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EVALUATION INFORMATION

INTRODUCTION AND BRIEFING:

The evaluation of the Sumter County Community Transportation Coordinator (CTC) is conducted
annually by the Transportation Disadvantaged Coordinating Board (TDCB) with the guidance of the
Lake~Sumter Metropolitan Planning Organization (MPO) staff.

The Sumter County Board of County Commissioners is the designated CTC for Sumter County. The
mission of the Sumter County CTC is:

To ensure all citizens of Sumter County professional, efficient, and cost-effective
transportation services. Sumter County will provide safe, clean, comfortable, and
economical transportation; and be alert to citizen needs and prepare for those needs in
a timely manner.

The purpose of the annual review is to evaluate the CTC's performance. The evaluation ensures
quality of service is being obtained and that it is being provided in the most cost effective, efficient,
and unduplicated manner. The evaluation also ensures that all requirements are met in providing
provision of any services by operators and coordination contractors in the coordinated system.

The evaluation was conducted utilizing the Commission for the Transportation Disadvantaged CTC
Evaluation Workbook. The workbook outlines the formal process for evaluation of the CTC. The
evaluation addresses the following areas:

Entrance Interview Questions

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

Monitoring of contractors

Surveys: Riders, Contractors and Purchasing Agencies

On site observation and bus rides

e Driver files and TD eligibility applications

¢ Recommendations/Commendations

The evaluation report and recommendations to the CTC were presented by the CTC Evaluation
Subcommittee at the May 10, 2016 TDCB meeting. The final workbook with the
recommendations/commendations will be transmitted to the Florida Commission for the Transportation
Disadvantaged and the Sumter County CTC by MPO staff. The CTC will forward a status report to the
TDCB within 30 working days. The TDCB will continue utilizing the use of quarterly surveys and on
site observations to assist with evaluating the CTC’s performance.
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ENTRANCE INTERVIEW QUESTIONS

Using the APR, Compile this information:

1. OPERATING ENVIRONMENT:

2. ORGANIZATION TYPE:

3. NETWORK TYPE:

X RURAL .

. PRIVATE-FOR-PROFIT
- PRIVATE NON-PROFIT

X  GOVERNMENT

URBAN

- TRANSPORTATION AGENCY

- SOLE PROVIDER

- PARTIAL BROKERAGE

X COMPLETE BROKERAGE

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

Ride Right. LLC

5. NAME THE GROUPS THAT YOUR COMPANY HAS COORDINATION CONTRACTS WITH:
Sumter County Association of Retarded Citizens (SCARC)

6. NAME THE ORGANIZATIONS AND AGENCIES THAT PURCHASE SERVICE FROM THE CTC
AND THE PERCENTAGE OF TRIPS EACH REPRESENTS?
(Recent APR information may be used)

Name of Agency % of Trips Name of Contact Telephone Number
Sumter County Youth Ctr. 17.5% Della Baushley, Director 352-568-8722
Mid Florida Community 81% | Mat Kine 352-793-5711
Services
Medicaid 0.7% Bill Hearndon 850-410-5713
Commission for
Transportation 20.3% Bill Hearndon 850-410-5713
Disadvantaged
Floriaa Department of 24.3% | Jo Santiago 407-482-7875
Transportation
Local Government 29.19% | Bracley Amola, County 352-689-4400

Administrator
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7. REVIEW AND DISCUSS TD HELPLINE CALLS:

Number of calls

Closed Cases

Unsolved Cases

Cost

Medicaid

Quality of Service

Service Availability

Toll Permit

Other-Looking for information
only

Findings: None

Recommendations: N/A

GENERAL QUESTIONS
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COMPLIANCE WITH CHAPTER 427, F.S.

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

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

Reviews are conducted annually.

CTC/CONTRACTOR INSPECTIONS

SCARC LIFESTREAM RIDE RIGHT DASH LEOPARD
NEXT REVIEW 06/16/2016 04/14/2016
COMPLETED 3/25/2015 07/28/2015
COMPLETED 6/28/2013 * 8/15/2014
COMPLETED 3/8/2012 6/12/2013 6/19/2013
COMPLETED 4/26/2011 3/23/2012 5/17/2012
COMPLETED 4/5/2010 4/26/2011 4/22/2011 | 4/26/2011
COMPLETED 7/28/2009 4/1/2010 3/30/2010
COMPLETED 4/10/2008 5/18/2009 5/1/2009
COMPLETED 4/16/2008 5/28/2008
* Contract with Lifestream ended on 04/30/2014.

Is a written report issued to the operator? X Yes - No

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

WHAT TYPE OF MONITORING DOES THE CTC PERFORM ON ITS COORDINATION CONTRACTORS
AND HOW OFTEN IS IT CONDUCTED?
Reviews are conducted annually in compliance with FAC CH 14-90.

Is a written report issued? X Yes " No

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

WHAT ACTION IS TAKEN IF A CONTRACTOR RECEIVES AN UNFAVORABLE REPORT?
A follow-up inspection will be given in 6 months and a deadline of compliance on unfavorable
issues that were identified during the annual inspection.

IS THE CTC IN COMPLIANCE WITH THIS SECTION? X Yes - No

ASK TO SEE DOCUMENTATION OF MONITORING REPORTS. DOCUMENTATION WAS
PROVIDED.
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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 CTC currently does not use school buses in the Coordinated System.

Rule 41-2.012(5)(b): "4s 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?

The public transit in Sumter County is the deviated fixed routes that traverse the County from
Wildwood to Webster, providing stops at medical facilities including Langley Health Services. SCT
encourages the use of public transit for riders who can ride the shuttle system. In order to

accommodate the public, the shuttles are allowed to deviate off the route up to % of a mile with a
prior reservation.

IS THERE A GOAL FOR TRANSFERRING PASSENGERS FROM PARATRANSIT TO TRANSIT?
. Yes X No

If YES, what is the goal?

Is the CTC accomplishing the goal? * Yes * No

IS THE CTC IN COMPLIANCE WITH THIS REQUIREMENT? N/A

Comments: The shuttle routes provided 7.4% of the trips for Sumter County.
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GENERAL QUESTIONS

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

1. DESIGNATION DATE OF CTC: Last signed MOA is effective from 07/01/2013 — 06/30/2018

2. WHAT IS THE COMPLAINT PROCESS? The complaint process is included in the TDSP pages
64-65

The CTC and TDCB are responsible for developing and implementing service complaint and grievance
procedures. Service complaints are handled by the CTC. If the complaint cannot be resolved by the
CTC, the complaint will become a grievance. A grievance is defined as an unresolved service complaint
regarding the operation or administration of services. The TDCB has established policy and procedures
to deal with grievances. It is the intent of the CTC to encourage the resolution of service complaints
before it escalates to a grievance.

Service complaints can be defined as customer incidents or concerns normally involving some
operational aspect of daily service. These include, but are not limited to:

- Late pickup and drop off

- No show by transportation operator
- No show by client

- Client behavior

- Driver behavior

- Passenger discomfort

- Service denial

Service complaints are telephoned or mailed in a letter to the CTC. Each vehicle has a poster,
prominently displayed, which advertises the appropriate phone number for patrons to call with
concerns. Once a complaint is received, a complaint/response form (Appendix B) is filled out by the
CTC with an appropriate cover letter. The completed complaint form with cover letter is given to the
applicable transportation provider. A copy is retained by the CTC for follow up.

The transportation provider will inmediately investigate the complaint to determine the appropriate
response. The provider is responsible for responding, in writing to the CTC, to the complainant within
72 hours from receipt of notification. The provider must ensure the response clearly addresses the
complaint. Complaints which are found to be invalid or baseless must still be responded to.

Following recelpt of the response, the CTC will review and complete the applicable portion of the
complaint/response form. If a service complaint evolves into an unresolved complaint (grievance), the
complainant should be requested to demonstrate their concern in writing as clearly as possible.
Grievances are then heard by the TDCB.

Local Coordinating Board Grievance Procedures - See Appendix B

IS THIS PROCESS IN WRITTEN FORM? X Yes - No
(Make a copy and include in folder)
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10.

11.

12.

Is the process being used? X Yes - No

DOES THE CTC HAVE A COMPLAINT FORM? X Yes " No
(Make a copy and include in folder)

DOES THE COMPLAINT FORM INCORPORATE ALL ELEMENTS OF THE CTD'S UNIFORM

SERVICE REPORTING GUIDEBOOK?
X Yes " No

DOES THE FORM HAVE A SECTION FOR RESOLUTION OF THE COMPLAINT?
X Yes " No

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

IS A SUMMARY OF COMPLAINTS GIVEN TO THE LCB ON A REGULAR BASIS?
X Yes - No

WHEN IS THE DISSATISFIED PARTY REFERRED TO THE TD HELPLINE?

The dissatisfied party is sent to the TD Helpline once the complaint can not be resolved
between the CTC and the dissatisfied party.

WHEN A COMPLAINT IS FORWARDED TO YOUR OFFICE FROM THE OMBUDSMAN

PROGRAM, IS THE COMPLAINT ENTERED INTO THE LOCAL COMPLAINT FILE/PROCESS?
X Yes " No

If no, what is done with the complaint?

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

X Yes - No If yes, what type? Passenger Guide and Brochure

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

X Yes " No

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

X Yes - No
WHAT IS YOUR ELIGIBILITY PROCESS FOR TD RIDERS/ BENEFICIARIES?

All TD riders are required to complete a Transportation Disadvantaged Eligibility
Application. Once the application is received, the application is approved or denied within 7
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days. Eligibility Requirements for Transportation Disadvantaged are as follows:

Customer has a physical or mental disability, as specified in the Americans with Disabilities
Act (ADA); or

Sumter County residents under age 19 and over the age of 60, or

Individuals and households with income status of less than 200% of the Federal poverty
level as indicated in the chart below; or

No other funding agency is responsible for a passenger’s transportation,; or
The customer is unable to provide their own transportation.

MPO staff verified the following passengers from March 16,2016 manifest had an Eligibility
Application on file:

TD Eligibility Verification
Name of Client Address of client Date of Ride Application on
File?

C. Barclay 9236 CR 241 3/16/16 Yes

Wildwood

800 Kilgore Street 3/16/16 Yes
J. Binion Wildwood

5136 CR 163 3/16/16 Yes
B. Canaday Wildwood

413 S Pine Street 3/16/16 Yes
C Davis Wildwood

418 S Pine Street 3/16/16 Yes
M Edwards Wildwood

20102 Sandalwood Drive | 3/16/16 Yes
M Gardner Wildwood

505 York Street 3/16/16 Yes
K Martin Wildwood
A Moss 4890 SW 118 Ave 3/16/16 Yes

Webster
G Spencer 4485 CR 476 3/16/16 Yes

Bushnell
W Wells 1568 NW Street 3/16/16 Yes

Bushnell

13. WHAT INNOVATIVE IDEAS HAVE YOU IMPLEMENTED IN YOUR COORDINATED SYSTEM?

Cancellation numbers are given and are used in case of an accidental no show.
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14.  ARE THERE ANY AREAS WHERE COORDINATION CAN BE IMPROVED?
Medicaid Trips
15. WHAT BARRIERS ARE THERE TO THE COORDINATED SYSTEM?
Passengers with Medicaid are having to use two different systems for their transportation.

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

None

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

Florida Department of Transportation
18. HOW ARE YOU MARKETING THE VOLUNTARY DOLLAR?

No marketing is being done for the Voluntary Dollar.

GENERAL QUESTIONS
Findings: None

Recommendations: N/A
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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 per person and $200,000 per incident

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

$1,000,000 per person and $2,000,000 per incident (Ride Right)
$100,000 per person and $200,000 per incident (SCARC)

HOW MUCH DOES THE INSURANCE COST (per operator)?

Operator Insurance Cost
SCARC $31,615.00
Ride Right, LLC $69,724.23
Sumter County BOCC $8,393.00
(Liability Coverage Only)

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

X Yes - No

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

IS THE CTC IN COMPLIANCE WITH THIS SECTION? X Yes - No
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COMPLIANCE WITH 41-2, F.A.C.

Compliance with 41-2.006(2), Safety Standards.

"...shall ensure the purchaser that their operations and services are in compliance with the
safety requirements as specified in Section 341.061(2)(a), F.S. and 14-90, F.A.C.”

Date of last SSPP Compliance Review July 2015, Obtain a copy of this review.

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

IS THE CTC IN COMPLIANCE WITH THIS SECTION? X Yes "No

ARE THE CTC CONTRACTED OPERATORS IN COMPLIANCE WITH THIS SECTION?
X Yes "No

DRIVER REQUIREMENT CHART
Sample Size: 1-20 Drivers — 50-100% 21-100 Drivers — 20-50% 100+ Drivers — 5-10%

Driver Last Driver Last CPR/1%t Aid | Defensive ADA Other
Name License Physical Driving Training Safety
Expiration Meetings
Brown 2/25/20 7/21/15 4/11/16 10/15/15 5/1/15 Monthly
Dom Pierre 10/9/24 3/9/16 New hire 3/12/16 3/12/16 Monthly
3/11/16
Gould 11/3/21 8/18/15 10/15/14 10/15/15 5/1/15 Monthly
Harris 5/31/19 6/1/15 8/15/15 10/15/15 6/16/15 Monthly
Hoefle 9/3/20 11/9/15 4/10/16 11/21/15 5/1/15 Monthly
Inboden 3/1/23 3/31/16 8/9/14 10/15/15 5/1/15 Monthly
Smith 1/6/17 8/28/15 8/13/14 10/15/15 5/1/15 Monthly
Utegg 11/25/19 8/14/14 8/9/14 10/15/15 5/1/15 Monthly

MPO Staff comments:
Driver files were clearly marked and in order.

Sumter County Transit Operator holds monthly safety meetings and brings in safety experts on
varying topics.

Sumter County Transit Operator provides defensive driving training (road test) annually.
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COMPLIANCE WITH 41-2, F.A.C.

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

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

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

Cost [CTC and Coordination Contractor (CC)]

CTC CC #1 CC #2 CC #3 CC #4
Flat contract rate (s) ($ amount / N/A APD
unit)
Detail other rates as needed: (e.g. 27.91=AMB
ambulatory, wheelchair, stretcher, 37.26=WHL
out-of-county, group) 90.62=STR
48.33=GRP

Special or unigue considerations that influence costs?

Explanation:
CC #1 Bills directly to APD

2. DO YOU HAVE TRANSPORTATION ALTERNATIVES? " Yes X No

(Those specific transportation services approved by rule or the Commission as a service not normally
arranged by the Community Transportation Coordinator, but provided by the purchasing agency. Example:
a neighbor providing the trip)

IS THE CTC IN COMPLIANCE WITH THIS SECTION? X Yes - No

RULE 41-2
Findings: None

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

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

Review the TDSP for the Commission standards.

Commission Standards

Comments

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

All vehicles of the CTC shall have the local toll free phone
number for complaints or grievances as well as the TD Helpline
number clearly posted inside all vehicles.

These phone numbers are included in the brochures and
customer information packets provided by the CTC.

Vehicle Cleanliness

The interiors of CTC vehicles shall be cleaned as needed as
transportation services are being provided and after each day’s
service to ensure they remain free of dirt, grime, oil or trash
and free of damage such as torn upholstery or hazards such
as broken seats that might cause discomfort or injury to a
passenger. Also, the exteriors of CTC vehicles shall be cleaned
at least weekly or as needed.

Passenger/Trip Database

The CTC shall maintain a computer data record on each
passenger it provides or arranges transportation services for
within the coordinated system including, at a minimum, the
following information.: name, address, phone number (if
available), funding source eligibility, any special requirements
and trip history. The computer data records shall be backed
up with paper records held for a period of five (5) years. Also,
the CTC shall maintain access to subcontractor data on
passengers through contract requirements.

Adequate seating

Adequate seating will be provided for each passenger and no
more passengers than the registered passenger seating
capacity shall be scheduled or transported in a CTC or
subcontractor vehicle at any time.

Driver Identification

All drivers shall have a photo identification and shall announce
and identify themselves by name and agency in a manner
conducive to effective communication, except in situations
where the driver regularly transports the rider on a recurring
basis.
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Commission Standards

Comments

Passenger Assistance

All drivers of the CTC shall provide passengers with boarding
assistance, if necessary or requested, to the seating portion of
the vehicle. That assistance shall include opening the vehicle
door, fastening safety belts or wheelchair securement devices,
storage of mobility assistive devices, and closing the vehicle
door. If necessary and the safety of other passengers will not
be endangered, drivers shall open building doors for
passengers. Assisted access must be in a dignified manner.

Drivers may not assist passengers in wheelchairs up or down
more than one step unless that assistance can be performed
safely as determined by the passenger, guardian (if applicable)
and driver.

Smoking, Eating and Drinking

Smoking is prohibited on all vehicles used within the
coordinated system. Eating and drinking on CTC vehicles are
not permitted but exceptions are made for passengers who
need to eat or drink during their trips for medical reasons.

Two-way Communications

All CTC and subcontractor vehicles used to provide
transportation services within the coordinated system shall be
equipped with working two-way communication devices that
provide audible communications between the driver and base
at all times.

Air Conditioning/Heating

All CTC and subcontractor vehicles used to provide
transportation services within the coordinated system shall
have working air conditioners and heaters. If an air
conditioner or heater fails, the vehicle will be scheduled for
repair or replacement as soon as possible.

Billing Requirements

Billed amounts owed to subcontractors for services rendered
shall be paid by the CTC within seven (7) calendar days of the
CTC’s receipt of payment from the purchasing agency.
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COMPLIANCE WITH 41-2, F.A.C.

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

Review the TDSP for the Local standards.

Local Standards

Comments

Transport of Escorts and
dependent children policy

Passengers who because of age or disability require an escort
to ensure their well being, or the well being of others, shall be
charged the regular fare for their trips but shall be allowed an
escort at no additional charge. Dependent children, defined
here as children under fifteen (15) years of age, shall be
charged the regular fare for their trips and shall be
accompanied by an escort, individually or as a family group, at
no additional charge.

Use, Responsibility, and cost of
child restraint devices

The CTC and its subcontractors shall comply with all state laws
concerning the use of child restraint devices, particularly
Section 316.613, F.S., Child Restraint Requirements, covering
children five (5) years of age or younger. An appropriate child
restraint device shall be provided at no additional charge by
the CTC or a subcontractor when one is not provided by a
child’s caretaker. The appropriate child restraint device can
include a convertible seat in vehicles equipped with such seats.

Out-of-Service Area trips

Out-of-service-area trips include all trips outside of Sumter
County and are limited to the CTC's general service area (see
Appendix H, Map 1-16), with medical trips having priority.
Out-of-service-area trips are avallable on a 24-hour/7-day
basis subject to trip priorities, advance notification
requirements/prior scheduling and any purchasing agency
restrictions.

CPR/1st Aid

All CTC employees/operator/contracted services as applicable
are required to qualify in CPR/15t Aid within three (3) months
of employment and remain qualified in CPR thereafter.

Driver Criminal Background
Screening

The CTC shall require a criminal history background check,
through the Florida Department of Law Enforcement, and E-
Verify on all of its employees and require its subcontractors to
do the same for their drivers.
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Rider Personal Property Passenger property that can be carried by the passenger
anayor driver (maximum of thirty (30) pounds) and can be
safely stowed on a vehicle shall be allowed at no additional
charge. The amount of passenger property allowed is subject
to the following conditions due to limited space: (a) no more
than five (5) plastic grocery bags or three (3) paper grocery
bags per passenger, and (b) no more than one (1) laundry bag
per passenger (plastic bag or enclosed in plastic bag).

Advance reservation

. As indicated on page 63 of TDSP reservation trips shall require
requirements

at least 24 hours advance notification, however, a three day
advance reservation is recommended. Also, demand response
(same day) trips shall not have a prior notice requirement but
shall be provided only if they can be added to the previously
arranged schedule for the aay.

Pick-up Window As indicated on page 63 of TDSP the pickup windows for
passengers traveling to appointments shall be as follows:

To destinations within the county -- one and one-half (1& 1/2)
hours prior to their appointment time.

To destinations in counties contiguous to Sumter County -- two
(2) hours prior to their appointment time.

To destinations in counties not contiguous to Sumter County --
three (3) hours prior to their appointment time.

COMMISSION STANDARDS
Findings: None

Recommendations: N/A
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Measurable Standards/Goals

Findings: None

Recommendations: N/A

Measurable Standard/Goal Latest Figures Is the CTC/
Standards/Goals Operator
meeting the
Standard?
Public Transit Ridership /?/;AC/ RR CTCRR - 56,313 N/A
SCARC SCARC 19,962 N/A
On-time performance g;i/RR % ROR Yes
(4
The CTC uses the minimum 98.95%
standard of 92% for on time SCARC SCARC N/A
performance
) CTC/RR CTC/RR Yes
Passenger No shows <2% 369/58,313 =
The goal of the CTC is to have 007%
less than 2 t no-shows.
less than 2 percent no-shows. SCARC SCARC N/
. CTC/RR  1.4/100,000 || CTC/RR Yes
Accidents or .0014% 5/525,675 or
Accidents should not exceed .00001%
1.4 accidents per 100, 000
e - SCARC SCARC 0 Yes
CTC/RR CTC/RR Yes
I;Z:: (c::/lllss should not exceed #100,000 or .004% 1525675 =
.000025%
4/100,000 vehicle mil
4 venidle miies SCARC SCARC 0 |[res
Average age of fleet: 4 years
Complaints CTC/RR < 1% CTC/RR Yes
Complaints should not exceed /56,313 = 0%
1 percent of total passenger SCARC SCARC 0 Yes
trips. Number filed: 3
Call-Hold Time CTC/RR < 2 minutes || CTC/RR Yes
. .10 minutes
Call hold time should not
exceed 2 minutes SCARC SCARC NA
LOCAL Standards
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| ON-SITE OBSERVATION OF THE SYSTEM — |

Date of Observation: 4/13/2016 Time: 12:30 pm Bus Number: 5595
Name of Evaluator: Nancy Valenzano (MPO Staff)
Pick-up Location (Evaluator): Ride Right, Wildwood Office
1. Is driver wearing identification? Yes No
Comments: Driver was wearing a Ride Right shirt and name tag and introduced himself.

2. Is the vehicle neat and clean, and free from dirt, torn upholstery, damaged or broken seats,
protruding metal or other objects? Yes No

Comments: The vehicle was very clean, no dirt or debris. Great condition.

3. Is there a sign posted on the interior of the vehicle with both a local phone number and the TD Helpline
for comments/complaints/commendations?  Yes No

Comments: Sumter County Transit and the TD Helpline numbers were posted at the front of the bus.

4. Does the vehicle have working heat and air conditioning? Yes No

Comments: The air conditioning was working very well. Driver asked passengers if they were too cool.
5. Does the vehicle have two-way communication in good working order?  Yes No

Comments: The tablet and two way communication were both in good working condition. Driver tested.
6. Did the driver ensure the passengers were properly belted? Yes No

Comments: Driver checked to make sure all passengers including evaluator were wearing a seat belt. One
passenger could not buckle their belt, driver assisted.

7. If used, was the lift in good working order? Yes No N/A

Comments:

8. Did the driver properly use the lift and secure the passenger? Yes No N/A
Comments:

9. Is there safe and appropriate seating for all passengers? Yes No
Comments:

10.  Total number of passengers picked up/dropped off: 5
Ambulatory 5 Non-Ambulatory

11.  Was the driver on time for the pick-up and drop-off of each passenger?
**MPO staff requested a copy of manifest and verified the actuals for timeliness of each trip. The driver
was on time for all passenger pick-up and drop-off.
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Additional Comments by Evaluator:

Driver was patient with the passengers and showed concern when they needed assistance. Good driver, safe
driving skills, turned corners smoothly, stopped at railroad crossings. Driver shared he has been with SCT for 20+
years.

Passenger Comments: Passengers #1 and #2 were very happy with the service. Have been riding for 20+
years.

SUMTER COUNTY TRANSIT - BU RIDE EVALUATION FORM
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[ ON-SITE OBSERVATION OF THE SYSTEM — SUMTER COUNTY TRANSIT __ |

Date of Observation: Zf /070/ /6 Time: /0 /0O Bus Number: & O +f
(verify bus number}s posted on outside of bus)
€

Name of Evaluator: /!3&(1&( \\9 ,be\mdo/ C TC Sl - (ommitfee oo Per
Pick-up Location (Evaluator): v, Hd?@ Sumlak ( Owr\,tx() g@\ Vile (QA/GL

1. Is driver wearing identification? Yes No

Comments:

2. Is the vehicle neat and clean, and free@{l dirt, torn upholstery, damaged or broken seats,
Ye

protruding metal or other objects? No
Comments:
3. Is there a sign posted on the interior of the vehicle with both a local phone number and the TD Helpline

for comments/complaints/commendations? No

Comments:

4. Does the vehicle have working heat and air conditioning? No

Comments:
5. Does the vehicle have two-way communication in good working order? No

Comments:

6. Did the driver safely operate the tablet? No

Comments:

7 Did the driver ensure the passengers were properly belted? No

Comments:

8. If used, was the lift in good working order? Yes No
Comments:

9. Did the driver properly use the lift and secure the passenger? Yes No
Comments:

10. Is there safe and appropriate seating for all passengers? @ No

Comments:

T s TR e O S S S R L 7 0% TR L T T B R e e S e e e e e S S

SUMTER COUNTY TRANSIT - BUS RIDE EVALUATION FORM 1
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11.  Total number of passengers picked up/dropped off: L
Ambulatory >( Non-Ambulatory

12.  Was the driver on time for the pick-up and drop-off of each passenger?
**MPO staff will request a copy of manifest and verify the actuals for timeliness of each trip. If possible
please fill in the pick-up and drop-off times for each passenger. Thank you.

Passenger # Pick — up time Drop - off time
Passenger #1 10./0  am i3
Passenger #2 10 19 113
Passenger #3 /’lm/{ " h oA VG35 | “0F
Passenger #4 Aok o 19 29 1013
Passenger #5 | f1on 1D 4L, [L'0F

Passenger #6

Additional Comments by Evaluator:

Passenger Comments:

_use 4 fw\ﬁwhlhm #« meduiel ppon hoeds  @nd ﬁw/z;ahd p
7 . §

- bf.’wr\d pusitn go /Ze,Om‘J he wao +he has one « Qoec.  the ZQUf

OK)%(*P/) H’" D(J a0 gﬂ/&, ﬁ@sjéfwur ﬂz//omff 7/7&% Ntod

WIVE’ 'XQXVJ

SUMTER COUNTY TRANSIT - BUS RIDE EVALUATION FORM 2
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[ ON-SITE OBSERVATION OF THE SYSTEM — SUMTER COUNTY TRANSIT |

Date of Observation: L//?O / le Time: (O 10O Bus Number: OGO7 4 (/
[ p (verify.b ber is posted_on outside of bus)
Name of Evaluator: /Vﬂlté-txl (/ Q [e Nzan O / m f‘e)bus magr,sqp/f: —

Pick-up Location (Evaluator):d/lj[' |[ Q ﬂ[é g(,( m te & CO&& Y\’"*’ S@ oiee C@ ﬂ%pr

1. Is driver wearing identification? No

Comments:

2 Is the vehicle neat and clean, and free@irt, torn upholstery, damaged or broken seats,
Yes

protruding metal or other objects? No
Comments:

3. Is there a sign posted on the interior of the yehicle.with both a local phone number and the TD Helpline
for comments/complaints/commendations?( Yes No

commen il SigqnS posted peat l\/.

4. Does the vehicle have working heat and air conditioning? No

Comments:

5. Does the vehicle have two-way commun_ication in good working order? No
Comments:b\(.\UQ(& O,Ql[fl) Yo E(e)%(,(p&ﬂ our e
. . n b

o Socuwe K€
6. Did\Q\é\éﬁje/T sa\f“ely operate the table{? No

Comments:
7 Did the driver ensure the passengers were properly belted?@ No
Comments:

DrwlR Ackep Q#\dw PA SSE Nn
8. If used, was the lift in good working order? Yes No NOT US {)b

Comments:

9. Did the driver properly use the lift and secure the passenger? Yes No N() T (P />

Comments:
10. Is there safe and appropriate seating for all passengers? No
\N
Comments:
[ R S R R e e T T Y S T e A YR S TR I R e P

SUMTER COUNTY TRANSIT - BUS RIDE EVALUATION FORM i
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11.  Total number of passengers picked up/dropped off:

Ambulatory [/ [ /] Non-Ambulatory

12.  Was the driver on time for the pick-up and drop-off of each passenger?
**MPO staff will request a copy of manifest and verify the actuals for timeliness of each trip. If possible
please fill in the pick-up and drop-off times for each passenger. Thank you.

Passenger # Pick — up time Drop - off time
Passenger #1 01O /( (’3
Passenger #2 /O y O Y, / '/ 3
i el De LJ;(L'(’}([\I’\, IO\ e //»’I 00 JENEN
Pasienger 44 Douiation O3 ? // 07 (//"///
Passenger #5 . a.;{'.oﬂ 04l e

Passenger #6

Additional Comments by Evaluator:

2uecs Qumter COume bu s “\'[\Cul* T A0
\U\(\ £ Dine ‘\’F\Q Lo \DLHLOOD C\\Fc,t,i(p\{mr—
W S Om@prtf bearded.

XV\JQR (uAs%’LCeUQrH‘ takos 4ime B\f\\u\\\g
ond 1S o SKOU ’DmMR

Passenger Comments:

pAs.)e/nQﬁ« (om mevuté N ULses ) (c.c,/d/ofi
F Shoop /lé 1 /T)PC{/C%}/

SUMTER COUNTY TRANSIT - BUS RIDE EVALUATION FORM 2
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e ppravd

Y ‘@-q' ; L Lk ;52

M

2 2y e : P
Jame of Evaluator: ¢ 2o/ % ¢s& ¢

T ' / " y
sick-up Location (Evaluator): 'R, P e L. S i il / p o
[ /&y (o A NES VI

1; Is driver wearing identification? LYes” No
Comments:
2 Is the vehicle neat and clean, and free from dirt, torn upholstery, damaged or broken seats,

protruding metal or other objects? l(es) No

Comments:

w

Is there a sign posted on the interior of the vehicle with both a Iocal/ phone number and the TD Helpline

for comments./complaint:s/commendations7 Yes No o/ Saut<
Comments:

4. Does the vehicle have working heat and air conditioning? (Ygs  No
Comments:

5. Does the vehicle have two-way communication in good working order? \I_e/s} No
Comments:

6. Did the driver safely operate the tablet? Yes) No
o=
Comments:

7 Did the driver ensure the passengers were properly belted? Q(\/e/g No

Comments:

; = i
8. If used, was the lift in good working order? Yes @ LQQQ,/J Ry, 4 C’/L“ N’l ;
aravi ,f,;,a// oz e

Comments:*@*zﬁ'i—’fﬁ‘;’ MmAa /""",’ 'f”/r mgS TTUWARS 25k
A‘/’/’:f‘/ef_ e~ l‘({g_’

9. Did the driver properly use the lift and secure the passenger? Yes ( ’Né)
Comments:
10. Is there safe and appropriate seating for all passengers? Jg)s No

Comments: =2 ps S5 P P < -
;WFZ&"@‘,

], APR 2% ZUISJ !

!

! ==

SUMTER COUNTY TRANSIT - BUS 2IDE EVALUATION FORM '@—_/A\KF-SUI’\jTtéVI\r,”:)(-w

ee— e

CTC Evaluation Workbook
Sumter County May 10, 2016
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<)

11.  Total number of passengers picked up/dropped off: _—
Ambulatory [ Non-Ambulatory _~ (
12.  Was the driver on time for the pick-up and drop-off of each passenger?
1es
Additional Comments by Evaluator:

1Z¢ [ dr@ £ 247 AEme l 9 L ) e 0 / g o N / g xc/
7 7 V4 d

Passenger Comments:

il / / - /) e \
£/ @ ¢S NAIE & > . A € J 02 &L
Thel ’/’fj’u( sEPE a2 A L‘,'/ £auUsrly 27/ PICK e

Kldlz

FORM

SUMTER COUNTY TRANSIT - BUS RIDE EVALUATION
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7 7
Va5

Pick-up Location (Evaluator): Bon Nn\VE COW\ .

1 Is driver wearing identification? \i/es> No
Comments: -
2. Is the vehicle neat and clean, and free from dirt, torn upholstery, damaged or broken seats,
protruding metal or other objects? Yes No -
Comments:
3. Is there .2 sign posted on the interior of the vehicle with both a local phone number and the TD Helpline

for comments/complamts/commendahons’ Yes No )

Comments'

3 Does th eh cle have worklng heat and air condmonlng? Yes, No

Comments:

Does the vehicle have two-way communication in good working order? LYe\s) No
NG

Comments:

5%
Did the driver safely operate the tablet? _[Yes No

{
Comments:

Did the driver ensure the passengers were properly belted? LtYes ) No

Comments:

If used, was the lift in good working order? Qes? No

Comments:

Did the driver properly use the lift and secure the passenger? @ /\/ No
Comments:

Is there safe and appropriate seating for all passengers? _'Yes ) No

Comments:

JMTER COUNTY TRANSIT - BUS RIDE EVALUATION FORM

CTC Evaluation Workbook
Sumter County May 10, 2016
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11, Total number of passengers picked up/dropped off:
Ambulatory __— Non-Ambulatory

12.  Was the driver on time for the pick-up and drop-off of each passenger?

Additional Comments by Evaluator:

&{1/{/ft] Ci NALEA

Passenger Comments:

‘ - 72,2
q/l/fﬁdg z/w@/\ @M«’v 2N ¢ Ay

SUMTER COUNTY TRANSIT - BUS RIDE EVALUATION FORM

v

CTC Evaluation Workbook
Sumter County May 10, 2016
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—{ > o sl N

Pick-up Location (Evaluator): \’60\'\ M E OOW‘ & _ _ =5 Y

: Is driver wearing identification? \\Y;zs No o
Comments:

2 Is the vehicle neat and clean, and free frorq dirt, torn upholstery, damaged or broken seats,
protruding metal or other objects? ‘5{es / No -
(;omments:

3. Is there.a sign posted on the interior of the vehicle with both a local phone number and the TD Helpline

for comments/complaints/commendations? kYes @ '

Comments:

b Does the vehicle have working heat and air conditioning? @ " No

Comments:

Does the vehicle have two-way communication in good working order? C Yez; No

Comments:

Did the driver safely operate the tablet? @) No

Comments:

Did the driver ensure the passengers were properly belted? (_ie% No
Comments:

7
If used, was the lift in good working order? Yes No

Comments:

Did the driver properly use the lift and secure the passenger? (Yf/ No

Comments:

Is there safe and appropriate seating for all passengers? C&i No

Comments:

o

JMTER COUNTY TRANSIT - BUS RIDE EVALUATION FORM
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11.  Total number of passengers picked up/dropped off:
~) 3 %
Ambulatory 57 Non-Ambulatory /

12.  Was the driver on time for the pick-up and drop-off of each passenger?

Additional Comments by Evaluator:

Y ~ 7 L f 5 / 2 1
\‘Q I Bty ﬂ Q9 nt Z‘\ %/f 2 JNC A o L P T
T p 7

/

Passenger Comments:

\ 4 = ’//)v/

) / ( —/
,/—?{ b= [//[ ’37 ‘{@K{z»;'ﬂ_;*b e’ /C@LM(, ( G fraden _fee,

Apameet. - A
VP an O i)Ac,-L [)/K/

SUMTER COUNTY TRANSIT - BUS RIDE EVALUATION FORM
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Dz " /9 o~ o /7,’{” Yl )
Pick-up Location (Evaluator): %V\ (\(\ e OD Wk & ‘

5 Is driver wearing identification? es) No
Comments:
2 Is the vehicle neat and clean, and free from dirt, torn upholstery, damaged or broken seats,

protruding metal or other objects? &es/ No -

Comments:

3. Is there~a sign posted on the interior of the vehi e}with both a local phone number and the TD Helpline
for comments/complaints/commendations? es No

Comments:

b Does the vehicle have working heat and air conditioning? No
Comments:

Does the vehicle have two-way communication in good working order? No
Comments:

Did the driver safely operate the tablet? es\  No

Comments:

Did the driver ensure the passengers were properly belted? @ No
Comments:

If used, was the ift in good Q-;orking order? @f No

Comments:

Did the driver properly use the lift andisecure the passenger? @ No

&

Comments: |
| :
Is there safe and appropriate seating for all passengérs? No f
. Comments: . E—
1 ET |
b | | f“?“" 71 201 l
| ! | { | l‘ 3 ¥ 2 - ( !
i i ! [LAKE=SUNM VIS i
MTER COUNTY TRANSIT - BUS 21DE| EVALUATION FORM | ' i 1
! e L. 2 | — l N
1 { |
' ' |
| | | | } "
l ] l I ' | I \ I !
CTC Evaluation Workbook Page 30
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11.  Total number of passengers picked up/dropped off:
Ambulatory Non-Ambulatory _ {

12. Was the driver on time for the pick-up and drop-off of each passenger? / é 5

)

Additional Comments by Evaluator:

3 / ] - g "\7 f, | )
Jg/m) § u ZL/ZL/ e Zs /7//344%(/(3 ,Z-(J Y e \(D[//ow /%féz/( -

L=

Passenger Comments:
Decear, congitly o Coriod A} J/
DR son. £O78 ot yng o7 et Aol upae O-Zed Thitee

SUMTER COUNTY TRANSIT -~ BUS RIDE EVALUATION FORM
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?)@(\(\\Q Q()uuh\g, ord SR G385

Pick-up Location (Evaluator):

1. Is driver wearing identification? E%? No
Comments:
2. Is the vehicle neat and clean, and free from dirt, torn upholstery, damaged or broken seats,
i P by A
protruding metal or other objects? (\Yﬁj No
Comments:
3 Is there a sign posted on the interior of the vehicle with both a local phone number and the TD Helpline

for comments/complaints/commendations? ({\79 No

Comments:

b Does the vehicle have working heat and air conditioning? No

Comments:

Does the vehicle have two-way communication in good working order? ges)- No

Comments:

Did the driver safely operate the tablet? gés ) No

Comments:

Did the driver ensure the passengers were properly belted? (f;Yés No

Comments:

If used, was the lift in good working order?  (fes)  No

Comments:

Did the driver properly use the lift and secure the passenger? é{es) No

Comments:
Is there safe and appropriate seating for all passengers? (Yes ) No
[ e
Comments:
JMTER COUNTY TRANSIT - BUS RIDE EVALUATION FORM ;ﬂ[,]
CTC Evaluation Workbook Page 32
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11.  Total number of passengers picked up/dropped off:
Ambulatory 7 Non-Ambulatory _

12.  Was the driver on time for the pick-up and drop-off of each passenger?
Yes
Additional Comments by Evaluator:
/CL( O~ 19 (x202 ZZ;I" g ﬁ 7‘-“74 .Ju-lz

7 /

Passenger Comments:

Wag, — & 0 Aew m/xwm

SUMTER COUNTY TRANSIT - BUS RIDE EVALUATION FORM
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39 Responses

30 surveys mailed/ 25 surveys handed out on buses/35 phone calls

Comments & Suggestions:

I ride to the Senior Center, rides are already scheduled, no complaints.

Drivers are friendly and courteous. Dave makes sure seat belt is on properly.
We appreciate what you do.

I rate the service 10/10. It is the way to go to medical appointments,
everybody is good.

The service allows me to work. I rate the service 4/10 because of the long pick
up time for return trips.

The service takes me everywhere I want to ride. I rate the service a 10/10.
We are on a fixed income and I am thankful for this service. Do not know what
time the driver will arrive but that is not their fault. I rate the service a 10/10.
On a scale of 1-10 I rate the service a 10. I am grateful for the service. It is
how I am able to get to work.

I would not be able to go to medical appointments. All drivers are wonderful,
the service means so much to me. I rate it a 10.

I volunteer and can't drive. The service allows me to volunteer. The ride going
to the hospital is fine, the ride home takes a long time.

I am grateful for the service, I can't drive. Drivers are wonderful, service is a
10. Tonya saved my life a year ago when I fell in my driveway she took me to
the emergency room.

When I first started riding I had small issues but now I do not. Most drivers
are very nice. I rate the service a 10. I can't drive and need the service for
everyday life.

Dialysis patient, they do a good job.

On a scale of 1-10 I rate the service a 20. It takes me back and forth to work
and I am able to take care of laundry and groceries.

Very happy with the service, buses are clean, drivers are very nice.

The service provides employment/daycare for children. Bus drivers are polite.
The trip home from appointments are long on Fridays. Would like the driver to
request to re-route the trips so the ride is not so long.

Dialysis patient, never late for treatment.

Thank you for your excellent services

Drivers are nice.

Good job, thank you very much.

They work well when my scheduled days are changed. Great service, love the
service.
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SUMTER COUNTY TRANSIT — RIDER SURVEY RESULTS

1. How long have you been a Sumter County Transitrider?

Answer Options Response Response Response

Average Total Count
Years 6.23 162 26
Months 6.47 110 17
answered question 35
skipped question 4

1. How long have you been a Sumter County Transit rider?

6.50

6.45

6.40

6.35

6.30

6.25

6.20

6.15

6.10 -
Years Months

Varied between 3 months to 21 years.
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SUMTER COUNTY TRANSIT — RIDER SURVEY RESULTS

A. Which services do you utilize?

Answer Options Response Response

Percent Count
Door-to-Door 92.3% 36
Orange Shutile 5.1% 2
Wildwood Circulator 10.3% 4
answered question 39
skipped question 0

A. Which services do you utilize?

100.0%
90.0% -
80.0% -
70.0% -
60.0% -
50.0% -
40.0% -
30.0% -
20.0% -
10.0% -

. T D

Door-to-Door Orange Shuttle Wildwood Circulator
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SUMTER COUNTY TRANSIT — RIDER SURVEY RESULTS

B. Do you meet the bus at the shuttle stop?

Answer Options Response Response

Percent Count
Yes 40.0% 6
No 60.0% 9
answered question 15
skipped question 24

B. Doyoumeetthe busatthe shuttle stop?

OYes
B No

Page 37



SUMTER COUNTY TRANSIT — RIDER SURVEY RESULTS

2. How often do you use Sumter County Transit?

Answer Options Response Response

Percent Count
6to 7 days a week 5.1% 2
3to 5days a week 66.7% 26
1to 2 days a week 7.7% 3
Other (please specify) 23.1% 9
answered question 39
skipped question 0

2. How oftendo you use Sumter County Transit?

80.0%

70.0%

60.0%

50.0%

40.0%

30.0%

20.0%

10.0%

0.0% -

61to7daysaweek 3to5daysaweek 11to2daysaweek Other (please
specify)

Other:

2-3 times per month (2)
1 x per month (1)

4 x a year (2)

2 x a month (3)

When necessary (1)

Page 38



SUMTER COUNTY TRANSIT — RIDER SURVEY RESULTS

3. Whattype of trips do you normally take?

Answer Options Response Response

Percent Count
Medical 48.7% 19
Employment 28.2% 11
Nutritional 7.7% 3
Educational/Training/Day care 15.4% 6
Personal 25.6% 10
answered question 39
skipped question 0

3. What type of trips do you nommally take?

60.0%
50.0%
40.0% -
30.0% +
20.0% ~
10.0% -
0.0% -

©
2
g~
Q
=

Personal

©
5
':§
S
=

Employment

Educational/Training/Da
y care
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SUMTER COUNTY TRANSIT — RIDER SURVEY RESULTS

4. Have you ever been refused transportation services?

. Response Response
AN I Percent Count
Yes 0.0% 0
No (skip to the next question 5) 100.0% 39
answered question 39
skipped question 0

4. Have you ever been refused transportation services?

OYes

B No (skip to the next question 5)
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SUMTER COUNTY TRANSIT — RIDER SURVEY RESULTS

5. Whatis your average call hold time?

Answer Options Response Response

Percent Count
Less than 3 minutes 97.1% 33
4 to 5 minutes 0.0% 0
6 to 10 minutes 2.9% 1
More than 10 minutes 0.0% 0
answered question 34
skipped question 5

5. What is youraverage call hold time?

OLess than 3 minutes
@4 to 5 minutes

06 to 10 minutes
OMore than 10 minutes
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SUMTER COUNTY TRANSIT — RIDER SURVEY RESULTS

6. How would you rate reservation agents?

Answer Options Response Response

Percent Count
Friendly, courteous, and helpful 94.3% 33
Average 5.7% 2
Varies on each call 0.0% 0
Poorservice 0.0% 0
answered question 35
skipped question 4

6. How would you rate reservation agents?

OFriendly, courteous, and
helpful
B Average

OVaries on each call

OPoor service
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SUMTER COUNTY TRANSIT — RIDER SURVEY RESULTS

7. Are problems solved quickly?

s s Heptons Response Response

Percent Count
All of the time 88.9% 32
Most of the time 11.1% 4
Occasionally 0.0% 0
None of the time 0.0% 0
answered question 36
skipped question 3

7. Are problems solved quickly?

OAll of the time
® Most of the time

OOccasionally

ONone of the time
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SUMTER COUNTY TRANSIT — RIDER SURVEY RESULTS

8. Are complaints handled in a satisfactory manner?

s s Heptons Response Response

Percent Count
Strongly Agree 77.8% 28
Agree 22.2% 8
Disagree 0.0% 0
Strongly Disagree 0.0% 0
answered question 36
skipped question 3

8. Are complaints handled in a satisfactory manner?

OStrongly Agree
mAgree

ODisagree

OStrongly Disagree
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SUMTER COUNTY TRANSIT — RIDER SURVEY RESULTS

9. Drivers are courteous:

Answer Options Response Response

Percent Count
All of the time 88.9% 32
Most of the time 2.8% 1
Occasionally 8.3% 3
None of the time 0.0% 0
answered question 36
skipped question 3

9. Drivers are courteous:

DAll of thetime
B Most of the time
OOccasionally

ONone of the time
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SUMTER COUNTY TRANSIT — RIDER SURVEY RESULTS

10. Drivers practice safe driving:

Answer Options REEPERED
Percent
All of the time 89.2%
Most of the time 10.8%
Occasionally 0.0%
None of the time 0.0%

answered question
skipped question

Response
Count

33

o o s

10. Drivers practice safe driving:

OAll of the time
E Most of the time
OOccasionally

ONone of the time
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SUMTER COUNTY TRANSIT — RIDER SURVEY RESULTS

11. Do drivers generally know how to use the vehicle equipment?

Response Response

AELIFOLI A Percent Count
Yes 100.0% 37
No 0.0% 0
answered question 37
skipped question 2

11. Do drivers generally know how to use the vehicle equipment?

OYes
B No
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SUMTER COUNTY TRANSIT — RIDER SURVEY RESULTS

12. Drivers provide assistance to passengers:

. Response Response

Answer Options Percent Count

All of the time 97.1% 34

Most of the time 0.0% 0

Occasionally 2.9% 1

None of the time 0.0% 0
answered question 35

skipped question 4

12. Drivers provide assistance to passengers:

OAll of the time
B Most of thetime
OOccasionally

ONone of the time
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SUMTER COUNTY TRANSIT — RIDER SURVEY RESULTS

13. lam picked up on time:

Answer Options

All of the time
Most of the time
Occasionally
None of the time

Response Response
Percent Count
69.4% 25
30.6% 11
0.0% 0
0.0% 0
answered question 36
skipped question 3

13. I am pickedup on time:

OAll of the time
E Most of the time
OOccasionally

ONone of the time
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SUMTER COUNTY TRANSIT — RIDER SURVEY RESULTS

14. lam dropped off on time:

. Response Response

AL Percent Count

All of the time 85.7% 30

Most of the time 14.3% 5

Occasionally 0.0% 0

None of the time 0.0% 0

Other (please specify) 1
answered question 35

skipped question 4

14. | am dropped off on time:

OAll of the time
® Most of the time

OOccasionally

ONone of the time
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SUMTER COUNTY TRANSIT — RIDER SURVEY RESULTS

15. | am dropped off at the correct location:

Answer Options REEPERED
Percent
All of the time 100.0%
Most of the time 0.0%
Occasionally 0.0%
None of the time 0.0%

answered question
skipped question

Response
Count

37
0
0
0
37
2

15. | am dropped off at the cormrect location:

OAll of the time
E Most of the time
OOccasionally

ONone of the time
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SUMTER COUNTY TRANSIT — RIDER SURVEY RESULTS

16. Vehicles are clean:

Answer Options

All of the time
Most of the time
Occasionally
None of the time

Response Response
Percent Count
89.2% 33
10.8%
0.0%
0.0%
answered question 37
skipped question 2

o O b

16. Vehicles are clean:

DAl of the time
B Most of the time
OOccasionally

ONone of the time
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SUMTER COUNTY TRANSIT — RIDER SURVEY RESULTS

17. Vehicle equipment works well:

Answer Options FORPORED
Percent
All of the time 94.6%
Most of the time 54%
Occasionally 0.0%
None of the time 0.0%

answered question
skipped question

Response
Count

35

O ON

17. Vehicle equipment works well:

OAll of the time
E Most of the time
OOccasionally

ONone of the time
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SUMTER COUNTY TRANSIT — RIDER SURVEY RESULTS

18. Vehicles are comfortable:

Response Response

Answer Options Percent Count
Yes 100.0% 37
No 0.0% 0
answered question 37
skipped question 2
18. Vehicles are comfortable:

OYes
ENo
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Contractor Survey - Sumter County Transit

Contractor Name:

Ride Right, LLC [Sumter) j

1. Do the riders/beneficiaries call your facility directly to cancel a trip?

|Z| YEE
I:l Ko

2. Do the riders/beneficiaries call your facility directly to issue a complaint?

I:l YEE

[/] ho

3. Do you have a toll-free phone number for a rider’beneficiary to issue commendations

and'or complaints posted on the interior of all vehicles that are used to transport TD
riders?

|Z| ¥2E
e

If yes, is the phone number posted the CTC's phone number?

E YEE

|:| Ko

4. Are the invoices you send to the CTC paid in a timely manner?
|E YEE

I:l %]

5. Does the CTC give your facility adequate time to report statistics?
@ b=

O Ko

6. Have you experienced any problems with the CTC?

|:| YaB
[y] re
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Purchasing Agency Survey - Sumter County Transit

Purchasing Agency Name; ;
&“.,..‘-Lq Cp-,ud.l.‘ {fnu'-uLCt“:ﬁt-r-'

Name of Representative from Purchasing Agency:

_‘DEHE 'gmﬂ.hfea ]

1. Bo you purchase fransportation from the coordinated system? ¥
[

W R why?

|
2, Which transportation operator provides services to your clients?

Sunveper Coundiy Tromsit/ - |
".,Q.'&.: Erjkf' - !

3. What is the primary purpose of purchasing transportation for your :Ilant#?

E EducationTrainingDay Cara

I:I Nutritins! A

D Life SustsinlagCthar “

4. 0n average, how often do your clients use the transportation system?
[ ] 7 eyaiess ¥
D 1-2 Timea"Woek
T

D 1.3 Timag/Month

D Leas tan 1 Time/Month

5. Have you had any unresolved problems with the coordinated trannpnrtaﬁnn system?

[Jve

E‘ Mo if v, gkip to quasiam 7
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Sumter County Youth Center (page 2)

Purchasing Agency Survey - Sumter County Transit

6, What type of preblems have you had with the coordinated system?

[] advanca natics raquirament ;
) e i
D Servicn arma limila

D FICK Up NIMES RaL gonyanienL i
D Wahicls condition I
D Leck of passanger azshEiancs 1
D Ancazsialiily sansarns

[:I Camplaints about drivers.

D Complaimes abour dmalinges

D Lamil of wail far raservations

Other {ploese opacify)

| |
7. Overall, are you satisfied with the transportation you have purchased for your cilents?
5] s |

D Ma

IF ma, wairy'? B

L I
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Purchasing Agency Survey - Sumter County Transit

Purchasing Agency Name:
Mid Florida Community Services, Inc. j

Mame of Representative from Purchasing Agency:

Angela Taylor ;]

1. Do you purchase transportation from the coordinated system?
|Z| YeE
|:| ho

If no why?

2. Which transportation operator provides services to your clients?

Ride Right ;]

3. What is the primary purpose of purchasing transportation for your clients?
I:l Magics
I:I Emp ayme ft

I:l EoucalioniTralning'Cay Care

|Z| Hulritiaral

D Lira SuslalningCrthar

4, On average, how often do your clients use the transportation system?
|:| 7 Daysiask
I:' 1-2 Times ek

|Z| 35 TimesWesk
[ ] 1= Tmesiontn

D Less than 1 Time/konth

5. Have you had any unresolved problems with the coordinated transportation system?

I:l Y26

E Ko It no, sklp o queslion 7
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Mid Florida Community Services (page 2)

Purchasing Agency Survey - Sumter County Transit

6. What type of problems have you had with the coordinated system?
I:l Adwvance notlce requirameand
[ ]es

[ ] service area imis

I:l Pick up Times mot comwanlient
I:l Wehlcle conditizn

I:l Lack o PaSEENJEr 366 srance
I:l Accesslolity concems

|| compaints apout ortvers
I:l Complalme about timelinese
|:| Length of walt for resenations

Oiher (pease specily)

7. Overall, are you satisfied with the transportation you have purchased for your clients?
|Z| YeE
|:| Ko

It no, why?
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Level of Cost - Worksheet 1

TYPE OF SERVICE UNIT
TO BE PROVIDED (Passenger Mile or COST
Type) PER UNIT
. Ambulatory | Trip . $21.19
| Wheelchair | Trip . $36.33
| Escort | Trip . $21.19
FLCTD

Annual Operations Report
Section VII: Expense Sources

County: Sumter

Fiscal Year: July 1, 2014 - June 30, 2015

Status: Submitted to FLCTD

Section VII: Financial Data

2. Expense Sources

Community
Transportation |Coordination TOTAL
Expense Item Coordinator Conftractor EXPENSES
Labor (501): 1$33.034.00 $57.680.00 $90.714.00
Fringe Benefits (502): |$10.970.00 $8.156.00 $19.126.00
Services (503): $1.111.00 $22.317.00 $23.428.00
Materials and Supplies Cons. (504): |$78.618.00 $37.247.00 $115.865.00
Utilities (505): {$0.00 $2.640.00 $2.640.00
Casualty and Liabality (506): |$8.393.00 $18.875.00 $27.268.00
Taxes (507): |$0.00 $495.00 $495.00
Purchased Transportation Services (508)
Bus Pass Expenses: |$0.00 $0.00 $0.00
School Bus Expenses: |$0.00 $0.00 $0.00
Other: ($1.060.316.00 $0.00 $1.060.316.00
Miscellaneous (509): |$4.355.00 $152.00 $4.507.00
Interest (511): |$0.00 $0.00 $0.00
Leases and Rentals (512): |$0.00 $3.288.00 $3.288.00
Annual Depreciation (513): |$0.00 $3.598.00 $3.598.00
Contributed Services (530): |$204.756.00 $0.00 $204.756.00
Allocated Indirect Expenses: $0.00 $0.00 $0.00
GRAND TOTAL: $1.401.553.00 |$154.448.00 1$1.556.001.00

B
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LEVEL OF COMPETITION - WORKSHEET 2

1. Inventory of Transportation Operators in the Service Area
Column A Column B Column C Column D
Operators Operators Include Trips | % of all Trips
Available Contracted in the

System.

Private Non- 1 1

Profit

Private For-Profit | 1 1

Government 0 0

Public Transit 0 0

Agency

Total 2 2

2. How many of the operators are coordination contractors? 1

3. Of the operators included in the local coordinated system, how many have the

capability of expanding capacity? 2
Does the CTC have the ability to expand? The CTC is a full brokerage.

4, Indicate the date the latest transportation operator was brought into the system.
October 1, 2011

5. Does the CTC have a competitive procurement process? Yes

6. In the past five (5) years, how many times have the following methods been used
in selection of the transportation operators?

Low bid 1 Requests for proposals

Requests for qualifications Requests for interested parties

3 Negotiation only

Which of the methods listed on the previous page was used to select the current
operators? Request for proposals.

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

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

transportation operators, to how many potential operators was the request
distributed in the most recently completed process?

The RFP was posted to DEMAND STAR through the Internet.
How many responded? 3

The request for bids/proposals was distributed:

Distributed via the web on DEMAND STAR.

Locally Statewide X Nationally

9. Has the CTC reviewed the possibilities of competitively contracting any services
other than transportation provision (such as fuel, maintenance, etc.)?

We are currently not looking to contract out any other services.
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LEVEL OF AVAILABILITY (COORDINATION) - WORKSHEET 3

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

Work with the coordination contractors to discover ways to reduce costs.

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

Information on transit services is distributed via public social services agencies, two (2) websites and
various other public meetings.

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

Through the CTC via application process.

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

The CTC has an application process, which all potential riders must complete. Through the
agencies that purchase trips, Chapter 427, Rule 41-2 definitions of transportation disadvantaged
individuals.

Call Intake — To what extent is transportation coordinated to ensure that a user can reach a
Reservationist on the first call?

Two reservationists and a scheduler/dispatcher are available for call intake.
Call the transit office between 8:00AM and 1:00PM on weekdays. There is also a toll free number.

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

All staff is trained to take reservations and the software warns of duplication of trips prior to the
scheduling process. Reservations are taken between 8 AM and 1PM, weekdays.

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

Ride Right receives and schedules all CTC trips based on prioritized order:
1. Medical

2. Employment

3. Education and training

4. Nutritional

5. Life-sustaining/other

Scheduling — How is the trip assignment to vehicles coordinated?

Through computer software by time of appointment, location of pick-up and drop-off.

Transport — How are the actual transportation services and modes of transportation coordinated?
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The CTC has 23 ambulatory vehicles, of which 21 are wheelchair lift equipped and 1 stretcher
equipped. Trips are scheduled by space, type of trip and funding availability.

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

All drivers call into a live dispatcher by two-way communication and drivers have a mobile data
terminal that directs them to their pick-ups and drop-offs.

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

SCT in cooperation with LCB reviews the transportation operator contracts annually to determine
whether their continuation is cost effective and efficient.

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

Two-way radio communication, mobile data terminal or via land line.

Trip Reconciliation — How is the confirmation of official trips coordinated?

All trips are verified by the CTC staff.

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

Billing amounts owed to subcontractors are paid by the CTC within seven (7) days.

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

All reports are compiled using the scheduling software, reviewed by CTC staff and reported on a
monthly basis to the Sumter County Board of County Commissioners and the Lake Sumter
Metropolitan Planning Organization then on a quarterly basis to the Transportation Disadvantaged
Coordinating Board.

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

Not Applicable, Fully Brokered System.

Information Resources — How is information shared with other organizations to ensure smooth
service provision and increased service provision?

All first time riders are sent information packets. Information will also be shared via County fairs,
government aays, fliers, media, website, and marketing campaign.

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

| Coordination and operator contracts.

Counties served: Sumter

Date(s) of Review: March, April, May 2016

PA Staff Assigned to Review: __ TJ Fish and Nancy Valenzano
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I. RECORDS AND AREAS OF REVIEW

General Information

Chapter 427, F.S.

Rule 41-2, F.A.C.

Americans with Disabilities Act

Bus/Van Ride

Surveys

Follow-up of previous QAPE Review
Additional Observations

Current Year Trip and Equipment Grant

HIOMMOO WP

II. FINDINGS AND RECOMMENDATIONS

A. General Information
The Commission for the Transportation Disadvantaged designated Board of Sumter County
Commissioners as the CTC for Sumter County on March 7, 2013, effective July 1, 2013 —
June 30, 2018. Sumter County BCC/Sumter County Transit is a local government entity.
Area of Noncompliance: None
Recommendation: NA
Timeline for Compliance: NA

B. Chapter 427, F.S.
To be in compliance with Chapter 427, F.S., Sumter County Transit (SCT) must meet the following
requirements: 1) Execute uniform contracts for service using a standard contract, which includes
performance standards for operators;(2) Collect annual operating data for submittal to the
commission;(3) Review all transportation operator contracts annually;(4) Approve and coordinate
the utilization of school bus and public transportation services in accordance with the transportation
disadvantaged service plan; (5) In cooperation with a functioning coordinating board, review all
applications for local government, federal, and state transportation disadvantaged funds, and
develop cost-effective coordination strategies;(6) In cooperation with, and approved by, the
coordinating board, develop, negotiate, implement, and monitor a memorandum of agreement
including a service plan, for submittal to the commission; (7) In cooperation with the coordinating
board and pursuant to criteria developed by the Commission for the Transportation Disadvantaged,
establish eligibility guidelines and priorities with regard to the recipients of nonsponsored
transportation disadvantaged services that are purchased with Transportation Disadvantaged Trust
Fund moneys;(8) Have full responsibility for the delivery of transportation services for the
transportation disadvantaged as outlined in s. 427.015(2);(9) Work cooperatively with regional
workforce boards established in chapter 445 to provide assistance in the development of innovative
transportation services for participants in the welfare transition program. SCT is in compliance
in all areas.
Area of Noncompliance: None
Recommendation: NA
Timeline for Compliance: NA

C. Rule 41-2, F.A.C.
To be in compliance with Rule 41-2, F.A.C. SCT must meet the following requirements: Ensure
compliance with minimum liability insurance requirement; Ensure the purchaser that the SCT's
operations and services are in compliance with safety requirements and continuing compliance with
applicable state or federal laws relating to drug testing; Review, with the Coordinating Board,
contracts on an annual basis to determine the effectiveness/efficiency of the Transportation
Operator or renewal of Coordination Contracts; and adhere to locally developed and Commission
approved standards.
Area of Noncompliance: None
Recommendation: NA
Timeline for Compliance: NA
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D. Americans with Disabilities Act
Sumter County Transit (SCT) ensures all new vehicles, regardless of size, must be accessible and
meets the system accessibility requirements. SCT also mandates service information be made
available in accessible formats for visually and hearing impaired individuals. SCT provides schedules
and reservation capabilities in alternative formats such as Braille or audio for the blind and use of a
TDD or relay service for the deaf. SCT requires that both public and private transit providers
adequately maintain accessible equipment. Out-of-order equipment is repaired promptly, and
reasonable steps are taken to continue serving persons with disabilities while repairs are being
made.
Area of Noncompliance: None
Recommendation: NA
Timeline for Compliance: NA

E. Bus/Van Ride
MPO and CTC staff along with TDCB members took part the bus/van ride observation process of
the Sumter County Transit system. Details of the 2015/2016 rides are included in workbook.
Area of Noncompliance: None
Recommendation: None
Timeline for Compliance: NA

F. Surveys Results
Area of Noncompliance: None
Recommendation: None
Timeline for Compliance: NA

G. Follow-up of previous QAPE Review (if applicable)
Previous Area of Noncompliance: None
Status: Sumter County is in compliance with the 2014/15 recommendations.

H. Additional Observations

None
I. Current Year Trip and Equipment Grant (if applicable)
The Trip and Equipment Grant for _Sumter County currently runs from July 1, 2015

through June 30, 2016.

Area of Noncompliance: None
Recommendation: NA
Timeline for Compliance: NA
Recommendation: NA
Timeline for Compliance: NA
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III. CONCLUSION:

2015 Recommendations Update:

Recommendations:

1.

Coordinate with MPO staff, Operator staff and the CTC Evaluation Subcommittee to
develop a Mystery Rider Program that allows board members and staff to call
Sumter County Transit (SCT) and schedule a ride.

Status: Completed and Mystery Rider program is ongoing.

Ensure required signs are located on buses in uniformity ie: all buses have the
same signs in the same location on buses. This includes bus numbers, local and
CTD helpline phone numbers, Title VI sign, FDOT bus number on the outside of
bus, SCT bus number on the inside and the outside of bus, Sumter County Transit
logo and the words Public Transportation posted on outside of bus.

Status: Completed and ongoing

Continue to provide efficient, cost-effective and quality transportation services
for transportation disadvantaged persons.
Status: Ongoing

2016 Recommendations and Commendations of the CTC Evaluation
Subcommittee:

Recommendations to the Sumter County CTC:

1.

2.

Continue to provide efficient, cost-effective and quality transportation services
for transportation disadvantaged persons in Sumter County.

Review Measureable Goals at each Transportation Disadvantaged Coordinating
Board meeting and continue to meet or exceed each of the goals.

Review rider surveys collected from the County, Operator and Planning Agency
for customer satisfaction.

Continue to provide the monthly safety meetings with safety experts for drivers
and staff.

Commendations to the Sumter County CTC:

1.
2.
3.

Travel training initiative (Exceptional Student Education students).
Branding of all buses in uniformity (interior and exterior).
Monthly safety meetings with safety experts provided for drivers and staff.
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