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INT RODUCTION  

 

The Transportation Disadvantaged Service Plan (TDSP) reflects LYNXô commitment to 

maintain and improve transportation services for the transportation disadvantaged and 

serves as a framework for performance evaluation.  As the Community Transportation 

Coordinator (CTC) for Orange, Osceola, and Seminole counties, LYNX is responsible for 

accomplishment of certain requirements regarding the arrangement of cost-effective, 

efficient, unduplicated, and unfragmented transportation disadvantaged services within its 

service area.  The TDSP lays out a strategy for meeting these requirements through 

development, service, and quality assurance components.  The TDSP is required by the 

State of Florida Commission for the Transportation Disadvantaged (CTD) and approved 

by the Local Coordinating Board (LCB).   

 

 

The TDSP, long required in the State of Florida, is just the type of plan envisioned at the 

Federal level to ensure that all communities make the best use of Federal resources to 

meet the transportation needs of the elderly, individuals with lower incomes, and 

individuals with disabilities.     
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Orange County EMS:   

Mr. Todd Stalbaum Office of the Medical 

Director 
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Orlando, FL 32806 

 

407-836-6515 

 

   

Alternate: Ms. Vanessa Butler   
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Mr. Bill Hearndon 455 North Garland Avenue 

Orlando, FL 32801 
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Fax 407-254-6354 

   

Alternate: Mr. Tim May  407-254-6055 

   

   

LYNX TAC 

REPRESENTATIVE:  

  

Mr. Robert Melia 7609 Mistletoe Court 

Orlando, FL 32807 
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METROPLAN ORLANDO:    

Mr. Eric Hill  

Director of System Management & 

Operations 

315 East Robinson Street 

Suite 355 

Orlando, FL 32801 

407-481-5672 x 

316 

Fax 407-481-5681 

 

   

Ms. Cathy Goldfarb 

Board Services Coordinator 

315 East Robinson Street 

Suite 355 

Orlando, FL 32801 

407-481-5672 x 

315 

Fax 407-481-5681 
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I  DEVELOPMENT PLAN  

 

A. Introduction to the Service Area 

 

1. Background of the Transportation Disadvantaged Program                      
 

State Level Roles and Responsibilities 

 

The purpose of the Transportation Disadvantaged Program is to ensure the availability of 

efficient, cost-effective, and quality transportation services for the transportation 

disadvantaged population throughout the State of Florida.  The program was established 

shortly after the Florida Department of Transportation (FDOT) and the Department of 

Health and Rehabilitation Services (HRS) entered into an interagency agreement in the 

mid-1970ôs to address concerns about duplication and fragmentation of transportation 

services.  The mandate to coordinate transportation services designed to meet the needs 

of the transportation disadvantaged was enacted in 1979 as Florida Statute Chapter 427.  

This statute defines the transportation disadvantaged as: 

 
 "...those persons who because of physical or mental disability, income status, or 
age are unable to transport themselves or to purchase transportation and are, therefore, 
dependent upon others to obtain access to health care, employment, education, 
shopping, social activities, or children who are handicapped or high-risk or at-risk as 
defined in Section 411.202, Florida Statutes.ò 
 

The Coordinating Council was established within the Florida Department of 

Transportation (FDOT) to implement the Transportation Disadvantaged Program.  The 

Council was staffed by FDOT personnel and received no direct funding to accomplish 

their duties.  The early days of the program were a period of learning and understanding 

of transportation-disadvantaged issues, expenditures, and ways to better use limited 

resources.  In 1984, the first five-year statewide plan for the Transportation 

Disadvantaged Program provided limited information on population and a profile of local 

services.   

 

The Commission for the Transportation Disadvantaged (CTD), established as an 

independent commission, replaced the Coordinating Council in 1989, when the Florida 

Legislature made extensive modifications to Chapter 427.  The Commission was 

authorized to hire its own staff and allocate funding for specialized transportation 

services available through the new Transportation Disadvantaged Trust Fund (TDTF), the 

source of which was a fifty-cent license tag fee.   

 

Two additional sources of funding were authorized in 1990:  15 percent of FDOTôs 

public transit funding was to be transferred annually to the Commission; and $5.00 for 

each temporary disabled parking placard sold was dedicated for the Transportation 

Disadvantaged Program.      

 

Additional amendments to Chapter 427 made in the 1990ôs resulted in increasing the 

license tag fee to $1.00 and allowing voluntary contributions to the TDTF.  Another 
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provision required increasing membership of the commission to 27 members, including 

private for-profit transportation operators and business interests.    

 

In 2001, Chapter 427 was amended to allow an additional recurring budget allocation of 

$6 million to the Transportation Disadvantaged Trust Fund. 

 

Federal Level Roles and Responsibilities  

 

The Federal government has long recognized the State of Florida as a leader in 

coordinating publicly funded transportation services and has undertaken its own efforts to 

address coordinated transportation issues.  These efforts were significantly strengthened 

by Executive Order (EO) 13330 on the Coordination of Human Service Programs issued 

by President George W. Bush on February 24, 2004.  This EO created an 

interdepartmental Federal Council on Access and Mobility to undertake collective and 

individual departmental actions to reduce duplication among federally-funded human 

service transportation services, increase the efficient delivery of such services, and 

expand transportation access for older individuals, persons with disabilities, and persons 

with low-income within their own communities.  

 

As a first principle to achieve these goals, federally-assisted grantees involved in 

providing and funding human service transportation must work together to more 

comprehensively address the needs of the populations served by various Federal 

programs.  In their report to the President on the Human Service Transportation 

Coordination, members of the Council recommended that ñin order to effectively 

promote the development and delivery of coordinated transportation services, the 

Administration seeks mechanisms (statutory, regulatory, or administrative) to require 

participation in a community transportation planning process for human service 

transportation programs.ò 

 

In August 2005, the President signed legislation consistent with this recommendation.  

This legislation, the Safe, Accountable, Flexible, Efficient Transportation Equity Act:  A 

Legacy for Users (SAFETEA-LU), created a requirement for a locally-developed, 

coordinated public transit/human services transportation planning process.  Starting in 

Federal Fiscal Year 2007, projects funded under three Federal Transit Administration 

(FTA) programs must be derived from a locally developed coordinated public 

transit/human services transportation plan.  These programs are the Section 5316 Job 

Access and Reverse Commute (JARC) Program, the Section 5317 New Freedom 

Program (NFP), and the Section 5310 Elderly Individuals and Individuals with 

Disabilities Program.  SAFETEA-LU guidance issued by FTA indicates that the plan 

should be a ñunified, comprehensive strategy for public transportation service delivery 

that identifies the transportation needs of individuals with disabilities, older adults, and 

individuals with limited income, lays out strategies for meeting these needs, and 

prioritizes services.ò  The minimum required plan contents include: 

 

¶ Identification of current providers and services; 
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¶ Assessment of transportation needs of older adults, persons with disabilities, and 

individuals with lower incomes,  as appropriate; 

¶ Identification of strategies and/or activities to address those needs and service 

gaps; and 

¶ Implementation priorities, based on time, resources and feasibility. 

 

The requirements as set forth in the FTA guidance are found in Attachment 11 

(Community Connector Plan) of this document and will be used as a guide for allocation 

of funds under JARC and NFP, for which LYNX is the designated recipient for the 

Orlando Urbanized Area.  The JARC program provides funding for projects that assist 

welfare recipients and eligible low-income individuals in accessing jobs and other 

employment-related activities, as well as reverse commute projects for transporting 

individuals of any income level in urban and rural areas to suburban employment 

opportunities.  The NFP provides funding for new public transportation services and 

service alternatives beyond those required by the Americans with Disabilities Act of 1990 

(ADA) which assist individuals with disabilities to and from employment and full 

participation in community life.   

Congress authorized the Moving Ahead for Progress in the 21st Century Act (MAP-21) in 

July 2012; with its provisions taking effect October 1, 2012. One of the impacts of MAP-

21 is the consolidation of the Section 5316 Job Access and Reverse Commute and 

Section 5317 New Freedom discretionary programs into Section 5307/5311 and Section 

5310 formula funds, respectively.  In addition, MAP-21 continues the provision that 

projects selected for funding are able to be included in the Locally Developed and 

Coordinated Human Services Transportation Plan (Community Connector Plan). 

 

Under MAP-21, LYNX has the opportunity to administer the 5310 program directly or 

choose to designate FDOT as the administrator of the funds. FTA has designated LYNX 

as the direct recipient of the 5310 funds.  As part of this, LYNX is developing its project 

management plan to properly administer the project. Furthermore, operating assistance is 

now available under the Section 5310 program, but it has been recommended that LYNX 

only use the funds for capital projects; except for services previously funded under the 

former Section 5317 program. 

 

Local Level Roles and Responsibilities 

Metropolitan Planning Organizations (MPOs) or designated official planning agencies 

(DOPAs) perform long-range planning and assist the Commission and Local 

Coordinating Boards in implementing the Transportation Disadvantaged program in 

designated service areas.  METROPLAN ORLANDO performs this role for the 

Transportation Disadvantaged Local Coordinating Board of Orange, Osceola, and 

Seminole counties.  

Local Coordinating Boards (LCB) are advisory boards that provide information, advice, 

and direction to the Community Transportation Coordinator (CTC). Each LCB meets at 

least quarterly.  Its committees meet when necessary to conduct an annual evaluation of 
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the CTC, participate in annual updates of the TDSP, and review grievances which may be 

brought to them regarding service delivery. 

Pursuant to Chapter 427, Florida Statues, and Rule 41-2, Florida Administrative Code, 

the following are the positions that comprise the Local Coordinating Boards.  

Á Chairperson ï must be an elected official 

Á Elderly 

Á Disabled  

Á Citizen Advocate  

Á Citizen Advocate, representing people who use the coordinated system  

Á Veterans Services  

Á Community Action Agency (economically disadvantaged)  

Á Public Education  

Á Department of Transportation  

Á Department of Children and Families  

Á Department of Labor and Employment Security  

Á Department of Elder Affairs  

Á Agency for Health Care Administration ï Medicaid Office  

Á State Coordinating Council (Early Childhood )  

Á Private Transportation Industry  

Á Mass/Public Transit Industry (if applicable)  

Community Transportation Coordinators (CTC) are approved by the Florida CTD every 

five years and are responsible for arranging transportation for the transportation 

disadvantaged.  The Community Transportation Coordinator may, with approval from the 

LCB, subcontract or broker transportation services to private transportation operators. 

Community Transportation Coordinators are also responsible for short-range operational 

planning, administration, monitoring, coordination, arrangement, and delivery of 

transportation disadvantaged services originating within their designated service area, on 

a full-time basis.  Community Transportation Coordinators can be a governmental, 

private forïprofit, private nonprofit, or a public transit entity that is under contract with 

the CTD through a Memorandum of Agreement (MOA). Annually, the CTC reviews all 

Transportation Operator contracts before renewal, to ensure the effectiveness and 

efficiency of the operator and to determine if they comply with the standards of the 

Commission.  Community Transportation Coordinators also have the following powers 

and duties: 

¶ Collect annual operating data for submittal to the Commission. 

¶ Review all transportation operator contracts annually. 

¶ Approve and coordinate the utilization of school bus and public transportation 

services in accordance with the transportation disadvantaged service plan. 

¶ Review all applications for local government, federal, and state transportation 

disadvantaged funds, and develop cost-effective coordination strategies.  

¶ Establish priorities with regard to the recipients of non-sponsored transportation 

disadvantaged services that are purchased with TDTF. 
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Figure 1 - TD Program Concept Chart 
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2. Community Transportation Coordinator Designation Date and History 

 

LYNX has been the designated Community Transportation Coordinator for Orange, 

Osceola, and Seminole Counties since October 1, 1992.  The Florida Commission for the 

Transportation Disadvantaged entered into a Memorandum of Agreement (MOA), dated 

September 14, 1992, with LYNX to assume coordinator duties and approve the 

Trip/Equipment Grant for LYNX to provide non-sponsored transportation to the 

transportation disadvantaged persons in the area. 

 

Prior to LYNX assuming the role of CTC, the East Central Florida Regional Planning 

Council (ECFRPC) was the CTC for the 1992 fiscal operating year.  The CTC under this 

system provided reservations, scheduling, and dispatching service and brokered 

transportation service to a total of eight private providers.  The ECFRPC assumed the 

role of Coordinator from Mears Transportation, which had been the CTC for the previous 

years of 1988 through 1991.  

 

In June 1992, the ECFRPC and METROPLAN ORLANDO proposed to the Florida 

Commission for the Transportation Disadvantaged (CTD) that LYNX be designated the 

CTC for Orange, Osceola, and Seminole counties.  At its meeting on July 15, 1992, the 

CTD designated LYNX to be CTC effective October 1, 1992. 

 

Service began on October 1, 1992, and was provided by Grayline of Orlando, d.b.a. 

United Transportation.  Transportation service was provided for customers eligible for 

Medicaid, Transportation Disadvantaged, LYNX ADA Complementary Paratransit, 

Community Coordinated Child Care, Vocational Rehabilitation, and the Division of 

Blind Services.  United Transportation was the sole provider of service to the CTD in the 

tri-county region until January 19, 1996. 

 

From 1996 to 1999, COMSIS Mobility Services, under the direction of LYNX, provided 

management support to the A+Link program.  In 1999 LYNX transitioned brokerage 

services in-house and assumed the previous service providerôs roles. 

 

In 2001, a comprehensive assessment of the A+Link paratransit program was conducted 

by Multisystems, a paratransit transportation consulting firm.  This assessment revealed 

issues of concern related to costs, customer satisfaction, and efficiency.  This effort 

resulted in an entirely new paratransit model being developed by LYNX, in collaboration 

with the community, our customers, and funding partners.   

 

In addition to reservations, customer service, and customer relations functions already 

being in-house, LYNX brought the scheduling and dispatch functions in-house; moved 

from four local service providers to one national service provider; and transitioned the 

paratransit program name and associated negative stigmas from ñA+ Linkò to ñACCESS 

LYNX.ò 
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While the programôs image and performance improved drastically, it was at a significant 

financial cost to the agency.  In 2004, LYNX outsourced all functions except for 

eligibility to the service provider, MV Transportation. 

 

LYNX staff has complete oversight of the entire delivery system.  MV Transportation, in 

addition to providing direct service, also provides all call center, scheduling, and dispatch 

functions.  LYNX controls contract compliance, eligibility, data entry, billing, and 

customer relations, which includes intake of and response to complaints.   

 

In October 2011, Transportation America was selected as the non-core (6:00 P.M. to 4:00 

A.M. Monday through Saturday, and all day Sunday) service provider.  MV 

Transportation continued to serve as the core (4:00 A.M. to 6:00 P.M. Monday through 

Saturday) provider. 

 

The Core/Non-Core model of service provision caused inefficiencies and confusion in 

service provision.  In March 2013, Transportation America was released from their 

contract with LYNX and MV Transportation assumed all service provision. 

 

3.  Organizational Charts 

 

LYNXô paratransit partnership is the result of a cooperative effort among LYNX, funding 

partners, advocates, system users, and elected officials from throughout the three-county 

area.  Following are organizational charts for the LYNX paratransit Division, LYNX 

Corporate and MV Transportation.  
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Figure 2 ï LYNX Paratransit Operations Organizational Chart  
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   Figure 3 ï LYNX Organizational Chart  
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Figure 4 ï MV Transportation ï Orlando Division ï Organizational Chart 
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Figure 5 

ACCESS LYNX SERVICE AREA 
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4.  Consistency Review of Other Plans 

 

As required for the Transportation Disadvantaged Service Plan, LYNX has reviewed 

various local planning documents to ensure consistency among them.  Consistency 

among various local planning documents is assured by collaborative efforts of LYNX and 

METROPLAN ORLANDO (the DOPA/MPO for Orange, Osceola, and Seminole 

Counties).  As required for the Transportation Disadvantaged Service Plan, LYNX has 

reviewed the following documents: 

 

a. Local government comprehensive plans 

 

The comprehensive plans for Orange, Osceola, and Seminole counties and 

their cities document long-term land use. 

 

b. Strategic Regional Policy Plan 

 

The Strategic Regional Policy Plan (SRPP) is produced by the East 

Central Florida Regional Planning Council for Brevard, Lake, Orange, 

Osceola, Seminole, and Volusia counties.  The SRPP offers a regional 

planning perspective. 

 

c. LYNX Transit Development Plan 

 

The Transit Development Plan (TDP) is a ten-year strategic instrument 

that provides an assessment of where we are, where we are going, and 

how we propose to get there.  It is a needs-based assessment, and is 

therefore not cost-constrained.  The TDP presents LYNXô operating and 

associated capital improvement plan for the next ten-year period and is 

intended to guide the activities, priorities, and budgets of the organization. 

The current TDP covers fiscal years 2013 through 2022. 

 

The TDP is a requirement of the State of Florida for all public 

transportation service providers to qualify for Florida Department of 

Transportation (FDOT) public transportation funding assistance.  The 

TDP assesses the current and projected community conditions in terms of 

transportation needs and quality of life issues and develops service plans 

to address those needs. 

 

d. Commission for the Transportation Disadvantaged 5 Year/20 Year Plan 

 

The five-year Transportation Disadvantaged Plan sets forth goals, 

objectives, and a plan of action for the Commission for the Transportation 

Disadvantaged.  The five-year plan presents forecasts of demand for 

transportation disadvantaged services, the costs of meeting that demand 
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for transportation disadvantaged services, forecasts of future funding for 

transportation disadvantaged services, and the approaches to balancing the 

supply and demand for these services.  The twenty-year plan presents 

forecasts for Floridaôs transportation disadvantaged system.  Forecasts are 

provided of the transportation disadvantaged population, the demand for 

trips, the number of trips that will be supplied, the unmet demand for trips, 

the operating expense of the forecasted trips, the number and expense of 

the new vehicles that will be required to supply the forecasted trips. 

 

e. METROPLAN ORLANDOôs Long Range Transportation Plan (LRTP) 

 

This twenty-year plan is developed through a cooperative effort with local 

governments, LYNX, and the Florida Department of Transportation. 

 

Consistent with State and Federal requirements, the MPOôs Transportation 

Plan is to identify the transportation improvements that lead to the 

development of an integrated inter-modal transportation system.  The plan 

is also to identify the need for major investment studies, incorporate the 

recommendations of the bicycle and pedestrian plans, identify 

transportation enhancement activities and identify financing strategies to 

bring about the implementation of the plan.   

 

f. Transportation Improvement Program 

 

The Transportation Improvement Program (TIP) is a five-year 

implementation plan of the LRTP. 
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5. Local Coordinating Board Certification  
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B. Service area Profile and Demographics 

 

1. Service Area Description 

 

The transportation disadvantaged service area for LYNX consists of three counties:  

Orange, Osceola, and Seminole.  Together they constitute approximately 2,574 square 

miles in the Central Florida area.  Orange County accounts for 908 square miles; 

Osceola County is 1,322 square miles; and Seminole County 344 square miles. 

 

Service is provided throughout the tri-county area and includes the communities of 

Orlando, Kissimmee, Sanford, Altamonte Springs, Lake Mary, Apopka, Ocoee, 

Winter Park, Maitland, Longwood, Oviedo, St. Cloud, Winter Springs, Winter 

Garden, Walt Disney World and other area attractions. 

 

2. Demographics 

 

a. Land Use 

 

LYNX plays an active role in merging the needs of public transportation with 

regional development plans.  This includes neighborhoods, shopping centers, 

and medical facilities.  Enhancements include shelters, pedestrian-oriented 

design, and bus pull-off lanes for safe passenger boarding.  LYNX has 

developed the Central Florida Mobility Design Manual that guides local 

planners and developers as they consider improvements to or expansion of the 

local transportation network of streets, sidewalks, and bicycle paths. 

 

b. Population and Composition 

 

Table 1 

LYNX Service Area Demographic Summary 
 

 
   

Orange County Osceola County Seminole County Total Service Area 
   

 

  
Persons 

% of 
Total 
Pop. 

Persons 
% of 
Total 
Pop. 

Persons 
% of 
Total 
Pop. 

Persons 
% of 
Total 
Pop. 

 Total 
Population 

1,145,456 268,685 422,718 1,837,359 

 Population as 
a percent of 
the service 
area 

62% 15% 23% 100% 

 Female        581,630  51%         137,051  51%        217,919  52%        936,601  51% 

 Male        564,326  49%         131,634  49%        204,799  48%        900,759  49% 
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Hispanic or 
Latino        308,244  27%         122,146  45%          72,457  17%        502,847  27% 

 Non-Hispanic 
or Latino        837,712  73%         146,539  55%        350,261  83%     1,334,512  73% 

 Under 18 
Years Old        270,147  18%           70,416  26%          97,181  23%        437,744  24% 

 20 - 24        105,821  9%           18,007  7%          30,888  7%        154,716  8% 

 25 - 34        177,117  15%           35,301  13%          54,808  13%        267,226  15% 

 35 - 49        249,760  22%           60,070  22%          93,606  22%        403,436  22% 

 50 - 64        191,058  17%           47,026  18%          83,779  20%        321,863  18% 

 65 and older        110,919  10%           29,656  11%          50,677  12%        191,252  10% 

 African 
American        238,241  21%           30,369  11%          47,107  11%        315,717  17% 

 American 
Indian & 
Alaska Native            4,532  <1%             1,452  1%            1,386  0%            7,370  <1% 

 
Asian          56,581  5%             7,406  3%          15,692  4%          79,679  4% 

 Native 
Hawaiian and 
Pacific 
Islander            1,266  <1%                294  <1%               258  <1%            1,818  <1% 

 White        728,795  64%         190,641  71%        330,664  78%     1,250,100  68% 

 Other          77,216  7%           27,623  10%          15,421  4%        120,260  7% 

 Identified by 
Two or More          39,325  3%           10,900  4%          12,190  3%          62,415  3% 

 

  

 Housing 
Units  

% of 
Total 
Units 

 Housing 
Units  

% of 
Total 
Units 

 Housing 
Units  

% of 
Total 
Units 

 Housing 
Units  

% of 
Total 
Units 

 Total Units        487,839            128,170           181,307           797,316    

 Occupied 
Units        421,847  86%           90,603  71%        164,706  91%        677,156  85% 

 Owner-
Occupied 
Units        243,950  50%           58,541  46%        109,499  60%        411,990  52% 

 Renter-
Occupied 
Units        177,897  36%           32,062  25%          55,207  30%        265,166  33% 

 
          Note:  Demographic and housing information is reported "as is" from the 2010 United States Census.  Some percentages may not 
total 100% due to rounding or unreported data.   

 

DEMOGRAPHIC PROJECTIONS  

 

According to the Bureau of Economic and Business Research (BEBR)
1
, housed in the 

Warrington College of Business Administration at the University of Florida, Florida is 

                                                 
1
 The 2010 United States Census provides population projections for states but not for smaller areas such 

as cities and counties.  For more detailed population projections at the county level, LYNX chose data 
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one of the fastest-growth states in the nation, adding approximately 3 million people each 

decade between 1970 and 2000.  The growth rate increased between 2000 and 2006 when 

an expanding economy and booming housing market lured an average 395,000 people 

per year.   

 

The stateôs population growth slowed with the economy in 2007 and actually declined 

between 2008 and 2009.  Dramatic changes in state and county population trends in 

recent years demonstrate the uncertain nature of population projections.  This is why 

BEBR publishes three series of population projections with the medium scenario being 

the most likely given existing data and trends, and the high and low projections providing 

reasonable alternative scenarios.   

 

For county projections, BEBR started with county population estimates for 2009 and 

extrapolated forward to 2010, and then beyond for every five year period between 2010 

and 2050 using five different techniques (linear, exponential, share-of-growth, shift-

share, and constant population) and three historical base periods (2005-2010, 2000-2010, 

and 1995-2010).  More detail on the methodology can be found in ñProjections of Florida 

Population by County, 2009-2035ò by Stanley K. Smith and Stefan Rayer in Florida 

Populations Studies, Volume 43, Bulletin 156 (March 2010). 

 

Table 2 

Population Projections (BEBR Medium Series) 

 

  Census 

% 
Change 

between 
2000 
and 
2010 

 
 

Projected 

% 
Change 

between 
2010 
and 
2035 County 2000 2010 2015 2020 2025 2030 2035 

Orange 
       
896,344      1,145,456  28%    1,199,600      1,312,500    1,423,000    1,527,300     1,623,200  42% 

Osceola 
       
172,493         268,685  56%       315,700         366,200       415,600       462,500        506,400  88% 

Seminole 
       
365,199         422,718  16%       445,700         473,700       500,800       526,000        548,900  30% 

Total 
    
1,434,036      1,836,859  28%    1,961,000      2,152,400    2,339,400    2,515,800     2,678,500  46% 

United States Census 

Smith, Stanley K. and Rayer, Stefan.  Projections of Florida Population by County 2009 ï 2035.  Bureau of Economic 

and Business Research Volume 43, Bulletin 156.  March 2010. 

 
 

Population growth in both Orange and Seminole counties was greater than projected in 

2010, as census-reported figures of these two counties are between the low- and medium-

series projections for 2015.  In all scenarios, the LYNX service area is projected to grow 

in population over the next 25 years, a modest seven percent in the low series, but a more 

sizeable 46 percent in the medium series and a dramatic 84 percent in the high series 

                                                                                                                                                 
provided by the Bureau of Economic and Business Research (BEBR), a scholarly and respected source of 
information used by government entities and researchers throughout the state.   
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projection.  The medium or high series population forecasts along with trends in higher 

gasoline prices, are likely to result in a significant growth in demand for transit.  

 

LABOR FORCE AND E MPLOYMENT  

Central Florida has suffered high rates of unemployment, shrinking public revenues and a 

greater strain on public resources as a result of the recent recession.  LYNX experienced 

a dip in ridership numbers at the height of the recession (FY 2009) reflecting a lower 

demand for transportation to work and leisure trips.  However, recent data indicates that 

the labor market may be improving.  Unemployment rates for the Orlando-Kissimmee-

Sanford metropolitan area have fallen by 1.7% year over year, according to the Bureau of 

Labor Statistics.  Despite the temporary dip in 2009, ridership has passed pre-recession 

rates and LYNX anticipates setting another ridership record in 2012. 

 

Table 3 

Civilian Labor Force and Unemployment (February 2012) 

 

    

Area 
Civilian Labor 

Force 
Number 

Unemployed Unemployment Rate 

Orlando-Kissimmee-
Sanford Metropolitan Area 

1,110,100 101,100 9.1 

State of Florida 
9,223,300 839,400 9.1 

    Source:  Bureau of Labor Statistics, Civilian labor force and unemployment by state and metropolitan area (not 
seasonally adjusted) 

 

c. Major Trip Generators 

 

In the tri-county region, major trip generators are the major tourist 

attractions, such as Walt Disney World, Sea World, Universal Studios, 

International Drive, and historic downtown Orlando.  Various shopping 

malls and shopping districts are within the service area, such as Mall at 

Millennia, Fashion Square Mall, Altamonte Mall, Florida Mall, Oviedo 

Crossings, Seminole Town Center, West Oaks Mall, Colonial Mall, 

Winter Park Village, and Winter Garden Village at Fowler Groves.  

Orlando International Airport is also a major trip generator. 

 

Major non-work related trip generators include dialysis, which account for 

approximately 33-percent of all trips.  Currently, there are 30 renal centers 

in the tri-county region.  Table 4 contains a list of the major trip generators 

in the tri-county region.  Shown is the name of the facility and the number 

of annual trips for that destination in the most recent 12-month period. 
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Table 4 

Major Trip Gene rators 

 

Trips by Location for Calendar Year 2012 

 

Facility Trips 

PARK PLACE BEHAVIORIAL CENTER 33,939 

LAKESIDE MERCY DRIVE 28,277 

SEM MENTAL HLTH SANF 20,443 

DIALYSIS CENTRAL FL KIDNEY DT 12,608 

DIALYSIS W COLONIAL 10,776 

QUEST SOUTH 10,395 

DIALYSIS DAVITA EAST 9,365 

BRIGHT START PEDIATRICS 9,210 

LIGHTHOUSE NEW HAMPSHIRE 9,130 

VCC OSCEOLA BUS STOP 8,938 

DIALYSIS DSCF-CENTRAL ORLANDO 8,397 

DIALYSIS FLORIDA CENTER 8,174 

DIALYSIS E COLONIAL 8,100 

DIALYSIS WINTER PARK 7,985 

DIALYSIS ST CLOUD 7,470 

DIALYSIS VINELAND 6,886 

PEDIATRIC HEALTH CHO 6,877 

DIALYSIS STURTEVANT 6,840 

DIALYSIS SANFORD 6,809 

DIALYSIS KISSIMMEE 6,652 

OSC COUNCIL ON AGING 6,510 

DIALYSIS WINTER GDN 6,298 

DIALYSIS DSCF EAST 5,918 

QUEST NORTH 5,701 

DIALYSIS KISSIMMEE- DAVITA 5,660 
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C. Service Analysis 

 

1. Forecasts of TD Population 

 

The State of Florida recognizes two categories of transportation-disadvantaged persons.  

The first category consists of persons who have a disability or low-income status, but 

who also may have some access to self-supported transportation, or are eligible for 

transportation services under dedicated federal, state, or local funding sources. 

 

The second category of transportation-disadvantaged persons are those who meet 

Floridaôs statutory definition of transportation disadvantaged, which includes those who, 

because of age, income, or disability, cannot provide for or arrange their own 

transportation.  While this distinction may seem subtle, the intent of the Florida 

Legislature is to ensure that trust fund monies are used specifically for those persons who 

cannot be sponsored under other funding sources, so that our truly disadvantaged citizens 

receive the services they need. 

 

Tables 5A through 5C are the projected TD population figures developed by CUTR 

through the Methodology Guidelines for Forecasting TD Transportation Demand at the 

County Level, and reported in the Florida Statewide Transportation Disadvantaged Plan 

Population Demand and Forecasts.  Table 5A presents potential TD population forecasts 

by market segment by county.  Table 5B presents TD population forecasts by market 

segment by county.  Table 5 C forecasts, by county, the number of trips that will be 

demanded and supplied. 

 

 

Table 5A 

Forecast of Potential Transportation Disadvantaged by County 

2009-2013 

  

 

 

County 

Disabled 

Non-Eld. 

Low Inc. 

Disabled 

Non-Eld. 

Non-Low 

Inc. 

Disabled 

Elderly  

Low Inc. 

Disabled 

Elderly  

Non-Low 

Inc. 

Non-Dis. 

Elderly  

Low Inc. 

Non-Dis. 

Elderly  

Non-Low 

Inc. 

Non-Dis. 

Non-Eld. 

Low Inc. 

Total 

2009 

Orange 6,171 47,964 7,673 64,034 15,719 131,193 90,257 363,011 

Osceola 938 9,153 1,745 16,242 4,210 39,191 14,703 86,181 

Seminole 1,110 14,981 2,723 27,538 6,236 63,048 25,326 140,963 

  Total 8,220 72,098 12,141 107,814 26,165 233,432 130,286 590,156 
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Table 5B 

Forecast of Transportation Disadvantaged Population by County 

2009-2013 

 

 

 

 

County 

  

Transp. 

Dis. 

Non-Eld. 

Low Inc. 

Transp.  

Dis. 

Non-Eld. 

Non-Low 

Inc. 

Transp.  

Dis. 

Elderly  

Low Inc. 

Transp.  

Dis. 

Elderly  

Non-Low 

Inc. 

Non-

Tr ansp. 

Dis. Low 

Inc. 

No Auto 

No F.R. 

  

  

 

Total 

2009 

Orange 2,218 17,237 4,796 40,021 12,255 76,526 

Osceola 375 3,661 1,060 9,867 1,400 16,363 

Seminole 449 6,064 1,469 14,857 3,126 25,965 

  Total 3,042 26,962 7,325 64,745 16,780 118,854 

 

 

Table 5C 

Forecast of Transportation Disadvantaged Trips by County 

 

2009/2013 Trip Supply 

in System 

Supply out of 

System 

Unmet Trip 

Demand 

Total Trip 

Demand 

Orange 1,675,643 347,445 645,049 2,668,136 

Osceola 406,965 84,384 129,269 620,618 

Seminole 802,208 166,338 174,017 1,142,563 

Total 2,884,815 598,167 948,335 4,431,317 

 

2. Needs Assessment 

 

By definition, the Transportation Disadvantaged (TD) are those persons who, because of 

physical or cognitive disability, income status, or age or who for other reasons are unable 

to transport themselves, or to purchase transportation and are, therefore, dependent upon 

others to obtain access to health care, employment, education, shopping, social activities, 

or other life-sustaining activities, or children who are handicapped or high risk. 

 

As LYNX provides a full array of transportation services, customers can access the mode 

of transportation best suited for their needs.  LYNX offers fixed-route services and bus 

pass programs to those TD customers who cannot provide for their own transportation 

and are able to access fixed-route service.  For those who cannot access fixed-route 

service, LYNX offers paratransit door-to-door services. 

 

Need among all segments of the Transportation Disadvantaged is constantly growing and 

usually at a much higher rate than the growth of funding for services.  For these reasons, 

LYNX has established trip priorities for customers under the TD program and has a 

written eligibility process for screening customers.  As needs grow, LYNX will continue 
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efforts to eliminate misuse of the system, and transition customers off the more costly 

paratransit service to fixed-route bus service when appropriate.  This is accomplished 

through incentive programs, needs assessments, and travel training. 

 

As the Community Transportation Coordinator (CTC), LYNX coordinates services 

required by the Americans with Disabilities Act of 1990 (ADA) and Medicaid services 

with TD services to increase efficiencies and opportunities for multi-loading.  LYNX has 

expanded the ADA paratransit eligibility process to include an assessment of an 

individualôs capacity to make use of the fixed-route bus service as well.  This decision is 

critical for containing costs by ensuring that individuals take advantage of the flexibility 

that fixed-route bus service offers to the maximum extent possible.  Staff determined that 

this assessment would be best provided by a qualified organization, experienced in 

physical rehabilitation and patient evaluation.  Accordingly, ADARide.com. has been 

providing these services through a third-party contract. 

 

Strict implementation of eligibility is required by the ADA in order to preserve the civil 

rights of individuals with disabilities.  An in-person functional assessment provides an 

objective process and an accurate determination of the need for paratransit services.  For 

the functional assessment to be effective, it must be complimented with a ñtravel 

trainingò program.  Through travel training, applicants who are denied service based on 

the fact that their disability does not prevent use of fixed-route service can be trained to 

use fixed-route service.  In addition, customers who are deemed to be ADA eligible can 

also be provided fare incentives such as reduced fare passes to encourage fixed-route use, 

thereby reducing rising ADA paratransit costs. 

 

Concerted efforts have also been made to more accurately assess the needs of consumers 

requesting service through Medicaid and the Transportation Disadvantaged Trust Fund.  

LYNX worked cooperatively over several months with local Medicaid officials to 

implement a written application process for Medicaid recipients seeking transportation 

assistance for reaching medical appointments.  The official process was implemented in 

March 2003, coinciding with the implementation of LYNXô new transportation 

management software.  Early in 2003, all Medicaid recipients were alerted of the new 

change by way of the Area 7 Medicaid Newsletter. 

 

All recipients requesting service (including those already in our system) were informed in 

writing that transportation provided through the Medicaid program must be delivered by 

the most cost-effective mode possible.  A transportation option they must first consider is 

friends and family, and request service through the ACCESS LYNX system only when 

no other option is available.  If no other means is available, the first option is the 

Medicaid Bus Pass Program, which opens up other options for meeting transportation 

needs as the bus pass is good for thirty days and can be used an unlimited number of 

times for all other transportation needs.  This more intense level of screening and 

assessment will assist the Medicaid Program in meeting serious budget constraints while 

still serving those eligible recipients who truly need the service. 
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In addition to the needs identified above, over the course of 2006 and 2007 LYNX took a 

fresh look at the needs of low-income individuals who must get to jobs and job-related 

activities, such as educational opportunities and training, as well as the needs of 

individuals with disabilities beyond those provided for under the ADA and other 

programs under which LYNX has already been serving the community.  This effort was 

undertaken to ensure that the most needed services were added to LYNXô network of 

services in order to make best use of new funding resources provided under two relatively 

new Federal programs:  the Job Access and Reverse Commute (JARC) and the New 

Freedom Program (NFP). 

 

 3.  Barriers to Coordination  

 

The most serious issue facing the Transportation Disadvantaged program is a lack of 

consistent and enforceable legislation and policy to ensure that all agencies mandated to 

purchase through coordinated transportation systems are doing so.  So much attention and 

effort was give over the past several years to garner additional funding for the 

Transportation Disadvantaged Trust Fund that other issues, particularly those affecting 

policy and service requirements and standards, were virtually ignored.  It is imperative 

that participating agencies compromise on service policies so that the Community 

Transportation Coordinators (CTCs) can develop cost-effective and efficient systems that 

can meet the goals of all agencies. 

 

D.  Goals, Objectives, and Strategies 

 

The overall goal of the Coordinated Transportation System in the tri-county area is: 

 

To coordinate and provide seamless access to transportation services to meet the 

mobility needs of those who, because of age, income, or disability, can neither 

provide nor arrange for their own transportation. 

 

Goals establish the overall direction for LYNX to follow in providing services to the 

Transportation Disadvantaged market.  The additional goals listed below are broad-

reaching and were used in guiding the direction of the paratransit operations division. 

 

Objectives provide the specific actions that will be taken by LYNX to achieve the goal 

while the strategy identifies the tasks to be completed to meet the objectives.  The goals 

and objectives are measured by quantifying the strategies.  The strategies in this section 

are the quality assurance measures listed in Section III of this document.  In this section, 

the goals, objectives and strategies for the ACCESS LYNX program are presented in 

brief form. 

 

Goal 1: Increase Fixed-Route Ridership 

 

Objective: Evaluate paratransit riders for possible transition to fixed-route ridership. 

Strategy: Determine the ridersô eligibility through screening processes. 

  Identify potential candidates for referrals. 
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Goal 2: Become recognized as the most technologically advanced transit 

system of our size in the country. 

 

Objective: Utilize an effective method of categorizations for all data related to 

ridership. 

Strategy: Update the passenger/trip database to track information. 

 

Goal 3: Elevate the role, image, and community support for public transit in 

Central Florida . 

 

Objective: Ensure easy access to information and promote a sense of open 

communication. 

Strategy:  Quick response to customer queries. 

 Call hold times reduced to an average of three minutes or less. 

 

Goal 4:  Strengthen LYNXô financial position, accountability, and 

organization productivity.  

Objective: Determine ways to streamline processes or increase efficiencies. 

Strategy: Carrier payments for ACCESS LYNX are made according to guidelines 

found in the Transportation Disadvantaged Trust Fund Grant (Sec. 

282.0585). 

 

Goal 5: Enhance our internal and external customer relations. 

 

Objective: Greater customer service and safety measures. 

Strategies: Advanced reservations for sponsors. 

 Preventative accident standards. 

 Driver training and screening. 

 Contract monitoring. 

 Passenger assistance. 

 Service animal inclusion. 

 Will calls. 

 

E.  Implementation Plan 

 

1.  Five-Year Transportation Disadvantaged Improvement Program 

 

LYNX, as the CTC for the tri-county region, uses Trapeze PASS transportation 

management software application.  This product has allowed LYNX to create 

significantly more effective schedules with map-based geocoding of origins and 

destinations, and has allowed LYNX  to pinpoint passengers that reside within reasonable 

distance of the fixed-route service to promote more use of that option. 
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2.  Implementation Schedule 

 

Table 6 ï Implementation Schedule  

 

Continue improvement of the fiscal condition of the organization 

Action  Begin End Individual 

Responsible 

Study and improve ways to 

reduce operating expenses 

7/01/2013 Ongoing Manager 

Write reports to evaluate costs 

and improve efficiencies 

7/01/2013 Ongoing Data Analyst 

Review previous yearôs 

revenues and expenses, consider 

service changes, project for 

worst possible position 

10/01/2013 12/31/2013 Manager 

Research available grants and 

other transportation funding 

sources to bring into the 

coordinated system 

7/01/2013 Ongoing Manager 

Move paratransit customers to 

fixed-route when appropriate 

7/01/2013 Ongoing Manager 

Supervisor 

Identify and address issues 

affecting increased operating 

expenses 

7/01/2013 Ongoing Manager 

Supervisor 

Data Analyst 

Complete major capital projects 

Research available grants 7/01/2013 Ongoing Manager 

Integrate Smart Card 

technology with MDT 

implementation for alternative 

fare media 

7/01/2013 6/30/2015 Manager 

Supervisor 

Improvement of LYNXô reputation with the Community 

Attend and report at public 

meetings; meet regularly with 

funding partners 

7/01/2013 Ongoing Manager 

Orient and involve Board of 

Directors and staff in the basics 

of Paratransit Operations 

1/01/2014 3/31/2014 Manager 

Review business practices and 

make improvement where 

needed 

7/01/2013 Ongoing Manager 

Supervisor 

Emphasize the value of 

paratransit service to the 

community when attending 

public meetings. 

 

 

7/01/2013 Ongoing Manager 
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Return to the basics of what LYNX does best 

Orient and involve other 

departments in the basics of 

paratransit operations 

4/01/2014 6/30/2014 Manager 

Supervisor 

Review all business practices 

and modify as appropriate 

7/01/2013 Ongoing Manager 

Meet with internal and external 

customers to facilitate 

communications 

7/01/2013 Ongoing Manager 

Continue to improve Paratransit 

system 

7/01/2013 Ongoing Manager 

Improve employee image and morale 

Praise employees when they 

have gone the extra mile to 

assist internal or external 

customers 

7/01/2013 Ongoing Manager 

Supervisor 

Allow employees to provide 

input on business practices with 

the department 

7/01/2013 Ongoing Manager 

Supervisor 

Meet regularly with employees 

to facilitate communications, 

keeping the employee ñin the 

loopò 

7/01/2013 Ongoing Manager 

Supervisor 

Encourage employees to 

interact with other departments 

to increase communications and 

broaden their understanding of 

the organization 

7/01/2013 Ongoing Manager 

Supervisor 

Provide an opportunity for 

employees to learn new aspects 

of paratransit operations:  cross 

train 

 

7/01/2013 Ongoing Manager 

Supervisor 
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II .  SERVICE PLAN  

 

A.  Types, Hours, and Days of Service 

 

Sponsors of service, through the coordinated system, transport the full range of 

transportation disadvantaged customers. 

 

¶ Medicaid is a federally funded program which primarily transports 

individuals with lower incomes and persons with disabilities; 

¶ LYNX sponsors the ADA complementary paratransit service which is 

designed for disabled persons in the service area who cannot access 

regular fixed-route services; 

¶ Transportation Disadvantaged is a state sponsored program.  The TD non-

sponsored funds are used to provide trips for people who have no other 

way of providing for their own transportation needs. 

 

Four agencies provided direct transportation for the Medicaid program.  Lakeside 

Behavioral Healthcare, Park Place Behavioral Healthcare, and Seminole Behavioral 

Health provide coordinated transportation to customers receiving mental health day 

treatment at their facilities.  BrightStart Pediatrics provides coordinated transportation to 

customers receiving prescribed pediatric extended care (PPEC) services at their facility. 

 

In addition, the following agencies have coordination agreements with LYNX to provide 

services to their own clients: Agape Community Group Services, A.K. Scott & 

Associates, Alliance Companion Services, Attain, BeSafe Transportation, Bishop Grady 

Villas, Blessed Academy, Bright Beginnings Family Services, BrightStart Pediatrics, 

Brighter Future Services, Center for Drug Free Living, Central Florida Group Homes, 

Chantel Foster Care HomeCreative Living Services, Destiny Travel Services, Elquanah 

Group Home, Florida Mentor, Good Samaritan Society, Graceful Awakening, Heart & 

Soul Homecare, Hodgeôs Group Home, Independently Developing a New Way, 

INTOrlando, Kind Hands, Kinneret, Lakeside Behavioral Healthcare, Lecia Gray-

Knighton, Leon Davis, Marie Vilme, Meals on Wheels, Med-Ride Express Services, 

Orlando Limousine, Osceola Council on Aging, Pachot Group Home, Park Place 

Behavioral Healthcare, Primrose Center, Quest, Renewed Hope Group Home, Rosie 

Dennis Independent Services, Salvation Army Residence, Seminole Behavioral Health, 

Seniors First, The Opportunity Center, Threshold, and Trinity Home Care Facility. 

 

The ACCESS LYNX Consolidated System offers demand response, subscription, fixed-

route paratransit, group trips, and special care services to ambulatory and non-ambulatory 

persons or persons requiring stretchers.  These services are designed to meet the needs of 

any sponsor approaching LYNX for services. 

 

ACCESS LYNX paratransit service is available to customers twenty-four hours a day, 

seven days a week.  Due to traffic conditions in Central Florida, customers are 

encouraged to travel during off-peak times of 10:00 a.m. to 2:00 p.m. 
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In determining the pick-up time for a trip the customer need only give the time they need 

to arrive at their appointment.  They will be given a pick-up window based on the trip 

length, time of day, vehicle availability, and multi-load factors.  The customer will then 

be given a window of time that the vehicle should arrive to get them to their appointment 

on time.  On the return trip, the window will begin at the requested return time and go out 

thirty minutes. 

 

ñWill callsò are discouraged, but accepted.  A will call is defined as a trip in which the 

customer did not specify a return time, but he/she plans on calling when ready.  ACCESS 

LYNXô policy requires a will call be picked up within ninety minutes of the call 

requesting the return.  The ninety minute window also applies to same-day transports.  

However, if ACCESS LYNX fails to deliver a customer to his/her appointment on time, 

we must arrive to return the customer within thirty minutes of their ready call. 

 

Subscription service is offered based on availability.  A subscription trip is defined as 

trips going from the same location to the same destination on the same day(s) of the week 

on an ongoing basis.  In keeping with the concept of a standing order, customers are 

allowed to modify their subscription no more than once in any thirty day period.   

 

B.  Accessing Services 

 

Reservations are taken from 8:00 a.m. to 5:00 p.m., seven days a week.  Customer service 

is available twenty-four hours a day, seven days a week.  ACCESS LYNX has twenty-

three telephone lines available to accept reservations and customer service queries.  

Additional telephone lines are available for requests by facsimile (FAX).  The peak call 

times are 6:00 a.m. to 10:00 a.m. and 2:00 p.m. to 6:00 p.m.  Customers are, therefore, 

encouraged to call during other times of the day. 

 

 (407) 423-8747 Reservations and Customer Service 

 (407) 851-8203 FAX 

 (407) 851-8594 TDD 

 

Agencies have the option of faxing trips requests to ACCESS LYNX.  In order to assure 

faxed information has been received, the information is faxed back to the sending agency 

with a confirmation number, estimated pick-up time, and cost of the trip. 

 

Service is offered door-to-door.  Door-through-door services are offered only to stretcher 

passengers.  The driver canôt assist the customer beyond the front door of any building.  

At the customerôs residence, the customer is expected to be waiting on the first floor.  

The driver may not enter the residence (except for stretcher passengers).  Drivers will not 

assist wheelchair or stretcher passengers down more than one step, nor will they attempt 

to push a wheelchair or stretcher through grass or sand.  Customers may bring items on-

board the vehicle with them, but they are limited to what they can carry unassisted. 

 

ACCESS LYNX requests that a customer give twenty-four hour notice of cancellation, 

but will accept three hour notice.  A ñno showò is defined as a scheduled trip that is not 




