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1.0 EXECUTIVE SUMMARY
The Hillsborough County transportation disadvantaged (TD) program
provides needed transportation to those who do not have the means or
ability to transport themselves, and are dependent on others to obtain
access to health care, employment, education, shopping, and other life
sustaining activities. Clients of the TD program generally include elderly,
disabled, or economically disadvantaged persons.
As required by the Florida Commission for the Transportation
Disadvantaged (CTD), each of the state’s TD programs is coordinated by a
Community Transportation Coordinator (CTC). The Board of County
Commissioners is designated by the State TD Commission as the CTC for
Hillsborough County, and the Sunshine Line is the transportation operator.
The CTC operates a fleet of 65 vehicles to provide on-demand
transportation services to the transportation disadvantaged through doorto-door services and bus passes. When bus passes are issued, Sunshine
Line pays the co-payment to Hillsborough Area Regional Transit (HART),
the county’s local transit service provider, for those that are financially
disadvantaged. The CTC also acts as an informational clearinghouse to the
public, and refers members of the public to programs for which they may be
eligible. Additionally, the CTC is responsible for ensuring that transportation
services funded through federal, state, and local sources are coordinated
with each other in Hillsborough County. In 2007, Hillsborough County
Sunshine Line was awarded the Urban CTC of the year.
As a means to oversee the TD program in Hillsborough County, the
Hillsborough County Metropolitan Planning Organization (MPO) created the
Transportation Disadvantaged Coordinating Board (TDCB). The
responsibilities of the TDCB include oversight and planning development of
the Transportation Disadvantaged Service Plan (TDSP), and annual
evaluations of the CTC, which includes developing recommendations for
the CTC based on the results of the evaluation. The CTC acts on the
recommendations of the MPO, as advised by the TDCB, to designate the
CTC agency.
By State Administrative Code, the TDCB is tasked with the annual
evaluation of the services provided by the CTC or its contractors. A series
of six evaluation criteria were developed by the TDCB to evaluate the
performance of the CTC: Reliability, Service Effectiveness, Service
Efficiency, Service Availability, Safety, and Other.
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Itt is the purpose of the annual evaluation to ensure that the most costeffective, efficient, and appropriate transportation services are provided to
the entire TD population of Hillsborough County.
This report documents the CTC’s performance for the period of July 1,
2006 through June 30, 2007. A summary of the evaluation criteria and the
2007 performance is provided in Table S-1.
As an additional means to determine whether or not the transportation
disadvantaged services in this county are meeting client needs, annual
client surveys are conducted. The TDCB’s Evaluation Committee
developed two service-specific client satisfaction surveys, administered to
door-to-door transportation clients and Bus Pass program clients. To
encourage participation, the cover letter and survey questions are
distributed in both English and Spanish, and pre-addressed return
envelopes provided with postage paid. A total of 2,763 surveys were
distributed by mail in late August 2007.
The surveys distributed to the clients who utilize door-to-door transportation
services provided by Sunshine Line had a 29% return rate (348 out of
1,180 surveys). In general, the door-to-door user survey results suggest
that satisfaction with the service has remained steady since the 2006
evaluation year. The most notable increase
was in the category “Over the past year, doorto-door transportation has improved”, which
rose by 4%. Overall client satisfaction with the
door-to-door service has also increased from
95% in 2006 to 97% in 2007.
The survey of clients of the Bus Pass program
had a 20% return rate (320 out of 1,583
surveys). Because the bus pass program
utilizes HART to provide transportation
services, the survey questions generally relate
to HART-specific service, and do not reflect
Source: Hillsborough MPO
the CTC’s transportation services. There is an Public Participation Plan, 2007.
even mix of increases and decreases in
satisfaction in the Bus Pass program this year. The most notable increases
occurred in regards to helpfulness of the automated phone system and
improvement in the Bus Pass program over the past year. The most
notable decreases were for on-time arrival at destination and cleanliness of
the buses. Overall satisfaction of the program has increased from 87% in
2006 to 89% in 2007.
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Table S-1: Evaluation Results
Performance
Criteria

Measurement

Goal

Benchmark

2007
Standard

89%

90%

2007 Result

Reliability
On-Time
Performance

Scheduled appt vs.
actual drop off time

95% < 60 minutes
prior to & not after
scheduled time*

Urban:
93.2%

Urban: 95% < 60
minutes
Travel Time

Time in vehicle by
geographic area

Rural/Group/Out of
County: 95% < 90
minutes

83.9%

94%

95%

Rural:
97.7%
Combined:
95.5%

On-Demand
Calls for on-demand
(Unscheduled Trips) service
Road Calls**

Vehicle miles traveled
between road calls

95% < 60 minute
wait
< 7 road calls/
100,000 miles

100%

95%

95%

24,000

15,000

39,510

= Standard Met,
= Standard Not Met
* The analysis for this performance criterion only accounts for in-bound trips and does not include out-bound trips.
** Before the 2007 Evaluation period, the goal for Road Calls was 15,000 or more vehicle miles traveled between road calls.
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Table S-1: Evaluation Results (Cont.)
Performance
Criteria

Measurement

Goal

Benchmark

2007
Standard

Number of trips
compared to
countywide population

> 0.5 trips per capita
annually

> 0.5

> 0.5

1.2

Consistent
with CPITransportation
Index

$7.35

$3.89

5

5

22.43

2007 Result

Service Effectiveness
Trips per Capita
Service Efficiency
Average cost per trip
(Sunshine Line and
Bus Pass)

N/A

Vehicles Available

Vehicle per 100,000
persons

> 5 vehicles per
100,000 persons

Percentage of
Denials

Unable to provide
request for service

< 2.5% of requests
denied

2.5%

2.5%

0.36%

Telephone Access

Hold time

< 2:00 (2 minutes) on
hold

1:11

< 2:00

1:16

Chargeable accidents
per 100,000 vehicle
miles traveled

< 1.2 chargeable
accidents per
100,000 vehicle
miles traveled

< 1.2

< 1.2

0.24

Cost per Trip
Service Availability

Safety
Accidents
(Chargeable)
= Standard Met,

= Standard Not Met
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The following recommendations have been made by the TDCB based on
the 2007 CTC Evaluation:
■ On-Time Performance: This measurement shows an improvement over
several evaluation periods, yet the standard has not been met. It is
recommended that next year’s evaluation research similar systems in
Florida to determine if all trips (in-bound and out-bound) should be
included in the calculation. Currently, the Hillsborough County CTC
evaluation includes in-bound trips only and does not take into account
return (out-bound) trips. Also, the CTC should continue to review MDT
data for opportunities to improve trip delivery and reduce very early
arrivals.
■ Travel Time: This measurement shows a slight decrease in the
combined travel time spent in a vehicle when compared to last year’s
evaluation. The CTC should continue to refine the system and strive to
meet the standard for urban trips.
■ Telephone Access: This performance criterion has been met for the
past six years. It is recommended that the telephone access standard no
longer be utilized as a part of the evaluation process for next year’s
evaluation, and instead be used for historical analysis only.
■ Complaints: Having met the criteria for the past five years, it is
recommended that this no longer be utilized as a part of the evaluation
process. Written procedures in the TDSP address this operational issue
and complaints will continue to be tracked on a regular basis by the
TDCB/CTC and in the annual survey administered to clients. The CTD
standard for complaints is currently two complaints per 1,000 trips, and
Sunshine Line is averaging about 0.07 complaints per 1,000 trips. If this
performance criterion is reinstated in the future, the CTD standard and
definition should be used.
■ Bus Pass Surveys: The Bus Pass surveys reflect HART’s operational
services, while Sunshine Line provides only the bus passes. It is
recommended that Bus Pass survey responses be forwarded to HART
for their use.
Table S-2 provides an overview of the CTC’s performance between the
2003 evaluation year and present.

2007 CTC Evaluation

Page 6

March 2008

Table S-2: Summary of 2007 and Historical Performance
Performance Criteria

2007 Standard

Analysis Year
2006
2005
2004

2007

2003

Reliability
On-Time Performance

90% < 60 minutes
early and not late

83.9%

79.8%

76%

67%

73%

Travel Time

95% Time in van
not excessive

95.5%

96.9%

92%

86%

98%

Rural/Group/Out of
County

< 90 minutes

97.7%

97.6%

97%

95%

N/A

Urban

< 60 minutes

93.2%

95.6%

85%

82%

N/A

On-Demand
(Unscheduled Trips)

95% < 60 minutes
wait time

95%

96%

100%

100%

Unknown

Road Calls*

< 7 road
calls/100,000 miles

2.53

13,554

9,973

24,072

33,000

Trips per Capita

> 0.5 trips per
capita annually

1.2

1.2

2.02

2.02

2.19

Trips per Vehicle

> 4,100 trips

N/A

3,956

3,964

4,672

4,338

Service Effectiveness

Note:

= Standard Met,

N/A

= Standard Not Met

*Before the 2007 Evaluation period, the goal for Road Calls was 15,000 or more vehicle miles traveled between road calls.
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Table S-2: Summary of 2007 and Historical Performance (Cont.)
Performance Criteria

2007 Standard

Analysis Year
2006
2005
2004

2007

2003

Service Efficiency
Cost per Trip

< $7.35 per trip

Cost per Vehicle Mile

< $2.53 per vehicle
mile traveled

$3.89
N/A

N/A

$3.70

$3.74

$4.20

$3.26

$3.91

$3.92

$3.21

$2.72

Service Availability
Vehicles Available

> 5 vehicles per
100,000 persons

22.43

23.97

18

27

25.8

Percentage of Denials

< 2.5% of requests
denied

0.4%

0.06%

1.0%

1.0%

.11%

Telephone Access

< 2:00 (2 minutes)
on hold

1:16

1:22

1:35

1:18

1:48

< 1.2 accidents per
100,000 vehicle
miles traveled

0.24

0.2

1.6

2.7

3.0

< 2 complaints per
1,000 trips

0.08

2.2

36%

38%

30
Days

Safety
Accidents
Other
Complaints**
Note:

= Standard Met,

= Standard Not Met

**Complaints for years 2003 to 2006 used a Standard of less than 30 days for response.
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Glossary of terms
Americans with Disabilities Act (ADA) – ADA gives federal civil rights
protections to individuals with disabilities, guaranteeing equal opportunity
for individuals with disabilities in public accommodations, employment,
transportation,
State
and
local
government
services,
and
telecommunications. For transportation, this requires that all fixed route
services are accessible to the disabled, and that complementary door-todoor services are provided for those individuals who are unable use the
fixed route system.
Appointment Time – The appointment time refers to the time a client
needs to be at the destination.
Benchmark – The benchmark refers to the highest level of performance
achieved during previous evaluation periods, and is used to set the
standard for the current evaluation period. Once the standard has been
met, it becomes the new benchmark and a higher standard is set for the
next evaluation period until the goal is achieved.
Community Transportation Coordinator (CTC) – The CTC is the agency
responsible for the delivery of transportation disadvantaged services in
each county, and operates under an agreement with the Florida
Commission for the Transportation Disadvantaged (CTD). The CTC
provides these services directly, or acts as a broker of services, using a
range of providers.
Drop-Off Time – This refers to the actual time a client arrives at a
destination, as shown on the driver’s log.
Goal – The goal represents the optimal level of operation and is the
ultimate level of performance the CTC seeks to achieve.
Group Trip – A group trip refers to service provided to bring multiple
individuals to one location, usually on a regularly scheduled basis, and
consists of five or more individuals.
Mobile Data Terminal (MDT) – This refers to a computerized device used
to communicate with a central dispatch office. It automates data collection
and allows the information to be analyzed in its entirety, without the need to
use sample data.
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Metropolitan Planning Organization (MPO) – The area-wide organization
responsible for conducting the continuous, cooperative and comprehensive
transportation planning and programming in accordance with the provisions
of 23 U.S.C. s. 134, as provided in 23 U.S.C. s. 104(f)(3). The MPO also
serves as the official planning agency referred to in Chapter 427, F.S.
On-Time Performance – This refers to the efficiency of an operator in
regards to picking-up and dropping off clients.
Passenger Trip - A passenger trip is a one-way trip, consisting of one
person traveling in one direction from an origin to a destination.
Road Call – A road call is a maintenance call that results in an interruption
in transportation of a vehicle in service.
Rural Trip - A rural trip is one whose origin or destination is located in the
County’s designated rural area, east of US 301 and/or south of the Palm
River, within Hillsborough County.
Standard – The standard is the level of performance used to determine
whether the CTC performed to the desired level during a given evaluation
year. The benchmark is used to set the standard for the current evaluation
period. Once the standard has been met, it becomes the new benchmark
and a new standard is set, as necessary, for the next evaluation period until
the goal is achieved.
Transportation Disadvantaged Coordinating Board (TDCB) – This
board oversees the provision of transportation disadvantaged services in a
specific county. Rule 41-2, which implements Chapter 427, requires the
creation of this board within each MPO.
Transportation Disadvantaged (TD) Population – TD persons include
those who, because of disability, income status, or inability to drive due to
age or disability are unable to transport themselves.
Transportation Disadvantaged Service – This is a specialized
transportation service provided by many vehicle types (including
automobiles, vans, and buses) between specific origins and destinations
that are typically used by transportation disadvantaged persons.
Travel Time – Travel time refers to the time a client spends in the vehicle
to complete a passenger trip.
Urban Trip – An urban trip is one whose origin and destination are located
in the County’s designated urban area, west of US 301 and/or north of the
Palm River, within Hillsborough County.
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2.0 INTRODUCTION
The Hillsborough County transportation disadvantaged (TD) program
provides needed transportation to those who do not have the means or
ability to transport themselves, and who are dependent on others to obtain
access to health care, employment, education, shopping, and other life
sustaining activities. Clients of the TD program generally include elderly,
disabled, or economically disadvantaged persons.
As required by the Florida Commission for the Transportation
Disadvantaged (CTD), each of the state’s TD programs is coordinated by a
Community Transportation Coordinator (CTC). The Board of County
Commissioners is the designated by State TD Commission as the CTC for
Hillsborough County, and the Sunshine Line is the transportation operator.
The CTC operates a fleet of 65 vehicles to provide on-demand
transportation services of last resort to the disadvantaged through door-todoor services and bus passes. When bus passes are issued, Sunshine
Line pays the co-payment to Hillsborough Area Regional Transit (HART),
the county’s local transit service provider, for those that are financially
disadvantaged. The CTC acts as an informational clearinghouse to the
public, and refers members of the public to programs for which they may be
eligible. The CTC is also responsible for ensuring that transportation
services funded through federal, state, and local sources are coordinated
with each other in Hillsborough County. In 2007, Hillsborough County
Sunshine Line was awarded the Urban CTC of the year.
As a means to oversee the TD program in Hillsborough County, the
Hillsborough County Metropolitan Planning Organization (MPO) created the
Transportation Disadvantaged Coordinating Board (TDCB). The
responsibilities of the TDCB include oversight and planning development of
the Transportation Disadvantaged Service Plan (TDSP), and annual
evaluations of the CTC, which includes developing recommendations for
the CTC based on the results of the evaluation. The CTD acts on the
recommendations of the MPO, as advised by the TDCB, to designate the
CTC agency.
The TDCB recommends a single entity for the position of CTC. The Florida
CTD acts on the recommendation to designate the CTC. The CTC ensures
that transportation services funded through federal, state, and local sources
are coordinated with each other in Hillsborough County.
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It is the CTC’s responsibility to arrange transportation for the TD
population. Funding for the program is provided through federal, state, and
local sources to provide transportation to clients. Transportation may be
provided directly through the CTC, using its own drivers and vehicles, or
contracted with public, private, or non-profit carriers.
Any organization with legal, financial, and administrative capacity may
serve as the CTC, including governmental, private for-profit, or private nonprofit organizations. Since 1990, the Hillsborough County Board of County
Commissioners (BOCC) has been designated as the CTC, operating
Hillsborough County Sunshine Line, and a partially brokered system
utilizing a combination of service providers. Figure 1 shows how the
system is organized in Hillsborough County.

Figure 1 – Hillsborough County TD Program Organization
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Primary use of the program offered by the Hillsborough County Sunshine
Line includes transportation to and from medical facilities, Aging Services
daycare, and Senior Citizens Nutrition and Activity Program (SCNAP) sites;
however non-medical trips are also provided on a space-available basis.
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All vehicles used for door-to-door service are wheelchair accessible. Fees
are charged for some trips, but the amount charged is based on client
eligibility and funding source rules. It is the responsibility of Sunshine Line
to screen clients for eligibility, make appointments for transportation, and
distribute bus passes. Reservations for transportation may be made up to
14 days in advance, and must be made no less than two days in advance.
Bus passes must be requested at least five days in advance to allow time
for the pass to be delivered.
TD program trips are separate from Medicaid Non-Emergency
Transportation (NET) service. In Hillsborough County, the CTD contracts
directly with MMG Transportation, Inc. for the Medicaid NET transportation
needs. This service is handled under the auspices of a subcontracted
Transportation Provider Agreement. Therefore, although this service is part
of the local transportation program, the CTC has limited input to correct any
noted deficiencies. The services provided by MMG Transportation, Inc.
were not included in this evaluation.
Florida Statute requires that the CTC enter into a coordination contract with
agencies that receive transportation disadvantaged funds and are able to
provide their own transportation more effectively and more efficiently than
contracting with the CTC to provide the service. The coordination contract
covers reporting, insurance, safety, and other requirements. The contractor
is approved by the TDCB before the contract is executed.
The coordination agreement between the contracted providers and the
CTC allows the CTC to remain informed about these other services and to
share that information with the general public. The TD service providers in
Hillsborough County with whom the CTC has coordination contracts
include:
■
■
■
■
■
■
■

ACTS
Alafia Group Home
Angels Unaware
Child Abuse Council
DACCO
Hillsborough ARC
HART ADA complimentary
paratransit
■ Human Development Center
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■
■
■
■
■
■
■

Hillsborough Head Start
MacDonald Training Center
McClain, Inc.
Mental Health Care, Inc.
MMG Transportation, Inc.
Northside Mental Health
Quest
Temple Terrace
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3.0 PURPOSE
The TDCB evaluates the annual performance of the CTC to ensure
previous goals are met, service standards remain high, and safety of the
transportation service is maintained. Information is provided to allow the
TDCB the means to evaluate the CTC’s performance, and ultimately make
a recommendation to the MPO to either renew the contract for, or consider
replacing the CTC. Evaluation criteria were developed to quantitatively
assess the performance of the CTC. A summary of the evaluation criteria is
listed in Table 1.
The purpose of the annual evaluation is to ensure that the most costeffective, efficient, and appropriate transportation services are being
provided to the entire TD population of Hillsborough County.
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Table 1: Evaluation Criteria
Performance
Criteria

Measurement

Goal

Benchmark*

2007
Standard

89%

90%

95%

95%

100%

95%

7

7

Reliability
On-Time
Performance

Travel Time

Scheduled appt vs.
actual drop off time

Time in vehicle by
geographic area

On-Demand
Calls for on-demand
(Unscheduled Trips) service
Road Calls***

Vehicle miles
traveled between
road calls

95% < 60 minutes
prior to & not after
scheduled time**
Urban: 95% < 60
minutes
Rural/Group/Out of
County: 95% < 90
minutes
95% < 60 minute
wait
< 7 road
calls/100,000 miles

* The highest level of performance achieved in previous years.
** The analysis for this performance criterion only accounts for in-bound trips and does not include out-bound trips.
*** The 2007 goal was changed with the 2006 evaluation; the previous goal was 15,000 vehicle miles or less traveled between road
calls.
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Table 1: Evaluation Criteria (Cont.)
Performance
Criteria

Goal

Benchmark*

2007
Standard

> 0.5 trips per capita
annually

0.5

0.5

Consistent
with the
Transportation
Consumer
Price Index

$7.35

5

5

Measurement

Service Effectiveness
Trips per Capita

Number of trips
compared to
countywide
population

Service Efficiency

Cost per Trip

Average cost per trip
(Sunshine Line and $7.35
Bus Pass)

Service Availability
Vehicles Available

Vehicle per 100,000
persons

> 5 vehicles per
100,000 persons

Percentage of
Denials

Unable to provide
request for service

< 2.5% of requests
denied

2.5%

2.5%

Telephone Access

Hold time

< 2:00 (2 minutes)
on hold

1:11

2:00

* The highest level of performance achieved in previous years.
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Table 1: Evaluation Criteria (Cont.)
Performance
Criteria

Measurement

Goal

Benchmark*

2007
Standard

1.2

1.2

Safety
Accidents
(Chargeable)

Chargeable
accidents per
100,000 vehicle
miles traveled

< 1.2 chargeable
accidents per
100,000 vehicle
miles traveled

* The highest level of performance achieved in previous years.
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4.0 2007 PERFORMANCE
The 2007 Performance Evaluation includes the time period between July 1,
2006 and June 30, 2007. The following six categories were used to
evaluate performance of the CTC:
■ Reliability,

■ Service availability,

■ Service effectiveness,

■ Safety, and

■ Service efficiency,

■ Other.

The performance evaluation was based on reviewing driver manifests,
Mobile Data Terminal (MDT) reports, and supporting documentation for the
CTC. In November 2005, the Community Transportation Coordinator (CTC)
began using MDT technology to collect performance data that can be used
for several of the criteria categories. This system automates data collection
and allows the information to be analyzed in its entirety, without the need to
use sample data.
Each criterion has an established benchmark, standard, and goal by which
the trips are evaluated. The benchmark is the highest level of performance
achieved during the previous years’ evaluations, and is used to set the
standard for the current evaluation period. The standard is used to
determine how well the CTC performed during the current evaluation year.
Once the standard has been met, it becomes the new benchmark and a
higher standard is set for the next evaluation period. As performance
improves, the standard is continually increased until the goal is achieved.
The goal is the ultimate level of performance in which the CTC seeks to
achieve and represents the optimal level of operation. A summary of the
CTC’s 2007 performance is provided in Table 2. A historical summary
comparing the 2007 performance with the performance over the past four
years (2003 to 2006) is provided in Appendix A.
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Table 2: Summary of 2007 Performance
Performance Criteria

2007 Standard

2007 Result

Reliability
On-Time Performance

90% of trips are < 60 minutes
early and not late

83.9%

Travel Time

95% of trips, time in van not
excessive

95.5%

Rural/Group/Out of County Trips

< 90 minutes

97.7%

Urban Trips

< 60 minutes

93.2%

On-Demand (Unscheduled Trips)

95% < 60 minutes wait time

Road Calls

> 15,000 vehicle miles traveled
between road calls

95%
39,510

Service Effectiveness
Trips per Capita

> 0.5 trips per capita annually

1.2

Service Efficiency
Cost per Trip
= Standard Met,

2007 CTC Evaluation

< $7.35 per trip

$3.89

= Standard Not Met
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Table 2: Summary of 2007 Performance (Cont.)
Performance Criteria

2007 Standard

2007 Result

Service Availability
Vehicles Available

> 5 vehicles per 100,000 persons

22.43

Percentage of Denials

< 2.5% of requests denied

0.4%

Telephone Access

< 2:00 (2 minutes) on hold

1:16

< 1.2 chargeable accidents per
100,000 vehicle miles traveled

0.24

< $7.35 per trip

$3.89

Vehicles Available

> 5 vehicles per 100,000 persons

22.43

Percentage of Denials

< 2.5% of requests denied

0.4%

Telephone Access

< 2:00 (2 minutes) on hold

1:16

Safety
Accidents (Chargeable)
Service Efficiency
Cost per Trip
Service Availability

= Standard Met,

2007 CTC Evaluation

= Standard Not Met
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Table 2: Summary of 2007 Performance (Cont.)
Performance Criteria

2007 Standard

2007 Result

Safety
Accidents (Chargeable)
= Standard Met,

2007 CTC Evaluation

< 1.2 chargeable accidents per
100,000 vehicle miles traveled

0.24

= Standard Not Met
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4.1 RELIABILITY
Reliability is an integral component of evaluating a successful
transportation provider as it is the most basic task of the program and
involves consistency and fulfilling promises. The TDCB has established
four standards to be used in the evaluation of reliability of service: on-time
performance, travel time, on-demand (unscheduled trips), and road calls.
4.1.1
On-Time Performance
The On-Time Performance Standard relates to a client’s appointment
time, as measured by the scheduled appointment time compared to the
actual time the client is dropped off at the destination. This standard was
titled “Appointment Time” in the 2006 Evaluation, but has been renamed
“On-Time Performance” for the 2007 Evaluation. The original benchmark
was set at 85% of clients delivered no earlier than one hour before, and
no later than the scheduled appointment time. As service improves, a
new benchmark will be established, and a new standard will be
implemented based on a one percent improvement over the existing
benchmark. The benchmark of 89% was achieved in 2002, setting the
standard at 90%. The goal is to improve service so that 95% of clients
are considered dropped off on time. The benchmark for the 2007
evaluation is 90%.
There are two categories of passenger trips. The first consists of rural,
group, and out of county trips. A rural trip is defined as one whose origin
and/or destination are east of US 301 and/or south of the Palm River or
otherwise outside of Hillsborough County. The zip codes classified as
rural are shown and listed in Figure 2. Group trips are those that pick up
five or more clients, bringing them to a single location.
The second passenger trip type is the urban trip. Any trip made within
the county, not considered rural, consisting of five or fewer clients, is
categorized as an urban trip.
On-time performance was analyzed for each trip type (urban,
rural/group) to determine if the geographic location caused trips to be
late. Urban trips had a lower on-time performance percentage (81.4%
for urban trips compared to 86.6% for rural/group trips).
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Figure 2

Rural Areas of
Hillsborough County
Rural Zip Codes
Urban Zip Codes
Source: Hillsborough County, Rural
Zip Codes defined by Hillsborough
County Transportation Disadvantaged
Program.

Ta m p a B a y

Hillsborough County
March 2008

RURAL
ZIP CODE

JURISDICTION

33503
33510
33511
33527
33534
33540
33547
33563
33565
33566
33567
33569
33570
33572
33573
33584
33592
33598
33619
33810

Balm
Brandon
Brandon
Dover
Gibsonton
Zephyrhills
Lithia
Plant City
Plant City
Plant City
Plant City
Riverview
Ruskin
Apollo Beach/Ruskin
Sun City Center/Ruskin
Seffner
Valrico
Wimauma
Tampa
Lakeland

A total of 79,261 appointment drop-off trips were analyzed. Of those
analyzed, 49% were rural/group trips and 51% were urban trips. The
analysis for this performance criterion only accounts for in-bound trips
and does not include out-bound trips.
Based on the appointments reviewed for on-time performance of both
trip types (rural/group and urban), the system dropped off approximately
83.9% of the clients within required parameters; therefore the 90% ontime performance standard has not been met. Because the overall
on-time performance did not meet the 90% benchmark set for this
evaluation, the standard for the 2008 evaluation will remain at 90%.
Table 3 shows the coordinator’s performance for 2007 as measured by
this standard.
Further evaluation of the trips shows that a majority of the late trips were
not significantly late, with 65% of all late trips less than 15 minutes late.
Therefore, 89% of all trips were either on-time or no more than 15
minutes late. Additionally, almost half (49.6%) of the total trips that were
not on-time were more than one hour early. Therefore, 91.9% of all trips
arrived either on-time or very early. Additionally, the CTC evaluation
does not include return trips because trips home tend to be less timesensitive than trips to medical appointments, social service programs,
etc.
Although the standard has not been met, on-time performance is
trending upwards toward meeting the standard, from 67% during the
2004 evaluation period, to almost 84% for this year’s evaluation.
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Table 3: 2007 Appointment On-Time Performance
Measurement

Urban Trips
#
%

Rural/Group Trips
#
%

Combined Trips
#
%

> 1 hour early

4,781

11.8%

1,541

4.0%

6,322

8.0%

> 1 hour late

109

0.3%

169

0.4%

278

0.4%

≤ 1 hour late

2,635

6.5%

3,503

9.0%

6,138

7.8%

46-60 minutes late

71

0.2%

95

0.2%

166

0.2%

31-45 minutes late

160

0.4%

279

0.7%

439

0.6%

16-30 minutes late

606

1.5%

731

1.9%

1,337

1.7%

1-15 minutes late

1,798

4.4%

2,398

6.2%

4,196

5.3%

Not On-Time

7,525

18.6%

5,213

13.4%

12,738

16.1%

On-Time

32,880

81.4%

33,643

86.6%

66,523

83.9%

Total Trips

40,405

On-Time Trips and Trips Greater
than 1 Hour Early

2007 CTC Evaluation

37,661

38,856
93.2%
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72,845
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4.1.2
Travel Time
The travel time standard measures the amount of time a client is riding
in a vehicle. Clients should not spend more than one hour in a vehicle,
with the exception of rural, group, and out-of-county trips, spending
under one and a half hours. This is especially important when
transporting medically frail or infirm clients. The current standard states
that 95% of clients should spend no more than one hour per trip
traveling in a vehicle for an urban trip, and 95% of clients should spend
no more than one and a half hours per trip traveling in a vehicle for a
rural, group, or out-of-county trip.
A total of 166,096 trips were analyzed from the period between July
2006 and June 2007. Of those trips, 51% were rural/group trips and 49%
were urban trips.
For the 2007 evaluation period, 95.5% of all trips met the travel time
standard, including 93.2% of urban trips and 97.7% of rural/group trips.
This is a slight decrease compared with the 2006 evaluation period, in
which 97% of all trips met the standard. Table 4 shows the coordinator’s
performance for 2007 as measured by this standard.

Table 4: 2007 Travel Time Performance
Urban Trips
(travel time
< 60 minutes)

Rural/Group Trips
(travel time
< 90 minutes)

#

%

#

Standard
Met
Standard
Not Met

75,864

93.17%

82,760

97.74% 158,624

95.50%

5,561

6.83%

1,911

2.26%

7,472

4.50%

Total

81,425

100%

84,671

100%

166,096

100%
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4.1.3
On-Demand Trips
An on-demand trip occurs when a client calls to be picked up after an
appointment, rather than scheduling the pick-up time in advance. This
standard measures how long clients must wait for the return trip after
notifying the coordinator. This standard was previously called
“Unscheduled Trips” in the 2006 Evaluation, but has been renamed “OnDemand Trips” for the 2007 Evaluation. The original standard stated that
85% of clients will be picked up within one hour of requesting the return
trip from the coordinator. As the standard is reached, it should increase
by 1%, until the standard reaches 95%. As the threshold has been
reached, the 2007 goal remains at 95%. As in previous evaluation
periods, the unscheduled trip standard was met in 2007, with 95% of
clients picked up within one hour of their requested unscheduled (ondemand) pick-up.
4.1.4
Road Calls
Reliability of a system is closely tied to the reliability of the vehicles in
that system. This criterion evaluates the reliability of the fleet, with the
goal and standard stating the coordinator should have no more than
seven road calls per 100,000 vehicle miles traveled (VMT) per vehicle.
During the 2006 evaluation period, a new tracking system was
implemented to more clearly define true road calls versus other
maintenance activities that do not affect service operations or rider
delay. During the 2007 evaluation period, a total of 31 road calls were
made, a decrease in over 50 calls when compared to the 2006
evaluation period.
The total VMT amounted to 1,224,822 miles, resulting in an average
39,510 miles traveled per vehicle between road calls, or 2.53 road calls
per 100,000 miles traveled. Therefore, the 2007 road calls standard
was met. This is a significant improvement from the 2006 evaluation, in
which the average miles traveled between road calls was 13,554, or
7.38 road calls per 100,000 miles traveled.
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4.2 SERVICE EFFECTIVENESS
Effectiveness determines how well the program produces trips to all in
need with the resources available. The performance criterion of annual trips
per capita is the sole criterion that has been established to evaluate service
effectiveness. In previous evaluation years, trips per vehicle was used as a
performance criterion for service effectiveness, but is now listed only in
Appendix A – Historical Performance.
4.2.1
Annual Trips per Capita
Annual trips per capita refers to the total number of trips provided by the
coordinated TD system in relation to the entire county population. There
are 18 agencies that provide TD services in Hillsborough County in
coordination with the CTC. The total number of trips provided by all 18
agencies is used for this criterion rather than only the number of door-todoor trips provided by Sunshine Line. The standard and goal state that
systemwide, the coordinator will provide no less than an average of 0.5
trips per capita. According to the Hillsborough County Planning
Commission, the 2006 countywide population was 1,177,060. The total
number of systemwide trips provided by the agencies during this
evaluation period was 1,433,968. Therefore, the program provided 1.22
trips per capita, which meets the trips per capita evaluation standard
for this evaluation period.
Although the total number of trips for the 2007 period increased by over
25,000 trips from 2006, the number again is significantly lower than the
2005 evaluation period, in which 2,318,578 trips were provided.
4.3 SERVICE EFFICIENCY
Financial resources are often limited in government programs, and the
same is true for the TD program. Therefore, what the coordinator is able to
accomplish with the available resources becomes increasingly important.
Service measures are put in place to assess the CTC’s service delivery
compared to its costs. There is one established service efficiency
performance criterion: the overall cost per trip. In previous years, the cost
per vehicle mile was also used as a performance criterion, but has been
removed from the evaluation because it is not a CTD requirement.
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4.3.1
Cost per Trip
The average cost per trip is determined by the total of the door-to-door
transportation costs, bus passes purchased by the CTC from HART, and
any related administrative costs. A one-day bus pass is equivalent to
two trips and a one-month bus pass is equivalent to 40 trips. To meet
the 2007 standard, the average cost per trip should be less than $7.35.
This standard is adjusted annually to be consistent with the Consumer
Price Index (CPI) for Transportation.
The total program cost for the 2007 evaluation period was $5,583,490.
The total number of trips for the door-to-door and bus passes was
1,433,968. Therefore, the coordinator provided each trip at an average
cost of $3.89, meeting the 2007 cost per trip standard. The
coordinator has worked to minimize the average cost per trip by
successfully shifting clients who are able to access the fixed-route bus
system to the bus pass program.
4.4 SERVICE AVAILABILITY
Due to the great demand for TD trips and the challenge of providing such
transportation, maximizing the availability of service is one of the most
fundamental efforts undertaken by the coordinator. The TDCB has
established three criteria to measure system capacity and availability.
These include the number of vehicles per capita, the percentage of denials
for service, and quality and ease of accessing the telephone system.
4.4.1
Vehicles per 100,000 Persons
The standard and goal state that the coordinator will provide no less
than five vehicles per 100,000 residents systemwide. According to
Hillsborough County, there were approximately 1,177,060 residents in
the County in 2006. There were 18 service providers systemwide with
264 vehicles total; therefore the program averaged 22 vehicles per
100,000 residents, meeting the vehicles per capita standard.
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4.4.2
Percentage of Denials
A denial occurs when eligible TD clients request service but are denied
due to limited capacity of the network. The standard states the
coordinator will deny no more than 2.5% of client requests for
transportation. During the 2007 evaluation period there were a total of
179,588 requests made for door-to-door service. Of the total requests,
653, or less than 1%, were denied, meeting the 2007 standard.
4.4.3
Telephone Access
The Sunshine Line reservation system was established as a centralized
telephone number to take calls from clients requesting transportation
service. Clients must call the reservation line to schedule trips in
advance. The Sunshine Line operators are responsible for determining
the eligibility of those applying for transportation.
The amount of time it takes for a client to contact an operator or make
an inquiry is one measure of the system’s accessibility. Hold time is the
duration of time between the introductory system message and when an
operator is reached. The goal is to improve service so clients who call
the coordinator to schedule a trip will reach an operator within two
minutes, on average. The original benchmark for telephone access
stated that clients calling to schedule a trip should not be on hold for
more than 3.75 minutes (three minutes and 45 seconds). As the goal
has been reached in previous evaluation periods, the standard for the
2006 evaluation was raised to an average hold time of two minutes. The
same standard was set for the 2007 evaluation.
The Historical Calls Answered Report tracks 100% of the calls that come
through the intake unit, including average hold time and total number of
calls received. A review of the reports for the evaluation year indicate
average hold time for the 2007 evaluation period was one minute and 16
seconds, an improvement of more than five seconds from the 2006
evaluation period. As a result, the CTC has met the telephone access
standard. Because this standard has been met continuously for the last
six years, next year’s evaluation will not include telephone access as
part of the performance criteria. The criterion will be moved to historical
markers, but the process will continue to be monitored.
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In previous years, the TDCB members have raised concern over the low
number of calls answered, and how that would affect the performance
on this standard. If a caller becomes frustrated and hangs up the phone
due to a long wait time, and calls back later, the performance on this
criterion would appear artificially high. On average, only 77% of calls
were answered during the 2005 evaluation year, in 2006, 85% of calls
received were answered, showing a vast improvement. The 2007
evaluation year improved even more, with 87% of calls being answered.
The highest percentage of calls answered occurred in the latter portion
of the evaluation period, with 96%, 95%, 95%, and 94% answered in
March, April, May, and June 2007, respectively. The lowest percentage
of calls answered occurred during December 2006 and January 2007,
with 73% and 68%, respectively. Table 5 shows the average hold time
for each month included in the evaluation period.

Table 5: 2007 Telephone Access Performance
Month

Average Wait
(in seconds)

% of Calls
Answered

July 2006
August 2006
September 2006
October 2006
November 2006
December 2006
January 2007
February 2007
March 2007
April 2007
May 2007
June 2007
Average

65.78
67.94
55.06
65.06
83.11
132.17
147.11
79.00
64.00
73.67
43.33
38.67
76.24 (1:16)

88.49%
87.80%
89.19%
87.90%
77.00%
72.54%
68.26%
89.34%
94.01%
95.11%
95.49%
96.06%
86.77%
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4.5 SAFETY
Safety is one of the most important aspects of quality. A lack of safety can
be considered a failure of the program to protect public health and welfare.
Further, failures in safety are costly. There are many ways that safety can
be measured and predicted. The board has chosen to monitor safety by
evaluating the ratio of accidents to miles traveled.
4.5.1
Accidents per 100,000 Miles
The 2007 standard states the coordinator should have no more than two
accidents per 100,000 vehicle miles. This evaluation criterion applies to
Sunshine Line door-to-door trips only.
The CTC currently tracks chargeable and non-chargeable accidents, as
well as those considered at-fault versus non-fault. An accident in which
the CTC driver is ticketed is chargeable. Fault accidents include
chargeable accidents in addition to other minor accidents caused by the
driver. Non-fault accidents are those that occur at no fault of the CTC
driver. Total accidents and the number of chargeable accidents will
continue to be noted.
In 2007, there were a total of 47 accidents; 20 of them were at-fault
accidents, and only three of those were chargeable accidents, in which
the driver was formally charged. Sunshine Line vehicles traveled
1,224,822 miles during the 2007 evaluation year, resulting in 0.24
chargeable accidents (1.63 at-fault accidents) per 100,000 miles, which
meets the standard. Sunshine Line acquired several new, larger
vehicles in the past year, which may have contributed to the high
number of at-fault accidents during the 2007 evaluation period. To
increase safety, Sunshine Line has implemented a driver training course
to ensure drivers are able to safely drive the larger vehicles.
4.6

OTHER STANDARDS

4.6.1
Complaints
The CTC has met this standard continuously over the past several
years, therefore this performance criterion will no longer be utilized as a
part of the evaluation process. Additionally, written procedures in the
TDSP address this as an operational issue. The TDCB will continue to
monitor complaints, but will be used solely as informational. If an
inconsistency occurs, the CTC will consider returning it to the evaluation
process.
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The 2006 standard stated that all complaints submitted to the
coordinator must be investigated and responded to and/or
acknowledged within 30 calendar days of receipt. The CTD standard for
complaints states that no more than two complaints, on average, should
be received per 1,000 trips. There were, on average, less than 0.1
complaints received per 1,000 trips for the 2007 evaluation period. If this
criterion is reinstated in the future, the CTD standard and definition will
be used.
During the 2007 evaluation period, the CTC received only 14
complaints, a dramatic decrease from the 42 complaints received during
the 2006 evaluation year.
4.7 CLIENT SURVEY
As an additional means to determine whether or not the TD services in this
county are meeting client needs, a formalized assessment is undertaken
each year to qualitatively measure the level of rider satisfaction. The
TDCB’s Evaluation Committee developed two client satisfaction surveys
which are administered to existing door-to-door and bus pass clients on an
annual basis.
To encourage participation, the cover letter and survey questions were
distributed in both English and Spanish, and pre-addressed return
envelopes were provided with postage paid. A total of 2,763 surveys were
distributed by mail in late August 2007.
The TDCB Evaluation Committee will review the client survey forms to
update and clarify any comments or questions raised by the clients, as
needed. The surveys will be reviewed and revised as necessary, prior to
the distribution of surveys for the 2008 evaluation.
4.7.1
Door-to-Door Transportation Client Survey
Of the 1,180 door-to-door surveys distributed, 348 surveys were
completed for a return rate of 29%. The results of the door-to-door user
survey are shown in Table 6. In addition to data from the current
evaluation, data from the past four evaluation years have been included
to show the trend from year to year.
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Table 6: 2007 and Historical Sunshine Line Door-to-Door User Survey Results
Question
1. Vehicles are clean.

2007*
▲ 99%

2006*
98%

2005*
99%

2004*
95%

2003
95%

2. Vehicles are free of litter.

▼ 98%

99%

99%

96%

96%

3. Vehicles are kept in safe condition.

▼ 98%

99%

98%

97%

98%

4. Equipment works well.

▼ 97%

99%

98%

97%

96%

5. Drivers are courteous.

▲ 99%

97%

97%

94%

95%

6. Drivers practice safe driving.

▲ 99%

98%

98%

96%

96%

7. Drivers know how to help people with different types of disabilities.

▲ 98%

96%

97%

93%

95%

8. Drivers correctly use equipment.

= 99%

99%

98%

96%

97%

9. Telephone calls are answered promptly.

▲ 87%

85%

85%

73%

80%

10. Reservationists are courteous.

▼ 92%

93%

93%

90%

90%

11. Reservationists are helpful.

= 92%

92%

93%

87%

91%

12. Trip information is recorded accurately.

▲ 95%

93%

92%

87%

90%

13. The automated phone system is helpful.

▲ 88%

87%

87%

78%

84%

14. I am picked up on time.

▼ 91%

92%

88%

79%

83%

15. I am dropped off on time.

▲ 94%

93%

93%

83%

86%

16. I am dropped off at the correct location.

= 99%

99%

99%

97%

98%

17. Length of travel time on the vehicle is reasonable.

▲ 98%

96%

95%

93%

92%

18. Problems are resolved quickly.

▲ 94%

92%

93%

81%

N/A

19. Complaints are handled in a satisfactory manner.

▼ 89%

94%

91%

82%

82%

20. Over the past year, door-to-door transportation has improved.

▲ 94%

90%

91%

82%

83%

Overall, I am satisfied with door-to-door transportation.

▲ 97%

95%

97%

91%

92%

* Positive Comments were combined counts of Strongly Agree and Agree
▲ Improved, ▼Declined, = Remained the same, compared to the 2006 evaluation.
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In general, the door-to-door user survey results suggest that satisfaction
with the service has remained steady since the 2006 evaluation year.
The most notable increase is in perception of improvement in the doorto-door transportation service, which rose by 4%. However, there was a
5% decrease in satisfaction with the handling of complaints. It is
important to note that there were only 14 complaints received this year,
versus 42 complaints received in 2006. The CTC recognizes the
question regarding complaints in this survey resulted in a decrease in
satisfaction, yet the TDCB reviews the survey questions annually and
may reword the question on the survey in the future. Overall, client
satisfaction with the door-to-door service has increased from 95% in
2006 to 97% in 2007.
4.7.2
Bus Pass Program Client Survey
Of the 1,583 bus pass surveys distributed, 320 surveys were completed
for a return rate of 20%. There appears to be an even mix in increases
and decreases in satisfaction in the Bus Pass program this year. The
most notable increases occurred in regards to helpfulness of the
automated phone system, and perceived improvement in the Bus Pass
program over the previous year. The most notable decreases occurred
in regards to on-time arrival and cleanliness of the buses. Overall, the
satisfaction of the program has increased from 87% in 2006 to 89% in
2007. The survey results can be found in Appendix B.
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5.0 2006 CTC EVALUATION RECOMMENDATIONS
The following recommendations were made by the TDCB following the
2006 evaluation of the CTC. Steps taken to address each of the 2006
recommendations are summarized below.
Recommendation
1. Appointment Time: This measurement shows an improvement over
several evaluation periods. However, the CTC should continue to refine the
system and strive to meet the standard.
Response
The CTC continues to face significant obstacles in meeting this standard,
including growing traffic congestion and continued geographic dispersal of
the population. As noted, the trend in on-time performance is moving
upward and the CTC continues to refine its operation to improve on-time
performance.
Recommendation
2. Road Calls: The evaluation subcommittee recommends that the Road
Calls standard be changed from 15,000 miles traveled between road calls
to no more than seven road calls per 100,000 miles traveled. This change
is recommended for consistency with the state’s road call calculation, which
measures road calls per 100,000 miles. The change will only modify the
method in which the standard is reported, and will not raise or lower the
number of acceptable road calls.
Response
The standard was changed for the 2007 evaluation.
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Recommendation
3. Trips per Vehicle: For the next evaluation, conduct a historical analysis
of this measurement. MDT data showing miles per vehicle on a monthly
basis for November 2006 through April 2007 may be useful in this analysis
to determine if the trend is improving.
Response
This standard is not tracked by the CTD and thus was removed by the
evaluation subcommittee. The analysis will be kept for historical analysis.
Recommendation
4. Cost per Vehicle Mile: Conduct a historical review of this measurement
for the next evaluation. Research other systems such as Jacksonville and
Tallahassee to see how Hillsborough's standard compares, and
recommend a change if it proves to be too low.
Response
After discussions with the State CTD, it was determined that this standard
is not required by the state. The information will be kept for historical
analysis.
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6.0 2007 CTC EVALUATION RECOMMENDATIONS
The following recommendations have been made by the TDCB based on
the 2007 CTC Evaluation:
■ On-Time Performance: This measurement shows an improvement over
several evaluation periods, yet the standard has not been met. It is
recommended that next year’s evaluation research similar systems in
Florida to determine if all trips (in-bound and out-bound) should be
included in the calculation. Currently, the Hillsborough County CTC
evaluation includes in-bound trips only and does not take into account
return (out-bound) trips. Also, the CTC should continue to review MDT
data for opportunities to improve trip delivery and reduce very early
arrivals.
■ Travel Time: This measurement shows a slight decrease in the
combined travel time spent in a vehicle when compared to last year’s
evaluation. The CTC should continue to refine the system and strive to
meet the standard for urban trips.
■ Telephone Access: This performance criterion has been met for the
past six years. It is recommended that the telephone access standard no
longer be utilized as a part of the evaluation process for next year’s
evaluation. It will be used for historical analysis.
■ Complaints: Having met the criteria for the past five years, this will no
longer be utilized as a part of the evaluation process because the written
procedures in the TDSP address this operational issue. The CTD
standard for complaints is two complaints per 1,000 trips and the
Sunshine Line is averaging about 0.07 complaints per 1,000 trips. If this
performance criterion is reinstated in the future, the CTD standard and
definition should be used. Complaints will continue to be tracked on a
regular basis by the TDCB/CTC and in the annual survey administered
to clients.
■ Bus Pass Surveys: The Bus Pass surveys reflect HART’s operational
services, and Sunshine Line only provides the bus passes. It is
recommended that Bus Pass survey responses be forwarded to HART
for consideration because of this reason.
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Appendix A: Summary of 2007 and Historical Performance
Performance Criteria

2007 Standard

Analysis Year
2006
2005
2004

2007

2003

Reliability
On-Time Performance

90% < 60 minutes
early and not late

83.9%

79.8%

76%

67%

73%

Travel Time

95% Time in van
not excessive

95.5%

96.9%

92%

86%

98%

< 90 minutes

97.7%

97.6%

97%

95%

N/A

< 60 minutes

93.2%

95.6%

85%

82%

N/A

Rural/Group/Out
of County
Urban
On-Demand
(Unscheduled Trips)

95% < 60 minutes
wait time

95%

96%

100%

100%

100%

Road Calls*

< 7 road
calls/100,000 miles

2.53

13,554

9,973

24,072

33,000

Trips per Capita

> 0.5 trips per
capita annually

1.2

1.2

2.02

2.02

2.19

Trips per Vehicle

> 4,100 trips

N/A

3,956

3,964

4,672

4,338

Service Effectiveness

Note:

= Standard Met,

N/A

= Standard Not Met

*Before the 2007 Evaluation period, the goal for Road Calls was 15,000 or more vehicle miles traveled between road calls.
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Appendix A: Summary of 2007 and Historical Performance (Cont.)
Performance Criteria

2007 Standard

Analysis Year
2006
2005
2004

2007

2003

Service Efficiency
Cost per Trip

< $7.35 per trip

Cost per Vehicle Mile

< $2.53 per vehicle
mile traveled

$3.89
N/A

N/A

$3.70

$3.74

$4.20

$3.26

$3.91

$3.92

$3.21

$2.72

Service Availability
Vehicles Available

> 5 vehicles per
100,000 persons

22.43

23.97

18

27

25.8

Percentage of Denials

< 2.5% of requests
denied

0.4%

0.06%

1.0%

1.0%

.11%

Telephone Access

< 2:00 (2 minutes)
on hold

1:16

1:22

1:35

1:18

1:48

< 1.2 accidents per
100,000 vehicle
miles traveled

0.24

0.2

1.6

2.7

3.0

< 2 complaints per
1,000 trips

0.08

2.2

36%

38%

30
Days

Safety
Accidents
Other
Complaints**
Note:

= Standard Met,

= Standard Not Met

**Complaints for years 2003 to 2006 used a Standard of less than 30 days for response.
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Appendix B: 2007 and Historical Bus Pass User Survey Results
Question

2007*

2006*

2005*

2004*

2003

1. Buses are clean.

▼ 87%

93%

87%

88%

90%

2. Buses are free of litter.

▼ 83%

85%

83%

81%

84%

3. Buses are kept in safe condition

▼ 92%

93%

89%

89%

92%

4. Equipment works well.

▲ 93%

90%

90%

86%

88%

5. Drivers are courteous.

▼ 83%

84%

85%

84%

83%

6. Drivers practice safe driving.

▼ 92%

93%

87%

90%

96%

7. Drivers know how to help people with different types of disabilities.

▲ 90%

88%

89%

91%

91%

8. Drivers correctly use equipment.

▲ 94%

93%

95%

93%

96%

9. Telephone calls are answered promptly.

▲ 84%

82%

77%

78%

79%

10. Reservationists are courteous.

▲ 89%

88%

88%

90%

91%

11. Reservationists are helpful.

▲ 90%

89%

89%

90%

93%

12. Bus passes are easy to get.

▼ 79%

83%

72%

85%

86%

13. The automated phone system is helpful.

▲ 86%

80%

75%

79%

83%

14. The bus arrives on time.

▼ 72%

76%

70%

69%

70%

15. The bus reaches my destination on time.

▼ 74%

81%

74%

74%

78%

16. Length of travel time on the bus is reasonable.

▼ 79%

83%

82%

77%

79%

17. Problems are resolved quickly.

▼ 81%

82%

79%

80%

82%

18. Complaints are handled in a satisfactory manner.

= 77%

77%

75%

78%

81%

19. Over the past year, the Bus Pass Program has improved.

▲ 86%

81%

74%

83%

90%

Overall, I am satisfied with the Bus Pass Program.

▲ 89%

87%

83%

91%

94%

* Positive Comments were combined counts of Strongly Agree and Agree
▲ Improved, ▼Declined, = Remained the same, compared to the 2006 evaluation.
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COMPLIANCE WITH CHAPTER 427, F.S.
Review the CTC’s monitoring of its transportation operator contracts to ensure
compliance with 427.0155(3), F.S.
“Review all transportation operator contracts annually.”

WHAT TYPE OF MONITORING DOES THE CTC PERFORM ON ITS OPERATOR(S) AND
HOW OFTEN IS IT CONDUCTED?
The CTC does not currently have any operators under contract. The CTC occasionally
purchases taxi trips to accommodate same-day trip requests. Purchases are rotated between
the available providers.

“

Is a written report issued to the operator?

Yes

“

No

Not applicable
If NO, how are the contractors notified of the results of the monitoring?

WHAT TYPE OF MONITORING DOES THE CTC PERFORM ON ITS COORDINATION
CONTRACTORS AND HOW OFTEN IS IT CONDUCTED?
An annual review of records of coordination contractors is performed to confirm compliance with
requirements of their contract. Insurance certificates are maintained by the County’s Insurance
and Claims Department.
New contractors are also required to provide a description of services they will be providing and
cost information to determine cost-effectiveness. Authorization to enter into new coordination
contracts is obtained from the Local Coordinating Board (LCB) before the contract is signed.
Is a written report issued?

;

Yes

“

No

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

WHAT ACTION IS TAKEN IF A CONTRACTOR RECEIVES AN UNFAVORABLE REPORT?
The agency is required to correct the deficiency and provide documentation that it has been
corrected.
IS THE CTC IN COMPLIANCE WITH THIS SECTION?

;

Yes

“

No

Monitoring Reports on file at the CTC Office.
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COMPLIANCE WITH CHAPTER 427, F.S.
Review the TDSP to determine the utilization of school buses and public transportation
services [Chapter 427.0155(4)]
“Approve and coordinate the utilization of school bus and public transportation services in
accordance with the TDSP.”

HOW IS THE CTC USING SCHOOL BUSES IN THE COORDINATED SYSTEM?
The CTD is not using school buses.
Rule 41-2.012(5)(b): "As part of the Coordinator’s performance, the local Coordinating Board shall also set
an annual percentage goal increase for the number of trips provided within the system for ridership on public
transit, where applicable. In areas where the public transit is not being utilized, the local Coordinating Board
shall set an annual percentage of the number of trips to be provided on public transit."

HOW IS THE CTC USING PUBLIC TRANSPORTATION SERVICES IN THE COORDINATED
SYSTEM?
Every client who requests service from the CTC is required to use public transportation if they
are able and if they are traveling within ¾ of a mile from a bus route. The CTC issues bus
passes to clients to use a public transportation.
IS THERE A GOAL FOR TRANSFERRING PASSENGERS FROM PARATRANSIT TO
TRANSIT?

;

Yes

“

No

If YES, what is the goal?
The goal as stated in the Goals, Objectives and Strategies of the TDSP is to continue to
require all current and new clients who are within ¾ of a mile of a bus route and can
access a local bus route to use the fixed-route transit system.
Is the CTC accomplishing the goal?

;

Yes

IS THE CTC IN COMPLIANCE WITH THIS REQUIREMENT?

“
;

No
Yes

“

No

Comments:
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COMPLIANCE WITH 41-2, F.A.C.
Compliance with 41-2.006(1), Minimum Insurance Compliance
“...ensure compliance with the minimum liability insurance requirement of $100,000 per person
and $200,000 per incident…”

WHAT ARE THE MINIMUM LIABILITY INSURANCE REQUIREMENTS?
$100,000/$200,000
WHAT ARE THE MINIMUM LIABILITY INSURANCE REQUIREMENTS IN THE OPERATOR
AND COORDINATION CONTRACTS?
$100,000/$200,000
HOW MUCH DOES THE INSURANCE COST (per operator)?
Operator
CTC

Insurance Cost
$34,945

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

“

Yes

;

No

If yes, was this approved by the Commission?

IS THE CTC IN COMPLIANCE WITH THIS SECTION?

“

Yes

“

No

;

Yes

“

No

Comments:
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COMPLIANCE WITH 41-2, F.A.C.
Compliance with 41-2.011(2), Evaluating Cost-Effectiveness of Coordination Contractors
and Transportation Alternatives.
“...contracts shall be reviewed annually by the Community Transportation Coordinator and the
Coordinating Board as to the effectiveness and efficiency of the Transportation Operator or the
renewal of any Coordination Contracts.”

1.

IF THE CTC HAS COORDINATION CONTRACTORS, DETERMINE THE COSTEFFECTIVENESS OF THESE CONTRACTORS.

Cost [CTC and Coordination Contractor (CC)]

Average
Cost per
Trip
$35.19
$7.09
$10.70
$11.25
$33.89
$5.12
$4.43
$6.20
$7.87
$14.30
$20.69
$5.98
$8.25
$4.23
$1.61
$13.39

Coordination Contractor
Alafia Group Home
Angels Unaware
Child Abuse Council
Hillsborough ARC
HARTline (ADA Paratransit)
Human Development Center
Hillsborough Head Start
MacDonald Training Center
McClain Inc.
Mental Health Care
MMG Transportation
Northside Mental Health
Quest
Temple Terrace
CSBG Neighborhood Service Centers
Coordination Contract Total

AOR Expenses
$190,199
$161,874
$143,908
$826,164
$2,406,707
$276,027
$363,194
$455,000
$237,086
$230,593
$3,295,040
$165,760
$314,578
$25,552
$11,226
$9,102,908

AOR 1-Way
Trips
5,405
22,840
13,446
73,452
71,022
53,934
81,960
73,384
30,142
16,125
159,266
27,720
38,152
6,036
6,952
679,836

CTC (door to door and bus pass trips)

$5,583,490

754,132

$7.40

1,433,968

$10.24

Grand Total
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“Yes
“No
1. DO YOU HAVE TRANSPORTATION ALTERNATIVES?
(Those specific transportation services approved by rule or the Commission as a service not normally
arranged by the Community Transportation Coordinator, but provided by the purchasing agency.
Example: a neighbor providing the trip)

Cost [CTC and Transportation Alternative (Alt.)]
CTC

Alt. #1

Alt. #2

Alt. #3

Alt. #4

Flat contract rate (s) ($ amount /
unit)
Detail other rates as needed: (e.g.
ambulatory, wheelchair, stretcher,
out-of-county, group)

Special or unique considerations that influence costs?
Explanation:

IS THE CTC IN COMPLIANCE WITH THIS SECTION?

;

Yes

“

No

RULE 41-2
Findings:
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COMPLIANCE WITH 41-2, F.A.C.
Compliance with Commission Standards
“...shall adhere to Commission approved standards…”

Review the TDSP for the Commission standards.
Commission Standards

Comments

Local toll free phone number

The TDSP policy states: “The coordinator will maintain a

must be posted in all vehicles.

local or toll-free telephone number for the entire service
area.”

Vehicle Cleanliness

The TDSP policy states: “The coordinator will ensure that all
vehicles will be kept clean and free of litter. The interior of the
vehicles shall be free of dirt, grime, oil, trash, torn upholstery,
damaged or broken seats, or other materials which could soil
items or provide discomfort for passengers.”

Passenger/Trip Database

The TDSP policy states: “The coordinator will maintain a
database of all clients within the program. The database
should track information such as social security number,
home address, mailing address, passenger type, passenger
needs, Birth date and trip history”.

Adequate seating

The TDSP policy states: “Each passenger will be provided a
seat with a safety belt. All wheelchair location(s) will have a
securement system and restraining devices for each position
in accordance with the ADA Act of 1990”. Further, “All
children under five years of age are required to use a child
restraint device in accordance with Section 316.613 Florida
Statutes. The Client must provide the child restraint seat.”

Driver Identification

The TDSP policy states: “All drivers are required to wear
photo identification.”
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Commission Standards

Comments

Passenger Assistance

The TDSP policy states: “All drivers are required to open
and close the door when the client enters or exits the vehicle,
and to provide additional assistance if required or requested.
This does not include assistance beyond door-to-door
service. (This does not require the driver to assist the client
into the home or take the client upstairs to the doctor’s
office.) All drivers must abide by the requirements listed in
the System Safety Program.”

Smoking, Eating and Drinking

The TDSP policy states that smoking, drinking and /or eating
is not permitted in the vehicles.

Two-way Communications

The TDSP policy states that all vehicles will be equipped with
two-way communications which are in good working order.

Air Conditioning/Heating

The TDSP policy states that all vehicles will have operating
air-conditioners and heaters.

Billing Requirements

The TDSP policy states: “At a minimum, the coordinator
shall pay invoices to subcontractors in accordance with the
Florida Prompt Payment Act.”

COMMISSION STANDARDS
Findings:
The TDSP complies with Commission approved standards.

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

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

Review the TDSP for the Local standards.

Local Standards

Comments

Transport of Escorts and

Medically necessary escorts are permitted to assist clients

Dependent Children Policy

due to physical or mental disabilities. Children under the
age of 16 are encouraged to have an escort.

Use, Responsibility, and Cost

All children under the age of five years are required to use

of Child Restraint Devices

a child restraint device in accordance with Section 316.613
Florida Statutes. The client must provide the child restraint
seat.

Out-of-Service Area Trips

Out of county trips will be provided when authorized and
funded by a purchasing agency. Normally, out of count
trips are provided when comparable services are not
available in Hillsborough County. Currently no out of county
trips are being provided by funds from the Transportation
Disadvantaged Trust Fund.

CPR/1st Aid

All drivers must receive training and maintain accreditation
in CPR and First Aid. All vehicles will have a First Aid Kit.

Driver Criminal Background

All new drivers must pass a criminal background check, per

Screening

the strictest minimum requirements of each purchasing
agency and the CTC.

Rider Personal Property

Personal belongings are the sole responsibility of the
passenger. Only those items passengers can personally
carry and safely transport will be transported at the risk of
the passenger. Drives are not responsible for, nor are they
expected to load/unload passenger belongings.
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Advance Reservation
Requirements

Clients are required to make their reservations at least two
working days prior to their desired travel day. The
maximum number of days in advance that a client can
make a reservation is 14.

Pick-up Window

Clients may be picked up as early as 90 minutes prior to
their appointment time.
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Measurable Standards/Goals

Public Transit Ridership

On-time performance

Passenger No-shows

Accidents

Roadcalls

Average age of fleet:
Complaints

Number filed:
Call-Hold Time

Standard/Goal

Latest Figures

CTC

CTC

Operator A
Operator B
Operator C
CTC

Operator A
Operator B
Operator C
CTC

Operator A
Operator B
Operator C
CTC

Operator A
Operator B
Operator C
CTC

Operator A
Operator B
Operator C
CTC

Operator A
Operator B
Operator C
CTC

Operator A
Operator B
Operator C
CTC

Operator A
Operator B
Operator C
CTC

Operator A
Operator B
Operator C
CTC

Operator A
Operator B
Operator C
CTC

Operator A
Operator B
Operator C
CTC

Operator A
Operator B
Operator C
CTC

Operator A
Operator B
Operator C

Operator A
Operator B
Operator C

Is the
CTC/Operator
meeting the
Standard?

Please refer to the Executive Summary (pages 1-6 of the main document) for a summary of
the results for the above standards. A detailed discussion of the results can be found on
pages 19-35 of the main document.
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LOCAL STANDARDS
Findings:
The TDSP is incompliance with local standards.

Recommendations:
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CTC: Hillsborough
Date of Ride:

Funding Source
Medicaid
CTD
Other
Other
Other
Other

Totals

August 17, 2007

No. of Trips

No. of
Riders

24

13

24

13

Number of Round Trips
0 – 200
201 – 1,200
1,201 +

No. of Calls
to Make

No. of Calls
Made

Number of Riders to Survey
30%
10%
5%

Note: In order to comply with HIPPA confidentiality requirements, the driver manifests will be
provided under separate cover to the Commission for the Transportation Disadvantaged.
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Rider Survey Results
The TDCB’s Evaluation Committee developed two client satisfaction surveys based on
CTD sample questions and administers them annually to existing door-to-door
transportation and buss pass program clients. In an effort to allow as many clients as
possible to take the survey, the cover letter and survey questions were presented in
English and Spanish, and postage paisd, return addressed envelopes were provided.
Surveys were distributed by mail in late August of 2007.
The first survey was distributed to 1,180 clients who utilize door-to-door TD services
provided by Sunshine Line. Of the surveys distributed, 348 (29%) surveys were
returned. In general, the door-to-door user survey results suggest that satisfaction with
the service has remained steady since the 2006 evaluation year. The most notable
increase is in regards to the improvement of the door-to-door transportation, which rose
by 4%. Overall, client satisfaction with the door-to-door service has increased from 95%
in 2006 to 97% in 2007.
The second survey was sent to 1,583 clients who participated in the bus pass program.
Of the surveys distributed, 320 (20%) were returned. There appears to be an even mix
in increases and decreases in satisfaction in the Bus Pass program this year. The most
notable increases occurred in regards to helpfulness of the automated phone system
and improvement in the Bus Pass program over the past year. The most notable
decreases occurred in regards to destination arrival time and cleanliness of the buses.
Overall, the satisfaction of the program has increased from 87% in 2006 to 89% in
2007.
A detailed discussion of the survey process, results, historical data and possible
changes to the surveys can be found on pages 32-39 of the main evaluation document.
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Purchasing Agency Survey Results
Staff Making Call:

Purchasing Agency:
Representative:
Survey Questions:

Brandie Miklus
Aging
Services
Edgar
Martinez

Brandie Miklus

Brandie Miklus

Brandie Miklus

Community
Action
(CSBG)

Hillsborough
HealthCare

Karen Childs

Ray Reed

Ryan White
Program
Dorinda Seth &
Aubrey Arnold

Yes

1. Purchase
Transportation from
the Coordinated
System?

Yes

Yes

2. Name of
Operator?

Sunshine Line

Sunshine Line

Yes
Hillsborough
County
Department of
Health & Social
Services, Sunshine
Line

3. Primary Purpose
for Purchasing
Transportation?

Day Care

Medical

Medical

4. How Often Clients
Use System?

3-5 times per
week

pending

3-5 times per week

Medical
3-5 times a week
for the individuals
who get bus
passes;
1-3 times a month
for individuals
who get cab
service

5. Any Unresolved
Questions with the
Coordinated
System?

No

No

No

No

6. Type of Problems
with Operator?

N/A

N/A

N/A

N/A

Yes

Not sure, but to
respondent's
knowledge, there
have been no
complaints.

7. Overall, Satisfied
with Service?
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Sunshine Line
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Level of Cost
Worksheet 1
FLCTD
Annual Operations Report
Revenue Sources

C-22
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Level of Competition
Worksheet 2
1.

Inventory of Transportation Operators in the Service Area
Column A
Operators
Available

Private NonProfit
Private ForProfit
Government
Public Transit
Agency
Total

Column B
Operators
Contracted in
the System.

Column C
Include Trips

Column D
% of all Trips

14

10

354,600

24.7%

18

1

159,266

11.1%

4
2

4
1

849,080
71,022

59.2%
5.0%

36

16

1,433,968

100.0%

2.

How many of the operators are coordination contractors?

17

3.

Of the operators included in the local coordinated system, how many have
the capability of expanding capacity?
18 (if funding increased)
Does the CTC have the ability to expand?
Yes, most providers can expand capacity if additional funding is available.

4.

Indicate the date the latest transportation operator was brought into the
system.
January 2004

5.

Does the CTC have a competitive procurement process?

Yes

In the past five (5) years, how many times have the following methods been
used in selection of the transportation operators? N/A
No new operator contracts in the past five years.
Low bid
Requests for qualifications

Requests for proposals
Requests for interested
parties

Negotiation only
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Which of the methods listed on the previous page was used to select the
current operators?
No current operator contracts.

7.

Which of the following items are incorporated in the review and selection of
transportation operators for inclusion in the coordinated system?
x
x
x
x
x

x
x
x
8.

Capabilities of operator
Age of company
Previous experience
Management
Qualifications of staff
Resources
Economies of Scale
Contract Monitoring
Reporting Capabilities
Financial Strength
Performance Bond
Responsiveness to Solicitation

x
x
x
x

x

Scope of Work
Safety Program
Capacity
Training Program
Insurance
Accident History
Quality
Community Knowledge
Cost of the Contracting Process
Price
Distribution of Costs
Other: (list)

If a competitive bid or request for proposals has been used to select the
transportation operators, to how many potential operators was the request
distributed in the most recently completed process?
N/A
How many responded? N/A
The request for bids/proposals was distributed:
Locally

9.

Statewide

Nationally

Has the CTC reviewed the possibilities of competitively contracting any
services other than transportation provision (such as fuel, maintenance,
etc…)?
Yes
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Level of Coordination
Worksheet 3
Planning – What are the coordinated plans for transporting the TD population?
Plans for transportation disadvantaged population are outlined in the Transportation
Disadvantaged Service Plan.
Public Information – How is public information distributed about transportation services in
the community?
Flyers, public hearing ads, public hearings, program brochures, Hillsborough TV spots, and
updates and widespread distribution of the “Ride Guide” brochure.
Certification – How are individual certifications and registrations coordinated for local TD
transportation services?
Certification for service through CTC.
Exception – Medicaid service through Medicaid NET provider, ADA through HARTline.
Both exceptions work with CTC to share information to avoid duplication.
Eligibility Records – What system is used to coordinate which individuals are eligible for
special transportation services in the community?
Eligibility records are maintained in CTC’s scheduling database or at CTC office.

Call Intake – To what extent is transportation coordinated to ensure that a user can reach a
Reservationist on the first call?
Call hold time is monitored by the CTC and LB. Users call one number for all communication with
CTC office. Calls are distributed through automated phone system.
Reservations – What is the reservation process? How is the duplication of a reservation
prevented?
Reservations are accepted up to 14, but no less than two days in advance of trip. Same day trips
are provided on a space available basis. Clients with regular, recurring appointments are
encouraged to establish subscription service which schedules their trips automatically for a
specific period of time. Reservations are maintained in scheduling database which helps to
prevent duplicate reservations.
Trip Allocation – How is the allocation of trip requests to providers coordinated?
CTC is sole source provider for door-to-door service with occasional back-up same-day trips
provided by taxi only when necessary.
Scheduling – How is the trip assignment to vehicles coordinated?
Trips are assigned to routes using an automated scheduling system. Trips are assigned to routes
at the time a reservation is made; routes are then reviewed and changed as necessary the day
before the trip is provided.
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Transport – How are the actual transportation services and modes of transportation
coordinated?
CTC staff determine appropriate mode of transportation based on client’s ability. Clients are
required to complete a written application to document disability preventing use of transit. The
transit agency and Medicaid NET provider share information with CTC on client eligibility for mode
of transportation.
Dispatching – How is the real time communication and direction of drivers coordinated?
Drivers send and receive information to and from dispatch on Mobile Data Terminals (MDTs) or via
push-to-talk radios.
General Service Monitoring – How is the overseeing of transportation operators
coordinated?
No contract operators.

Daily Service Monitoring – How are real-time resolutions to trip problems coordinated?
Drivers contact dispatch to report problems which are then handled by dispatch, driver supervisors
and/or reservations staff. Clients call main phone number and reach customer service rep or
reservationists who will work with them to resolve same-day issues.

Trip Reconciliation – How is the confirmation of official trips coordinated?
Driver manifests are reviewed and “checked-in” to the computer system by accounting staff. MDTs
record actual pick-up/drop-off times, odometers and location.
Billing – How is the process for requesting and processing fares, payments, and
reimbursements coordinated?
All billing and payments are processed by the accounting section. Clients and agencies are billed
monthly based on data in the scheduling database.
Reporting – How is operating information reported, compiled, and examined?
Operating information is produced from the scheduling database and other resources (ex: Fleet
Maintenance) as needed. Requested data is reported to the LCB at each meeting.
Cost Resources – How are costs shared between the coordinator and the operators (s) in
order to reduce the overall costs of the coordinated program?
No contract operators.
Information Resources – How is information shared with other organizations to ensure
smooth service provision and increased service provision?
Information is typically shared with other organizations, such as local Medicaid NET provider or
HARTline, when there are specific questions or a request for information.

Revised June 2006

C-28

Overall – What type of formal agreement does the CTC have with organizations, which
provide transportation in the community?
The CTC has Coordination Contracts with other agencies which provide transportation.
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Commission for the Transportation Disadvantaged
Glossary of Terms and Abbreviations
The following glossary is intended to coordinate terminology within the Florida
Coordinated Transportation System. It is imperative that when certain words or
phrases are used, the definition must be universally acknowledged.
Accidents: when used in reference to the AOR, the total number of reportable accidents that
occurred whereby the result was either property damage of $1000.00 or more, or personal injury
that required evacuation to a medical facility, or a combination of both.
(AER) Actual Expenditure Report: an annual report completed by each state member agency and
each official planning agency, to inform the Commission in writing, before September 15 of each
year, of the specific amount of funds the agency expended for transportation disadvantaged
services.
Advance Reservation Service: shared or individual paratransit service that is readily delivered
with at least prior day notification, seven days a week, 24 hours a day.
Agency: an official, officer, commission, authority, council, committee, department, division,
bureau, board, section, or any other unit or entity of the state or of a city, town, municipality, county,
or other local governing body or a private non-profit transportation service providing entity.
(ADA) Americans with Disabilities Act: a federal law, P.L. 101-336, signed by the President of
the United States on July 26, 1990 providing protection for persons with disabilities.
Alternative Transportation Provider: Those specific transportation services that are approved by
rule or the Commission as a service that is not normally arranged by the Community Transportation
Coordinator but is provided by the purchasing agency.
(AOR) Annual Operating Report: an annual report prepared by the community transportation
coordinator detailing its designated service area operating statistics for the most recent operating
year.
(APR) Annual Performance Report: an annual report issued by the Commission for the
Transportation Disadvantaged that combines all the data submitted in the Annual Operating
Reports and the CTD Annual Report.
(ASE) Automotive Service Excellence: a series of tests that certify the skills of automotive
technicians in a variety of maintenance areas.
Availability: a measure of the capability of a transportation system to be used by potential riders,
such as the hours the system is in operation, the route spacing, the seating availability, and the
pick-up and delivery time parameters.
Bus: any motor vehicle designed for carrying more than 10 passengers and used for the
transportation of persons for compensation.
Bus Lane: a street or highway lane intended primarily for buses, either all day or during specified
periods, but used by other traffic under certain circumstances.
Bus Stop: a waiting, boarding, and disembarking area usually designated by distinctive signs and
by curbs or pavement markings.
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(CUTR) Center for Urban Transportation Research: a research group located at the University of
South Florida's College of Engineering.
(CMBE) Certified Minority Business Enterprise: any small business concern which is organized
to engage in commercial transactions and is domiciled in Florida with at least 51 percent owned by
minority persons and whose management and daily operations are controlled by such persons.
These businesses should be certified the Florida Department of Management Services.
Chapter 427, Florida Statutes: the Florida statute establishing the Commission for the
Transportation Disadvantaged and prescribing its duties and responsibilities.
Commendation: any documented compliment of any aspect of the coordinated system, including
personnel, vehicle, service, etc.
(CDL) Commercial Driver's License: a license required if a driver operates a commercial motor
vehicle, including a vehicle that carries 16 or more passengers (including the driver), or a vehicle
weighing more than 26,000 pounds.
Commission: the Commission for the Transportation Disadvantaged as authorized in Section
427.013, Florida Statutes.
(CTD) Commission for the Transportation Disadvantaged: an independent agency created in
1989 to accomplish the coordination of transportation services provided to the transportation
disadvantaged. Replaced the Coordinating Council on the Transportation Disadvantaged.
(CTC) Community Transportation Coordinator: (formerly referred to as "coordinated community
transportation provider") a transportation entity competitively procured or recommended by the
appropriate official planning agency and local Coordinating Board and approved by the
Commission, to ensure that safe, quality coordinated transportation services are provided or
arranged in a cost effective manner to serve the transportation disadvantaged in a designated
service area.
Competitive Procurement: obtaining a transportation operator or other services through a
competitive process based upon Commission-approved procurement guidelines.
Complaint: any documented customer concern involving timeliness, vehicle condition, quality of
service, personnel behavior, and other operational policies.
Complete (or Full) Brokerage: type of CTC network in which the CTC does not provide any onstreet transportation services itself, but contracts with transportation operators or coordination
contractors for the delivery of all transportation services.
Coordinated Transportation System: includes the CTC, the transportation operators and
coordination contractors under contract with the CTC, the official planning agency, and local
Coordinating Board involved in the provision of service delivery to the transportation disadvantaged
within the designated service area.
Coordinated Trips: passenger trips provided by or arranged through a CTC.
Coordinating Board: an entity in each designated service area composed of representatives who
provide assistance to the community transportation coordinator relative to the coordination of
transportation disadvantaged services.
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Coordination: the arrangement for the provision of transportation services to the transportation
disadvantaged in a manner that is cost effective, safe, efficient, and reduces fragmentation and
duplication of services. Coordination is not the same as total consolidation of transportation
disadvantaged services in any given service area.
Coordination Contract: a written contract between the community transportation coordinator and
an agency who receives transportation disadvantaged funds and performs some, if not all of, its
own services, as well as services to others, when such service has been analyzed by the CTC and
proven to be a safer, more effective and more efficient service from a total system perspective. The
Commission's standard contract reflects the specific terms and conditions that will apply to those
agencies who perform their own transportation, as well as joint utilization and cost provisions for
transportation services to and from the coordinator.
Co-Pay: the amount the consumer pays for a sponsored or a non-sponsored trip.
Deadhead: the miles or hours that a vehicle travels when out of revenue service. From dispatch
point to first pick-up, and from last drop-off to home base, or movements from home base to
maintenance garage or fuel depot, and return.
Demand Response: a paratransit service that is readily delivered with less than prior day
notification, seven days a week, 24 hours a day. This service can be either an individual or a
shared ride.
Designated Service Area: a geographical area subject to approval by the Commission, which
defines the community where coordinated transportation services will be provided to the
transportation disadvantaged.
Disabled Passenger: anyone with a physical or mental impairment that substantially limits at least
one of the major life activities (i.e., caring for one's self, walking, seeing, hearing, speaking,
learning).
Dispatcher: the person responsible for having every scheduled run leave the yard or garage on
time and maintain a schedule, matching the work force with the workload on a minute-by-minute
basis. In demand-response transportation, the person who assigns the customers to vehicles and
notifies the appropriate drivers.
Driver Hour: the period of one hour that a person works whose main responsibility is to drive
vehicles.
Economies of Scale: cost savings resulting from combined resources (e.g., joint purchasing
agreements that result in a lower cost per gallon or quantity discount for fuel).
Effectiveness Measure: a performance measure that indicates the level of consumption per unit of
output. Passenger trips per vehicle mile are an example of an effectiveness measure.
Efficiency Measure: a performance measure that evaluates the level of resources expended to
achieve a given level of output. An example of an efficiency measure is operating cost per vehicle
mile.
Emergency: any occurrence, or threat thereof, whether accidental, natural or caused by man, in
war or in peace, which results or may result in substantial denial of services to a designated service
area for the transportation disadvantaged.
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Emergency Fund: transportation disadvantaged trust fund monies set aside to address emergency
situations and which can be utilized by direct contract, without competitive bidding, between the
Commission and an entity to handle transportation services during a time of emergency.
Employees: the total number of persons employed in an organization.
Fixed Route: (also known as Fixed Route/Fixed Schedule) service in which the vehicle (s)
repeatedly follows a consistent time schedule and stopping points over the same route, whereby
such schedule, route or service is not at the users request (e.g. conventional city bus, fixed guide
way).
(FAC) Florida Administrative Code: a set of administrative codes regulating the state of Florida.
(FCTS) Florida Coordinated Transportation System: a transportation system responsible for
coordination and service provisions for the transportation disadvantaged as outlined in Chapter 427,
Florida Statutes.
(FS) Florida Statutes: the laws governing the state of Florida.
(FTE) Full Time Equivalent: a measure used to determine the number of employees based on a
40-hour workweek. One FTE equals 40 work hours per week.
(FAC) Fully Allocated Costs: the total cost, including the value of donations, contributions, grants
or subsidies, of providing coordinated transportation, including those services which are purchased
through transportation operators or provided through coordination contracts.
General Trips: passenger trips by individuals to destinations of their choice, not associated with
any agency program.
Goal: broad conditions that define what the organization hopes to achieve.
Grievance: a formal grievance is a written complaint to document any concerns or an unresolved
service complaint regarding the operation or administration of TD services by the transportation
operator, CTCC, DOPA or LCB.
Grievance Process: a formal plan that provides a channel for the adjustment of grievances through
discussions at progressively higher levels of authority, culminating in mediation, if necessary.
Group Trip: a trip with more than one passenger.
HIPAA: Health Insurance Portability and Accountability Act of 1996
Individual Trip: a trip with only one passenger.
In Service: the time a vehicle begins the route to provide transportation service to the time the
route is completed.
In-Take Clerk/Reservationist: an individual whose primary responsibility is to accept requests for
trips, enter dates on requests, determine eligibility and provide customer service.
Latent Demand: demand that is not active (i.e., the potential demand of persons who are not
presently in the market for a good or service).
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Limited Access: the inability of a vehicle, facility or equipment to permit entry or exit to all persons,
and lack of accessibility of vehicle, facility or other equipment.
Load Factor: the ratio of use to capacity of equipment or a facility during a specified time.
Local Government: an elected and/or appointed public body existing to coordinate, govern, plan,
fund, and administer public services within a designated, limited geographic area of the state.
Local Government Comprehensive Plan: a plan that meets the requirements of Sections
163.3177 and 163.3178, Florida Statutes.
(LCB) Local Coordinating Board: an entity in each designated service area composed of
representatives appointed by the official planning agency. Its purpose is to provide assistance to
the community transportation coordinator concerning the coordination of transportationdisadvantaged services.
(MIS) Management Information System: the mechanism that collects and reports key operating
and financial information for managers on a continuing and regular basis.
(MOA) Memorandum of Agreement: the state contract included in the transportation
disadvantaged service plan for transportation disadvantaged (TD) services purchased by federal,
state, or local government TD funds. This agreement is between the Commission and the CTC and
recognizes the CTC as being responsible for the arrangement of the provision of TD services for a
designated service area.
(MPO) Metropolitan Planning Organization: the area-wide organization responsible for
conducting the continuous, cooperative and comprehensive transportation planning and
programming in accordance with the provisions of 23 U.S.C. s. 134, as provided in 23 U.S.C. s.
104(f)(3). Also serves as the official planning agency referred to in Chapter 427, F.S.
Network type: describes how a community transportation coordinator provides service, whether as
a complete brokerage, partial brokerage, or sole provider.
Non-coordinated Trip: a trip provided by an agency, entity, or operator who is in whole or in part
subsidized by local, state, or federal funds, and who does not have coordination/operator contract
with the community transportation coordinator.
Nonsponsored Trip: transportation disadvantaged services that are sponsored in whole by the
Transportation Disadvantaged Trust Fund.
Objective: specific, measurable conditions that the organization establishes to achieve its goals.
Off Peak: a period of day or night during which travel activity is generally low and a minimum of
transit service is operated.
On-Time Performance: the efficiency of an operator at picking-up and dropping off a client.
(OPA) Official Planning Agency: the official body or agency designated by the Commission to
fulfill the functions of transportation disadvantaged planning. The Metropolitan Planning
Organization shall serve as the planning agency in areas covered by such organizations.
Operating Cost: the sum of all expenditures that can be associated with the operation and
maintenance of the system during the particular period under consideration.
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Operating Cost per Driver Hour: operating costs divided by the number of driver hours, a
measure of the cost efficiency of delivered service.
Operating Cost per Vehicle Mile: operating costs divided by the number of vehicle miles, a
measure of the cost efficiency of delivered service.
Operating Environment: describes whether the community transportation coordinator provides
service in an urban or rural service area.
Operating Expenses: sum of all expenses associated with the operation and maintenance of a
transportation system.
Operating Revenues: all revenues and subsidies utilized by the operator in the provision of
transportation services.
Operating Statistics: data on various characteristics of operations, including passenger trips,
vehicle miles, operating costs, revenues, vehicles, employees, accidents, and roadcalls.
Operator: an organization that provides transportation in the coordinated system.
Operator Contract: a written contract between the community transportation coordinator and a
transportation operator to perform transportation services.
Organization Type: describes the structure of a community transportation coordinator, whether it is
a private-for- profit, private non-profit, government, quasi-government, or transit agency.
Paratransit: elements of public transit that provide service between specific origins and destinations
selected by the individual user with such service being provided at a time that is agreed upon
between the user and the provider of the service. Sedans, vans, buses, and other vehicles provide
Paratransit services.
Partial Brokerage: type of CTC network in which the CTC provides some of the on-street
transportation services and contracts with one or more other transportation operators, including
coordination contractors, to provide the other portion of the on-street transportation disadvantaged
services, including coordination contractors
Passenger Miles: a measure of service utilization, which represents the cumulative sum of the
distances ridden by each passenger. This is a duplicated mileage count. For example: If 10
people ride together for 10 miles, there would be 100 passenger miles.
Passenger Trip: a unit of service provided each time a passenger enters the vehicle, is
transported, and then exits the vehicle. Each different destination would constitute a passenger trip.
This unit of service is also known as a one-way passenger trip.
Passenger Trips per Driver Hour: a performance measure used to evaluate service effectiveness
by calculating the total number of passenger trips divided by the number of driver hours.
Passenger Trips per Vehicle Mile: a performance measure used to evaluate service
effectiveness by calculating the total number of passenger trips divided by the number of vehicle
miles.
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Performance Measure: statistical representation of how well an activity, task, or function is being
performed. Usually computed from operating statistics by relating a measure of service output or
utilization to a measure of service input or cost.
Potential TD Population: (formerly referred to as TD Category I) includes persons with
disabilities, senior citizens, low-income persons, and high risk or at risk children. These persons
are eligible to receive certain governmental and social service agency subsidies for program-related
trips.
Program Trip: a passenger trip supplied or sponsored by a human service agency for transporting
clients to and from a program of that agency (e.g., sheltered workshops, congregate dining, and job
training).
Public Transit: means the transporting of people by conveyances or systems of conveyances
traveling on land or water, local or regional in nature, and available for use by the public. Public
transit systems may be governmental or privately owned. Public transit specifically includes those
forms of transportation commonly known as paratransit.
Purchased Transportation: transportation services provided for an entity by a public or private
transportation provider based on a written contract.
(RFB) Request for Bids: a competitive procurement process.
(RFP) Request for Proposals: a competitive procurement process.
(RFQ) Request for Qualifications: a competitive procurement process.
Reserve Fund: transportation disadvantaged trust fund monies set aside each budget year to
insure adequate cash is available for incoming reimbursement requests when estimated revenues
do not materialize.
Revenue Hours: total vehicle hours used in providing passenger transportation, excluding
deadhead time.
Revenue Miles: the total number of paratransit service miles driven while TD passengers are
actually riding on the vehicles. This figure should be calculated from first passenger pick-up until
the last passenger drop-off, excluding any breaks in actual passenger transport. For example: if 10
passengers rode 10 miles together, there would be 10 revenue miles.
Ridesharing: the sharing of a vehicle by clients of two or more agencies, thus allowing for greater
cost efficiency and improved vehicle utilization.
Roadcall: any in-service interruptions caused by failure of some functionally necessary element of
the vehicle, whether the rider is transferred or not. Roadcalls exclude accidents.
Rule 41-2, F.A.C.: the rule adopted by the Commission for the Transportation Disadvantaged to
implement provisions established in Chapter 427, F.S.
Scheduler: a person who prepares an operating schedule for vehicles on the basis of passenger
demand, level of service, and other operating elements such as travel times or equipment
availability.
Shuttle: a transit service that operates on a short route, or in a small geographical area, often as
an extension to the service of a longer route.
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Sole Source: (also referred to as Sole Provider) network type in which the CTC provides all of the
transportation disadvantaged services.
Sponsored Trip: a passenger trip that is subsidized in part or in whole by a local, state, or federal
government funding source (not including monies provided by the TD Trust Fund).
Standard: something established by authority, custom, or general consent as a model or example.
Stretcher Service: a form of non-emergency paratransit service whereby the rider is transported on
a stretcher, litter, gurney, or other device that does not meet the dimensions of a wheelchair as
defined in the Americans with Disabilities Act.
Subscription Service: a regular and recurring service in which schedules are prearranged, to
meet the travel needs of riders who sign up for the service in advance. The service is characterized
by the fact that the same passengers are picked up at the same location and time and are
transported to the same location, and then returned to the point of origin in the same manner.
(SSPP) System Safety Program Plan: a documented organized approach and guide to
accomplishing a system safety program set forth in Florida Rule 14-90.
Total Fleet: this includes all revenue vehicles held at the end of the fiscal year, including those in
storage, emergency contingency, awaiting sale, etc.
(TQM) Total Quality Management: a management philosophy utilizing measurable goals and
objectives to achieve quality management practices.
Transportation Alternative: those specific transportation services that are approved by rule to be
acceptable transportation alternatives, and defined in s. 427.018, F. S
(TD) Transportation Disadvantaged: those persons, including children as defined in s. 411.202
F.S., who because of physical or mental disability, income status, or inability to drive due to age or
disability are unable to transport themselves or to purchase transportation and have no other form
of transportation available. These persons are, therefore, dependent upon others to obtain access
to health care, employment, education, shopping, or medically necessary or life-sustaining
activities.
Transportation Disadvantaged Funds: any local government, state or available federal funds that
are for the transportation of the transportation disadvantaged. Such funds may include, but are not
limited to, funds for planning, Medicaid transportation, transportation provided pursuant to the ADA,
administration of transportation disadvantaged services, operation, procurement and maintenance
of vehicles or equipment, and capital investments. Transportation disadvantaged funds do not
include funds expended by school districts for the transportation of children to public schools or to
receive service as a part of their educational program.
Transportation Disadvantaged Population: (formerly referred to as TD Category II) persons,
including children, who, because of disability, income status, or inability to drive due to age or
disability are unable to transport themselves.
TDSP) Transportation Disadvantaged Service Plan: a three-year implementation plan, with
annual updates developed by the CTC and the planning agency, which contains the provisions of
service delivery in the coordinated
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Transportation Disadvantaged Trust Fund: a fund administered by the Commission for the
Transportation Disadvantaged in which all fees collected for the transportation disadvantaged
program shall be deposited. The funds deposited will be appropriated by the legislature to the
Commission to carry out the Commission's responsibilities. Funds that are deposited may be used
to subsidize a portion of a transportation-disadvantaged person's transportation costs, which are not
sponsored by an agency.
Transportation Operator: a public, private for profit, or private non-profit entity engaged by the
community transportation coordinator to provide service to the transportation disadvantaged
pursuant to an approved coordinated transportation system transportation disadvantaged service
plan.
Transportation Operator Contract: the Commission's standard coordination/operator contract
between the community transportation coordinator and the transportation operator that outlines the
terms and conditions for any services to be performed.
Trend Analysis: a common technique used to analyze the performance of an organization over a
period.
Trip: the pick-up and drop-off of a rider.
Trip Priorities: various methods for restricting or rationing trips.
Trip Sheet: a record kept of specific information required by ordinance, rule or operating procedure
for a period of time worked by the driver of a public passenger vehicle in demand-response service
(driver log).
(UPHC) Unduplicated Passenger Head Count: the actual number of people that were provided
paratransit transportation services, not including personal care attendants, non-paying escorts, or
persons provided fixed
Unmet Demand: the number of trips desired but not provided because of insufficient service
supply
Urbanized Area: a city (or twin cities) that has a population of 50,000 or more (central city) and
surrounding incorporated and unincorporated areas that meet certain criteria of population size of
density.
(USDHHS) U.S. Department of Health and Human Services: a federal agency regulating health
and human
(USDOT) U.S. Department of Transportation: a federal agency regulating the transportation field.
Van Pool: a prearranged ride-sharing service in which a number of people travel together on a
regular basis in a van. Vanpools are commonly a company-sponsored van that has a regular
volunteer driver.
Vehicle Inventory: an inventory of vehicles used by the CTC, transportation operators, and
coordination contractors for the provision of transportation disadvantaged services.
Vehicle Miles: the total distance traveled by revenue vehicles, including both revenue miles and
deadhead miles.

Revised June 2006

C-38

Vehicle Miles per Vehicle: a performance measure used to evaluate resource utilization and rate
of vehicle depreciation, calculated by dividing the number of vehicle miles by the total number of
vehicles.
Vehicles: number of vehicles owned by the transit agency that are available for use in providing
services.
Volunteers: individuals who do selected tasks for the community transportation coordinator or its
contracted operator, for little or no compensation.
Will-Calls: these are trips that are requested on a demand response basis, usually for a return trip.
The transportation provider generally knows to expect a request for a will-call trip, but can not
schedule the trip in advance because the provider does not know the exact time a passenger will
call to request his/her trip.
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