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FOREWORD

ATransportat i on(TDY inears thosa persang whib decause 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 healt h 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 the Florida Statutes s. 411.202.

In 1979, FIl oridaés TD Pr ogr amThe&lsrideQoranaissiend
for Transportation Disadvantaged (CTD) requires that a Transportation Disadvantaged Service
Plan (TDSB be developed and maintained for each service area recognized by the CTD. A new
full TDSP is due within 120 calendar days after the execution of the initial Memorandum of
Agreement (MOA) designating a Community Transportation Coordirator (CTC). The CTD created
the TD Local Coordinating Board (LCB) to enhance local participation in the planning and delivery
of coordinated transportation services.

A MOA between the CTD and the Palm Beach County Board of County Commissioners
(BCC)went into effect on July 1, 2017 designating Palm Tran as the Palm Beach CountyCTC for
fiscal years 2018 through 2022. Palm Tran provides both the fixed-route bus service and door-
to-door paratransit service to eligible riders within Palm Beach County through Palm Tran
Connection under the direction of the BCC in conjunction with the Palm Beach Transportation
Planning Agency (TPA and the LCRB with input from the user community. Palm Tran Connection
provides client registration, eligibility verification, trip reservation, in -house dispatch, monitoring
of complaints and commendations, trip scheduling and carrier contract management
responsibilities.

The Palm BeachTPAserves as the Designated Official Planning Agency (DOPA) for Palm
Beach Countyand is responsible for conducting the continuous, cooperative and comprehensive
transportation planning and programming in accordance with the provisio ns of 23 U.S.C. s. 134,
as provided in 23 U.S.C. s. 104(f)(3).

The following document was developed by the Palm BeachTPA and Palm Tran per the
CTD TDSP Instruction Manualand covers the MOA five year period. The TDSPwill undergo annual
updates for years two through five, due prior to July 1 of each subsequent year. The development
and submission of the Service Plan and annual updates are the responsibility of the CTC, Planning
Agency, and the LCB. This TDSP serves as a comprehensive operational guidebooloutlining the
services and service parameters that govern public transportation for the TD service in Palm
Beach County, Florida.
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Name (TPA/DOPA):
Address:
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LOCAL COORDINATING BOARD MEMBERSHIP

PALM BEACH COUNTY COORDINATING BOARD MEMBERSHIP CERTIFICATION

2300 N. Jog Road, 4" Floor

West Palm Beach, Florida 33411-2749

Palm Beach Transpoertation Planning Agency

The Transpertation Planning Agency/Designated Official Planning Agency named above hereby certifies to the following:

1. The membership of the Local Coordinating Board, established pursuant to Rule 41-2.012(3), FAC, does infact represent the appropriate parties as

identified in the following list; and

2. The membership represents, to the maximum extent feasible, a cross section of the local community.

SIGNATURE: @ubuj M /ﬁ(ﬁ K paTE: _| !lu i
REPRESENTATION MEMBER'S NAME ALTERNATE'S NAME TERM
1. CHAIR Steven Grant” INIA
2. ELDERLY Angie Morlok Vacant Sep 18 - Sep 21
3. DISABLED Robert Goodman Vacant May 18 — May 21
4. CITIZEN ADVOCATE Tomas Boiton™ Vacant Apr17 — Apr 19
5. CITIZEN ADVOCATE/USER Tekesha Saffold Vacant Dec 17 — Dec 20
8. FL DEPT. OF VETERAN'S AFFAIR Angela Choice Vacant Dec 18 — Dec 21
7. PALM BEACH COUNTY COMMUNITY ACTION David Rafaidus Vacant Apr17 —Apr19
8. PUBLIC EDUCATION (PBC School District) Laura Schultze Vacant Feb 18 — Feb 21
9 FLORIDA DEPT. OF TRANSPORTATION Marie Dorismond Wibet Hay Feb 17 — Feb 20
| 10. DEPT. OF CHILDREN & FAMILY SERVICES Vacant Vacant N/A
_11. FL DEPT. EDUCATION/DIV. OF VOCATION REHAB. Vacant Vacant NIA
12. AGENCY FOR PERSONS WITH DISABILITIES Milory Senat Vacant May 17 — May 19
| 13, PRIVATE TRANSPORTATION INDUSTRY Jayson Babel Vacant Oct 18 — Oct 21
14. FL AGENCY FOR HEALTH CARE ADMINISTRATION Maria Hernandez Marielisa Amador Dec 15-Dec 18
15. AREA AGENCY ON AGING Tessie Watts Vacant May 17 — May 19
16. WORKFORCE DEVELOPMENT BOARD Elsa DeGoias Vacant Fet: 18 — Feb 21
17. LOCAL MEDICAL COMMUNITY Sharon Greene Vacant Apr17 —Apr19

Wpbegev. orgtENGWMPOFS\SY S 1\COMMO NVADMIN\Be ard & Committees\LCBWMembership\FY 182018 LCB Membership Certification doc

Rev. 01-26-2019
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ROLL CALL VOTING SHEET

TRANSPORTATION DISADVANTAGES SERVICE PLAN
LOCAL COORDINATING BOARD
ROLL CALL VOTE

ABSENT
REPRESENTATION memper | VEOEP | VOTER | FRoM
VOTING
. Mayor Steven
1. Chair Gr:nt Yy
2. Elderly Angie Morlok B
3. Disabled Robert Goodman [
4. Citizen Advocate Tomas Boiton ! 4
5. Citizen Advocate/User Tekesha Saffold %
6. FL Dept. of Veteran's Affairs Vacant
7. PBC Community Action David Rafaidus X
8. Public Education (PBC School District) Laura Schultze X
9. FL Dept. of Transportation Marie Dorismond b4
10. Dept. of Children and Family Services W. Clay Walker R
11. FL Dept. of Education Vacant
12. Agency for Persons with Disakbilities Milory Senat A
13. Private Transportation Industry Jayson Babel K
14. FL Agency for Health care Admin. Maria Hernandez K
15. Area Agency on Aging Tessie Watts A
16. Workforce Development Board Elsa DeGoias ¥
17. Local Medical Community Sharon Greene X

The Coordinating Board hereby certifies that an annual evaluation of this Community Transportation

Coordinator was conducted consistent with the policies of the Commission for the Transportation
Disadvantages and all the recommendations of that evaluations have been incorporated in this Service

Plan. We further certify that the rates contained herein have been thoroughly reviewed, evaluated,

and approved. This Transportation Disadvantaged Service Plan was reviewed in its entirety and

approved by this Board at an official meeting held on

,f'/,/ /‘%I/ %

Date

Coordinating Board Chair

Approved by the Commission for the Transportation Disadvantaged.

Date

Executive Director
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A. Introduction to the Service Area

1. Background of the Transportation Disadvantaged Program

ATransportation Disadvantagedo (TD) describes
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 are
children who are handicapped, high-risk, or at-risk as defined in F.S. 411.202.

In 1979 Chapter 427, Florida Statutes (F.S.), created a Coordinating Councilto foster the
coordination of TD transportation services. In 1989, the Coordination Statue was amended
to create the Commission for Transportation Disadvantaged (CTD) and a first-time dedicated
TD Trust Fund. The CTD was created as an independent agency locatedwithin the Florida
Department of Transportation (FDOT) for administrative and fiscal purposes. In all respects,
the CTD operatesindependently with rule -making as well as budget authority and administers
the TD Trust Fund. These rules and regulations were later amended and adopted again in
1992 and 1993 as per Rule 41-2, Florida Administrative Code (F.A.C.). This code details the
day-to-day requirements and responsibilities for activities mandated under Chapter 427, F.S.
For additional information regarding governmental rules, regulations and programs related to
TD transportation see Appendix B.

2. Community Transportation Coordinator D esignation Date / History

The Metropolitan Planning Organization (MPO) or Designated Official Planniig Agency
(DOPA) in each county isinvolved in the planning activities of their county TD programs. In
1990 the Palm Beach MPO was designated as the Community Transportation Coordinator
(CTC). In 1999 the Palm BeachCounty Board of County Commissioners (BCC) was designated
as the CTC with Palm Tran, through Palm Tran Connection,as the TD service provider. Since
then, Palm Tran has served as the CTC fa Palm Beach County, designated by the Palm Beach
Transportation Planning Agency (TPA), previously named the MPO, through review and
recommendation by the Local Coordinating Board (LCB) On July 1, 2017 a new Memorandum
of Agreement (MOA) between the BCC and the CTD went into effect designating Palm Tran
as the CTCfor fiscal years 2018-2022. This MOA can be foundin Appendix A.

8| Page



Palm Beach County Transportation Disadvantaged Service Plan FY 2012022

Local Coordinating Board

LCB membership is established pursuant to State of Florida Rules 41-2.012 (3) F.A.C.
Voting membership of the LCB consists of an elected official serving as the Chair, advocates
representing citizens, elderly, persons with disabilities, and local and state representatives of
agencies. A primary responsibility of the LCB is to annually perform an evaluation of the CTC,
which the CTD must then approve. Each LCB acts as an advisory body to the CTC. Other
responsibilities of the LCB are to identify local service needs and provide information, advice
and direction to the CTC. Yearly, or as often as needed due to membership changes, the TPA
Board signs and provides the CTC a certification of current membership representation. The
current LCB Certification is provided on Page 4 of this document.

Palm Beach County Community Transportation Coordinator Timeline

K.);— — — 1989

The Commission for the Transportation Disdvantaged (CTD)
and Transportation Disadvantaged Trust Fund created.

RN
1990 — — —\(. ,

Palm Beach Metropolitan Planning Organization I

/

(MPO) designated as the Community
Transportation Coordinator (CTC).

N
\(.)/— — — 1999

Palm Beach County Board of County Commissioners (BCC)
dba Palm Tran designated as CTC.

2000 - — —\(i)/

all management functions for the paratransit program;

Palm Tran, through Palm Tran Connection, assumes
Service delivery is provided by four local providers. I

Palm Beach County BCC redesignates Palm Tran
as the CTC.

VRN
(. - — - 2017
NI
I New Memorandum of Agreement (MOA) signed between

the CTD and BCC. Palm Tran redesignated as CTC
for 2017-2022.
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3. Organization Charts
An organization chart outlining the provision of TD services in Palm Beach Countyas well
as Palm Trands areigchded iz AppendixiC. c har t

4. Consistency Review of Other Plans
As required for the TDSP, the following documents have been reviewed:
Palm Beach County Comprehensive Plan
Regional Long Range Transportation Plan
Palm Tran Transit Development Plan
Tri-Rail Transit Development Plan
CTD 5 Year/20 Year Plan

Palm BeachTPALong Range Transportation Plan

=A =4 =4 =4 4 4 -

Transit Improvement Program

Consistency with these plans was assured through the efforts of Palm Beach TPA and

Palm Tran staff.

a. Palm Beach County ComprehensivaPlan

It is the goal of Palm Beach County to provide an interconnected multimodal
transportation system which moves people, goods, and services in a safe, efficient, convenient
and economical manner with minimal adverse impact to the environment.

b. Regional Long Range Transportation Plan

The 2040 Southeast Florida Regional Transportation Plan RTP identifies the most
significant transportation investments needed to meet growing travel demands throughout
the Southeast Florida region (Broward, Miami-Dade, and Palm Beach Counties).

¢. Palm Tran Transit Development Plan
The 2017-2026 Palm Tran Transit Development Plan (TDP) includes a description of the
transit agency's vision for public transportation; a clearly defined set of goals, objectives,
strategies, and measures of effectiveness; a detailed assessment of transit needs; and a
staged implementation plan that prioritizes improvements. The TDP also includes a review of
existing operations, organizational structure, as well as the development of a 10 -year funding
plan. The TDP is a policy document that integrates transit agency goals with those of adopted
plans, includingthe TPA' s Long Range Transportation Plan and
Plan.
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d. South Florida Regional Transportation Authority Transit Development Plan

The FY 2017-2026 South Florida Regional Transportation Authority (SFRTA)Transit
Development Plan (TDP) covers the Tri-Rail and shuttle service provided from Palm Beach
County to Miami-Dade County. The TDPincludes a history of the agency, existing
transportation services, operating budget and forecast, as well as a 10-year capital plan.

e. Commission for the Transportation Disadvantaged 5 Year/20 Year Plan
I The Commission for the Transpottation Disadvantaged 5 Year/20 Year Plan vision
calls for public outreach strategies to encourage participation by stakeholders in
the community, individuals from the public, private and non -profit sectors in the
development and continuation of coordinated planning:

1 A coordinated, cost-effective, multi-modal system utilizing public-private
partnerships;

1 A uniform funding system with a single eligibility process; and
1 Regional design and implementation of service.

. TPALong Range Transportation Plan

The 2040 Directions Palm BeachTPALong Range Transportation Plan(LRTB addresses
several transit and alternative transportation issues, taking into consideration the expansion
of Tri-Rail and Pam Tran Fixed Route bus service. The LRTP identifies transportation
improvements which lead to the development of an integrated inter -modal transportation
system. The plan looks at the need for major investment studies, the recommendation of the
bicycle and pedestrian plans, any transportation enhancement activities, and identifies
financing strategies to bring about the implementation of the plan .

g. Transportation Improvement Program

The Transportation Improvement Program (TIP) is a five -year planning program prepared
by the TPAIn coordination with FDOT that identifies transportation improvements funded by
Federal, State and local sources in order to assist local governments within Palm Beach County
with their transportation planning efforts.

5. Public Participation

Representatives of the public, private, and non-profit transportation and human service
providers, as well as members of the public are provided the opportunity to participate in the
development and update of the TDSP through public comment and discussion at the quarterly
LCB meetings. Information regarding these meetings and reports are disseminated through
various means of communication such as USmail, E-mail, newspaper articles and
announcements, as well as through the TPAand Palm Tran websites Public outreach activities
coordinated by Palm Tran, Palm Tran Connection and the Palm BeachTPAare documented
and maintained by each agency.
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B. Service Area Profile/ Demographics

1. Service Area Description

Palm Beach County comprisesa total area of approximately 2,386 square miles, measuring
approximately 45 miles from North to South and 53 miles from East to West. There are a total
of 39 municipalities in the county which accounts for 55% of where the population resides.
The five largest cities are West Palm Beach, Boca Raton, Boynton Beach, Delray Beach and
Wellington. Residents of the unincorporated areas of the County account for 45% of the total
population. Public Transportation mostly services the more densely populated eastern portion
of the county. Paratransit is available county-wide for eligible riders. Tri-Rail provides transit
service along the eastern coast of south Florida from Palm Beach Countysouth to Miami-Dade
County. In February 2018, Brightline, a new high speed train, began operations with service
from West Palm Beach to Fort LauderdaléVest Palm Beachto_Fort Lauderdale and Miami.

Tableli Popul ati on Densities for Pa
*Source: Palm Beach County, US Census Bureau, 2017Census SR

Municipality Population Per Sq. Mile

Boca Raton 3,132.9
Boynton Beach 4,694.7
Delray Beach 4,174.7
Wellington 1,422.4
West Palm Beach 1,899.2
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2. Demographics
a. Land Use

Pal m Be ac hurbéanzedrateyidconcentrated along the eastern side of the county
with a variety of mixed uses that are mainly low density with activity centers scattered
throughout. Many of the residenti al communities in the
creates challenges to access fixed route transit service. The central and western areas of the
county consist of primarily farmlands and wetlands, with the Glades rural communities located
in the westernmost portion of the county along the southeast border of Lake Okeechobee.
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b. Population/Composition

According to the 2017 US. Census estimates, the population of Palm Beach County is
ranked third in the state of Florida, at 1,471,150. The expansion west has created a barrier
to transportation due to the popularity of gated communities. The only form of public transit
for TD residents in these communities is paratransit. Palm Beach County encourages the
usage of the Palm Tran fixed route system, to all residents, before they apply for the
Connection Services, and those are primarily for the Transportation Disadvantaged.

Therateof popul ation increase in the |l eading indi
Pal m B e ac h opGlationrhasynéreased by 1,282% from 114,700 to 1, 471,150 in the
year 2017. Due to the size of the county, the western cities are more than 45 miles awa y
from downtown West Palm Beach. Palm Tran is the only public transportation system
connecting the western communities to the east.

Table 2 - Distribution of Age Groups

Source: Palm Beach County, US Census Bureau, 2017 Census SF1

Under 5 5.1%
5to 14 3.5%
15 to 17 3.5%
18 to 24 7.8%
25 to 29 6.0%
30to 34 5.7%
35 to 39 5.7%
40 to 44 5.9%
45 to 49 6.5%
50 to 54 7.0%
55 to 59 6.7%
60 to 64 6.1%
65 and older 23.0%

Table 37 Annual Household Income Distribution
Source: Palm Beach County, US Census Bureau, 2017 Census SF1

Total Households 543,591
Less than $10,000 6.0%
$10,000 to $14,999 4.3%
$15,000 to $24,999 10.3%
$25,000 to $34,999 10.1%
$35,000 to $49,999 13.3%
$50,000 to $74,999 17.4%
$75,000 to $99,999 11.5%
$100,000 to $149,000 13.3%
$150,000 to $199,999 5.9%
$200,000 or more 8.0%
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Table 41 Educational Attainment
Source: Palm Beach County, US Census Bureau, 2017 Census SF1

Population 25 years and over 1,037,150
Less than 9™ grade 5.9%
9™ to 12™ grade, no diploma 6.0%
High school graduate 24.9%
Some college, no degree 19.6%
Associate’s degree 8.8%
Bachelor’s degree 21.8%
Graduate or professional degree 13.0%

c. Employment

Population and employment trends form a dependent relationship. The growth of
population in unincorporated areas led to a larger number of work trips made within lower
density areas creating a greater demand for single-occupant vehicle travel. Additionally, the
increase of jobs in suburban areas has made providing transit services difficult because of low
densities. Table 5 depicts the labor force and employment distribution for Palm Beach County.

Table 51 Labor Force
Source: Palm Beach County, US Census Bureau, 2017 Census SF1

Population 16 and older 1,181,503
Labor Force 59.9%
Employed 55.5%
Unemployed 4.4%

d. Major Trip Generators/Attractors

Attractors such as employment, medical appointments and shopping make the use of
transit a viable alternative to paratransit when they are conveniently located along bus routes.
Schools, shopping and employment centers, hospitals, etc. have been identified and are
depicted along with the transit service area. Palm Tran utilizes major attractors, i.e.,
Wellington Green Mall, as timed transfer points for their system. Palm Tran schedules the
routes to arrive and depart with limited layover time at transfer po ints. A significant issue in
a rapidly developing county such as Palm Beach is that jobs and services follow the new
residential construction, usually away from the traditional, established transit corridors.

The following represents the ten (10) largest trip generators, in descending order, in Palm
Beach County; Palm Beach Habilitation Center,Mid County Senior Center, Boca Habilitation
Center, North County Senior Center, the VA Medical Center, Goodwill Mangonia Park, ELS
Center of Excellence,the ARCCTPR, JARC Living and Learning Center, and Gulfstream Goodwiill
Life Academy. In addition, the four major malls in the county are another major attractor
(Palm Beach Gardens, Boynton Beach, Wellington and Town Center malls). Mizner Park in
Boca Raton, Atlantic Avenue in Delray Beach, City Place and Clematis Street in West Palm
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Beach, Legacy Place and Downtown at the Gardens in Palm Beach Gardens, and Abacoa in
Jupiter are all major upscale entertainment/shopping areas that equate to heavy ridership.

Routes 1, 2 and 3 are the heaviest traveled fixed routes. They cover the major North/South
corridors of the county and have the most convenient headways of as little as 20 minutes.
Route 1 runs on Federal Highway/Dixie/Broadway (US 1). Route 2 runs on Congress Avenue
and Route 3 runs on Military trail.

Table 61 Vehicle Availability

Source: Palm Beach County, US Census Bureau, 2017 Census SF1

Occupied housing units 543,591
No vehicles available 6.4%
1 vehicle available 42.1%
2 vehicles available 38.4%
3 or more vehicles available 13.1%

e. Inventory of Available Transportation Services
See Appendix D

C. Service Analysis

This section presents a needs assessment and demand estimates for transportation
services among the TD population in Palm Beach County. In 2013, the National Center for
Transit Research (NCTR) at the Center of Urban Transportation Research (CUTR) developed
a new paratransit service demand model. This tool replaces the 20 year old, May 1993 CUTR
developed Methodology Guidelines for Forecasting TD at the county leve| which the CTD used
to refer transit planners to for forecasting purposes. The new demand mod el accounts for the
following impacts:

Americans with Disabilities Act of 1990
Florida Medicaid

Census Data Availability

Trip Rate Assumptions

=A =4 =4 4 4

TD Trip Definitions
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1. TD Forecasts
The NCTR CUTR model was used to faecast the TD Population calculations displayed in
Table 7 below for Palm Beach County.

2. Needs Assessment

Table 71 Forecast of TD Population Calculations in Palm Beach County
Source: CUTR 2013 Model, US Census Bureau, 2017 Census SF1

General TD 2015 2016 2017 2018 2019 2020 2021 2022 2023
Population
A - Estimate 103,318 104,651 106,002 107,369 108,754 110,158 111,579 113,018 114,477
elderly/non-

disabled /not low
income

B - Estimate non- 62,633 63,442 64,260 65,089 65,929 66,780 67,641 68,514 69,398
elderly/disabled/not
low income

C - Estimate low 122,134 123,709 125,305 126,922 128,560 130,218 131,898 133,600 135,324
income/not
elderly/not disabled
D - Estimate 95,551 96,783 98,032 99,297 100,578 101,876 103,190 104,522 105,870
elderly/disabled/not
low income

E - Estimate non- 20,032 20,291 20,552 20,817 21,086 21,358 21,634 21,913 22,196
elderly/disabled/low
income

F - Estimate 140,448 142,260 144,096 145,955 147,838 149,745 151,677 153,634 155,617
elderly/non-
disabled /low income
G - Estimate 11,186 11,330 11,477 11,625 11,775 11,927 12,081 12,236 12,394
elderly/disabled/low
income

TD POPULATION 555,302 562,467 569,724 577,075 584,520 592,062 599,700 607,438 615,275

TOTAL POPULATION | 1,488,433 | 1,507,637 | 1,527,088 | 1,546,791 | 1,566,748 | 1,586,962 | 1,607,437 | 1,628,176 | 1,649,183

Palm Tran Connection has over42,877 eligible riders in their data base with more than 15,500
active riders. This number includes TD and ADA riders as some riders qualify for more than one
program. Statistics have indicated that each TD Rider averages72 trips per year.

Three (3) block group analyses shown in Appendices E, F, and G provide a visual
representation of the current conditions that exist for the transit dependent populations in Palm
Beach County. Appendix Edepicts the 2017 American Community Survey (ACS block groups with
high proportions of seniors. Appendix F shows 2017 ACS Survey block groups with percentage of
residents below the poverty level. Appendix G shows the distribution of minorities in the County.

3. Barriers to Coordination

The large undeveloped area that divides the eastern
urban communities from the western rural communities
creates challenges for operating an efficient and convenient
transportation system across the entire county. A possibility
to consider for future tran sportation coordination, is the
utilization of Transportation Network Companies (TNCs).
These companies, like Uber and Lyft, provide door to door
service at a relatively low price. The incorporation of these

17| Page



Palm Beach County Transportation Disadvantaged Service Plan FY 2012022

in future plans would lead towards more economic
opportunities and decrease the vehicle congestion
on the roadways.

The use of a modified grid route system, timed
transfer points, better access to Tri-Rail, new
equipment, and new operations and administrative
centers have improved Palm Tran service adoss the
county. The greatest cost savingshas beenachieved
by multi-loading passengers. This efficiency factor is
defined by the amount of passengers per hour on each respective paratransit vehicle. The
Schedulers must go through over 200 routes a day to group trips manually. To help savings in
the cost, Palm Tran encourages customers whom are able to access the fixed route service, to
utilize it.

Productivity is achieved while following the TD standard for adequate seating. Adequate
seating is to be provided to each rider and escort, child, or Personal Care Attendant (PCA) and
no more passengers than the registered passenger seating capacity is scheduled or transported
in a vehicle at any time.

The Schedulers have created innovative practices in improving the communication between
the schedulers and the service on the road including:

1 Inviting the drivers to review their routes and use th at dialogue to improve routing;

9 Visiting agencies such as the VA Medical Center, Habilitation centers and other highly

traveled agencies to insure effective routing for their customers;

1 One schedule is dedicated to the 39 Dialysis Centersto ensure the customers going

to life-sustaining treatments are transported in the most expedient manner;
1 Routinely riding the routes to note the performance and make any necessary changes;

1 Continuously monitoring the total number of vehicles required for group trips by
maximizing the vehicle capabilities to match that of the demand and standardizing the

drop off and return times for the g roup trips; and

1 Diligently maintaining an anchored level of 95% or better for all subscription trips,

where the trips are assigned to the same route thus enabling the service to have
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increased efficiencies for demand trips and providing for a high level of consistency

for the subscription trips.

a. TD Population Calculations
Figure 1 identifies groups of individuals who cr
Needo populations. Critical Need thpnoped D @tegoy.ns ar e

—— Fixed Route May 2017

== Florida's Turnpike
Fixed Route .75 Buffer
@ﬁ Managed Areas
r_'il_-‘ Wellington
’ Major Waterways
- ADA Core Area
©' Transportation Di
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Figure 1 - Transportation Disadvantaged Population Concept
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Disabled

Disabled
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Table 8 is a non-duplicated breakdown of the TD population as it relates to Figure 1 (above).
The Non-Duplicated General TD Population estimate 38% of the population of Palm Beach
County.

Table 87 Non-Duplicated 2018/2019 Potential TD Population Calculations
Source: Report by CUTR; CTD, Florida Department of Transportation

Double Counts Calculations

A - Estimate Elderly/Non-Disabled/Not Low Income 216,388
B - Estimate Non-Elderly/Disabled/Not Low Income 56,162
C - Estimate Low Income/Not Elderly/Not Disabled 147,210
D - Estimate Elderly/Disabled/Not Low Income 93,396
E - Estimate Non-Elderly/Disabled/low Income 15,020
F - Estimate Elderly/Non-Disabled/Not Low Income 6,078
G - Estimate Elderly/Disabled/Low Income 11,264
Total - Non-Duplicated 545,518
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Critical Need Population
The TD population with critical need includes individuals who, due to severe physical
limitations or low incomes, are unable to transport themselves or purchase tran sportation and
are dependent upon others to obtain access to health care, employment, education, shopping,
social activities, or other life sustaining activities. Table 9 provides a critical need population
summary to supplement Figure 1, while Table 10 depicts the age distributions of the critical
need populations.

Table 971 Critical Need TD Calculations
Source: CUTR 2013 Model, US Census Bureau, 2017 Census SF1

% of Total
C Total Population | % with a Severe | Total Population | % of Total Pop. Severe Severe
ounty Pop. By g vy T : % Disability | Disability
with a Disability Disability by with a Severe with Severe
Age by A Age Disability by Age | Disability by Age i
Y Age 8 y by Ag ty by Ag Poverty | Poverty
Level Level
< 5 Years of Age 507 4.20% 21 0.03%
5-17 7,356 4,20% 309 0.15%
18-34 17,183 6.30% 1,083 0.39%
35-64 55,527 13.84% 7,685 1.40%
Total Non-Elderly 80,573 9,098 0.82% 28.60% 2,602
65-74 29,925 27.12% 8,116 4.80%
75+ 74,110 46.55% 34,498 19.99%
Total Elderly 104,035 42,614 12.47% 11.70% 4,986
Total 184,608 51,712 3.56% 7,588

Elderly / Seniors
Making up twenty-three (23) percent of the total population, more than 328 ,000 seniors
are living in Palm Beach County as of 2017 More than half of all Palm Tran Connection riders
are seniors. Appendix E depicts the 2017 American Community Survey census block groups
with high proportions of seniors.

Persons with Disabilities
The American Community Survey and the 2014 Survey of Income and Program
Participation (SIPP) are used to create dAcritic:
SIPP questions result intwo overall measures of disability used by the CUTR tool: any disability
and severe disability.

Table 1071 Critical Needi Severely Disabled TD
Source: Palm Beach County, US Census Bureau, 2017 Census SF1

Critical Need - Severely Disabled TD Population
Not Low Income Low Income Total
Non-Elderly 5,722 2,292 8,014
Elderly 37,681 4,993 42,674
TOTAL 43,403 7,285 50,688
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Low-income
In2017,iti s esti mated that nearly 13% of the popul
tot al income is |l ess than the Office of Manag ¢

threshold determined by family size and composition, that family and every individual are
considered to be in poverty.

Pockets of low-income housing are scattered through the County. The Map depicting 2017
American Community Survey shows people living below the poverty level, with the transit
route network overlaid, shows how much of the population had access to the transit system
(Appendix F).

D. Goals, Objectives, Strategies

Pal m Tr an 6 $to providesaccess to dpportunity for everyone; safely, efficiently and
courteously0 Thi s mi ssion extends to all individuals tr
the transportation disadvantaged. I n fact,oone of
promote accessibility to all citizens of Palm Beach County, including people with disabilities, senior
citizens and the disadvantaged, through discounted fares, accessible buses and doorto-door
paratransit service in accordance with state and federal requirements.

Palm Tran works towards ensuring that accessible and costeffective transportation solutions
are available to the transportation disadvantaged in Palm Beach County. To this end, Palm Tran
strives to meet the following goals and objectives thro ugh the execution of the strategies outlined
in this section:

*Provide the highest level of accessible and available fixed route bus service for the Transportation Disadvantaged

sIncrease the utilization of the fixed route system by those who are Transportation Disadvantaged or ADA

*Provide cost-effective door-to-door services for those transportation disadvantaged individuals who are unable to access the
fixed route transit system

*Create relationships with agencies providing transportation services to the transportation disadvantaged that enhance and
maximize coordination and cost effectiveness

*Ensure that transportation services provided to the transportation disadvantaged are provided in the most appropriate and cost-
effectivemanner possible, given the guidelines of Chapter427, Florida Statues and Section 41-2, Florida Administrative Code

Iy

sEstablish policies and procedures that ensure program effectiveness and integrity

*Ensure Human Services Transportation Plan is developed in compliance with all Federal regulations
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During Palm Tran Connection’s time as the CTC, it has been
recognized with the following awards:

-Palm Tran Connection - 2003 CTAA Excellence in Service Award
-Dennis Dee - 2003 CTD Sheila Winitzer Award

-Dave Evans - 2004 CTD Volunteer of the Year

-Palm Tran Connection - 2006 CTAA Excellence in Service

-Palm Tran Connection - 2006 Urban CTC of the Year
-Palm Tran Connection - 2008 CTD Scheduler of the Year
-Two Wheels - 2008 CTD Operator of the Year

-Hector Pezzuto - 2009 CTD Driver of the Year

-Palm Tran Connection - 2009 Innovation of the Year
-Palm Tran Connection - 2009 Urban CTC of the Year
-Finance Team - 2010 Golden Palm Awardees

-Palm Tran Connection - 2017 Innovation of the Year
-Palm Tran Connection - 2017 TD Innovation of the Year

E. Implementation Schedule
Goals, objectives, strategies and implementation scheduleare included in Appendix H.
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A. Operations Element

The Service Planisadescr i pti on of
and paratransit system and coordinated contracts.

The
paratransit

Connecti
included available
http://discover.pbcgov.org/palmtran/Pages/Connection.aspx .

m Tr an

operational

on der 6s Handbook,

copi es

Handbook are also available at Palm Tran Connection. Free route maps and schedules are
available at all Palm Tran facilities, County Governmental Centers and Public Libraries. Customer
Service is available to answer trip-planning questions by calling (561) 841-4BUS (4287) or 1-877-
930-4287 (toll-free).

1. Types, Hours and Days of Service

Fixed Route

Palm Tran runs seven days a week excluding the 7 major holidays ( New Year &s
Easter, Memorial Day, Labor Day, Independence Day, Thanksgiving Day and Christmas
Day), serving more than 3,000 bus stops with 150 buses. Generally speaking, weekday
peak service runs every 30 minutes and off-peak every 60 minutes. Weekend service runs
hourly on most routes. Timed-Transfer points allow for easy movement from the
north/south routes to the east/west routes. Palm Tran also serves several park -and-ride
lots throughout Palm Beach County. All Palm Tran buses are equipped with wheelchair
ramps, automatic stop announcement systems, surveillance cameras, and bike racks.

a.

: S )2{ Pl Tran
CONNEC" ION
Drdercmben /Auwc:‘ ond oy
Bus Passesg &
Tlcket-To-Ride Booklets
Sold Here
Monday __ Fri
00 am, 1o 4:;od:_ym

508, Military Traij
Suite 101
)W’Wl o) frog

Palm Tran offers riders with bus routes and real-time schedules at their fingertips. A
"MyStop Mobile" app is available for iPhone users and a new website "palmtran.org/igo”
for Android mobile devices or computers to use. Features include a built-in trip planner,
on-demand bus stop alert texts or emails sent to your phone/computer indicati ng your
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bus is approaching your stop. Additionally, riders can register for alert subscriptions to
receive daily real-time departure information by route and stop.

b. Paratransit

Palm Tran Connection is a shared ride, doorto-door paratransit service that provides
transportation for disabled residents and visitors in Palm Beach Countyunder the following
programs:

A Americans with Disabilities Act (ADA) Progr a
A Division of Senior Services (DOSS) Program
A Transportation Disadvantaged (TD) Program

Palm Tran Connection travels in Palm Beach County from Boca Raton to Jupiter and
from Palm Beach to South Bay. The ADA core service area covers the following: East of
the Florida Turnpike in Palm Beach County from the South County Line to the North County
Line. ADA Service continues to the 3/4-mile buffer around fixed routes located outside the
ADA core service area. Palm Tran Connection schedules all trips, prepares vehicleoute,
handles customer concerns & commendations, determines eligibility, and monitors the
performance of the Transportation Providers.

Reservation hours are Sunday through Saturday from 8:00 a.m.to 5:00 p.m. Wher e 6 s

My Ride Callhours are Monday through Friday 4:50 a.m. to 10: 30 p.m., Saturday 6:00

a.m. to 10: 45 p.m. and Sunday 7:15 a.m. to 8:15 p.m. Riders can reserve a trip up to

seven (7) days before they wish to travel. Next day trip reservations must be made by

5:00 p.m., the day before they wish to travel. Drivers will meet the rider at the ground

floor entrance or front door of any pri vate residence or public building. Fares must be paid

with exactchangeoraprecpur chased Connection fATicket to Ri
one-way trip. Drivers are prohibited from making change. ADA eligible customers ride

Palm Tran fixed-route buses free with a photo ID card issued from Palm Tran Connection.

Palm Tran Connection does not operate on the 7
Memorial Day, Independence Day, Labor Day, Thanksgiving Day, and Christmas Day).

Riders can book a trip and obtain more information by calling (561) 649 -9838, 1-877-
870-9849 (toll-free). Paratransit applications may also be downloaded from
www.PalmTran.org.
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c. Subscription Service

Standing order service is a regular and recurring service in which schedules are
prearranged, to meet the travel needs of riders who sign up for the service in advance.
The service is characterized by the fact that the same passengers that are picked up at
the same location and time are transported to the same location, and then returned to
the same point of origin. Palm Tran Connection is required to provide Standing Order
service in accordance with the following policies:

1 Once standing orders are arranged, riders do not have to continually call to arrange
transportation. Standing Order trips may be held indefinitely as long as the guidelines
herein are met.

1T Excessive cancedHaws onwi lalndndithob e permitted
service. Upons haowe, ot htitred Sitheondi ng Or der trip
requirementdoesnotapply i n cases where t-$iroWwW@atiescame
to factors beyond the control of the rider such as an unforeseen illness.

1 Standing order trips may not be changed more than one time per month. A change is
defined as a temporary change to the days of travel, pickup time and/or address
and/or the drop -off time and/or address.

1 Ingeneral, standing order trips may not be modified, i.e., a permanent change in, the
travel days, the pickup time and/or address or the drop -off time and/or address.
Changes of this nature will result in the cancellation of the old standing order trip and
an initiation of new standing order service. The request is subject to the policies
outlined herein.

1 Notwithstanding, modifications will be accommodated which result fro m factors which
are beyond the control of the rider and/or because of changes in employment.

Standing order service may be put on hold for a specified amount of time (e.g., vacation,
hospitalization).
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2. Accessing Services

a. Eligibility

Palm Tran Connection determines eligibility for paratransit programs and enters
eligibility information for each applicant (e.g. conditions, eligibility dates) into its
paratransit database. Service will be provided the next service day after service eligibility
has been determined and in compliance with existing state and federal guidelines.
Certification by the applicant must be submitted to Palm Tran Connection. Licensed
medical verification or proof of income level may be required. Palm Tran Connection will
determine eligibility within 21 days of receiving an application. Temporary eligibility may
be given to those applying to allow them to complete their applications. Temporary service
can be for up to 21 days. For life -sustaining appointments a quick eligibility form may b e
processed until the full application is received.

Once eligibility has been determined, Palm Tran Connection will mail a letter to the
applicant explaining eligibility determination, authorized services available, eligibility
expiration, re-application process and the appeals process.

Applicants may request an application by calling (561) 649-9838 or 1-877-870-9849
(toll-free); downloading an application from online at the Palm Tran website:
www.PalmTran.org; or requesting an application in person at the Palm Tran Connection
Administrative offices Monday through Friday between 8:00 a.m. and 4:30 p.m. at 50
South Military Trail, Suite 101, West Palm Beach, FL 33415.

The following rules will be utilized to correctly assign trips to the appropriate funding
sources:

A If arideris only eligible to travel under one funding source, Palm Tran Connection will
only provide trips to that rider under the funding source for which the rider is eligible.

A If the rider is eligible under multiple funding sources, then Palm Tran Connection will
try to determine if the trip can be provided by the most cost -effective program first.

A ADA trips must begin and end within the designated core ADA service area and must
fall within fixed route service hours.

A TD trips are limited to available funding and must be provided in accordance with the
service area and hours of operation.

A DOSS trips are reserved for customers north of Hypoluxo Road for nutrition trips only.

ADA
ADA service is shared ride in nature and is complementary to Palm Tran fixed route
service.
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Certification will remain in effect for 3 years. Medical verification is required to become
certified. ADA Transportation is provided within the core area and % of a mile of a Palm
Tran bus route during th e same hours and days as Palm Tran fixed route bus service. To
become eligible for ADA service, an individual must have a disability for which medical
verification is required and prevents them from riding the fixed route bus. An individual
must first complete an ADA application to be determined eligible for service.

Even though an ADA customer may reside outside of the core service area, a trip is
eligible as long as the origin and destination are within the core service area or within %
miles of a fixed bus route. If either the origin or destination is outside of % miles of a
fixed bus route, then the trip is not eligible under ADA

Acceptable types of Health Care Professionals who can complete the medical portion
of the Eligibility Application include:

A State Licensed Physician (M.D.)
A State Licensed Osteopathic Physician (D.O.)
A State Licensed Chiropractor Physician (C.D.)

A Podiatric Physician (P.O.D.)

A Licensed Physiciands Assistant (LPA)
A Advanced Registered Nurse Practitioner (A.R.N.P.)
A Licensed ClinicalPsychologist (L.C.P.)

A Licensed Physician Assistan{P.A.)

»
by connvecTion &

A Area of Critical Needs LicensedPhysician (ACN) L) H0 o w rE o

A Audiologist (Au.D)

c. Transportation Disadvantaged

The TD program is funded by the State of Florida under Chapter 427 of the F.S. To
become eligible for TD service, an individual must either meet the economic requirements
of the TD program or have a disability which prevents them from riding the fixed rout e
bus as defined by the ADA Program. The applicant must submit either proof of income or
the medical verification form completed by a licensed physician with their completed
application. Based on the information supplied, the application will be evaluated and their
eligibility to use the TD program will be determined. Certification will remain in effect for
1 year.
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Federal Poverty Level Guidelines will be used to determine if the applicant is eligible
for TD services. The applicant will be considered TD if under 150% of the Federal Poverty
Level Guidelines Eligible TD riders fall under the following transportation options:

1 Low Income: - TD riders who only meet the economic disadvantaged requirements
and do NOT have a disability that prevents them from usin g the fixed route bus, and
whose origin and destination are within the core area or 3/4 of a mile from a fixed
route bus route must use the fixed route system and are eligible to purchase a 31 day
unlimited bus pass for $15.00 or $20.00 ($70.00 normal pric €) or a 1 day unlimited
bus pass for $1.50 ($5.00 normal price).

Riders who meet the income criteria of the TD program i regardless of disability - and
whose trip origin and/or destination are outside the core fixed route service area will be
eligible for paratransit service under the TD program.

9 Disability Only/Low Income and Disabled - Riders that cannot access the fixed route
due to a disability will be provided a paratransit trip.

d. Division of Senior Services (DOSS)

Division of Senior Services (DOSS) igunded by Older American Act funds through the
Department of Elder Affairs and the Area Agency on Aging and through BCC funds for
customers traveling to DOSS meal sites.

Registration for individuals 60 years of age or older is completed via an application
that verifies the applicants age and that they are traveling to a DOSS meal site. Service is
provided north of Hypoluxo Road for Nutrition Site trips only. The Mae Volen Senior Center
provides a similar service south of Hypoluxo Road in Palm Beach County.

e. Confidentiality

No Transportation Operator contracting with the TD Program may disclose any
information concerning a rider for any purpose not in conformity with local, state or federal
regulations (45 CFR, Part 205.50). Information will be disclosed only under a court order
or written consent of recipient or his/her responsible parent or guardian. Confidentiality
applied to all in the PTC program, not singularly the vendors.

. Fares

A The current ADA and TD fare for Palm Tran Connection is $3.50 per oneway trip. The
fare may be paid either in cash (exact change only) or with pre -purchased tickets.
Palm Tran Tickets are available at Palm Tran

A All Palm Tran and Palm Tran Connection eligible riders over 8 years of age, excluding
PCAs, are reuired to pay the full fare or as otherwise indicated on the manifest.
Companions and escorts shall be required to pay the $3.50 fare for a one-way trip.
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A There s no fare for DOSS riders. However, the DOSS riders are offered the opportunity
to contribute to their transportation through the DOSS Donation Process. In the first
guarter of every year, Palm Tran Connection sends a letter to all eligible DOSS riders
explaining how they can contribute to the cost of their transportation.

A The fare amount and accepted method(s) of payment for transportation are defined
by the CTC and are subject to change.

A The manifests and schedules provide complete instructions to drivers concerning the
amount of fares to be collected.

A Transportation Operators are required to collect the fare specified on the
mani fest/ schedule at the time of the vehicle

A The driver is not permitted to make change.

A If arider does not provide the appropriate fare, the driver is requi red to notify their
dispatcher, who is responsible for determining whether or not the rider is to be
transported. Connection has a strict no strand policy.

A Unless otherwise instructed, the Transportation Operators are prohibited from
transporting riders who fail to present the appropriate fare unless failure to transport
the rider would result in the rider being stranded away from home. In such instances,
the Transportation Operator is required to transport the rider and then report the
incident as a matter of rider misconduct which is subject to the rider misconduct
provisions of the existing contract.

A Drivers are absolutely prohibited from accepting gifts or gratuities of any kind, either
as payment of a fare or in addition to the payment of a fare.

g. Appeals

Service will be provided if Palm Tran Connection has not made a determination within
twenty-one (21) days or the applicant has appealed their initial eligibility determination.
During the appeals process, service will be provided until such time a final decision is

rendered.
Palm Tran wi | | accept, hear and resolve appeals
ADA Paratransit services. Appeal s must be fil

eligibility determination and/or from the date upon which Connection services are
suspended. A opy of the appeals process is available by calling Palm Tran Connection.

Appeals must be filed in writing and sent to the following address:

Palm Tran Connection

Attn: Senior Manager of Palm Tran Connection
50 South Military Trail, Suite 101

West Palm Beach, FL 33415
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h. Cancellationsa n d -8MNo ws o

Excessive cancslhloavtsibomws dndofindbe permitted
service. Upos htolwed ,t hihred Simendi ng Order trip wi
requirement does not apply in cases wherethelatecancel | atisbdowor i 8ndue t
factors beyond the control of the rider such as an unforeseen illness.

Addi ti onal information regar diShgo woa ljgnmo I Tircayn 6 s
included in Appendix L.

L. Multi-Lingual Programs

Pal m Tr an € Gustoneec $ervioen department is multi-lingual; accepting
reservations in Spanish and Creole. Palm Tran Connection also produces a Riders Guide
which is available in Spanish and English.There is no creole Riders Guide. In accordance
with the provisions of the ADA, the guide is also available in alternate formats upon
request.

/. Telephone System
Palm Tran Connection shall provide a telephone system which meets the following
requirements:

A Palm Tran Connection is availabletoll-free from anywhere in Palm Beach County.

A Palm Tran Connection must answer reservation calls daily, excepton the 7 major
holidays. Service calls will be answered during all hours when riders are being
transported. During other times, Palm Tran Connection shall provide an automated
message informing callers of normal business hours.

A Palm Tran Connection utilizes the 711 Relay Service, where persons can dial 711 to
be automatically connected with a Telecommunications Relay Service operator for
free.

Pdm Tran Connection shall electronically record all incoming telephone calls on any
telephone lines used for accepting reservations and service related calls. Palm Tran
Connection will store these recordings for a period of 60 calendar days. Palm Tran
Connection shall provide access to designated County and TDC staff and for the purpose
of monitoring live calls and reviewing previously recorded calls to assist in the resolution
of complaints and commendations. Calls shall be recorded in compliarce with state and
federal laws.
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k. Service Denials
Palm Tran Connectionds goal is not to deny ¢
Tran Connection has the right to not schedule a TD paratransit trip on the date and time
requested if scheduling attempts reveal that no vehicles are available or if a trip within 1
hour before or after the time requested is refused by the rider.

. Prioritization

Due to insufficient TD funding, trips shall be prioritized as listed below. This will remain
in effect until there are sufficient a dditional program funds. To satisfy the demand for this
service, trip prioritization is required. Weekday, Saturday and Sunday financial budget
caps will be imposed on TD service. If a financial budget cap is exceeded, then
prioritization for Medical Trips only will be imposed.

TD Trip Priorities:

. . e Critical Care Trips
P rl O r I ty 1 * (Including kidney dialysis, life-sustaining treatments)
. . e Medical Trips
P rl O r I ty 2 ¢ (Including medical appointments, pharmacy trips,
etc.)

e Nutrition Trips
¢ (Including daily meals and grocery shopping)

* Daycare and Employment trips

P rio rity 4 ¢ (Including job interviews, volunteering, workshops

for pay and education)

« Other/Quality of Life Activities

¢ (Including governmental, voting, recreational,
religious and social support activities)
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m. Scheduling
Palm Tran Connection shall schedule trips based on the following guidelines:

A If the rider has requested a specific pickup time for an ADA trip, Palm Tran Connection
may offer a negotiated scheduled pickup time up to 1 hour before or after the time
requested by the rider.

A Ifthe rider requests a specific appointment time for an ADA trip, Palm Tran Connection
will schedule the rider to be picked up in sufficient time to reach their appointment.
This schedule will contain sufficient travel time, based on the same travel time required
as on a trip by Palm Tran fixed route, including transfer time.

A If the rider is requesting a TD trip, Palm Tran Connection will negotiate a pickup time
with the rider based on vehicle availability. Once a pickup time is established, Palm
Tran Connection will schedule the trip in accordance with the travel time standards
associated with an ADA trip.

A Scheduling of a one-way trip shall not include more than one transfer to another
vehicle or mode of transportation within Palm Beach County.

A ADA paratransit service may include requiring riders to transfer from one paratransit
vehicle to another as part of the trip.

A Trips scheduled under the DOSS program will ke grouped in order to accommodate
meal site schedules and to maximize multi-loading opportunities.

n. Windows

Pickup Window
The scheduled vehicle is required to arrive a
pickup window as shown on the vehicle manifest. Riders must be ready and waiting to
board the vehicle at all times during the 30 minute pickup window. The pickup window
occurs 15 minutes before to 15 minutes after the given pickup time.

Boarding Window

When the scheduled vehicle arrives with the
scheduled pickup window, the rider has 5
minutes to board the vehicle and to be seat-
belted and/or properly secured. If the rider is
unable to board within this "boarding window,"
the provider will be instructed to proceed with
the route, and the rider wil | be charged with a
"No Show." Riders who need additional time to
board as a result of their disabilities may have
additional time, based on prior approval from
Palm Tran Connection on a caseby-case basis.
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0. Customer Assistant

Paratransit service is doorto-door unless curb-to-curb transportation is specifically
requested at the time of the reservation and
ambulatory and non-ambulatory paratransit service is provided according to ADA rules
and guidelines. ADA paratransit services may include requiring riders to transfer from one
paratransit vehicle to another or to a fixed route vehicle as part of the trip. Palm Tran
Connection does not accept same day reservations.

Drivers must assist riders, upon request, in getting to, on/off and from the vehicle.
This assistance may include:

Lending a supporting arm, guiding and assisting up or down steps.

Drivers may not assist riders in wheelchairs up or down more than one step.
Drivers are required to carry packages weighing not more than 35 pounds in total.
Drivers are prohibited from lifting or carrying passengers and/or their children.

Service Complaints

= T > > > >

Palm Tran Connection records all complaints to and determines to whom the complaint
should be directed to for research and resolution.

1 When a Transportation Operator receives a complaint from Palm Tran Connection, the
Operator is required to research the complaint with their personnel and take corrective
action if necessary.

9 Transportation Operators are required to provide a written response to Palm Tran
Connection as to how the complaint has been addressed as well as what corrective
actions, if any, have been taken to avoid future complaints of the same nature. The
Transportation Operator must pfthemanifgstwith he dr i \
each complaint addressed.

9 Transportation Operators are required to respond to service complaints within 2
business days.

9 If the complaint involves safety or serious misconduct, Transportation Operators are
required to respond within 2 4 hours or less.

1 Palm Tran Connection will review responses to complaints, and if it deems the
response to be inadequate, will redirect the complaint to the Transportation Operator
for further action.

1 Inall cases, Palm Tran Connection is the final arbiter as to whether or not complaints
have been adequately resolved by the Transportation Operator.
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1 Palm Tran Connection will also record commendations; however, the Transportation
Operator may also accept commendations directly. Operators are requested to notify
Palm Tran Connection of all commendations received.

1 At the direction of Palm Tran Connection, designated Transportation Operator
personnel may discuss specific complaints with the riders or their representatives. All
Transportation Operator personnel are prohibited from taking any actions against any
individuals who have made complaints in connection with this program.

g AnWheredbs My Ride?o0 Call s
"Wherebs My Ride?" calls wil!/l be accepted fr
within the scheduled pickup wi ndow. When Palm Tran Connecti o
Ride?" calls, they use the Trapeze Software system to determine the estimated time of
arrival and inform the rider when it is expected to arrive at the rider's location. The Mobile
Data Terminals in the vehicles can give the rider up-to-the-minute information as to where
their vehicle is located and accurate estimated times of arrival from the information
transmitted from the scheduling software.

r. Cancellation Process
For information regarding the Cancellation Process, please refer to Appendix L.

s. No Show Policy
For information regarding the Cancellation Process, please refer to Appendix L.

t.  On-time Performance

A Transportation Operat erismewi Iwh ebne ictosn sviedhe rcel de |
rider to their destination at the requested appointment time. If an appointment time
is not requested, the Transportation Operator is considered on-time when the driver
arrives to the rideroés pi ckup whndow astshoem wi t hi
on the vehicle manifest/schedule.

A On-time performance will be measured from data received on completed driver
manifests/schedules, and may be supplemented with data from any form of
monitoring, "Where Is My Ride?" calls, and customer satisfaction surveys.

A Transportation Operators will be charged with a valid early vehicle complaint when its
vehicle arrives to transport a rider more than 15 minutes before the scheduled pick -
up window as shown on the vehicle manifest/schedule and requires the customer to
travel early.

A In these instances, Transportation Operators are required to wait until 15 minutes
before the scheduled pick-up time as shown on the vehicle manifest/schedule before
going to the rider's door; however, the rider is free to travel early if they are aware of
the driverés presence and chooses to travel
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e
A Transportation Operators will be charged with a valid late vehicle complaint when its
vehicles arrives to transport a rider more than 15 minutes after the scheduled pick -up
window as shown on the vehicle manifest/schedule. In such instances, the rider will
not be charged with a "Customer No-Show" if he/she chooses not to travel with the
Transportation Operator.

A The rider will not be charged with a "Customer No -Show" if he/she chooses not to ride
with the Transportation Operator when the vehicle arrives more than 15 minutes after
the scheduled pick-up window as shown on the manifest.

Alf the rider fails to board during this 5 m
notify the dispatcher who is responsible f or char gi ng tshheowd diemt owvi
the computerized system (within 5 minutes of the occurrence) and then directing the
driver to continue with the route.

3. Transportation Operators and Coordination Contractors

In 2014 Palm Beach County issued a Request for Proposals, seeking qualified
Contractor(s) to provide door to door paratransit transportation services to Palm Beach County
residents and visitors, including all resources necessary to provide such services as may be
required by the CTCtomeett he needs of the Countydés paratran
items were incorporated in the review and selection of the new transportation operators:

A Capabilities and Qualifications of Operator

>

Scope of Work

>~

Price and Financial Strength

>~

Safety and Training Program

>

Previous experience

>~

Capacity and Quality

>~

Management

>

Insurance and Performance Bond

>\

Resources

>\

Accident History

A Contract Monitoring

A Responsiveness to Solicitation
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The request for proposals was distributed locally, statewide and nationally. Palm Beach
County awarded the contracts to multiple providers. MV Transportation, Inc. was awarded
with Run Package fAAO0, First Transit,6 MdrutiEleet was aw
& Management , LLC was awarded with Run Package |
then utilize DBE providers. Service provided under this contract commenced on February 1,
2015 and will run through to January 31, 2022.

In addition, Palm Tran Connection reimburses two agencies, Federation Transportation
and Seagull Industries, for the trips they provide to their clients through financial assistance
agreements.

A Coordination Contract is defined as: A written contract between the CTC (Palm Tran)
and a non-profit or faith based agency that, on most occasions, receives a vehicle from the
FDOT 5310 Program and performs its own transportation services for its clients. The
Commi ssion for Transportation Di sthespeifictteangse d ds st
and conditions that will apply to those agencies who perform their own transportation
services, as well as joint utilization and cost provisions for transportation services to and from
the Coordinator.

Palm Tran Connection has servicecoordinators (road supervisors) that perform annual
inspections, spot inspections, and monitor random trips daily to make sure the Operators are
in compliance with County, State, and Federal regulations. In addition to the service
coordinators, Palm Tran has a Drug and Alcohol Coordinator that ensures the Transportation
Operators as well as Palm Tran employees are following the Federal Drug and Alcohol
Guidelines.

4. Public Transit Utilization
The use of public transit is a cornerstone built into Palm TranConnect i onds Coor di
Plan. Once it is determined that friends or family members cannot transport a TD rider for a
specific non-sponsored trip request and the rider is functionally able to use the fixed route
bus for a requested trip he or she will be off ered a fixed route bus pass. ADA eligible riders
can ride the Palm Tran fixed route bus for free by showing their ADA identification card.

In addition, Palm Tran Connection and the LCB have instituted the following programs,
policies, and procedures to maximize the use of public transportation:

The CTC will

A Allocate a portion of the Trip/Equipment grant fund to be spent annually for Palm Tran
bus passes. Trip prioritization by destination will not be considered for bus pass allocation.

A Ensure that Palm Beach County takes full advantage of the Commission for Transportation
Disadvantaged funding for bus passes.
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A Establish procedures and guidelines for the bus pass program.

A Determine eligibility for entry into the bus pass program and proce ss completed original
applications.

Agencies will:

A Prior to participating in the program, submit a written request on Agency Stationary to
Palm Tran Connection. The request must outline
of services performed. The letter must include the names of individuals responsible for
the Agency bus pass program and be signed by
equivalent.

A Adhere to (and ensure that their Riders adhere to) the Bus Pass Policy and Guidelines.
Failure to comply will result in suspension until appropriate documentation is received.

Ensure Riders meet the established eligibility criteria while in the program.

Ensure that Agency Riders continuing in the TD bus pass program re-register every year
and that all new Riders are registered within 5 business days.

A Complete and accurately maintain the Distribution Log form for all passes issued ensuring
that the Rider signs for each bus pass received.

A As part of the pass ordering process, submit a Bus Pass Order Form and Dstribution Log
for each pass distributed.

Riders sponsored by Palm Tran Connection or the Agency Outreach Program will:

A Complete a Rider Eligibility and Registration Form.

A Lose eligibility for Demand Responsive or Standing Order paratransit services, excet for
emergency situations, while part of the bus pass program.

5. School Bus Utilization

At this time there is no specific utilization of school buses by Palm Tran Connection. There
have been discussions with the School Board of school bus usage, but with the size of Palm
Beach County and the average oneway trip length being over 15 miles, school buses would
not be conducive to the wear and tear of paratransit trips. School buses are currently not a
viable cost-effective alternative.

The LCB has a designaéd seat for a School Board Representative For the school year, an
Inter -local Agreement between Palm Tran and Palm Beach County School District resulted in
providing over 1,000 students on either annual or 31 -day bus passes with Palm Tran fixed
bus route transportation. In addition, there are an other 1,200 students using Tri-Rail passes.
The Palm Beach County School District is one of the largest purchasers of Public Transit Passes
for transporting students in Florida.
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The policies for the Bus Pass Program are included asAppendix I.

6. Vehicle Inv entory
See Appendix J.

7. System Safety Program Plan Certification (SSPP)
State of Florida Department of Transportation Certification of Compliance. See Appendix K.

8. Inter -County Services
Periodic meetings with Martin, St. Lucie, Indian River, Okeechobee, Broward and Miami
Dade Counties occur to discuss needs and service arrangements. Whenever an individual
needs transportation into another county, Palm Tran Connection tries to make arrange ments
with other appropriate countyébés CTC. Palm Tran
requesting the trip of the trip arrangements. Whenever an individual needs to go to Broward
or Miami-Dade County, Palm Tran Connection tries to provide the individual with a trip to the
nearest Tri-Rail station from the trip origin and also make arrangements for the pickup from
the same Tri-Rail station on return.

The two established transfer points for individuals traveling between Broward and Palm
Beach County s Mizner Park and Sandalfoot Plaza. Individuals traveling into Broward County
transfer onto a Broward County vehicle.

9. Emergency Preparedness and Response

Palm Tran Connection and the Transportation Operators are expected to provide
transportation during periods of heavy rain and/or other adverse weather conditions unless
County Emergency Management pulls all vehicles off the road. Transportation Operators are
contractually obligated to make available to Palm Tran all requested vehicles and operators
torespond to a public evacuation. The staging area
facility located at 50 South Military Trail, Suite 101, West Palm Beach, FL 33415. Palm Tran
Connection is included in countywide Comprehensive Emergency Management Planimg. All
services provided are in accordance to Palm Tran
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10. Educational Efforts / Marketing

Palm Tran Connectionds nll“I
effective partnership with the Palm Beach County
community and maintain this partnership through the
creation and maintenance of an open dialogue. This
allows for the free exchange of information and ideas on
the best means for providing effective transportation
services to the residents, visitors, businesses and
organizations of Pdm Beach County.

Palm Tran, conducts ongoing marketing and public
outreach through:

A Public relations, advertising and press relations;
A Speeches and presentations to local groups or organizations;
A System brochures and service guides;
A Countywide promotions and publicity;
A Rider hotline updates;
A Public information meetings; and
A The ATransit Wor ks o tel evision show on count
commercials.
Note: Palm Tran Connection promotes the voluntary dollar donation to the TD Trust Fund
inthe Riderdéds guide, program updates, and other m

11. Acceptable Alternatives

TD-eligible children who must be immediately removed from their residence and TD-
eligible individuals who require Baker Act transportation are not accommodated within the
coordinated system due to the special circumstances and lack of predictability surrounding
these types of transports.

Mobility Management Facilitation Program (MMFB

The Community Transportation Connections Team serves as an ancillary to the CTC. The
mission of the MMFP is to enhance mobility options for individuals considered transportation
disadvantaged. The team supports the CTC of Palm Beach by evaluating and idenifying
resources within the community while assisting the CTC with short-term planning and
management activities and projects for improving coordination among transportation and
service providers.
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12. Service Standards
Palm Tran Connection will monitor the quality of service. Performance measures include:

Utilization: how well the resources are being used.
Efficiency: the ability to provide service to users despite any constraints.

1
1
1 Effectiveness: the ability to meet service demand with existing resources.
1

Administration: management performance.

a. Drug and Alcohol Policy

Each Transportation Operator is required to certify that, with respect to the performance
of the TD Program, that they have implemented a CTC approved program that complies with
the provisions of 49 CFR Parts 40 and 655.

A The Transportation Operator shall be responsible for providing Palm Tran with personnel
information.

A The Transportation Operator is responsible for all costs of drug and alcohol testing.

A The Transportation Operator shall permit any authorized representative of the Federal
Transit Administration (FTA), the Florida Department of Transportation, Palm Tran, or
Palm Beach County to inspect the facilities and records associated with the implementation
of the drug and alcohol testing pr ogram and review the testing process.

A The Operator agrees further to certify annually its compliance with Part 40 and 655 before
February first of each year and to submit to Palm Tran the Management Information
System (MIS) reports before March 1st of each year.

b. Escorts and Children

Palm Tran Connection allows riders to travel with a PCA, service animal, children, and
one companion (or escort). Additional individuals beyond the first companion (up to three)
are carried only on a space available basis. You must reserve a space for the companion(s)
when you reserve your trip. PCAOGs and anyone el s
boardthevehi cl e at the riderds schegpgul PCAGscandoersan
are subject to the same rules and regulations as a Palm Tran Connection rider. Riders may
transport pets in a commercially availsadbdre pet ¢
on their lap. Newborns and children up to 5 years of age must ride in a federally approved
child restraint provided by the parent.

All Palm Tran and Palm Tran Connection eligible riders over 8 years of age, excluding
PCAOGs, ar e r egfulfareerds otherwige ingicatedon the manifest.
Companions and escorts shall be required to pay the $3.50 fare for a one-way trip.

42| Page



Palm Beach County Transportation Disadvantaged Service Plan FY 2012022

¢. Child Restraint Devices

Children who are between the ages of birth and 5 years old inclusive and/or children who
weigh less than 40 pounds must travel with a responsible guardian (Escort) and must ride in
a child safety seat which complies with Section 316.613, Florida Statutes. It is Palm Tran
Connectionbs policy that it i s t hidethephddisafatyd ual c u
seat.

d. Rider Property
Transportation operators are required to transport packages belonging to the riders, as
l ong as the rider is on board with his/ her pack
beneath his/her seat. Packaged must be no larger than 2 large paper grocery bags or 4 smaller
plastic handle bags and weigh no more than 25 pounds combined.

Transportation Operators are prohibited from transporting illegal controlled substances
(excluding prescription medication), hazardous materials, fire arms or explosive devices.

e. Vehicle Transfer Points
Transfer points shall provide shelter, security, and safety for customers.

f. Local Toll Free Phone Numbers for Consumer Comment

The Transportation Operator must be available toll-free from anywhere in Palm Beach
County for complaints and grievances and shall be posted inside each vehicle. This may be
accomplished through either of the following means:

A A toll-free (800/888) number,

A Multiple local phone numbers which provide local coverage throughout Palm Beach
County,

A The Commission for the Transportation Disadvantaged Helpline (1-800-983-2435).

g. Out of Service Area Trips
No service is provided beyond the Countydés bor
Beach County into Broward and Miami-Dade counties may use Tri-Rail.

h. Vehicle Condition and Air Conditioning Equipment

A All vehicles shall have exteriors free from broken mirrors, windows, accumulated grime,
rust, chipped paint or major dents or body damage which detracts from the overall
appearance of the vehicle.

A Passenger compartments shall be free from dirt, grime, oil, trash, torn upholstery,
damaged or broken seats, protruding metal, excessively worn floor coverings or anything
else that might cause discomfort to a passenger.

A Seats shall not be broken, damaged or have protruding sharp edges.
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A Each vehicle shall have air conditioning and heating systems in compliance with
manufacturerés specifications. Vehicles found
heater will be taken out of service and not allowed to be in service without proper
authorization from Palm Tran Connection.

.. Billing Requirements to Contracted Operators
il f the CTC without reasonabl e cause fails to
suppliers within 7 working days after the receipt by the CTC of full or partial payment, the
CTC shall pay a penalty in the amount of half of the amount due, per day, from the
expiration of the period all owed herein for payr

J. Rider/ Trip Data

Transportation Operators are required to provide data to assist Palm Tran Connection in
compiling and completing required daily, weekly, quarterly and annual reports.
Passenger/trip data is accessible to Palm Tran Connection on each rider being transported in
the system. Palm Tran Connection shall furnish all required reports to the Commission for
the Transportation Disadvantaged (CTD) and any other State or Federal department, as
required. All reports are accessible through the Records Request process.

k. Adequate Seating

Adequate seating shall be provided to each rider and escort, child, or PCA, and no more
passengers than the registered passenger seating capacity shall be scheduled or transported
in a vehicle at any time.

. Smoking and Eating on Vehicles

Drivers are prohibited from smoking and using cell phones at all times, while on board the
vehicle and/or while assisting riders. In addition, drivers are prohibited from eating or drinking
when a Palm Tran Connection rider is on board the vehicle.

m. Trjp Denials, Cancd | at i ons, Late GC8mhcwod/!/ Bol ooy and ANo

A A-8llbowo is defined as: when the rider fails
transport him/her within the pick -up window or fails to contact Palm Tran Connection to
inform them of a cancellation atleast 90 minutespr i or t o t he r i-dptimé&s schec¢
This requirement does not apply in cases where the no-show is due to factors beyond the
control of the rider such as unforeseen illness.

Drivers musiShloavav ¢ aag foMo amor ctutsa$chmeaobisNIiak a dr i
departs a pickup |l ocation without waihtoiwdg ttalge ofr L
does not make a good faith effort to locate the customer, a driver will be sent back to pick
up the customer. Prior to the d river departing, the location of the driver is verified using GPS
and each number on the clientbés file is called.

Any rider who is charged with valid No-Shows which exceed 1 occurrence for every 10
scheduled trips per thirty 30 day period, with a minimum o f 3 occurrences, shall be considered
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as violation the No-Show policy. Any customer who has been determined to be in violation of
the Palm Tran Connection No-Show Policy will have the right to appeal the decision through
the Director of Palm Tran Connection and/or the locally approved Grievance Board whose
decision is binding and final. More information regarding the appeal process, Vvisit
www.PalmTran.org.

n. Communication Equijpment
Palm Tran Connection supplies the two-way communication system for communications
between the driver and dispatch. This is currently a "push -to-talk" (PTT) system through
AT&T. This system allows both single driver and group communications to all parts of Palm
Beach County as wel/l as a GPS compaoator.nt t hat di s

Federal law prohibits any unauthorized individuals from communicating on this system.

0. First Aid/CPR

Palm Tran Connection does not require the drivers to be trained in CPR/First Aid. Drivers
are directed to notify their dispatcher of any incident involving either the safety of a passenger
or the injury of a passenger. The Dispatcher is required to contact 911 for the usage of CPR
or First Aid.

p. Picking up Customers

A When drivers meet riders, the drivers are required to identify themselves as Palm Tran
Connection drivers employed by their Transportation Operators.

Drivers are expected to be professional and courteous at all times.

While on duty, drivers are required to wear an informal uniform and wear a photo |.D.
badge, specified by their employer and approved by Palm Tran Connection. All drivers
must appear clean, neat and present a professional image.

A Drivers are required to provide general assistance to passengers between the
door/entrance of their origin address and the vehicle and then from the vehicle to the
door/ entrance of the riderds destination.

A This assistance may include, but i s not l i mit e
the rider a supporting arm, guiding the rider by the hand or arm, assisting the rider on/off
the vehicle, and/or carrying packages of up to 35 pounds.

A Drivers may not assist passengers using wheelchairs up or down more than one step and
are prohibited from entering private residences and from lifting or carrying passengers
and/or their children.

g. CTC Monitorirg Procedures of Operators and Coordination Contractors
Monitoring of Performance Standards as set forth in the solicitation, and included in each
transportation operator contract, includes the following:
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A On-time Performance: Arrival within 1 minute of the manifest/scheduled time. Arrival time
no later than 1 minute after the scheduled end of window.

A Missed Trips: Arrival time more than 60 minutes after the scheduled end of window time.

A Unclean or Ursafe Vehicle: Complaints from, excessive road calls, or excessive atfault
accidents.

A Impolite Personnel: Regarding rudeness, improper securement, unsafe driving, music or
food, etc.

A Telephone System: Excessive ring time, on hold or unanswered phones.

>\

Complaint Ratio: The ratio of valid complaints for the vendors shall not exceed three per
1000 trips performed.

Contract Compliance: Driver and vehicle compliance.

Service Delivery: Dwell (Waiting) Time, Client Assistance, and Improper Drop-off.

> > >

Reports: Untimely and incomplete reports.

r. Local Grievance Procedure ad Process

The State of Florida Commission on the Transportation Disadvantaged oversees through
contractual arrangements, a coordinated system of CTCs. At the local level, CTCs are
responsible for the provision of transportation service.

s. Annual Inspections

Each year Palm Tran Connection will perform a comprehensive inspection of all the
operations of the Transportation Operators. The primary goal at Palm Tran Connection is to
ensure the safe operation of the Operator fleet and protecting the wellbeing of t he employees
as well as the riders of Palm Tran Connection.

It is Palm Tran Connectionds intention to assi
and maintaining 100% compliance. Follow up reviews will be scheduled until compliance is
reached. The following records and/or items will be reviewed during the Annual
Inspection/Review:

A General Information of the Company,
System Safety Program Plan,

Security Program Plan,

Proof of Valid Driver's License Records,

Driver Training Records,

> > > > >

Operational and Safety Procedures,
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Driving Hours and Work Periods, _

Records of a DOT Medical Examination, ‘
Records of a valid Motor Vehicle Record,

Records of a FDLE Background Check,

Records of the Palm Beach County Driver ID Badge,

Annual Vehicle Safety Inspection Recods,

Vehicle Maintenance Records,

Records of Vehicle Accidents,
Driverés Daily Vehicle Inspection Files,
Vehicle Emergency & Safety Equipment Inspection,

Drug and Alcohol Policy,

> > > > > > > > > > > >

Insurance.

Coordination Contract Evaluation Criteria

Palm Tran Connectionstaff visits each potential coordination contract agency to examine

their special needs, facilities, equipment, and cost of providing service. If their costs are lower

or they have special needs, the staff recommends and prepares a coordinated contract. Every
year or when needed, the LCB is brought up-to-date on coordination contracts at the quarterly

meetings. Service Coordinators perform spot checks on the service and a thorough Annual
Inspection.

o~

Palm Tran Connection currently does not have any Coordination Contracts.

13. Local Complaint and Grievance Procedure / Process
The Local Complaint and Grievance Procedures can be found irPAppendix M.

14. CTC Monitoring Procedures of Operators and Coordination Contractors
Monitoring of Performance Standards as setforth in the solicitation, and included in each
transportation operator contract, includes the following:

A On-time Performance: Arrival within 1 minute of the manifest/scheduled time.

>\

Missed Trips: Arrived after the manifest/scheduled time.

>\

Unclean or Unsak Vehicle: Complaints from s, excessive road calls, or excessive atfault
accidents.
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A Impolite Personnel: Regarding rudeness, improper securement, unsafe driving, music or

food, etc.

A Telephone System: Excessive ring time, on hold or unanswered phones.

A Comphint Ratio: The ratio of valid complaints shall not exceed 3 per 1000 trips
performed.

A Contract Compliance: Driver and vehicle compliance.

A Service Delivery: Dwell (Waiting) Time, Client Assistance, and Improper Drop-off.

A Reports; Untimely and incomplete reports.

15. Coordination Contract Evaluation Criteria

Palm Tran Connection staff visits each potential coordination contract agency to examine
their special needs, facilities, equipment, and cost of providing service. If their costs are lower
or they have special needs, the staff recommends and prepares a coordinated contract. Every
year or when needed, the LCB is brought up-to-date on coordination contracts at the quarterly
meetings. Service Coordinators perform spot checks on the service and a thorough Annual

Inspection.

Palm Tran connection currently does not have any Coordination Contracts.
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B. Cost, Revenue Allocation and Fare Structure Justification

The needs and abilities of the Transportation Disadvantaged in Palm Beach County are
extremely varied. Likewise, the costs of the different transportation services provided to meet
their needs vary. The fares for public fixed route transit service offered by Palm Tran are set by
the Palm Beach County Board of County Commissioners. They are as follows:

Fixe d Route and Paratransit Fare Structure:

Full Fare Reduced
Fare
Fixed Route Cash Fares $2.00 $1.00
Connection ADA or TD $3.50
One Day Pass $5.00 $3.50
31 Day Pass $70.00 $55.00
One Day TD Pass $1.50
i )

31 Day TD Pass (annual income of 75% or less $ 15.00
of FPL.)
31 Day TD Pass (annual income between 76% $ 20.00
and 150% of FPL.) '
Tri-Rail Transfer $.50

Riders 8 years of age and under and police (in uniform or with ID badge) ride free.
Reduced fares apply to: Seniors (65 years of age or older) with an ID issued by Palm Tran, a
Medi care Card, valid driveroés | icense, or Flori
younger) with a valid school or Palm Tran-issued ID; and Disabled individuals with a reduced-
fare ID issued by Palm Tran, based on documented disability.
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TD Trip Rates

To receive the funds from the TD Trust fund Palm Beach County must apply for the Trip
and Equipment Grant. A requirement of this grant is to submit TD Trip Rates. Rates must be

submitted utilizing the TD Commi s si onbé s

Rat e

Cal cul ati on

LCB. The purpose of the Rate Model is to capture the actual costs of the TD trips by factoring
all the costs associated with the TD program. The following TD Trip Rates are the most current
available for 2016-2017 derived from the TD Rate Model. The rate model worksheet is

included as Appendix N.

TYPE OF SEVICE TO BE
PROVIDED

UNIT (Vehicle Mile, Trip or
Boarding Fee, etc.)

COST PER UNIT $

TD 7 Ambulatory Per Trip $30.88
TD 1 Wheelchair Per Trip $52.94
TD 3171 Day Per Pass $55.00
TD 117 Day Per Pass $3.50
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CTC Evaluation

In Palm Beach County, the Palm BeachTransportation Planning Agency (TPA) serves as the
Designated Official Planning Agency (DOPA), which facilitates anannual evaluation of Palm Tran
Connection, the Community Transportation Coordinator (CTC). The CTC evaluation process is
dictated by the Florida Commission for the Transportation Disadvantaged (CTD) and includes the

General Questions

Chapter 427.0155, F.S.

Rule 41-2.011, F.C.
Commission Standards and Local Standards
Americans with Disabilities Act Compliance

On-Site Observation of the system

following:

1

1

9 Insurance
1

1

1

1

1 Surveys
1 Level of Cost
1

Level of Competition

91 Level of Coordination

Below are the key findings and recommendations from the 2018 CTC Evaluation that was
conducted February-May 2018:

satisfied.

Section Key Findings Recommendation
The CTC6s compl ai [ Whileasummary of complaints is
thoroughd those filing a complaint currently provided to the LCB in a bar
are notified when it is received, as chart format, it is recommended that a
well as again when it is resolved. brief written summary of the
General Clients are able to communicate complaints received accompanies the
Questions with the CTD if they are still not chart. These can be provided as an

item in the agenda backup.

The CTC is interested in
coordinating with Palm Tran and Tr-
Rail to transfer riders from
paratransit services, and increase

The CTC should hold a training to
encourage a better understanding of
how eligible riders can easily transfer

52| Page



Palm Beach County Transportation Disadvantaged Service Plan FY 2012022

the ridership of Palm Tran Public
Transportation.

to the fixed route service from
paratransit and to Tri-Rail.

Paratransit riders are often unsure
of how to use fixed -route services.
The CTC offers a fixed-route guide
for ADA-eligible riders and is trying
to transition TD riders who are
capable to ride fixed-route to do so.

The CTC should develop a video
education program to inform riders on
how to use fixed-route bus service.
The program should be present on
social media, on the website, and can
play in the Connection waiting room.

Chapter
427.0155, F.S.

School buses are not currently being
utilized in the coordinated system.
Charter and private school students
oftentimes rely on paratransit
services to get to and from school.

If possible, work with the School
District of Palm Beach County to utilize
school buses. Develop an agreement
with charter and private schools to
subsidize costs for paratransit services
provided to the students.

The CTC uses IVR (Interactive Voice
Recognition System) after hours to
confirm or cancel trips that night
prior to what is scheduled. This
automated software helps the CTC
keep track of whether trips for the
next day are still on schedule as
planned.

The CTC should continue utilizing IVR
technology to confirm scheduled trips,
and should use the technology to call

the client when the ride is 15 minutes

out from the pick -up locations.

TD Service is not available on seven
holidays throughout the year.

The TD holiday schedule follows the
fixed-route schedule. The CTC should
consider offering limited paratransit
service on the seven holidays that
fixed-route does not run.

There is not currently an
arrangement with the local WAGES
coalition, CareerSource Pain Beach
County.

The CTC should work cooperatively
with Career Source Palm Beach County
to provide clients with transportation
services.

Local Standards

The CTC is currentlymeeting the
following goals:

The CTCb6s Office of
Management should continue to
evaluate current measurable goals and
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1 Passenger nashow goal of
05%

1 Average age of entire fleet is 3
years, 2 months

1 Atf aul t accident
per 100,000 miles traveled

9 Call hold time is less than
three (3) minutes per call.

The CTC is currently not meeting
the following goals:

1 Increasing public transit
ridership goal of 25%

1 On-time performance goal of
90%

T Compl aint
10,000 trips performed

ratio

develop a strategic plan to achieve
their goals (i.e. increasing the average
on-time performance standards,
decreasing the amount of complaints,
and get able-bodied users of
Connection to transition to the fixed -
route, if their abilities allow.

During the months of March and
April, staff of the LCB and TPA
made 385 random telephone calls to

The average service rating by riders

was 9.64 based on a scale of 1-10 arendot required ¢
(1 being the least satisfied and 10 change

being the most satisfied). This is an I Improve transfers between

increase of .91 from the FY17 counties

evaluation.

1 Improve trip optimization
1 Improve/update GPS systems in

riders who have used Palm Tran vehicles
Connection since the first of 2018. A 9 Provide a way that clients can
Passenger total of 95 survey responses were know their drivert
Surveys recorded. of arrival

1 Implement Fate Boxes so riders
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Planning Agency Evaluation Process
In Palm Beach County, the Designated Official Planning Agency (DOPA) is the Palm Beach
TPA The TPABoard is made up of 21 members: 5 County Commissioners, 15 elected officials
from 11 municipalities and 1 commissioner from the Port of Palm Beach. The TPA board
appoints the TD LCB. While the LCB does not review the performance of the TPA its input,
suggestions, and requests are transmitted directly to the TPABoard for discussion and action.
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Appendix A i Memorandum of Agreement
The July 1, 2017 through June 2022 Memorandum of Agreement is included below:

Contract# TD-1793

Effective:_7/1/117 to_6/30/2022

STATE OF FLORIDA
COMMISSION FOR THE TRANSPORTATION DISADVANTAGED
MEMORANDU[I]VIIQF AGRqEEMENT
This Memorandum of Agreement is between the Cél\glvhségN FOR THE TRANSPORTATION
DISADVANTAGED, hereby referred to as the "Commission," and__Palm Beach County Board of County
Commissioners, 50 South Military Trail, Suite 101, West Palm Beach, FL 33415 the COMMUNITY
TRANSPORTATION COORDINATOR, designated pursuant to Chapter 427, F.S., to serve the
transportation disadvantaged for the community that includes the entire area of Palm Beach
county(ies), and hereafter referred to as the "Coordinator."

This Agreement is made in consideration of the mutual benefits to both parties; said consideration
acknowledged hereto by the parties as good and valuable consideration.

The Parties Agree:
l. The Coordinator Shall:

A. Become and remain totally apprised of all of the Transportation Disadvantaged resources
available or planned in their designated service area. This knowledge will be used to plan,
coordinate, and implement the most cost effective transportation disadvantaged transit
sysiem possibie under the economic and other conditions that exist in the designated service
area.

B. Plan and work with Community Transportation Coordinators in adjacent and other areas of
the state to coordinate the provision of community trips that might be handled at a lower
overall cost to the community by another Coordinator. This includes honoring any
Commission-approved statewide certification program that allows for intercounty
transportation opportunities.

C. Arrange for all services in accordance with Chapter 427, Florida Statutes, and Rule 41-2,
FAC, and as further required by the Commission and the local Coordinating Board approved
Transportation Disadvantaged Service Plan.

D. Return any acquired profits or surplus funds originating through the course of business as
the Coordinator that are beyond the amounts(s) specifically identified and approved in the
accompanying Transportation Disadvantaged Service Plan. Such profits or funds shall be
returned to the Coordinator's transportation system or to any subsequent Coordinator, as a
total transportation system subsidy, to be applied to the immediate following operational
year. The Coordinator will include similar language in all coordination contracts to assure
that transportation disadvantaged related revenues are put back into transportation
disadvantaged services.

Rev. 04/02/2012
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E. Accomplish this Project by:

1. Developing a Transportation Disadvantaged Service Plan for approval by the local
Coordinating Board and the Commission. Coordinators who are newly designated to
a particular service area shall submit a local Coordinating Board approved
Transportation Disadvantaged Service Plan, within 120 calendar days following the
execution of the Coordinator's initial memorandum of agreement with the
Commission, for approval by the Commission. All subsequent Transportation
Disadvantaged Service Plans shall be submitted and approved with the
corresponding memorandum of agreement. The approved Transportation
Disadvantaged Service Plan will be implemented and monitored to provide for
community-wide transportation services for purchase by non-sponsored
transportation disadvantaged persons, contracting social service agencies, and other
entities that use local, state, or federal government funds for the purchase of
transportation for the transportation disadvantaged.

2. Maximizing the use of available public school transportation resources and public
fixed route or fixed schedule transit services and assuring that private or public transit,
paratransit operators, and school boards have been afforded a fair opportunity to
participate to the maximum extent feasible in the planning process and in the
development of the provisions of the Transportation Disadvantaged Service Plan for
the transportation disadvantaged.

3. Providing or arranging 24-hour, 7-day per week transportation disadvantaged service
as required in the designated service area by any Federal, State or Local Government
agency sponsoring such services. The provision of said services shall be furnished
in accordance with the prior notification requirements identified in the local
Coordinating Board and Commission approved Transportation Disadvantaged
Service Plan.

4. Complying with all local, state, and federal laws and regulations that apply to the
provision of transportation disadvantaged services.

5. Submitting to the Commission an Annual Operating Report detailing demographic,
operational, and financial data regarding coordination activities in the designated
service area. The report shall be prepared on forms provided by the Commission
and according to the instructions of said forms.

F. Comply with Audit and Record Keeping Requirements by:

1. Utilizing the Commission recognized Chart of Accounts defined in the Transportation
Accounting Consortium Model Uniform Accounting System for Rural and Specialized
Transportation Providers (uniform accounting system) for all transportation
disadvantaged accounting and reporting purposes. Community Transportation
Coordinators with existing and equivalent accounting systems are not required to
adopt the Chart of Accounts in lieu of their existing Chart of Accounts but shall
prepare all reports, invoices, and fiscal documents relating to the transportation
disadvantaged functions and activities using the chart of accounts and accounting
definitions as outlined in the above referenced manual.

Rev. 04/02/2012
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2. Assuming the responsibility of invoicing for any transportation services arranged,
unless otherwise stipulated by a purchase of service contract or coordination.
contract.

3. Maintaining and filing with the Commission, local Coordinating Board, and all

purchasing agencies/entities such progress, fiscal, inventory, and other reports as
those entities may require during the period of this Agreement.

4, Providing copies of finance and compliance audits to the Commission and local
Coordinating Board as requested by the Commission or local Coordinating Board.

G. Retain all financial records, supporting documents, statistical records, and any other
documents pertinent to this Agreement for a period of five (5) years after termination of this
Agreement. If an audit has been initiated and audit findings have not been resolved at the
end of five (5) years, the records shall be retained until resolution of the audit findings. The
Coordinator shall assure that these records shall be subject to inspection, review, or audit
at all reasonable times by persons duly authorized by the Commission or this Agreement.
They shali have full access to and the right to examine any of the said records and
documents during the retention period.

H. Comply with Safety Requirements by:

1. Complying with Section 341.061, F.S., and Rule 14-90, FAC, concerning System
Safety; or complying with Chapter 234.051, F.S., regarding school bus safety
requirements for those services provided through a school board; and

2. Assuring compliance with local, state, and federal laws, and Commission policies
relating to drug testing. Conduct drug and alcohol testing for safety sensitive job
positions within the coordinated system regarding pre-employment, randomization,
post-accident, and reasonable suspicion as required by the Federal Highway
Administration and the Federal Transit Administration.

Comply with Commission insurance requirements by maintaining at least minimum liability
insurance coverage in the amount of $200,000 for any one person and $300,000 per
occurrence at all times during the existence of this Agreement for all transportation services
purchased or provided for the transportation disadvantaged through the Community
Transportation Coordinator. Upon the execution of this Agreement, the Coordinator shall
add the Commission as an additional named insured to all insurance policies covering
vehicles transporting the transportation disadvantaged. In the event of any cancellation or
changes in the limits of liability in the insurance policy, the insurance agent or broker shall
notify the Commission. The Coordinator shall insure that contracting transportation
operators and coordination contractors also maintain the same minimum liability insurance,
or an equal governmental insurance program. Insurance coverage in excess of $I million
per occurrence must be approved by the Commission and the local Coordinating Board
before incitision in the Transportation Disadvarntaged Service Plan or in the justification of
rates and fare structures. Such coverage may be provided by a self-insurance program
established and operating under the laws of the State of Florida and written verification of
insurance protection in accordance with Section 768.28, Florida Statutes, shall be provided
to the Commission upon request.

Rev. 04/02/2012
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