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About this Plan 
This Transportation Disadvantaged Service Plan (TDSP) has been prepared in accordance with 
the requirements of Chapter 427, Florida Statutes; Rule 41-2, Florida Administrative Code and 
the guidelines provided by the Commission for the Transportation Disadvantaged. In addition, the 
Federal Transit Administration (FTA) requires the development and adoption of a “Coordinated 
Public Transit-Human Services Transportation Plan” (CPTHSTP) for recipients of FTA Section 
5310 (Elderly and Persons with Disabilities), and 5311(Rural Public Transportation), grant funding 
programs. The State of Florida has received concurrence from the Federal Transit Administration 
to allow the Transportation Disadvantaged Service Plan to fulfill this requirement. Consistent with 
the direction given by the State of Florida Department of Transportation, the Commission for the 
Transportation Disadvantaged, and the guidelines issued by the Federal Transit Administration, 
this TDSP has been prepared as a CPTHSTP. This plan was developed through a process that 
included representatives of public, private and nonprofit transportation and human services 
providers and participation by the public. 

HRTPO Full and Fair Participation 
Public participation is solicited without regard to race, color, national origin, sex, age, disability, 
religion or family status. Persons requiring accommodation under the Americans with Disabilities 
Act (ADA) or language translation, free of charge should contact Marybeth Soderstrom, HRTPO 
Title VI Liaison, 863-534-7130 (voice), or via Florida Relay Service 711, or by emailing 
msoderstrom@cfrpc.org at least three days prior to the event. The HRTPO strives to ensure full 
and fair participation by all potentially affected individuals, groups and communities in the 
transportation decision-making process. 
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I. Development Plan 
The Transportation Disadvantaged Service Plan (TDSP) is coordinated between the following 
partners: 

This collaboration facilitates delivery of transportation services to persons in Glades and Hendry 
Counties in Florida who are transportation disadvantaged, overseen by the Local Coordinating 
Board. 

A. Introduction of Service Area 
1. Background of Transportation Disadvantaged Program 
The Transportation Disadvantaged Program, established in 1989, is a coordinated system in all 
67 Florida counties that provides vital transportation to medical appointments, employment, 
educational and other life-sustaining services for those who cannot obtain their own 
transportation due to a disability, age, or income and defined as: 

“those persons who because of physical or mental disability, income status, or 
age are unable to transport themselves or to purchase transportation and are, 

therefore, dependent upon others to obtain access to health care, employment, 
education, shopping, social activities, or other life-sustaining activities, or children who 

are handicapped or high-risk or at-risk as defined in s.411.202” 

The following sections identify each of the major components of Florida’s Transportation 
Disadvantaged Program. 

Florida Commission for the Transportation Disadvantaged (CTD) 

The Florida Commission for the Transportation 
Disadvantaged is an independent commission housed 
administratively within the Florida Department of 
Transportation and reports to the Governor and the 
Legislature. The purpose of the Commission is to 
accomplish the coordination of transportation services to the 
transportation disadvantaged. The Florida Legislature 
created the Commission for the Transportation 

Disadvantaged in 1989. The Commission sets policies and provides direction to its staff in the 
areas of quality assurance and program evaluation, technical assistance and training, review of 
policies and procedures, contract management and financial accountability. The Commission for 

Transportation Disadvantaged Service Plan, 2014-2020 | 7 



HRTP 
Heartland Regional 
Transportation Planning Organization 

the Transportation Disadvantaged administers the Transportation Disadvantaged Trust Fund 
and implements all provisions in Chapter 427.013 F.S.` 

Planning Agency 

Formed on April 29, 
2015, the Heartland 
Regional 
Transportation 

Planning Organization (HRTPO) coordinates 
transportation plans for the Heartland region 
including the six counties of DeSoto, Glades, 
Hardee, Hendry, Highlands and Okeechobee 
and the urbanized area of Highlands County 
including the cities of Sebring and Avon Park. 
The HRTPO provides the forum for local 
elected officials, their staff, and industry 
experts, and the public to work together to 
improve transportation in the Heartland Region. 

The planning agency is responsible for: 
Preparing a Transportation Improvement 
Program that includes a TD element. 
Recommending a Community Transportation 
Coordinator to the TD Commission. 
Appointing a Local Coordinating Board for the 
Transportation Disadvantaged Program 
Providing staff support to the Local Coordinating 
Board 
Preparing and submitting grant applications to 
the Commission 
Prepare and submit the Transportation 
Disadvantaged Service Plan (TDSP) and its 
annual updates to the Commission. 

As the Transportation Disadvantaged program was established prior to the formation of the 
HRTPO, the Southwest Florida Regional Planning Council served as the designated official 
planning agency for Glades and Hendry counties. 

Effective July 1, 2018, the HRTPO was designated as the official planning agency for the 
Transportation Disadvantaged Program in Glades and Hendry counties.  The HRTPO is also 
the planning agency for the multi-county service area of DeSoto, Hardee, Highlands, and 
Okeechobee. 

Local Coordinating Board (LCB) 

The Local Coordinating Board is responsible for: 
Review and approve the Memorandum of Agreement and the Transportation Disadvantaged Service 
Plan drafted by the planning agency and CTC and approved by the LCB, prior to submittal to the 
Commission. 
Evaluate services provided by the CTC under the approved Transportation Disadvantaged Service 
Plan (TDSP). 
In cooperation with the CTC, review and provide recommendations to the Commission on funding 
applications affecting the transportation disadvantaged. 
Review the coordination strategies of service provision to the transportation disadvantaged in the 
designated service area. 
Evaluate multi-county or regional transportation opportunities. 
Appoint a Grievance Committee to serve as a mediator. 
Prepare an Actual Expenditure Report. 
Review and approve the Transportation Disadvantaged Service Plan (TDSP) and its updates for 
consistency with approved guidelines, goals and objectives of the Local Coordinating Board. 

The Planning Agency is responsible for appointing a local coordinating board. The purpose of 
the coordinating board is to identify local service needs and to provide advice and direction to 
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the Community Transportation Coordinator (CTC) concerning the coordination of transportation 
services.  Each Local Coordinating Board 
(LCB) is recognized as an advisory body to the 
Commission. 

Community Transportation Coordinator 
(CTC) 

The Community Transportation Coordinator 
(CTC) is the agency or organization in each 
county responsible for ensuring that 
coordinated transportation services are 
provided to serve the transportation 
disadvantaged. The Community Transportation 
Coordinator is responsible for the short-range operational planning, administration, monitoring, 
coordination, arrangement and delivery of transportation disadvantaged services originating 
within their designated service area on a full-time basis. 

Based on either negotiations or competitive proposal process, the official planning agency 
selects a Community Transportation Coordinator (CTC) for recommendation to the Florida 
Commission for the Transportation Disadvantaged which has final approval. 

MV Transportation was designated as the emergency CTC for Glades and Hendry counties and 
started service to the community on February 24, 2020, after Good Wheels, the previous CTC, 
suspended all operations on February 19, 2020. 

The Community Transportation Coordinator will: 
Develop, implement and monitor an approved Coordinated Transportation Disadvantaged Service Plan. 
Execute uniform contracts for service. 
Collect annual operating data for submittal to the TD Commission. 
Review annually all transportation operator contracts. 
Maximize the utilization of school bus and public transportation services in accordance with Chapter 
427.0158. 
In cooperation with a functioning Local Coordinating Board, review all applications for local government, 
federal and state transportation disadvantaged funds and develop and implement cost effective 
coordination strategies. 
In cooperation with the Local Coordinating Board, develop and negotiate a Memorandum of Agreement 
for submittal to the Commission outlining the services planned. 
Have full responsibilities for the delivery of transportation services for the transportation disadvantaged 
as outlined in Chapter 427.015(2), F.S. 
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2. Community Transportation Coordinator Designation Date/History 

Until 1990 Tri-County Senior Services served as the CTC. 

May 1991 
Goodwill of Southwest Florida, Inc. was appointed as the Community 
Transportation Coordinator. Goodwill formed a separate organization, Good 
Wheels, Inc. to perform the coordination duties of the TD program. 

1999 
A competitive procurement process was conducted by the Southwest Florida 
Regional Planning Council (SWFRPC) and Good Wheels, Inc. to be the CTC 
for Glades and Hendry Counties for a three-year contract starting July 1, 
2000. 

2002 
The SWFRPC conducted a competitive procurement process and Good 
Wheels, Inc. was selected to be the CTC for another three-year contract 
starting July 1, 2003. 

2003 
Pursuant to the Commission for the Transportation Disadvantaged order 
issued on September 22, 2003, all Memorandum of Agreements (MOAs) 
were extended for two years – bringing the MOA in Glades and Hendry to 
end on June 30, 2008. 

2007 
The SWFRPC conducted a competitive procurement process and Good 
Wheels, Inc. was selected to be the CTC for a five-year contract for the 
period of through June 30, 2013. 

2012 
The SWFRPC conducted a competitive procurement process and Good 
Wheels, Inc. was selected to be the CTC for a five-year contract for the 
through June 30, 2018. 

2018 
The Heartland Regional Transportation Planning Organization assumed the 
duties of the Designated Official Planning Agency and requested a one-year 
extension in order to conduct the selection process. 

2019 
Pursuant to the Commission for the Transportation Disadvantaged, all 
Memorandum of Agreements (MOAs) expiring in 2019 were extended for one 
year – bringing the MOA in Glades and Hendry to end on June 30, 2020. 

2020 

Good Wheels, the previous CTC, suspended all operations on February 19, 
2020. 
MV Transportation was designated as the emergency CTC until June 30, 
2020 for Glades and Hendry counties and started service to the community 
on February 24, 2020. 
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4. Consistency Review of other Plans 
This Transportation Disadvantaged Service Plan is consistent, to the maximum extent feasible, 
with the following documents. 

Local Government Comprehensive Plans 
 Consistent, to the maximum extent feasible 

Strategic Regional Policy Plan 
 Consistent, to the maximum extent feasible 

Southwest Florida Regional Planning Council’s “Strategic Regional 
Policy Plan” 

 Consistent 
Commission for the Transportation Disadvantaged Five-Year Plan 

 Consistent 
HRTPO 2040 Long Range Transportation Plan 

 Consistent 
Transportation Improvement Programs 

 Consistent 
HRTPO Public Participation Plan 

 Consistent 
FDOT Heartland Rural Mobility Plan 

 Consistent 
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5. Public Participation 
In August of 2005, Congress passed the Safe, Accountable, Flexible, Efficient Transportation 
Equity Act:  A Legacy for users (SAFETEA-LU), reauthorizing the surface transportation act. 
SAFTETEA-LU requires that the Coordinated Public Transit-Human Service Transportation Plan 
be developed through a local process that includes representatives from public and private 
transportation providers, human service agencies, interested parties, and the general public. 

The responsibility of the HRTPO is to 
manage a continuing, cooperative, and 
comprehensive planning process that 
results in the development of transportation 
plans and programs. The HRTPO provides 
a forum for cooperative decision making by 
officials of the affected governmental 
entities with input from citizens and 
constituency groups. Public participation is 
a key component of transportation planning 
and one of the core functions of the 
HRTPO. Meaningful and effective public 
involvement brings a diverse set of views 

into the discussion and improves decision making by generating ideas for how the 
transportation system may be improved. 

The HRTPO Public Participation Plan (PPP) provides guidelines used by the HRTPO to inform 
and gather input from residents, communities, and interest groups throughout the six counties in 

including the public through a 
process that continually seeks 
improvement. 

It is important that stakeholders 
be included in the development 
and implementation of the TDSP. 
A public hearing is held annually 
to allow residents the opportunity 
to discuss unmet transportation 
needs, or any other areas that 
relate to the local transportation 
services. This plan was 
developed through a process that 
included representatives of 
public, private and nonprofit transportation and human services providers and participation by 
the public. 

In the State of Florida’s Transportation Disadvantaged Program pursuant to Chapter 427, F.S. 
and Rule 41-2 FAC, a local coordinating board shall be formed and they shall identify local 
service needs and provide information, advice, and direction to the community coordinator on 

order to expand the information available for planning with the goals of informing, involving, and 
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the coordination of services to be provided to the transportation disadvantaged population.  In 
addition to the requirement of meeting on a quarterly basis, the LCB reviews and approves the 
Transportation Disadvantaged Service Plan, evaluates the services provided in its jurisdiction, 
and assists the CTC with many issues related to the delivery of transportation disadvantaged 
services.  Rule 41-2.012, FAC outlines the membership of the LCB. This service area follows 
the multi-county framework outlined in the Rule. 

The Local Coordinating Board meetings are 
advertised in the Florida Administrative Weekly and 
local newspaper and are held in accessible locations 
that are open to the public. In addition to the 
membership, the mailing list for the LCB quarterly 
agendas include transportation partners, 
transportation disadvantaged customers and 
advocates, human service organizations, faith-based 
and community-based organizations, local school 
districts and others. The multi-county LCB seeks 

input from the public at all its meetings and makes an effort to include many community partners 
and advocacy groups in the planning, evaluation, and service development processes 
throughout the year. In addition, an annual public hearing is held and advertised to the public as 
required under the CTD regulations. 

Given that the State of Florida, under the Transportation Disadvantaged program has 
representation of those entire customer groups on each Local Coordinating Board throughout 
the State, the local coordinating board can serve as the mechanism for meeting the Coordinated 
Public Transit-Human Services Transportation Plan directive. To enhance the efforts of the 
Local Coordinating Board’s involvement in the process, the HRTPO engages the involvement of 
other representatives from workforce boards, aging agencies, vocational rehabilitation entities, 
Economic Development Councils, Florida’s Heartland Rural Economic Development Initiative, 
and representatives of other civic organizations. 
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B. Service Area Profile and Demographics 

Located in the south-central part of Florida, the following information on the two-
county service area of Glades and Hendry Counties is from the Heartland Rural 
Mobility Plan, Undated in 2018. 

1. Glades County 
Glades County is located in the center of the Heartland region and west of Lake Okeechobee. 
An examination of the 2015 American Community Survey (ACS) data reveals Glades County’s 
population has increased by 5% to 13,272 since 2010.  Small clusters of population are near 
Moore Haven and the census designated place (CDP) of Buckhead Ridge.  The majority of the 
block groups in the county have a population density below 100 persons per square mile.  There 
are two block groups located in the City of Moore Haven with high population density which s 
may represent a good public transportation market. 

Age characteristics also affect public transportation demand; older populations lose driving 
privileges because of diminishing skills associated with the aging process and younger 
populations have limited resources or are not eligible to drive.  Examining the age categories 
and trends helps identify the age related public transportation markets. The age demographics 
are changing with the over age 65 category increasing from 20.9% to 25.5% and the under 18 
age population becoming a smaller proportion from 19.6% to 16.9%. With population projection 
data from BEBR illustrates a continuation of this trend with the over age 65 making up nearly 
30% and the under 18 population 15% of the total population in 2045. 
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Age Group 

0-17 

18-44 

45-64 

65-85 

Over85 

Total 

2010 2015 

2,473 2,243 

4,227 4,260 

3,293 3,451 

2,561 2,853 

76 465 

12,630 13,272 

Population Trends 

2020 2025 

2 ,335 2,302 

4 ,342 4,571 

3,410 3,426 

3,053 3,218 

344 468 

13,484 I 13,985 

2030 2035 2040 2045 

2,259 2 ,291 2,326 2,338 

4,646 4 ,633 4,573 4,566 

3,419 3 ,453 3,677 3,893 

3,479 3,692 3,694 3,655 

581 648 735 813 

14,384 14,111 I 15,005 15,265 

U.S. Census block group population distribution by persons per square mile 
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Population Change (2010-2015) 

 

Age Group Total Percent Total Percent Total 

2,243 16.90% 2,473 19.60% -230

4,260 32.10% 4,227 33.50% 33 

3,451 26.00% 3,293 26% 158 

2,853 22% 2,561 20.30% 292 

465 3.50% 76 0.60% 389 

2015 2010 Change 

0 – 17 

18 – 44 

45-64

65-85

Over 85 

13,272 100% 12,617 100% 655 Total



Employment, Income and Household Characteristics 

Work activities, income levels and household characteristics influence travel behavior. 
Accordingly, examining these characteristics reveals additional public transportation markets in 
Glades County.  For example, public transportation may offer reliable transportation to low-wage 
workers and people living below poverty to retain existing or access new employment.  This 
section describes markets related to employment, income and household characteristics. 

Income and Poverty 

The median income in Glades County was $34,877 in 2015, which was below the state median 
income of $47,507. Glades County’s median income declined significantly since 2010 when 
Glades County’s median income was $39,429.  The map below illustrates the median income 
for block groups in the county.  The block groups with the lowest median income are located 
along the southwestern edge of Lake Okeechobee in the City of Moore Haven.  The median 
income for the City of Moore Haven is $29,918.  Areas with lower incomes benefit from public 
transportation services due to lower disposable income, which affects the ability to maintain and 
own reliable transportation.  Figure below also illustrates the distribution of household income 
levels for the county. 

Glades County Percent of Household 
Income Categories 2015 2010 

$10,000 or less 12.1% 9.9% 

$10,000 to $14,999 7.9% 7.3% 

$15,000 to $24,999 15.3% 15.3% 

$25,000 to $34,999 14.9% 11.8% 

$35,000 to $49,999 17.3% 22.5% 

$50,000 to $74,999 19.7% 16.6% 
$75,000 to $99,999 4.0% 5.7% 

$100,000 to $149,999 5.8% 5.8% 

$150,000 to $199,999 1.2% 1.2% 

$200,000 and above 1.8% 0.8% 

Median Income $34,877 $39,429 
Household income levels 
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Segments of the population living below the poverty line are another public transportation 
market, with low wage workers needing access to employment and other impovrished segments 
needing access to food, healthcare and other vital destinations.  Since 20121, the percent of the 
county living below poverty  decreased from 25.3% to 20.2% in 2015. Providing public 
transportation options to areas with higher poverty rates could improve employment 
opportunities and expand access to vital activities. 

The availability of vehicles are crucial for accessing vital activities.  Areas with a high number of 
households without vehicles available have higher demand for public transportation services. 
According to the 2015 census, 1.7 % of households had zero vehicles in Glades County.  Very 
few households are without a personal automobile, and given the rural nature and the lack of 
public transportation, this is typical.  The only area with a discernable number of households 
with zero vehicles is located in Moore Haven. The figure below displays vehicle availability for 
2010 and 2015. 

Vehicles Per Household 2015 2010 
Zero Vehicle Households 1.7% 0.0% 

One Vehicle Households 22.9% 32.0% 

Two Vehicle Households 51.6% 45.0% 

Three or more Vehicle Households 23.7% 27.2% 

Employment and Commuting 

Employment and commuting patterns influence transportation options. The working age 
population, labor force participation and unemployment rates affect transportation systems. 

1 Poverty Data for Rural Counties were not available from the American Community Survey Five Year 
Dataset.  Consequently, the 2012 data were used for Glades County. 
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More importantly, commuting characteristics, job and home locations of workers and low wage 
workers influence the public transportation market. 

The analysis in the employment and commuting section relies upon two different employment 
data sets, the ACS and LEHD.  The ACS data and LEHD data have different total jobs and 
employment due to the nature of the data.  ACS is a survey of residents and the LEHD is based 
on administrative records such as unemployment insurance.  The LEHD does not report on 
“agricultural labor” and a few other employment types. For the purposes of identifying 
employment commuting flows and patterns the LEHD data is sufficient. 

Based on the ACS 2015 data, Glades County’s working age population was over 11,100 with 
33% (3,700) participating in the labor force.  Glades County’s unemployment rate was 12.9% in 
2015, the second highest unemployment rate in the Heartland counties. Unemployed residents 
may benefit from public transportation services to access employment opportunities as well as 
other life sustaining activities such as retail and medical purposes. 

Workers with Commutes Longer than 60 Minutes 

Racial and Ethnic Population 

Comparison of the minority population since 2010 reflects a small demographic shift in the 
county.  Since 2010, the black and African American population increased from 1,182 in 2010 to 
1,729 in 2015 representing an increase of 3.6% to 13.0%.  The Hispanic population has grown 
since 2010, from 2,480 to 2,817 in 2015.  Further, the proportion of the Hispanic population 
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increased slightly, from 19.7% to 21.2%.  Based on U.S. 2015 ACS Census data, 8.6% of 
Glades County citizens speak English less than very well. 

2. Hendry County 
Hendry County is located in the southern 
portion of the Heartland region. Since 2010, the 
county’s population decreased slightly by 667 
people to 38,363 people in 2015.  Hendry 
County is the third most populous county in the 
Heartland region with 38,363 residents. Slightly 
more than 30% of the population reside within 
cities of Clewiston (7,240) and La Belle (4,648). 
Two other census-designated places (CDP), 
Harlem and Montura also are home to 2,347 
and 3,087 residents respectively.  The 
remaining 55% live in the more rural portions of 
the county. 

Demographically, the county’s population is 
increasingly becoming older with the proportion 
of the under age 18 population decreasing and 
the over age 65 proportion increasing.  The 
over age 65 population in Hendry County 
increased to 4,719 in 2015, representing 12.3% of the population. Conversly, the proportion of 
the population under age 18  declined.  Based on projections from the Bureau of Economic and 
Business Research (BEBR) this trend will become more predominant with 20% of Hendry 
County’s residents projected to be over age 65 and the under 18 population decreasing from 
28% to 26.5% by 2045. 

Hendry County 

2015 2010 Change 
Age Group Total Percent Total Percent Total 
0 – 17                     10,703 27.90%                    11,006 28.20% -303 
18 – 44                    14,118 36.80%                    15,378 39.40% -1260 
45-64                      8,823 23%                      8,313 21.30% 510 
65-85                      4,028 10.50%                      3,903 10% 125 
Over 85  691 1.80%  429 1.10% 262 
Total                    38,363 100%                    39,030 100% -667 

Population Change by Age Categories 

Transportation Disadvantaged Service Plan, 2014-2020 | 20 



/ 

Legend 

Population Density 
Persons per square mile 

~ 4-160 

161 - 457 

11111 458-1 ,215 

1111 1,216 - 2, 128 

1111 2,129 - 3,468 

r,. 

G l ades 

\ 

Hendry 

I L __ 

.., 

r 

I 
I 
I 

I 

1 
Sources Fsri , net orme, NAVTFQ lJSGS lnt<1rmap, PC NR,,AN Fsn Japan 
METI, Esr1 Chma (Hong Kong/, Esn (T ,a1 land ), Tom Tom, 2013 

A ge G roup 2010 2015 2020 2025 2030 2035 2040 2045 

0-17 11 ,006 10,703 10,863 10,864 10,798 10,869 10,993 11 ,059 

18-44 15,378 14,118 13,842 14,076 14. 140 1 14,082 13,943 14,125 

45-64 

65-85 

8,313 

3,903 

8,823 

4,028 

8,974 

4,852 

8,769 

5,521 

8,532 

6,137 

8,441 

6,493 

8,539 

s,n1 
8,479 

6,702 

Over85 429 691 711 862 1,039 1,242 1,442 1,752 

Total 
'--

39,029 38,363 -- 39,242 - 40,092 40,646 41,127 ·-- 41,694_ 42,117 --
Hendry County Population Density 

Transportation Disadvantaged Service Plan, 2014-2020 | 21 



'~--
-

·- -

-

Hendry County 

25.0% 

20.0% at
io

n 

15.0% op
ul

of
 P

 

10.0% over 65 
5.0% 

Pe
rc

en
t 

Trends and Projection Years 

Hendry County 
28.5% 

at
io

n 28.0% 
27.5% 

op
ul 27.0% 

26.5% 

of
 P 26.0% 

0 – 1725.5% 

Pe
rc

en
t 

20
10

20
15

20
20

20
25

 25.0% 
20

30
20

35
20

40
20

45
 

Trends and Projection Years 

Income and Household Characteristics 

Income levels, vehicle availability and poverty levels have implications for public transportation 
demand and mobility options.  This section describes the income and household characteristics 
that influence the needs and alternatives of Hendry County residents. 

Hendry County’s median income of $36,771 was the highest in the Heartland region and the 
county had the third lowest poverty rate.  The median income in Hendry County has gone down 
by $527 since 2010.  By examining the median income of Census Block Groups in Hendry 
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County, the clustering of higher and lower income communities becomes clearer. The areas 
with higher median incomes are closely aligned with the cities of Clewiston and La Belle. 
Mapping populations living below the poverty line reveal similar patterns with small clusters of 
poverty inside the City of Clewiston and La Belle as well as the CDP’s of Harlem and Montura. 
A lower percentage of Hendry County residents live below the poverty level since 2010. 
However, more than 1 in 4 (26.4%) residents lived below the poverty level, which was much 
higher than the statewide poverty rate of 15.5% in 2015. 

Among the Heartland Counties, Hendry County had the second lowest percentage of homes 
with income below $10,000 while the Florida statewide percentage was 7.8%. 

Hendry County, Florida Percent of Household 
Income Categories 2015 2010 

$10,000 or less 9.5% 9.9% 

$10,000 to $14,999 7.4% 5.7% 
$15,000 to $24,999 20.4% 20.4% 

$25,000 to $34,999 10.2% 17.1% 

$35,000 to $49,999 14.3% 16.3% 

$50,000 to $74,999 17.5% 18.9% 

$75,000 to $99,999 9.6% 8.3% 

$100,000 to $149,999 6.5% 6.5% 
$150,000 to $199,999 2.7% 1.3% 

$200,000 and above 1.9% 1.3% 

Median Income $36,771 $37,298 
Distribution of Household Income 

Hendry County had the second highest percentage of homes without a vehicle. With 6.3% of 
homes without a vehicle available, Hendry had a higher zero vehicle percentage than Florida’s 
statewide average of 3%.  Examining the distribution of homes without a vehicle available 
reveals that small pockets of households in and around the cities of Clewiston and La Belle 
have no cars available. 

Vehicles Per Household 2015 2010 
Zero Vehicle Households 6.3% 7.0% 

One Vehicle Households 26.2% 25.0% 
Two Vehicle Households 35.7% 39.0% 

Three or more Vehicle Households 31.8% 31.8% 
Vehicles Per Household 

Twenty-eight percent of the jobs located in Hendry County had a monthly income  below 
$1,250.  Figure B-2 below illustrates the location and distribution of the low wage employment. 
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Commuting Patterns 

Employment and commuting patterns influence transportation options. The working age 
population, labor force participation and unemployment rates affect transportation systems. 
More importantly, commuting characteristics, job and home locations of workers and low wage 
workers make up the public transportation market. 

The analysis in the employment and commuting section relies upon two different employment 
data sets, the ACS and LEHD.  The ACS data and LEHD data have different total jobs and 
employment due to the nature of the data.  ACS is a survey of residents and the LEHD is based 
on administrative records such as unemployment insurance.  The LEHD does not report on 
“agricultural labor” and a few other employment types.  Nonetheless, for the purposes of 
identifying employment commuting flows and patterns the LEHD data is sufficient. 

Based on the ACS 2015 data, Hendry County’s working age population was 28,750 in 2015 with 
58.1% (16,704) participating in the labor force.  Hendry County’s unemployment rate was 11.9% 
in 2015, the fourth lowest in Heartland counties. Unemployed residents may benefit from public 
transportation services to access employment opportunities as well as other life sustaining 
activities such as retail and medical purposes. 

Racial and Ethnic Population 

Comparison of the minority population since 2010 reflects a demographic shift in the county. 
Since 2010, the black and African American population decreased by 1,270 and its proportion of 
the county population decreased to 12% from 15%.  The Hispanic population has grown since 
2010, from 18,621 to 19,382 in 2015.  Further, the Hispanic population is making up a larger 
percentage of the total population, from 47.7% to 50.5%.  Hendry County also had a large 
percentage (46.8%) of the population of which English is not the primary language spoken at 
home. 

3) Major Trip Generators 
Major Private Sector Employers 

Glades County 
Company Name Employees 

Moore Haven Correctional Facility 250-499 
Seminole Casino Brighton 50-99 
Glades Electric Co-op 50-99 
Graham Farm 50-99 
Wedgworth's Inc. 20-49 
Oldcastle Lawn & Garden 20-49 
Florida Community Health Care 20-49 
Brighton Medical Ctr 20-49 
Big Lake Home Health Svc 20-49 

Hendry County 
Company Name Employees 
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United States Sugar Corporation 2,500 
Florida Southwestern State College 501 
Gator Harvesting Inc. 350 
D & K Harvesting Inc. 350 
Southern Garden Citrus 350 
J & J Ag Products Inc. 300 
Everglades Harvesting & Hauling 300 
Walmart Supercenter 239 

Source: Glades & Hendry County Economic Development Councils 

2018/19 Trips by Purpose Provided by Community Transportation Coordinator 

Purpose Number of trips 
Medical 8,722 

Employment 2,204 
Education/Training 1,314 

Nutritional 0 
Life-Sustaining/Other 8,950 

TOTAL TRIPS 21,190 

Source: 2018/19 Annual Operating Report for Glades and Hendry Counties 

4) Inventory of Available Transportation Services 

Transportation Disadvantaged Services 
The Florida Commission for the Transportation Disadvantaged Program is a statewide initiative 
to provide transportation for children at risk, seniors, persons with disabilities, and people 
considered low-income. The program coordinates Federal, state, and local funding sources to 
provide transportation to these groups for medical appointments, employment, education, and 
other life sustaining activities. 

Transportation Disadvantaged Service Plans
Each Florida county or service region has the responsibility of accomplishing the coordination of 
safe, efficient, cost effective transportation services to those individuals who are considered 
Transportation Disadvantaged.  To facilitate this, each county in coordination with the 
Designated Official Planning Agency, Local Coordinating Board, and Community Transportation 
Coordinator are tasked with the development of a Transportation Disadvantaged Service Plan 
(TDSP) for each county.  The TDSP is a comprehensive analysis of the service area that 
identifies the transportation services available and service standards. 
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Community Transportation Coordinator
A Community Transportation Coordinator (CTC) exists in each of Florida’s 67 counties.  The 
CTC is responsible for coordinating transportation services for people who are designated as 
being Transportation Disadvantaged. Glades and Hendry Counties have CTC services 
provided by MV Transportation, a private for profit corporation. 

Commuter Assistance 
Commute Connector is a program of the Florida Department of Transportation that serves the 
Heartland Counties.  Working with businesses and governments, this program helps facilitate 
carpooling, vanpooling, transit options, walking and bicycling programs, emergency ride home, 
and initiates the establishment of park and ride lots.  The program promotes company, 
employee, and the community benefits of mobility services. A free mobile app is available at 
http://www.swflroads.com/commute-connector/index.html to match carpool and vanpool 
groups. 

Inter-County / Inter-Region Services 
Throughout the Heartland region, there are limited inter-county and inter-region transportation 
services. MV Transportation, Inc. contracts with several service providers in the area to provide 
service within and outside of DeSoto, Glades, Hardee, Highlands, Hendry and Okeechobee 
Counties, and Commuter Connector facilitates inter-county and inter-region transportation. 
While not as heavily used as they are in their urban counterparts, traditional taxicab services 
exist in each county as well as transportation network companies (TNCs), however, TNC 
service is never guaranteed, as it is reliant on independent drivers driving their own personal 
vehicles.  Both taxicabs and TNCs such as Lyft and Uber have the ability to take the passenger 
to a destination in any service area.  The Dr. Ella Piper Center in Lee County provides two 
volunteer transportation programs focused on seniors in DeSoto and Hendry Counties, which 
can take passengers from their home in one of these two Heartland region counties to 
surrounding counties. 

Health, Education, and Other Programs
In each of the Heartland counties, the Florida Commission for the Transportation Disadvantaged 
through the CTCs, provides transportation to those who are Transportation Disadvantaged. In 
addition, the American Cancer Association provides volunteer-based transportation in each of 
the Heartland Counties for persons seeking treatment.  MTM, JJ Transport, Positive Medical 
Transport, and Safety Transportation all provide non-emergency medical transportation in the 
Heartland region. 
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C. Service Analysis 
1. Forecast of Transportation Disadvantaged Population 
To forecast the potential Transportation 
Disadvantaged population in the service area, the 
CTD developed a tool in 2015 that utilizes data from a 
variety of the most currently available sources to 
predict demand into the future. Data from the U.S. 
Census Bureau’s American Community Survey (ACS) 
and the Survey of Income and Program Participation 
(SIPP), The Bureau of Economic and Business 
Research County Population Projections, and the 
National Household Travel Survey and fixed route bus 
coverage are examples of the data utilized. These 
sources are helpful in capturing economic trends, 
population growth, and the changing demographic 
composition of the population such as aging baby 
boomers and the associated increases in disabilities. 
The full forecast detail may be found in Appendix B. 

It is important to note the tool only quantifies potential TD demand in the geography analyzed 
and trends in potential utilization over time. Other factors such as the quality of available 
transportation services or other unique community characteristics may impact actual service 
utilization.  Following is a summary of several of the key factors and data analysis steps used to 
arrive at the TD demand estimates for the service area.  

Critical Need Trip Demand 
By using population forecasts prepared by the Bureau of Economic and Business Research an 
applying the changes to the TD population and trip rate estimate previously described, the 
tables below display the future potential demand for critical need transportation in the service 
area through 2027. 

TD Composition 

Glades Critical Need - Severely Disabled TD Population 
Not Low 
Income 

Low 
Income Totals 

Non-Elderly 80 32 111 
Elderly 455 60 515 
TOTAL 535 92 627 

Hendry Critical Need - Severely Disabled TD Population 
Not Low 
Income 

Low 
Income Totals 

Non-Elderly 242 97 338 
Elderly 652 86 738 
TOTAL 894 183 1,077 
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2. Needs Assessment
Successful coordination of transportation services depends on an effective planning process
that establishes priorities and goals.  The Glades/Hendry (TDSP) has four parts to its planning
process:

1. Inventory of existing transportation resources
2. Identification of service gaps/barriers
3. Priorities for implementation
4. The following service gaps have been identified through on-going meetings with social

service agencies, public forums, and identified unmet trip needs.

Identified Unmet Service Needs 
Service/Financial 

Gaps Proposed Plan Timeline 

Employment related 
trips 

Continue partnerships with 
CareerSource Boards, Vocational 
Rehabilitation Programs, Community 
Colleges, and Private Sector, to 
identify community needs and 
coordinate services 

Continue monitoring funds that are 
applicable for employment related use 

General Public 
Trips 

Continue to apply for FTA Section 
5311 and 5310 operating funds On-going 

Elderly and 
Disabled 

Continue to apply for FTA 5310 
Operating Funds Grant funds applied for annually 

Resources for 
Expanded Services 

Coordinate with Mobility Management, 
and Commuter Services Ongoing 

Extend Service 
Hours (evenings 
and weekends) 

Work with CTC to expand service 
hours to coincide with the needs of 
customer transported under these 
programs 

Service expansion includes service over 
weekends and evenings coordinated with 
service needs 

Funding Shortfalls 

Investigate other funding 
opportunities. Revise procedures and 
policies where possible to cut costs. 
Investigate opportunities for private 
funding contributions. Encourage 
participation in the “Voluntary Dollar” 
program. Investigate voucher 
opportunities and other mobility 
options 

The CTC will apply for capital and 
operational funding 

Coordination 
Contracts 

The CTC and LCB will review all 
existing and new applications for 
Coordination Contracts 

CTC will continue to coordinate 
resources resulting in cost effective, 
efficient service provision 

Capital 
Procurement 

Apply for capital grants for 
replacement and expansion of vehicle 
fleet when funds are available 

The CTC will continue to apply for capital 
funding. 
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3. Barriers to Coordination
• Geographic Location – The rural service area creates a challenge as essential

services are often located outside of the service area. The Commission for the
Transportation Disadvantaged will only pay a per trip rate or a per mile rate and that type
of trip rate does not work well for long distance trips.  Out of service area trips are cost
prohibitive.

• Lack of Public Transportation - There is no fixed route public transportation system in
the service area, and private taxi service is generally too expensive for transportation
disadvantaged citizens to access.

• Demographics - The demographic composition of the service area includes a high
percentage of senior citizens and those that are at the poverty level or below.

• Availability of Funding - All known available grant funds are accessed, and, all local
cash match requirements are met; typically, by each County Commission. Long term
funding is not guaranteed. In addition, the lack of operational funds directly impacts the
ability of the CTC to expand services.

• Social Service Agencies Role - Some social service agencies, and/or other entities
receiving Federal, State, local funds for transportation remain outside of coordination.
This has no apparent detrimental effect on these agencies continuing to receive funding.
However, these agencies have an overall impact to the TD provision of service.  TD
dollars are perceived as dollars to supplant rather than expand transportation services.
Many potential purchasers of transportation are unwilling to identify and/or revise
budgeting procedures to include transportation dollars as a budget line item. This is
largely due to conflicting directives among the varying agencies. When approached for
services, the CTC requests how many dollars are available for purchasing
transportation. The potential purchaser usually responds that they are requesting
services through the TD program for the non-sponsored trip funds. This action is in
conflict with the CTC’s directive which is to secure sponsored trips and lessen the
demand on limited TD dollars.

• Administrative Tasks - Clearly, a very positive aspect of the transportation
disadvantaged program has been funds for providing long and short-range planning.
However, funding levels limit planning effectiveness.

• Rising Cost - The goal of providing cost-effective, efficient transportation tends to be
lost because of the rising costs in fuel and insurance over the years. Program eligibility
processing, funding cuts and Drug/Alcohol Testing/Monitoring put a strain on personnel
and funding resources.

4. Strengths in Coordinated Transportation Services in Service Area
• This area benefits from being a multi-county service area and resources are utilized in a

cost-effective efficient manner.
• Local governments in the service area provide financial support.
• The award of Federal Transit Capital grant funds for procurement of vehicles provides

cost efficiencies.
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D. Goals, Objectives, Strategies and Implementation
The goals and objectives contained in this document adapt legislative and administrative 
requirements as they relate to the transportation disadvantaged (TD) population and provision 
of service in the service area. 

The Florida Coordinated Transportation System is a concerted effort to coordinate, not 
consolidate, all government funded transportation, to better serve agencies and customer with 
safe, reliable and cost-effective transportation services. The mission statement of the 
Commission for the transportation Disadvantaged (CTD) is to: “To insure the availability of 
efficient, cost-effective, and quality transportation services for transportation disadvantaged 
persons.” 

To that end, the Glades/Hendry Local Coordinating Board developed their mission statement 
as: 

To identify transportation disadvantaged persons, their needs, and available 
resources, and provide a cost effective, accessible, coordinated transportation 

service in Glades and Hendry Counties. 

One of the initial tasks in the 
development of a five-year plan is to 
identify what the intent of the plan is 
and what is to be accomplished from 
the local perspective. With an approved 
mission statement in place, broad goals 
and corresponding objectives can be 
defined.  These goals and objectives 
are based on requirements of Chapter 
427, F.S., the CTD, and those 
established by the Multi-County local 
coordinating board. Goals and 
objectives are developed in conjunction 
with demographic data, demand 
forecasting and demonstration of 
current needs, evaluation results, public 
hearing input, and other service area 
data, in order to develop strategies for 
goal attainment. 

Goals 

Identify and 
Analyze 

Demand for 
Service in the 
Service Area 

Enhance 
Coordination 

to Provide 
Cost Efficient 
and Effective 

Service 

Reduce 
Barries to 
Access 
Service 

Prepare for
Emergency

Events 

Ensure 
Quality

Service and 
Program

Accountability 
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Goal 1: Identify and Analyze Demand for Service in the Service Area 

Objective 

Review trips denied 
and/or not provided at 
requested time 

Track trips denied/changed 
and report to LCB 

Number and percent 
of trips 
denied/changed 

CTC 

Survey unmet needs of 
social service agencies 

Survey social service 
agencies 

Number of persons 
eligible 

CTC, Planning Agency 

Review demand of trip 
types 

Track types of trips 
requested 

Number and percent 
of trips requested CTC 

Implementation: 

Goal 2: Enhance Coordination to Provide Cost Efficient and Effective Service 

Objective 

CTC 

Educate front line staff on 
other existing 
transportation services in 
the service area 

Develop a quick guide for 
referrals to other services 

Number of customer 
referrals to other 
services 

Educate community 
partners and other 
existing transportation 
services of TD services 

Awareness meetings, 
participation in community 
coordination groups 

Number of awareness 
meetings 

CTC, Planning Agency 

available 

Strategy Measure Responsibly Party 

Implementation: 
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Strategy Measure Responsibly Party 

A report will be provided to the LCB at their 3rd quarter meeting for analysis 
and to develop next steps. 

This should be an ongoing effort. A report will be provided to the LCB at 
their 4th quarter meeting for analysis and to develop next steps. 



Goal 3: Reduce Barriers to Access TD Services 

Objective Strategy Measure Responsibly Party 

Enhance the public’s 
knowledge of the service 

Ensure user friendly 
application and 
registration process 

Form diverse committee to 
evaluate and recommend 
action items to help meet 
goal 

Survey of new users CTC, Planning Agency 

Coordinate with the Identify action items from 
Heartland Mobility Heartland Rural Mobility Planning Agency 
Program Plan 

Implementation: This should be an ongoing effort. A report will be provided to the LCB at their 
2nd quarter meeting for analysis and to develop next steps. 

Goal 4: Prepare for Emergency Events 

Objective Strategy Measure Responsibly Party 

Coordinate efforts with 
local emergency 
management officials 

Attend regularly scheduled 
EOC meetings 

Agreements/Letter of 
Understanding with 
each County 

CTC, Planning Agency 

Educate users/user Provide information to 
agencies on emergency users and agencies as CTC, Planning Agency 
procedures. needed 

Implementation: This should be an ongoing effort. A report will be provided to the LCB at their 
1st quarter meeting for analysis and to develop next steps. 
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Goal 5: Ensure Quality Service and Program Accountability 

Objective Strategy Measure Responsibly Party 

Comprehensive CTC 
report to LCB 

Meet or exceed all federal, 
state, and local 
performance measures 

Utilize spreadsheet 
provided by planning 
agency 

Annual review and follow 
up on review findings 

Accurate and timely 
reports to planning 
agency 

Percent of standards 
met 

CTC 

CTC, Planning agency 

Maintain quality customer 
relations 

Survey users Survey responses CTC 

Minimize customer 
discomfort 

Minimize customer 
travel/wait time 

Maintain and provide safe 
and appropriate vehicles 

Maintain appropriate 
vehicle inventory/proper 
scheduling 

Review of 
maintenance records 
and complaints 

Customer wait time 

CTC, Planning agency 

CTC 

Require real-time 
communications 

Require radio or tablets 
phone equipment 

Percent of vehicles 
equipped with devises 

CTC 

Minimize customer 
complaints/grievances 

LCB review of 
complaints/comments/ 
grievances by types 

Include on each 
quarterly report 

CTC 

Implementation: This should be an ongoing effort. A report will be provided to the LCB at each 
meeting for analysis and to develop next steps. 
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5-Year Transportation Disadvantaged Capital Improvement Program

The TD Transportation Capital Improvement Program identifies transportation improvements in 
the way of purchases, such as vehicles and communications equipment. It groups 
improvements into staging periods and includes realistic estimates of costs and revenues for the 
program period.  This section will be updated on an annual basis. 

AnticipatedImplementation 
Date 

Estimated 
Cost 

Description 
of Purchase Funding

Source 
New or 

Replacement 
Date Priority 
Established 

2015-16 $231,210 5 – Low-Floor 
Mini Vans 

FTA 5310 
funds Replacement June 2015 

2015-16 $1,156,050 
25 – Low-
Floor Mini 
Vans 

FTA 5310 
funds Expansion June 2015 

$981,074 7 -Wide Body 
6 - vans 

FTA 5310 
funds 

6 - Replacement 
7 - Expansion 

2016-17 
$164,000 2 – Wide 

Body 
Shirley 
Conroy 3 - Replacement 

December 
2016 

$133,000 Freightliner FTA 5311 Expansion 

2017-18 

2018-19 

$450,175 

$450,175 

5 Wide Body 

5 Wide Body 

FTA 5310 
funds 
FTA 5310 
funds 

Replacement 

Replacement 

June 2015 

June 2015 

2017-2018 $133,000 Freightliner Section 5311 
Fund New 

2017-18 $163,000 2 – Wide 
Body 

Shirley 
Conroy 
Program 
Grant 

Replacement June 2016 

2018-19 $331,772 2 – Wide 
Body 

3 Replacement-
1 expansion February 

2018 
Grant 

Source:  Good Wheels 2019 
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II. Service Plan
A. Operations Element

1. Types, Hours and Days of Service
All service is door-to-door.  Ambulatory and wheelchair service is offered throughout the
service area. Drivers are not permitted to assist persons in wheelchairs up or down any
steps. When a wheelchair, scooter or other assistance device is needed, passengers
must notify the reservationist making the trip reservation.

Telephone reservations may be made by calling MV Transportation Monday through
Friday from 8:00 a.m. to 5:00 p.m., except on approved holidays. Transportation Service
hours are Monday through Saturday from 6:00 a.m. until 7:00 p.m. Service will not be
provided and the CTC Office will be closed on the following days:  New Year’s Day,
Memorial Day, Independence Day, Labor Day, Thanksgiving and Christmas.

2. Accessing Services
Service is door-to-door. Drivers are required to assist customers from the door of the
trip origin to the door of the trip destination.  The driver should not be expected to assist
customers to specific offices, departments, or floors within large medical facilities and
cannot provide personal attendant care.  Confused customers or those unable to care
for themselves should be accompanied by an attendant or escort.

Reservations
The Community Transportation Coordinator (CTC) maintains an advanced telephone
system with toll-free access for all users of the service.  The numbers for the CTC
reservations system and administration are: Toll Free: 1-800-260-0139

There is a forty-eight (48) business hours (excluding weekends and holidays) advance
notice requirement for all trips scheduled within the coordinated system, except under
special circumstances. Clients may schedule up to two (2) weeks in advance of their trip.

On-Time Pick-Up Window 

e 
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Departing Trip for service in Up to 30 minutes before or after a scheduled pick up 
Glades and Hendry Counties time 
Departing Trip for service Up to 3 hours before (The CTC will call the day beforoutside Glades and Hendry to confirm time of pick up) Counties 

Return trips must be scheduled in advance. 
Passengers should be advised there will be extendedReturn Trips waits for their return pickups as scheduling is based 
on when the vehicle is available 

The driver may wait up to 5 minutes once they have arrived to pick up a client 



Cancellations 
Customers must cancel a requested trip no later than one hour before the scheduled 
pickup time. Trips are canceled by calling the CTC. 

No-Shows 
When the passenger fails to cancel their pick-up arrangement less than an hour prior to 
a driver's arrival, then their trip is defined as a no-show. When no-shows occur, they 
impact other passengers and affect the efficiency that can be achieved through 
coordination. Because of this, if a passenger is a no-show for their scheduled trip, they 
may expect the following: 

• 1st Offense – Warning
• 2nd Offense - 30 days Suspension from service
• 3rd Offense - 60 days Suspension from service
• 4th Offense - 90 days Suspension from service

Service Complaints
People with complaints can call either the MV Transportation 1-800-260-0139 phone 
number or the Florida Commission for the Transportation Disadvantaged’s Ombudsman 
Hotline number at 800-983-2435. Both numbers are posted in the vehicles. 

Transportation Disadvantaged Service Plan, 2014-2020 | 36 



3. Eligibility and Passenger Fares
In order to enhance the services available to passengers in Glades and Hendry
Counties, the Community Transportation Coordinator administers many funding
programs. Below you may find the funding programs, eligibility, and any associated fares
the passenger must pay to access the service. A MV Transportation representative
should let each passenger know the programs they are eligible for at time of scheduling
and any associated Passenger Fare.
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Program Eligibility Passenger
Fare 

 • Individual does not have an available operational vehicle in the
household; or the ability to operate a vehicle; or the ability to find
transportation from other sources.

 • Must live in Glades or Hendry County
 • No other means of transport and qualify based on one of the following:
 Is under the age of 18, or over the age of 55
 Has an income at or less than 200% of the Federal Poverty

Guidelines
Family Size 200% 

1 $25,520 

Transportati 
on 
Disadvantag
ed Program 

2020 Federal 
Poverty 

Guidelines 

2 
3 
4 
5 
6 

$34,480 
$43,440 
$52,400 
$61,360 
$70,320 

Add $4,480 for 
each person 

over 8 $2 Each Way 

7 $79,280 
8 $88,240 

 Has a documented disability
 • An application (Appendix C) must be updated every 2 years and the

applicant must have one of the following documents on file.
 Photo Identification
 Proof of Income
 Disability Letter

 • Trips provided with this funding source are limited to life-sustaining trips
and prioritized by the Local Coordinating Board. (Policy 2.07)

Medicaid 
Non 
Emergency
Medical 

Medicaid will pay for non-emergency transportation services for a Medicaid 
eligible recipient who has no other means of transportation to a Medicaid 
covered service. Here are some examples of where Medicaid will transport using 
non-emergency transportation services: Doctor Appointments; Dental 
Appointments; Mental Health Appointments; To receive Dialysis Services; To 
receive services at a Prescribed Pediatric Extended Care (PPEC) Center. Fare Free 

Transportati 
on The reservation must be made through your health plan. Call the Medicaid 

Helpline at 1-877-254-1055 for more information on how to schedule Medicaid 
Non-Emergency Medical Transportation 

Rate Varies -
Full Cost 
Trip 

If an individual or trip is not eligible for any of the above programs, a trip may be 
scheduled and the individual may pay the full cost of the services provided. 

The cost is 
comparable to 
taxi service 



4. Transportation Operators and Coordination Contractors
According to Rule 41-2, F.A.C., the CTC shall jointly develop and enter into a coordination 
contract with agencies who receive government transportation disadvantaged funds and who, 
from a total system approach, can meet more effectively and efficiently their own transportation 
needs than the CTC. The contract shall include the requirements of reporting, insurance, safety, 
and other terms outlined in the MOA that apply equally to any transportation operator. The 
contract also shall include any relative information regarding joint utilization and cost 
arrangements for the provision of transportation services to and from the coordinator. 

The CTC may provide the trips itself, or subcontract them to qualified operators. The rates paid 
to transportation operators are negotiated between each transportation provider and the CTC. 
The rates are covered in the sample carrier contract, a copy of which can be obtained from the 
CTC. 
The following is a list of transportation operators in the Glades and Hendry Joint Service 
Area: 

Community Transportation
Coordinator MV Transportation 

Contact: Kelly 
Brooks, General 
Manager 
4650 US 27 S 
Sebring, FL  
33870 

Public Paratransit 
Service: Ambulatory 
and Wheelchair 
Monday – Saturday 
6:00 a.m. – 7:00 p.m. 

5. Public Transit Utilization
In areas where fixed route transportation is available, the Community Transportation 
Coordinator should jointly establish with the Local Coordinating Board (LCB) a percentage of 
total trips that will be placed on the fixed route system. There is not currently any fixed-route 
systems in the service area. 

6. School Bus Utilization
School buses are not currently utilized in the coordinated system. 

7. Vehicle Inventory
Vehicle inventories are shown as Appendix D. 

8. System Safety Program Plan Certification
MV Transportation Annual Safety Certification is shown as Appendix E. 

9. Inter-County Services
Medical and Educational Trips: Based on the limited services in the service area, the CTC 
may provide trips outside the service area. The CTC has developed the following schedule to 
aid in the efficiency of trips outside the service area: 

Tuesday and Thursdays: West Coast (Fort Myers Area) and East Coast (Palm Beach Area) 

Nutritional and Social Service Agency/Life Sustaining trips: If the trip is more efficient, the 
CTC may go up to 15 miles outside the service area. 
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All other Trip Purposes: Must remain in the Glades/Hendry service area unless previously 
approved. 

10. Emergency Preparedness & Response
Natural Disasters 
Procedures for transportation in the time period before an evacuation due to natural disasters 
and/ or emergencies are addressed by the LCB’s Standard/Policy 2.11. The CTC will enter into 
agreements with local governments, Emergency Operations Divisions and Health Department’s 
regarding the transport of citizens and special needs customers during and after events such as 
hurricanes when people are transported to shelters in each county. 

The CTC shall participate in the meetings of the Emergency Operations Divisions of each of the 
Counties in the service area. 

Emergencies, Accidents and Delays
The CTC, through contractual agreements with carriers and in the System Safety Program Plan 
(SSPP) establishes policies for the handling of emergencies, accidents and delays. Carriers are 
required to notify the CTC and appropriate emergency personnel immediately if an emergency, 
accident or delay occurs. Appropriate emergency personnel can include police, fire or 
ambulance. Solicit appropriate medical or emergency assistance, if an accident or other 
emergency occurs. The CTC must also be notified of schedule delays. The carrier must also 
submit a written accident or incident report and management analysis, within 24 hours. If bodily 
injury and/or property damage exceeds levels outlined in U.S. DOT, the driver is required to 
undergo drug and alcohol testing as per Federal guidelines. If delays occur, the CTC may 
reassign trips. Where possible, passengers will be notified of extended delays and alternate 
arrangements. 

Accidents 
In the event of an accident, the carrier must follow up with a written accident report and a 
management analysis within 24 hours.  In the event of bodily injury or property damage in 
excess of U.S. DOT guidelines, the driver must submit to drug and alcohol testing in accordance 
with U.S. DOT and Federal Transit Administration (FTA) guidelines.  To handle delays, each 
carrier is required to have one back-up vehicle for every six vehicles in service. If delays occur, 
the CTC may reassign trips to other service providers. If an extended delay results, the 
passenger will be notified and a satisfactory resolution will be reached. 

11. Educational Efforts/Marketing
MV Transportation has public information brochures. In addition to the brochure, MV
Transportation visits various government, community and social service agency meetings and
functions and advertises in local newspapers and radio stations.

The LCB has identified the need for MV Transportation to keep the community informed. 
Reaching out to the customary user groups of the coordinated system will continue to be an 
important part of this effort.  MV Transportation and the LCB will need to work together to keep 
the passengers, the sponsoring agencies and the public informed regarding changes in service 
delivery. 
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Drug and Alcohol Testing for Safety Sensitive Job Positions 

Passenger Escorts 

Along with continually educating the users and the LCB, another important aspect of training is 
for MV Transportation to maintain its program to train its employees. The types of training 
conducted are for new employees, and on-going operations training for current staff. 

Brochures describing the coordinated transportation system briefly discussing eligibility criteria 
and the scope of the services provided are distributed to social service agencies within the 
service area. 

The CTC is responsible for providing information on their performance to the LCB on a quarterly 
basis including a minimum of the following: 

• Number of trips by funding source
• Revenues by funding source
• Expenses by funding source
• Number of trips denied
• Unduplicated Passenger Count
• Complaints
• Road calls
• On-time Performance
• Trip types ambulatory or wheelchair
• Trips in service area
• Trips out of service area
• Trip purpose
• Accidents
• Trip purpose
• Accidents
• Unduplicated passenger headcount
• Mileage information
• Total vehicles
• Number of drivers

12. Acceptable Alternatives
There have been no acceptable alternatives for the provision of transportation service identified
in Glades or Hendry Counties.

13. Service Standards
TABLE 1: Glades-Hendry County TDSP – Policies and Standards, Evaluation and Monitoring

Rule 41-
A review conducted by FDOT, 2.006 (4)(a), employment, randomization, post-accident and reasonable FHWA or FTA will determine F.A.C. suspicion testing requirements of the Federal Transit compliance with this standard. 

All safety sensitive job positions comply with the pre-

Administration. 
Rule 41-
2.006 (4)(b), This can be evaluated by In order to enhance the safety of passengers and drivers, 
F.A.C. vehicle inspection. children under age 15 or other people who, due to age or 
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Use of Child Restraint Devices 

Passenger Property 

Vehicle Transfer Points 

Local Complaint Process 

Out of Service Area Trips 

Vehicle Cleanliness 

Billing Requirements 

disabilities may be at risk to themselves or others must be 
accompanied by an escort or attended to by an attendant. 
Escorts must be provided by the passenger or the agency 
paying for their trip.  The escort must be able to provide the 
necessary assistance to the passenger. Escorts are 
transported at no additional charge.  The CTC reserves the 
right to refuse to transport a passenger or group of 
passengers if they need an escort, but do not have one.  The 
need for an escort is determined in advance of the trip. 
“Traveling companions” are not the same as required. 
Escorts that have to be picked up or dropped off before/after 
passengers are not considered escorts, but are regular trips. 

Rule 41- All passengers under the age of 5 and/or under 45 pounds 
2.006(4)(c), Evaluated by inspection of the will be required to use a child restraint device. This device 
F.A.C. vehicle. will be provided by parent or sponsoring agency or by MV 

Transportation upon arrangement. 

Passengers shall be allowed to have four pieces of personal 
Rule 41- property which they can place in their lap or stow under their 
2.006(4)(d), Evaluated by inspection of the seat. Passengers must be able to independently carry all 
FAC vehicle. items brought onto the vehicle. Passenger property does not 

include wheelchairs, child seats, stretchers, secured oxygen, 
personal assistive devices or intravenous devices. 

Rule 41-
This standard can be evaluated The CTC does not generally use transfers in the coordinated 2.006 (4)(e), 
by the inspection of transfer system, but if they are used, vehicle transfer points shall be FAC 
points. located in a safe, secured place that provides shelter. 

The CTC follows the Grievance Procedures and Policy Rule 41-
developed by the LCB (Appendix F). The local toll-free phone 2.006(4)(f), This standard can be evaluated number, (800) 260-0139, will be included in the complaint FAC by inspection of the vehicle. process. This number will be posted on right visor of all 
vehicles in 3” sized numbers. 

Rule 41-
This standard can be evaluated 2.006(4)(g), Trips out of the service may be provided based on the LBC by the inspection of records of FAC policy 2.07, amended on April 24, 2019. out-of-service area trips. 

Interior of all vehicles shall be free from dirt, grime, oil, trash, 
Rule 41- Inspection of the contracted torn upholstery, damaged or broken seats, protruding metal 
2.006(4)(h), operators and CTC vehicles will or other objects or materials which could soil items placed in 
FAC determine if this standard is the vehicle or provide discomfort for the passenger. All 

being met. vehicles shall be cleaned (interior and exterior) on a regular 
schedule. 

Rule 41-
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Passenger/trip Database 

Adequate Seating for Paratransit Services 

Drivers for paratransit services 

Boarding Assistance 

Smoking, Eating, Drinking 

Passenger No Shows 

2.006((4)(i), The CTC shall pay all bills to the subcontracted 
FAC The LCB will be able to transportation operator within seven days after receipt of 

evaluate this standard based payment. 
on the evaluation of [records of] Task I-C of the TD Planning Grant states that the Planning 
payments made to operators. Agency shall ensure that operator payments are addressed 

as a standard LCB agenda item. 

For each passenger transported within the system, the CTC Rule 41-
will collect the name, phone number, address, funding 2.006(4)(j), Review of random sample of source eligibility and special requirements on each FAC records. passenger in a database. See 2.10 (2.15) for HIPPA 
Compliance. 

Rule 41-
2.006(4)(k), Vehicle seating should not exceed the manufacturer’s Random inspection of vehicles. FAC recommended capacity. 

Drivers shall be required to announce and identify 
Rule 41- themselves by name and company in a manner that is 
2.006(4)(i), This standard may be conducive to communications with specific passengers, upon 
FAC measured at the time of vehicle pickup except in situations where the driver regularly 

inspection (Route supervision). transports the rider on a recurring basis.  All drivers will have 
a name badge displayed at all times when transporting 
passengers. 

All drivers shall provide the passenger with boarding 
assistance, if necessary or requested, to the seating portion 
of the vehicle.  The boarding assistance shall include holding 

Rule 41- hands, or allowing the passenger to hold an arm; opening the This standard may be 2.006(4)(m), vehicle door, fastening the seat belt or utilization of evaluated upon inspection of FAC wheelchair securement devices, storage of mobility assistive the vehicle. devices and closing the vehicle door.  Other assistance may 
be provided as needed and accepted.  Assisted access must 
be in a dignified manner.  Drivers may not assist wheelchair 
up or down any steps; only ramps are to be used. 

Rule 41-
This standard may be There will be no smoking on any vehicles in the coordinated 2.006(4)(n),
evaluated upon inspection of system. Eating and drinking on board the vehicles is FAC 
the vehicle. prohibited. 

When the passenger fails to cancel their pick-up 
arrangement less than an hour prior to a driver's arrival, then A policy which defines no-
their trip is defined as a no-show. if a passenger is a no-show shows and establishes a 
for their scheduled trip, they may expect the following: 1st Rule 41- procedure by which the no- Offence – Warning; 2nd Offence - 30 days Suspension from 2.006(4)(o), shows will be handled should service; 3rd Offence - 60 days Suspension from service; 4th FAC be developed and addressed in Offence - 90 days Suspension from service. the service plan. 
The driver will attempt to communicate with them through 
CTC dispatch.  They will be notified through the use of a door 
hanger which notes the time the driver arrived.  For trips 
sponsored by other funding sources, the CTC shall contact 
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Two-Way Communications 

Air Conditioners and Heaters 

First Aid 

Cardiopulmonary Resuscitation [CPR] 

Driver criminal background screening 

Public Transit Utilization 

Rule 41-
2.006(4)(V),
FAC 

This can be measured by a 
sampling of trips and through a 
review of customer complaints. 

Departing Trip for service in Glades and Hendry Counties: 
Up to 30 minutes before or after a scheduled pick up time 
Departing Trip for service outside Glades and Hendry 

Passenger Pick-Up Window 

the agency when a no-show occurs.  Agencies should also 
contact the CTC when they become aware of cancellations 
or no-show situations. 

The Medicaid policy on no-shows is incorporated into this 
policy by reference. 

The Policy on no-shows shall be communicated to the 
passengers and agencies by the CTC when adopted, and 
thereafter to all newly enrolled passengers.  The information 
shall be distributed to all newly enrolled passengers.  The 
information shall be distributed in the appropriate format and 
shall be available in alternative formats upon request. 

Rule 41-
2.006(4)(p), This standard can be evaluated All vehicles are equipped with two-way radios or cell phones. FAC by inspection of the vehicles. 

All vehicles in the coordinated system shall have working air 
conditioning and heating.  Vehicles that do not have a 
working air conditioner and heater will be scheduled for 

Rule 41- repair or replacement as soon as possible. Should a vehicle This standard can be evaluated 2.006(4)(q), incur a problem, it will be repaired as soon as possible.  The at the time of vehicle FAC owner/operator is responsible for repair.  The priority of the inspection. LCB is that the CTC provide transportation.  If a vehicle’s air 
conditioning or heating is not functioning properly, and if 
there are no other vehicles available, the passengers will be 
transported. 

Rule 41-
2.006(4)(r), Inspection of the drivers’ All drivers will be trained in First Aid every two years. All 
FAC records. vehicles are equipped with a First Aid kit. 

Rule 41-
This standard can be evaluated 2.006(4)(s), All drivers will be trained in Cardiopulmonary Resuscitation by an inspection of the drivers’ FAC [CPR] every two years. records. 

Rule 41-
This standard can be evaluated All drivers in the coordinated system have a favorable FDLE 2.006(4)(t),
by an inspection of the drivers’ background, (“favorable” according to the Department of FAC 
records. Children and Families policies and procedures.) 

Rule 41-
The LCB has established a goal of 2.2% to be placed with 2.006(4)(u), This standard can be evaluated the fixed-route transit system. There is not currently a fixed-FAC by an analysis of trip records route operating in the service area. 
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Counties: Up to 3 hours before (The CTC will call the day 
before to confirm time of pick up) 
Return Trips: Return trips must be scheduled in advance. 
Passengers should be advised there will be extended waits 
for their return pickups as scheduling is based on when the 
vehicle is available 
(Policy amended 04-24-2019) 

Rule 41-
2.006(4)(w),
FAC 

On-Time Performance 
Performance and reporting of 
this measure should be 
reported by the CTC at each 
quarterly LCB meeting 

The CTC will have an 85% on-time performance rate for all 
completed trips. 

Rule 41-
2.006(4)(x),
FAC 

Scheduling of Trips 

Not identified. 

There is a forty-eight (48) business hours (excluding 
weekends and holidays) advance notice requirement for all 
trips scheduled within the coordinated system, except under 
special circumstances. Clients may schedule up to two (2) 
weeks in advance of their trip. 

Rule 41-
2.006(4)(y),
FAC 

Safety Standard 

This information can be 
gathered from the AOR. 

The standards for accidents will be 1.2, or fewer, accidents 
per 100,000 miles for the evaluation period, based on the 
AOR definitions of accidents. 

Rule 41-
2.006(4)(z),
FAC 

Vehicle Reliability 

This information can be 
obtained from the AOR. 

The standard for road calls will be an average of 10,000 
miles or more between each road call (e.g., the system wide 
total, not each individual vehicle). 

Rule 41-
2.006(4)
(aa), FAC 

Service Accessibility 
The Call Hold Time standard 
can only be evaluated with 
computerized phone systems. 

The customer should not be put on hold for more than 3 
minutes on average. 

Service Quality and Performance 

Rule 41-
2.006(4)
(bb), FAC 

Complaint files. Service 
Complaints are defined in the 
Quality Assurance Component; 
Service Complaint and Formal 
Grievance Procedures Section 
of the TDSP. 

Complaints shall not exceed 1% of total trips provided during 
the evaluation period. The LCB should evaluate the CTC 
based upon the number of complaints that are resolved, 
versus unresolved.  A noticeable increase in the number of 
complaints as reported in the quarterly report to the LCB 
shall be discussed by the LCB. 

TABLE 2: Local Standards 
2.01 Service Effectiveness 
2.01a – 
Expense 
2.01b – 
Revenue 
2.01c – 
Subsidy 
2.01d – 
Ridership 
2.01.e – 
Service 
Quality 

The data for 
measuring these 
standards can be 
found in the CTC’s 
Annual Report 
(AOR) 

CTC:  The CTC shall continually look for methods to:  1. Increase the number 
of passenger trips per driver hour; 2) Minimize any yearly increase to the cost 
per passenger trip; and 3) Minimize any yearly increase to the cost per Driver 
Hour. 
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2.01f – Level 
of Service 
2.01g --
Safety 

Contract Monitoring 

2.02 Review of the 
CTC’s operators 
monitoring files. 

The CTC monitors its contracted operators.  The CTC will perform an annual 
evaluation of the contracted operators using the Local Coordinating Board 
evaluation process, using applicable portions of the evaluation materials, and 
provide a copy of the annual evaluation of the operators, to the DOPA. 

Ride Time 

2.03 

The CTC needs to 
document which 
agencies have ride 
time limits and other 
exceptions. 
Community Care for 
the Elderly (CCE) = 
90 minutes.  This 
Policy does not 
apply to ADA trips. 

The CTC will make every effort to abide by funding agencies stated ride 
times.  Passengers can expect to return home within two hours of their pick 
up.  In situations where it becomes apparent that the ride time will exceed two 
hours (accidents and vehicular breakdowns); the CTC will make every effort 
to contact the families of the passengers by telephone. 

Voice Mail Changes 

2.04 

Voice mail 
changes—make 
sure the recording 
says, “We have 
recently changed 
“xyz” or “we will be 
changing xyz on a 
date in the future.” 

The CTC must ensure that customers are provided with sufficient notification 
of pending MAJOR changes to the phone system for scheduling trips or for 
reporting complaints.  The recording should offer in English and in Spanish, 
the date of the change (and providing a thirty-day notice, if possible) and 
describing the changes that will take place. 

Contract Standardization 

2.05 
Contract file will be 
reviewed during the 
annual review of the 
CTC. 

The suggested contract format is used. 

Eligibility Criteria 

2.06 
As established 

Persons are eligible for transportation if their trip is sponsored by a funding 
agency.  If no funding agency is available, and if the person meets the 
definitions of transportation disadvantaged, then they are eligible for 
transportation. Persons to be transported contact the CTC for an application. 

Prioritization of Trips 
2.07 Evaluated by review 

of records on file See Prioritization Policy at the end of Table 2. 

Insurance 

2.08 

The CTD requires 
that the Community 
Transportation 
Coordinators carry 
$200,000 per 
person/$300,000 
per incident in 
insurance, pursuant 
to Rule 41-2.006, 

All contract carriers must have $500,000 per accident combined single limit 
for bodily injury liability and property damage liability including liability to 
customers. In addition, all contract carriers must have $1 million 
comprehensive general liability insurance. 
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Florida 
Administrative 
Code. Monitor:  files 

2.09 

System Safety Program Plans (SSPP) 
See Chapter 
341.061(2)(a) 
Florida Statutes, 
and Rule 14-90, 
Florida 
Administrative 
Code. 

Updated annually. 

Trip Fare 

2.10 
As established. 

The CTC charges a $2.00 fare on each non-sponsored trip.  The monies 
collected are used for the local match for the trip grant.  All fares are $2.00 
except Medicaid, which is a fare free service. 

Transportation During Weather Events 
The LCB has a policy regarding provision of transportation to persons during 
storms.  Components of the policy include: 

2.11 

Presences of letters 
on file; Copies of 
Agencies’ 
contingency plans 
on file with the CTC; 
CTC is to monitor 
storm warnings and 
weather conditions. 

1. The CTC is closed when Lee Tran is closed; when ADA services stop.
The CTC becomes a member of the Hendry and/or Glades County
Emergency Operations Team.  2.  The CTC has the right to not transport
(out) clients of a center, if they believe that they will not be able to get a
person back.  [The CTC has the right to cancel trips.] 3.  The program
director (at a center) has the right to call the CTC the morning of the trip, and
cancel trips for the day, if they feel the weather is too severe.  Their signal
shall be if the Hendry and/or Glades County Schools are not transporting that
day.  [On weekends, or days when schools are shut, the CTC shall use its
best judgment.]  4.  Centers must work with the CTC to develop a
Contingency Plan that outlines what the center will do with its clients, in the
event that the CTC cannot come pick the clients up at the “normal time,” due
to severe storms. The contingency plan should be developed with the
understanding that the delay may be for an unknown length of time. Centers
should make sure that the family members of clients receive a copy of the
contingency plan (or a page that outlines what the family members should
expect.)  5.  The features in 2, 3 and 4 should free up enough trips to allow
the CTC to go get people who were transported out to a location without a
contingency plan.  6.  Clients at centers will be picked up as soon as it is safe
to do so, and as soon as there are trips available. 7. For the purpose of this
policy, a storm was defined as “sustained wind of 39 miles per hour or more,
and/or major flooding of streets.”  “Gale force” winds are 39 to 46 mph.

2.12 

Distribution of Replacement Vehicles Acquired Through Grants 
The CTC will 
provide the TDSP 
with an annually 
updated vehicle 
inventory of all 
vehicles used in the 

Vehicles received through any grant funding source will be used to replace 
existing ADA-compliant or non-ADA regulation compliant vehicles currently in 
the system, according to the following priorities: 1.) Gasoline vehicles with 
over 175,000 miles, or diesel vehicles with over 225,000 miles, or vehicles 
over 5 years old; 2.) Non-ADA accessible vehicles; 3.) All other vehicles 
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coordinated 
transportation 
system. 

including sedans, standard vans, and other accessible vehicles.  It is the goal 
to have each vehicle in our system ADA compliant. 

2.13 

Required Use of Seatbelts 

CTC will ensure that 
all appropriate 
vehicles are 
equipped with 
functioning 
seatbelts. 

Passengers riding vehicles equipped with seatbelts will be required to use 
them.  Persons utilizing wheelchairs will have the chair restrained, and will be 
required to utilize a personal securement device to ensure that they stay in 
the chair. All wheelchairs for transport must be complete and well maintained 
and in good working order to include fully operational brakes.  Section 
37.165(c)(3) of the DOT’s ADA regulations allows a transit operator to 
establish a policy that requires all riders to have their common wheelchairs 
secured while aboard a transit vehicle.  Therefore, service will be denied to a 
rider who refuses to allow his or her common wheelchair to be secured. 
Wheelchairs will be adequately secured or stored.  If a passenger refuses to 
be secured, the passenger will not be transported.  The CTC is to implement 
this policy immediately, and communicate it to all passengers and funding 
agencies.  Under Section 37.5 of the DOT’s ADA regulations, a transit 
operator is not permitted to mandate the use by wheelchair users of seatbelts 
and shoulder harnesses, unless the operator mandates the use of these 
devices by all passengers, including those sitting in vehicle seats. All 
passengers are required to use seatbelts. 

Disruptive Behavior 

2.14 
This is monitored 
through a review of 
accident/incident 
records. 

When an agency has an existing policy regarding behavioral problems, the 
CTC abides by the agencies’ existing policy.  Unless such behavior 
endangers other passengers, the driver or other motorists. In that case, the 
CTC may take whatever action is necessary to insure the safety of all 
concerned. If no policy exists and for TD passengers the CTC will address 
behavioral problems including, but not limited to:  fighting, intoxication and 
abusive behaviors as follows: 1.  First incident, a written warning to advise the 
person or his/her parent, guardian or responsible agency that an incident has 
occurred.  (Unless the First Incident is of a serious, life threatening nature, 
then skip immediately to Step #2.  It is also understood that the Driver may 
call 911 or the Police if ever needed.). 2. Second Incident, the CTC will meet 
with all concerned parties and decide if transportation on the paratransit 
system is appropriate. 

2.15 Compliance with HIPPA 
As required The CTC is compliant with HIPPA regulations. 
Scooters and Mobility Devices 

2.16 
Daily Observation 

MV Transportation is unable to transport clients in scooters because they 
cannot be secured safely in our vehicles. Passengers who ride in scooters 
must be able to transfer to a seat or use an approved wheelchair when being 
transported by MV Transportation.  This is a safety issue and we are 
concerned for your safety as well as other passengers and our driver. 

Group Trip 
2.17 Definition of “group 

trip” A group trip shall be defined as five (5) individuals. 
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Standard/Policy 2.07  GLADES-HENDRY LCB PRIORITIZATION POLICY FOR 
NON-SPONSORED TRIPS BY TRIP PURPOSE – Updated April 2019 

Coordinated Trips that are funded by the Transportation Disadvantaged Trust Fund are 
managed by the Community Transportation Coordinator (CTC) according to the Local 
Coordinating Board’s Prioritization Policy. There may be times when the Community 
Transportation Coordinator cannot provide every trip requested.  Passengers may be asked if 
they could take their trip on a different day, when there may be more funding available.  The 
CTC has been directed to impose performance measures on all trip requests. 

Inter County

 

14. Local Service Complaint and Formal Grievance Procedure/Process
The Glades and Hendry Joint Local Coordinating Board for the Transportation Disadvantaged
have a Service Complaint Procedure and a Formal Grievance Procedure, which is reviewed
annually (Appendix F).
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Priority
Order Trip Purpose Categories and Definitions Service Provided? 

Medical, dental or therapeutic services including 
hospital appointments, clinic visits, dialysis, 

1 Medical health department, mental health centers, 
speech, occupational, physical therapies, Yes 

pharmaceuticals, etc. 
psychiatric, psychological services, 
pharmaceuticals, etc. 

If the trip is more 
Adult congregate meal programs, breakfast efficient, the CTC 

2 Nutritional programs, food stamp procurement and food may go up to 15 
shopping trips. miles outside the 

service area. 

3 Employment Work or employment related education No 

4 Education Education related Yes 

5 
Social Service 
Agency/ Other
Life Sustaining 

Agency related support services, churches, 
senior citizen programs (excluding nutritional 
programs) and non-agency activities essential to 
maintenance of independence including 
banking, shopping (non-food shopping), legal
appointments, etc. appointments, etc. 

If the trip is more 
efficient, the CTC 
may go up to 15 
miles outside the 
service area. 

Non-essential, non-employment related trips to 
6 Recreation activities such as: bowling, bingo, parks, No 

restaurants, libraries, theaters, etc.

Medical



B) Cost/Revenue Allocation and Rate Structure Justification
The CTD has established the Rate Calculation Model, a standard process for the development 
of rates for transportation services that are arranged or provided by the CTC. The following Rate 
Calculation Model was adopted by the LCB at their meeting on April 24, 2019 by a roll call vote. 
The complete Rate Calculation Worksheets may be found in Appendix G. 

Service Rates Summary 
Community Transportation Coordinator: MV Transportation 
Effective Date: July 1, 2019 

Type of Service to be 
Provided 

Unit 
(Passenger Mile or Trip) Cost Per Unit 

Ambulatory Trip $40.55 

Wheelchair Trip $69.51 

Stretcher Trip -

Group Trip Trip N/A 

III. Quality Assurance
The Two-County LCB utilizes the CTD evaluation workbook to evaluate the CTC. In addition, the 
following system standards have been developed based on service effectiveness, cost efficiency 
and effectiveness, vehicle utilization, service availability, reliability, safety and training. 

A) CTC Evaluation Process
The Glades/Hendry County Local Coordinating Boards evaluate the Community Transportation
Coordinator in and of itself, as well as the entire system.  Using the Commission for the
Transportation Disadvantaged guidelines, the LCB’s evaluate in the areas of

1) Cost;
2) Availability;
3) Competition; and,
4) Standards

B) Planning Agency Evaluation Process
The Planning Agency is formally reviewed by the Commission for the Transportation
Disadvantaged.

As part of the Planning Agency Performance Review, LCB members and the CTC will be asked 
their opinion of their planning agency’s support in fulfilling their duties.  Additionally, records will 
be reviewed on-site as it relates to the responsibilities of the planning agency staff. 
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Appendix A 
Glossary of Terms and Abbreviations 

The following glossary is intended to coordinate terminology within the Florida Coordinated 
Transportation System. It is imperative that when certain words or phrases are used, the 
definition must be universally acknowledged. 

Accidents: when used in reference to the AOR, the total number of reportable accidents 
that occurred whereby the result was either property damage of $1,000 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 or 
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. 

Bus: any motor vehicle designed for carrying more than 10 customers and used for the 
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transportation of persons for compensation. 

Bus Lane: a street or highway lane intended primarily for buses, either all day or during 
specified periods, but used by other traffic under certain circumstances. 

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

(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 customers (including the driver), or a
vehicle weighing more than 26,000 pounds.

Commission: the Commission for the Transportation Disadvantaged as authorized in 
Section 427.013, Florida Statutes. 

(CTD) Commission for the Transportation Disadvantaged: an independent agency created 
in 1989 to accomplish the coordination of transportation services provided to the transportation 
disadvantaged. Replaced the Coordinating Council on the Transportation Disadvantaged. (CTC) 

(CTC) Community Transportation Coordinator: a transportation entity competitively procured 
or recommended by the appropriate official planning agency and local Coordinating Board and 
approved by the Commission, to ensure that safe, quality coordinated transportation services 
are provided or arranged in a cost-effective manner to serve the transportation disadvantaged 
in a designated service area. 

Competitive Procurement: obtaining a transportation operator or other services through a 
competitive process based upon Commission-approved procurement guidelines. 

Complaint: any documented customer concern involving timeliness, vehicle condition, quality 
of service, personnel behavior, and other operational policies. 
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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: customer trips provided by or arranged through a CTC. 

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 any 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. 

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 Customer: 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. In demand-response transportation, the person who assigns the customers to 
vehicles and notifies the appropriate drivers. 
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Driver Hour: the period of one hour that 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. Customer 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 per vehicle mile. 

Emergency: any occurrence, or threat thereof, whether accidental, natural or caused by man, 
in ware 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 numbers 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 customer’s request (e.g. conventional city 
bus, fixed guide way). 

(FAC) Florida Administrative Code: a set of administrative codes regulating the State of 
Florida. 

(FCTS) Florida Coordinated Transportation System: a transportation system responsible for 
coordination and service provisions for the transportation disadvantaged as outlined in Chapter 
427, Florida Statutes. 

(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. 

Transportation Disadvantaged Service Plan, 2014-2020 | 53 



(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: customer 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. 

Local Government: an elected and/or appointed public body existing to coordinate governs, 
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, 
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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. Also 
known as a Transportation Planning Organization. 

Network type: describes how a community transportation coordinator provides service, 
whether as a complete brokerage, partial brokerage, or sole provider. 

Non-coordinated Trip: a trip provided by an agency, entity, or operator who is in whole or in 
part subsidized by local, state, or federal funds, and who does not have coordination/operator 
contract with the community transportation coordinator. 

Nonsponsored Trip: transportation disadvantaged services that are sponsored in whole by the 
Transportation Disadvantaged Trust Fund. 

Objective: specific, measurable conditions that the organization establishes to achieve its 
goals. 

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

(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 Customer Trip: operating costs divided by the total number of customer 
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. 
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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 customer trips, 
vehicle miles, operating costs, revenues, vehicles, employees, accidents, and road calls. 

Operator Contract: a written contract between the community transportation coordinator and 
the transportation operator to perform transportation services. 

Organization Type: describes the structure of a community transportation coordinator, 
whether it is a private-for-profit, private non-profit, government, quasi-government, or transit 
agency. 

Paratransit: elements of public transit that provide service between specific origins and 
destinations selected by the individual user with such service being provided at a time that is 
agreed upon between the user and the provider of the service. 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. 

Customer Miles: a measure of service utilization which represents the cumulative sum of the 
distances ridden by each customer. This is a duplicated mileage count. For example: If 10 
people ride together for 10 miles, there would be 100 customer miles. 

Customer Trip: a unit of service provided each time a customer enters the vehicle, is 
transported, and then exits the vehicle. Each different destination would constitute a customer 
trip. This unit of service is also known as a one-way customer trip. 

Customer Trips per Driver Hour: a performance measure used to evaluate service 
effectiveness by calculating the total number of customer trips divided by the number of driver 
hours. 

Customer Trips per Vehicle Mile: a performance measure used to evaluate service 
effectiveness by calculating the total number of customer trips divided by the number of 
vehicle miles. 
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Performance Measure: statistical representation of how well an activity, task, or function is 
being performed. Usually computed from operating statistics by relating a measure of service 
output or utilization to a measure of service input or cost. 

Potential TD Population: (formerly referred to as TD Category I) includes persons with 
disabilities, senior citizens, low income persons, and high risk or at-risk children. These persons 
are eligible to receive certain governmental and social service agency subsidies for program 
related trips. 

Program Trip: a customer trip supplied or sponsored by a human service agency for the 
purpose of transporting customer to and from a program of that agency (e.g., sheltered 
workshops, congregate dining, and job training). 

Public Transit: means the transporting of people by conveyances or systems of conveyances 
traveling on land or water, local or regional in nature, and available for use by the public. Public 
transit systems may be governmental or privately owned. Public transit specifically includes 
those forms of transportation commonly known as paratransit. 

Purchased Transportation: transportation services provided for an entity by a public or private 
transportation provider based on a written contract. 

(RFB) Request for Bids: a competitive procurement process. 

(RFP) Request for Proposals: a competitive procurement process. 

(RFQ) Request for Qualifications: a competitive procurement process. 

Reserve Fund: transportation disadvantaged trust fund monies set aside each budget year to 
ensure adequate cash is available for incoming reimbursement requests when estimated 
revenues do not materialize. 

Revenue Hours: total vehicle hours used in providing customer transportation, excluding 
deadhead time. 

Revenue Miles: the total number of paratransit service miles driven while TD customers are 
actually riding on the vehicles. This figure should be calculated from first customer pick-up 
until the last customer drop-off, excluding any breaks in actual customer transport. For 
example: if 10 customers rode 10 miles together, there would be 10 revenue miles. 

Ridesharing: the sharing of a vehicle by customer 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. 
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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 customer 
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. 

Sponsored Trip: a customer 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 for 
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 customers 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 
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others to obtain access to health care, employment, education, shopping, or medically 
necessary or life-sustaining activities. 

Transportation Disadvantaged Funds: any local government, state or available federal funds 
that are for the transportation of the transportation disadvantaged. Such funds may include, 
but are not limited to, funds for planning, Medicaid transportation, transportation provided 
pursuant to the ADA, administration of transportation disadvantaged services, operation, 
procurement and maintenance of vehicles or equipment, and capital investments. 
Transportation disadvantaged funds do not include funds expended by school districts for the 
transportation of children to public schools or to receive service as a part of their educational 
program. 

Transportation Disadvantaged Population: (formerly referred to as TD Category II) persons 
including children, who, because of disability, income status, or inability to drive due to age or 
disability are unable to transport themselves. 

(TDSP) Transportation Disadvantaged Service Plan: a 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 customer vehicle in demand 
response service. Also known as a drive log. 
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(UPHC) Unduplicated Customer Head Count: the actual number of people that were provided 
paratransit transportation services, not including personal care attendants, non-paying escorts, 
or persons provided fixed schedule/fixed route service. 

Unmet 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 
cannot schedule the trip in advance because the provider does not know the exact time a 
customer will call to request his/her trip. 
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Disabled 
Disabled 
Elderly 

Disabled 
Elderly 

Low-Income 

Disabled 

Low-Income 

Elderly 

Appendix B 
Forecast of Transportation Disadvantaged Population 
Utilizing 2011-2013 U.S Census American 
Community Survey information (the most 
current data available) the population 
estimates for the TD population in the 
service area are shown tables below. As 
defined by the CTD, the Category I TD 
population consists of all disabled, elderly, 
low income, and children who are high risk 
or at risk. 

To ensure individuals who fall into 
two or more categories (e.g. low 

income and disabled) are not 
counted twice, the overlapping 
population must be eliminated. 

TD Population Estimates 

TD Composition 

Glades County 
Pop. By Age 

Total Population 
with a Disability 

by Age 

% with a 
Severe 

Disability 
by Age 

Total 
Population 

with a Severe 
Disability by 

Age 

% of Total Pop 
with Severe 

Disability by Age 

< 5 Years of Age 7 4.20% 0 0 

5-17 73 4.20% 3 0.18% 

18-34 151 6.30% 10 0.36% 

35-64 712 13.84% 99 1.95% 
Total Non 
Elderly 943 111 1.13% 

65-74 591 27.12% 160 8.69% 

75+ 763 46.55% 355 24.16% 

Total Elderly 1,354 515 15.55% 

Total 2,297 627 4.75% 
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Hendry County 
Pop. By Age 

Total Population 
with a Disability 

by Age 

% with a 
Severe 

Disability 
by Age 

Total 
Population 

with a Severe 
Disability by 

Age 

% of Total Pop 
with Severe 

Disability by Age 

< 5 Years of Age 26 4.20% 1 0 

5-17 406 4.20% 17 0.22% 

18-34 646 6.30% 41 0.44% 
35-64 2,019 13.84% 279 2.00% 

Total Non Elderly 3,097 338 1.00% 
65-74 862 27.12% 234 7.86% 
75+ 1,084 46.55% 505 23.55% 

Total Elderly 1,946 738 14.42% 

Total 5,043 1,077 2.76% 

Ideally, comparisons of disability estimates should be made using the same survey information, 
geographic parameters and disability definitions. Because the severity of an individual’s 
disability is not clearly captured in the ACS data, particularly as it relates to the need for 
specialized transportation, the 2010 U.S Census Bureau’s SIPP is used for the next step in the 
demand estimates. The rates for those who report a severe disability, or those who have a 
“critical need” for transportation based on their disability status, are applied to the disability rates 
reported in the ACS as shown below. 

Glades Critical Need - Severely Disabled TD Population 
Not Low 
Income Low Income Totals 

Non-Elderly 80 32 111 
Elderly 455 60 515 

TOTAL 535 92 627 
Hendry Critical Need - Severely Disabled TD Population 

Not Low 
Income Low Income Totals 

Non-Elderly 242 97 338 
Elderly 652 86 738 

TOTAL 894 183 1,077 
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I 

Critical Need Trip Rates 
Data from the Federal Highway Administration sponsored National Households Survey (NHTS) 
is used for the next step of the demand methodology. The NHTS collects in-depth information at 
the individual and household levels about travel patterns including, but not limited to, trip 
purpose, mode, vehicle availability and travel time. After applying the NHTS trip rates to the TD 
population in the service area, there is an estimated potential demand of 3,999 trips per day for 
the critical need population as shown in the tables below. 

Critical Need Trip Demand 
By using population forecasts prepared by the Bureau of Economic and Business Research an 
applying the changes to the TD population and trip rate estimate previously described, the 
tables below display the future potential demand for critical need transportation in the service 
area through 2027. 

Glades County 
Critical Need TD Population Forecast 2017 2018 2019 2020 2021 2022 2023 2024 2025 2026 2027 

Total Critical TD Population
     Disabled 627 634 640 647 654 661 668 676 683 690 698
     Low Income Not Disabled No Auto/Transit 439 443 448 453 458 463 468 473 478 483 488 

Total Critical Need TD Population 1,066 1,077 1,089 1,100 1,112 1,124 1,136 1,148 1,161 1,173 1,186 

Daily Trips - Critical Need TD Population
    Severely Disabled 31 31 31 32 32 32 33 33 33 34 34
     Low Income - Not Disabled - No Access 833 842 851 860 870 879 888 898 907 917 927 

Total Daily Trips Critical Need TD Population 864 878 893 908 924 940 957 974 991 1,008 1,024 

Annual Trips 269,529 274,084 278,716 283,427 288,217 293,318 298,510 303,793 309,171 314,643 319,583 

Hendry County 
Critical Need TD Population Forecast 2017 2018 2019 2020 2021 2022 2023 2024 2025 2026 2027 

Total Critical TD Population
     Disabled 1,077 1,088 1,099 1,110 1,121 1,133 1,144 1,156 1,167 1,179 1,191
     Low Income Not Disabled No Auto/Transit 1,561 1,577 1,593 1,609 1,625 1,642 1,659 1,675 1,692 1,710 1,727 

Total Critical Need TD Population 2,637 2,664 2,691 2,719 2,746 2,774 2,803 2,831 2,860 2,889 2,918 

Daily Trips - Critical Need TD Population
    Severely Disabled 53 53 54 54 55 55 56 57 57 58 58
     Low Income - Not Disabled - No Access 2,964 2,994 3,025 3,055 3,086 3,118 3,150 3,182 3,214 3,247 3,280 

Total Daily Trips Critical Need TD Population 3,017 3,068 3,120 3,172 3,226 3,283 3,341 3,400 3,460 3,522 3,577 

Annual Trips 941,216 957,122 973,298 989,746 1,006,473 1,024,288 1,042,418 1,060,868 1,079,646 1,098,755 1,116,006 
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MV Tran sportatio ti 
I he intormation conto11n~d jr this ap11li(;<:jlio r'l vdl ~e used by MV T ransportation 

to. determinie! ynur E! lrgihi11 ftir tra 11sit:servioos The CTC !Si respors le for 

ooordlnmmg and/or provid ing trn rt spor.:citi on seNi:::es to ind iv iuuals ~vh,o cJ e 

tran.sportation dfss·d-.,a -tageo_ You -a re (X)n~rcio~-d ''rrarisportation disadva r1taged" i , 
f;ie c:51ue,e of g ·. 1 ncome, 0r .a disabl lity. vo u canQot dnve- and do not have acci.$ to 
ot 11·eri:raflsporta l iclf1 up ns_ It shoultl ot; noted that ic,l(9,bit1:tv is determined by 
disati ility and -also ~uy th~ ,;y $Wini s- h Udfjet :cc nst"a i ts in ~ d 1 ,;c,u rty . 

1W..ELICATIONS MUST BE RENEWcD. EVERYJWQ YEAB~ 

.Dake: 

First Nam e ____ _____ _ [v1 iddls lnfl ial __ _ 

Home-Ad res5 ________ Apt-#· _ _ __ _ 

City: _ ___ _ 

Phon~: _ ______ cerl#L _ _ ___ _ 

D~tc of 8 i rth Age ___ ___ Mal e/Fern.ale 

E.me rsi eney Cot\hi.ct: ____ _____ _ 

Ptione#: _ ______ __ _ 

Dire<'it lOil Lo H1Dtn8 

1. Do yo1,1 receive Food Stamps? _ 

2 _ Do ya uh a,ve- MedcGa fd'? __ _ 

J How rn eny furndv rnembl::irs in yo.ur h,ome? __ _ 

4. vvt1aLis YOUR <1rrn ual income'? _______ __ _ 
5 no you liue.i rienAssisled l iv ing Fadlii:y. Nursing Home, Rc-tircm-mLI lun,e 

o, :.:i bci;;ird i rig home? Ye5J'No Do you h av.e. rslatives or friends: lhtlh_g In n~ 

q ea that would transpo rt you if askeq7 Yes/No 

Appendix C 
Transportation Disadvantaged Eligibility Application 
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MV r~nsportation 
6, Is your t!i..lt"1d Uori Tern porary Yes ur No? If yas, w hai is•n.£;! d 1.H"ati9n of the 

d isa l:liJity?__ _ WP-@h:/M.o h hs 

;ll,re thefe an_y o'their i::s.sL~~ we sh 1.1ld be made: .ewan on 

, .. Do ~·ou se ari.y mobility 8 ids? Cl1ec:k F.! II t a ;:,ippt~ , 

M~nu.ail V\/heelchait Pf.I air 

I m"'e:r Sr:oote.r_C~·e_, _ Crut~es. Vaif';.er ___ Servft::o: Animal, 
PbaBe ansr,Lr i he folll7j,;,.Jih_g q u,f;:!slio ris ; 

Can yo1,1 tra\1 I 'JJithouL i:l,Ssr-s ~ml"!~ a ,dist~ni:.e ot 2CJ 0toot 

½Mile__ ? 

6 Ga,n yo u olimb a 12in s_tep·'.! YesJNc ~\ lltlo,ut asss1s~n.ce'! 'Ye.o;/ o, 

C. Can you wait OL1 :;;i d •NithoL.tl:s. port.fort@enty .2O f m:1'1Wt@!!l? Y~s/No 

n Ca you give an .:1dd1re!:;s a d teleph.one n rnbar upon r-ee,rn=,,st? Y ~sf 
. Can yo recog IZ-Q 5! desti n .!tiori or I and mari 7 MtN_p 

F, Gan yau wm;Jer~"ic!nd a ci ft llov,,1 dfre.ctTons7 'Ye ·,No 

CL Ca you handle rn1~~pect~d ~ itUatior,s o oh~tii;:ies 10 yo urn;i 1n11? 

Y~.s/Na 

H. G~ n you safely -and effe~tively· trav-al thm ugh a. creiwtl.erl or r.o m pl :x. 
·acility? 'f~s/No 

Arc YQY tote:!lly blind?Yes,'Na !~ally oln,d? Ve"Sl'No 

J Ar y-01..1 t lly deaf? Yes/No se:veraUy he.ari:r.ii;:r ih1:pr!!troo1 YestN'6-
K, [Jo, y u have a person al Qf.!r@- a11,-sis-ta11 I ( ra-.i ·t) ltl a~ Jst y□u \'Villeri yo~ 

trav-eJ? Ya-S/No 
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MV Transporlatlon 

I hereby c.ertify t at tl:1,e lf'lformatieln given atmve is true arid corr-e 

Si:gned:.~ _ ___________ no1te:_ 

P i t Prepare s Na me 

hane 

~--- Date __ _ 

--------

[)l ease retLJ to.: 

MV Transportation 

·, Q -o US17 SoL't 

Sebri r,m. FL,33 7 

r ~ ·o '€.;-3~ -846\l 

Pleas~ ca1 I ~ner 5 days fo 1 ·ta l l s of req Lie t_ 

/:,voh F'a rk 861--4:5_-l)i 9 

-Sa:lr ing Ri,-,3-2! 82--0 139 

Lake Placf~ M ~--69 -01\l"J ~ 

r far,r.io _ t\"63 -17 j -lJO 5 

rOkoechobQe i;iri3-. 57- 91)00 

DeSol<: 8 0-69-1 6566 

G ~@,~ ITf;/ Hi'!t'!d 
ao . ~60-0139 

OtMr h]f'ld:'i lglblll 
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Appendix D 
Vehicle Inventory 

Current Vehicle Inventory 

Year Make Model VIN Lift/Ramp Odometer Fuel 

2016 Dodge Caravan 2C4RDGBG1GR320524 Ramp 112,822 Gas 
2016 Dodge Caravan 2C4RDGBG5GR373887 Ramp 95,602 Gas 
2017 Dodge BRNC 2C7WDGBG5HR784116 Ramp 84,751 Gas 
2017 Dodge BRNC 2C7WDGBGXHR808717 Ramp 65,955 Gas 
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Bus Transit System Annual Safety and Security Certification 
Cert:ifiJi11g Compliance with Rule 14-90, FAC to tile 

Florida Department of Transportation (FDOD 

January 28, 2020. 

MV Conttact Transportation, Inc. 
4650lJS 27 S 
Sebring, Fl. 33870 

The Bus Tnmsit System (Agency) named above hereby certifies the following: 

1. 11te Agency /zas adopti!d. a System Safety Program Plan (SSPP) and a Security Program 
Plan (SPP) p11rs11u11t to the sta11dnrds set farth in R11le Chapter 14-901 Florida 
Administrative Code. 

2. 11111 Agency is in compli1111ct with its adopted SSPP and SPP. 

3. 17m Agency has perfonned annual safety inspectiollS on nil operational ve11icles in 
a"1ordm1ce with R11/e Chapter 14-90, Florida Administrative Code. 

4. d the pla11s are up to date. 

Date: 01/28/20 

Name: Kelly Kirk Brooks Title: GeneralManager 

Name a11d address ofenti-ty(ies) which has (have) performed lms safety inspections and 

security assessments: 

Name: MV Contract 7i-ani;portal:im,, Cnc. CTC for D,Soto, Hardee, ffighlands and Okeechobee 

Counties 

Address: 4650 US 27 S Swriny, B- 33870 

m,u of Qualified Me,Jwiic who Per/i.mned.A.Jnmnl 1n$pections: Positiv• Medical/Junior 
WaJky/ Sof•ty Tra.11sportation/Big Jo/ms Garage I JI Transport (DeSoto) Scott'~ Stroice C~•ler, Iha. 

oic: l lt11si- do not edit r,r ot/11:ru111.tc/u111gc J/i form. 

Appendix E 
System Safety Program Plan Certificate of Compliance 
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HRTP DeSoto • Glades •Hardee• Hendry• Highlands• Okeechobee 

Heartland Regiona eartlan regiona tpo.org 
Transportation Planning Organization 

Rules and Procedures for Formal Complaints/Grievances for 
the Transportation Disadvantaged 

Glades/Hendry Local Coordinating Board 

Section 1. Creation 

1.1 There is hereby created a formal complaint/grievance procedure for Glades and Hendry 
transportation disadvantaged program as specified by the Commission for the Transportation 
Disadvantaged pursuant to Chapter 427, Florida Statute and Rule 41-2.012, Florida Administrative 
Code, hereinafter referred to as the Grievance Process. The following rules and procedures shall 
constitute the grievance process to be utilized in the Transportation Disadvantaged Multi-County 
Coordinated system for Glades and Hendry Counties. 

Section 2. Definitions 

2.1 As used in these rules and procedures the following words and terms shall have the 
meanings assigned therein. Additional program definitions can be found in Chapter 427, Florida 
Statutes and Rule 41-2, Florida Administrative Code. 

(a) Community Transportation Coordinator (CTC): means a transportation entity recommended by a 
Metropolitan Planning Organization, or by the appropriate designated official planning agency as 
provided for in Section 427.015(1 ), Florida Statutes, in an area outside the purview of a Metropolitan 
Planning Organization and approved by the Commission, to ensure that coordinated transportation 
services are provided to serve the transportation disadvantaged population in a designated service 
area. The current CTC for Glades and Hendry Counties is MV T~ansportation 

(b) Designated Official Planning Agency /DOPA): means the official body or agency designated by the 
Commission for the Transportation Disadvantaged to fulfill the functions of transportation 
disadvantaged planning also uniformly referred to as the Planning Agency. The Heartland Regional 
Transportation Planning Organization (HRTPO) is the Planning Agency for Glades and Hendry 
Counties. 

(cl Transportation Disadvantaged (TD) (User): means 'Those persons who because of physical or 
mental disability, income status, or age or who for other reasons are unable to transport themselves or to 
purchase transportation and are, therefore, dependent on others to obtain access to health care, 
employment, education , shopping, social activities, or other life-sustaining activities, or children who 
are handicapped or high-risk or at-risk as defined in Section 411.202, Florida Statutes. 

(dl Agency: means 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 nonprofit entity providing transportation services as all 
or part of its charter. 

555 East Church Street, Bartow, FL 33830-3939 • (863) 534-7130 

The Central Flortda Regional Planning Council provides staff services to the HRTPO 

Appendix F 
Adopted Grievance Procedure 
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(e)Transportation Operator: means one or more public, private for profit or private nonprofit 
entities engaged by the community transportation coordinator to provide service to transportation 
disadvantaged persons pursuant to a Transportation Disadvantaged Service Plan (TDSP). 

(f) Service Complaint: means incidents that may occur on a daily basis and are reported to the 
driver or dispatcher or to other individuals involved with the daily operations and are resolved 
within the course of a reasonable time period suitable to the complainant. Local service 
complaints are driven by the inability of the CTC or transportation operators to meet local service 
standards established by the CTC and LCB. All service complaints should be recorded and 
reported by the CTC to the LCB. If the CTC is also an operator, their stat istics on service 
complaints should be included. 

(g) Formal Grievance: A written compla int to document any concerns or an unresolved service 
complaint regarding the operation or administration of TD services by the transportation operator, 
CTC, DOPA, or LCB. 

(h) Administrative Hearing Process Chapter 120, Florida Statute. 

(i) Ombudsman Program : A toll-free telephone number established and administered by the 
Commission for the Transportation Disadvantaged to enable persons to access information 
and/or file complaints/grievances regarding transportation services provided under the 
coordinated effort of the Community Transportation Coordinator. The current TD Helpline phone 
number is (800) 983-2435. 

Section 3: Objectives 

3.1 The objective of the grievance process shall be to process, investigate and make 
recommendations, in a timely manner on formal written complaints/grievances that are not 
resolved between individual agencies/entities and the complainant. It is not the objective of the 
grievance process to have "adjudicate" or "determinative" powers. 

3.2 The Community Transportation Coordinator and its service operators and other 
subcontractors, must post the contact person's name and telephone number in each vehicle 
regard ing the reporting of complaints in accordance with Exhibit C. 

3.3 All documents pertaining to the grievance process wi ll be made available, upon request, in a 
format accessible to persons with disabilities. 

3.4 A written copy of the grievance procedure shall be ava ilable to anyone upon request 

3.5 A part from this grievance process, aggrieved parties with proper standing may also have 
recourse through the Chapter 120, Florida Statutes Administrative Hearing Process, or the 
judicial court system. 

Section 4. Membership 

4.1 The Grievance Committee shall be composed of a minimum of five (5) members of the Local 
Coordinating Board in the service area. Members shal l be appointed by the Chair. The Grievance 
Committee membership shall include one (1) representative of users/clients. The Chair of the 
Local Coordinating Board reserves the right to make reappointments should any conflict of 
interest arise. 

4.2 The Staff Services Director of the Official Planning Agency, or his/her designee, sha ll be an 
advisory member of the Grievance Committee. 
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Section 5. Terms of Members 

5.1 The members of the Grievance Committee shall be appointed for a two (2) year term. 

5.2 A member of the Grievance Committee may be removed for cause by the Local Coordinating 
Board Chair who appointed him/her. Vacancies in the membership of the Grievance Committee 
shall be filled in the same manner as the original appointments. An appointment to fill a vacancy 
shall only be for the remainder of the unexpired term being filled 

5.3 The Grievance Committee shall elect a Chair and a Vice Chair at the first scheduled meeting 
of each year. The Chair and Vice Chair shall serve for a one (1) year term but may serve 
consecutive terms. 

5.4 A quorum of three (3) voting members shall be present for official action by the Grievance 
committee. Meetings shall be held at such times as the grievance committee may determine 
and/or as necessitated by forma lly filed grievances. 

Section 6: Grievance Process 

6.1 Grievance procedures will be those as specified by the Local Coordinating Board, developed 
from guidelines of the Commission for the Transportation Disadvantaged, and approved by the 
Local Coordinating Board as set forth below. The grievance procedures are for the purpose of 
fact-finding and not exercising adjudicative powers. Therefore, it should be understood that these 
procedures are for the purpose of "hearing", "advising", and "making recommendations" on issues 
affecting the service delivery and administration of the transportation disadvantaged program in 
the service area. 

6.2 Apart from the grievance procedures outlined below, aggrieved parties with proper standing, 
may also have recourse through the Chapter 120, Florida Statutes Administrative Hearing 
Process, the judicia l court system, or the Commission for the Transportation Disadvantaged. 

6.3 Service Complaints. All service complaints should be recorded and reported by the 
Community Transportation Coordinator to the Local Coordinating Board. If the CTC is also an 
operator, their statistics on service complaints shall be included. Service complaints may include 
but are not limited to 

Late trips (late pick-up and/or late drop-off) 
No-show by transportation operator 
No-show by client 
Client behavior 
Driver behavior 
Passenger discomfort 
Service denial (refused service to a client without an explanation as to why) 
Other, as deemed appropriate by the Local Coordinating Boards in the service 
area. 

6.4 Formal Grievance. The complainant, in their formal complaint , should demonstrate or 
establish the ir concerns as clearly as possible. The forma l grievance process shall be open to 
addressing concerns by any person or agency including but not limited to: purchasing agencies, 
users, potential users, private for-profit operators, private non-profit operators, the CTC, the 
Designated Official Planning Agency, elected officials, drivers. Formal grievances may include but 
are not limited to: 

Recurri ng or unresolved service complaints. 
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Violations of specific laws governing the provision of TD services (i.e., Chapter 
427, F.S., Rule 41-2 FAC and accompanying documents, Sunshine Law, ADA). 
Denial of Service 
Suspension of service 
Unresolved safety issues 
Contract disputes 

• Coordination disputes 
Bidding disputes 

• Agency compliance 
• Conflicts of interest 
• Supplanting of funds 

Billing and/or accounting procedures 
• Other, as deemed appropriate by the Local Coordinating Boards of the service 

area. 

6.5 All formal grievances filed must be written and contain the followi ng: 

Name, address and phone number of the complainant. 
• A statement of the grounds for the grievance, made in a clear and concise 

manner, supplemented by supporting documentation. This shall include a 
complete description of efforts taken by the compla inant to resolve the complaint. 

• An explanation of the complaint and the relief desired. 

If the complainant does not supply the above information to substantiate the grievance, 
no further action wil l be taken. 

The following nine steps constitute the process for formal grievance process : 

6.6 Step One: The complainant shall first contact the CTC and the entity with which they have 
the complaint. The complainant may also contact the Commission for the Transportation 
Disadvantaged Ombudsman representative at 1-800-983-2435. (See Section 7 for the 
Commission Grievance Process). The CTC wil l attempt to mediate and resolve the grievance. 
The CTC contact information is: 

MV Transportation 
1103 U S. Highway 27 South 
Sebring, Florida 33870 
Contact Kelly Kirk-Brooks 
Phone: 1- 1-63-382-6004 

Upon notice that a complainant wants to file a grievance, the CTC shall send the complainant a 
copy of the Grievance Procedures and Grievance Form. The Grievance Form is attached as 
Exhibit A 

Upon receipt of the completed Grievance Form, the CTC shall establish a file for the grievance 
and include a Grievance Log Tracking Form, attached as Exhibit B. 

The CTC will review the Grievance Form, supporting documentation and then schedule a meeting 
with the complainant within (7) business days excluding holidays in an attempt to resolve the 
grievance. The meeting may be in person or via teleconference. 

After the meeting, the CTC wi ll prepare a written report, outlining the issues and their response. 
The written report shall be attached to the grievance and mailed to the complainant (Certified and 
Return Receipt Requested) within (7) business days after the meeting, excluding holidays. A copy 
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of the report shall also be provided to the Staff Services Director of the Designated Official 
Planning Agency. 

6.7 step Two : If mediation with the CTC is not successful, the CTC or complainant may file an 
official complaint with the Staff Services Director of the Designated Official Planning Agency 
(Heartland Regional Transportation Planning Organization) as outlined in Section 6.5 and 6.8. 
The Designated Official Planning Agency Contact is 

Heartland Regional Transportation Planning Organization 
555 E. Church Street, or P. 0 Box 2089 
Bartow, FL 33830 
Contact: Patricia M. Steed, Staff Services Director 
Phone: 1-800-297-8041 or 1-863-534-7130 

6.8 Step Three The Designated Official Planning Agency will make every effort to resolve the 
grievance by arranging a meeting between the involved parties in an attempt to assist them in 
reaching an amicable resolution. The meeting shall take place within seven (7) business days of 
receipt of all evidence regarding the grievance. The Designated Official Planning Agency shall 
prepare a report regard ing the meeting outcome. The report shall be sent to the complainant, the 
CTC and the Chair of the Grievance Committee within seven (7) business days of the date of the 
meeting. 

6.9 step Four: If the Designated Official Planning Agency is unsuccessful at resolving the 
grievance through the process outlined in Step Three above, the complainant may request, in 
writing , that their grievance be heard by the Grievance Committee. This request shall be made 
within seven (7) business days of receipt of the report prepared as a result of the mediation 
meeting arranged under Step Three above and sent to the Staff Services Director of the 
Designated Official Planning Agency. 

6.10 Step Five : Upon receipt of the written request for the grievance to be heard by the 
Grievance Committee, the staff Services Director of the Official Planning Agency shall have 
fifteen (15) business days to contact Grievance Committee members and set a grievance hearing 
date and location. 

6.11 The complainant and all parties involved shall be notified of the hearing date and location at 
least seven (7) business days prior to the hearing date by certified mail , return receipt requested. 

6.12 Step Six: Upon conclusion of the hearing, the Grievance Committee must submit a written 
report of the hearing proceedings to the chair of the local coordinating board, to the person filing 
the grievance and the CTC within ten (10) business days. The report must outline the grievance 
and the Grievance Committee's findings/recommendations. 

6.13 If the grievance is resolved through the hearing process, steps four through six, the 
grievance process will end. The f ina l report will be forwa rded to the members of the Local 
Coordinating Board and the complainant. 

6.14 Step Seven: If the grievance has not been resolved as outlined in steps four through six 
above, the complainant may request, in writing, that their grievance be heard by the Local 
Coordinating Board. This request must be made in writing and sent to the Staff Services Director 
of the Designated Official Planning Agency (Heartland Regional Transportation Planning 
Organization) , within five (5) business days of receipt of the Grievance Committee Hearing report. 
The complainant may make their request for a hearing before the Local Coordinating Board 
immediately following the Grievance Committee hearing, however, until the final report is 
prepared from that meeting, the time frames established for notification of meetings herein apply. 
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6.15 Step Eight: The Staff Services Director shall have fifteen (15) business days to set a 
meeting date. Local Coordinating Board members shall have at least ten (10) business days' 
notice of such meeting. The meeting shall be advertised appropriately in the news media and 
other mandated publications. 

6.16 The Grievance Committee's report must be received by the Staff Services Director of the 
Designated Official Planning Agency within seven (7) business days of the date of the hearing. 
The report, along with all other support documentation, shall be forwarded to the Local 
Coordinating Board members at least five (5) business days prior to the Loca l Coordinating Board 
meeting. 

6.17 Step Nine: The result/recommendations of the Local Coordinating Board hearing shall be 
outlined in a final report to be completed within seven (7) business days of the hearing. The 
report shal l then be forwarded to the complainant, members of the Grievance Committee , 
members of the Local Coordinating Board, the CTC and all other persons/agencies directly 
involved in the grievance process. 

6.18 If the grievance has not been reso lved as outlined in these grievance procedures, the 
complainant may exercise their adjudicative rights , use the Administrative Hearing Process 
outlined in Chapter 120, Florida Statutes, or request that thei r grievance be heard by the 
Commission for the Transportation Disadvantaged through the Ombudsman program established 
herein and the Commission 's Grievance Process outlined in Section 7. 

Section 7: Commission for the Transportation Disadvantaged Grievance Process 

7. 1 If the Local Coordinating Board does not resolve the grievance, the complainant will be 
informed of his/her right to file a formal grievance with the Commission for the Transportation 
Disadvantaged. The complainant may begin this process by contacting the Commission through 
the establ ished Helpline at 1-800-983-2435 or by mail to : Florida Commission for the 
Transportation Disadvantaged, 605 Suwannee Street MS-49, Ta llahassee, FL 32399-0450 or by 
email at CTDOmbudsman@dot.state.fl.us. Upon request of the complainant, the Commission will 
provide the complainant with an accessible copy of the Commission's Grievance Procedures. 

7.2 If the Commission is unable to reso lve the grievance, the complainant will be referred to the 
Office of Administrative Appeals or other legal venues appropriate to the specific nature of the 
grievance. 

All of the steps outlined in Section 6 and Section 7(1)(2) must be attempted in the listed order 
before a grievance will move to the next step. The complainant should be sure to try and have as 
many details as possible, when filing a complaint, such as dale, times, names, vehicle numbers, 
etc. 

There is an Ombudsman Program, provided by the Commission for the Transportation 
Disadvantaged, which is available to anyone who requests assistance in resolving 
compla ints/grievances. The Ombudsman Program may be reached through the toll-free Helpline 
at 1-800-983-2435 or by emai l at CTDOmbudsman@dot.state.fl.us . By requesting assistance of 
the Ombudsman Program in resolving complaints, the complaint wi ll still follow, in order, all of the 
established steps listed in Sections 6 and 7 above. The Ombudsman will document each 
complaint and upon the request of the complainant, file the complaint with the local CTC on the 
complainant 's behalf, to begin the local complaint process. If the complainant has already filed 
the grievance locally and remains unsatisfied, the Ombudsman will assist the complainant with 
the next step in the complaint or grievance process. 

The complainant has the right to file a formal grievance with the Office of Administrative Appeals 
or other venues appropriate to the specific nature of the complaint. 
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List of Names and Addresses of Persons/Entitles Referenced in 
Grievance Procedures 

Community Transportation Coordinator (CTC) 
MV Transportation 
1103 U. S. 27, South 
Sebring, Florida 33870 

Contact Kelly Kirk-Brooks, General Manager 
Phone 1-239-768-2900 863-382-6004 

Designated Official Planning Agency 
Heartland Regional Transportation Planning Organization 
555 E. Church Street, or P. 0 Box 2089 
Bartow, FL 33830 
Contact: Patricia M. Steed, Staff Services Director 
Phone 1-800-297-8041 or 1-863-534-7130 

Grievance Committee Chair 
Heartland Regional Transportation Planning Organization 
555 E. Church Street or P 0 . Box 2089 
Ba rtow, FL 33830 
Phone 1-800-297-8041 or 1-863-534-7130 

Glades/Hendry Local Coordinating Board Chair: 
Heartland Regional Transportation Planning Organization 
555 E. Church Street or P 0. Box 2089 
Bartow, FL 33830 
Phone 1-800-297-8041 or 1-863-534-7130 

Adopted by the Local Coordinating Board on the 22nd day of Apri l 2020. 

-----------~ Chair 
Transportation Disadvantaged Glades/Hendry Local Coordinating Board 
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Exhibit A 

Grievance Process Form for 
Transportation Disadvantaged Local Coordinating Board serving 

Glades and Hendry Counties 

Agency/Individual Name: ______________________ _ 

Address : ____________________________ _ 

City: __________ _ Zip Code: _____________ _ 

Telephone: __________ E-Mail: _______________ _ 

1. Please provide a clear statement describing the grounds for your grievance. (Attach 
additional pages if needed, and all of your supporting documentation) 

2. Please explain what steps you have taken to resolve this issue. (Please attach 
additional pages if needed) 
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3. Please explain the outcome that would resolve this issue. (Please attach additional 
pages if needed) 

I hereby attest that these statements are true and correct, 

Printed Name: ___________________ _ 

Signature: ____________ Date 
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Exhibit B 

Grievance Tracking Form 
Transportation Disadvantaged Local Coordinating Board serving 

Glades and Hendry Counties 

CTC File Number: ________ _ 

Step 1 of the Grievance Process 

Date Grievance Received by the CTC: ___________________ _ 

Received by: __________ _ Date File Established : ______ _ 

Date Mediation held: _______ _ Was the Issue Resolved? Yes or No 

Date Mediation Reports Mailed to client and HRTPO: _ ___________ _ 

Step 2 & 3 of the Grievance Process 

Date Grievance Received : ______ _ Received by _________ _ 

Date DOPA met with Parties: _____ _ Was the Issue Resolved? Yes or No 

Date Report Mailed to Complainant, CTC and Grievance Committee Chair: ___ _ 

Step 4, 51 & 6 of the Grievance Process 

Date Grievance Report Received by the Grievance Committee : ________ _ 

Received by: __________ _ Date ____________ _ 

Date of Grievance Committee Meeting: ___ _ Was the Issue Resolved? Yes or No 

Date Report Mailed to Complainant, CTC and LCB: __________ _ 

Step 7, 8, & 9 of the Grievance Process 

Date Grievance Report Received by the LCB: ______________ _ 

Received by: __________ _ Date of LCB Hearing: _ _____ _ 

Was the Issue Resolved? Yes or No 

Date Report Mailed to Complainant and CTC ____________ _ 
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Exhibit C 

Notice to Customers 

In accordance wfth Section 3.2, the Community Transportation Coordinator c1nd its service 
operators and other subcontractors, must post the contact person's name and telephone 
number in each vehicle_ Below is the language that should be used at a rninirnum· 

Questions, Comments 1 Concerns? 

Contact your Community Transportation Coordinator: 
MV Transportatlon 

Phone: 1- 1-863-382-6004 
Email: Kelly.kirkbrooks@mvtransil.com 

Need additional assistance? Contact the Local Coordinating Board: 
Heartland Regfonal Transportatlon Planning Organfzation 

Phone: 1-800-297-8041 
Email : info@tleartlandreg lonaltpo.org 

Preguntas, comentarios, inquietudes? 

P6ngase en contacto con su coordinador de transporte comunitario: 
MV Transportation. 

Telefono· 1-239-768-2900 
Correo Electr6n1co: Kelly .-klrkbrooks@mvtransit.com 

t Necesita asistencia adicional? P6ngase. en contacto con la Junta Local de 
Coordinaci6n: 

Heartland Regional Transportation Planning Organization 
Telefono; 1-B□□-297-8041 

Correo Electronlco: l11fo@heartlanciregionaltPo.org 
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Preliminary Information Worksheet Version 1.4 

CTC Name: MV Contract Transportation, Inc 

County (Service Area) : DeSoto, Hardee, Highlands, Okeechobee 

Contact Person: Kelly Kirk Brooks 

Phone# 863-382-6004 

Check Applicable Characteristic: 
ORGANIZATIONAL TYPE: 

Governmental 

Private Non-Profit 

Private For Profit 

NETWORK TYPE: 

@ Fully Brokered 

0 Partially Brokered 

0 Sole Source 

Once completed, proceed to the Worksheet entitled 
"Comprehensive Budget" 

I 

I 

I 

Appendix G 
Trip Rate Calculator 

Note: After the emergency section of MV Transportation as the CTC for the Glades/Hendry service area, 
the Commission for the Transportation Disadvantage agreed to a negotiated rate for Glades/Hendy 
based on the rates currently approved for DeSoto, Hardee, Highlands, and Okeechobee Counties as 
shown below. 
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Comprehensive Budget Worksheet 

1. CorTf)IBl8 applk;etJfe GREEN calls 1/1 columns 2 3, 4, 8fld 7 

1-i:fi@iii#-iiAIUIA 

Far~hny 

Med1card Co-Pa Recu,ed 
Oonatt011i/Con1nbubons 
In-Kind Cnntnllu1edSer;ces 

""'" 

Pnor Yea~, 
ACTUALS 

Julylstof 

2017 

Junt.D1hof 
2018 

C1men1Year's 
APPROVED 
Budget.• 
Mntnded 

Julylilof ,.,. . 
JunelJlhof ,.,. 

Vet90n1 4 

UJJtOmlllg Ye:u's 
PROPOSED 

Budf!e! 

2019 

" Junt3llhof 
2020 

CTC: MV Contrad Transportation, Inc 
County: DeSoto, Hardee, H5#llands, OkNchobee 

Pfopo~ed 
%Change 

o/.Cllange from 
fromP,ior Cur1en1 

Ye11 to v,~r to 
C1me111 Upcommg 

Yetr YHr 

' . 
, •• % 

1

,.,~ I 

ConfKm ~ether r~enues nre collected .n ii ~lem sub51dyVS 

apu,ellaseofs.tvice ~, auMp11ce. 

e.i,Ia1n Cha,i~t; in Column 6 That flit >:I: 10% ind Also > :1: $50,000 

.::::====t~::::;.,;;:,.;:;,,;:t.:;,=:::;:,,:;;:,.;;;,;;:, t:;,;:::::::;,,;::;:;:;:54 333% -181% 
SeMces 

C- ln-kmd Conlr1bUled SttYIU$ 
OfJerC:nh 
Otherh1-Kmd Contnbuted Services 
Bus P .. P ro■ram Rw8nue 

~'"'''" ~nu■ 
49USC5307 

USC531□ 

~era1inn1 

~nt~ 

OlherOOT s er.if ,ne..,lanahon 

M11d1 ad 
Olher AHCA lim1cif mo lanaoon 
Bus Pas P11■ran Rewnue 

ChddrenMedicalSel"ltces 
Count Pubhc.Hnnh 
Ol'\er OOH fuieaf 1n u l<'lnallon 
Bus p_. Proaran ~ nu11 

Olher ClOE /mec1f m 1n lani.t,on 
Bus Pas Pro■,.,. ~nue 

WAGESIW'mkfciri:eBoarit 
otierAWtiY'lecl iriem1anation 

Oevtlo men1a1Se1"11cts 
OlherAffi s eafvine)ll)lanattori 

(SP1ci<ymnp~na1,on) 
Bws P- Progr.,. Rewnu11 

U State o,s17eoonarv Funds 

' 17Fr-1]96 I 

79000 • 00.91A 

!n!lfi!E • 6o5D00 

3201.33 1, 373D00 

" 210866 I ! 199235 

75' • \Q11 

I I .. 67 •6.3% 37% 

I BlJ)OO 24% 01% 

I 

OtherOOT5310grant 

• B71AOO -07" 25% 

' 312471:j 163¾ ·162% 

MTMUM'IIIICt 

I 2Cl5 33 .5.5%. 30% 
I -' 

I I I I 
I 

,~,,. I ·003" I ' 377 

I 

I 

Wenotanger,ecewelhe~hlnds 

j 
I 
L -
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Comprehensive Budget Worksheet Ver90n1 4 

1. CorTf.)1818 applk;etJfe GREEN calls 1/1 columns 2 3, 4, 8fld 7 

C1men1Yea1's 
APPROVED UJJtOmlllg Yea,'s 

Pflor 'r'ea~s Budget. • PROPOSED 
ACTUALS an,ended Budf!el 

__--. 
Julylstof Julylilof . 

2017 ,.,. 201 9 . " Junt3J1hof JunelJthof June3llhof 
2018 ,.,. 2020 

A::tual o, Planned Uge of Cam J:leserve 

Bllla1dng R-nu. • Sha rt By ;,J 

Tot.iR-n • \2 fl6{50 12725 .)17 

...... 

133.200 

"'00 

1B)l63 

TotalE,.enditurn- Ji r.•u;,, hnuso fz,8511 

See NOTES Below. 

Once compl~ed, proceed to the Worksheet ertltled ~Budgeted Rate Base· 

%Change 
fromP1io1 

YHIIO 
Cum1n1 

Yee, 

' 

-0.1'1, 

135% 
-3.8% 
113.0% 
116% ,,,. 
71 .7% 

-72'% 

• . 5% 

13.2% 

..,,,, 
-01% 

CTC: MV Contrad Transportation, Inc 
County: DeSoto, Hardee, Hgllands, Okeechobee 

Pfopo,ed 
%Change 

from 
Cur1en1 
VeJr to 

Upcommg 
Yur 

• 

0.4'!r. 

0,% 
37% 
02% 
-95'!1, 
06% 
15.2% 
814% 

02~ 

~.3% 

0,% 

-222% 

.()_;t'M, 

Confirm ~el her r~enues nre cullected n ii syslern sob51dy VS 

a pu,rchase of sr.>tVice ~• a UM pnce 

E4Jla1n Chari~es in Column 6 That /lie >:I: 10% and Also > :1: $50,000 

ACTUAL year PROFIT above that formerly planned or approved must be reinvested as a trip or system subsidy. Adjustrnerh are to be IO'd and explained in a 
following period, OR applied as a Rate Base Adjustment to proposed year's r•es on th e next sheet. 
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Budgeted Rate Base Worksheet Ver'510n1 A CTC: M,/ Contnet Tran sportati on , Inc 

County: OaSoto , Hardee , Highlands, Okeechobee 

1 Corrplete applicable GREEN cells in co/um, 3, YELLOW and BLUE cells are automalicalty corrpleted m column 3 

2 Corrplete applicable GOLD cells in column and 5 

REVENLl: S (CTC/Operators ONLY) 

LOca1Non-Go"¥1 

LDca1 Goverrment 

OiSlnciS:hoolBoard 
Com LADA Service, 
Counl Cash 

Counl In.Kind Con!nbutedSelVICIIS 
Cil Cash 

Cil l~ kind ConlributedSerwices 
0111er Cash 
01he,l~Kind ContributedSeiv1cea 
Bua Pil!n Prnuram Rwvnue 

cm 
Non•S ons. Tri Pro 1am 
Non•S ons.Ca rtal E u1 mtnt 

Medicaid 
01herAHCA 

O,heiDCA 
Bus Pass Program Revenue 

APO 

OfficeofOisahilil Oe1erm1naban 

01herAPO 
Bus PISS Pr ram Revenue 

OJJ 

Bu,Pass P1ogu1111Rwenue 

Ott'e rFedcrState 

UpcormngYear's 
BUDGETED 
R~enues 

I! 

from 

Jul.-lW:of 

2019 

" JunelJ1h of 

60 46 

1 .. 

81 

671 

312,.475 

>lS;lD 

m 

'Mla1 amoun1of !h11 ,::,._.,_,,_,.o __ _ 

mcol.2Willbe 
generated at the 

rat,p&funtt 

dse;:~::::~ i~s 8(.(lQ\cted Rae 
used nlocal ma1cnl lil!l"'-"'CER-'>-""""-"''l 

fortheset:,po!i EXCIUCledrrom 
r , tt"eRateBase 

'Mlat amountoftie 
~~lr'l 

CGI 4willcome 
frnmfundi: to 

purchase 
equpmant, ORwill 
beusedasma1ch 
forlhapurchawof 

..,,.,;nm~~? 

q::::~95115&1~:;t::::::= t:::::::::! 
~=======~t:::::::'.:: ::::::::::::: 

localmalchreq 

$ 1138.67.4 
I I 

:'.:::::::=:~:::::'.':'.''.::: ::'.I''.::::::'::""":::::, I 9,000 

:::;:::::::::;:::::::= ::::::::::::: 
I . I 

1, 671400 11 

~:::::::::::t!::::::::::: E==3 
1: 312 .-47~1! E==3 

"'~:t:.:.:.~>'.)5_-_w~•':111!:.:.:.:.:.:.-:: ~---~ 

:::, :'.:======::::I!~====== :::======::: 

:::, :~======:~1~1::::::::::: ::::::::::::: 

I 
I I! 

:::;:::::::::;[;::::::= ::::::::::::: ,: 

YEU.OW crHs 
ue.1E.Yf.R Geneu.ted by Apply Ing Authorized R;a. tes 

BlUEcells 
S hould be funds gener;a.ted by n.tes In th is spre;a.dsheet 

GREEN cells 

MAY BE Re~nue Generued by Apply ing 
Authorized R;a.te perMlefTrip ChugH 

Fl1l lnthu portion of budgeted revenue In Column 2 th .at wi ll be 
GENERA TED through the a. pp llculon of a.utho rlzed per m lie , per 
trip, or combinatio n p er trip plus par mil• r;a.tes. Also , In clud e 
the ;a.mo unt of funds th;a.t ue E;a.rmarked ;a.s lo ul m;a.tch fo r 
Tr;a.n sportJ.tion Services and tiQI C;a.pital Equipment 
pun:hases . 

lfth• Fuebox Reve nues .ue u sed as 1 source of l oca l M;a. tch 
Dollus, then ldenti~ the ;a. pproprl;a.te amount of Fue box 
Revenue that reprHent, the portion of local Match required on 
any state or federal grants . This does not mun thatFarebox Is 
the only so urce for Lo cal Match. 

Please revi ew a.II Gn.nt Applicatio ns and AgrHm ents containing 
State and/or Federal funds fo r the proper Match Requirement 
levels J.nd allowed sources. 

GOLD cells 

Fill In th ;a.t portion or Budg eted Rate Su bsidy Rev11nue In 
Column 4 that wi ll come from Funds Eumark•d by the Funding 
Sourca for Purchasing Capltal Equlpm ent. Al1 0 in elude tha 
portion of local Funds earmarked as Match r11la.t11d to the 
Purchase of Capital Equipment If a. match a.mount Is r11qu lr11d by 
the Fund ing Source. 
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Budgeted Rate Base Worksheet CTC:. MV Contract Transpo rtation, Inc 

County: DeSoto, Hrt.rdse, Highlands, Dkeechobi!a 

J'. Complete ttppfrcet;,!e GREEN eel~ In oolumn J: YELLOW and BLUE ce//ta~au/omalical/ycompfeted/n co/llmn'3 

2 Complete appl,cabJe GOLD cells in column and 5 

UpcominglHr's 
BUDOEffl> 

R~enies 

OtherR!f>lenues. 

Bus Pan Program R~enue I $ 

Balancing Re\'e.noeto PrevenJ Deficit 

Actual (7 Plamed UHofCaVl Rese,w 

Jot.II Revenues: 1 

EX PENO!TURES (C!TC/Operat~ ONLY) 

Op~ Exoendilures 
Lebar 
Frill eBeoefils 
&irvie=, 
M.t!alial1ar,d SUrwias-. 

f'un;hned\rll!l~ortntic:,r, : 

" 

PurchH8d Bia Pass Em,;,isr. t 

'"' 
" ~Jllth of 

"" 

2.12~517 

'21,250 
21,999 
75.512 
4].740 
1!.S1fl 

9,-470 

Sc:'1oot&isutilin.tionE.',penW11 ---•-~~--
Contr11ttldTnin1.IX>lt-ationSer"'ces :S 2.~332 
other t 

~sc•H'"11t1ll\ $ 12,.1134 
ina0.i.t.S81"111;• - Pii'1Cit!l!&tnte,Ht $ 1.-415 

lellH$•ndRenlal11 $ 23.,412 
Oonl!ib. to C11111hl ECJJip , RfPQcertlllf!I fwid $ 
in-Kind, Camrib.,IMS.-...:e,. $ 

.-.1ot11tedmdrect $ 1:S:S280 

C;wital Expenditures 
Equip. Pur1:ha-wilhGffl,n!FlJ1111$' 90,000 
~uip. Pur,:ti11KYrithl!lcsiRetl!rllle 
~uip. P1.1rcll.unwith Rat.Ga,11aled R.,. . 

PA.OFtT ~8.ii63 

Toti!IEJl;l)endlwrn "' $ 2.725,517 

'1'lffllf P:CLUOED SubsiO, RIY8!111&" S 81. 823 

BuQ{,llledTctll ~dWrts- lNCLUceD ll'I 
Ra1eBnea $ 2.6.n,89• 

fulteflp!IIJl,g11.1~1T191t • I 

Adjtated E]jpl:!l'ld~ lndudf!(! in Rafj: 
Sau : $ 2;63!,69,1 

l/llt1a1am1>1.1n t oflll1! -ioc01, 2wi"b• 
IQl!l.,-aledatth• 

,-iepa\m! ~-=a~:6~• Bud~tf!dRate 
used.as loclllmlllcll 1- R 

fortt!Metyp, EXcludedfhlm 
.-MtUn? the Rate Base 

VVhtle.mounlafth• 
~Fw\ler,uein 

cd,4\1<1.CCf!!e 
h'Olfl(indsl(I 

pll~hue 
~p-n.nt,O!lw~I 
ti.uad0<ma1ch 
fortfMPl,!rellaMof 

..-.,1,,menl? 

' 

t;::::::::_:11~1======= ::::::::::::: 

3:6336114 S 

10.823 

,.An,OU!,lo( 

~ Oparatf11g 
Rlde&lbsid'j 

R_n,1 

1 Rate Base Adju&1ment Cell 

1r necesnfY and Just if ied, this cell is- w/'lere you 
could optionally adju1.t proposed service ra196 
up or down to adjust for program reVftnue (01 
unapproved profil~ or loasH from tha ~ 
period ~hown at the bottom of the 
Comprehensive Budget Sheet. This is not the 
only 3cceptable location or method of 
reconcil ing for excess gains or losses. If 
all owed by the respective funding •ourcee, 
exceugains may also be adjusted by providing 
system sub!!lidy revenue or by th@ purch119e of 
additional t rips in a period fo llowing the Actual 
period. If such an adjustm ent has been made, 
provide notiltion in the respective eidanation 
area of the Comprehensive Budget tab. 

2017 • 201 8 

Once Completed, Proceed lo the l"ibrllsheel entitled .. PTQgram-wide Rates" 
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Worksheet for Program-wide Rates CTC: MV Contract Trans Ver.;lon 1.4 

County : DeSoto, Hardee, Highlands, Okeechobee 

1. Complete Total Projected Passenger Miles and ONE-WAY Passenger Trips ( GREEN cells) below 

Do NOT include trips or miles related to Coordination Contracto rs! 

Do mu include School Board trips or miles UNLESS .......... . 

~ all ONE.WAY passenger trips and passenger miles related to services you purchased from your transportation operators! 

Do NOT include trips or miles ror services provided to the general public/private pay UNLESS .. 

Do HQI include escort activity as passenger trips or passenger miles unless charged the full rate for service! 

Do mu include fixed route bus program trips or passenger miles! 

PROGRAM-WIDE RATES 

Total~ Passenger Miles =I 1.228.205 

Rate Per Passenger Mlle= $ 2.14 

Total Projected Passenger Trips = 60,208 

Rale Per Passenger Trip= $ 43.74 

Rates If No Revenue Funds Were Identified As Subsidy 
Funds 

Rate Per Passenger Mile= $ 2.22 

Rale Per Passenger Trip= $ 45.27 

Once Completed, Proceed to the Worksheet entltfed "Multiple Service Rates" 

Vehicle MIies 

Fiscal Year 

2019 - 2020 

§ww,HAiill!ltttt% = 20.4 MIies 

The miles Iha! a vehicle is scheduled lo or actually travels from the time ii pulls oU: from its garage lo go into reveooe service to the time ii pulls in from revenue service. 

Vehicle Revenue MIies (VRM) 
The miles Iha! vehicles are schedUed lo or actually travel 'While In revenue service. Vet'kle revenue miles exclude: 

Deadhead 
Operator trairing . and 
Vehicle maintenance testing, as well as 
School bus and charter services. 

Passenger MIies (PM) 
The cumUalive sum of the distances ridden by each passenger. 
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Worksheet for Multiple Service Rates 
1 An,wertheq.re.t,cn5t,.competr~9 l:>eGREEN ceb .tanin9in Sectian 11..- .i1,...,.,~ 

SECTION I: Servkn Prvvlded 

i WIii rr,. CTC b., pn,vt<lng ■nya IM$1> S.,.,;c.,s ron~-■1,011 <Haa,,1nr,g■<:1 p1Uo@llgll .. r>III• 
uooomingt>uogct'.)<lar?_ 

~~~~ 
l O ~ I · ~ I ~ ~ I · ~ 

l;OfOhWO!\I Qttti-.1 Ga!OSl<lron l ■TOl'IOON0T 
lorMlblHl<l!v l<lr"W- ,.._ c .... p ... 

-• ,.,.. - • - •-v 
'~:' 

SECTION I: Contrac:lltd $ervic■s 

< w•••mo,-~,,~,.,•• -s.,,;,nmAm•••c'°~"'"""'"'' 1.= I~~,;• 1 .. ~ . I ~n 

~:"' ·:= :.er:- ~=; .. --~ 

EffettiveRa1~1orc:;:;:.s:1=*-•- - - - - - -
PtfF'ISitn!I., TrlO ~ 

Gu!09ec,1on 11 Gl>M-nlllGote ■ecn1>n!I DollOl 

ror=._-, "":'- '°','!,,,,-;'r ~:O, 
Cr<IUp ■tnl•• 

, lf;,a,an~llf«l'fl3J.wan11Canbln1dR■t■ ~Tnp~•~Mn1<11!-G"1fcrtama1 

..,.,;cu. INPUT tie DH,r9d p.-Trip Rt11 /b.n mu.tbtt_!l»ltien peclripr11»it> #ltbo,,,,a * 

R«r•perPn..,,,g ... WefaBalDnCe * ~ ~ ~ ~ 

SECTION It. Escort Servlc• 
1°'1)')JWflnllO!:f1111QeaJ~ :J(ttL .. 

~ lf)UJ an-c,<:dYello#1. lkl)'tlJWanU0d'rlW1l=thefee PffpU5engc, trip OR 

pe1pe&1eng,i;rnwle? 

.... aaro -aai. .-..oute CDffllll«• 
Socl....,lllf..- locllonllof -n•1ar _,,,,,. 

"'::::,.QIY w=• ':::' c,..,p ■-•• 
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Worksheet for Multiple Service Rates 
" " \ An~•thequet:.t>M;b\f~hrtg:h• GREEN~ll>ilatt,n,,i,~S!c:ior>llotall~es County: 

MVContractTr.a V~1 • 
DeSoH, Hl.nlN.l-ll9ht.,ofs, Olle-.:fteb .. 

l "o cwt~()i,.f./l<_,~_I.Jpfflnl:ISdlret'11r';l:,oul~;.<Jl).;,rgo1ll ~ Jta,nou~oosencl:seCIJOfl$Q.J'il'OonJ:rWio,,,">-'$ 

:J. I you ..,_.,,y•~mll 1 andcorrp1Med• 7,to,r,,.,..m.arylll t~e ptojK!rod 
?&iiSe'>l.lerTfi psJP,\S<~rM1let"'1hJ:~~'l!lerbe11C:-Ofrp~nte()blllJl~$(:Otl? 

SECTION IV: Group S•rvlc• Loading 
t lthemenil;ie ' /ou ~''-'d C~ u, lr.s Stc1-,n'aplJl"•5toll,~nglK ....i,aostt,.,pr<JJ~r!ooJICUI 

~i,)er Ill Gl"(II.JOSeM:e P1SM'll)er l.1 ol,.<~ (ch-~ le,,., .. ~ 1nq 

SECTION V ; Ratt Calculations fOf" Mulllple St rvicn : 
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