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Summary
Through State Budget Year 2016-2017, Specific Appropriations 1856 directed the Florida
Department of Transportation (FDOT) in conjunction with the Florida Commission for the
Transportation Disadvantaged (CTD) to collect data from Community Transportation
Coordinators (CTCs), compile said data, identify best practices, and provide a report on such to
the chairs of the legislative appropriations committees.

Language excerpt from Specific Appropriations 1856:

“The remaining funds in Specific Appropriation 1856 are provided for funding
services to transportation disadvantaged individuals. A community transportation
coordinator that receives any of these funds shall develop and implement
performance measures which, at a minimum, shall address timing of advanced
scheduling requests; on-time passenger pickup; improved routing to minimize
passenger wait times; error rates for passenger pick-up and drop-off; and
collection and public posting of passenger satisfaction survey ratings. By
September 30, 2016, each such community transportation coordinator must
provide information to the Florida Department of Transportation which details the
adopted performance measures and methods used for evaluating performance.
The Florida Department of Transportation shall provide a report to the chairs of
the legislative appropriations committees by December 15, 2016, specifying which
entities submitted, or failed to submit, the required information as well as an
evaluation of the efficacy of the performance measures and recommendations as
to best practices that could be implemented on a statewide basis.”

As an initial phase of collecting data, FDOT and the CTD jointly issued a letter to Community
Transportation Coordinators (Appendix A) requesting specific questions be answered for each of
the above identified categories. Responses (Appendix B) were received from each county’s CTC.

FDOT and CTD staff compiled and analyzed these responses to evaluate the existing performance

measures utilized by CTCs statewide. FDOT and CTD staff then formulated best practices and
recommendations for statewide performance measure adoption and implementation.
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Scheduling Trips in Advance

Summary of Responses

Information was collected from each CTC regarding the agencies’ policies for scheduling trips in
advance. The policies for trip scheduling varied across agencies, but there were several
noteworthy patterns. Nearly all CTCs reported their policy for the minimum amount of time that
a trip must be scheduled in advance, and many also reported the maximum amount of time
before a trip that scheduling could occur. Several agencies reported that they do not have a
maximum amount of time, and therefore trips can be scheduled as far in advance as the customer
desires. Many stated that same-day trip requests will be taken on a first-come-first-serve basis if
there is availability.

The most common range of trip scheduling availability was from 2 weeks in advance to 1 day in
advance. Some agencies allow trips to be scheduled up to 3 months in advance, though others
cautioned that a longer period between scheduling and the trip is more likely to lead to cancelled
or no-show trips. Figure 1 shows the distribution of response frequencies for maximum advance
scheduling time. Most agencies require trips to be scheduled 1 day in advance, though many also
require 72-hours or 3 days’ notice. Figure 2 displays the distribution of responses for minimum
advance trip scheduling time.

Figure 1: CTCs' Policies for Maximum Advance Scheduling
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Figure 2: CTCs' Policies for Minimum Advance Scheduling
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Evaluation Methods
Furthermore, each CTC was asked to report on the methods the agency uses to evaluate the
impact of the advanced scheduling policy on the riders, as well as the agency itself. Many
agencies did not respond to this question, indicating that there is likely not much internal
evaluation of minimum advanced scheduling policies. The advance trip scheduling policies
currently adopted by the CTCs are generally standard and appropriate.

Best Practices
The policy for trip scheduling is context sensitive, and an appropriate policy will depend on each
agency’s capacity to provide trips. Factors that impact capacity include the number and condition
of vehicles available for the paratransit program, staff availability, software usage, etc.

The advance trip scheduling policy should be formalized and communicated to customers in
several accessible formats, including posted on the CTC’'s website, printed, and available via
phone by either CTC staff communication or a recorded message.

Examples of best practices from survey responses:

e “Advanced scheduling is monitored through monitoring on-time performance, scheduling
efficiency by passengers scheduled per revenue hour, total number of trips scheduled,
and number of waitlisted trips.”
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e “Automatic Call Distribution (ACD) Reports will be provided on a weekly basis. The ACD
service automatically records usage statistics and keeps track of a variety of information
with detailed reports available to help analyze call center activity.”
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On-Time Performance

Summary of Responses
Each agency reported their on-time performance measures for passenger pick-up and drop-off,
as well as the targets for each measure. Most of the CTCs record on-time performance using
Trapeze or similar reservations/scheduling/dispatch software, which compares scheduled to
actual pick-up and drop-off times. Others use Automated Vehicle Locators (AVLs) and Global
Positioning System (GPS) systems.

Standard on-time pick-up and drop off goals reported by the CTCs ranged from 75% to 98%, with
most above the 90t percentile. These policies are generally included in the CTCs’ Transportation
Disadvantaged Service Plans (TDSP), and established in partnership with the Local Coordinating
Board (LCB). Agencies reported actual average on-time performance ranging from 65% to 98%,
with most in the high 80t percentile to low 90" percentile.

The CTCs also reported on their agencies’ pick-up and drop-off windows. Figure 3 displays the
frequency of responses for each reported pick-up window policy. Five agencies reported that
they do not have a drop-off window because they schedule trips by requested drop-off time for
appointments, and therefore consider any drop-off time after the scheduled appointment time
to be a late drop-off. Other agencies have different pick-up and drop-off windows depending on
the length and distance of the trip, e.g. a 60-minute window for trips within the urbanized area
and a 90-minute window for trips in rural areas.

Figure 3: CTCs' Pick-up Window Policies

CTCs' Pick-up Window Policies
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http://www.trapezegroup.com/

Evaluation Methods
The methods the CTCs use to internally evaluate on-time performance varied amongst the
respondents. Many cited use of Trapeze, RouteMatch, Ecolane, or WinTrip
reservations/scheduling/dispatch software to produce reports on on-time performance. One CTC
reported having a newly formed Data Analyst staff position dedicated to evaluating the reports
generated in Trapeze.

LCB subcommittees assist Regional Planning Councils (RPC) or Metropolitan Planning
Organizations (MPO) in evaluating CTCs on an annual basis, looking at performance indicators,
measures of effectiveness and efficiency, and level of coordination. Several CTCs submit monthly
or quarterly performance reports to their LCB that include quantitative measures of on-time
performance.

Best Practices
On-time performance is and should remain a locally determined measure. In particular, the pick-
up and drop-off windows must be determined by each CTC based on service area geography and
agency capacity. As a best practice, agencies should ensure that pick-up and drop-off windows
are well-communicated to passengers and codified in the TDSP.

Agencies should set a standard (performance target) for on-time performance within the
determined window: e.g. 90% of scheduled trips are completed within the passenger’s requested
pick-up and drop-off window. The percentage goal should be locally determined based on prior
performance and agency goals.

Performance targets should be evaluated based on a set schedule. If the agency’s performance
target is not met for the evaluation period, the CTC should identify and address the policies,
procedures, or systemic capacity constraints that present an adverse impact to on-time
performance.

Examples of best practices from survey responses:

e Contracted service should contain monetary penalties in contract when service falls
below the agency’s established standard for on-time performance.

e “..the scheduling system will automatically call the client the evening prior to the trip to
advise of pick-up window for the next day. The system will call the client on the day of
the trip, when the pick up vehicle is within 10 minutes of arriving to advise the client to
be prepared to leave.”

e “Vehicles . .. are equipped with Mobile Data Terminals and GPS technology, making it
easier to move passengers to other vehicle if dispatchers notice drivers’ transportation
delays.”
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Passenger Wait Times

Summary of Responses

The CTCs were asked to report on the actions that their agencies take to minimize passenger wait
times for both pick-ups and on-board travel. Most CTCs utilize reservations/scheduling/dispatch
software programs that produce optimized manifests from scheduled trips, which enables
shorter trip lengths and wait times for passengers. Mobile Data Terminals on each vehicle allows
dispatchers to dynamically add trip requests as they arise. In order to reduce delay for other
passengers, several CTCs reported having policies that limits the driver to only wait 5 to 10
minutes at a passenger’s pick-up location. Other actions cited as key to reducing passenger wait
times included multi-loading of passengers going in the same general direction and enforcing
monetary penalties in Service Provider contracts that specifically address on-board time
violations.

Evaluation Methods

The CTCs were also asked to report the methods the agency uses to evaluate actions taken to
minimize passenger wait times. One agency reported having developed a daily check log on
ridership time and wait time to be analyzed to find better solutions to loading buses more
efficiently. Several others cited their evaluation of passenger wait times as part of the annual
LCB-RPC evaluation of the CTC, including the rider surveys. One CTC reported that its dispatchers
and schedulers had the responsibility of regularly monitoring passenger pick-up and drop-off
times to ensure adherence to on-time performance. One CTC reported using monthly passenger
surveys to evaluate, in part, passenger wait times. Some use the built-in reporting functions from
RouteMatch, Trapeze, or other reservations/scheduling/ dispatch software systems to compare
scheduled to actual pick-up and on-board time. Others set the standard that customer time
traveled must be equivalent to 100% or 110% of the comparable fixed route travel time, and use
software to ensure that this goal is being met.

Best Practices
The Federal Transit Administration (FTA) evaluates paratransit trips’ travel time based on
comparability to the travel time on a fixed route system (Disability Rights Education & Defense
Fund, 2010). Therefore, CTCs should strive to at least meet this equivalency standard, and set
stricter measures based on local conditions if able.
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Examples of best practices from survey responses:

Contracted service contains monetary penalties in the contract that specifically address
time violations.

“...the driver will wait a maximum of five (5) minutes for the client to board the vehicle
after arriving at the pick up location in the service window. If the client is not ready to
board within five (5) minutes of the vehicle’s arrival the vehicle will depart.”

“If a paratransit trip has an origin and destination within 1/2 mile of the fixed-route, it will
be necessary for the passenger to use the fixed route, unless that patron is unable to
utilize the system.”
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Customer Satisfaction

Summary of Responses

The CTCs were asked to report on which passenger satisfaction survey ratings their agency
collects. Many also described the mechanism and frequency at which customer satisfaction
surveys are conducted. One agency reported that they survey customers once per year, and
another conducts surveys twice per year. Two agencies reported that they have a passenger
survey that is always available on their websites, and another has a complaint, comment, and
suggestion submission box on their website. One agency mails surveys with pre-addressed,
postage-paid return envelopes. Another referenced a countywide call center that has a complaint
line. Another conducts weekly phone surveys.

Several CTCs reported having a customer satisfaction survey process that is synchronized with
other compliance and evaluation processes. Complaint rate and recommendations are reported
and submitted to the LCB at every meeting. Many agencies referred to the fact that the RPCs
survey 30% of riders on the agencies’ manifest annually. This survey is conducted as part of the
Annual Evaluation by the LCB. The LCB annually conducts customer service surveys. The MPO
survey review process is outlined in some agencies’ TDSP. Agencies conduct customer
satisfaction surveys in the development of the TDSP and the TDP compliance documents.
Furthermore, the Florida CTD has provided CTCs with a sample customer survey in the CTC
Evaluation Workbook (Appendix C).

Specific factors that CTCs report measuring include those listed in Table 1. Table 2 lists the various
mechanisms the CTCs use to make survey response data publicly available.
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Table 1: Customer Satisfaction Ratings Measured in Surveys

. Response
Rating
Frequency

Trip scheduling experience/dispatcher 10
helpfulness and courteousness

Overall service rating (often 1-10 scale)

On-time performance

Vehicle comfort and cleanliness

Driver helpfulness and courteousness

Driver safety

AU N|[O| O

Customers’ frequency/longevity of service
usage

Satisfaction with hours of service

Reason for utilizing service

Problem identification and explanation

Dependability

Cost

Availability of handrails or grab bars on bus

Availability of schedule information

R R R|RIR[ININN

Reporting denial of service and reason for
denial

Demographics 1

Table 2: Publication of CTC Customer Satisfaction Survey Results

Location Frequency
CTC web site 14
TDSP
RPC web site
Agency office

LCB public meetings

TDP

MPO web site

Not posted, available upon request

VU N|O|IN|O| N
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Evaluation Methods

The CTCs were asked what methods the agency uses to internally evaluate passenger satisfaction

survey results. The most common evaluation mechanism cited is the annual CTC review
conducted by the LCB.

Examples of evaluation mechanisms utilized by the respondent CTCs:

Some

“Survey results are reviewed and analyzed by the LCB and the CTC to identify trends or
issues that may need to be addressed. All rider comments are reviewed as part of this
process.”

“...reviewed by the Executive Director of the CTC for any concerns that may need to be
addressed.”

“Data collected from the surveys are entered into an Excel spreadsheet and is then
reported quarterly at TD Coordinating Board meetings, reported to the CTC Evaluation
Subcommittee, and posted to the websites.”

“...current rider surveys are compared to previous surveys to monitor trends.”

“Count each response and summarize, chart, and graph to understand how we are
improving our service and what areas need further attention.”

“Annually, our agency utilizes a 3rd party (consultant) to conduct a system-wide customer
satisfaction survey. Once compiled, the results of this survey are presented to the staff by
a representative of the consulting firm. Management then develops an action plan to
address any deficiencies identified by the survey.”

agencies report using survey results to set a quantitative customer satisfaction

performance standard. Example measurements include:

The percentage of riders who rate the overall quality of their paratransit service as
“Excellent” or “Good.”

A “complaint standard” that monitors the number of complaints per 1,000 trips. The
standard cited by one agency is 2.9 complaints per 1,000 trips.

Overall satisfaction with service on a 1-10 scale.

Best Practices

All CTCs should at the very least be subject to the annual evaluation conducted by the LCB, which

includes a standard customer satisfaction survey (Appendix C). Surveys should be collected using

several media: phone calls, printed surveys, on-board surveys, website, etc. Surveys should be

completed not only by customers who completed paratransit trips, but also from those who

attempted to make a reservation and could not be accommodated.
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Customer satisfaction surveys should incorporate both quantitative and qualitative measures,
and include plenty of free space for open-ended comments.

Examples of best practices from survey responses:

e “The Passenger Advisory Committee meets bi-monthly and provides us feedback on
customer concerns and questions, and helps us address customer service issues.”

e “The following questions are asked of each rider on the rider surveys:
o Dependability,

Service runs when | need it,

Easy to arrange trips,

It is convenient to change scheduled trips when necessary,

Comfort/Cleanliness,

The driver provides a safe and comfortable ride,

Waiting time,

| arrived at my destination at the scheduled time,

Cost,

The reservationist is pleasant,

The drivers are courteous and helpful,

Overall courtesy of employees,

Overall satisfaction of services,

Where are you going on your trip (final destination),

On average, how often do you use community transportation a month, and
o If not by community transportation how would you make this trip?”

e “..onthe Client Satisfaction Survey, ample writing space is provided for clients to provide

O 0 O O O O O O O O o0 o0 O o

additional comments and suggestions.”

e “Surveys are conducted to solicit customer satisfaction from the various agencies we
serve as well as from the caretaker’s perspective.”

e “Passenger satisfaction surveys are selected on a random basis and performed weekly. In
addition, facility satisfaction surveys are performed quarterly. Local facilities where
members may be picked up from or transported to, are visited to ensure service
satisfaction.”

e “Every day [the agency] conducts a telephone survey with a random sample of customers
from the previous day’s [...] service.”

e “Rider statistics are published on Miami-Dade County’s website on a monthly basis, as
well as monthly rider’s meeting calendars and summaries.”
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Adoption & Implementation

Summary of Responses
The CTCs were asked whether or not their agencies had adopted and implemented each of the
performance measures and policies outlined in the survey (Appendix A). Except for three CTCs
that did not respond to the question, all reported that they have both adopted and implemented
their reported performance standards and measures, and many indicated that these measures
are codified in the agency’s annually updated TDSP.

Page 16 of 177



References

1. Disability Rights Education & Defense Fund (DREDF) and TranSystems Corporation,
funded by the Federal Transit Administration (2010). “On-time Performance in ADA
Paratransit.” Retrieved from: https://dredf.org/ADAtg/OTP.shtml

2. Florida Commission for the Transportation Disadvantaged (2011). “CTC Evaluation
Workbook.” Retrieved from:
http://www.fdot.gov/ctd/docs/DoingBusinessDocs/CTCReviewWorkbookFillableFormRe
vised20111211.pdf

3. Florida Commission for the Transportation Disadvantaged. “Customer’s Rights and
Responsibilities.” Retrieved from: http://www.fdot.gov/ctd/RiderRights.htm

Page 17 of 177



Appendix A: Letter from the Florida
Department of Transportation and the Florida
Commission for the Transportation
Disadvantaged to Community Transportation
Coordinators
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FDOT
e

Florida Department of Transportation
NICK SCOTT 663 Suwannee Sircet 41N BOXOLD
COVERNOR Tallghassee, FL 32396-0450 SECRETARY

April 13, 2014
Dear CTC Director,

Recently, the Florida Legislature passed HB 5001 which stipulates that Community Transportation
Coordinators (CTCs) shall —

"Develoy and implement performance measures which, at a minimum, shall address:

e fiming of advanced scheduling requests:
on-time passenger pick-up;
* improved routing o minimize passenger waif fimes,
= ervor rafes for passenger pick-up and drop-off: and,
 collection and public posting of passenger satisfaction survey ratings,

By September 30, 2016, each such CTC must provide information to the Florida Department
of Transportation (FDOT) which details the adopted performance measures and the methods
used to cvaluate performance.

The FDOY shall provide a report to the chairs of the legislative appropriations committees
by December 15, 2016 specifiing which entities submiticd, or failed to submir, the required
Information, as well as an evaluation of the efficacy of the performance measures and
recommendations as to best practices that could be implemented on a statewide basis, "

To assist the FDOT in submitting a report to the chairs of the legislative appropriations committees by
December 15, 2016, FDOT requests each CTC answer the following questions. Please answer the
questions in sufficient detail so the FDOT can determine the efficacy of the performance measures and
recomimend best practices that could be implemented statewide,

1. Scheduling Trips in Advance. What is your agency’s policy for scheduling trips in advance? What
methods does your agency use to evaluate the impact of the advanced scheduling policy both on
riders and your agency?
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2. On-Time Performance. What are your agency’s on-lime performance measures for passenger pick-
up and drop-off? What are the targets for each measure? What are your apency’s pick-up and drop-
off windows? What methods does your agency use to evaluate these perfonnance measures?

3. Passenger Wait Times. What actions does your agency take to niinimize passenger wait times both
for pick-ups and on-board travel? What methods does your agency use in evaluating actions taken to
minimize passenger wait times?

4. Customer Satisfaction. What passenger satisfaction survey ratings does your agency collect?
Where does your agency publicly post passenger satisfaction survey results? What methods does
your agency use to evaluate passenger satisfaction survey results?

5. Has your agency adopted and implemented each of the performance measures or policies described
in questions 1 — 4?7

Please provide your responses electronically to Kayla Costello at Foylo Costellopdot siae 1us by
September 30, 2016. You will receive a formal response verifying that your information has been
received by the FDOT. If we have questions or comments regarding your responses, please provide the
following information so we may contact you for more information.

Agency:

MName of Responder:

Email Address:

Phone Number:

If you have questions or comments regarding this request, please contact your CTD project manager for
assistance. Upon its completion, a copy of the final report as transmitted to the legislative
appropriations committee chairs will be made available to all CTCs for their review.

Thank you for your cooperation and understanding in this matter.

Sincerely,
g

i

Ed Coven, Manag
FDOT Transit Office

B oy taban U A RN
Steven Holmes, Executive Director
Flotida Commission for the Transportation Disadvantaged
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Appendix B: Performance Measure Survey
Responses from Community Transportation
Coordinators
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Alachua
MV Contract Transportation

1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

To arrange for a ride, passengers are instructed to call our reservations line at (352) 375-2784
Option 2. Reservations for ADA, 5310 and 5311 (General Public) service can be made 7 days a
week, Monday through Saturday from 8:00 am to 5:00 pm and Sunday from 10:00 am to 5:00
pm. Reservations for Transportation Disadvantaged and other funding sources are made
Monday through Friday from 8AM — 5PM. Many agencies and facilities make requests through
fax or e-mail and these are accepted according to the timelines described above. Approximately
50% of our trip requests are demand response, so having reservations end by 5PM the day prior
to service allows us to complete manifest scheduling and driver assignments. Our scheduler
arrives for duty at 10:30AM and by 7PM manifests are completed and driver schedules are
posted on our “Drive Line” that drivers access to know when to report for duty. It is our
experience that passengers understand and accommodate these guidelines. However, when a
passenger has an unforeseen emergency situation, every effort is made to accommodate a
same day service request.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?

Our OTP measure is documented in our required TDSP, which is reviewed and adopted by our
LCB.

What are the targets for each measure?
The current measure for all funding sources is 90% (average is 97-98%). The information is

gathered from our Trapeze transportation management software application, which is
augmented by a proprietary software Transit Miner. This application coordinates w
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Alachua
MV Contract Transportation

What are your agency’s pick-up and drop-off windows?

What methods does your agency use to evaluate these performance measures?

3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

Because our system is operated in a shared ride environment, passengers are instructed to be
ready 60 minutes before their scheduled destination drop time if in the urban ADA service area
and 90 minutes if in the rural areas of the county. As long as the passenger is dropped off at the
scheduled appointment time it is considered On Time.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?

A service quality and passenger satisfaction survey is conducted as part of our Annual
Evaluation conducted by staff of the LCB.
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Alachua
MV Contract Transportation
Where does your agency publicly post passenger satisfaction survey results?
The results of this survey becomes part of the public record. In addition, MV conducts surveys bi-
annually and shares the results with the LCB. Finally, a monthly summary of complaints and
commendations is shared with agency partners, the LCB and our MV PAC.

What methods does your agency use to evaluate passenger satisfaction survey results?

The PAC meets bi-monthly and provides us feedback on customer concerns and questions, and
helps us address customer service issues.

5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

Yes.
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Baker
Baker County COA

1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

The CTC asks that reservations be made 72 hours in advance, with exceptions for emergencies.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?
Reservationist books the appointments in a transit regional software program and produces a
manifest. This manifest is approved and reconciled by the Operations Supervisor who manages
the placement of passengers on the bus along with the bus assignments for the operators.
What are the targets for each measure?

90% of all completed medical trips on time is the standard.

What are your agency’s pick-up and drop-off windows?

The CTC has a 45 minute pick-up window.

What methods does your agency use to evaluate these performance measures?

The on-time performance is tracked by the newly formed position of Trapeze (software
program) Data Analyst.
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Baker
Baker County COA

3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

At the time of scheduling, clients are advised by the reservationist when to be ready for pickup,
based on distance and loading. Clients are advised that scheduled return pickup will be within
one hour of notice to the CTC but it is usually much faster than that.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

We have developed a daily check log on ridership time and wait time. We are compiling these

daily checks in hopes of minimizing wait time for our passengers. Finding better solutions to
multi loading buses more efficiently.

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?

NEFRC surveys 30% of the riders on a driver's manifest annually.

Where does your agency publicly post passenger satisfaction survey results?

The results of the survey become part of the annual CTC evaluation, which is added to the TDSP
and posted on NEFRC's website.

What methods does your agency use to evaluate passenger satisfaction survey results?

The results are discussed annually with the Local Coordinating Board.
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5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

Yes, as described in the TDSP and evaluated annually as well as quality improvements updated
and approved quarterly by the Local Coordinating Board.
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1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

An advance reservation is required by 1PM the prior working day for next day transportation
services. Sponsoring agencies, riders, etc. can call or fax trip information to transportation staff.
Riders may make transportation arrangements in person at the office location. Reservations
requested after 1PM for next day service will be scheduled based on availability of
driver/vehicle. A stand-by list is maintained for riders calling in after 1PM It is the responsibility
of the rider to call within the established time frame to verify if trip will be provided.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

A LCB subcommittee assists the planning agency also known as West Florida Regional Planning
Council, in evaluating the CTC on an annual basis. The evaluation of the CTC is based on
performance indicators, measures of effectiveness and efficiency, and level of coordination. In
an effort to monitor the services provided by the CTC, an annual survey of the riders is
conducted. The data is used to identify areas where the CTC is achieving its goals and objectives
and areas where they are not. The rider surveys are conducted at the beginning of each year.

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?
The CTC measures on time performance in +/- 60 minutes intervals. There is a 60 minute pick up
window for all trips with the exception of Immediate Response Trips. If the vehicle arrives at
least 60 minutes prior to the riders scheduled pick up time then the trip is considered on time. If
the vehicle arrives after the 60 minute pick up window then the trip is considered late.

What are the targets for each measure?

The CTC will have a 95% on-time performance.
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What are your agency’s pick-up and drop-off windows?

There is a one-hour pick up window for all trips with the exception of Immediate Response Trips.
Clients are to be ready for pick up 60 minutes prior to their scheduled pick-up time. The “pick up
window” for trips is 60 minutes before or 60 minutes after your scheduled pick up time. The
driver will only wait 5 minutes for you to board from the beginning of the pick-up window. If you
do not board within five minutes, the driver will notify dispatch, depart without you, and you
will be considered a no-show. Trips of greater distances may require a larger pick-up window.
When calling in for a reservation, the client will be told when they need to be ready based on the
appointment time and the length of trip. The first 30 minutes of that hour is utilized to pick-up
clients. For scheduled returns, pick-up should occur within 30 minutes after that time. For those
times that a client is unable to provide a return time (e.g., surgery, release from hospital, etc.), a
demand-response trip will be worked into the existing schedule. This could result in an extended
wait. The rider should be prepared to be transported a minimum of 1 hour for trips within a 10
mile radius of the transportation center and 1 hour plus travel time for trips beyond the 10 mile
radius prior to scheduled destination time to allow for rider routing.

What methods does your agency use to evaluate these performance measures?

A LCB subcommittee assists the planning agency also known as West Florida Regional Planning
Council, in evaluating the CTC on an annual basis. The evaluation of the CTC is based on
performance indicators, measures of effectiveness and efficiency, and level of coordination. In
an effort to monitor the services provided by the CTC, an annual survey of the riders is
conducted. The data is used to identify areas where the CTC is achieving its goals and objectives
and areas where they are not. The rider surveys are conducted at the beginning of each year.

3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

The CTC maintains open lines of communication with health care facilities so that trips are

coordinated on a regular basis with little to no wait times. The CTC provides rider notification
reminders the night before their scheduled trip and then again 5 to 15 minutes before their pick
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up time. Additionally, the CTC contracts with a large internationally known company as the
operator for demand response service.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

A LCB subcommittee assists the planning agency also known as West Florida Regional Planning
Council, in evaluating the CTC on an annual basis. The evaluation of the CTC is based on
performance indicators, measures of effectiveness and efficiency, and level of coordination. In
an effort to monitor the services provided by the CTC, an annual survey of the riders is
conducted. The data is used to identify areas where the CTC is achieving its goals and objectives
and areas where they are not. The rider surveys are conducted at the beginning of each year.

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?

The following questions are asked of each rider on the rider surveys: Dependability, Service runs
when | need it, Easy to arrange trips, It is convenient to change scheduled trips when necessary,
Comfort/Cleanliness, The driver provides a safe and comfortable ride, Waiting time, | arrived at
my destination at the scheduled time, Cost, The reservationist is pleasant, The drivers are
courteous and helpful, Overall courtesy of employees, Overall satisfaction of services, Where are
you going on your trip (final destination), On average, how often do you use community
transportation a month, and If not by community transportation how would you make this trip.

Where does your agency publicly post passenger satisfaction survey results?

The results of the rider surveys along with the complete CTC annual survey is posted on West
Florida Regional Planning Council website, http://www.wfrpc.org/.
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What methods does your agency use to evaluate passenger satisfaction survey results?
Current rider surveys are compared to the surveys taken in the past years to ensure survey

results are going up in terms of overall customer satisfaction. The surveys are also reviewed by
the LCB for overall compliance annually.

5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

The CTC has implemented each of the above described performance measures and the results
are reviewed annually by transit staff, LCB, and the CTC. In addition to the annual evaluation,
transit staff, LCB and the CTC meet quarterly to review days of service, service hours, service
miles, trips, riders, reschedules, on-time performance, no shows, client cancels, road calls,
accidents, complaints, and commendations.
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Bradford, Dixie, Gilchrist, Lafayette, Union
Suwannee River Economic Council

1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

Suwannee River Economic Council, Inc. encourages passengers to provide 24 hours' notice if
possible when scheduling transportation. This enables a more efficient means of providing
services in several areas: it allows the dispatcher and the driver ample opportunity to prepare
for the next day's activities; it allows the other passengers on the same vehicle to be notified of
their pick-up time, and; it allows better communication between all parties involved so that
everyone has advance notice of the schedule. However, in the event that a passenger is unable
to provide 24-hours' notice, every effort is utilized to ensure that the client can still be provided
services if at all possible.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

The evaluation of the impact from this policy regarding passengers is conducted through direct
contact with the clients. Because we are located in a rural area, the person-to-person dialogue
between the passenger, the dispatcher, and the driver results in better quality customer
relations in regard to scheduling policy and client need, and finding a solution to compromise
when scheduling conflicts arise. In addition, on the Client Satisfaction Survey, ample writing
space is provided for clients to provide additional comments and suggestions. The evaluation of
the impact from this policy regarding SREC, Inc. is conducted through the employee evaluation
process as established in the agency's Personnel Manual. The dispatcher and drivers are better
able to perform their employee responsibilities in a more professional manner when measures
are taken to afford them the opportunity to be prepared for the workday in advance.

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?
SREC's on-time performance measure for passenger pick-up and drop-off meets the local policy

as established in the Transportation Disadvantaged Service Plan for on-time performance rate
for all completed trips.
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What are the targets for each measure?

SREC will have a 90% on-time performance rate for all completed trips.

What are your agency’s pick-up and drop-off windows?

There is a 30 minute pickup window in place for all intra-county trips based on the
arrival/departure of the passenger. The passenger is given a pickup time at the time of
scheduling.

What methods does your agency use to evaluate these performance measures?

The performance measures for on-time passenger pick-up and drop-off include the use of
random trip completion sampling and a Client Satisfaction Survey.

3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

There is a 30 minute pickup window in place for all intra-county trips based on the
arrival/departure of the passenger. The passenger is given a pickup time at the time of
scheduling. On-board travel is scheduled as efficiently as possible in relation to client drop-off
sites in order to minimize travel time for passengers.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

A will call system is available for client use in the event that their appointment concludes sooner

than originally scheduled, at which point the driver is immediately notified. The transit software
utilized by SREC, Inc. allows for reporting of passenger wait times.
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4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?

Client satisfaction surveys provide a ranking system for the following criteria: driver
courteousness, on-time performance, dispatcher helpfulness, vehicle cleanliness, and driver
safety. In addition, ample time and writing space is provided for clients to write additional
comments and suggestions.

Where does your agency publicly post passenger satisfaction survey results?

Client satisfaction surveys are posted in the dispatch office and the results are shared during the
publicly held meetings of the County's LCB.

What methods does your agency use to evaluate passenger satisfaction survey results?
SREC uses the most standard customer satisfaction metric, asking our clients to rate their
satisfaction using a 1-5 scale. The score of each individual item is then the average rating of

client responses. The results are used to help in the decision making process to provide a sdfer,
more efficient service.

5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

Yes.
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Brevard
Space Coast Area Transit

1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

TD trips can be booked from 1 to 7 days in advance.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

The impact of advance scheduling can be obtained from customer service input, no-show, and
cancellations. The 7 day limit was determined to be the most ideal situation to allow for
advance booking while maintaining a lower level of no-shows and cancellations. Adjustments in
the scheduling windows can be made as needed to best serve the customer's scheduling needs.

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?

What are the targets for each measure?

SCAT's performance goal for TD service is 90% on-time compliance.

What are your agency’s pick-up and drop-off windows?

When scheduling trips, passengers are given a +/- 15 minute pick-up window; that is a vehicle
will arrive to the pick-up location between 15 minutes before a scheduled pick-up to 15 minutes
after a scheduled pick-up. Any pick-up after 15 minutes is late.

What methods does your agency use to evaluate these performance measures?

SCAT tracks on-time performance through its reservation software and prepares a monthly
performance record for the Brevard County LCB.
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3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

Passengers are given a pick-up window of 15 minutes before and after their scheduled pick-up
time. If a passenger is not ready for pick-up within this 15 minute window, the vehicle will wait

an additional 5 minutes before the trip is placed into will call.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

Dispatchers and schedulers reqularly monitor passenger pick-up and drop-off times to ensure
adherence to on-time performance.

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?

SCAT conducts passenger surveys with the major rewrite of the TDP under a contract with a
consultant. In 2016, SCAT will begin to conduct separate customer service surveys of just TD
customers.

Where does your agency publicly post passenger satisfaction survey results?

The survey data is published in the TDP and is shared with the BOCC, TPO, and the LCB. The
survey results are also published on the SCAT website.

What methods does your agency use to evaluate passenger satisfaction survey results?

In addition to the survey, SCAT monitors and reviews specific customer concerns from the
Customer Service Line, walk-ins, and from social media and the internet.
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5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

Yes, for the last 21 years.
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Broward
Broward County BOCC

1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

BCT TOPS reservations can be made from 1 to 3 days in advance, from 8AM to 5PM, daily, every
day of the year. For each Trip requested, the Client provides the pick-up location and
destination, the appointment time, number of individuals traveling (e.g. PCA, guest, etc.),
mobility devices used and location/contact telephone number of pick-up and destination
locations. Once a Trip is requested, the reservationists will verify in the scheduling software if
the Trip is eligible and will assign it to the “Wait List” to be batch scheduled. All Trips are
scheduled for the next service day by 5:30 PM daily. The scheduling system automatically
assigns a 30 minute window based on the requested pick or arrival time and travel time. When
the schedules are batched and approved, the scheduling system will automatically call the
Client, the evening prior to the trip to advise the Pick-Up Window for the next day. The system
will call the client on the day of the trip, when the pick-up vehicle is within 10 minutes of
arriving, to advise the Client to prepare to leave.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

Advanced scheduling is monitored through monitoring on-time performance, scheduling

efficiency by passengers scheduled per revenue hour, total number of trips scheduled, and
number of waitlisted trips.

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?
The on-time measurement for BCT TOPS is 92%. On-time performance includes both the pick-up

and drop-off times. Both the pick-up and drop-off need to be on-time for the trip to be
considered on-time.
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What are the targets for each measure?

Failure to achieve the on-time performance standard of 92% of trips within 30-minute window
results in disincentives to the provider.

What are your agency’s pick-up and drop-off windows?

Each client is given a 30 minute Pickup Window. The vehicle arrives at the designated pick-up
location within the Pick-Up Window as established by the Computerized Trip Management
System (CTMS) or earlier or the drop off location by the appointment time as requested by the
customer.

What methods does your agency use to evaluate these performance measures?

On-time performance reports are monitored regularly by the department manager and
submitted to the Local Coordinating Board.

3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

The 30 minute service window is communicated to the client via automated telephone call
delivered between 5 p.m. and 9 p.m., the evening prior to the trip. If the client has an answering
machine or voice mail, the system will leave a message. When the vehicle is approximately ten
(10) minutes away from the client’s location, the client receives an automated Advanced Arrival
Reminder Notification call.Upon arrival the driver will wait a maximum of five (5) minutes for
the client to board the vehicle after arriving at the pick-up location in the Service Window. If the
client is not ready to board within five (5) minutes of the vehicle's arrival the vehicle will depart.
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What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

On-time performance is measured and monitored on a regular basis by the department
manager as well as reports submitted to the Local Coordinating Board.

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?

The complaint rate and commendations are reported and submitted to the LCB at every
meeting. The LCB annually conducts customer service surveys.

Where does your agency publicly post passenger satisfaction survey results?

Results of the survey are posted by the Broward MPO on its website.

What methods does your agency use to evaluate passenger satisfaction survey results?
Complaint Reports are monitored regularly by the department manager. The complaint

standard is 2.9 complaints per 1,000 trips monthly. BCT does record and process both
complaints and commendations for service.

5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

Yes.
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Calhoun County Senior Citizens Association

1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?
Agency will accept trips as far out as 3 months in advance. The cut off for a trip is 2 PM the day
before the scheduled appointment. After this time, it would be an emergency situation for the

trip and if a driver and van were available then the trip would be performed.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

The agency is monitored by the planning council annually during their Annual Evaluation time.

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?

Calhoun County Senior Citizens Association, Inc. uses CTS software which is able to capture all of
the data within the transportation system.

What are the targets for each measure?

The target is 98% on time performance.

What are your agency’s pick-up and drop-off windows?

Thirty minutes before/after scheduled pick up. Drop off is at least 15 to 30 minutes before
scheduled appointment.

What methods does your agency use to evaluate these performance measures?
The LCB performs an Annual Evaluation to make sure that the Coordinator is meeting all of the

goals and objectives. Also FDOT has TransCIP which each Coordinator is required to submit data
each quarter for approval from FDOT.
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3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

The drivers are instructed to wait 10 minutes at the passenger's home or facility. If the
passenger does not show up after the driver has gone to the door, then the driver is instructed
to leave the passenger. During on-board travel, the driver is not allowed to stop for personal
convenience. If the passenger has to stop, then the driver is instructed to do so.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?

Surveys are performed annually by the Coordinator and during the Annual Evaluation by the
Planning Council.

Where does your agency publicly post passenger satisfaction survey results?

The surveys are posted on the bulletin board for all to see. The surveys performed by the
Planning Council are explained in the Local Board meeting.

What methods does your agency use to evaluate passenger satisfaction survey results?

Agency maintains a 98% satisfaction level.
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5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

These measures were adopted and implemented some 20 years ago and are working.
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Charlotte County Transit

1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

We prefer 24-72 hours in advance, but we do take same-day requests if the schedules will allow.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

We use RouteMatch and some of its technical reporting tools. 62% of our trips are subscription

trips and we are expanding in specific geographic area where the demand has increased
significantly.

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?

95% of all trips within the 30 min window.

What are the targets for each measure?

95%

What are your agency’s pick-up and drop-off windows?

Pickup is 15 min prior to the hour and 15 mins after the hour a full half hour window. To allow 1
hour drive time prior to their appointment.

What methods does your agency use to evaluate these performance measures?

CCT runs weekly reports out of Route Match software that calculates our on time performance
measure.
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3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

For both pick up and on-board travel time only 4 passengers are scheduled per hour if it is not
group trip.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

If they are at a medical appointment and they finish early, we do a shout out and get the next
available driver in the area to take the rider to their destination.

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?

Annually through the MPO, every six months CCT hands out a satisfaction survey to all
passengers and has an online survey attached to our Website that can be completed at any
time.

Where does your agency publicly post passenger satisfaction survey results?

Results are post in the annual TDSP update along with discussion at our LCB meeting

What methods does your agency use to evaluate passenger satisfaction survey results?

CCT evaluation process is to count each response from the survey and summarize, chart & graph
them to understand how we are improving our service and what areas need further attention.
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5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

Yes, CCT has and they are in or strategic plan.
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Citrus County Transportation

1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

CCT advance scheduling policy is “5 day notice for the Para Transit route and 1.0 hr. notice for
the Orange line.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

CCT evaluates the impact of advanced scheduling by Passengers trips per capita, and Vehicle
miles per capita.

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?

CCT has a pick up window of 1.0 hour.

What are the targets for each measure?

97%

What are your agency’s pick-up and drop-off windows?

60 minutes.

What methods does your agency use to evaluate these performance measures?

CCT utilizes Route Match reports to evaluate agency performances and makes adjustments as
needed.
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3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

We allow Route Match to optimize most trips.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

We evaluate average passenger wait times with a 30 minute goal.

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?

Survey Monkey survey. Availability of handrails or grab bars on buses; availability of schedule
information; cleanliness of bus exterior; cleanliness of interior, seats, and windows; cleanliness
of station/transfer location; reliability of buses that come on schedule; connecting bus service to
transfer station; safety and friendliness of driver; courteousness and promptness of staff at
transfer location; frequency of transportation; reason for utilizing transportation; any problems
while utilizing transit services; explanation of problem.

Where does your agency publicly post passenger satisfaction survey results?

These results are posted on our website at www.citruscountytransit.com

What methods does your agency use to evaluate passenger satisfaction survey results?
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5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

Yes.
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Clay County COA

1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

Trip reservations are made 3 working days prior to a medical or other appointment for demand-
response services. Exceptions can be made to the 3 day advance reservation requirement in the
event of an emergency. Trips on the public deviated fixed route are not required to be
scheduled in advance. For the public routes, riders may board the buses at designated stops,
flag down a bus along the route or my call same day for pickups within % miles of a scheduled
route.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

To evaluate our policy we observe the number of same day trips that come in to determine if

there are needs we cannot address. The Clay CTC had 23 complaints in 2015 delivering 137,227
trips or complaints on .01% or total trips provided.

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?
Monthly performance reports are generated, including metrics for on-time, 1-15 minutes late
and greater than 16 minutes. A late trip is one in which we deliver the rider to his/her
destination more them 15 minutes after their scheduled appointment time.

What are the targets for each measure?

85% of all completed medical trips must be on time is the standard. We have been providing an
on-time performance rate of over 93%.
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What are your agency’s pick-up and drop-off windows?

The CTC's pick-up window is one hour before scheduled time; two hours before travel to another
county.

What methods does your agency use to evaluate these performance measures?

3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

Clients who pre-schedule appointment end times are picked up within 1/2 hour of their
scheduled time. Those who do “will call” returns are picked up within 1 hour of their call.
Travel times are usually short unless they are regularly scheduled group trips to senior centers,
day treatment and adult day care.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

A “will call” return would show as a late trip in our on-time performance statistics is they waited
more than one hour. No measure is made for on-board travel times.

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?
The NEFRC surveys 30% of the riders on driver's manifest annually. Additionally, Clay Transit has

recieved 14 commendations in 2015. We provide an average of 58.3 trips to each paratransit
passenger and show only 85 unmet need requests.
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Where does your agency publicly post passenger satisfaction survey results?

The results of the survey become part of the annual CTC evaluation,which is added to the TDSP
and posted on NEFRC's website. The results are discussed annually with the LCB meetings.

What methods does your agency use to evaluate passenger satisfaction survey results?

If passengers were unhappy with the services they would not ride with such frequency and out
complaint rate would not be so low.

5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

Yes, as described in the TDSP, collected in the AOR and evaluated regularly via internal data
reviews.
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Collier County BOCC / Collier Area Transit

1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

It is the Collier County CTC policy to accept reservations as early as 2 weeks in advance of the
desired trips but no later than 5PM a business day prior to the trip request. Collier County CTC
also provides a voicemail recording system for passengers to leave a message to request
reservations for next day service. Passengers with an urgent need to travel should call the CTC.
Unless other regulations are applicable, same day trip requests cannot be guaranteed. However,
the CTC will attempt to accommodate the request.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

The CTC utilizes Quality Assurance/Quality Control surveys, the annual CTC Evaluation
performed by the local Metropolitan Organization (MPQO) and customer input to evaluate the
impact of the advanced scheduling policy both on riders and your agency. Policies are reviewed
annually and any necessary changes are incorporated in the TDSP in order to minimize the
impacts to both riders and agency.

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?

What are the targets for each measure?

The CTC has established a 90% on-time performance rate for all completed pick-up and drop-off
trips.

What are your agency’s pick-up and drop-off windows?

Collier County is a very large geographic area and has established pick-up and drop-off windows
dependent on the service area. The service areas are defined as the Naples Service Area, Golden
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Gate Estates Service Area, Marco Island Service Area and Immokalee Service Area. Trips within
one service area have a one hour window. Trips between service areas have a two hour window.
The one to two hour windows are inclusive of travel time between pick-up and drop-off. Medical
appointments and employment trips shall not be dropped off or picked up any earlier than 30
minutes of the requested time and has a 0 minute late rule.

What methods does your agency use to evaluate these performance measures?
The CTC has a program in the RouteMatch software system that monitors the pick-up and drop-

off times for the trips. The on-time performance is monitored monthly and reported on a
quarterly basis to the LCB.

3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

The pick-up and drop-off window policy takes into account the wait time and maximum on-
board travel time for passengers which are dependent on the service area. Additionally, out of
courtesy for their fellow passengers, the CTC advises the passenger that the driver will wait up
to 5 minutes at the time of arrival within the pickup window so as to not create a chain reaction
and cause other trips to be late.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

The software system is used to evaluate whether the CTC policies are being met and if not the
data is evaluated to determine if a pattern exists or a potential scheduling issue should be
corrected. Any issues found are evaluated and recommendations are offered to correct the
problem. Coordination is done with the affected parties (passengers/caretakers/agencies) to
come up with the best solution for all involved.
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4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?

Collier County CTC receives very high ratings from its customers. The County hires contractors to
do the operations and typically when there is a contract change customer service suffers with
the adjustment/transition. As a result the County surveys customer service satisfaction from
more than just the passenger perspective. Surveys are conducted to solicit customer satisfaction
from the various agencies we serve as well as from the caretaker's perspective.

Where does your agency publicly post passenger satisfaction survey results?

The results of the surveys are not currently posted for public review but that is something that
we plan on doing in the future. The result will be posted on the agency website for public review.

What methods does your agency use to evaluate passenger satisfaction survey results?

Collier County government has implemented an agency wide Quality Assurance/Quality Control
surveying process where each department within the agency must monitor its internal and
external customer satisfaction. The County Manager places a high importance on customer
satisfaction and is very interested in knowing whether the agency is serving its customer's
needs. The survey results that are collected during the year are tabulated and analyzed to gauge
customer service satisfaction over time.

5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

Yes, the Collier County CTC has implemented each of the performance measures or policies
described above.
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1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

SVTA requires 3 business day, in advance, notice for scheduling trips. We will schedule a trip
until noon on the day before the appointment, if it fits on our schedule.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

Before scheduling a trip, SVTA ensures that our routes are not over-booked. If we cannot fit a
rider on a route, we log that ride as an unmet need; ie: no vehicle, no driver, etc.

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?

15 minutes before is the early pick up/drop off time and 15 minutes after is the late pick up/drop
off time.

What are the targets for each measure?

For the trip to the appointment, Trapeze is set to schedule the passenger to be picked up no
earlier than 15 minutes before the requested time or no later than 15 minutes after the
requested time. Drop off time is no later than the appointment time.

What are your agency’s pick-up and drop-off windows?

SVTA has a 30 minute window; 15 minutes before and 15 minutes after for pick up on the trip to
the appointment. 30 minutes after the requested time on the return trip.

What methods does your agency use to evaluate these performance measures?

There are reports available in Trapeze for performance measures.
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3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

Multi-loading multiple passengers going in the same general direction. Set up routes for specific
areas of the county.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

Review routes set in Trapeze for accuracy. Make sure the passenger is seated on the appropriate
route.

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?

SVTA asks the number of days per week that the rider uses our service, if they have ever been
denied service and, if so, the reason given. We poll our riders as to the type of services needed
and we ask the rider; on a scale of 1-10, how do they rate the level of service we provide.
Where does your agency publicly post passenger satisfaction survey results?

On our website.

What methods does your agency use to evaluate passenger satisfaction survey results?
SVTA posts a rider survey, that is user friendly, on our website. The rider can fill in the survey

directly and may remain anonymous if preferred. SVTA logs all Complaints and Commendations,
either by written survey, or call ins. We provide this information to our governing board
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quarterly, and to our LCB, quarterly. The North FL RPC requests random riders information on a
yearly basis and polls those riders as to the type of service we provide.

5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

Yes.
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1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

Under our TD Program Plan, customers are allowed to schedule trips up to two weeks in
advance. For All Demand trips we require clients to schedule them two days in advance of their
requested trip.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

In order to evaluate the impact of the advance scheduling policy on both riders and our agency
we capture useful information through our scheduling software Trapeze. Trapeze allows us to
monitor the number of no-shows, cancellations and any changes a customer makes to their
requested trips on a daily basis. The scheduler prepares a final run the day before service in
order to create the final manifest for the for the next day run. The manifests give us an
opportunity to know how many trips are scheduled. This information will let us know what
resources our providers need to have available in order to carry out the service demands for the
day in question. Our contracted provider’s drivers are provided with an electronic manifest and
the manifest is adjusted as needed based on cancellations and add-ons each day. For out of
county trips, clients are called the night before to confirm their scheduled trip.

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?

Passengers under the TD Program have a 30-minute pick-up and return window. The passenger
should expect the vehicle to pick them up 15 minutes before, to 15 minutes after their scheduled
pick up time. The passenger should expect the vehicle drop them off at their destination 15
minutes before to 15 minutes after their scheduled arrival time. The 15 minutes after scheduled
arrival time is calculated to allow a passenger to arrive in time for their appointment.
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What are the targets for each measure?

We have a targeted 85% on-time performance requirement for our service area. Our current
on-time performance rate is 94.86% for the period of June, July and August 2016.

What are your agency’s pick-up and drop-off windows?

Our agency pick-up and drop-off window is a 30-minute pick-up and return window. The
passenger should expect the vehicle to pick them up 15 minutes before, to 15 minutes after their
scheduled pick up time. The passenger should expect the vehicle drop them off at their
destination 15 minutes before to 15 minutes after their scheduled arrival time. The 15 minutes
after scheduled arrival time is calculated to allow a passenger to arrive in time for their
appointment.Being a rural area, adhering to the pick-up and drop-off window is challenging at
times, however we are currently operating at a 94.86 on time performance. In addition, our
average trip length is about 11 miles.

What methods does your agency use to evaluate these performance measures?
We are able to generate performance measures from the Trapeze transportation management

software application to determine our overall performance. This information is included in the
information shared with the Local Coordinating Board (LCB) on a quarterly basis.

3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

In order to minimize passenger’s times for both pick-ups and on-board travel times we have live
dispatch and passengers can call and let the dispatcher know that their appointment is over
early and we try to accommodate their requests. In addition, with the drivers having an
electronic manifest through Mobile Data Terminals (MDTs) on each vehicle, we are able to add
trip requests to their runs and the driver who is in closest proximity to the client is dispatched to
assist the client. When passengers are placed on will-call we have two hours to pick the client
up, however, every effort is made to pick the client up as quickly as possible. The Trapeze
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software also has an optimizer and the optimizer analyzes the runs to ensure that the
passengers are placed on the most efficient route to minimize their travel time. In addition,
Trapeze has a template which ensures clients such as dialysis and meal site clients are placed on
the same bus and same run consistently to minimize their travel times through standing order
subscriptions.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

In order to evaluate the action taken to minimize the passenger wait time we utilize the Trapeze

optimizer and in addition, we conduct monthly passenger surveys to get feed-back from our
passengers.

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?

We conduct 45 passenger surveys via phone each month. The surveys address issues such as:
customer service, wait time, was the reservation information repeated back to the client,
passenger assistance, driver courtesy, on time pick-ups, cleanliness of the vehicle, and whether
the AC was operational. This information is shared with the LCB on a quarterly basis. In addition,
the LCB conducts a survey as part of their annual evaluation.

Where does your agency publicly post passenger satisfaction survey results?

This information is included in the LCB quarterly meeting packet, and as such becomes a part of
the public record. We currently do not post the results online, however, we will talk with our
Designated Official Planning Agencies to see about posting the results on their websites.

What methods does your agency use to evaluate passenger satisfaction survey results?

The survey results are discussed at our quarterly Local Coordinating Board meetings and
feedback is obtained to make corrective actions if necessary.
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5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

Yes, these performance measures are outlined in our Transportation Disadvantaged Service Plan
(TDSP) for the Hardee Highlands Okeechobee CTC and the Desoto CTC.
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1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

We accept trip requests up to 7 days in advance. Trip requests can be made up to 17:00 prior to
day of travel.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

Our policy is considered relatively unrestrictive as it allows passengers to request trips for 1 full
week at a time.

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?

For pick-up, 59-seconds beyond the end of the pick-up window is considered to be on-time. For
drop-off, 1-second past the requested drop-off time is considered to be late.

What are the targets for each measure?

Our established goal for both pick-up and drop-off is 90%.

What are your agency’s pick-up and drop-off windows?

Our pick-up window is 15-minutes on either side of the requested/negotiated time. There is no
window for requested drop off times.

What methods does your agency use to evaluate these performance measures?

We employ quality control procedures that include random sampling of data, audit reports, and
customer feedback.

Page 63 of 177



Duval
Jacksonville Transportation Authority

3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

Our scheduling software settings are set to identify when passengers are going to exceed
established allowable on-board times. In addition, there are monetary penalties in the Service
Provider's contract that specifically address on-board time violations. These penalties are
enforced.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?

The surveys track overall customer satisfaction of the various JTA services but also provide data
on demographics of the customers including gender, age, rider's frequency, and rider's
longevity. The key customer satisfaction criteria under evaluation include on-time performance,
cleanliness of vehicles, scheduling and trip booking process, and safety while riding in the
vehicles.

Where does your agency publicly post passenger satisfaction survey results?

Survey results are posted on the website: www.jtafla.com

What methods does your agency use to evaluate passenger satisfaction survey results?

Annually, our agency utilizes a 3rd party (consultant) to conduct a system-wide customer
satisfaction survey. Once compiled, the results of this survey are presented to the staff by a
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representative of the consulting firm. Management then develops an action plan to address any
deficiencies identified by the survey.

5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

Yes, each of the performance measures have been adopted.
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*Response was received 1 business day past the deadline

1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

Subscription Service: Is a regularly recurring service for which trips, routes, and vehicles are
prearranged. Advance Reservation: A trip request, which is reserved 1 to 14 days in advance
depending on the funding agency. Demand Response: Urgent same day request. Will be
evaluated on a case-by-case basis and must be approved by a supervisor. Clients or agencies
calling for subscription service (standing orders) or for the high volume group trips, need only
call one time to establish a client file and the needed trip information. As long as there are no
changes entered, the trips will be assigned to a vehicle and will automatically print to that
vehicle’s schedule at the set times and days requested. High Volume Group: A high volume
group is defined as transportation arranged for the same 7 or more clients riding together for
five days a week, from different locations, who have the same pick up and return times, and will
be transported to the same destination. Acceptable para-transit/demand response trips are
normally for urgent care and verified with the appropriate doctor's office. All approved demand
response trips scheduled on seat availability and a vehicle being in close proximity heading in
the direction of the trip request destination. When arranging transportation, the caller is
responsible for providing the date, the appointment time, the return time, the pick-up address,
the exact destination address to include building and suite numbers and what mobility device
(wheelchair, scooter, walker, child restraint seats, escorts, etc.) will be used if any. Given the
reason for the trips, the reservationist will instruct clients when to be ready for pick up prior to
the appointment time. In the urban area, the pick-up time is normally one hour prior to the
appointment. Reservationist will then read the trip information back and have the caller verify
that the information is correct. All trips are required to provide a return time. Scheduled pick up
and return time pickups have a 60-minute window. In the event a return time is not available
(dialysis, doctor's office, etc.), the client can opt for a will call return. Your return trip is activated
when we receive a call saying the client is ready to go. The vehicle will pick you up within 90
minutes.For clients living in the northern rural part of the county (from Kingsfield Road north), a
shuttle service is available Monday through Friday. There is one morning shuttle at 7:00 a.m.
and one afternoon shuttle at 1:30 p.m. heading south from the northern most rural area.
Returns to the rural areas are at 11:30 a.m. and 4:00 p.m. Clients are picked up at their homes
and then dropped at one of seven different destinations in the urban area. If the destination is
along the route, clients can be dropped at the door. Additional shuttles may be added in the
future based on demand.
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What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

The impact of the advanced scheduling policy both on riders and your agency is evaluated
through the annual survey completed by the West Florida RPC.

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?

What are the targets for each measure?

As listed in the TDSP the primary operator will have a 90% on-time performance rate for all
completed trips.

What are your agency’s pick-up and drop-off windows?

Clients are to be ready for pick up 30 minutes prior to their scheduled pick-up time. The "pick up
window" for your trip will be 30 minutes before or 30 minutes after your scheduled pick up time.
The driver will only wait five minutes for passengers to board from the beginning of the pick-up
window. If the passenger does not board within five minutes, the driver will notify dispatch,
depart without passenger. The trip will be considered a no-show. Trips of greater distances may
require a larger pick-up window. When calling in for a reservation, the client will be told when
they need to be ready based on the appointment time and the length of the trip. The first 30
minutes of that hour are utilized to pick-up clients.For scheduled returns, pick-up should occur
within 60 minutes after that time. For those times that a client is unable to provide a return time
(e.qg., surgery, release from the hospital, etc.), a demand response trip will be worked into the
existing schedule. This could result in an extended wait.

What methods does your agency use to evaluate these performance measures?
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Data is collected through the reservation and scheduling system. There is a report in our routing
that takes into account of our performances %.

3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

What methods does your agency use in evaluating actions taken to minimize passenger wait

times?

We use the scheduling software Route Match Scheduling software.

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?

Where does your agency publicly post passenger satisfaction survey results?

On our county website when they are taken and they are reviewed by our local LCB committee.

What methods does your agency use to evaluate passenger satisfaction survey results?

We only handle this once a year and we will hand out the surveys to our passengers as we pick
them up. And will mail them if need be.
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5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

Yes.

Page 69 of 177



Flagler
Flagler County Public Transportation

1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

The CTC asks for 24 hour call-in for reservations. The TDSP standard is 3 days in advance.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?

What are the targets for each measure?

What are your agency’s pick-up and drop-off windows?

The CTC has a 45-minute pick up window. It uses computer assisted scheduling software.

What methods does your agency use to evaluate these performance measures?

3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

At the time of scheduling, clients are advised by dispatch of estimated pickup time. We schedule
our routes for pick - ups based on distance between pick up and drop off.
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What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?
NEFRC surveys 30% of the riders on a driver's manifest annually. The results of the survey
become part of the annual CTC evaluation, which is added to the TDSP and posted on NEFRC's

website. The results are discussed annually with the LCB.

Where does your agency publicly post passenger satisfaction survey results?

What methods does your agency use to evaluate passenger satisfaction survey results?

5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

Yes, as described in the TDSP and evaluated annually.
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1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

Trip reservations can be made between the hours of 7:30AM and 3PM, Monday through Friday.
To better coordinate services, a 72-hour notice is required. Requests for transportation shall be
made no later than 3PM, EST, three business days before transportation is needed. However, in
the case of a demand response, urgent care trip request, every effort is made to accommodate
the rider and is based on driver, vehicle, and funding availability. Trip reservations can be made
for trips up to 90 days in the future.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

The impact of our advanced scheduling policy on our riders is monitored and evaluated through
rider feedback through rider surveys and telephone calls. The impact of our advanced
scheduling policy on our agency is monitored and evaluated through review of the last minute
trip requests since their occurrence negatively impacts scheduling efficiencies and effective
coordination of trips.

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?

What are the targets for each measure?

Our agency’s on-time performance standard is to have at least a 90% on-time performance rate
for all completed trips, including both passenger pick-up and drop-off.

What are your agency’s pick-up and drop-off windows?

Our agency maintains a 30 minute pick-up window (both before and after the scheduled pick-up
time) with at least a 90% on-time performance for all scheduled pick-up times. For drop-offs,
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the passenger must be delivered to their destination at or before their appointment time or the
trip is considered late and the trip fare is waived.

What methods does your agency use to evaluate these performance measures?
Agency management reviews and evaluates On-Time Performance Reports available through

our trip management software and takes corrective action when necessary. In addition, on-time
performance is reviewed annually during our CTC Evaluation Annual Review.

3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

Our agency makes every effort to minimize wait times for pick-ups and on-board travel when
scheduling passenger trips. However, the majority of our medical trips are out of county with
lengthy travel times and distances. We endeavor to effectively balance travel times while
striving to maintain efficiencies by multi-loading and coordinating trips to similar destinations at
similar times. Passengers are contacted the working day before transport and given their
scheduled pickup time. Pickup times are based on the appointment time, the length of the trip,
and travel time. Passengers are expected to be ready for pickup 30 minutes before and up to 30
minutes after their scheduled pickup time. For the return trip, the passenger is expected to
notify dispatch that they are ready for pickup. The driver is expected to arrive at the
appointment location for return pickup within 45 minutes of the call from the passenger.
However, if there are other passengers on the same trip, it may be more time and cost effective
to wait at their appointment location until they are ready for the return trip. Also, the length of
time required for appointments at doctors’ offices and clinics can vary greatly and there may be
some wait time until all passengers are ready for the trip home.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

A subcommittee of our Local Coordinating Board assists the Planning Agency in evaluating the
CTC on an annual basis. The evaluation is based on performance indicators, measures of
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effectiveness and efficiency, and level of coordination. In an effort to monitor the services
provided by the CTC, an annual survey of our riders is conducted. The data is used to identify
areas where the CTC is achieving its goals and objectives and areas where they are not.

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?

As part of our CTC Evaluation Annual review, a rider survey is performed. Questions on survey:
Did you have a problem with your trip on the selected date? If yes, please state/choose the
problem. On a scale of 1 to 10, with 10 being the most satisfied, rate the transportation you
have been receiving.

Where does your agency publicly post passenger satisfaction survey results?

Our passenger satisfaction survey results are not publicly posted at this time; however, the
survey results are available for review upon request.

What methods does your agency use to evaluate passenger satisfaction survey results?

The surveys are reviewed by the LCB for overall compliance annually. Also, current rider surveys
are compared to the surveys taken in past years to monitor trends in survey results.

5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

Our agency has implemented each of the performance measures described in questions 1-4 and

the results are reviewed annually by transit staff and the LCB. In addition, transit staff and the
LCB meet quarterly to review performance measures including service hours, service miles,
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number of trips, unduplicated riders, deferred trips, no shows, road calls, accidents, complaints,
and commendations.
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Gadsden, Jefferson, Madison, Taylor
Big Bend Transit

1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

Passengers can book travel up to 14 days in advance.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

We track ridership/ no shows counts of all passenger trips monthly.

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?

We look at actual pickup & drop-off times versus scheduled pickup & drop-off times.

What are the targets for each measure?

Our target is 95% on time performance.

What are your agency’s pick-up and drop-off windows?

We use 60 minute windows for in city limit trips and 90 minute windows for trips from within
the county.

What methods does your agency use to evaluate these performance measures?

Our transportation software provides us with on time performance reports which can be
generated daily.
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3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

We use GPS generated schedules that decrease vehicle miles and drive time while pairing the
passengers with the vehicle which fits their mobility needs.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

Our dispatching department has standalone visual display of all vehicles location, speed and
capacity and color coding to determine on time performance.

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?

Our customer service department conducts random customer contact calls each quarter. They
contact 5% of the ridership, asking them to rate our service to them.

Where does your agency publicly post passenger satisfaction survey results?

Currently we do not post survey results.

What methods does your agency use to evaluate passenger satisfaction survey results?

Once the data is collected, we discuss and formulate campaigns to improve our service rating.
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5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

Yes.
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1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

Good Wheels, in Lee, Hendry, and Glades counties, requests three days notice. However, trips
may be requested as late as noon the day before service is needed.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

Our scheduling policy is evaluated as part of the periodic surveys sent to riders and by

monitoring complaints. All complaints, if any, are reported to the LCB, Local Coordinating Board,
at its quarterly meetings.

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?

Good Wheels will arrive for pick up 1 hour prior to drop off time. Drop off will be within 1 hour of
pick up.

What are the targets for each measure?

The target for each measure is to be within the one hour window for drop off at appointment
(most of our trips are medical and drop offs are critical due to appointment times at clinics or
doctors).

What are your agency’s pick-up and drop-off windows?

On leg A, pick up at home, our target window is one hour from home to appointment. On leg B,

return pick up to home; our target is one hour from call and one and and one/half hours to drop
off at home.
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What methods does your agency use to evaluate these performance measures?
Everyday pick up and drop off times are verified; in addition, the periodic survey will identify

comments regarding pick up and drop off times. Comments may also be submitted on the
company websiteMonthly, we retrieve data from our software system regarding drop off times.

3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

An automated system is used to make phone calls the night before a trip is scheduled reminding
the client of the trip and pick up time Drivers are informed the Good Wheels

policy is not to wait longer than five minutes for a client.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

Good Wheels staff reviews on time reports from our software system. The company also reviews
the periodic survey and has a comment area on the Good Wheels website.

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?

At least twice a year, customer surveys are distributed, collected, and reviewed. The surveys are
in both English and Spanish. Customers may also make comments on our website.

Where does your agency publicly post passenger satisfaction survey results?

What methods does your agency use to evaluate passenger satisfaction survey results?
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5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

Good Wheels has adopted and implemented the above measures. To monitor the measures, our
surveys and website are used to gather customer comments.
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1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

Trip scheduling requires 24 hour advance notice, by noon the business day prior. Trips can be
scheduled into the first 2 weeks of the following month. Riders who have same day/same time
requests are scheduled as recurring trips and automatically generate on the driver manifest.
Recurring trip scheduling and advance scheduling reduces agency phone calls, scheduler time
and is more convenient for the rider. The only need to call is to cancel as need.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?

What are the targets for each measure?

As stated in our TDSP, on time performance standard of having all trips to the scheduled
appointment arrival time has been established for 90% of the time.

What are your agency’s pick-up and drop-off windows?

System operates on a 2-hour window. Guaranteed appointment times are 10 a.m, 12 noon and
in most areas 2:00 p.m. Trips are scheduled in the following timeframes 8-10, 10-12, and 12-2.
Return trips are scheduled as “will call”. When a rider calls for return, the info is given to the
assigned driver and is scheduled into his/her manifest with a guarantee of no more than 2 hour
pick up. Latest return time is 3:30 p.m.
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What methods does your agency use to evaluate these performance measures?

Our software program, WinTrip, is utilized for scheduling, creating manifests, and customer
data entry to ensure we are meeting these goals. As riders are picked up and dropped off, the
driver notes on their manifest the pick-up time/mileage and drop-off time/mileage. This data is
keyed into the riders scheduled trip at the end of each day. A report is generated listing time of
pick-up/drop-off, late arrival, time/mileage traveled. These reports are reviewed daily for
performance measures.

3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

Manifests are generated in geographical areas of the county. Each driver is assigned a specific
area for pick-ups, drop offs varies. This allows the system to run as an efficient shared ride
system. Driver manifests indicate the timeframe the rider is to be picked up, such as 8 a.m to
10:00 am. When the rider has finished with their appointment, a call is made to the office,
information is given to the driver and the pick-up is scheduled into his/her manifest. In the
event, a driver feels that the rider will need to wait more than 1-2 hours, the driver will contact
the office for assistance. If another driver is closer to the location, the trip will be re-assigned.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?

An annual survey is distributed to riders of the system requesting the following. These surveys
are given to the MPO to review for updating the TDSP. "Have you ever had a problem with your
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trip?"In addition, an organization survey card is distributed annually. These surveys are
collected by the agency. Customer satisfaction spread sheets are generated from these surveys.
A general summary of the MPO survey review can be found in our TDSP.

Where does your agency publicly post passenger satisfaction survey results?

Results are published in our Agency annual report and on our website.

What methods does your agency use to evaluate passenger satisfaction survey results?

5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

Yes.
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1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

Our policy is that trips are to be requested between 2 days and 1 week in advance. Exceptions
may be made on a case by case basis for next day or same day requests for urgent but non-
emergency trips.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

The customer surveys conducted by the Local Coordinating Board as part of our evaluation asks

about satisfaction with the reservation process and encourages comments from riders. In
addition any complaints or concerns received from riders would be evaluated by management.

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?

On time is defined as dropped off no later than the requested drop-off time or picked up no later
than 35 minutes after the requested pick-up time.

What are the targets for each measure?

Current targets are that a minimum of 90% of all trips are on time.

What are your agency’s pick-up and drop-off windows?

Current pick-up windows are as follows: riders may be picked up no earlier than 90 minutes
before their requested drop-off time (and must be delivered by the requested drop-off time);

where a requested pick-up time is given instead of a requested drop-off time, the pick-up
window is from the requested pick-up time to 35 minutes after.
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What methods does your agency use to evaluate these performance measures?

Actual performance is measured weekly, monthly and annually based on actual times as
recorded on in-vehicle mobile data devices.

3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

Automated scheduling software and scheduling staff work to create vehicle schedules that are
efficient but also minimize passenger wait time and travel time. In addition, dispatchers
regularly try to accommodate riders who are ready before their scheduled return time if a
vehicle is available.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

Operations management reviews schedules and actual performance to identify service issues

such as excessive wait times. In addition any complaints or concerns received from riders would
be evaluated by management.

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?

Customer surveys are conducted by the Local Coordinating Board as part of our evaluation.

Where does your agency publicly post passenger satisfaction survey results?

Results are published by the Local Coordinating Board and the Metropolitan Planning
Organization as part of the CTC evaluation; these are posted on the MPO web site.
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What methods does your agency use to evaluate passenger satisfaction survey results?
Survey results are reviewed and analyzed by the Local Coordinating Board and the CTC to

identify trends or issues that may need to be addressed. All rider comments are reviewed as part
of this process.

5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

Yes, except that item 3 (wait times) is not a policy but a practice in order to ensure performance
measures are met.

Page 87 of 177



Holmes, Walton, Washington, Santa Rosa
Tri-County Community Council

1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

A 24-hour notice is requested for most efficient scheduling of trips and is based on driver/vehicle
availability. Riders are allowed and encouraged to schedule trips up to 3 months in advance.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

Methods used to evaluate the impact of the advanced scheduling policy on riders and our
agency is direct feedback received from clients at the time of scheduling and annual client
surveys coordinated through West Florida Regional Planning Council which we receive results
from.

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?

On-time performance is measured by the scheduled pick-up time for each rider.

What are the targets for each measure?

Targets for each measure are 90%.

What are your agency’s pick-up and drop-off windows?

Agency pick-up and drop-off window is 60 minutes.

What methods does your agency use to evaluate these performance measures?

Our agency uses monthly on-time performance evaluations to evaluate these performances.
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3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

Riders are given a pick-up time the day before the trip. We attempt to schedule riders that live
close to each other on the same routes. Tablets provide location of each driver so closest driver

can be utilized for return trips.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?
Yearly surveys are passed out to riders and collected by West Florida Regional Planning Council
for evaluation. Tri-County receives results of the survey. We are in the process of implementing

an online survey process for clients to submit through our website.

Where does your agency publicly post passenger satisfaction survey results?

What methods does your agency use to evaluate passenger satisfaction survey results?
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5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

Yes.
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1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

Indian River Transit will schedule trips up to 2 weeks in advance. However, any ADA trip can be

booked the day before. This does not mean 24 hours before. As long as the reservation request

is made on the calendar day before the desired trip date, the trip will be scheduled. Indian River
Transit requires a minimum of 2 days' notice for scheduling TD trips.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

There are no denials for ADA trips, but transit staff keeps track of unmet trip requests for TD
trips. This is done regularly to evaluate if tweaking needs to be done to the schedules so more
trips can be made. Transit staff also keeps track (via a running total annually) of trip requests
made: a) the day before the desired trip date, b) the week of the desired trip date, c) 1 to 2
weeks before the desired trip date. This is in order to track passenger trends in trip scheduling.
The paratransit software used at IRT (RouteMatch) has a report module that assists in
evaluating the impact of advanced scheduling on the agency. it can notify transit staff when
more drivers need to be scheduled, and show trends in passenger scheduling.

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?

The most recent report showed that 89% of passengers arrived to their destination on time thus
far in the 2015-2016 fiscal year. This means within 5 minutes of their requested drop-off time.

What are the targets for each measure?

A representative of the FTA instructed IRT staff in March of 2016 that anything above 75%
should be considered acceptable.
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What are your agency’s pick-up and drop-off windows?

When making a reservation, clients are instructed that there is a 30 minute window for pick-ups.
This means the pick-up must occur within 30 minutes of the client's requested time. The pick-up
will only be later than the requested time if the passenger's drop-off time can still be
guaranteed (within 5 minutes of the requested time).

What methods does your agency use to evaluate these performance measures?

Indian River Transit staff monitors on-time performance on a daily basis. The paratransit
software used at IT (RouteMatch) has a report module that helps track on-time performance.

3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

The pick-up must occur within 30 minutes of the client's requested pick-up time to keep wait
times at a minimum. On-board times are also kept at a minimum. When customer care agents
place trips on vehicles (during the scheduling process) they are instructed to monitor the trip
times to ensure that clients will not be on-board for more than 1 hour.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

The paratransit software used at IRT (RouteMatch) has a report module that helps track on-time
performance and on-board times. The report showed that for the 2015-2016 fiscal year the
average trip length was 23 minutes. A representative of the FTA instructed IRT staff in March of
2016 that trip lengths should not exceed the amount of time it would take a passenger using the
fixed-route service. All fixed-route headways are either 1 or 2 hours.
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4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?

Customer/rider surveys are conducted every 5 years. The purpose of the survey is to collect
detailed information about customer demographic characteristics and travel activity, and to
solicit input from customers on their level of satisfaction with various aspects of their
paratransit experiences. The questions involving passenger satisfaction revolve around: a)
overall quality, b) comfort of vehicles, c) cleanliness of vehicles, d) on-time performance, e)
courtesy of drivers, f) courtesy of reservationists.

Where does your agency publicly post passenger satisfaction survey results?

The survey results are posted publicly in the Transit Development Plan through the county
MPO's web site. The results of the survey are given to the county MPO, the BOCC, and the TDLCB
during their evaluation of the transit agency.

What methods does your agency use to evaluate passenger satisfaction survey results?

The most recent survey showed that 85.53% of riders rated the overall quality of their
paratransit service as "Excellent" or "Good." As a performance standard, the Indian River County

MPO has called on the agency to never drop below 70% of riders rating the overall quality of
their paratransit service as "Excellent" or "Good."

5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?
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1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?
72 hour notice is required for any scheduled appointments. Any member sponsored by an
agency, the request must be submitted in writing by the sponsoring agency. Same day request

or less than the required 72 hour notice provided subject to driver/vehicle availability.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

Annual evaluations are done by the Apalachee Regional Planning Council (ARPC). This
evaluation is to make sure goals and objectives are met.

2. On-Time Performance

What are your agency’s on-time performance measures for passenger pick-up and drop-off?

What are the targets for each measure?

The CTC and LCB have jointly established a minimum of 95% on-time performance rate for all
completed trips.

What are your agency’s pick-up and drop-off windows?

Pick-up and drop-off windows are as follows: Within county — 30 minutes prior to the estimated
pick-up time. Out of county — 60 minutes prior to the estimated pick-up time. The return trip
pick-up window is based on the notification time that the passengers are ready for pick-up.

What methods does your agency use to evaluate these performance measures?

Annual evaluations are done by the ARPC to ensure these measures are met.
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3. Passenger Wait Times

What actions does your agency take to minimize passenger wait times both for pick-ups and
on-board travel?

The CTC notifies members of pick-up times evening before. The CTC stays in contact with the
providers. If multiple riders are transported for an appointment out of town, those that finish in
a timely manner are returned and others with extended appointments are returned at a later
time.

What methods does your agency use in evaluating actions taken to minimize passenger wait
times?

4. Customer Satisfaction

What passenger satisfaction survey ratings does your agency collect?
Passenger satisfaction surveys are selected on a random basis and performed weekly. In
addition, facility satisfaction surveys are performed quarterly. Local facilities where members

may be picked up from or transported to, are visited to ensure service satisfaction.

Where does your agency publicly post passenger satisfaction survey results?

What methods does your agency use to evaluate passenger satisfaction survey results?

Once completed, these are reviewed by the Executive Director for any concerns that may need
to be addressed.
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5. Adoption and Implementation

Has your agency adopted and implemented each of the performance measures or policies
described in questions 1-4?

JTrans has adopted and implemented each of the performance measures or policies described
above.
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1. Scheduling Trips in Advance

What is your agency’s policy for scheduling trips in advance?

Customers are able to schedule trips up to 2 weeks in advance and no later than 1 day for ADA
complimentary service and 2 days for TD services.

What methods does your agency use to evaluate the impact of the advanced scheduling
policy both on the riders and your agency?

The data captu