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INTRODUCTION 
 
The purpose of this document is to provide transportation disadvantaged riders with a 
course of action to remedy the situation in which a complaint or grievance arose.  This 
document also serves as the local grievance system as mandated by Chapter 427, Florida 
Statutes and Rule 41, Florida Administrative Code.  It complies with requirements set 
forth in §641.511, F.S.; 42 CFR 431.200; and 42 CFR 438.    
 
Unless otherwise noted, these procedures apply to both transportation disadvantaged and 
Medicaid beneficiary riders.  As documented below, only Medicaid beneficiaries have 
the right to request a Medicaid Fair Hearing.   
 
During the complaint, grievance, and appeal process the rider or his/her representative 
has the right to contact the Commission for the Transportation Disadvantaged (CTD) by: 
 

 Phone: TD Helpline 1-800-983-2435 
 Mail:  Florida Commission for the Transportation Disadvantaged 

605 Suwannee St., MS-49 
Tallahassee, FL, 32399-0450 
www.dot.state.fl.us/ctd 

 
If a customer or Medicaid beneficiary is unable to submit a written complaint, grievance, 
or appeal, the Community Transportation Coordinator (CTC) will assist the customer/ 
beneficiary in submitting such a request.   
 
The CTC shall ensure no punitive action is taken against the customer/ beneficiary, 
his/her representative, or other persons involved in the processes listed below.   
 
All records of the complaint, grievance, appeal, and Medicaid Fair Hearing processes, to 
include the Coordinator’s, Grievance & Appeal Committees’ reports, will be maintained 
by the Coordinator and made available upon request.   
 
DEFINITIONS 
 
Action – The denial or limited authorization of a requested service, including the type or 

level of service; 
the reduction, suspension or termination of a previously authorized service; 
the denial, in whole or in part, of payment for a service; 
the failure to provide services in a timely manner, or the failure to act within the 
timeframes provided in 42 CFR 438.408 (as described within this document). 

 
Appeal – Requests for review of an Action taken by the Community Transportation 

Coordinator or the Subcontracted Transportation Provider. 
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Complaint – Expressions of dissatisfaction related to the quality of care provided by a 
provider or any matter other than an Action that can be resolved at the Point of 
Contact rather than through filing a formal Grievance.   

 
Grievance – Expressions of dissatisfaction about any matter other than an Action. 
 
Medicaid Fair Hearing – Administrative process which allows a Medicaid Beneficiary to 

request the State to reconsider an adverse decision made by the Commission for the 
Transportation Disadvantaged or the Subcontracted Transportation Provider.   

 
RESPONSIBLE PARTIES 
 
Community Transportation Coordinator 
Medical Transportation Management, Inc. 
Royal Palm Financial Center III 
759 South Federal Highway, Suite 311 
Stuart, FL 34994 
1-800-836-7034 
 

Local Coordinating Board for the  
Transportation Disadvantaged 
c/o Martin MPO 
2401 SE Monterey Road 
Stuart, FL 34996 
772-221-1498  

 
COMMITTEES 
 
The Local Coordinating Board (LCB) for the Transportation Disadvantaged appoints 
membership of the Grievance Committee as follows: 
 

(1)  An Area Agency on Aging Representative; 
(1)  A Florida Department of Transportation Representative; 
(1)  A Division of Vocational Rehab Representative; 
(1)  A Veteran Service Office Representative; and 
(1)  A Disadvantaged citizen over 60.  

 
At least 3 Committee members must be present during the meeting to render a decision.     
 
The LCB also appoints membership of the Appeal Committee as follows: 
 
 (1)  An LCB Member, 
 (1)  An MPO Staff Member, and 
 (1)  A CTC Staff Member. 
 
Members of the Appeal Committee may not have been involved in the determination of 
the initial action.  Members must be able to meet within 72 hours notice in order to 
address Expedited Appeal Requests.   
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COMPLAINT PROCEDURES 
 
FIRST LINE OF RESOLUTION PROCESS 
 
1.  Community Transportation Coordinator (CTC) representative receives verbal or 
written complaint from customer within 90 calendar days of incident.    
 
2.  CTC representative documents complaint and works to resolve complaint within 15 
business days. 
 
3.  If unable to resolve within 15 business days, CTC extends for an additional 10 
business days.  The CTC provides notice to customer of extension and the reasons for the 
extension. 
 
4.  Once complaint is resolved, CTC provides written notification of the resolution to 
customer within 5 business days.  Include the following in written notice:   
 

 The action the CTC has taken or intends to take. 
 The reasons for this action. 
 Notice of right to file a grievance through Grievance Committee. 
 Information on the CTD Ombudsman Program. 

 
5.  CTC forwards copy of the notification of the resolution to Chairperson of the Local 
Coordinating Board (LCB) and the MPO Administrator.    
 
GRIEVANCE PROCEDURES 
 
SECOND LINE OF RESOLUTION PROCESS       
 
1.  CTC receives verbal or written grievance within 1 year of incident. 
 
2.  CTC forwards copy of grievance to Chairperson of the LCB and the MPO 
Administrator.  Upon receipt of the grievance, the CTC will have up to 10 business days 
to schedule the initial Grievance Committee meeting.  The meeting must be held within 
15 business days of the initial filing of the grievance.  Further meetings may be held at 
the discretion of the Committee.   
 
3.  The CTC will provide all relevant documents to the Grievance Committee at least 3 
business days prior to the meeting(s).  At least 3 Committee members must be present 
during the meeting.   
 
4.  If unable to resolve within 90 calendar days, the Grievance Committee extends for an 
additional 14 calendar days.  The CTC provides notice to customer of the extension and 
the reasons for the extension. 
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5.  Once grievance is resolved, CTC provides written notification of the resolution to 
customer within 30 calendar days.  Include the following in the written notice:   
 

 The action the CTC has taken or intends to take. 
 The reasons for this action. 
 Notice of right to file an appeal and, if a Medicaid beneficiary, request a Medicaid 

Fair Hearing. 
 The procedures for exercising these rights. 
 The circumstances for which an expedited appeal is available and the procedures 

to request it. 
 Notice of right to have benefits continue pending resolution of the appeal, how to 

request exercise this right, and the circumstances under which the customer would 
be required to pay the costs of these services.   

 Information on the CTD Ombudsman Program. 
 
6.  The CTC forwards copy of the notification of the resolution to the Chairperson of the 
Local Coordinating Board (LCB), the MPO Administrator, and the Florida Commission 
for the Transportation Disadvantaged (CTD) upon request.    
 
APPEAL PROCEDURES 
 
THIRD LINE OF RESOLUTION PROCESS 
 
1.  The CTC receives verbal or written appeal within 30 calendar days of the customer’s 
receipt of notice of action.  If request is made verbally, CTC notifies customer within 10 
business days of need to file written request.  The CTC acknowledges the receipt of the 
appeal in writing.   
 
2.  The CTC forwards a copy of the appeal to the Chairperson of the LCB, the MPO 
Administrator, and the CTD.  Upon receipt of the appeal, the CTC will have up to 10 
business days to schedule the initial Appeal Committee meeting.  The meeting must be 
held within 15 business days of the initial filing of the appeal.  Further meetings may be 
held at the discretion of the Committee.   
 
3.  The CTC will provide all relevant documents to the Appeal Committee at least three 3 
business days prior to the meeting(s).  At least three 3 Committee members must be 
present during the meeting.   
 
4.  If unable to resolve within 45 calendar days, the Appeal Committee extends for an 
additional 14 calendar days.  The CTC provides notice to customer of the extension and 
the reasons for the extension. 
 
5.  Once the appeal is resolved, CTC provides written notification of the resolution to 
customer within 2 business days.  Include the following in the written notice:   
 

 The action the CTC has taken or intends to take. 
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 The reasons for this action. 
 Notice of the right to file a grievance with the CTD.   
 If a Medicaid beneficiary, notice of right to request a Medicaid Fair Hearing. 
 The procedures for exercising these rights. 
 If applicable, notice of right to have benefits continue pending resolution of the 

Medicaid Fair hearing, how to request exercise this right, and the circumstances 
under which the customer would be required to pay the costs of these services.   

 Information on the CTD Ombudsman Program. 
 
6.  The CTC forwards a copy of the notification of the resolution to the Chairperson of 
the Local Coordinating Board (LCB), the MPO Administrator, and the CTD. 
 
EXPEDITED APPEAL PROCEDURES 
 
1.  The CTC receives verbal or written request for an expedited appeal within 30 calendar 
days of the customer’s receipt of notice of action.  The request must be based on 
conditions which would seriously jeopardize the customer’s life, health, or ability to 
attain, maintain or regain maximum function.   
 
2.  The CTC must notify the customer of the limited time available to provide allegations 
of fact or law.  The CTC acknowledges the receipt of the appeal in writing.   
 
3.  The CTC forwards a copy of the request for an expedited appeal to the Chairperson of 
the LCB, the MPO Administrator, and the CTD.  The CTC will have up to 72 hours (3 
calendar days) to schedule an Appeal Committee meeting, review relevant evidence, and 
to resolve the Expedited Appeal.   
 
5.  Once the appeal is resolved, the CTC makes reasonable efforts to provide immediate 
verbal notification to the customer of the resolution.  The CTC also provides written 
notification of the resolution to customer within 2 business days.  Include the following 
in the written notice:   
 

 The action the CTC has taken or intends to take. 
 The reasons for this action. 
 Notice of the right to file a grievance with the CTD.   
 If a Medicaid beneficiary, notice of right to request a Medicaid Fair Hearing. 
 The procedures for exercising these rights. 
 If applicable, notice of right to have benefits continue pending resolution of the 

Medicaid Fair hearing, how to request exercise this right, and the circumstances 
under which the customer would be required to pay the costs of these services.   

 Information on the CTD Ombudsman Program. 
 
6.  The CTC forwards copy of the notification of the resolution to the Chairperson of the 
Local Coordinating Board (LCB), the MPO Administrator, and the CTD. 
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MEDICAID FAIR HEARING RESPONSIBILITIES 
 
1.  The CTC or CTD receives the request for a Medicaid Fair Hearing from a Medicaid 
beneficiary or his/her representative within 90 calendar days of the notice of action of a 
grievance or appeal.   
 
2.  The CTC will continue to provide transportation services while the Medicaid Fair 
Hearing is pending if: 
 

 The Medicaid beneficiary requested a hearing within 10 business days of the notice 
of action (extend for an additional 5 business days if sent via surface mail); 

 
 The request was made prior to or on the intended effective date of the proposed 

action; 
 

 The hearing involves the termination, suspension, or reduction of a previously 
authorized treatment; 
 

 The authorization period has not expired; or 
 

 The beneficiary requests an extension of transportation services. 
 
3.  If the CTC continues transportation services, the CTC must continue to provide these 
services until: 
 

 The Medicaid beneficiary withdraws the request for a hearing;  
 

 The request was not made within the specified time frame; 
 

 The Medicaid Fair Hearing decision is adverse to the beneficiary; or 
 

 The beneficiary’s authorization for medical treatment expires or the authorized 
medical treatment limit has been reached. 

 
4.  If the CTC provided services pending a Medicaid Fair Hearing resolution and the 
decision is adverse to the beneficiary, the CTC may recover the costs of the services 
provided.   
 
5.  If the CTC did not provide services pending a Medicaid Fair Hearing resolution and 
the decision reverses the action to deny, limit or delay services, the CTC must authorize 
or provide services as quickly as the beneficiary’s health condition requires.  The CTC 
must also pay for disputed services in accordance with State policy and regulations.   
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Worksheet for Multiple Service Rates CTC: Medical TranspoVersion 1.4

1. Answer the questions by completing the GREEN cells starting in Section I for all services County: Martin County

2. Follow the DARK RED prompts directing you to skip or go to certain questions and sections based on previous answers

SECTION I:  Services Provided
1 Ambulatory 1 Wheelchair 1 Stretcher 2 Group

1. Yes      Yes    Yes     Yes     

No        No       No       No       

Go to Section II 
for Ambulatory 

Service

Go to Section II 
for Wheelchair 

Service

Go to Section II 
for Stretcher 

Service

STOP! Do NOT 
Complete 

Sections II - V 
for Group 
Service

SECTION II:  Contracted Services
1 Ambulatory 1 Wheelchair 1 Stretcher 2 Group

1. Will the CTC be contracting out any of these Services TOTALLY in the upcoming budget year?.... Yes      Yes    Yes     Yes     

No        No       No       No       

Answer # 2 for 
Ambulatory 

Service

Answer # 2 for 
Wheelchair 

Service

Answer # 2 for 
Stretcher 
Service

Do Not 
Complete 

Section II for 
Group Service

2.
2 Yes     2 Yes     2 Yes     2 Yes     

No       No       No       No       

Leave Blank Leave Blank Leave Blank

Do NOT 
Complete 

Section II for 
Group Service

3. If you answered YES to #1 & #2 above, how much is the proposed contract amount for the service? -$                        

How many of the total projected Passenger Miles relate to the contracted service? 0

How many of the total projected passenger trips relate to the contracted service? 0

Effective Rate for Contracted Services: Ambulatory Wheelchair Stretcher Group

per Passenger Mile =

per Passenger Trip =
Go to Section III 
for Ambulatory 

Service

Go to Section III 
for Wheelchair 

Service

Go to Section III 
for Stretcher 

Service

Do NOT 
Complete 

Section II for 
Group Service

4. If you answered # 3 & want a Combined Rate per Trip PLUS a per Mile add-on for 1 or more Combination Trip and Mile Rate
services, INPUT the Desired per Trip Rate (but must be less than per trip rate in #3 above =

Rate per Passenger Mile for Balance =
 Leave Blank 

and Go to 
Section III for 
Ambulatory 

Service 

 Leave Blank 
and Go to 

Section III for 
Wheelchair 

Service 

 Leave Blank 
and Go to 

Section III for 
Stretcher 
Service 

 Do NOT 
Complete 

Section II for 
Group Service 

Will the CTC be providing any of these Services to transportation disadvantaged passengers in the 
upcoming budget year?........................................................................................

If you answered YES to #1 above, do you want to arrive at the billing rate by simply dividing the proposed 
contract amount by the projected Passenger Miles / passenger trips?.....

Martin County2013-14Rate Model.xls:  Multiple Service Rates
Page 1 of 3
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Worksheet for Multiple Service Rates CTC: Medical TranspoVersion 1.4

1. Answer the questions by completing the GREEN cells starting in Section I for all services County: Martin County

2. Follow the DARK RED prompts directing you to skip or go to certain questions and sections based on previous answers

SECTION III:  Escort Service 2

1. Do you want to charge all escorts a fee?................................................................. Yes       

No         

Skip #2 - 4 and 
Section IV and 
Go to Section V

2. If you answered Yes to #1, do you want to charge the fee per passenger trip OR ………....    Pass. Trip   1 Leave Blank

per passenger mile?.........................         Pass. Mile    

3. If you answered Yes to # 1 and completed # 2, for how many of the projected 
Passenger Trips / Passenger Miles will a passenger be accompanied by an escort? Leave Blank

-$                   
4. How much will you charge each escort?.................................................................... Leave Blank

SECTION IV:  Group Service Loading
1.

number of Group Service Passenger Miles? (otherwise leave blank)............................
Loading Rate

………. And what is the projected total number of Group Vehicle Revenue Miles? 0.00 to 1.00

SECTION V:  Rate Calculations for Mulitple Services:
1.

* Miles and Trips you input must sum to the total for all Services entered on the "Program-wide Rates" Worksheet, MINUS miles 
  and trips for contracted services IF the rates were calculated in the Section II above
* Be sure to leave the service BLANK if you answered NO in Section I or YES to question #2 in Section II

RATES FOR FY: 2013
Ambul Wheel Chair Stretcher Group

Leave Blank
Projected Passenger Miles (excluding totally contracted services addressed in Section II) = 144,000 = 113,078 + 30,822 + 100 + 0

Rate per Passenger Mile = $2.63 $4.51 $9.39 $0.00 $0.00
per passenger per group

Ambul Wheel Chair Stretcher Group 
Leave Blank

Projected Passenger Trips (excluding totally contracted services addressed in Section II) = 15,600 = 10,920 + 4,670 + 10 +

Rate per Passenger Trip = $23.06 $39.54 $82.37 $0.00 $0.00
per passenger per group

2 If you  answered # 1 above and want a COMBINED Rate per Trip PLUS a per Mile add-on for 1 or more services,… Combination Trip and Mile Rate
Ambul Wheel Chair Stretcher Group

Leave Blank
…INPUT the Desired Rate per Trip (but must be less than per trip rate above) = $0.00

Rate per Passenger Mile for Balance = $2.63 $4.51 $9.39 $0.00 $0.00
per passenger per group

Rates If No Revenue Funds Were Identified As Subsidy Funds

Ambul Wheel Chair Stretcher Group

Rate per Passenger Mile = $3.66 $6.27 $13.05 $0.00 $0.00
per passenger per group

Ambul Wheel Chair Stretcher Group

Rate per Passenger Trip = $32.05 $54.95 $114.47 $0.00 $0.00
per passenger per group

Do NOT 
Complete 
Section IV

 

If the message "You Must Complete This Section" appears to the right, what is the projected total

Input Projected Passenger Miles and Passenger Trips for each Service in the GREEN cells and the Rates for each Service will be calculated automatically 

 

Martin County2013-14Rate Model.xls:  Multiple Service Rates
Page 2 of 3
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GLOSSARY OF TERMS AND ABBREVIATIONS USED WITHIN THE  
FLORIDA COORDINATED TRANSPORTATION SYSTEM 

SOURCE:  Florida Commission for the Transportation Disadvantaged 

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. 

(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. 
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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. 

Bus Stop:  a waiting, boarding, and disembarking area, usually designated by 
distinctive signs and by curbs or pavement markings. 

(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, which is domiciled in Florida, and 
which is at least 51 percent owned by minority persons and whose management and 
daily operations are controlled by such persons.  These businesses should be 
certified by 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.   

(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.
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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 on-street 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.   

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. 

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 shared ride. 
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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 work 
load on a minute-by-minute basis.   
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. 

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 guideway). 
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(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. 

(FDOT)  Florida Department Of Transportation: a governmental entity.  The CTD is housed 
under the Florida Department of Transportation for administrative purposes. 

(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 work week.  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 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. 

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). 

Limited Access:  the inability of a vehicle, facility or equipment to permit entry or 
exit to all persons.  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 period. 
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Local Government:  an elected and/or appointed public body existing to 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 transportation disadvantaged 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 services purchased by 
federal, state, or local government transportation disadvantaged funds.  This 
agreement is between the Commission and the community transportation 
coordinator and recognizes the community transportation coordinator as being 
responsible for the arrangement of the provision of transportation disadvantaged 
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. 

Non-sponsored 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. 
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Off Peak:  a period of day or night during which travel activity is generally low and a 
minimum of transit service is operated. 

(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. 

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 Passenger Trip:  operating costs divided by the total number 
of passenger trips, a measure of the efficiency of transporting riders.  One of the key 
indicators of comparative performance of transit properties since it reflects both the 
efficiency with which service is delivered and the market demand for the 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 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. 
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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.  
Paratransit services are provided by sedans, vans, buses, and other vehicles. 

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, 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. 

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 the purpose of 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.  
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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. 

Sole Source: (also referred to as Sole Provider) network type in which the CTC 
provides all of the transportation disadvantaged services. 
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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 
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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 five-year implementation plan, 
with annual updates developed by the CTC and the planning agency which contains 
the provisions of service delivery in the coordinated transportation system.  The plan 
shall be reviewed and recommended by the local Coordinating Board. 

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 of time. 

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. Also known as a 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 schedule/fixed route service. 
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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 services. 

(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.  Van pools 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.  

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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