior to the legislati...
	In addition to Medicaid Reform, there was a management change in the LYNX paratransit operations division.  With the change in management came a change in the way late cancellations are calculated, how no shows and suspensions are assessed, and an inc...
	evaluation OF Performance
	COORDINATION
	Operations

	Written Comments Received from Evaluation Respondents
	Administrative

	COST EFFECTIVENESS & EFFICIENCY
	LOCAL PERFORMANCE MEASUREMENTS
	Written Comments Received from Evaluation Respondents
	AVAILABILITY
	Written Comments Received from Evaluation Respondents
	OVERALL EVALUATION

	ACCESS LYNX USER SURVEY
	2014-2015 Evaluation Recommendations
	appendix a - 2014-2015 ACCESS LYNX SERVICE MEASUREMENTS
	2014-15 Cost-Effectiveness Measurements

	appendix b - 2014-2015 CTC EVALUATION QUESTIONNAIRE
	TABLE OF CONTENTS
	OPERATIONS
	COST EFFECTIVENESS AND EFFICIENCY
	LOCAL PERFORMANCE MEASUREMENTS

	Call Hold Time
	Customer Service Accessibility - From the point of view of the user, accessibility is the function of how easily service can be accessed.
	Public Awareness - Transportation service is available only to those who know about it and know how to access service.  Improving passenger awareness of TD transportation service is an objective in support of availability for the CTC. Public informati...


	MEETS
	STANDARD
	(3)
	MEETS
	STANDARD
	(3)
	MEETS
	STANDARD
	(3)
	MEETS
	STANDARD
	(3)
	MEETS
	STANDARD
	(3)
	MEETS
	STANDARD
	(3)
	MEETS
	STANDARD
	(3)
	MEETS
	STANDARD
	(3)
	MEETS
	STANDARD
	(3)
	MEETS
	STANDARD
	(3)
	SATISFACTORY
	SATISFACTORY
	SATISFACTORY
	SATISFACTORY
	SATISFACTORY
	SATISFACTORY
	YOUR OVERALL EVALUATION OF ACCESS LYNX IS:
	MEETS
	STANDARD
	(3)
	GLOSSARY
	appendix c - 2014-2015 CTC EVALUATION RESULTS
	appendix D - 2014-2015 ACCESS LYNX SYSTEM USER SURVEY RESULTS AND SURVEY INSTRUMENT
	Survey of ACCESS LYNX Users for March 15, 2016
	appendix E - 2014-2015 CTC EVALUATION WORKBOOK

	CTC Review Workbook 2014-2015_FillableForm
	SSPP 2016

	Tab 3
	Combined TDSP
	2016 TDSP Part 1
	2016 TDSP Part 2
	Rate Structure_4.pdf
	Rate Structure_1.pdf
	Rate Structure_2

	Rate Structure_3


	Tab 4
	LYNX CTD Rate Calculation FY17_REVISED
	LYNX CTD Rate Calculation FY17_REVISED
	LYNX CTD Rate Calculation FY17

	Tab 5 Plain
	Gen Info tab
	Ombudsman Reports Summary
	2016

	Jan 1, 2016 - March 31, 2016
	PLANNING RELATED GRANT AGREEMENT TASKS

	May 2016 CTC Report
	20160211 Prompt Payment
	Para Stats 20160427
	Sheet1



	CTC BEING REVIEWED: Central FL Regional Transportation Authority dba LYNX
	COUNTY IES: Orange, Osceola, and Seminole
	ADDRESS: 455 N. Garland Avenue, Orlando, FL 32801
	CONTACT: Tim May
	PHONE: 407-841-2279
	REVIEW DATES: 7/1/14-6/30/15
	PERSON CONDUCTING THE REVIEW: Virginia L. Whittington
	CONTACT INFORMATION: 407-481-5672 x314 
	Review Period: FY 2014-2015
	Last Review Date: 
	Check Box2: Yes
	Check Box3: Yes
	Check Box4: Yes
	Check Box5: Yes
	Check Box6: Yes
	Check Box7: Yes
	Check Box8: Yes
	Check Box9: Yes
	Check Box10: Yes
	Check Box11: Yes
	Check Box12: Yes
	Check Box13: Yes
	Check Box14: Yes
	Check Box15: Yes
	Check Box16: Yes
	Check Box17: Yes
	Check Box18: Yes
	Check Box19: Yes
	Check Box20: Yes
	Check Box21: Yes
	Check Box22: Yes
	Check Box23: Yes
	Check Box24: Yes
	Check Box25: Yes
	Check Box26: Yes
	Check Box27: Yes
	Check Box28: Yes
	Check Box29: Yes
	Check Box30: Yes
	Check Box31: Yes
	Check Box32: Yes
	Check Box33: Yes
	Check Box34: Yes
	Check Box35: Yes
	Check Box36: Yes
	Check Box37: Off
	Check Box38: Off
	Check Box39: Off
	Check Box40: Yes
	Check Box47: Yes
	Check Box48: Yes
	Check Box49: Yes
	Check Box50: Yes
	Name of AgencyRow1: See
	AddressRow1: Attachment A
	City State ZipRow1: 
	Telephone NumberRow1: 
	ContactRow1: 
	Name of AgencyRow2: 
	AddressRow2: 
	City State ZipRow2: 
	Telephone NumberRow2: 
	ContactRow2: 
	Name of AgencyRow3: 
	AddressRow3: 
	City State ZipRow3: 
	Telephone NumberRow3: 
	ContactRow3: 
	Name of AgencyRow4: 
	AddressRow4: 
	City State ZipRow4: 
	Telephone NumberRow4: 
	ContactRow4: 
	Name of AgencyRow5: 
	AddressRow5: 
	City State ZipRow5: 
	Telephone NumberRow5: 
	ContactRow5: 
	Name of AgencyRow6: 
	AddressRow6: 
	City State ZipRow6: 
	Telephone NumberRow6: 
	ContactRow6: 
	Name of AgencyRow7: 
	AddressRow7: 
	City State ZipRow7: 
	Telephone NumberRow7: 
	ContactRow7: 
	Name of AgencyRow8: 
	AddressRow8: 
	City State ZipRow8: 
	Telephone NumberRow8: 
	ContactRow8: 
	Name of AgencyRow9: 
	AddressRow9: 
	City State ZipRow9: 
	Telephone NumberRow9: 
	ContactRow9: 
	Name of AgencyRow10: 
	AddressRow10: 
	City State ZipRow10: 
	Telephone NumberRow10: 
	ContactRow10: 
	Name of AgencyRow11: 
	AddressRow11: 
	City State ZipRow11: 
	Telephone NumberRow11: 
	ContactRow11: 
	Name of AgencyRow12: 
	AddressRow12: 
	City State ZipRow12: 
	Telephone NumberRow12: 
	ContactRow12: 
	Check Box51: Off
	Check Box52: Yes
	Check Box53: Off
	Text54: MV Transportation, Inc.
	Name of AgencyRow1_2: Local Funding
	 of TripsRow1: 64
	Name of ContactRow1: Tim May
	Telephone NumberRow1_2: 407-841-2279
	Name of AgencyRow2_2: CTD
	 of TripsRow2: 36
	Name of ContactRow2: Bill Hearndon
	Telephone NumberRow2_2: 850-410-5709
	Name of AgencyRow3_2: APD
	 of TripsRow3: 0
	Name of ContactRow3: 
	Telephone NumberRow3_2: 
	Name of AgencyRow4_2: ACHA
	 of TripsRow4: 0
	Name of ContactRow4: 
	Telephone NumberRow4_2: 
	Name of AgencyRow5_2: DOEA
	 of TripsRow5: 0
	Name of ContactRow5: 
	Telephone NumberRow5_2: 
	Number of callsCost: 0
	Closed CasesCost: 
	Unsolved CasesCost: 0
	Number of callsMedicaid: 0
	Closed CasesMedicaid: 
	Unsolved CasesMedicaid: 0
	Number of callsQuality of Service: 0
	Closed CasesQuality of Service: 
	Unsolved CasesQuality of Service: 0
	Number of callsService Availability: 0
	Closed CasesService Availability: 
	Unsolved CasesService Availability: 0
	Number of callsToll Permit: 0
	Closed CasesToll Permit: 
	Unsolved CasesToll Permit: 0
	Number of callsOther: 0
	Closed CasesOther: 
	Unsolved CasesOther: 0
	Text310: 
	0: July 2013
	1: User's call LYNX to submit a formal complaint, then Ombudsman, the LCB Grievance

	Check Box311: Yes
	Check Box312: Off
	Check Box313: Yes
	Check Box314: Off
	Check Box315: Yes
	Check Box316: Off
	Check Box317: Yes
	Check Box318: Off
	Check Box319: Yes
	Check Box320: Off
	Check Box321: Yes
	Check Box322: Off
	Text323: When not satisfied with the outcome from LYNX
	Check Box324: Yes
	Check Box325: Off
	Text326: 
	Name of ClientRow1: Ruby Gantt
	Address of clientRow1: 91060 Tuscan Valley Pl
	Date of RideRow1: 04/21/2016
	Application on FileRow1: Yes
	Name of ClientRow2: Patricia Petty
	Address of clientRow2: 14617 Clarkson Dr
	Date of RideRow2: 04/21/2016
	Application on FileRow2: Yes
	Name of ClientRow3: Michelle Paige
	Address of clientRow3: 2575 Semoran Blvd
	Date of RideRow3: 04/21/2016
	Application on FileRow3: Yes
	Name of ClientRow4: 
	Address of clientRow4: 
	Date of RideRow4: 
	Application on FileRow4: 
	Name of ClientRow5: 
	Address of clientRow5: 
	Date of RideRow5: 
	Application on FileRow5: 
	Name of ClientRow6: 
	Address of clientRow6: 
	Date of RideRow6: 
	Application on FileRow6: 
	Name of ClientRow7: 
	Address of clientRow7: 
	Date of RideRow7: 
	Application on FileRow7: 
	Name of ClientRow8: 
	Address of clientRow8: 
	Date of RideRow8: 
	Application on FileRow8: 
	Name of ClientRow9: 
	Address of clientRow9: 
	Date of RideRow9: 
	Application on FileRow9: 
	Name of ClientRow10: 
	Address of clientRow10: 
	Date of RideRow10: 
	Application on FileRow10: 
	Check Box41: Yes
	Check Box42: Off
	Check Box43: Off
	Check Box44: Yes
	Check Box45: Yes
	Check Box46: Off
	Text55: N/A
	Text327: ACCESS LYNX provides "How to Ride" brochures to new passengers and on buses.
	Text56: Customer service, scheduling, and public awareness.
	Text57: Lack of funding is the number one barrier to improving the system.  This affects the availability of trips and the customer experience. Trip demand continues to increase in our area but funding remains stagnant. And because of the limited funding, we can only afford to pay low wages which in turn limits the quality of people who apply for positions and affects the turn over rates
	Text58: The CTD should become an advocate of local dedicated funding movements in the Capitol.
	Text59: Not funding agencies, but local representatives and be aware of legislation that might push for local option transportation funding
	Text60: LYNX markets the volunteer dollar by having a tag line on their e-mail and handing out posters to other government agencies (such as the tax collector office and DMV). In addition, there is a paragraph on ACCESS LYNX's "How to Ride" guide that describes the program and ways to contribute. 
	GENERAL QUESTIONS Findings Recommendations: 
	Text61: See CTC evaluation Report
	Operator NameRow1: MV Transportation
	Exp DateRow1: 9/30/2016
	SSPPRow1: 12/17/2015
	AOR ReportingRow1: 9/2015
	InsuranceRow1: Yes
	Operator NameRow2: 
	Exp DateRow2: 
	SSPPRow2: 
	AOR ReportingRow2: 
	InsuranceRow2: 
	Operator NameRow3: 
	Exp DateRow3: 
	SSPPRow3: 
	AOR ReportingRow3: 
	InsuranceRow3: 
	Operator NameRow4: 
	Exp DateRow4: 
	SSPPRow4: 
	AOR ReportingRow4: 
	InsuranceRow4: 
	Operator NameRow5: 
	Exp DateRow5: 
	SSPPRow5: 
	AOR ReportingRow5: 
	InsuranceRow5: 
	Operator NameRow6: 
	Exp DateRow6: 
	SSPPRow6: 
	AOR ReportingRow6: 
	InsuranceRow6: 
	Operator NameRow7: 
	Exp DateRow7: 
	SSPPRow7: 
	AOR ReportingRow7: 
	InsuranceRow7: 
	Operator NameRow8: 
	Exp DateRow8: 
	SSPPRow8: 
	AOR ReportingRow8: 
	InsuranceRow8: 
	Operator NameRow9: 
	Exp DateRow9: 
	SSPPRow9: 
	AOR ReportingRow9: 
	InsuranceRow9: 
	Operator NameRow10: 
	Exp DateRow10: 
	SSPPRow10: 
	AOR ReportingRow10: 
	InsuranceRow10: 
	Operator NameRow11: 
	Exp DateRow11: 
	SSPPRow11: 
	AOR ReportingRow11: 
	InsuranceRow11: 
	Check Box62: Yes
	Check Box63: Off
	Check Box64: Off
	Check Box65: Yes
	Check Box66: Yes
	Check Box67: Off
	Check Box68: Yes
	Check Box69: Off
	Check Box70: Yes
	Check Box71: Off
	All other grant application: 
	Comments: ACCESS LYNX staff provides AOR reports in every LCB meeting and highlights of any trends that might be occurring in our system.
	Text83: 
	Check Box84: Yes
	Check Box85: Off
	Check Box86: Off
	Check Box87: Yes
	Check Box88: Yes
	Check Box89: Off
	Check Box90: Yes
	Check Box91: Off
	Check Box92: Yes
	Check Box93: Off
	Check Box94: Off
	Check Box95: Off
	Check Box96: Yes
	Check Box97: Off
	Text72: There is a daily random vehicle and driver inspections. In addition, LYNX conducts a full 1490 compliance inspections quarterly, even though the minimum is annually.
	Text73: 
	Text74: 
	Text75: At the time the inspection is completed, the agency notifies the contractor of any infractions. Contractors have 30 days to adjust and fix any issues before a reinspection.
	Check Box76: Yes
	Check Box77: Off
	Text78: LYNX performs a 1490 compliance inspections both quarterly and annually.
	Check Box79: Yes
	Check Box80: Off
	Check Box81: Yes
	Check Box82: Off
	Comments_2: 
	Text98: LYNX does not use school buses
	Text99: ACCESS LYNX has a goal to refer a minimum of 10% of individuals applying for service to fixed-route.
	Check Box100: Yes
	Check Box101: Yes
	Check Box102: Off
	Check Box103: Yes
	Check Box104: Off
	Check Box105: Yes
	Check Box106: Off
	Comments_3: 
	Check Box107: Yes
	Check Box108: Off
	Check Box109: Off
	Check Box110: Off
	Check Box111: Off
	Check Box112: Off
	Text113: FDOT coordinates with LYNX on all recommendations and reviews those receiving funding
	Check Box114: Yes
	Check Box115: Off
	Comments_4: 
	Text116: 
	Text117: Prioritization is as follows: 1) Life sustaining medical trips, 2) Other medical, and 3) Employment trips

Demand response trips is as follows: 1) life sustaining medical trips, 2) Other medical, 3) employment trips, 4) Educational/vocational trips, and 5) Other trip purposes
	Text118: Priorities are enforced through the reservation process. Reservation agents ask the user detailed questions about the trip they wish to take in order to allocate the proper method of funding. However, it is LYNX’s policy not to deny trip requests for any eligible customer, no matter which fund pays for the trip. Local jurisdictions provide funding to meet 100% of the demand on the ACCESS LYNX program.
	Check Box119: Yes
	Check Box120: Off
	Comments_5: 
	Text121: 
	0: ACCESS LYNX service is available any time the public bus system is in operation
	1: Reservations can be made between 8am and 5pm, seven days a week
	2: LYNX customer service is available 24 hours a day, 7 days a week. Customers can also make reservations online at www.golynx.com
	3: Reservations must be made no later than 5pm the day before services need to be provided

	Text122: Reservations can be made up to seven days in advance
	Check Box123: Yes
	Check Box124: Off
	Comments_6: 
	Text125: There is no formal agreement
	Text126: N/A
	Check Box127: Yes
	Check Box128: Off
	CHAPTER 427 Findings Recommendations: 
	Text129: 
	OperatorRow1: MV transportation
	Insurance CostRow1: $75,000
	OperatorRow2: 
	Insurance CostRow2: 
	OperatorRow3: 
	Insurance CostRow3: 
	OperatorRow4: 
	Insurance CostRow4: 
	Comments_7: 
	Check Box328: Off
	Check Box329: Yes
	Check Box330: Off
	Check Box331: Off
	Check Box332: Yes
	Check Box333: Off
	Text334: LYNX has a minimum liability insurance of $5 million dollars.
	Text335: Coordinated Agency Contractors are required to have $100,000 per person & $200,000 per incident for general liability, $100,000 for each person and $300,000 for each incident for Automobile liability.  MV is required to provide Automobile liability, bodily injury and property damage liability on all vehicles in the minimum amount of $1M
	Date of last SSPP Compliance Review: 12/17/2015
	Driver Last NameRow1: Trainings
	Driver LicenseRow1: 6/2015
	Last PhysicalRow1: 6/2015
	CPR1st AidRow1: N/A
	Def DrivingRow1: 6/2015
	ADA TrainingRow1: 6/2015
	OtherRow1: 
	Driver Last NameRow2: & test are
	Driver LicenseRow2: 
	Last PhysicalRow2: 
	CPR1st AidRow2: 
	Def DrivingRow2: 
	ADA TrainingRow2: 
	OtherRow2: 
	Driver Last NameRow3: completed
	Driver LicenseRow3: 
	Last PhysicalRow3: 
	CPR1st AidRow3: 
	Def DrivingRow3: 
	ADA TrainingRow3: 
	OtherRow3: 
	Driver Last NameRow4: quarterly on
	Driver LicenseRow4: 
	Last PhysicalRow4: 
	CPR1st AidRow4: 
	Def DrivingRow4: 
	ADA TrainingRow4: 
	OtherRow4: 
	Driver Last NameRow5: all drivers
	Driver LicenseRow5: 
	Last PhysicalRow5: 
	CPR1st AidRow5: 
	Def DrivingRow5: 
	ADA TrainingRow5: 
	OtherRow5: 
	Driver Last NameRow6: 
	Driver LicenseRow6: 
	Last PhysicalRow6: 
	CPR1st AidRow6: 
	Def DrivingRow6: 
	ADA TrainingRow6: 
	OtherRow6: 
	Driver Last NameRow7: 
	Driver LicenseRow7: 
	Last PhysicalRow7: 
	CPR1st AidRow7: 
	Def DrivingRow7: 
	ADA TrainingRow7: 
	OtherRow7: 
	Driver Last NameRow8: 
	Driver LicenseRow8: 
	Last PhysicalRow8: 
	CPR1st AidRow8: 
	Def DrivingRow8: 
	ADA TrainingRow8: 
	OtherRow8: 
	Driver Last NameRow9: 
	Driver LicenseRow9: 
	Last PhysicalRow9: 
	CPR1st AidRow9: 
	Def DrivingRow9: 
	ADA TrainingRow9: 
	OtherRow9: 
	Driver Last NameRow10: 
	Driver LicenseRow10: 
	Last PhysicalRow10: 
	CPR1st AidRow10: 
	Def DrivingRow10: 
	ADA TrainingRow10: 
	OtherRow10: 
	Driver Last NameRow11: 
	Driver LicenseRow11: 
	Last PhysicalRow11: 
	CPR1st AidRow11: 
	Def DrivingRow11: 
	ADA TrainingRow11: 
	OtherRow11: 
	Driver Last NameRow12: 
	Driver LicenseRow12: 
	Last PhysicalRow12: 
	CPR1st AidRow12: 
	Def DrivingRow12: 
	ADA TrainingRow12: 
	OtherRow12: 
	Driver Last NameRow13: 
	Driver LicenseRow13: 
	Last PhysicalRow13: 
	CPR1st AidRow13: 
	Def DrivingRow13: 
	ADA TrainingRow13: 
	OtherRow13: 
	Driver Last NameRow14: 
	Driver LicenseRow14: 
	Last PhysicalRow14: 
	CPR1st AidRow14: 
	Def DrivingRow14: 
	ADA TrainingRow14: 
	OtherRow14: 
	Driver Last NameRow15: 
	Driver LicenseRow15: 
	Last PhysicalRow15: 
	CPR1st AidRow15: 
	Def DrivingRow15: 
	ADA TrainingRow15: 
	OtherRow15: 
	Check Box130: Yes
	Check Box131: Off
	Check Box132: Yes
	Check Box133: Off
	Driver Last NameRow1_2: 
	Driver LicenseRow1_2: 
	Last PhysicalRow1_2: 
	CPR1st AidRow1_2: 
	Def DrivingRow1_2: 
	ADA TrainingRow1_2: 
	OtherRow1_2: 
	Driver Last NameRow2_2: 
	Driver LicenseRow2_2: 
	Last PhysicalRow2_2: 
	CPR1st AidRow2_2: 
	Def DrivingRow2_2: 
	ADA TrainingRow2_2: 
	OtherRow2_2: 
	Driver Last NameRow3_2: 
	Driver LicenseRow3_2: 
	Last PhysicalRow3_2: 
	CPR1st AidRow3_2: 
	Def DrivingRow3_2: 
	ADA TrainingRow3_2: 
	OtherRow3_2: 
	Driver Last NameRow4_2: 
	Driver LicenseRow4_2: 
	Last PhysicalRow4_2: 
	CPR1st AidRow4_2: 
	Def DrivingRow4_2: 
	ADA TrainingRow4_2: 
	OtherRow4_2: 
	Driver Last NameRow5_2: 
	Driver LicenseRow5_2: 
	Last PhysicalRow5_2: 
	CPR1st AidRow5_2: 
	Def DrivingRow5_2: 
	ADA TrainingRow5_2: 
	OtherRow5_2: 
	Driver Last NameRow6_2: 
	Driver LicenseRow6_2: 
	Last PhysicalRow6_2: 
	CPR1st AidRow6_2: 
	Def DrivingRow6_2: 
	ADA TrainingRow6_2: 
	OtherRow6_2: 
	Driver Last NameRow7_2: 
	Driver LicenseRow7_2: 
	Last PhysicalRow7_2: 
	CPR1st AidRow7_2: 
	Def DrivingRow7_2: 
	ADA TrainingRow7_2: 
	OtherRow7_2: 
	Driver Last NameRow8_2: 
	Driver LicenseRow8_2: 
	Last PhysicalRow8_2: 
	CPR1st AidRow8_2: 
	Def DrivingRow8_2: 
	ADA TrainingRow8_2: 
	OtherRow8_2: 
	Driver Last NameRow9_2: 
	Driver LicenseRow9_2: 
	Last PhysicalRow9_2: 
	CPR1st AidRow9_2: 
	Def DrivingRow9_2: 
	ADA TrainingRow9_2: 
	OtherRow9_2: 
	Driver Last NameRow10_2: 
	Driver LicenseRow10_2: 
	Last PhysicalRow10_2: 
	CPR1st AidRow10_2: 
	Def DrivingRow10_2: 
	ADA TrainingRow10_2: 
	OtherRow10_2: 
	Driver Last NameRow11_2: 
	Driver LicenseRow11_2: 
	Last PhysicalRow11_2: 
	CPR1st AidRow11_2: 
	Def DrivingRow11_2: 
	ADA TrainingRow11_2: 
	OtherRow11_2: 
	Driver Last NameRow12_2: 
	Driver LicenseRow12_2: 
	Last PhysicalRow12_2: 
	CPR1st AidRow12_2: 
	Def DrivingRow12_2: 
	ADA TrainingRow12_2: 
	OtherRow12_2: 
	Driver Last NameRow13_2: 
	Driver LicenseRow13_2: 
	Last PhysicalRow13_2: 
	CPR1st AidRow13_2: 
	Def DrivingRow13_2: 
	ADA TrainingRow13_2: 
	OtherRow13_2: 
	Driver Last NameRow14_2: 
	Driver LicenseRow14_2: 
	Last PhysicalRow14_2: 
	CPR1st AidRow14_2: 
	Def DrivingRow14_2: 
	ADA TrainingRow14_2: 
	OtherRow14_2: 
	Driver Last NameRow15_2: 
	Driver LicenseRow15_2: 
	Last PhysicalRow15_2: 
	CPR1st AidRow15_2: 
	Def DrivingRow15_2: 
	ADA TrainingRow15_2: 
	OtherRow15_2: 
	Driver Last NameRow16: 
	Driver LicenseRow16: 
	Last PhysicalRow16: 
	CPR1st AidRow16: 
	Def DrivingRow16: 
	ADA TrainingRow16: 
	OtherRow16: 
	Driver Last NameRow17: 
	Driver LicenseRow17: 
	Last PhysicalRow17: 
	CPR1st AidRow17: 
	Def DrivingRow17: 
	ADA TrainingRow17: 
	OtherRow17: 
	Driver Last NameRow18: 
	Driver LicenseRow18: 
	Last PhysicalRow18: 
	CPR1st AidRow18: 
	Def DrivingRow18: 
	ADA TrainingRow18: 
	OtherRow18: 
	Driver Last NameRow19: 
	Driver LicenseRow19: 
	Last PhysicalRow19: 
	CPR1st AidRow19: 
	Def DrivingRow19: 
	ADA TrainingRow19: 
	OtherRow19: 
	Driver Last NameRow20: 
	Driver LicenseRow20: 
	Last PhysicalRow20: 
	CPR1st AidRow20: 
	Def DrivingRow20: 
	ADA TrainingRow20: 
	OtherRow20: 
	Driver Last NameRow21: 
	Driver LicenseRow21: 
	Last PhysicalRow21: 
	CPR1st AidRow21: 
	Def DrivingRow21: 
	ADA TrainingRow21: 
	OtherRow21: 
	Driver Last NameRow22: 
	Driver LicenseRow22: 
	Last PhysicalRow22: 
	CPR1st AidRow22: 
	Def DrivingRow22: 
	ADA TrainingRow22: 
	OtherRow22: 
	Driver Last NameRow23: 
	Driver LicenseRow23: 
	Last PhysicalRow23: 
	CPR1st AidRow23: 
	Def DrivingRow23: 
	ADA TrainingRow23: 
	OtherRow23: 
	Driver Last NameRow24: 
	Driver LicenseRow24: 
	Last PhysicalRow24: 
	CPR1st AidRow24: 
	Def DrivingRow24: 
	ADA TrainingRow24: 
	OtherRow24: 
	DATE OF LAST DRUG  ALCOHOL POLICY REVIEW: 3/8/2016
	Comments_8: 
	Check Box134: Yes
	Check Box135: Off
	Check Box136: Off
	Check Box137: Yes
	Check Box138: Off
	CTCFlat contract rate s  amount  unit: 33.05
	CC 1Flat contract rate s  amount  unit: 
	CC 2Flat contract rate s  amount  unit: 
	CC 3Flat contract rate s  amount  unit: 
	CC 4Flat contract rate s  amount  unit: 
	CTCDetail other rates as needed  eg ambulatory wheelchair stretcher outofcounty group: 
	CC 1Detail other rates as needed  eg ambulatory wheelchair stretcher outofcounty group: 
	CC 2Detail other rates as needed  eg ambulatory wheelchair stretcher outofcounty group: 
	CC 3Detail other rates as needed  eg ambulatory wheelchair stretcher outofcounty group: 
	CC 4Detail other rates as needed  eg ambulatory wheelchair stretcher outofcounty group: 
	Detail other rates as needed  eg ambulatory wheelchair stretcher outofcounty groupRow1: Ambulatory
	CTCRow3: 25.05
	CC 1Row3: 
	CC 2Row3: 
	CC 3Row3: 
	CC 4Row3: 
	Detail other rates as needed  eg ambulatory wheelchair stretcher outofcounty groupRow2: Wheel chair passengers
	CTCRow4: 42.95
	CC 1Row4: 
	CC 2Row4: 
	CC 3Row4: 
	CC 4Row4: 
	Special or unique considerations that influence costs: 
	Explanation: ACCESS LYNX no longer provides stretcher trips
	CTCFlat contract rate s  amount  unit_2: 
	Alt 1Flat contract rate s  amount  unit: 
	Alt 2Flat contract rate s  amount  unit: 
	Alt 3Flat contract rate s  amount  unit: 
	Alt 4Flat contract rate s  amount  unit: 
	CTCDetail other rates as needed  eg ambulatory wheelchair stretcher outofcounty group_2: 
	Alt 1Detail other rates as needed  eg ambulatory wheelchair stretcher outofcounty group: 
	Alt 2Detail other rates as needed  eg ambulatory wheelchair stretcher outofcounty group: 
	Alt 3Detail other rates as needed  eg ambulatory wheelchair stretcher outofcounty group: 
	Alt 4Detail other rates as needed  eg ambulatory wheelchair stretcher outofcounty group: 
	Detail other rates as needed  eg ambulatory wheelchair stretcher outofcounty groupRow1_2: 
	CTCRow3_2: 
	Alt 1Row3: 
	Alt 2Row3: 
	Alt 3Row3: 
	Alt 4Row3: 
	Detail other rates as needed  eg ambulatory wheelchair stretcher outofcounty groupRow2_2: 
	undefined: 
	0: 
	1: 
	2: 
	3: 
	4: 

	Special or unique considerations that influence costs_2: 
	Explanation_2: 
	Check Box139: Off
	Check Box140: Yes
	Check Box141: Yes
	Check Box142: Off
	RULE 412 Findings Recommendations: 
	Text143: 
	CommentsLocal toll free phone number must be posted in all vehicles: ACCESS LYNX maintains a local number for the entire service area. This number is posted on LYNX's website, ACCESS LYNX brochures, and on all ACCESS LYNX's buses.
	CommentsVehicle Cleanliness: All ACCESS LYNX's vehicles must be clean, both interior and exterior. This is monitored through daily random inspections, customer reports, and street supervision. 
	CommentsPassengerTrip Database: ACCESS LYNX maintains a database of all customer within the program. This database tracks information such as social security numbers, home addresses, mailing address, passenger type, passenger needs, birth date, language spoken, sponsors and trip history
	Adequate seating: Each passenger will be provided a seat with safety belt. All wheelchair locations will have a secureness system and restraining devices for each position in accordance to ADA. Vehicle seating shall not exceed the manufacturer's recommended capacity.
	Driver Identification: All drivers are trained in defensive driving and passenger assistance, tested, certified, and, upon completion, is provided with a photo identification which they must ware at all time while on duty. 
	Passenger Assistance: All drivers are required to be certified in passenger assistance training. At a minimum, drivers are required to open the vehicle door, fasten the passenger seat belts, secure wheelchairs, and close the door when necessary. 
	Smoking Eating and Drinking: ACCESS LYNX does not allow smoking, eating, or drinking at any time on an ACCESS LYNX vehicle.
	Twoway Communications: ALL vehicles are required to have working two-way direct connect radios or 800-megahertz radios. Two-way communication availability is confirmed through safety inspections and monitoring.
	Air ConditioningHeating: All vehicles must have working air conditioning and heating systems to be used when transporting passengers. No vehicles are allowed to provide service without a functioning air conditioning or heating systems.
	Billing Requirements: ACCESS LYNX's carrier payments are made according to guidelines promulgated in Section 21.20 of the Transportation Disadvantaged Trust Fund Grant.
	COMMISSION STANDARDS Findings Recommendations: 
	Text144: 
	Compliance with Local Standards shall adhere to Commission approved standards: 
	CommentsTransport of Escorts and dependent children policy: Each eligible rider is allowed one escort, as long as the escort is picked up and dropped at the same location as the eligible rider. 
	CommentsUse Responsibility and cost of child restraint devices: All children under the age of five are required to use a child restraint device in accordance with F.S. Section 316.613. The child's escort is responsible for providing the device.
	CommentsOutofService Area trips: ACCESS LYNX no longer provides Out-of-Service Area Trips

	CommentsCPR1st Aid: Drivers within the coordinated system are not required to be trained in cardiopulmonary resuscitation.
	CommentsDriver Criminal Background Screening: All drivers must have a favorable FL Dept. of Law Enforcement background check prior to start working in the coordinated system. This is checked annually.
	CommentsRider Personal Property: Personal belongings are the sole responsibility of the passenger. Only those items that passengers can personally carry will be transported at the risk of the passenger.
	CommentsAdvance reservation requirements: Reservations for all sponsors (except TD) are taken on a 7-day advance notice basis. Trip requests under the TD program are taken one day prior to service.
	CommentsPickup Window: Going trips are on time if they are picked up 15-min before to 15-min after the scheduled/negotiated pickup time. Return trips are on time if they are picked up at or within 30-min after the negotiated pickup time.
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	LOCAL STANDARDS Findings Recommendations: Please refer to page 14 of the 2014-2015 CTC Evaluation Report
	Text145: Please refer to page 9 of the 2014-2015 CTC Evaluation Report
	Check Box146: Yes
	Check Box147: Off
	Check Box148: Yes
	Check Box149: Off
	Check Box150: Yes
	Check Box151: Off
	Text152: 
	Check Box153: Yes
	Check Box154: Off
	Training ProvidedAccommodating Mobility Aids: X
	Written PolicyAccommodating Mobility Aids: X
	NeitherAccommodating Mobility Aids: 
	Training ProvidedAccommodating Life Support Systems O2 Tanks IVs: X
	Written PolicyAccommodating Life Support Systems O2 Tanks IVs: X
	NeitherAccommodating Life Support Systems O2 Tanks IVs: 
	Training ProvidedPassenger Restraint Policies: X
	Written PolicyPassenger Restraint Policies: X
	NeitherPassenger Restraint Policies: 
	Training ProvidedStandee Policies persons standing on the lift: X
	Written PolicyStandee Policies persons standing on the lift: X
	NeitherStandee Policies persons standing on the lift: 
	Training ProvidedDriver Assistance Requirements: X
	Written PolicyDriver Assistance Requirements: X
	NeitherDriver Assistance Requirements: 
	Training ProvidedPersonal Care Attendant Policies: X
	Written PolicyPersonal Care Attendant Policies: X
	NeitherPersonal Care Attendant Policies: 
	Training ProvidedService Animal Policies: X
	Written PolicyService Animal Policies: X
	NeitherService Animal Policies: 
	Training ProvidedTransfer Policies From mobility device to a seat: X
	Written PolicyTransfer Policies From mobility device to a seat: X
	NeitherTransfer Policies From mobility device to a seat: 
	Training ProvidedEquipment Operation Lift and securement procedures: X
	Written PolicyEquipment Operation Lift and securement procedures: X
	NeitherEquipment Operation Lift and securement procedures: 
	Training ProvidedPassenger SensitivityDisability Awareness Training for Drivers: X
	Written PolicyPassenger SensitivityDisability Awareness Training for Drivers: X
	NeitherPassenger SensitivityDisability Awareness Training for Drivers: 
	Check Box155: Yes
	Check Box156: Off
	Check Box157: Yes
	Check Box158: Off
	Text159: 
	0: MV Transportation, Inc.
	1: 
	0: 1FDEE4FLXEDA75946
	1: 
	0: Virginia Whittington
	1: 04/26/2016



	Check Box160: Off
	Check Box161: Off
	Check Box162: Off
	Check Box163: Off
	Check Box164: Yes
	Check Box165: Yes
	Check Box166: Yes
	Check Box167: Yes
	Check Box168: Yes
	Check Box169: Yes
	Check Box170: Yes
	Check Box171: Yes
	Check Box172: Yes
	Check Box173: Yes
	Check Box174: Yes
	Check Box175: Yes
	Check Box176: Yes
	Check Box177: Yes
	Check Box178: Yes
	Check Box179: Yes
	Check Box180: Yes
	Check Box181: Yes
	Check Box182: Yes
	Check Box183: Yes
	Check Box184: Yes
	Check Box185: Yes
	Check Box186: Yes
	Check Box187: Yes
	Check Box188: Yes
	Check Box189: Off
	Check Box190: Off
	Check Box191: Yes
	Check Box192: Yes
	Check Box193: Yes
	Check Box194: Yes
	Name of Service Provider ContractorRow1: MV Transportation
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	ADA COMPLIANCE Findings: MV Transportation is compliant with ADA standards
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	How many of the operators are coordination contractors: 30
	of expanding capacity: ALL
	Does the CTC have the ability to expand: Yes
	Indicate the date the latest transportation operator was brought into the system 1: 
	Indicate the date the latest transportation operator was brought into the system 2: October 2015
	Does the CTC have a competitive procurement process: Yes
	Low bid: 
	0: 
	0: 0


	Requests for proposals: 
	0: 2

	Negotiation only: 0
	Requests for interested partiesRow1: 
	operators: Request for proposals
	Request for qualifications: 0
	Requests for interested parties: 
	other: 
	Capabilities of operator: x
	Scope of Work: x
	Age of company: x
	Safety Program: x
	Previous experience: x
	Capacity: x
	Management: x
	Training Program: x
	Qualifications of staff: x
	Insurance_2: x
	Resources: x
	Accident History: 
	Economies of Scale: 
	Quality: x
	Contract Monitoring: x
	Community Knowledge: 
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	Reporting Capabilities: x
	Financial Strength: x
	Price: x
	Performance Bond: 
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	Distribution of Costs: 
	0: 

	Other list: 
	recently completed process: Unk
	How many responded: 6
	The request for bidsproposals was distributed: X
	Locally: X
	Statewide: X
	than transportation provision such as fuel maintenance etc: Yes
	Responsiveness to solicitation: x
	Other: List: 
	Cost of the Contracting: 
	Planning  What are the coordinated plans for transporting the TD population: Coordinated plan for TD transportation are described in the TDSP. 
	the community: TD transportation services is available only those who know about and know how to access the service. LYNX and MetroPlan Orlando strive to create greater public awareness of the ACCESS LYNX program through public hearings, program brochures, websites, and presentations.
	transportation services: LYNX maintains a certification and eligibility process for ADA paratransit eligibility based on the Federal Administrative Code. LYNX determines eligibility by using a service area of ¾ of a mile proximity to fixed-route bus service and categories of eligibility as described in federal statute.
	special transportation services in the community: ACCESS LYNX also follows the guidelines in the Americans with Disabilities Act Paratransit Eligibility Manual. The three categories of ADA eligibility are: 
1) Unconditional Eligibility. Persons unable to use fully-accessible fixed-route services.
2) Conditional Eligibility. Any individual who is able to use the fixed-route buses for some of their trips and qualify for paratransit service for other trips.
3) Transitional Eligibility (temporary). Any individual who has a health condition or disability that temporarily prevents him/her from using the fixed-route bus system.
	Reservationist on the first call: 
	prevented: ACCESS LYNX reservations can be made between 8am and 5pm, 7-days a week. Reservations can also be made online at www.golynx.com and they can be made 24 hours a day, 7-days a week. Customer Service, where customers can check the status or cancel a reservation, is also available 24 hours a day, seven days a week.

All reservations are booked into the computerized trip management system. All fields are updated and verified. The reservation read back to the customer for their approval. The system prevents duplication of reservations.
	Trip Allocation  How is the allocation of trip requests to providers coordinated: Trips are allocated based on price, availability, vehicles, and location, The system automatically establishes a trip order.
	Scheduling  How is the trip assignment to vehicles coordinated: Trips are assigned to routes using an automated scheduling system. Trips are assigned at the time the reservation is made; routes are then reviewed and changes necessary the day before the trip is provided.
	coordinated: ACCESS LYNX staff determines the appropriate mode of transportation based on the client's ability and eligibility.
	Dispatching  How is the real time communication and direction of drivers coordinated: Drivers send and receive information to and from dispatch through push-to-talk radio and through the AVL system 
	coordinated_2: LYNX monitors MV Transportation on a regular basis. Since MV maintain the call center and vehicles at LYNX facilities, LYNX is able to inspect vehicles, review driver's records, conduct evaluations, etc. on a regular basis.
	Daily Service Monitoring  How are realtime resolutions to trip problems coordinated: Drivers contact dispatch to report problem which are then handled by the supervisor on duty. Customers who call with concerns are routed to the call center supervisor. They will work with the customer to resolve the issue as quickly as possible, If, after going through the resolution process, the issue cannot be solved, then LYNX refers the customer and the case to the Ombudsman.
	Trip Reconciliation  How is the confirmation of official trips coordinated: LYNX uses mobile data terminals that electronically track the date, time, location, odometer, and records no-shows on each trip. If trips are done on paper, the driver manifests are reviewed and entered into the database by data entry staff.
	coordinated_3: Invoices are generated by  MV. They are  reviewed for accuracy by LYNX, then approved by the LCB, and processed for payment by MetroPlan Orlando. 
	Reporting  How is operating information reported compiled and examined: ACCESS LYNX data is reported daily to the program manager, monthly to MetroPlan Orlando, quarterly to the LCB, and annually to the CTD.
	to reduce the overall costs of the coordinated program: To reduce costs, MV provides call center services including scheduling and dispatch functions. LYNX continues to control eligibility, data entry, billing, and customer relations, which includes intake of and response to complaints.

	smooth service provision and increased service provision: Information is shared during the LCB, LYNX Board, and MetroPlan Orlando meetings. In addition, MetroPlan Orlando also organizes a "Riders Forum" where we reach out to the  seniors, veterans, paratransit, and special needs community
	transportation in the community: LYNX has signed contracts with local providers to assists with necessary and safe transportation to Orange, Osceola, and Seminole residents.


