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Assisting the
Whole County

Each dot at the left
represents a
passenger. The
large
concentrations in
eastern and
southern
Greensboro and
southern High Point
are Medicaid
recipients. These
areas are
consistent with
census data
depicting low
income areas.
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Assistance to Non-English Speaking Clients

To be responsive to non-English speaking passengers, the department contracts
with Fluent Languages for interpretation services. Once a reservationist determines

that an interpreter is needed, the ca

ller is placed on hold, the reservationist calls

Fluent Languages and within seconds a three way conversation is taking place. The
figures below are from April 2007 through February 2008. To date, all assistance has

been to Spanish speaking callers.
Minutes on a Call

Number of Calls Average Length of a Call

Total 529

63 n/a

Monthly Avg. 66.1

7.9 7.3

Source: Fluent Languages Monthl

Number of Accidents by Quarter for MV Trips

Number of accidents is a measure of driver performa

Invoice

nce. The goal is no accidents. Drivers do receive safety points for

accidents and incidents captured by the DriveCam. Too many safety points can lead to a dismissal.

FY 07
2ot 3'Qt  4"ot
Accidents
total 26 11 11
per 100,000 miles 6.5 2.7 2.6

Vehicle Service Miles 399,161 404,443 423,698

FY 08
Total 10t 2ot 390t 4"Qt Total
48 9 10 13 32
27 220 | 22 | a6 | 22
1,227,302 | 415,870 447,076 281,720 1,144,666

Source: Trapeze - Provider Productivity Report & Quarterly Incident Statistics

On-Time Performance for MV Trips

Key performance measure for MV Transportation’s contract compliance is a monthly on-time percentage of 95% of all
trips. Following a month's performance, the county identifies eight days for MV Transportation to manually validate.
The on-time percentage is averaged from those eight days to identify a median average.

Daily Average Monthly Total of Trips Tested

'-Il:ﬁ;asl Late Trips  |On-time Trips Total Trips Late Tri  ps On-time Trips  |Median On-time %
2007 January | 673.5 385 635.0 2,694 154 2,540 94.2%
February | 714.3 42.3 672.0 5,714 338 5,376 95.0%
March | 744.4 54.9 689.5 5,955 439 5,516 92.8%
April | 770.8 46.4 724.4 6,166 371 5,795 94.5%
May | 759.3 34.7 724.6 7,593 347 7,246 95.3%
June | 735.5 33.0 702.5 5,884 264 5,620 95.6%
July | 734.5 41.4 693.1 5,876 331 5,545 94.0%
August | 735.8 38.8 697.0 5,886 310 5,576 95.5%
September | 813.5 44.0 769.5 6,508 352 6,156 94.9%
October | 716.1 41.9 674.3 5,729 335 5,394 94.1%
November | 799.6 59.5 740.1 6,397 476 5,921 93.0%
December | 782.0 63.5 718.5 6,256 508 5,755 92.0%
2008 January | 792.9 41.0 751.9 6,343 328 6,015 95.1%
February | 735.6 39.8 695.9 5,885 318 5,567 95.0%

Source: Trapeze - On-Time Performance Report
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2007 General Statistics for MV Trips

Total trips and passengers are an indication of need and program success. Percentage of Total - Client shows the percentage of passengers in need of
transportation versus those that are personal assistants or children accompanying a parent. No-shows can lead to system inefficiencies and should be 3%
or lower. Cancellations, which must be called in a least one hour prior to a scheduled pick-up, can also lead to inefficiencies. This cancellation rate should
be around 12 percent. Revenue hours and miles are efficiency measures. The more trips per hour the more productive the routes.

Jan. Feb. Mar. Apr. May Jun. Jul. Aug. Sept. Oct. N ov. Dec. YTD
Total Trips 15,074 13,973 16,568 15,396 16,828 15,707 15,836 17,251 15,559 18,764 16,553 15,412 192,921
Total Passengers 16,619 15,192 18,078 16,924 18,587 17,314 17,822 19,577 17,421 21,034 18,370 16,996 213,934
% of Total - Client 91.0 92.1 92.3 915 90.7 90.7 89.4 88.1 89.3 89.2 90.1 90.6 90.6
% of No Shows 3.7 2.9 2.9 2.8 3.8 4.2 3.8 3.8 2.9 3.3 2.8 3.1 3.1
% of Cancellations 22.2 215 18.1 19.8 18.8 17.5 19.4 16.7 17.7 16.4 21.8 24.3 18.8
Revenue Hours 9,493 8,223 10,120 9,627 10,071 9,101 9,356 10,126 8,885 10,399 9,313 9,907 114,621
Trips / Revenue Hour 0.6 0.6 0.6 0.6 0.6 0.6 0.6 0.6 0.6 0.6 0.6 0.6 0.6
Revenue Miles 128,178 116,302 143,317 130,876 140,932 132,646 135,221 142,651 126,714 156,538 140,860 136,103 1,630,338
Trips / Revenue Mile 8.5 8.3 7.9 9.2 7.9 8.4 8.5 8.3 8.1 8.3 8.5 8.8 8.5

Guilford County Transportation and Mobility Service s - Complaint Management System
In November 2007 the department implemented a shared complaint management system with MV Transportation. Complaint management is
the responsibility of the county’s Transportation Service Supervisor and MV Transportation’s General Manager.

February - 08 January - 08 December - 07  November - 07 Totals Monthly Avgs.

Category # %ofTotal | # % of Total | # % of Total | # % of Total | # % of Total |# % of Total
Vehicle Did Not Show 10 24% 3 8% | 11 18% 2 5% 16 12% | 5.3 11%
Communication/ Procedures 5 12% 5 13% | 10 17% 5 13% 20 14% | 6.7 13%
Disability Sensitivity 0 0% 1 3% 1 100% 0 0% 2 1% | 0.7 1%
Driver Attitude/Conduct 1 2% 2 5% 1 2% 7 18% 10 7% | 3.3 7%
Other 3 7% 1 3% 1 2% 0 0% 2 1% | 0.7 1%
Ride Time 0 0% 2 5% 6 10% 1 3% 9 6% | 3.0 6%
Running Late 14 34% | 11 28% | 18 30% 15 38% 44 32% | 14.7 30%
Safety Issue 3 7% 1 3% 0 0% 1 3% 2 1% | 0.7 1%
Securement 0 0% 1 3% 0 0% 0 0% 1 1% | 0.3 1%
Staff Attitude 0 0% 0 0% 2 3% 1 3% 3 2% | 1.0 2%
Trip Booking Issue 0 0% | 12 30% 7 12% 7 18% 26 19% | 8.7 18%
Trip Scheduling Issue 5 12% | 1 3% 3 5% 0 0% 4 3% | 13 3%
Total Complaints 41 40 60 39 139 49.5

Individual Complaints 28 29 43 30 102 36.5

Source: Complaint Management Database
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Actual FY 06 Actual FY 07 Approved FY 08
Expenses
Salaries and Fringes
Supplies 6,700 3,926 13,274
Services 3,721,371 3,407732 4,350,221
Human Service Assistance 45,300 3,232 27,200
Total Expenses $4,32,120 $3,887,930 $4,879,666
Revenue
Home and Community Care Block 236,976 243,275 252,736
Grant
JARC & High Point Urban Area 127,000 83,133 81,000.
Allotment
North Carolina Department of 451,490 320,738 431,502
Transportation
Elderly and Disabled Transportation 151,374 130,084 130,084
Greensboro Transit Authority
Veterans Transportation 6,000 0 6,000
Fares 47,000 56,368 53000
Total Revenue $1,019,840 $833,599 $954,322
Medicaid Reimbursement $2,666,283 $1,412,033 $2,579,319
Total County Share $633,997 $1,642,296 $1,346,025
All Trips & Services 242,294 242,500 245,000
Cost per Trip All Dollars $17.83 $16.03 $19.92
Cost per Trip County Dollars $2.62 $6.77 $5.49
#3$ 9 $ 2'$
$ A n2 $ 9
; $ 5
$ 23 $ 5
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PERIODIC ACTIVITIES - Guilford County Transportatio n and Mobility Services

Application Reimbursement  Reporting Audits Renewal S

GRANTS Cycle Request Cycle Cycle Cycle Dccurs  Tlerm Cycle
NCDOT
Rural Operating Assistance Program

EDTAP Annual Entitlement Annual Periodic | n/a n/a n/a

Work First Annual Entitlement Annual Periodic | n/a n/a n/a

RGP Annual Entitlement Annual Periodic | n/a n/a n/a
Community Transportation Program Annual Quarterly Quarterly n/a n/a n/a n/a
Job Access Reverse Commute Every 2 Years | Quarterly Quarterly n/a n/a n/a n/a

Federal Transit Administration
Urban Operating Assistance (HP) Annual Quarterly n/a n/a n/a n/a n/a

Area Agency on Aging
Home and Community Care Block
Grant Annual Monthly Monthly Annually | October | n/a n/a

REIMBURSEMENTS
NC Division of Medicaid Assistance

Medicaid Transportation n/a Monthly Monthly n/a n/a n/a n/a
STATISTICAL REPORTING
National Transit Database

Operation Stats n/a n/a Annually n/a n/a n/a n/a
Ridership n/a n/a Monthly n/a n/a n/a n/a
Safety n/a n/a Monthly n/a n/a n/a n/a
NCDOT
Incidents n/a n/a Quarterly n/a n/a n/a n/a
PTMS n/a n/a Quarterly n/a n/a n/a n/a
Op Stats n/a n/a Annually n/a n/a n/a n/a
Training n/a n/a Quarterly n/a n/a n/a n/a
Drug and Alcohol Testing

Semi-
Receive Reports n/a n/a Annually n/a n/a n/a n/a
Send for Testing n/a n/a Quarterly n/a n/a n/a n/a
MIS Report n/a n/a Annually n/a n/a n/a n/a
Transportation Planning Board
Operational Statistics n/a n/a Monthly n/a n/a n/a n/a
CONTRACTS
MV Transportation n/a n/a n/a n/a n/a 3years | Annual *
ACTA n/a n/a n/a n/a n/a 1 Year | Annual
Senior Resources of Guilford n/a n/a n/a n/a n/a 1Year | Annual
GATE n/a n/a n/a n/a n/a 1Year | Annual
Piedmont Health Services n/a n/a n/a n/a n/a 1 Year | Bi-annually
Fluent Languages n/a n/a n/a n/a n/a 1 Year | Evergreen
PART n/a n/a n/a n/a n/a 1 Year | Evergreen

* Subject to an annual adjustment.
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Where We Go

Each dot above
represents a
location to where
we transport
passengers.
There are: nine
senior centers,
six dialysis
centers, 133
educational, 117
employment, and
698 medical.




