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September 18,2013 

TO: 

FROM: 

SUBJECT: 

Columbia, Hamilton and Suwannee Transportation Disadvantaged Coordinating 
Board Grievance Committee 

Lynn Godfrey, AICP, Senior Planner 

Grievance Committee Meeting Announcement 

The Columbia, Hamilton and Suwannee County Transportation Disadvantaged Coordinating Board 
Grievance Committee will meet Wednesday, September 25,2013 at 9:30 a.m. in the Florida Department 
of Transportation District 2 Office, Madison Meeting Room located at 1109 South Marion Avenue, 
Lake City, Florida (location map attached). 

The purpose ofthis meeting is to hear a grievance concerning transportation services provided by 
Suwannee Valley Transit Authority. All Committee members are encouraged to attend this meeting. 

Attached is the meeting agenda and supporting materials. If you have any questions, please do not 
hesitate to contact me at extension 110. 

Attachments 

t\lynn\td 13\chs\memos\griev92S .docx 

Dedicated to improving the quality of life of the Region's citizens, 
by coordinating growth management, protecting regional resources, 

promoting economic development and providing technical services to local governments. -1-



Florida Department of Transportation 
District 2 Office 
1109 South Marion Ave 
Lake City, Florida 32025 

Directions: From the intersection of Interstate 75 and 
U.S. Highway 90 (exit 427) tum, East onto U.S. Highway 90, 
travel approximately 3 miles to U.S. Highway 441 (also known as South Marion Ave), 
turn right (South) onto U.S. Highway 441 (also known as South Marion Ave), 
travel approximately 1 mile and the Florida Department of Transportation 
will be on the left, on the Eastern side of U.S. Highway 441 
(also known as South Marion Ave). 
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Serving 

Alachua • Bradford 

Columbia • Dixie • Gilchrist 

Hamilton • Lafayette • Madison 

Suwannee· Taylor· Union Counties 

Central 
Florida 
Regional 
Planning 
Council 2009 NW 67th Place, Gaineaville, FL 32653 -1603 • 352.955.2200 

COLUMBIA COUNTY, HAMILTON COUNTY AND SUWANNEE 

TRANSPORTATION DISADVANTAGED COORDINATING BOARD 

GRIEVANCE COMMITTEE 

MEETING ANNOUNCEMENT AND AGENDA 

Florida Department of Transportation 
District 2 Office 
Madison Meeting Room 
1109 South Marion Avenue 
Lake City, Florida 

I. CALL TO ORDER 

A. Introductions 

B. Presentation of Grievance - Mr. LJ Johnson 

C. Response to Grievance - Suwannee Valley Transit Authority 

D. Committee DiscussionlRecommendations 

II. ADJOURNMENT 

Wednesday 
September 25,2013 
9:30 a.m. 

If you have any questions concerning the attached materials, please do not hesitate to contact Lynn 
Godfrey, Senior Planner, at 1.800.226.0690, extension 110. 

t\lynn\td 13\chs\agendas\griev .docx 
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2009 NW 67th Place, Gainesville, FL 32653 -1603 • 352.955.2200 

September 18,2013 

TO: 

FROM: 

SUBJECT: 

Columbia, Hamilton and Suwannee County Transportation Disadvantaged Coordinating 
Board Grievance Committee 

Lynn Godfrey, AICP, Senior Planner 

Grievance 

RECOMMENDATIONS 

1) Refer Mr. Johnson's allegation that the Suwannee Valley Transit Authority Director of 
Operations was verbally abusive to him to the Suwannee Valley Transit Authority Board of 
Directors. 

2) Recommend that Suwannee Valley Transit Authority provide all passengers with 
information about the complaint and grievance processes. 

3) Recommend that Suwannee Valley Transit Authority receive the passenger's consent before 
contacting medical facilities regarding the rescheduling or cancelling of appointment times. 

4) Refer this issue to the Suwannee Valley Transit Authority Board of Directors. 

5) Recommend that Suwannee Valley Transit Authority never include Medicaid numbers in 
written correspondence. Refer the issue of Suwannee Valley Transit Authority staff taking 
a photograph of Mr. Johnson's truck while it was parked on his private property to the 
Suwannee Valley Transit Authority Board of Directors. 

6) Refer the issue of Suwannee Valley Transit Authority staff retaliating against and harassing 
Mr. Johnson due to the filing of his grievance to the Suwannee Valley Transit Authority 
Board of Directors. 

BACKGROUND 

The North Central Florida Regional Planning Council received the following concerns from Mr. LJ 
Johnson regarding Suwannee Valley Transit Authority: 

1. Mr. Johnson alleges that the Suwannee Valley Transit Authority Director of Operations 
was verbally abusive to him on September 24,2012. 

2. Mr. Johnson alleges that Suwannee Valley Transit Authority did not provide Mr. Johnson 
or other passengers with the complaint/grievance processes. 

Dedicated to improving the quality of life of the Region's citizens, 
by coordinating growth management, protecting regional resources, 

promoting economic development and providing technical services to local governments. - 5-
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3. Suwannee Valley Transit Authority staff contacted Mr. Johnson's doctor's office to 
change a scheduled medical appointment without his permission resulting in his 
appointment being cancelled. Mr. Johnson alleges that this is a Health Insurance 
Portability and Accountability Action of 1996 (HIPAA) violation. 

4. Mr. Johnson alleges that Suwannee Valley Transit Authority refused to provide him 
transport on July 1,2013 for not wearing his seatbelt. Mr. Johnson alleges that he 
provided Suwannee Valley Transit Authority with certification that, due to a medical 
condition, his wearing a seatbelt is inappropriate or dangerous. 

5. Suwannee Valley Transit Authority staff sent correspondence requesting justification for 
Mr. Johnson needing Medicaid Program sponsored transportation. The correspondence 
sent by Suwannee Valley Transit Authority staff included Mr. Johnson's Medicaid 
number and a photograph of his truck while it was parked on his private property. Mr. 
Johnson alleges that this is a Health Insurance Portability and Accountability Act of 1996 
(HIPAA) violation. 

6. Mr. Johnson alleges that, in violation of Chapter 1. Section N. of the Columbia, Hamilton 
and Suwannee Transportation Disadvantaged Coordinating Board Grievance Procedures, 
Suwannee Valley Transit Authority staff is retaliating against and harassing him due to 
the filing of his grievance. 

Please find attached Mr. Johnson's signed grievance form, documents related to the six concerns listed 
above and the Columbia, Hamilton and Suwannee Transportation Disadvantaged Coordinating Board 
Grievance Procedures. 

If you have any questions concerning this matter, please do not hesitate to contact me. 

Attachments 

t\lynn\td13\chs\rnemos\grievcrec.docx 



GREVANCE FORM 

1. Name of Complainant: Mr. U Johnson 

2. Mailing Address 237 NE campus Place 
Lake City, FL 32055-6226 

3. Daytime Telephone Number 
386-438-5278 

4. Describe the basis for the grievance. Provide the date(s) of the occurance(s) and any supporting 
documentation. 

5. 

1) The Suwannee Valley Transit Authority Director of Operations was verbally abusive to me on 
September 24, 2012. 
2) Suwannee Valley Transit Authority did not provide me or other passengers with the 
complaint/grievance process. 
3) Suwannee Valley Transit Authority contacted my doctor's office to change a scheduled medical 
appointment without my permission resulting in my appointment being cancelled . 
4) Suwannee Valley Transit Authority refused to provide me transport on July 1, 2013 for not 
wearing a seatbelt. I provided Suwannee Valley Transit Authority with certification that, due 
to a medical condition, my wearing a seat belt is inappropriate or dangerous. 

5) Suwannee Valley Transit Authority sent correspondence requesting justification for my needing 
Medicaid Program sponsored transportation. The correspondence sent by Suwannee Valley Transit 
Authority included my Medicaid number and other personal information. I believe this is a Health 
Insurance Portability and Accountability Act of 1996 (HIPPA) violation. 

I would like to request documentation that Suwannee Valley Transit Authority has sent 
correspondence requesting eligibility justification to other passengers. 
6) I feel that Suwannee Valley Transit Authority is retaliating against and harassing me due to the 
filing of my grievance. I believe a SVTA employee followed me in SVTA vehicle #4 with County tag 
#73217 on July 24, 2013 between the hours of 3:00 p.m. and 6:00 p.m. in Lake City, Florida. I 
requested the vehicle log for that vehicle and was told by the SVTA Director of Operations that SVTA 
does not keep vehicle logs on the administrative vehicles. I recommend that vehicle logs be 
maintained on all SVTA vehicles. 

PLEASE SUBMIT TO: 

Transportation Disadvantaged Program 
Columbia, Hamilton and Suwannee Transportation 
Disadvantaged Coordinating Board Grievance Committee 
2009 N.W. 67th Place 
Gainesville, Florida 32653-1603 
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GRIEVANCE NUMBERS 1-2 
DOCUMENTATION 
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Lynn Godfrey 

From: 
Sent: 
To: 
Cc: 

Subject: 

Holmes, Steven [Steven.Holmes@dot.state.fl.us] 
Thursday, May 30, 2013 3:00 PM 
Lynn Godfrey 
Gwendolyn.Pra@RideSVTA.com; Scott Koons; Somerset, Karen L.; 
alana. mckay@ahca.myflorida.com 
CTD response to Mr. L.J. Johnson Grievance 

Attachments: Letter - Godfrey - LJ Johnson Grievance docx.pdf; Exhibits to CTD response to LJ Johnson 
Grievance.pdf 

Lynn, 
Please see attached and forward it to the appropriate parties for action. Executive Summary is 
provided below. 

Mr. L.J. Johnson filed two grievances with Suwannee Valley Transit Authority stemming from an incident that 
occurred on September 24,2012. Mr. Johnson filed the first grievance on October 19, 2012. Suwannee 
Valley Transit Authority classified the grievance as a complaint then closed it due to Mr. Johnson filing it more 
than fifteen calendar days after the date of occurrence. Mr. Johnson filed a second grievance on November 
29, 2012. Suwannee Valley Transit Authority did not acknowledge receiving this grievance. 

During the timeframe of the incident through the filing of the grievances, Suwannee Valley Transit Authority did 
not have a Rider's Guide. The Rider's Guide provides basic information on how to file a complaint, grievance, 
appeal, or request for a Fair Hearing. A published Rider's Guide would have assisted Mr. Johnson in better 
understanding whether to file a complaint or grievance, and the proper filing requirements for each. 

By classifying Mr. Johnson's first grievance as a complaint and not responding to his second grievance, 
Suwannee Valley Transit Authority denied Mr. Johnson the opportunity to have his grievance heard through a 
formal grievance process. 

The Medicaid Subcontracted Transportation Provider contract between the Commission for the Transportation 
Disadvantaged and Suwannee Valley Transit Authority states, "The Medicaid Beneficiary ... must file a 
Grievance within one (1) year after the date of occurrence that initiated the Grievance" (Section VIIB.2b(1». 
The incident occurred September 24,2012 and Mr. Johnson filed grievances on October 19 and November 29, 
2012. Therefore, he is still entitled to a hearing about his grievance. 

To reduce the likelihood of this occurring again, the Commission for the Transportation Disadvantaged will 
work with all parties to ensure an understanding of the key terms and filing requirements of the Grievance 
System. The Commission will also have Suwannee Valley Transit Authority promulgate and circulate its 
policies and procedures detailing the processes of the Grievance System to riders. 

Ste&te 71Dtme4 
Executive Director 
Florida Commission for the Transportation Disadvantaged 
850 688-2953 (c) 

Join us on Facebook and Twitter 

1 -11-



Rick Scott 
Governor 

David Darrn 
Chalrper$on 

Mike WIllingham 
V'1Ce Ch./TpMson 

Steve Holmes 
Executive DlnH:tor 
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MEMORANDUM 

DATE: 

TO: 

FROM: 

COPIES: 

May 30,2013 

Lynn Godfrey, North Central Florida 
Regional Planning Council 

~~~ 
Steve Holmes, '~xecutive Director 

Gwen Pra, Suwannee Valley Transit Authority 

SUBJECT: Commission Response to Mr. L. J. Johnson Grievance 

Mr. L.J. Johnson filed two grievances with Suwannee Valley Transit 
Authority stemming from an incident that occurred on September 24, 
2012. Mr. Johnson filed the first grievance on October 19, 2012. 
Suwannee Valley Transit Authority classified the grievance as a 
complaint then closed it due to Mr. Johnson filing it more than fifteen 
calendar days after the date of occurrence. Mr. Johnson filed a second 
grievance on November 29,2012. Suwannee Valley Transit Authority did 
not acknowledge receiving this grievance. 

During the timeframe of the incident through the filing of the grievances, 
Suwannee Valley Transit Authority did not have a Rider's Guide. The 
Rider's Guide provides basic information on how to file a complaint, 
grievance, appeal, or request for a Fair Hearing. A published Rider's 
Guide would have assisted Mr. Johnson in better understanding whether 
to file a complaint or grievance, and the proper filing requirements for 
each. 

By classifying Mr. Johnson's first grievance as a complaint and not 
responding to his second grievance, Suwannee Valley Transit Authority 
denied Mr. Johnson the opportunity to have his grievance heard through 
a formal grievance process. 

The Medicaid Subcontracted Transportation Provider contract between 
the Commission for the Transportation Disadvantaged and Suwannee 
Valley Transit Authority states, "The Medicaid Beneficiary ... must file a 
Grievance within one (1) year after the date of occurrence that initiated 
the Grievance" (Section VIIB.2b(1). The incident occurred September 
24, 2012 and Mr. Johnson filed grievances on October 19 and November 
29, 2012. Therefore, he is still entitled to a hearing about his grievance. 

605 Suwannee Street, MS-49 ~ Tallahassee, FL 32399-M50 
Phone: (150) 410-5700 ~ ToU Free: (800) 983-2435 ~ Fax: (850) 410-5752 

www.dotstate.fI.ullctd 



MEMORANDUM 
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To reduce the likelihood of this occurring again, the Commission for the Transportation 
Disadvantaged will work with all parties to ensure an understanding of the key terms 
and filing requirements of the Grievance System. The Commission will also have 
Suwannee Valley Transit Authority promulgate and circulate its policies and procedures 
detailing the processes of the Grievance System to riders. 

Definition of Key Terms 

Understanding the key terms of the Grievance System ensures the Coordinated 
Transportation System uses the appropriate processes to resolve issues. Throughout 
the correspondence related to Mr. Johnson's grievance the parties may have been 
unclear about the definitions of complaint, grievance and appeal. 

The Medicaid Subcontracted Transportation Provider contract between the Commission 
for the Transportation Disadvantaged and Suwannee Valley Transit Authority describes 
complaints, grievances, and appeals in Section VIIA.1a, band c, respectively. The 
contract also describes a Notice of Action in Section VIIA.2k(1). The paragraphs below 
describe the terms as well as filing requirements. 

• Complaints "are expressions of dissatisfaction about any matter other than an Action 
that are resolved at the Point of Contact rather through filing a formal grievance" 
(Section VilA. 1 a). "The Medicaid Beneficiary ... must file a Complaint within frfteen 
(15) Calendar Days after the date of occurrence that initiated the Complaint" 
(Section VIIB.2b(1». 

• Grievances "are expressions of dissatisfaction about any matter other than an 
Action" (Section VIIA.1 b). "The Medicaid Beneficiary ... must file a Grievance 
within one (1) year after the date of occurrence that initiated the Grievance" (Section 
VIIC.2c(1 ». 

• Appeals "are requests for review of an Action" (Section VIIA.1c). "The Medicaid 
Beneficiary .. . must file an Appeal within thirty (30) Calendar Days of receipt of the 
notice of the STP's Action" (Section VIID.3a). 

• Actions are steps "taken by the STP to deny a Transportation Service Request, or 
limit Transportation Services in an amount, duration, or scope that is less than 
requested" (Section VIIA.2k(1». 

Timeline 

This timeline describes the major activities that occurred by date followed by an 
assessment. 

-13-
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September 24.2012 (Exhibit 1) 

• Mr. Johnson was scheduled to receive transportation from Peeler Medical Transport, 
which is under contract with Suwannee Valley Transit Authority, to Medicaid­
compensable services in Gainesville. 

• Peeler Medical Transport's vehicle arrived between 6:30-6:45 a.m., but the vehicle 
did not have appropriate seating that provided the proper support to meet Mr. 
Johnson's medical needs. 

• Suwannee Valley Transit Authority took a number of actions to provide Mr. Johnson 
with adequate transportation. However, due to various issues Mr. Johnson arrived 
late for his appOintments. 

• During the process to resolve Mr. Johnson's transportation issue, Mr. Johnson 
alleges that Mr. Steele did not show him respect or courtesy by verbally abusing him 
during three phone calls. 

During this timeframe Suwannee Valley Transit Authority had not released its Rider's 
Guide. They published the Rider's Guide in March 2013. The Riders Guide provides 
basic information on how to file a complaint, grievance, appeal, or request a Fair 
Hearing. The Riders Guide also mentions that a complaint must be filed within 15 
business days. For more information on how to file a complaint, grievance, appeal, or 
request a Fair Hearing the Riders Guide refers the rider to a Riders Handbook 
(Medicaid Beneficiary Transportation Services Handbook), which, to-d ate , has not been 
circulated . 

Suwannee Valley Transit Authority is required by the contract to have a "Grievance 
System in place that includes a Complaint process. a Grievance process, an Appeal 
process, and access to the Medicaid Fair Hearing system" (Section VIIA.2a). Also, 
Suwannee Valley Transit Authority must have "written policies and procedures relating 
to the Grievance System" (Section VIIA.2b). To date. Suwannee Valley Transit 
Authority does not have either. 

October 14.2012 (Exhibit 2) 

• At the request of Mr. Johnson, Ms. Godfrey from the North Central Florida Regional 
Planning Council sent him a package that contained a Grievance Form from the 
Columbia County Transportation Disadvantaged Service Plan. 

As mentioned above Suwannee Valley Transit Authority had not. at this time, developed 
nor circulated written policies and procedures describing Grievance System to include 
complaint or grievance processes. 
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On October 19.2012 (Exhibit 1) 

• Mr. Johnson filed a grievance against Mr. Steele for his alleged actions during the 
incident on September 24,2012. 

• Mr. Johnson filed the grievance, using the Grievance Form from the Columbia 
County Transportation Disadvantaged Service Plan, with the Transportation 
Disadvantaged Program Coordinating Board Grievance Committee in Gainesville. 

• In a document from Mr. Johnson to Ms. Godfrey dated October 8,2012, which was 
included as an addendum to the grievance, Mr. Johnson states "I am making the 
formal complaint against Mr. William "Bill" Steele, Operations Manager for SVT." 

Mr. Johnson filed a grievance using the Grievance Form; however, in the addendum he 
writes that he's filing a formal complaint against Mr. Steele. This may have caused 
confusion with the parties as to whether Mr. Johnson was filing a complaint or 
grievance. But again, Mr. Johnson may not have known the difference between the 
terms since Suwannee Valley Transit Authority had not developed nor circulated written 
policies and procedures describing the Grievance System to include defining key terms. 

With a clearer understanding of the definitions of a complaint and grievance, and with a 
closer review of Mr. Johnson's narrative on both the Grievance Form and addendums 
one could determine that Mr. Johnson may have been filing a grievance and not a 
compliant. 

November 1.2012 (Exhibit 3) 

• North Central Florida Regional Planning Council sent a letter to Ms. McKay at the 
Agency for Health Care Administration informing her that they were in receipt of a 
complaint from Mr. Johnson concerning transportation services provided by 
Suwannee Valley Transit Authority. 

• North Central Florida Regional Planning Council copied Ms. Pra and Mr. Johnson on 
the letter. 

Suwannee Valley Transit Authority was notified no later than November 1, 2012 that Mr. 
Johnson was dissatisfied with transportation services and had filed a complaint. On or 
soon after November 1, 2012, Suwannee Valley Transit Authority should have 
contacted Mr. Johnson and referred him to their "Grievance/Appeal Coordinator for 
processing and documentation in accordance with this Contract and established policies 
and procedures" (Section VIIA.2c). Also, Suwannee Valley Transit Authority is tasked 
by the contract to "provide reasonable assistance to Medicaid Beneficiaries in 
completing forms and other procedural steps" (Section VIIA.2d). There is no evidence 
in the correspondence that Suwannee Valley Transit Authority attempted to provide 
assistance to Mr. Johnson in completing forms and other procedural steps. 

-15-
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November 7.2012 (Exhibit 4) 

• Suwannee Valley Transit Authority acknowledged the receipt of Mr. Johnson's 
complaint in a letter to the North Central Florida Regional Planning Council. 

• In the letter, Suwannee Valley Transit Authority rejected Mr. Johnson's complaint 
due to it being filed eleven days late. 

• Suwannee Valley Transit Authority based its decision on Section VIIB.2b(1) of the 
contract, which reads ''The Medicaid Beneficiary . .. must file a complaint within 
fifteen (15) Calendar Days after the date of occurrence that initiated the Complaint." 

• Suwannee Valley Transit Authority did not copy Mr. Johnson nor Ms. McKay from 
the Agency for Health Care Administration on the letter. 

November 14,2012 (Exhibit 5) 

• North Central Florida Regional Planning Council informed Mr. Johnson to Suwannee 
Valley Transit Authority's response to his grievance. 

• North Central Florida Regional Planning Council copied Ms. Pra and Ms. McKay on 
the letter. 

November 29.2012 (Exhibit 2) 

• Mr. Johnson re-filed his grievance, using the Grievance Form from the Columbia 
County Transportation Disadvantaged Service Plan, with the Transportation 
Disadvantaged Program Coordinating Board Grievance Committee in Gainesville. 

• Mr. Johnson added an allegation that Mr. Steele "did not provide me with any type of 
policy or procedure in order to file a grievance / complaint ... " 

• In the grievance, Mr. Johnson stated, "I am filing this as a Grievance and Appeal." 

November 30.2012 (Exhibit 6) 

• Ms. Godfrey sent Ms. Pra an email with Mr. Johnson's second grievance. 

While there may have been a misunderstanding on whether Mr. Johnson filed a 
complaint or grievance with this October 19, 2012 submission, there should not have 
been any doubt as to the intent of his grievance filed on November 29,2012. Mr. 
Johnson clearly wrote on the Grievance Form that he was filing a grievance and appeal. 
On November 30,2012, Suwannee Valley Transit Authority, at a minimum, should have 
started implementing the grievance process per the contract with the Commission. 

Suwannee Valley Transit Authority should have, 

- Acknowledged the receipt of Mr. Johnson's grievance (Section VIIA.2e) 
- Referred Mr. Johnson to their "Grievance/Appeal Coordinator (Section VIIA.2c), 
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- Offered Mr. Johnson assistance in completing forms and other procedural steps 
(Section VIIA.2d), 

- Referred the grievance to the Columbia County Local Coordinating Board's 
Grievance Committee for a hearing, especially since the grievance was filed 
against a member of Suwannee Valley Transit Authority's Leadership Team, 

- Noticed Mr. Johnson of the right to request a Medicaid Fair Hearing, if applicable 
(Section VIIC.2a(2)(a), and 

- Provided Mr. Johnson with the contact information to pursue a Medicaid Fair 
Hearing (Section VIIC.2a(2)(b). 

Januarv 4. 2013 (Exhibit 6) 

• Mr. Johnson contacted the North Central Florida Regional Planning Council inquiring 
about the status of his grievance and appeal. 

• Ms. Godfrey sent an email to Suwannee Valley Transit asking Ms. Pra if Suwannee 
Valley Transit Authority had responded to Mr. Johnson's grievance and appeal. 

Februarv 14. 2013 (Exhibit 6) 

• Mr. Johnson contacted the North Central Florida Regional Planning Council inquiring 
about the status of his grievance and appeal. 

• Ms. Godfrey sent an email to Suwannee Valley Transit asking Ms. Pra to contact Mr. 
Johnson concerning the status of his grievance and appeal. 

February 27! 2013 (Exhibit 6) 

• Mr. Johnson contacted the North Central Florida Regional Planning Council inquiring 
about the status of his appeal 

• Ms. Godfrey sent an email to the Commission requesting someone from the 
Commission attend the March 6, 2012 Columbia County Local Coordinating Board 
meeting and call Mr. Johnson. 

March 11.2013 (Exhibit 6) 

• Mr. Johnson contacted the North Central Florida Regional Planning Council inquiring 
about the status of his grievance and appeal. 

• Ms. Godfrey sent an email the Commission for the Transportation Disadvantaged 
asking Ms. Somerset to contact Mr. Johnson concerning the status of his grievance 
and appeal. 

• Ms. Pra responded that she addressed Mr. Johnson's grievance and appeal at the 
Columbia County Local Coordinating Board meeting on March 6,2013. 

-17-
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Action 

By classifying Mr. Johnson's first grievance as a complaint and not responding to his 
second grievance, Suwannee Valley Transit Authority denied Mr. Johnson the 
opportunity to have his grievance heard through a formal grievance process. 

The Commission requests the Chair of the Columbia County Transportation 
Disadvantaged Local Coordinating Board schedule Mr. Johnson's grievance to be 
heard by the Coordinating Board's Grievance Committee. If the Grievance Committee 
is unable to convene before transitioning to the Columbia, Suwannee, Hamilton Multi­
County Coordinating Board structure, then the Commission asks that the new multi­
county grievance committee hear the grievance. 

To reduce the likelihood of this occurring again, the Commission for the Transportation 
Disadvantaged will work with all parties to ensure an understanding of the key terms 
and filing requirements of the Grievance System. The Commission will also have 
Suwannee Valley Transit Authority promulgate and circulate its policies and procedures 
detailing the processes of the Grievance System to riders. 

SHivs 

Attachment (Exhibits 1-6) 



Exhibit 1 
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TO: LYNN FRONSO -GODFREY, AICP SENIOR PLANNER 

FROM: LJ JOHNSON 
DATE: 10-08·2012 
RE; SVT OPERATIO :S MANAGER WILLIAM 'BILL' STEELE 

On September 10, 20r2 I , LJ Johnson, called SVT to schedule an appointment. The 

appointment was with the Department of Radiology at Shands Teachir'lg Hospital in Gainesvllie. 

There were two (2) 8!),pGir'ltments there ... one with )I-ray and one with ultrasound. The third 

(3rd) appomtment wa~ with Dr. V. Bird at the Medical Plaza. This three appointments were 

scheduled for Monday-!, September 24th starting at 8:30 am. The person! spoke with at SVT 

was Marsha. 
i 

She stated that SVT d not pick up that early and that 1 should reschedule. J infonned her that 

I did not have that opt o'n, My Doctor was responsible for my appointments and I could not 

change them. Marsha placed me on hold whIle she checked to see what she could do. VVI'Ien 

she returned to the P Ire; I was informed that Peeler Medical Transport would provide my 

transport to my appol tmef\ts. I was given a confirmation number of 525224, 

On Monday, Septem ~r 24th Peeler's Van arrived in my driveway at approximately 6:30 to 

6:45 am. The only Se~ting left available was sitting sideways. I informed the driver that I could 

. not ride that way and ,hat I have a letter from my doctor stating so. The driver then Informed 

me I could ride sitting l3'ideways on that seat. I would nol have any back support for the round 

trip to Gainesville. I iFl10rmed her 'hat was not acceptable. She then cal/ed her dispatch and 

explained what was g~ll'lg on. The driver then Informed me that dispatch was not goIng \0 send 

another van and if I dif not ride with her, r would have to flnd another way. She left, 

During this time my o;i9hbor, Judy Todd, had come outside and was watching and listening to 

what was going on. I ~serl my ceU phone to call SVT and had my phone on speaker phone. 

The office was not yetl o~en so I called another number provided by the automation on their 

phone. I got the numbFr for Pat, the Supervisor for the drivers of SVT. She was not in so (left 

her a message on ht:l~volcemall asking her to call me. I then called a third number of SVT and 

got the Operations M~nag€r, Mr. \Nllllam '8iU~ Steele; onHne. I informed him what happened. 

He said he did not hS'fe a letter in my file stating how I was to ride. He. also inf~rmed me that 

h! was not going to stirrd another driver to pIck me up, that he was gOJng to Write me down as a 

no show. At this point ) informed him I have a witness hearing everything being said. He hung 

up on me and this wa~ at 7:15 am. At approximately 7;20am (five minutes later). Mr. Steele 

called back just a holJ~ring and telling me I was cussing hIm and calling him names. I said Mr. 

Steele, "' have not Cllr'rsad. or caUed you names other than Mr. Steele" At this point he shouted 

at me, and I quote, ' Y'Fu.'re full of BULL SHIT!!!!' 

Judy Todd then SPOk~ up and told Mr. Steele that J had not cursed him nor had I called him any 

bad names. Mr. S1eelE('s response to her was ·YEA. Right!!!' This was shouted at my neighbor. 

He may as weU have aJled her a liar. Once again he hung up on me. 
page 1 
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, 
At this tlf'ne I received ~ return cal! from Pat. the supervisor of the drivers. I explained to her 

~ha.t had happel'led 'npluding what trarrspi:ed ,!"ith Mr. Steele. She told me not to worry about 

It and ·{hat she wO\:l·Id ~end me ·a driver. ThIS drrver would take me to the Lake City VA where I 

would catoh ar.lother ore of their vans·to .go to Gainesville for my appointments. She was very 

professional andsho\to{ecHhat she·cares·a'bsurthe riders. 
! 

Once again, Mr. Steel~ called and told me 'If you want to go to GajnesvlUe, you have to iind a 

way to the VA. Othe,ise t would not be going. I did not tell him about Pat calling. 

When 1-al'Tived at the ~CVA, the ether van did not arrive on time. nil; regular driver had not 

fJlled up the gas tank ~rior to ihat Monday. The icing on the cake, no one had told the sub 

dnver for Ann that sh~ was going to .be offfor Monday and Tuesday and he was supposed to be 

drIving for her, : 

I catled ahead to my appointments explaining I was going to be late for my apPOintments due to 

SVT, At ttlii time, J wars supprlsed to hear Mr. Steele's voice on the radio asking the driver if f 

was 01'1 board. The drlyer said yes an<:l nothing else was said by Mr, Steele. 
I 

By the time I arrived f3r my appointments, j was late. I was ane (1) hour late for the first 

appointment afld th re, {3} hours late for the third (3id) appointment. 

I am making this a torrpal complaint against Mr. WilHam 'Bill' Steele, Operations Manager for 

SVT, i 
! 

There will be a fortncO)"ing addendum per"u1ining to another incident. I am just awaiting 

documentation to con1rm my other complaint. 

Thanking you in adva i ce, _~ ____ ---'-_______ _ 

I 

I 
I 
I 
I , 
; 
1 

Page 2 
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November 1, 2011 

RE; U Johnson 

To Whom It May Concern: 

David G. Fanney, D.O. 

4241 N.W.AMERICAN LANE 
LAKE CiTY, FLORIDA 32055 

[386} 752-2246· FAX (386) 7S(J-'l996 

Mr. U JohnsOr'\ IS 3 patient o(ours who suffers from cervical disc d isease. I would like to request when 

transporting Mr. Johnson, he must filce forward at all times and he is seatbelt exempt. Ifvou have any 

questions regarding Mr. JOt'JnsOll please contact' our office at 386-~S2~2246. 

Sincerelv, 

Oavid G. f a.MeV. D.O . 

Q7CQ7C}QQ,:' q~:q~ Zl~~'6t/Bt 
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To Whom It Concerns: 

Judy V. TOdd 

2.19 'tV E Campus PL. 

LakB City. 1-1.., 32055-6226 

(386)438-5924 

Sep/.. 2412{J ~ 2 

This morning I was outside walking my puppy, I saw Mr. Johnson having problems with the 
transportation that was ~ent to carry him to his-doctor's appointment. The van did not .have the proper 
seating for Mr . .Johnsen, He has to be able to sit facing forward and they only had side seats on this van. 

He then called SVT to address this problem and get it corrected. At about 7:15 AM he reached 
Mr. Steel, the operations director of SVT, he explained thE problem to Mr. Steel. Dur:ng th is tin".e Mr. 
Steel hung JP on Mr. Johnson. Mr. Steei called him back in "about five minutes yelling and accusing Mr, 
Johnson of cursing at him, At no time did Mr. Johnson curse at Mr. Steel or the driver. Mr. Johnson 
told Mr. Steel that he had a witness to this converslltion. At this time I spoke up and told Mr. Steel that 
Mr. jOhnson did not curse. Mr _ Steel 3('\Swered me saying, yea right. this told me thilt Mr. Steel thought 
that I was lying. Mr. SteElI told Mr. johnson 'SuI! Snit' yOu called me a name! He a l ~o told Mr. JohnSon 
that he was going to write him down as a no show. He then hung uJ:) again on Mr. Johnson. 

Mr. steei called Mr. Johnson bac:k in a few minutes and informed him that he wouid have to get 
different transportation ~o get to his doctor today. 

Sincerelv; 

~~A~ -( ;dz&~ 
Judy V. Todd 

P7C/:l7ClqR~ 



~lniteb- ~tate5 ~~mde 

lllLLNUlS(J),i 
Pl.ORJUA 

Mr. LJ Johnson 
237 Northeast Campus Place 
Lake City, Florida 32055~6226 

Dear M:t. Johnson: 

WASr-I1N<lTON. DC £05 \ 0-.()Q05 ' 

December 15.2011 

Thank you tal' c~ntacting my office regax'ding your Medicaid ttansportatiOll issues. I 
appreciate being made ~ware of your concerns and ~~ll be pleased to look into this matter. 

Currently, [am in touch wiLl Suwanne V~lley Transportalion on YOllT behalf, As soon as 
I have a response, 1 will share the results with you. 

Again, thank you. for contacting my office. I want you to know that as your U.S. Senator 
from Florida, r welcome the opportunity to sexve you, If r can assist you wit., any other matter, 
please do not hesitate to let me know, 

8NJrv 
I 1 92&2-2JQ 

Ul1ited Stlites Senator Bill N61~uh, Landmark. Two, 225 Ea6t Robinson. Street. Suite 410, Orlando, f'lol'lda 32801 
TclephOllE:: i407) 672-7101 • 'l'oll·l"1'6~ itl Florida OniJr (ails) 671-409], • fax: (t07) 872-7165 

http://bilhleil;QJl,Senate,gov 

Q7CR7C 1 Clllt' qa:qD 7.t~7./hT/~l 
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:iIIJ. NI~ t.:;flN 
1'),,')1(11)/1 

Mr. LJ Johnson 
237 Northeast Campus Place 
Lake City, l~ Jorjda ]2055-6226 

Dear Mr. Johnson: 

;illuii:en ~u~te$ ~~lurlc 
\~ip..';'JlII"l;'rr H'i. i>C :!o;;t " .. II~IO{) 

January 9, 20 1 t, 
COpy 

Plea.~e accept my apology for the dday in my respoll>c. Tlll'i.nk yuu tor c()n~cting my 
office in regards to your transportation concems. 

in response to my inquiry (lt1 your behalt~ 1 am enclos;Llg a copy ofthe correspondence I 
received from Suwal1n¢e Valley Transit .~:ut1()rity. 1 apprcdatc you giving me the opportunity to 
jook into this issue. 

II'l. :.;an a!>$ist you with any other matter, p!easo do nor hesitate to let me know. 

Enciosl.lre 

Irnit()J miltt111 ~;IlIlU~j\' ailJ NlIIlllllI, 1 .. .urlllmf;l'k ' ['WI', :t.:l,!j t::n~L j{!Jb i ll~"" l :-Irmm. ~l,jt" 4111, UI'jlllldli. l"(lll'id~ :i 21i1J1. 
'J'l)lt')pl~(rrlrj: i'4U7) tJ7~-7'!ti:t. • 'i'uil-I"J:"o jj/j,'lorirJfI CJllly (alHl) \\/1 "(1)H:I • 1"') ;0( ; (~mllin TIOD 

I.H ... . tf!. , 'l ... . I. 

v...,. .r:I'\ T .J .S'\ 

.. 



Venkateshr Rupa (Bill Ne'son) 
....ua.c xa tr · " ..... rlcrC"'ICU77".-c. 1P -=-,.,TZ:......,...., ·~ ... "*1cnr . 

Subje~t: FIN: U Johnson - SV'fA Res;Jonse to Comp:aint 

From: 6unce, ScoLf (Bilt Nelson) 

Sent: Thursday, Decrunber 15, 2011 4: 11 !)M 

To: Venl<atestl, Rupa (Bill Neison) 

Subject: FW: U JOhnson· SVTA Response to Complaint 

From: Gwendolyn.Pra@RideSVfA.com [rnailto:Gwendolyn.Pra@RideSVTA.c.c>rn] 

sent: Thursday, De~mber 15, 2011 10:51 AM 

To: Bunce, Scott (8111 Nelson) . 

Cc: karer .. monroe@RideSVfA:coiT'; gloria.sulllvan@RideSVTA.c:t>m; teresa.Former@RideSV1'A.com; 

shirley. crJbbs@RideSVTA.com 
Subject: RE~ :.j Johnson - S'v'TA Response to Compiaillt 

Rupa, Het;o, Tnank yeu for your inquiry or. our rider, M;, Johnson, l'f you tl.lfnl\ t necessary, r will farwC!rd you our 

response to' the st~t:e complaint, Mr. Johnson ~pends a lot of Lime calling·government offices ,co"nplalning when he'is liot 

/lble to get what he wants, He is artlculate and he is creative in his complaints. 

Mr. Johnson is a medica Id beneficiary and as such, he Is eligible 'for OUr' ·Medlcald tral'lspertatiol1 pr~ram. Ours' is a publlc­

agency frOI11 whkifil we 'seNe tl1r.ee ~>ct:;-eme!lI r:w:af' ~ountjes, appro):imateiy-S50,OOO ,trips p?r year fur elderly .. diSabJetl, 

i!lnd l nd'gent indivIduals .CfS:well es the generaT·,p.ubliC: We transport! aur nld-m; In QUr OWll 'f~eet, as well as {'hose 

of su;bcQt:ltractors, some of whom are Des-s. We make the. ass-Ignments from our scheduling office so that the 

subc;.<:mtracl.tlt t-fips-are staged In t~e .appr.opr,lete county fer the'mQst: cost effective use of our Met!lc.2lid fundS. ~t'. 

JohnS¢n./s -r,ot 90/119 to be hifppy If We sent a chauffellr~ I;al(l for Hlm-. He: fs well known ~ our w4f" b.y . is constant-ano 

abusive dem5nds~ He -speal(S .to"uur trip:d:lorcHna ors (who rr<l<t..xe i3ff0 r.eservations Catfs <t d2lY) '-il'r 9 very condescending 

manner. Our' ladies"are lon~ l:ime emplo~~~ wh~ make every 'iffon: to as!;ist eve yone whe calls. 

We stanG ready bassist U with his trnnsJ~or:taClOti nee-ds, btJr as a rider, Ir~ also has ;;0I'ne- .re.sp~nsib!fjtfe$ In the tIIesiaid 

transport-ation prog(.em. 8eh~JVjng en {'he bus 'and spe.,I'Jng on the-phc:l-ne +1' a-l'lOn.:threatenlng maMe(-fs sometlilng he 

struggles with. r served .several years in COnsttl:Uent servIces for S~ate Sen. Steve Wfse in Jackso.nvlllel (19-92-1GG7), my 

husband is " lot'lg ~I(j)e Chief Aide In ti'le Ftorlda State House, and 1 am intio)ately f?lmillar \.yjth how to assist a nost,of 

IJubJic cQ/lc-;o. Quite frankly, 1 have nev.er dealt Wit[1 suet' a cHscourreous .;aller. r nl:J ~of\ger -allow toy s!1!fi~ to speal( with' 

ti im tJn1esS-flfTO until r.le CM slileak .. jp a normal tone ,aM withol:l'n n5u!15. Tran&pr;;n:aflcn is what we-cc all day long, 12. 

hours II d~\', G days a week. VoJe are glad to help U wIth any of his tr:al)spr.rtatJcn need!; If l1e will C(ropeiCite beJ.ter ·lroiU · 

us and refrain from speaking 50 Inconsiderately tc our ~elephone reservaticns sl:a p, 

Please let us know if we can assist you further In this inquiry, 

Sincerely, 

Gwendolyn Pra, Administratol' 

Suwannee Valley Transit Authority 

1907 Voyles street, S.W. 

Liye Oak, FlorIda 3206"1 
3B6-688-1514 
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Venkatesh, Rupa (Bill Nelson.) .. 

Subject: RE: ~ Johnson" SVTA .~esp'.nse to COMplaint 

From: Gwendolyn Pra 
Sent: Thursday, December 15, 2.011 10:51 AM 
To: Venkatesh, Rupa (Bill Nelson) 
Subject! RE: U Johnson - SVTA Response to Complaint 

Rupa, Hello. li",ank you ror your inquiry on our rider, Mr. Johnson. If you. think It necessalY, r wi!l forward you our 
response to the state complaint. Mr Johnson spendS a lot of time calling government offices complaining when he is not 
able to get what he wants, He;s cllth;uiate and he is creative In his complaints. 

Mr. Johnson Is a medicaid benefic:ary and as such, he is eligible for OUr Medicaid transport<ltion pro~ram, Ours is a :Jublic 
agency from w IcM we serve three ext emely rural counties, approxImately 550,000 trips per year for elderly, dl!;ableo, 
and indigent individuals as wetl as tne general public. We transport our riool'S tn oLlr Ow fleet, as well as those 
of subcontractors, some of whom are D8Es. We make the as.';!gnments from our schedulIng offIce 50 that the 
subcontractor trJps are staged in the appropri(!le county for the most cost effective use of our Medicaid funds. r'1 r. 
Johnson Is not going to be happy if we sent Ci chauffellred taxI for him. He IS well known to our staff, by his :cnstant and 
abusive demands. f-fe speaks to our trip coordinators (who make 300 reservations calls II day) in a ve")' condescending 
manner, Our ladles bre long time employees w 0 make every effort to assist evertone who calls . 

We sta nd ready to assist L1 with his transportation needs, but as a r der, roe aj!O,o has some responSibilities In the ~~edicaid 
transportatlon program. Behavln!'J 6n the bus and speakJng on the phone in a non-threatening manner is something he 
struggles with, We are glad to help tJ w ith any of his transf>0rtation ne~ds if he will cooperate better wIth us and rerrain 
from speaking so inconsiderately to our telephone reservations staff. 

Gwendolyn Pre, AdmInistrator 
Suwannee Valley TransIt Authority 

q~:q~ 1.1MGJGI/Bl 



To Whom It May Concern. 

Mv name is Richard E. Todd and due to' ,mv financial si.tuaiion 1 
~ . 

. 
received rides from Suwannee Valley Transi.t. 01" Should say 

sometimes r,=,C'e1V~ ~airl r!d~~ . 

1 used to !!et these rides from Peeler's Transit and had 110 . 

oroblems with the company. Since Suwannee Vaiiey has 

taken over the rides H 1n House". the quali~ of service has 

fallen way oft: Some davs they arrive as much as two hours 

early sonle days ten minlltes or more late. Some days when 1 

called in tor a ride I wasn1t f!iven a confirmation number and 

when ihe ride wa" late or a no show and r called in. j WR.~n'I 

given help because they had no record of mv reservfrtion. 

Some davs l' got to the aDPomtmel1t and then had to wait as 
. . , 

iong as three. timed hours to receive transport home. 
~ i'ia'N tirnf7'~ r h~n to \JI.T~lk ~ h1()(·v {)1" 11'lfWF> t.., r::tt,...h !;I hllc; 

at another location to get home. In Mv Humble Ouinion. this 

is Wlacceotable. and ··No way to run a rajJroad1" i bus 

Company'\. 

I have sDoken to others who W-ie this same compan.v and 

they report much the same as 1 have experienced with them. 

P1F>~q~ 1('I0k IT't(~ th;~ ~"n. (>nT1'PI't i-hp <;:it1.1~t'0n A ~ A P I 
. , 

a7CQ7ClaQ~ qa:QQ 7. T ~7./~T /~r 
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1. 

2. 

3. 

4. 

G1UEVANCE FORM 

Name of Complainant 

Mailing Address 

Daytime Telephone Number 

Grounds for Gtlevan(;~ 

Please describe the basis fer the grievan.ce, Provide the date(s) of the occurance(s) and 

any supporting documentation. 
0...; £I q • ~~ - 1-2. , #I",,,,,Jr:,.y ' .0.#'0 +1.. •• , Jc.*e :t 1.8 J 0 /Lr., bI-e"., r.tr./J., 'ihc tlQUH-~i'~'" , 

r I 

M("r7C~~t(/f sll-r..... mi . pf..'IIJy .... lllin' >Yee Ie ., /;/1./, st.·A, d«J.;1e+ iW1t!lj.d.e -Ute. 

",'''' .i'~ .f 1"):'1:t f?",J..~;A ""Je/! I.:.:h.~~;~:· -:-_ :e:./P;" ;yle;",/ 

JXt/a,Ik'" 5r1 T Py ~MV ,r) ~ ,;:.,~.':t:~~ .t .& h ·t ~~ :,W;r~f#n. :£ 

M~ffAd .. .J lrp '? .all/eM/.AIA Li. =.L, ~:J f'1~;;Lflp;:.iAw','~ 'c"l6tdl 
I ~ (. ... fa ,j... &'",1 .. ", 1 vilftFjl;:~4 it .),(J~" ~w ,,'1 rh p'.&,c..e" J 'I' ~~_e 'J~;'~ 3 - / ;'I)~ < 

5, IrnDtovemonts'l'Jeeded I~..., f J,""J .f~,J ",1 tI d.I',e""",,,e, .l!.::...J fteeuJ..:. 
Please provide aJ" explanation of the improvements needed to addr~,,!) the grievance. 

kf4'l J.vd. .f,(y ee'Y? -I- ..,:e .. P'f t.. 1~~/th tJ;.~ ll"i!.eV?tY.loe fpt'-H1 -pttJ t I'tf,tU,k.J __ 
C)ld I,,,,.. 611 i 2:el1=-. P ilt+dCi Il' S, kite a'h le:-1C?t-t1. ;t, .L. .. l '" t-Ff1vu l;y 

6, ~;:::':~f~:;1:7:nf,:;r~F..::·:-~"CP;;~ do brL 

PLEASE SUBMIT TO: 

ZQ l2:e 39ttd 

Transportation Disadvantug~ Progwm 
Coordinating Boaed GrievrtJlcc Comm.ittee 

2009 N. W. 67th Place, Sllite A 
Gainesville, Florida 32653·1603 

: Set!. ~VI,&-II~cJ. C-t>(,t'ct. 

;/1t, n 114-1'11: '-' V'.\~H "" " oJ. /;, s.:l '( h~ ~ e:.. va:P + Jnr:f'I po 1'/1 ~.1. ",;Ii '-H.t ~ t.""'(:IIA<Ae<!. 

>J de! t". fi'1 ·~J..r"<'I:d r'~11 #e~/,'Ab ~!JeWi " "1'hf.s ~j' ;,."1(( J .fr~f' j;,.. Aelc..,;J. 

+r " r 4h",.-\,· ,,,,c\~ck.J C.t. COW1/V.;,,;-t po(.('J ,) 9f"i(.IA-"~ prvtl'!J, (Api tJ(f~?tlp,rp(,eJ{ 

~ 15. .I., tk.e. )1~J;~;J FI:t,'r If","'i"/~ t.JJ~~m :+fvff- ~vr /5 $<sfd,r1,J,-!", 

Cin() ~LC(,e 7V .J" {r' 

J 
\ ,(.~ >' }IeJ~ CPI;J ~t e;i ~ 

prpv ().e 't9 10 

X'i1W30I..:i;:lO al!;BZ:~L98E 
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Cent:--a! 

Florida 

~egional 

Plsrtn:ng 

Council 

November 1,2012 

Ms. Alana Yl"cKay, Senior Human Services Program Specialist 

Florida Agency for Health Care Administration 

14101 NW Highway 441 

Alachua, FL 32615 

RE: Medicaid Non-Emergency Transportation Program Grievance System 

Dear Ms. McKay; 

The North Central F lorida Regional Planniog Council received the enclosed complaim from LJ Johnson 

concerning transpoltation services provided b Suwannee alley Transit Authority. After re 'iewing Jvu. 

Johnson's complaint, we detennined tbat his tranportation \~as sponsored by the Florida Agency for 

Health Care Administration !'v1edicaid Non~Emergency Transportation Pwgram. 

Suwalmee Valley ransi! Authority is the Subcontracted TranspoltatioJl Pro ider for the Medicaid Non­

Emergency Transportation Program in Colum.bia CoUnty. After reviewing the Medicaid Non-Emergency 

Transportation Subcontracted Transportation Provider Contract, it is our understanding that Suwannee 

Valley Transit Authority is reqllired to ba e in place a Grievance System for :vied icaid trips that includes 

a complaint process, grievance process, an appeal process and access to the Medkaid Fair Hearing 

system. Therefore, we are forwarding the enclosed written complaint to your office for further 

processing. 

Thank you for your assistance in this matter. If yon have any questions, pjease do not hesitate to contact 

Lynn Godfrey, AICP, Senior Planner at extension 110. 

Sincerely, 

~ c72 /c:--
--' ---=-/~ . ( -.". 

Scott R. Koons, AICP 

Executive Director 

Enclosure 

xc: Angela Cavanaugh, Florida Commission for the Transportation Disadvantaged 

Project Manager Area 2 

LJ Johnson 
Gwendolyn Pra, Suwannee VaHey Transit Authority Administrator 

Dan Zeruto, Florida Commission for the Transportation Disadvantaged 

Medicaid Customer Service Representative 

t\iynn'"w J 2\cQlumhi3\lett~n\svtagrlcylei rioe 

O~Jd ;Catecj t;c jmpro\.~lng t:·~e at..Bfity o f ICe of ct"· ~: Pegion's G,-::~:zer:s, 

t?y coord:na"!;:ng S O;.N'"Ct ... rr15-egf;rT"U'.3nt70. ~I"c::ec:~irg r'e~-:l{onG1 :""'e~;Gf . .:r·C96. 

preY"noting e~ancrnic de '..! sf :-".:p r-nent; a r,d p,..cvtd,ng cachnlcF.lI ser-.,nces t~ k)cs; ~;-'ver·nr·le :-·t;5. 
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TO~ 

From: 

Subject: 

Date 

SUWANNEE VALLEY TRANSIT AUTHORITY 
1907 VOYLES ST" 5, W. 

LIVE OAK, FLORIDA 32064 

Scott R. Koons, NCFRPC 

Gwendolyn Pra, Administrator, SVTA 

Complaint Filed by Mr. L.J. Johnson 

6 Nov 2012 

"' ..... ~ ...... ~ ..... ...... ~ • . _ .......................... . .-. . .................... .-,._ . . ... ....... . . .-" • • " .. ........... 0 . .. . ... . . . . ........ ...... •• "f'0 • • •••• • _ . .. ..... ........ ,. ,..~ • ••••••• 0 ...... . . . 

The purpose of this memorandum is to acknowledge receipt of the complaint made by one L.1. 

Johnson. The North Central Florida Regional Planning Council (NCFRPC) forwarded the complaint to 

AHCA because the complaint is "Medicaid based". 

Based on the documents received from the North Central Florida RegionarPlanning Council, SVTA 

determines that Mr. L. J. Johnson filed his complaint on 19 Oct 2012. [See the date of the fax from Mr. 

L. J. Johnson. Fax was sent from Office Max, 243~~. UD, Hwy 90, Lake City, Fl (386}-5288S28J. A 

follow up phone call to Lynn Godfrey confirmed that NCFRPC did In fact receive the complaint on that 
date. '. " 

. . . ~ ,.;., "- .... ~. 

Since the complaint is being made undel! t~e p;o~~;~ns the Subcontracted Transportation Provider 
1 ~( 

(STP) contract dated FV 2012-2013, SVTA accepts,the coPlp.I.C;lirit as a "Medicaid" complaint and will 

respond in accordance with the provisions und(!r the c(iritra~ . ,~ 

In accordance with (lAW) Section VIIB.Z.b(l) .of the contract: 

" ..•. The Medicaid Beneficiary or'a representative.ofthe Medicaid Beneficiary, 
acting on behalf of the Medicaid Beneficfaiy'and with the Medicaid Beneficiary'S 

written consent, must file a. comp/aint within fifteen (1-5) Cafendar Days after the 

date Of occurren'ce that initiated the co~plai~t." (See pg 55 of the contract) 

In his initial letter L J. Johnson complains that the act that initiated his complaint took place on 24 

September. Mr.l. J. John'son filed his "Medicaidn Complaint with the NCFRPC on Oct 19, 26 days 

AFTER the day that the initiating action took place. That is 11 days outside the time frame as allowed 

by the STP contract. 

Should NCFRPC wish to file Johnson's complaint on his behalf, the filing is even further outside the 

filing window. Therefore, since Johnson has failed to file his complaint in a timely manner, SVTA 

rejects his complaint in accordance with Section VIIB.2.b(1) and reaffirms the statements made by the 

Administrator in electronic mail response to an earlier complaint filed with Senator Nelson. 
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In consideration of the leB, we provide the following information: 

When Johnson made his transportation appointment on 10 Sept, he never related to the SVTA Trip 

Reservationist that he had any special transportation requirements. Pursuant to his request, 

transportation for Johnson did arrive to his pickup location in time for him to make his scheduled 

appointment. Johnson declined the trip and per the contract rules, he was marked as a "No Show". 

Despite Johnson's extreme abusiveness towards both the contracted trip provider and the Director of 

Operations, Mr. Ste.ele went out of his way to secure transportation for Johnson. Though SVTA was 

well within its rights to not transport Johnson that day since he refused the initial transport, he was 

essentially a No-show. However, SVTA did make another, alternate transportation available - that 

very morning - and we did get Johnson to Gainesville in time to be seen for his appointment! This 

resulted in our paying for two trips that should only have been one. 

It is my understanding that Johnson is a 20+ year chronic complainer who is does more than place his 

demands for 'private taxi service' on his schedule. He then complains to any government official or 

agency when his demands are not met. On far too many occasions when Johnson calls in to make a 

reservation and is informed ofthe rules, procedures and policies, he berates and curses loudly at the 

SVTA employees. Johnson's treatment of our staff is unacceptable and his caUs are to be forwarded 

to management for handling. We have spoken to the Sheriff about his threats with guns, and we are 

prepared to ask the CTD's support In our wish to seek a Restraining Order from the State Attorney 

should he continue his threats to the agency's security. 

We would prefer to have a good relationship with Mr. Johnson so that his transportation experience 

could be as pleasant as possible. If he would work with us, and observe the standard procedures that 

other riders are fol/owing. The agency and the trip vendors would like for employees to be treated 

with simple courtesies and respect. It is against the Florida law for individuals riding public transit 

buses to verbally or physkaUy assault public transit bus operators. This is a long-standing problem 

and we simply cannot treat Mr. Johnson with all the special considerations he demands. 

GHP/ll/7/2012 



Exhibit 5 

-39-



-40-

i=legicnal 

Planning 

COl.lncU 

November 14,2012 

Mr. LJ Johnson 
237 NE Campus Place 
Lake City, FL 32055-6226 

RE: Medicaid Non-Emergency Transportation Program Grievance System 

Dear lVir. Johnson: 

The North Central Florida Regional Planning Council received the enclosed response from Suwanne-C 

ValJey Transit Authority concerning the written complaint you submitted concern ing Medicaid NOrJ­

Emergency Transportation services. 

If you have aTlY questions concerning this matter, please do not hesitate to contact Lynn. Godfrey, AJCP, 

Senior Plarmer at extension 11 O. 

Sincerely, 

sq. f---f( --.:>-$: 

Scott R. Koons, AICP 
Executive Director 

Enclosure 

xc: Angela Cavanaugh, Florida Commission for the Transportation Djsadvantaged 

Project Manager Area 2 
Alana McKay, Agency for Healr.,~ Care Administration Medicaid Area 3 

Gwendolyn Pra, Suwannee Valley Transit Authority Administrator 

Dan Zeruto, Florida Commission for the Transportation Disadvantaged 

Medicaid Customer Service Representative 

t: \I ynn\!d 12\columbia\letters\l jgricv reslet doc 

Oed catec} toG lr~-,p~~o·../;·;""'!Q t"~6 qua!rt;y c.~ i ife of tllE Peg 'or-;',<;: c;t;zer.s j 

b.:/ c':Jo:--di,-:f3t";:ng gf"CiV':lCh ~T!a : ~Qge;jl"=H"""'t. p:""ote.ct;ing r'egion~! rss.:Jur;:;es 

prO~'Tl~:H,";i!'g ect.;lnor.;:~ dsva~:lprr',Ent 5"'~:j ::::;r-'ov c:I',g teOh:'liCt.~! ser·.;ices 't·o rcn:.:s; ~~(:h/".~rr,rr-·,e!its. 

j 



TO: 

From: 

Subject: 

Date 

SUWANNEE VALLEY TRANSIT AUTHORITY 
1907 VOYLES ST., S.w. 

LIVE OAK, FLORIDA 32064 

Scott R. Koons, NCFRPC 

Gwendolyn Pra, Administrator, SVTA 

Complaint Filed by Mr. LJ. Johnson 

6 Nov 2012 

...... ~ ..... ....... -................ ...................................................... ...................... , ....... ' .......... ~ ........ ... -. . .-.... ~ ..... " ...... .... '"' ........ . 

The purpose of this memorandum is to acknowledge receipt of the complaint made by one U. 

Johnson. The North Central florida Regional Planning Council (NCFRPC) forwarded the complaint to 

AHCA because the complaint is "Medicaid based". 

Based on the documents received from the North Central Florida Regional Planning Council, SVTA 

determines that Mr. L J. Johnson filed his complaint on 19 Oct 2012. [See the date ofthe fax from Mr. 

L J. Johnson. Fax was sent from Office Max, 243<\ W. UD Hwy 90, lake City, Fl (386)-S288528j. A 
~ """. 

follow up phone cat! to Lynn Godfrey confirmed that" NCFRPC did in fact receive the complaint on that 
I • 

date. . . ' 
,"'~ 

,_ . .. L' ;' ~ , 
,":.1. .. .... 

.. · r .... . 

Since the complaint is being made under! the provisions the.~bcontracted Transportation Provider 

(STP) contract dated fY 2012-2013, svr ~ accepts: the co(i1Rl~h:if as a "Medicaid" complaint and will 

respond in accordance with the provisions under the cO'ritra.~~.' · 

In accordance with (JAW) Section VHB.2.b(lJ of th~ contract: 
u • ••• The Medicaid Beneficiary ora rep'rese".tative~of the Medicaid Beneficiary, 

acting on behalf of the Medicaid Benefidary and with the Medicaid Beneficiary'S 

written consent, mustjiJe a c:ompJoint within fifteen (1-5) Calendar Days after the 

date of occurrence that initiated the complaint." (See pg 55 of the contract) 

In his initial letter l. J. Johnson complains that the act that initiated his complaint took place on 24 

September. Mr. l. J. Johnson filed his "Medicaid" Complaint with the NCFRPC on Oct 19, 26 days 

AFTER the day that the initiating action took place. That is 11 days outside the time frame as allowed 

by the STP contract. 

Should NCFRPC wish to file Johnson's complaint on his behalf, the filing is even further outside the 

filing window. Therefore, since Johnson has failed to file his complaint in a timely manner, SVTA 

rejects his complaint in accordance with Section VIIB.2.b(1) and reaffirms the statements made by the 

Administrator in electronic mail response to an earlier complaint filed with Senator Nelson. 

-41-



-42-

In consideration of the LeB, we provide the following information: 

When Johnson made his transportation appointment on 10 Sept, he never related to the SVTA Trip 

ReselVationist that he had any special transportation requirements. Pursuant to his request, 

transportation for Johnson did arrive to his pickup location in time for him to make his scheduled 

appointment. Johnson declined the trip and per the contract rules, he was marked as a "No Show". 

Despite Johnson's extreme abusiveness towards both the contracted trip provider and the Director of 

Operations, Mr. Steele went out of his way to secure transportation for Johnson. Though SVTA was 

well within its rights to not transport Johnson that day since he refused the initial transport, he was 

essentially a No-show. However, SVTA did make another, alternate transportation available - that 

very morning - and we did get Johnson to Gainesville in time to be seen for his appointment! This 

resulted in our paying for two trips that should only have been one. 

It is my understanding that Johnson is a 20+ year chronic complainer who is does more than place his 

demands for 'private taxi service' on his schedule. He then complains to any government official or 

agency when his demands are not met. On far too many occasions when Johnson calls in to make a 

reservation and is informed of the rules, procedures and policiest he berates and curses loudly at the 

SVTA employees, Johnson's treatment of our staff Is unacceptable and his calfs are to be forwarded 

to management for handling. We have spoken to the Sheriff about his threats with guns, and we are 

prepared to ask the CTD's support in our wish to seek a Restraining Order from the State Attorney 

should he continue his threats to the agency's security. 

We would prefer to have a good relationship with Mr. Johnson so that his transportation experience 

could be as pleasant as possible. If he would work with us, and observe the standard procedures that 

other riders are following. The agency and the trip vendors would like for employees to be treated 

with simple courtesies and respect. It is against the Florida law for individuals riding public transit 

buses to verbally or physically assault public transit bus operators. This is a ',ong-standing problem 

and we simply cannot treat Mr. Johnson with all the special considerations he demands. 

GHP /11/7/2012 
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Somerset. Karen L. 

From: 
Sent: 
To: 

Lynn Godfrey [godfrey@ncfrpc.org] 
Monday, March 11> 2013 9:45 AM 
bucky_nash@columbiacountyfla.com 

Cc: Marlie Sanderson; Scott Koons; Gwendolyn.Pra@RideSVTAcom; Somerset, Karen L.; 
ljjohnson5714@yahoo.com 

Subject: FW: Amended Grievance 
Attachments: Ijjgrievamend.pdf; Ijgriev2. pdf 

Good Morning Commissioner Nash: 

Per Mr. U johnson's request at the March 6, 2D13 Coiumbia County Transportation Disadvantaged Coordinating Board 
meeting, the foilowing correspondence was sent regarding the grievance he filed concerning Suwannee Valley Transit 
Authority . If you have any questions, please do not hesitate to contact me. 

~ 
i CU,,", .c ..- j 

~-~..,. 

Lynn F,anson-Godfrey, AICP 
Senior Planner 
North Central Florida Regional Planning Council 
2009 NW 67th P{ace, Gainesville, FL 32653·1603 
Voice: 352.955.2200, ext. 110 
Fax: 352.955.2209 

PLEASE ~·jOTE.. POilca ~as ~ Vf'.".f b:-::~a.C pub!ir. records lsvi f ... ios:~ \,~.fritBn (:c!'1mLinicatlcns to o~ fro!":' gQveminen1 cffiCia!s »-egarding goven-Ime:"!t business are 
QUbiic re~or{].s avaUable to 'the ~ubH~ and medIa upon :-e-q:..:es1, Y0-ur ~·m8lj ':Q~mnlJnications. may be: subJ{?Ct tG public disGlosure 

From: Lynn Godfrey 
Sent: Wednesday, February 27, 2013 10:04 AM 
To~ karen .somerset@dot.state.fI.us 
Cc: Marlie Sanderson; Scott Koonsi (angela.cavanaugh@dot.state.fl.us); dan.zeruto@dot.state.fI.us; 
Gwendolyn .Pra@RideSVfA.com; Alana McKay (mckaya@ahca.myflorida.com) 
Subject: FW: Amended Grievance 

Good TViorning [<aren: 

Mr. U Johnson caBed our office this morning about his appeal (please see messages below). He requested that a 
representative from the Florida Commission for the Transportation Disadvantaged attend the March 6, 2013 Columbia 
County TD Board meeting to address this issue. Would someone from your office please contact Mr. Johnson at 
386.4.38.5728 about the status of his appeai? 

Thank you for your assistance . 

Lynn Franson-Godfrey, AICP 
Senior Planner 
North Central Florida Regiona( Planning Council 
2009 NW 67th PTace, Gainesville, FL 32653·1603 
Voice: 352.955.2200, ext. 110 
Fa)(: 352.955.2209 

P:_EASE NOTE: ;=;0;'1(;8 flitS a very bro~d Dubhe records: lav·j !i.-lest writie;l CO!llrrHl.llc:at:ons to or fi'er; goven)rne::f officia!s regBrding government busine~s sue 
f,)ub[lc recordS avaHabie if.! the public; and media upon request. Your e-m~H cornmunicanlJns li"':ay be subject to p;.;blic disc;osure 

-------~-------.. -----------.----------~.----~-~- ----
From: Lynn Godfrey 
Sent: Thursday, February 14, 2013 3:38 PM 
To: karen.somerset(clJdot.state.fl.us 
Cc: Marlie Sanderson; Scott Koons; (angela.cavanaugh@Jdot.state,fl,us)i dan.zeruto(Qldot.state.fl.us; Alana McKay 

1 
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(mckaya@a hca .myfiorida.com); Gwendolyn. Pra@RideSVTA.com 

Subject: FW: Amended Grievance 

Good Afternoon Karen: 

Mr. U Johnson called our office this afternoon regarding the appeal he filed in November 2012 concerning his grievance 

(see messages below). Would someone from your office please call Mr. Johnson at 386-438-5278 concerning the status 

of his appeal. 

Thank you for your assistance. 

Nbr-:i, 

C" .. .... t;.r' n t 
1 Fln,.jc$O 

~n91 ,",-,,"1 

P nn""'9 
.1 C~('IU 

'.---..;.~ 

Lynn Franson·Godfrey, AICP 
Senior Planner 
Nor/II Central Florida Regional Planning Council 

2009 NW G7tl1 Place, Gainesville, FL 32653·1603 

Voice: 352.955.2200. ext. 110 
Fax: 352.955.2209 

PlEASE r:;TE. Florida has a. very broad pubHc reccrds lav.;. Most Ya!tte:-' GurnmUnlceTlOns to cr frem ·~OVelTlrnenr officials regarding govern:nent ~usrr.e~s (ire 

vu~UC' ~ooids rll..'rlHable to ths publiC and rfledia UpOi"! request \(ou: e~rnaH ccmmtii1!c~iions I)'ioy t:e ::Juject [0 public di3croS!JrE: 

---~-,-------------~ -----------_._--------- - ----_.-
From: Lynn Godfrey 

Sent: Friday, January 04, 2013 11:11 AM 

To: Gwendolyn .Pra@RideSVTA.com 

Cc: Marlie Sanderson; Scott Koons; bill.st-eele@lRideSVTAcomi LJ Johnson (ljjohnson5714((i)yahoo.com); Alana McKay 

(mckaya@ahca.myfiorida .com); karen .somerset@dot.state.fI.us; Holmes, Steven 

Subject: FW: Amended Grievance 

Good Morning Gwen: 

Mr. U Johnson called our office to inquire about the status of his appeal {below). PleaSe let us know if SVTA has 

responded to ?v'lr. Johnson's appeal. 

Thank you for your assistance. If you have any questions, please do not hesitate to contact me. 

Lynn Franson-Godfrey, AICP 

Senior Planner 
North Central Florida Regional Planning Council 

2009 NW 67th Place, Gainesville, FL 32653-1603 

Voice: 352.955.2200, ext. 110 

Fax: 352.955.2209 

PLEA.SE NOTE: Fiorida has a very broac put:ifc records law. rvlos~ written Goml11unrGarior.S tG or from govemmB"it officials regardil1g gO'J8fflmefit 8uslr.e£s are 

public recoide 3vgf!ab1a to the public ana med~i.1 upon f£'quest. Y()ur e-m~iJ commuriicatiolis may be subject to public disc:osure. 

From: Lynn Godfrey 
Sent: Friday, November 30,20129:32. AM 

To: Gwendolyn.Pra(oJRideSVTA.com 

Cc: Mariie Sanderson; Scott Koons; (angela.cavanaugh(clldot.state.fJ.us); Alana McKay (mckaya@anca.myflorida.com); 

bill.steele(Ci)RideSVTA.com; l.J Johnson (ljjohnson5714@yahoo.com); karen.somerset(cl)dot.state.fl.u5 

Subject: Amended Grievance 

Good Morning Gwen: 

Attached is an appeal filed by Mr. U Johnson concerning Suwannee Valley Transit Authority's response to his grievance. 

A!so, attached is Mr. Johnson's original grievance. Mr. johnson states that he has never been provided with SVTA's 

2 
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Medicaid grievance process as required by Section III Medicaid Beneficiary Services A. 1. a. and b. of the Medicaid STP 
Agreement. We are forwarding Mr. Johnson's appeal to your office for further processing. 

Please let me know if you have any questions or need any additional information concerning th is matter. 

{~\~_ .u.... _ 

NOt-lj.h . I 

, C ,uf'\r.;t""a l i 
Ro.l't\dn : 

.I: f:cvgfo.not 
~ PIl'tnni t"1 * "i 
~ c ........ ..t, _ . 
~~ 

Lynn Franson-Godfrey, Alep 
Senior Planner 
North Central Florida Regional Planning Council 
2009 NW 67th Place, Gainesville, FL 32653-1603 
Voice: 352.955.2200, ext. 110 
Fax: 352.955.2209 

P,-E.A.SE NOTE: Florida has a veri broad public records law. i,,~ost W!""tte'l communications to or frorY: government officia.is f€gan}lng govel:1t11€f1i ;::;usiress ale 
:'..lu.aHc records ava;labie to the pnblic and media upon request Your 8-Hlail COrTimUlifCaHons lTI3y ~e subjcct to Dublic DISClosure, 

3 
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Zenato,pan 
-=c:tI!I! 

From: 
Sent: 
To: 
Ce: 

Subject: 

Karen: 

.:It:!bIOLtlOLtJ 

Lynn Godfr9y (godfrey@ncfrpc.org) 
Wednesday, Aprf110, 2013 11 :44 AM 
Somerset, Karen L. 
Marlie Sanderson; Scott Koons; Cavanaugh, Angela; GW1~ntll~Nn 

Zeruto, Dan; mckay&@ehca.rnyflorida.oom; Martin, Christine 

FW: Suwanne Valley Tmnsit 

uest, we are forwarding ttM! message below from the 

If you ha~e any questions concerning this matter, please do not hesitate to contact me. 

Lyn" Franson-God1'rey, AICP 
SeniM Plan"",. 
NtJtfh CMfIWI Rorida Rogion.' Planning CouflCii 

200f NW 67th P*e, s.Jnesttlll., Ft.. 32851-1603 It. " ~ 
VoiI;e: 352.95UZOO, en 110 IV' 
Fax: J'2.955.2~ f 

your office. 

PLEASE NOte: FlaM., l18li a vlWJ broil!! public rwcol'dsl3w. Most writlll" comnn.~ to Of' from govommem. ofllc181, regarding gouernment buSiness are 

public l'eCOn,tll ~ilabl. to the public and It19dlII IJpon reqUI!!st. Your e-man tomnll.l~.Ianr. may he $ubject III p.JblIc ditelOSur<l. 

---~.---.-----.----~.~.--.. ---..---------------~-
From: Martfn, Christine E. [IImlIm:w~e@Shands .... l.IfJ.&sWJ 
Sent: Wednesday, Aprl/10, 2013 11:11 AM 

To: Lvnn Godfrey 
Subject: FW: SUWanne Valley. Transit 

From: Martfn, OIrfstine E. 

!~t~rlt'm':ont from Suwannee VeJlev Transit to cancel an appointment fO. 
us we informed him that hiS appointment was cancelled. He said that he did not cancel 

it a us not to speak with them in regards to his appointments in the future. We placed a flag on his accouht so 

that we may only speak with him. 

Thanks, .' 
Elise Martin 

Elise Martin 

UFP Access Center Supervisor 

352-265-8240 

1 
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today frustl'1ted with SVT. He stated SVT committed fraud by impersonatiflg themselves as. 

thev contacted the doctor's office to change his appointment time on February 14, 2013 at 8am to 9am. 

He is tired of SVT tryin, to dictate when he can receive medical attention. He is requesting his 8am appointment be 

reinstated, and transportation service be provided. 

___ . ..r_ ..... ..,._.----..I. __ "... . 

From: Zeruto, Dan 
Sent: Wednesday, January 30/20133:31 PM 

To: 'gwendoI~.com' 
. Subject: RE:~edicilid Complaint, Columbia 

I forgot to include he is ,~questing a riders handbook. 

, --.--"--.-,,----,~---.~~. 

From: zeruto, Dan 
Sent: Wednesday, January 30, 2013 3:20 PM 

To: 'gwendolvn.pra@r1desvta.€om' 
Cc: Somerse~ Karen L.; Scheller, ViCki; cavanaugh, Angela; Shawn Daniel (Shawn,~b) 

Subject:_Medlcaid Complaint. Columbia 

Hi Gwen, · 

I received a call 

He stated, SVT is trying to chal:lge his medical appOintment $cheduled for Feb. 14, 2013 at 8 am to 9am without his 

consent. He wants his original time of Sam to be reinstated. SVT has no right to contact his doctors and change his 

appointment times without his consent. He is tired of SVT dictating when he can receive medical transportation services. 

In addition, he wants to know the status on an appeal he filed last year. 

Please investigate the concern and respond back to us with your findings, as well as the 

actions taken to resolve the customer's concerns. 

Thank you .. 

~!!'~ 
Medltaid Specialist Ombudsman 

florida Commission for TransPortatiDn Disadvantaged 

605 Suwannee St.,MS 49 

Tallahassee, FL 32399-0450 
Phone 850-410·5721 
Fait 8500410-5752 
Email: slan.;eruto@dot.state.fI.us 

I). tfj 
'., ~ 

Join us ~n Facebook or on the web. 
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. ', 

DEP~RTMENT Of HEALTH AND HUMAN SERVICES 

OFFICE FOR CIVIL RIGHTS (OCR) 

HEALTH INFORMATION PRIVACY COMPLAINT 
YOUR LAST NAME ' 

, -;Jf) t."~D "" 
HOME PHONE (Please Include are:! code) 

J - '3g'-C138' ... 5~ 78 
WORK PHONE (PIeaSfl Ineluoe area code) 

N/A 

Are you filing this'complalnt forsomeono else? 0 Yt!$ ~o 
, If Yes. whose health informatton privacy rights do you believe were violattd? 

FIRST NAME "" • , , I LAST NAME 

f.,.., App_.; OMI No, alMlOoO~', 
$fte OM!! e~ OIl Fle\leIM, 

~I ~~~~~: • 

_. ~..:............ t 'J .II,·.~,a.-" 

--- ---• • • .' I' • . ' ~ 

,,' " , ' " j : .... ", ' .'." ..... . . . 
~ Of • "... . I " , • • :,'. " &. " " •••• • ,' . • -.. .,.. '." ', " "~ , • • ' . • • . ' .' • " 0' . • r • • 

Who (or whit agenl:Y or organization, e.g., provider, health p;an; ~o you .be'!leve VIO'.~t'd your'tor som~ ~.e·s) he~lth 
Information privacy ·rights or c;ommitt&d another violation of ttie .privacy ,Rule? ': I .' , . • •. ' '" ~.. . .'. . ,. '. . '. ' •. 

PERSON I AGENCY rdRGA'NllATiON " . • ' .' 

STREET ADDRESS 

STATE ZIP PHONE (Plaut: Indude prea coda) 

FL J .. BIJ()-2Sg .. 72'7 
When do you be leve that th. violation of health information privacy right. occurred? . 
LlSTOATE(S) (?~ D" fit!"..; ~ O~ .. "",-/3 

Filing a comDlalnt w OCR is voluntary, However~'without the information requested above~ OC~ may be unable to proceecJ-with your. 
complaint. We collect this Information under authority of the Privacy Rule Issued pursuant to the Health Insuran~ Port ability and 
Accountebfllty Act of 1996. We will U$8 Ihe information you provide to determine If we heve Jurisdiction and, if so, hOW we will prCX:8SS your 
complaint Information submitted on this form Is treated confidentially and is ptOtected undfir the provisions of the Privacy Act of 1974. 
Names or other Identifying information about indlvtd\J8ls are diaclosed when it Is necessary for Investigation of possible heaKh inforrnBtlon 
prllJ!lCY violations, for Internal systems opera lions, or for routine uses. which Include disolosure of information outside the Department for 
purpose9 associated withl h'balth information privacy compliance and a9 permitted by law. It Is illegel for a covered entity to intimidate, 
threaten. coerce. discriminate or retaliate against you fof' filing this complaint or for taking any olher sctlon to enforce your righl1i under the 
Privacy Rule: Y~u are not required to use this form. You also may write a letter or submit a complaint electronically with the same 
information, To submit an electronic complaint, go to OCR's Web site at: ~,b§,gQv/ocr/pnvacv'bJ.IliIB£!;..QrnplalntsllrutelIJ.l!m!. To 
mail a complaint see reverse page for OCR Regional addies&es. 
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. . 

07/09/2013 13:14 3867528528 r-I-\\X. .I.::l/.l.0 

The remaining Information on this form Is optional. Failure to answer thftevoluntary 
questions will not affect OCR'. doc:l.lon to praces your complllnL 

00 you need special accommodations for OCR·to communicate with you about thIS complaint? (C~ all that apply) 
o Braille 0 Large Print 0 CIiI8t'el1\! t.pe "g Computer dl$lletre 0 E~rQnk; m~1 0 TOO 

o Sign language Interpreter (specify langullge); N ~ 
o Foreign 18nguage interpreter (spec:lfy lenguage): 7 \ DOItlor: 

If we cannot reach you directly, is u,e·re·,'omeone we·cin·contact to helPUs reach you? N,. 
FIRST NAME LAST NAME 

HOME PHONE (Plee&e incll,lde erea coda) VVORK PHONE (Please Include area code) 

STREET AI;)DRESS CITY 

.. ; ,,: 
A •• • 

STATE ZIP E-MAIL ADDRESS (If avallabla) 

Have you filed your complaint anvwhere ease? If so, please pravlde the following. (Attach addItional pages as needed) 
PERSON I AGENCY ( ORGANIZATION I COURT NAME(S) , I I 

S~4""J.. 1f.AC.z",'", I'l,,, .+-,.1 ($TH~ ill c..,,",~,,;Jl~ ~il~J. .", ~'''fllti"ff,;;l".flter.kl-e F'Z!8 i-IJl 
DATE(S),FILEO fh . A. ~ II.J. $ 11_' CASE NUM6ER(S) (Ifknow,,) 
~ DOfit/f- ~JII"" .. f.f,,,rt:/-,c,. e ,. k. ,'J "".1 .',,,,, O').-/~" I. • 

TO heip usbetter serVe-the pUb'iic, 'pieasf 'proVlde the fOlloWing Infornuatlon for the peraon yoU iiei'ievi' had their hellth 
Information privacy rightS vlol.ted (you or the Rel"SOn on .whoee bahalf 10U are filing), . ' 
CTHNICITY (select one) . '~ACE }ae~ect one or more) ... . . . . .' • . ,:. ". . 

o HispanIc or LaUno !i2rArnerican Indian or Alaska Native 0 Asilin 0 NaHve Hawaiian or Other Pacific Islandar 

o Not Hispanic or Latino , '0 Blpck or AfrIc.n AmerICan 0 White 0 OIhef (specify): _________ _ 

PRIMARY LANGUAGE SPOKEN (K other th"n English) 

How did you le:.rn ibout the Qmce. fOr Clvli,Rlritrii1-: ' . . ••.•• , 

g'HHS WebsiteJlnlernet Searcn 0 FtlmilylFriendlAssodato 0 RaHg!oualCommunily Org 0 Lawyer1Legal Org 0 Phone Diteetoty 0 emplo~.r 
o FedlSteteJl.ocal Gov 0 HealtllC3re Prvv1derlHealth PI.,n 0 OonferenWOCR·Ii;oCh~re '1' 0 Ot~'(i;~ciry): . , 

To mail 'a' compli lnt, please type or print, and return complebld eompl:.lnt to tie OCR ReglOnai Addr. baaed on the raglon 
where the alleged'vlolatton took place. If you need , .. !stance completing this form, contact the approprfat. rvgton listed below, 
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(2) All record entries must be dated; 

(3) All records must reflect the primary language spoken by the 
Medicaid Beneficiary and any translation needs of the Medicaid 
Beneficiary; 

(4) All records must identify Medicaid Beneficiaries needing 
communication assistance in the delivery of Transportation 
Services; 

(5) All records must show whether the Medicaid Beneficiary has any 
specific needs that require special equipment or services (e.g., 
dementia, uses a walker, etc.); and, 

(6) All records must show whether the Medicaid Beneficiary requires a 
medical Attendant/Escort or assistance in accessing medical 
services (e.g., door-to-door delivery, etc.). 

b. Confidentiality of Medicaid Beneficiary Eligibility Records 

(1) The STP shall ensure the confidentiality of Medicaid Beneficiary 
eligibility records in accordance with 42 CFR, Part 431, Subpart F 
and the Privacy and Security provisions of the Health Insurance 
Portability and Accountability Act (HIPAA). 

F. Invoice Payment 

1. An invoice is considered received when the Commission receives the invoice in its 
Offices. 

2. The Commission has eleven (11) business days to inspect and approve goods 
and services. If payment is not available within forty (40) calendar days, 
measured from the latter of the date the invoice is received or the goods or 
services are received, inspected and approved, a separate interest penalty set by 
the Comptroller pursuant to Section 55.03, F. S., will be due and payable in 
addition to the invoice amount. To obtain the applicable interest rate, please 
contact the Commission's Fiscal Section at (850) 410-5700. Invoices returned to 
a STP due to preparation errors will result in a payment delay. Invoice payment 
requirements do not start until a properly completed invoice is provided to the 
Commission. A Vendor Ombudsman, whose duties include acting as an advocate 
for Vendors who may be experiencing problems in obtaining timely payment(s) 
from a State Agency, may be contacted at (850) 410-9724 or by calling the State 
Comptroller's Hotline, 1-800-848-3792. 

G. Encounter Data 

1. The STP shall collect and submit Encounter Data to the Commission. The STP 
shall have a comprehensive automated and integrated Encounter Data system 

2008/2009 Medicaid Non-Emergency Transportation 
Subcontracted Transportation Provider Contract 
Page 71 of 117 
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42 CFR 431.300 - Basis and purpose. I Title 42 - Public Health I Code of Federal Regulati... Page 1 of 3 

ABOUT Lli I GET THE LAW I FIND A LAWYER I LEGAL ENCYCLOPEDIA I HELP OUT 

CFR ) Title 42 ) Chapter IV) Subchapter C ) Part 431 ) 

Subpart F) Section 431.300 

42 CFR 431.300 - Basis and purpose. 

CFR Updates Authorities (U.S. Code) Rulemaking 

§ 431.300 

Basis and purpose. 

PREVI~ 

prev I next 

(a) Section 1902(a)(7) of the Act requires that a State p Ian must provide safeguards that 

restrict the use or disclosure of information concerning applicants and recipients to 

pu rposes directly connected with the administration of the plan. This subpart specifies 

State plan requirements, the types of information to be safeguarded, the conditions for 

release of safeguarded information, and restrictions on the distribution of other 

information. 

(b) Section 1137 of the Act, which requires agencies to exchange information in order to 

verify the income and eligibility of applicants and recipients (see § 435.940ff), requires 

State agencies to have adequate safeguards to assure that-

(1) Information exchanged by the State agencies is made available only to the extent 

necessary to assist in the valid administrative needs of the program receiving the 

informatio n, and info rmation received under section 6103 (I) of the Internal Revenue 

Code of 1954 is exchanged only with agencies authorized to receive that information 

under that sectio n of the Code; and 

(2) The information is adequately stored and processed so that it is protected against 

unauthorized disclosure for other purposes. 

[51 FR 7210, Feb. 28, 1986] 
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42 CFR 431.301 - State plan requirements. I Title 42 - Public Health I Code of Federal Re... Page 1 of 3 
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CFR ) Title 42 ) Chapter IV) Subchapter C ) Part 431 ) 

Subpart F ) Section 431.301 

42 CFR 431.301 - State plan requirements. 

CFR Updates Authorities (U.S. Code) Rulemaklng 

§431.301 

State plan requirements. 

A State plan must provide, under a State statute that imposes legal sanctions, safeguards 

meeting the requirements of this subpart that restrict the use or disclosure of Information 

concerning applicants and recipients to purposes directly connected with the 

administration of the plan. 
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42 CFR 431.302 - Purposes directly related to State plan administration. I Title 42 - Public... Page 1 of 3 
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CFR ) Title 42 ) Chapter IV ) Subchapter C ) Part 431 ) 

Subpart F) Section 431.302 

42 CFR 431.302 - Purposes directly related to State plan 

administration. 

CFR Updates Authorities (U.S. Code) Rulemaking 

§ 431.302 

Purposes directly related to State plan administration. 

Purposes directly related to plan administration include-

(a) Establishing eligibility; 

(b) Determining the amount of med ical assistance; 

(c) Providing services for recipients ; and 

(d) Conducting or assisting an investigation, prosecution, or civil or criminal proceeding 

related to the administration of the plan. 
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CFR , Title 42 , Chapter IV ) Subchapter C , Part 431 ) 

Subpart F) Section 431.303 

42 CFR 431.303 - State authority for safeguarding 

information. 

CFR Updates Authorities (U.S. Code) Rulemaking 
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§ 431.303 

State autho rity for safeguard ing information. 

The Medicaid agency must have authority to implement and enforce the provis ions 

specified in this subpart for safeguarding information about applicants and recipients . 
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42 CFR 431.304 - Publicizing safeguarding requirements. I Title 42 - Public Health I Code... Page 1 of 3 
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CFR ) Title 42 ) Chapter IV ) Subchapter C ) Part 431 ) 

Subpart F ) Section 431 .304 

42 CFR 431.304 - Publicizing safeguarding requirements. 

CFR Updates Authorities (U.S. Code) Rulemaking 

§ 431.304 

Publicizing safeguard ing requirements . 

(a) The age ncy must publicize provisions governing the confidential nature of information 

about applicants and recipients, including the legal sanctions imposed for improper 

disclosure and use. 

(b) The agency must provide copies of these provisions to applicants and recipients and to 

other persons and agencies to whom information is disclosed. 
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42 CFR 431.305 - Types of information to be safeguarded. I Title 42 - Public Health I Cod... Page 1 of 3 
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CFR ) Title 42 ) Chapter IV) Subchapter C ) Part 431 ) 

Subpart F) Section 431.305 

42 CFR 431.305 - Types of information to be safeguarded. 

CFR Updates Authorities (U.S. Code) Rulemaking 

§ 431.305 

Types of information to be safeguarded. 

(a) The age ncy must have criteria that go vern the types of informatio n about applicants 

and recipients that are safeguarded . 

(b) This information must include at least-

(1) Names and addresses; 

(2) Medical services provided; 

(3) Social and economic conditions or circumstances ; 

(4) Agency evaluation of personal information; 

(5) Medical data, including diagnosis and past history of disease or disability; and 

(6) Any info rmation received for verifying income eligibility and amount of medical 

assistance payments (s ee § 435.940ff). Income information received from SSA or the 

Internal Revenue Ser vice must be safeguard ed according to the requirements of the 

agency that furnished the data. 

(7) Any information received in connection with the identification of legally liable third 

party resources under § 433.138 of this chapter. 

[44 FR 17934, Mar. 29, 1979, as amended at 51 FR 7210, Feb. 28,1986; 52 FR 5975, Feb. 

27, 1987) 
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42 CFR431.306 - Release of information. I Title 42 - Public Health I Code of Federal Reg ... Page 1 of3 
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CFR ) Title 42 ) Chapter IV ) Subchapter C ) Part 431 

Subpart F ) Section 431.306 

42 CFR 431.306 - Release of information. 

CFR Updates Authorities (U.S. Code) Rulemaklng 

§ 431.306 

Release of information. 

(a) The agency must have criteria specifying the conditions for release and use of 

info rmation about applicants and recipients. 

(b) Access to information concerning ap plicants 0 r recipients must be restricted to persons 

or agency representatives who are subject to standards of confidentiality that are 

comparable to those of the agency. 

(c) The agency must not publish names of applicants or recipients. 

(d) The agency must obtain permission from a family or individual, whenever possible, 

before responding to a request for information from an outside source, unless the 

information is to be used to verify income, eligibility and the amount of medical assistance 

payment under section 1137 of this Act and §§ 435.940 through 435.965 of this chapter. 

If, because of an emergency situation, time does not permit obtaining consent before 

release, the age ncy must notify the family or individual immediately after supplying the 

information. 

(e) The agency's policies must apply to all requests for information from outside sources, 

including governmental bodies, the courts, or law enforcement officials. 

(f) If a court issues a subpoena for a case record or for any agency representative to testify 

concerning an applicant or recipient, the agency must inform the court of the applicable 

statutory provisions, policies, and regulations restricting disclosure of information. 

(g) Before requesting Information from, or releasing information to, other agencies to 

verify income, eligibility and the amount of assistance under §§ 435.940 through 435.965 

of this chapter, the agency must execute data exchange agreements with tho se agencies, 

as specified in § 435.945(f). 

(h) Before requesting Information from, or releasing information to, other agencies to 

identify legally liable third party resources under § 433.138(d) of this chapter, the agency 

must execute data exchanges agreements, as specified In § 433.138(h)(2) of this chapter. 

[44 FR 17934, Mar. 29,1979, as amended at 51 FR 7210, Feb. 28,1986; 52 FR 5975, Feb. 

27, 1987] 
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42 CFR 431.307 - Distribution of infonnation materials. I Title 42 - Public Health I Code... Page 1 of 3 
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CFR > Title 42 > Chapte r IV> Subchapter C > Part 431 > 

Subpart F > Section 431.307 

PREV I NEXT 

42 CFR 431.307 - Distribution of information materials. 

CFR Updates Authorities (U.S. Code) Rulemaklng 

prev I next 

§ 431 .307 

Distribution of information materials. 

(a) All materials distributed to applicants , recipients, or med ical providers must-

(1) Directly relate to the ad ministration of the Medicaid program; 

(2) Have no political Implications except to the extent requ ired to implement the 

National Voter Registrati on Act of 1993 (NVRA) Pub. L. 103 -931; for States that are 

exempt from the requirements of NVRA, voter reg istration may be a voluntary activity 

so long as the provl5ions of section 7(a)(5) of NVRA are observed; 

(3) Contain the names only of individuals directly connected with the administrati on of 

the plan ; and 

(4) Identify those Ind iv iduals only in their official capacity with the State or local agency. 

(b) The agency must not distribute materials such as "holiday" greetings, general public 

announcements, partisan voting info rmation and alien reg istration notices. 

(c) The agency may distribute materials directly related to the health and welfare of 

applicants and recipients, such as announcements of free medical examinations, 

availability of surplus food, and consumer protection information. 

(d) Under NVRA, the agency must distribute voter informatio n and registration materials as 

specified in NVRA. 

[44 FR 17934, Mar. 29, 1979, as amended at 61 FR 58143, Nov. 13, 1996) 
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Florida Medicaid and MediKids Notice of Privacy Practices 

THIS NOTICE DESCRIBES HOW MEDICAL INFORMATION ABOUT YOU MAY BE USED AND DISCLOSED AND HOW YOU CAN GET ACCESS TO THIS 
INFORMATION. PLEASE REVIEW IT CAREFULLY. 

[Printable Version in English , Spanish, and Creole) 

A county·by-county directory with contact information for local area 
~onsymer Relations Represenlatlytl 

AHCA's Responsibilities 

The Agency for Health Care Administration's Medicaid program is required by law to maintain the privacy of your protected health information We must provide you with 
notice of its legal duties and privacy practices with respect to your health information We must also follow the terms of this notice, which becomes effective on July I, 
2007. 

YOU DO NOT NEED TO RESPOND TO THIS NOTICE 

How AHCA Uses and Safeguards your Health Information 

We use your health information to pay for your health services and to operate the Medicaid program. We may also use your health information to tell you about treatment 
alternatives or other health related benefits and services. 

The following are some examples of how we may use your health information: 

• Your doctor may send us a claim to pay, The claim includes information that identifies you and the type of care you received . 

• We may share your information with a company that reviews hospital records to check on the quality of care that you received . 

• We may send apPointment reminders for Child Health Check-Up services . 

AHCA may also use and disclose your health information as permitted by law, such as: 

• To entities outside the agency only if the information is used to verify income, eligibility and the amount of public assistance payment. 

• In responding to public emergencies, access to your health infonmation may be granted to persons or agency representatives who are subject to standards 
of confidentiality comparable to those of AHCA. Such other agencies may include the Federal Emergency Management Agency (FEMA) or the Centers for 
Disease Control (CDC) , 

• To law enforcement, correctional facilities, medical examiners, funeral directors, and organ donor program personnel where disclosure would determine 
eligibility for benefits, amount of medical assistance payment or otherwise assists the agency in the administration of the Medicaid program. 

• To the confidential Florida abuse hotline in order to report abuse, neglect andlor domestic violence as per criteria and conditions imposed on the agency by 
law. 

• For health oversight activities andlor administration olthe Medicaid program, such as inspections, investigations and audits, 

• To conduct research to benefit the Medicaid program, 

• As otherwise required by law. 

Other uses or disclosures of your protected health information require your or your personal representative's written authorization, At any time, you may revoke such 
authorization in writing. If you cannot give your authorization due to an emergency, we may release your health information if it is in your best Interest, 

Authorization for Use and Disclosure of Protected Health Information form 

Your Health Information Rights 

You have the following rights with respect to your protected health informalion: 

• To see or obtain a copy of your health information that is maintained by AHCA. We may not be able to provide health information that includes 
psychotherapy notes, is part of a legal case , or is otherwise excluded from disclosure by law. We may charge a copying fee. 

• To request that we amend health information we maintain that you believe is incorrect or incomplete. 

• To request a list of where we have sent your health information since April 14, 2003, The list may not include disclosures authorized by you, disclosures 
for treatment, payment and health care operations or other disclosures permitted by law. 

• To request thai we contact you at a different address or phone number, if contacting you about your health information at your presenllocation would 
endanger you . 

• To request that we limit the use and disclosure of your health infonmation , We are not required to agree to your request. 

mhtml:file:IIT:\Lynn\medicaid monitoring\AHCA HIPAA Privacy And Security Complian... 9113/2013 
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• To request another paper copy of this notice. 

Contact Information 

If you have any questions. wish to make a request regarding your health information. or would like another paper copy of this notice. please contact the AHCA 
Medicaid office in your area at the telephone number listed below. We may ask you to make the request in writing 

Area 1 Pensacola : 
Area 2A Panama City: 
Area 2B Tallahassee: 
Area 3A Gainesville: 
Area 3B Ocala : 

Filing a HIPAA Complaint 

(850) 595·5700 
(850) 672-7690 
(850) 921-8474 
(386) 418-5350 

(352) 732-1349 

Area 4 Jacksonville: (904) 353-2100 Area 8 Fi Myers: 
Area 5 SI. Pete: (727) 552·1191 Area 9 West Paim Beach: 
Area 6 Tampa: (813) 87' · 7600 Area 10 Ft lauderdale: 
Area 7 Orlando: (407) 317· 7851 Area 11 Miami: 

Con~m'" Relalfons Roprescnl311ve 

(239) 338·2620 
(561) 616-5255 
(954) 202·3200 

{30S) 499·2000 

If you believe your privacy rights have been violated by AHCA or one of its employees, you may file a complaint wilh AHCA andlor Ihe Secretary of Ihe Departmenl of 
Health and Human Services at the addresses below You will not be retaliated against for filing a complaint 

Privacy Officer 
Agency for Health Care Administration 
2727 Mahan Drive , Mail Stop #5 
Tallahassee, Florida 32308 
850·488·3849 

Future Changes to the Notice of Privacy Practices 

Secretary 
Department of Health and Human Services 
200 Independence Avenue, SW 
Washington D C. 20201 
80D-368·1019 

AHCA reserves the right 10 change the tenns of this notice and to make new notice provisions effective for all protected health information that we maintain. If we make a 
material revision to this notice, we will send a revised copy of the notice to recipient households within sixty (60) days of the revision . 

Who Receives the Notice of Privacy Practices 

We send this notice to every recipient household. This notice applies to all Medicaid reCipients. 

H1PAA Privacy And Security Office I ModlulQ and MedlKld.- NoUee pi p1wac:v PraCi1lco, I State and National Resources 

REPORT MEDICAID FRAUD ONLINE or 866-966-7226 REPORTE FRAUDE DE MEDICAID 

Florida Agency for Health Care Administration 
C> 2011 I Pnvacy Policy 

~
FacilltY 
Feed 
Bullde, 

Home 
MyFlonda com 
Doing Business with AHCA 
Refund PoliCY 
DisClarmer 
Contacl Webmasler 

Indlvlduais & Families 
Providers 
Publications 
Find a FaCility 
Direct to Our DiviSions 
Download Adobe Reader 
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0710912813 13:14 386752~~~~ 

GRlEV ANCE FORM 

1. Name of Complainant 

2. Mailing Address 

3. Daytime Telephone Nwnbe:r 

4. 
Grounds for Grievance 

Please describe the basis for the grievance. Provide the date(s) of the occurancc(s) and 

any supporting docwnentatioo. . 

Cd Wed"8C~, J"!""'e. "" gil" It "lJaJ $ ~76 of J"tpp .. ~S". 7~f, 7:, 

~ ti~ ~/':t!/::.tli;(;;4fL7;.r::::z:;, 
~ ..4;...#", tlltWkr I!,zI. '"/26 « 1m p,&c., ;u.JJe I _..i.I.u l;tJ (iAu..J 

:I' i "" ,. " 
~ Id.,e,. t l.j.w,J J, , hI I Jee"ceJ , 4.1Jt.J:-' r't.I' ftJ;"11w 1.1 ",if ~~ 

5. Improvements Nee ed ~II r,l .. J,1JiJ F-'HfJ. r},tk.fJ"/,,e. 3/~, "JtI (&-J14-J ".,J FrJ,,llQJf~ 

Please p1'ovide an explanation of the improvements needed to address the grievance. Rt.w""~t,I, ~f'. 

ittt A pJ.... {tAl')fIlt'cd:J ... witJ. or .. ';;"'"' 1' ....... ,",. 13;" g."le. ..... WcdAesd.;-, (7, 

;t;.1r 34~11.~ m&CrteJ.d'~ :/ e,lde ~o JJ.Jn;~.e. p."UJ,,, f4J 

Il;f~4R~$./f:'/;,:'l !/f:;~s;j'i,'!.'ff~::iJr:k~ ~f:;ft:3 :f ~kJ,.J +~ 
6. Signature of Complainant :&' • ' eo,. • 

.r: -. CI .. c~,..e.J ~n.. "" ",~."....""./J", "fl'~I"'-..f.r. 
PLEASE SUBMIT TO: 

Transportation Disadvnn ged ogram 
Coordinating Board Grievance Committee 

2009 N.W. 67th PIece, Suite A 
Gainesville, Florida 32653-1603 

f,S,: SV]A ""a$ rr,.,,'Je.J ,;;+4 tis,. ,J,AI~ftrh~~ -#,4 J~ff 
b,.~k I'~ oc/, ber j.() 12 ,.,J ~/ fI'~ Ce"+MJ F/'~ ";,,.,,1 fl., .. ;, 

~.1141, J..,,,- G,J ~r I' A :! C! P • 
65 
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TO: NCFRPC, Lynn ClOdfrey. Alep 
Date: July 5, 2013 

LJ JOHNSON 
237 NE CAMPUS PLACE 

LAKE CITY, FL 32055-6226 
1.386.438.5278 

ijiohnsonS714@yahoo.com 

RE: SVTA and their violati.on of the law. 

rH~ UtJf.&.."J 

On WED June 26, 20131, LJ John~n, called SVTA to schedule roy July appointments. I spoke with Karen at 
10: 15 am and made the following appointmen.ts and wtll8 given cOJ.1.finnation numbers: 

JUL 1,2013 8:30am 
JUt 8, 2013 8:00am 
JUt 11.2013 7:45am 
JUL 24,2013 7:45am 

- .... 

3 j 
I 

New Appointments not tet made due to problem wi1h SVT A 
. JUL 26, 2013 9:30am lIIe 
JUL 29, 2013 9:20am & I 5 

1:00pm J' 

636422 
636424 
636426 
637067 

01.'\ MON JUL I., 2013 SVTA Driver Julie, number ]39, showed up at 7:25 am to pick me up for my 
appointment with Dr.. Fanney. She instructed me to put on my seat beJt. I wonned her documentation from the 
Federal Government and my civilian primary care doctor wns on file at SVT A office sh.owing that I was exempt. 
Julie calJed dispatch on the radio. Suddenly a man came on the radio with a raised voice, it sounded like am 
Steele, telling all the drivers that' AU Rider's will wear i' seat belt with NO gceoti2n!' The roan further 
instructed all drivers to confirm this message. 

At this point the man instructed the driver to tum around and take me home if] didn't put on my seat belt. (We 
had not eVe111eft my home.) Julie had me get off the van and would not transport me to my appointment. J 
even s.howed. her the Federal Document showing I was seat belt exempt. 

I tried to call Bill Steel to no avail .. 

TheJJ. J called NCFRPC to inform you what had happened. 

Jfinalfy made contact with 8iU Steele on WED JUL 31'11 and was info.nned it was an AdnUnistrative Directive 
that ALL RIDERS WILL WEAR SEAT BELTS. I asked, 'Do you mean the Administrator Gwen Pra?' His 
response was, ' Yes. ' 

Bill Steele abo denied ha.ving documentarion on file showing doctor statements that exem.pt me from wearing a 
seat belt. He also claims he has never had these documents ~nt to mm.. They were previously sent to him with 
a Grievance Form in October 201.2. 

At this time 1 instructed him where to find the law in the Florida State Statues pertaining to Seat Belt 
.Enmptions and that I was also going to look up the Federal. Statue pertaining to same. 

Page 1 of 2 
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Cont. From page I 

As YOll can sec, I have provided the laws that SVT A has violated: 

SVT A has violated Florida State Stature 31.6.614 (6)(8) and Federal Stahtn RCW 46.6.l.688 

.Both State and FederaJ Law basically states with written documentatIon from a licensed physician, that person is 

exempt from having to wear a seat belt due to medical reasons. 

1 qualify under Medicaid and TransportatioD for the DisadvBJJtaged to ride with SVT A. 

I also have documentation showing I am qualified to J:eceivc food Stamps and SSI which mak.es me eligible to 

receive Medicaid. 

1!fjfJil __ . I2..s;r I!J. 1.3 
LJ Johnson 

Page 2 of 2 
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System Safety Prop'am Plan (SSPP) 
• 

shall always be kept In good wartdng order 80 that they may be readltt opened In 
an emergency. AI 8tJ:h wtndows and doorB shall not be obatruGted eMher inGlde 
or ou1BIde so • to hinder escape. Bu8es equipped with an auxiliary door for 
emergerq exit shall be equipped wIU't an audible alarm and light Indlcatq to the 
driver when a door Ie ajar 01 opened Yttile the e~1ne fa rumina. Supprementat 
aeourIty locka oper1IbIe by a key 8f& prohibited on emergency 8)dt dDora untees 
theM secwily locks are equipped and connected with SWl ignition IntGr10ck 
system or an audio visual alarm located in the drlver'9 ccmpartmart. Any 
supplemental SOOUJ1ty lock syatern ueed on emergency exits shall be kept 
um»cked whena~r a bus Is in operation. . 

o Tires and Wheels. Tirel shall be property Inftated In acx:ordance with 
manufacturw'. reoommendatlons. 

~---------I __ No.M-a~all-M ....,..wIIH.-tIe. gRMM paneRHfl •• r:IItI;.i: --~----

1. Less than 4132 (118) of an inch, measured 8t any point on a majar 

-70-

_ . ------~__gfDOV'&-for-tires- Dft the- Bteering-axle-of-$II-btIIn:-The-' -~ .. ~ 
measurements shal not be made wheN tie bani, humps, or fllletI are 
located. 

2. Le18 than 2132 (1(18) cI an Inch, meMUred at any poflt on a major 
tread grocwe for all other tIre8 of all bueee. The meaaurements shall 
not be made When! tie ban, humr», tK fillets 111'8 located. 

ii. No buS shall be opeMed with r1!C8pped, regrooved, or nltreadad tires on 
the steering ••. 

Ii. WhaeIa shal be visibly free tom c:racke and distortions and shaH not have 
mtsBing, cracked, or broken mounting lugs. 

o SUSpenIlon. The suspensfon aystenn:t'lW-buses;1ncItJdtn!Japri!1g8. 'II~Ift:and 
all other auapension parm, sha" be ft'8e from CI1IIcka, leakS. or any other defeat 
which may cause ita Impalnnent or failln to fUnction properly. 

o Steering and Fred Axle. The steering systam of all busee shall hIM no 
Indlcatlon of Ie_ whldt WDUId or may cause its Impairment to function pRJperi)' I 
and aha II be free from cracks and excessive wear of components that may causa 
eJC0088iva free play or loose motion in the steering system or abov8 normal effort 
in steertng contrcl 

----~9 0 Seat Belts. Every bus shall be equipped with an adju8tBbIe dr'ivera rattraInIng 
belt In -complIance with the requtrements of FMV8S 209, -Seat Belt Assemblies" 
49 C.F.R. 571.209-October 1. 2008. and FM\ISS 210, "Seat Belt Aasembly 
Anchoragetf G C. F. R. 571.210 October 1,2008, hereby Incorporated ~ 
,efefwnce. Evely ptIISfJI1g8I' Mel "",.. IriIIher aeBIbeIt Ia-..d piIor to the 

___ ~." drIvtIr operating fhe but. Driver camof make GJtC8PtIOn to",fa policy. 

o Safety EqUipme~ Every bUB Btull be equipped with one fully charged dry 
chemiaal or C*bon dioxide fife extirtglfther, hawing at least a 1A:BC rating and 
bearing the label of L.lnderwrMer"I LIboratory. 1nQ. The fire extInguiahere shall be 
maintained as foHowa: 

1. Each fire extingUIsher lhall be I9CUraly mauntad on the bus in a 
consplcuow pIaoe or B dear1y marked c:ompar1ment ·and be redy 
iWCe8Siblu. 

Ii. Each fire eXlilgulaher ShaH be marnlalned in efficient operating condition 
and equfpped WIth lOme means of determining If It Is tully charged. 
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statutes & Constitution :Vicw Statutes: Online Sunshine Page lof2 

Sttect Year: 2012 • I G.o:I 

The 2012 Florida Statutes 
Title XXIII Chapter 316 View Entire ChaPter 

. MOTOR VEHICLES STATE UNIFORM TRAFFIC CONTROL 

~ 316.614 Safety belt usage.-
(1) Thfs section may be cited as the If Florida Safety Belt law." 

(Z) It is the policy of this state that enactment of this section is fntended to be compatible WIth the 

continued support by the state for federal safety standards reqUirtng automatic cntSh proteCtion, and 

the enactment of this section shoWI not be used In any manner to rescind or delay the implementation 

of the federal automatic aash protection system requirements of federal Motor Safety Standard 208 as 

set forth in 54.1.2.1 thereof, as entered on July 17,1984, for new can. 

(3) As used in this section: 

(a) "Motor vehicle" means a motor vehtde as defined in s. 316.003 whfch is operated on the 

roadways, streets, and highways of this state. The term does not 1nclude: 

1 . A school bus. 

2. A bus used for the transportation of persons for compensation. 

3. A farm tractor or Implement of husbandry. 

4. A truck having a !P"05S vehicle weight ratine of more than 2.6,000 pounds. 

S. A motorcYcle, moped, or btcyde. 

(b) "Safety belt" means a seat belt a~bly that meets the requirements established under Federal 

Motor Vehltte safety Standard No. 208, .... 9 C.F.R. s. 571.208. 

(c, -Restrained by a safety belt" means beint restricted ~ an appropriately adjusted safety belt 

whtc:h is properly fastened at all tfmes When a motor vehicle is in motion. 

(4) It ts unlawfUl for any person: 

(a) To operate a motor vehicle in ttrls state unless each passenger and the operator of the vehicle 

uncler the age of 18 yeers ere restrafned by a safety belt or by a child restraint deYk:e pursuant to s. 

316.613, ifapplicable; or 

(b) To operate a motor vehicle tn this state unless the person is restrained by a safety belt. 

(5) It is unlawful for any person 18 years of age or older to be a passen~r In the front seat of a 

motor vehlele unless such person 15 restraIned by a safety belt when the vehIcle is in motIon. 

--.-7'" (6)(a) N.tther a person who is certified by e physician as having a medical condition that causes the 

use of a safety belt to be Inappropriate or dangerous nor an employee of a newspaper home deUvery 

seMce while in the course of his or her employment deUvering newspapeni on home deIfYery routes Is 

required to be restrained by a safety belt. 

(b) An employee of a soUd waste or recyclable collection service is not Il!quired to be restrained by 

a safety belt While tn the cuurw of employment collectfng soUd waste or rucycL.bles on designated 

routes. 
(c) The requtremenn of this sectton do not apply to the 1M,. quarters of a recreational vehicle or a 

http://www.leg.state.fl.uslStatuteslindex.cfm?AppjDode=Display_Statute&Search_ String=o... 71312013 
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Statu1el & Constitution :View Statutes: Online Sunshine Page 2 of2 

space within a truck body primarily intended for merchandise or property. 
(d) The requirements of this secttoo do not apply to motor vehtcles that are not required to be 

equipped wtth safety betts under federal law. 
(7, It Is the intent of the Legts\abJre that all state, county, and local law enforcement agendes, 

safety councils, and public school systems. In recoenitton of the fatalities and fnjuries attributed to 
~restrafned o«upancy of motor vehictes, shall conduct a continuing safety and public awareness 
campaign as to the magnttude of the problem and adopt programs desilned to encourage compltance 
with the safety belt usage requirements of th1s section. 

(8, Any person who violates the provisions of this sectlQn comm1ts a nonmoving vIolatton, punishabte 
as provided in chapter 318. 

(9) By January 1, 2006, each law enforcement epncy in this state shaU adopt departmental poIides 
to prohtbtt the practlc:e of ractal profiling. When a law enforcement officer issues a citatton for a 
violatton of thts section, the taw enforcement officer must record the race and ethnldty of the Violator. 
All law enforcement agendes must maintain such lnform~tfon and forward the f"formation to the 
department In a form and manner determined by the department. The department shall coUect this 
Information by jurisdiction etnd annually report the data to the Governor, the President of the Senate, 
and th~ 5~ker Qf th~ House of RepresentatIVes. The report ~ show separate $tatewtde totals for 
th@ stat@'~ monty ~rtff~ and munfdpal taw enfor~ent qenel@l j !lett law I"forctm,nt _...,ct .. , 
and state university law enforcement agendes. 

~10) A violation of the provisions of this section shall not consUtute neglteence per se, nor shall such 
vkllatton be U5ed as prima fade evfdence of negligence or be considered tn mttfgation of damages, but 
such vlolatiOrt may be constdered as evidence of comparative negligence, tn any dvil action. 

Hlstory.-s. 2, th. 86-04': s. 2", ch. 90-119; s. 7, dI. 91·260; s. 331, c:h. 95·1048; S. ]6, d't. 96-350; s. +I, th. 97-300; s. 2, 
ch. 99-316; s. 2, ell. 2000·239; s. 97, ch. ZOOS.164; s. 10, ch. 2008-176; s. 2, th. 2009-32. 

CopyrIght 0 1995·20111be Florida Legislature • Pdvacv Sta_ . (onta~ Us 

- 7 2 - http://www.leg.state.fl.uslStatuteslindcx.cfm7App_mode=Display_Statute&Seareh_Stringo=... 713/2013 
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November 1, 20U 

RE; U Johnson ,-

David G. Fanney, D.O. 

4241 ".W. AMERICAN LANE 
LAKE OTY,Fl..DIltOA '!lOSS 

IJII~ 752·2146 • FAX (3061 750-7"9 

To Whom-It MAy COnctU" 

Mr. U Johnson Is. petJem: ~r'outS who suffer! from celYlcl' disC dlse.,.. I woltld like til request what 

trtmpor'ln, Mr. Jot\ftscm. he muSl ftc. fonvord ~ ell tlmtlS and he 11 .8Itbelt IKemPLllvou hi'" IInv 

Quut/ons reprdln. Mr. John$4)n pr~SI! ()Ontactour of'lk;o It M6-'Z52-22~~ 

511\(:8,..1". 

DaVid G. HlntlAy, D.o. 

- •• -c.- - • • 
qAl~ 1.1Ar./61/el 
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Lynn Godfrey 

From: 
Sent: 
To: 
Subject: 
Attachments: 

L J Johnson [ljjohnson5714@yahoo.comJ 
Friday, July 12, 2013 10:04 AM 
Lynn Godfrey 
Fw: Letter of Request from Administrator SVTA 
Letter to Johnson mailed 11 July 2013.pdf 

----- Forwarded Message -----
From: "BiII.Steele@RideSVTA.com" <bill.steele@RideSVTA.com> 
To: "ljjohnson5714@yahoo.com" <ljjohnson5714@yahoo.com> 
Sent: Thursday, July 11, 2013 4:34 PM 
Subject: Letter of Request from Administrator SVTA 

Mr. Johnson. 

Today, I placed in the US Postal system a letter addressed to you as directed by the Administrator, SVTA. 
Since this requests as stated in the letter is time sensitive, I am, out of a courtesy to you, sending to you copy of 
the letter, via this e-mail message, so you get it as quickly as possible. 
You may expect the original letter in a few days, depending on the speed of the mail service in your area. 
The standard delivery receipt that I will automatically receive from this e-mail system, will satisfy the issue of 
you knowing about the letter, should that issue arise. 
If you do not get the original letter in a few days, and wish the original, notify me. 

Thank you. 

VR 

W. Bill Steele 
Director of Operations 
(386) 208-6330 

Confidentiality Notice: Infonnation transmitted by the Suwannee Valley Transit Authority is intended only for the person or entity to which it is addressed and may 
contain confidential and/or privileged material. Any review, dissemination, or other use of, or reliance upon, this infonnation by persons or entities other than the 
intended recipient is prohibited. If you received this in error, please contact the sender and delete the material from any computer. 
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FOR: 

FROM: 

Subject: 

Date 

SUWANNEE VALLEY TRANSIT AUTHORITY 
1907 VOYLES ST., S.W. 

LIVE OAK, FLORIDA, 32064 

L. J. Johnson. 237 NE Campus PL., Lake City, Fl 32055 

Director of Operations 

Compliance with Scope of Services: Rule IIB.4.c 

July 10, 2013 

1. PURPOSE. The purpose of this memor.:lndum is to address the request that you provide justification to 

SVTA as to the reason{s) you are not able to utilize your own transportation for trips to Medicaid 

sponsored appointments. 

2. The current contract with the. Commission Transportation Disadvantaged (crO), charges the State 

Transportation Provider (STP) with conducting 'Gate Keeping' measures to be sure that the Medicaid 

transportation program Is not being abused. In short, the agency must take appropriate steps that prevent 

Medicaid fraud, waste and abuse. 

3. One of the 'Gate Keeping' Rules In the contract with AHCA agency allows the Administrator to deny a 

request for a trip if transportation exists in the Beneficiary's household. Specifically, Medicaid rule IIB.4c 

clearly states: 

II • •• (STP) may deny a Trip request if the Medicaid Beneficiary has 

appropriate transportation resources in his/her Household." (See page 24 of 2008-

2009 [which is current) Medicaid Non-emergency Transportation Subcontracted Transportation Provider Contract}. 

4. SVTA has verified that you own a white 2011 Chevy Silverado pickup truck with valid Florida tag 
(Z4BVQ). 

5. SVTA has received numerous registered reports, from reliable sources, that you routinely and regularly 

drive this motor vehicle about. 

6. The agency has confirmed that you have appropriate transportation within your household as stated in 

paragrapM and 5 above. By Medicaid rule IIB.4.c, the agency may deny a request for Medicaid sponsored 

transportation from those who do have appropriate t~ansportation within their household. Therefore. 

because SVTA has the responsibility to " ... determine the mode of transportation for the Medicaid 

Beneficiary . .. " ;(see page 2·2 of Transportatlon Coverage, Limitation, and Reimbursement Handbook/Florida Medicaid· 

Provider's General Handbook dated 1997[current]) and she has clear and convincing evidence that you do in fact 

have appropriate transportation at your immediate disposal, the agency requests that yOU provide to her 

justification as to why you should be exempt from Rule IIB.4.c 



SUWANNEE VALLEY TRANSIT AUTHORITY 
1907 VOYLES ST., S.W. 

LIVE OAK, FLORIDA, 32064 

7. We must receive your signed response no later than July 19, 2013. By failing to respond to this request, 

we will deem that transportation to which you have access - a valid driver license and your own personal 

white 2011 Chevy Silverado pickup truck, with Florida tag Z4BYQ-ls sufficient to transport yourself to your 

Medicaid sponsored appointments. Based on your response, the agency may alter the mode of 
transportation, If appropriate in your case. 

8. You may send your signed letter as an e-mail attachment if you wish. Based on your response, the 

Administrator may alter the mode of transportation, If appropriate in your case. 

9. Your point of contact Is the undersigned, W. Bill Steele at (386) 208-6330. 

FOR THE ADMINISTRATOR 

W.'P,~ 
W. Bill Steele 

Director of Operations 

SVTA 
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FAX Transmission 

Date: LJ.eJ~uJ",,,! ;tqo/ 1"4 2/J/3 
/' 

Number of pages .including cover sheet 2. 

Attention: L.!nD c,4Jtr,y 
Company: Nor!}.. c.,,,f'AJ t/,r;J", «e,iI "91 P/q""!-J 

C~t.fMi.ll 
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Company: _____ ------

Phone: /. "3,t. "I J,. 52.78" 

911 A,,,,,, t.,'CJ "I tAle II A.! &~el/ f?4 

+I,;J I( f~, h"It",('~efJ 9 #!rl'n,,,. 
a~"l.s/ ~ 

2434 West US Awy ·90 
Lake·City, FL 32055 
Phon~: 386~752-7830 

Fax: 386-752-8528 
Email: impress1089@officemax.com 



TO: 

FROM: 
DATE: 

RE: 

LJJOBNSON 
137 NE CAMPUS PLACE 

LAKE CITY, n. 3205S-6216 
1.386.438.5178 

liiobnsoaS714@J:ahooocom 

GWENDOLYN PRA, ADMINISTRATOR SVTA 
1907 Voyles Street, SW 
Live Oak, FL 32064 

U JOHNSON, MEDICAID RIDER 
TUESDAY, JULy 1.6,20136:27 PM 

CORRESPONDENCE FROM YOUR OFFICE 

Administrator Owendowiyn PTa, SVTA 

• r""~ -_._-

I have received correspondence fttlDl your office Director of Operations, Bill Steele. The correspondence received was in the form of e-maib dated July 12, 2013. The oth~ was ill letter dated July 1 O~ 2013 requesting justification be provided to SUwanJ[lee Valley Transit Authority as to why I am unable to usc my own transportation fur trips to Medicaid appointments. 

Several of my health conditions prevent me from being able to drive myself to and from medical procedures that are Medicaid compensable services. 1 rely on SVT A to assist with transportation so I can have access to my much needed health care. 

Yes I did buy a truck on November 8~ 2012 wben 1 received a settlement from Pattish Medi Van. Regardless what Ronald Williams said ( or what SVTA want's to bg,lieve), J did NOT have much money left when I paid off outstanding bills! 
1. Some of my appointment3 are outside of my community recurring on a regUlar basis. 2. Some of my appointments requlR invasive procedures. 
3. Some of my appointments requite medications that I am not suppose to drive with. 4. Sometimes I bave to be put under for surgical procedures. 
5. Som.etim.es (have to fast for certain procedures and I am diabetic. This makes me weak. Purchasing fuel causes ~ a financial hardsbip because I live on a limited incom.c: that is below the federal poverty level. 

I hope this letter has provided you with the additional)ustification needed to deter:mi.ne that I am eligible fOt" Medicaid sponsored transportation. If you have any questions about my Medicaid eligibility, please COlltaet Alana in the Alachua Medicaid office or Karen Somerset in Ta1Jahas.~ to confirm my fmN1<:ial eligibility. 

Should you have any fwtber questions, be sure to copy aU the agencies I have been having to deal with when you e-mail me. I seem to have a major problem printing, e--mailing, and forwarding e-mails from SVTA. 

:004~~ .2~'3 
U Johnson, Medicaid rider Date: Tuesday, July 16, 20B 

-81-



Se p. 16. 2013 f 8: llAM 3867528528 IFFICDWC NO . I'tJO f"JIIr . IJI''''~ 
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From: b J ~J. 51' n 
COmpafty. ____ - __ -_ 

Phone: I, "I.'1J'. S~ 7, 



~ep. lb. LU1) ti:JJAM 

State of Florida 
Department of Children and Families 

October 6, 2013 

Steve Russell 
1389 US90W 
Lake City, FI. 32055 

U Johnson 
237 NE Campus PI 
Lake City, FI. 32055 

To Whom It May Concern, 

"0 . I'+JO r. l 

, 

Per Mr. Johnson's request, we are verifying that he visited our office on 

four separate occasions to inquire about Medicaid problems/questions 

he had and to request a new Medicaid number. 

Sincerelv, 

Operations Management Consultant I 

Mission: Protect the Vulnerable, Promote Strong and Economically Self-Sufficient Families. and Advance 
Personal and Family Recovery and Resiliency 
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Lynn Godfrey 

From: 
Sent: 
To: 
Subject: 

L J Johnson [ljjohnson5714@yahoo.com] 
Monday, August 19,20132:24 AM 
Lynn Godfrey 
Fw: Public Records Request 

----- Forwarded Message -----
From: "BilI.Steele@RideSVTA.com" <bill.steele@RideSVTA.com> 
To: L J Johnson <jflohnsonS714@yahoo.com> 
Sent: Tuesday, July 30,20136:24 PM 
Subject: RE: Public Records Request 

Mr. Johnson. 

I just noticed that in your e-mail request, you did state more specifically what vehicles you are asking about. Idid not 
take notice that you "embedded" a statement in your original e-mail. Usually "embedded" statements are identified as 
such and/or the author advises to look for embedded statements within the original e-mail. 

In any case, the answer remains. SVTA does not keep logs on who uses the Crown Vics which are considered 
administrative / shooter vehicles. Any member of the SVTA staff that needs to use a company car has access to the 
vehicles. The vehicles are kept inside the fenced area thus accessible ONLY to authorize SVTA employees, contractors 
or others needing to use the vehicles for authorized SVT A business. THERE FORE NO LOGS EXIST AND SVTA 
DOES NOT HAVE A WAY TO DETERMINE WHO DRIVES SAID VEHICLES DURING THE DATE, DAY, TIME 
AND LOCATION THAT YOU STATE. 
And again, ALL vehicles were accounted for and if out, were out on authorized SVT A business. 

Once again, SVTA declares that your 'Public Records Request' has been answered and this request is closed as 
completed. 

VR 

W. Bill Steele 
Director of Operations 
(386) 208-6330 

Confidentiality Notice: lnfonnation transmitted by the Suwannee Valley Transit Authority is intended only for the person or entity to which it is addressed and may 
contain confidential and/or privileged material. Any review, dissemination, or other use of, or reliance upon, this infonnation by persons or entities other than the 
intended recipient is prohibited. lfyou received this in error, please contact the sender and delete the maerial from any computer. 

From: Bill.Steele@RideSVTA.com 
Sent: Tuesday, July 30,2013 5:49 PM 
To: 'L J Jolmson' 
Subject: RE: Public Records Request 

Mr. Johnson. 

SVTA has received your request for information and SVTA considers this a "Public Records" Request. 

By this e-mail, SVTA is responding to your "Public Records" Request by stating to you the following: 
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I) You are asking for: a copy of the log on whom was driving a white company car with a yellowish 
colored tag in Lake City on Wednesday, July 24th between the hours of3:00 pm and 6:00 pm. 

2)SVTA responds by stating that NO SUCH DOCUMENT EXISTS AS SVTA DOES NOT KEEP log on 
whom was driving a white company car with a yellowish colored tag NO MATTER WHAT THE LOCATON OR 
THE DAY, DATE AND HOUR OF DAY TO INCLUDE in Lake City on Wednesday, July 24th between the hours 
of3:00 pm and 6:00 pm. 

3)As previously stated by the Administrator, "All SVTA vehicles were accounted for during the day, date and 
time that you specify and all SVTA veh that were out were authorized SVTA to be out during the day, date and time that 
you specify. 

By this e-mail, SVTA has responded appropriately to your request for Public Records. 

CF: 
Administrator, SVTA (I) 
SVTA Public Record' s Request File (1) 

VR 

W. Bill Steele 
Director of Operations 
(386) 208-6330 

Confidentiality Notice: Infonnation transmitted by the Suwannee Valley Transit Authority is intended only for the person or entity to which it is addressed and may 
contain confidential and/or privileged material. Any review, dissemination, or other use of, or reliance upon, this infonnation by persons or entities other than the 
intended recipient is prohibited. If you received this in error, please contact the sender and delete the material from any computer. 

From: L J Johnson [mailto:ljjohnson5714@yahoo.com] 
Sent: Tuesday, July 30, 2013 5:13 PM 
To: Bill.Steele@RideSVTA.com 
Subject: Re: Public Records Request 

Dear Mr. Steele, 

I read with interest your response to my public records request which was dated July 25, 2013. 

Please note that I asked for the following: a copy of the log on whom was driving a white company car with a 
yellowish colored tag in Lake City on Wednesday, July 24th between the hours of3:00 pm and 6:00 pm. 

Your reply is below. 

Mr. Steele, it should be evident what I asked for. It was a copy of the log ... 

IF YOU DO NOT KEEP A LOG AND/OR THERE IS NO WAY FOR THE SVTA TO DETERMINE WHO 
WAS DRIVING THE TWO FORD CROWN VICS ON THE AFORE MENTIONED DATE AND TIME 
REQUESTED PLEASE LET ME KNOW. 

I am hoping that you act responsibly and in accordance with the law. 
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Sincerely. 
LJ Johnson 

From: "Bill.Steele@RideSVTA.com" <bill.steele@RideSVTA.com> 
To: L J Johnson <liiohnson5714@yahoo.com> 
Sent: Thursday, July 25,2013 12:35 PM 
Subject: RE: Public Records Request 

Mr. Johnson. 

Per your request, the Administrator advises that all SVT A Vehicles that were out yesterday were authorized to be out and 
were out on authorized SVTA business. 

Since you do not have the tag #, you may wish to check with the other county/city governments andlor other 
transportation agencies. Each has vehicles that look similar to SVTA vehicles. 

I hope this helps. 

Thank you. 

VR 

W. Bill Steele 
Director of Operations 
(386) 208-6330 

From: L J Johnson [rnailto:ljjohnson5714@yahoo.comJ 
Sent: Thursday, July 25, 2013 12:02 PM 
To: Bill.Steele@RideSVTA.com 
Subject: Public Records Request 

Mr. Steele, 

I am asking for a copy of the log on whom was driving a white company car with a yellowish colored 
tag in Lake City on Wednesday, July 24th between the hours of3:00 PM and 6:00 PM. I am asking that you 
bring this information with you to the meeting of the new Regional Board being held in Lake City in the 
Madison Room at the DOT office. 

I will be asking for this at the meeting. As you know from our phone conversation on Thursday morning, July 
25th around 11 :30 to 11 :45 AM, I explained to you how I was being tailed (followed) in Lake City by one of 
SVTAs' white cars yesterday. You said you would check your records to see whom was driving a vehicle of 
that description in Lake City during that time frame. You also stated you would get back to me and let me 
know. 
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I am making this a formal request for that information. I appreciate your cooperation in this matter and 
will see you at the meeting. 

LJ Johnson 
237 NE Campus Place 
Lake City, FL 32055-6226 
1.386.438.5278 
Ijjohnson5714@Yahoo.com 

cc: Bucky Nash 
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HARRASSMENT 

TO ALL THAT IT MAY CONCERN: 
On Wednesday, July 24,2013 between the hours of 4:00 pm and 5:45 pm. I was followed by a white car from 
near my home near the airport, East of Lake City on Highway 90. I was followed all the way to Office Max. 
Ibis was a deliberate act of harassment and an attempt to have my eligibility as a rider ofSVTA terminated. 

Since my income is below the Federal Poverty Level, I qualify to ride under the Transportation of the 
Disadvantage, 

Since I am 100% permanently and am qualified to receive medicaid, I am eligible to ride as a medicaid rider. 

NO RIDER should have to be subject to these BULLYING TACTICS OR ATTEMPTS TO BE COWED by 
ANY AGENCY OR ADMINISTRATION STAFF just because a rider has the backbone to stand up to them 
to file a complaint or a grievance. 

As some of you already know, when I was at an appointment with one of my health care providers, someone 
from SVT A took pictures of my truck. One was a frontal view from the road in front of my home. The other 
two (2) pictures were from the rear of my truck. This means who ever took the pictures of the rear of my truck 
had to come onto my property. 

The only time SVTA has permission to come onto my property is when they are picking me up to take me to an 
appointment and when they bring me home. At this time I am serving notice in front of all those present at this 
board meeting: Gwendolyn Pra, Administrator, and William 'Bill' Steele, Director of Operations for SVTA. .. 

I am serving you NOTICE OF TRESPASS on my property when I am not at home will result in my taking 
legal action against SVTA to the fullest extent of the law. I have not given permission for pictures or 
likeness of my properly or of myself to he taken. 

I am also aware of SVTA having had or may still have a picture of myself posted in the appointment setting 
area. Ibis has been seen by a State Employee of Medicaid at one point and time. If you still have my picture, I 
have every right to demand it be turned over to me. 

At no point or time is this type of action permissible or to be tolerated! ! The position of power of your office 
DOES NOT 0 you to ABUSE YOUR POSITION. 

Wednesday, July 24,2013 6:35 pm 
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Transportation Disadvantaged 
Grievance Procedures 

Approved by the 

Columbia, Hamilton and Suwannee 
Transportation Disadvantaged Coordinating Board 

2009 NW 67th Place 
Gainesville, FL 32653-1603 

www.ncfrpc.org/mtpo 
352.955.2000 

Bucky Nash, Chair 

with Assistance from 

North Central Florida Regional Planning Council 
2009 NW 67th Place 

Gainesville, FL 32653-1603 
www.ncfrpc.org 
352.955.2200 

July 26, 2013 
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Columbia, Hamilton and Suwannee Transportation Disadvantaged Coordinating Board 
Grievance Procedures 

Chapter I: Columbia, Hamilton and Suwannee 
Transportation Disadvantaged 
Coordinating Board 
Grievance Procedures 

A. Preamble 
The following sets forth the procedures for the Columbia, Hamilton and Suwannee Transportation 
Disadvantaged Coordinating Board to address grievances from agencies, users, potential users, sub­
contractors, and other interested parties concerning Florida's Coordinated Transportation System. 

B. Agency Description 
The Columbia, Hamilton and Suwannee Transportation Disadvantaged Coordinating Board, herein after 
referred to as the Board, is a public body appointed by the North Central Florida Regional Planning 
Council serving as the DeSignated Official Planning Agency as authorized by Section 427.015, Florida 
Statutes. 

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

Agency means an official, officer, commission, authority, council, committee, department, division, 
bureau, board, section, or any other unit or entity of the state or of a city, town, municipality, county, or 
other local governing body or a private nonprofit transportation service-providing agency. 

Community Transportation Coordinator means a transportation entity recommended by a metropolitan 
planning organization, or by the appropriate deSignated official planning agency as provided for in 
Section 427.011, Florida Statutes in an area outside the purview of a metropolitan planning organization, 
to ensure that coordinated transportation services are provided to the transportation disadvantaged 
population in a deSignated service area. 

Coordinating Board means an advisory entity in each deSignated service area composed of 
representatives appointed by the metropolitan planning organization or deSignated official planning 
agency, to provide assistance to the community transportation coordinator relative to the coordination of 
transportation services. 

Coordination means the arrangement for the provision of transportation services to the transportation 
disadvantaged in a manner that is cost-effective, efficient and reduces fragmentation and duplication of 
services. 

Grievance Procedures Page 1 
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DeSignated Official Planning Agency means the official body or agency designated by the Commission to 
fulfill the functions of transportation disadvantaged planning in areas not covered by a Metropolitan 
Planning Organization. The Metropolitan Planning Organization shall serve as the deSignated official 
planning agency in areas covered by such organizations. 

DeSignated Service Area means a geographical area recommended by a deSignated official planning 
agency, subject to approval by the Florida Commission for the Transportation Disadvantaged, which 
defines the community where coordinated transportation services will be provided to the transportation 
disadvantaged. 

Florida's Coordinated Transportation System means a transportation system responsible for coordination 
and service provisions for the transportation disadvantaged as outlined in Chapter 427, Florida Statutes. 

Grievance means a written complaint to document any concerns regarding the operation or 
administration of services provided by Florida's Coordinated Transportation System by the Community 
Transportation Coordinator, subcontracted transportation operators, the DeSignated Official Planning 
Agency, or the Board. A grievance may also be a service complaint that has been left unresolved for 
more than 45 days. 

Memorandum of Agreement is the state contract for transportation disadvantaged services purchased 
with federal, state or local government transportation disadvantaged funds. This agreement is between 
the Florida Commission for the Transportation Disadvantaged and the Community Transportation 
Coordinator and recognizes the Community Transportation Coordinator as being responsible for the 
arrangement of the provision of transportation disadvantaged services for a deSignated service area. 

Service complaint means routine incidents that occur on a daily basis, are reported to the driver or 
dispatcher, or to other individuals involved with the daily operations, and are resolved within the course 
of a reasonable time period suitable to the complainant. All service complaints shall be recorded and a 
summary of complaints should be provided by the Community Transportation Coordinator on a quarterly 
baSiS, to the Board. 

Transportation Disadvantaged Service Plan means an annually updated plan jOintly developed by the 
DeSignated Official Planning Agency and the Community Transportation Coordinator which contains a 
development plan, service plan and quality assurance components. The plan shall be approved and used 
by the local Coordinating Board to evaluate the Community Transportation Coordinator. 

D. Purpose 
(1) The Board shall appoint a Grievance Committee to serve as a mediator to process, and 

investigate complaints from agencies, users, potential users of the system and the Community 
Transportation Coordinator in the deSignated service area, and make recommendations to the 
Board for the improvement of service. 

(2) The Board shall establish procedures to provide regular opportunities for issues to be brought 
before the Grievance Committee and to address them in a timely manner. Members appOinted to 
the Grievance Committee shall be voting members of the Board. 
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(3) The Grievance Committee and the Board shall have the authority to hear and advise on 
grievances. When an entity makes a determination of the rights, duties, privileges, benefits, or 
legal relationships of a specified person or persons, it is exercising "adjudicative" or 
"determinative" powers. Deciding a grievance between two independent parties may fall within 
these parameters, depending on the nature of the grievance. Chapter 427, Florida Statutes 
grants no adjudicative powers to anyone. 

E. Membership 
(1) The Chair, subject to approval by the Board, shall appoint five (5) voting members to a Grievance 

Committee. The membership of the Grievance Committee shall include broad geographic 
representation from members of the local Coordinating Board representing the counties in the 
service area. 

(2) Term limits on the Grievance Committee may coincide with term limits on the Board. 

F. Officers 
(1) The Grievance Committee shall elect a Chair and Vice-Chair. 

G. Meetings 
(1) The Grievance Committee may meet as often as necessary to fulfill their responsibilities. The 

Grievance Committee may meet following Board meetings to hear complaints. 

(2) Notice of Meetings. Notices and agendas shall be sent to all Grievance Committee members and 
other interested parties at least two (2) weeks prior to each Grievance Committee meeting. Such 
notice shall state the date, time and the place of the meeting. 

(3) Quorum. At all meetings of the Grievance Committee, the presence in person of a majority of 
the voting members shall be necessary and sufficient to constitute a quorum for the transaction 
of business. In the absence of a quorum, those present may, without notice other than by 
announcement at the meeting, recess the meeting from time to time, until a quorum shall be 
present. At any such recessed meeting, any business may be transacted which might have been 
transacted at the meeting as originally called. 

(4) Voting. A majority vote is required for actions by the Grievance Committee. As required by 
Section 286.012, Florida Statutes, all Grievance Committee members, including the Chair, must 
vote on all official actions taken by the Grievance Committee except when there appears to be a 
possible conflict of interest with a member or members of the Grievance Committee. 
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(5) Conflict of Interest. In accordance with Chapter 112 (Part III), Florida Statutes, "No county, 
municipal, or other public office shall vote in an official capacity upon any measure which would 
inure to his or her special private gain or loss, or which the officer know would inure to the 
special private gain or loss of a principal by whom he or she is retained, of the parent 
organization or subsidiary of a corporate principal which he or she is retained, of a relative or of a 
business associate. The officer must publicly announce the nature of his or her interest before 
the vote and must file a memorandum of voting conflict on Ethics Commission Form 8B with the 
meeting's recording officer within 15 days after the vote occurs disclosing the nature of his or her 
interest in the matter." 

In cases where a grievance involves the private or personal interests of a member of the 
Grievance Committee, such member shall be disqualified from hearing such grievance. If a 
Grievant claims a conflict between the Grievant and a Grievance Committee member, the 
Grievance Committee member identified as having a conflict shall recues themselves from 
hearing the grievance. No member of the Grievance Committee shall appear before the 
Grievance Committee as an agent or attorney for any person. 

(6) Proxy Voting. Proxy voting is not permitted. 

(7) Parliamentary Procedures. The Grievance Committee will conduct business using parliamentary 
procedures according to Robert's Rules of Order, except when in conflict with these Grievance 
Procedures. 

H. Administration 
(1) Staff Support. The North Central Florida Regional Planning Council shall provide the Grievance 

Committee with sufficient staff support and resources to enable the Grievance Committee to fulfill 
their responsibilities. 

(2) Minutes. The North Central Florida Regional Planning Council is responsible for maintaining an 
official set of minutes for each Grievance Committee meeting. 

I. Duties 
The Grievance Committee shall make recommendations to the Board, the Community Transportation 
Coordinator, and/or to the Florida Commission for the Transportation Disadvantaged for improvement of 
service. 

1. Procedures 
(1) The grievance procedures shall be open to addressing concerns by any person or agency 

including but not limited to: purchasing agencies, users, potential users, private-for-profit 
operators, private-nonprofit operators, Community Transportation Coordinators, DeSignated 
Official Planning Agencies, elected offiCials, and drivers. The grievant, in their formal complaint, 
should demonstrate or establish their concerns as clearly as possible. 
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(2) The Board must make a written copy of the grievance procedures available to anyone, upon 
request. All documents pertaining to the grievance process will be made available, upon request, 
in accessible format. The following procedures are established to provide regular opportunities 
for grievances to be brought before the Grievance Committee. 

(3) Should an interested party wish to file a grievance with the Board, that grievance must be filed in 
writing within ninety (90) days after the occurrence of the event giving rise to the grievance. 
The grievance shall be sent to: 

Columbia, Hamilton and Suwannee Transportation Disadvantaged Coordinating Board 
Grievance Committee 
2009 N.W. 67th Place 
Gainesville, FL 32653-1603 

(4) If requested, the North Central Florida Regional Planning Council staff will provide assistance to 
individuals in preparing written grievances. 

(5) The grievance should try to demonstrate or establish a clear Violation of a specific law, 
regulation, or contractual arrangement. Copies of pertinent laws and regulations may be 
obtained from North Central Florida Regional Planning Council staff. 

(6) The grievance shall include: 

a. the name, address and telephone number of the Complainant; 

b. a statement of the grounds for the grievance and be supplemented by supporting 
documentation, made in a clear and concise manner; and 

c. an explanation by the Complainant of the improvements needed to address the 
complaint. 

(7) If the Board receives a grievance pertaining to the operation of services by the Community 
Transportation Coordinator, that grievance shall be forwarded to the Community Transportation 
Coordinator for their response to be included in the Board's response. 

(8) If the Complainant does not want to be contacted by the Community Transportation Coordinator 
concerning the grievance before the grievance is heard, the Community Transportation 
Coordinator is prohibited from contacting the Complainant. 

(9) Within fifteen (15) working days following the date of receipt of the formal grievance, North 
Central Florida Regional Planning Council staff shall advise the Grievance Committee of the 
grievance to schedule a hearing on the grievance and inform the Complainant of the hearing 
date. 

(10) The Grievance Committee shall meet to hear the grievance within forty-five (45) calendar days 
from the date of receipt of the grievance. 

(11) North Central Florida Regional Planning Council staff shall send notice of the Grievance 
Committee's scheduled hearing in writing to the local newspaper of greatest Circulation, the 
Complainant and other interested parties. 

(12) All involved parties have a right to present their views to the Grievance Committee, either orally 
or in writing. In addition, all parties may present evidence. 
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(13) A written report and any recommendations of the Grievance Committee shall be provided to the 
Board. A copy of this report shall be provided to the concerned parties within ten (10) working 
days after the hearing on the grievance and no more than sixty (60) calendar days from the date 
of receipt of the formal grievance. The Grievance Committee's recommendation will stand unless 
the recommendation is changed by the Board. 

(14) A written report shall also be provided to the Community Transportation Coordinator's Governing 
Board. 

K. Appeals 
(1) Appeals of recommendations by the Grievance Committee to the Board shall be made within 

twenty (20) working days from the date when the Grievance Committee makes a 
recommendation regarding a grievance. The appeal shall be mailed to: 

Columbia, Hamilton and Suwannee Transportation Disadvantaged Coordinating Board 
2009 N.W. 67th Place 
Gainesville, FL 32653-1603 

(2) The Complainant will be notified in writing of the date, time and place of the Board meeting 
where the appeal will be heard. This written notice will be mailed at least ten (10) calendar days 
in advance of the meeting. 

(3) The Board will meet to hear the appeal and render its recommendation within thirty (30) 
calendar days of the date the appeal was filed. A written copy of the recommendation will be 
mailed to all parties involved within ten (10) calendar days of the date of the recommendation. 

(4) Should a Complainant remain dissatisfied with the Board's decision, he or she may contact the 
Florida Commission for the Transportation Disadvantaged at the following address: 

Florida Commission for the Transportation Disadvantaged 
605 Suwannee Street, MS-49 
Tallahassee, FL 32399-0450 

(5) The Florida Commission for the Transportation Disadvantaged also has an Ombudsman Program 
to assist individuals with complaints. The toll-free Ombudsman Hotline is 1-800-983-2435. 
Chapter 427, Florida Statutes does not expressly confer the power or authority for the Florida 
Commission for the Transportation Disadvantaged to "hear and determine" a grievance between 
two (2) third parties. The Florida Commission for the Transportation Disadvantaged may choose 
to listen to grievances and it can investigate them from a fact-finding perspective. It cannot be 
the "judge" or "arbiter" of the grievance in the sense of determining that one party's version of 
the facts is right and the other is wrong, and order the wrong party to somehow compensate the 
right party. On the other hand, the grievance may bring to light a problem within "the system." 

(6) If the grievance showed that one (1) of the parties with whom the Florida Commission for the 
Transportation Disadvantaged contracts was acting so aberrantly as to not be in compliance with 
its contract, the Florida Commission for the Transportation Disadvantaged could exercise 
whatever contractual rights it has to correct the problem. 
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(7) The Florida Commission for the Transportation Disadvantaged may take part in the grievance 
process, if it wants to, for purposes of listening to the grieving parties and gathering the facts of 
the matter. It may not decide the grievance, where doing so would amount to an exercise of 
adjudicative powers. 

L. Medicaid Non-Emergency Transportation 
Program Grievance System 

(1) The Florida Commission for the Transportation Disadvantaged and Medicaid Subcontracted 
Transportation Provider shall have a Grievance System in place that includes complaint and 
grievance processes. The Medicaid Subcontracted Transportation Provider must also have an 
appeal process and access to the Medicaid Fair Hearing System. 

(2) The Florida Commission for the Transportation Disadvantaged Medicaid Grievance System is 
attached as Appendix A. 

M. Suspension Reconsideration 
(1) If a rider has been issued a notice of suspension by the Community Transportation Coordinator, 

they have ten (10) calendar days from the date of issuance of suspension notice to request a 
reconsideration hearing on the suspension. If a reconsideration hearing is requested, the hearing 
will be held by the Grievance Committee if the suspension involves transportation provided under 
Florida's Transportation Disadvantaged Program. 

(2) The written request must include the name, address and telephone number of the person who is 
requesting the hearing and a statement as to why his or her riding privileges should not be 
suspended. If the request is not received within ten (10) calendar days from the issue date of 
the suspension, then the suspension becomes effective ten (10) calendar days from the date of 
issue. 

(3) Upon receipt of letter requesting the reconsideration hearing, a hearing shall be held within ten 
(10) working days. The North Central Florida Regional Planning Council will advise the person 
requesting the reconsideration hearing by return correspondence of the date, time and location 
of the hearing. 

(4) The person will be given the opportunity to present the reasons why they believe the suspension 
should not take place. The Grievance Committee will make a recommendation whether or not to 
uphold the suspension. A written statement of the recommendation shall be forwarded to the 
person requesting the hearing within two (2) working days after the hearing by the Grievance 
Committee. A written statement of the decision whether or not to uphold the suspension shall be 
forwarded by certified mail within two (2) working days by the Community Transportation 
Coordinator to the person requesting the hearing. 
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N. Prohibition Against Retaliation 
The Community Transportation Coordinator shall not take any punitive action against an individual who 
files a grievance. No individual shall be denied Transportation Disadvantaged Program services because 
such individual has filed a grievance related to Florida's Transportation Disadvantaged Program or has 
testified or is about to testify in any such proceeding or investigation related to Florida's Transportation 
Disadvantaged Program. 

o. Alternative Recourse 
Apart from these grievance processes, aggrieved parties with proper standing, may also have recourse 
through Chapter 120, Florida Statutes, administrative hearings process or the judicial court system. 

P. Certification 
The undersigned hereby certifies that he/she is the Chair of the Columbia, Hamilton and Suwannee 
Transportation Disadvantaged Coordinating Board and that the foregoing is a full, true and correct copy 
of the Grievance Procedures of this Board as adopted by the Columbia, Hamilton and Suwannee 
Transportation Disadvantaged Coordinating Board the 26th day of July 2013. 

Bucky Nash, Chair 
Columbia, Hamilton and Suwannee Transportation Disadvantaged Coordinating Board 
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Appendix A: Florida Commission for the 
Transportation Disadvantaged 
Medicaid Grievance System 
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Florida Commission for the Transportation 
Disadvantaged 

Medicaid Grievance System 

A. Overview 

1. Description 

a. Complaint process - The Complaint process is the CTD AND 
STP's procedure for addressing Medicaid Beneficiary Complaints, 
which are expressions of dissatisfaction about any matter other 
than an Action that are resolved at the Point of Contact rather than 
through filing a formal Grievance. 

b. Grievance process - The Grievance process is the CTD AND 
STP's procedure for addressing Medicaid Beneficiary Grievances, 
which are expressions of dissatisfaction about any matter other 
than an Action. 

c. Appeal process - The Appeal process is the STP's procedure for 
addressing Medicaid Beneficiary Appeals, which are requests for 
review of an Action. 

d. Medicaid Fair Hearing process - The Medicaid Fair Hearing 
process is the administrative process which allows a Medicaid 
Beneficiary to request the State to reconsider an adverse decision 
made by the CTD AND STP. 

e. Action - (i) The denial or limited authorization of a requested 
service, including the type or level of service, pursuant to 42 CFR 
438.400(b). (Ii) The reduction, suspension, or termination of a 
previously authorized service. (iii) The denlaf, in whole or in part, 
of payment for a service. (iv) The failure to provide services in a 
timely manner, as defined by the State. (v) The failure of the CTD 
AND STP to resolve a Complaint within fifteen (15) Business Days, 
a Grievance within ninety (90) Calendar Days, and an Appeal within 
forty-five (45) Calendar Days from the date the CTD AND STP 
receives the Complaint, Grievance, or Appeal. 

A endix A - Medicaid Grievance S stem Pa e A-3 
-109-



-110-

Columbia, Hamilton and Suwannee Transportation Disadvantaged Coordinating Board 
Grievance Procedures 

2. General Requirements 

a. The CTO AND STP shall all have a Grievance System in place that 
Includes a Complaint process and a Grievance process. The STP 
must also have an Appeal process and access to the Medicaid Fair 
Hearing System. The CTO AND STP Grievance System shall 
comply with the requirements set forth In Section 641.511, F.S. , if 
applicable and with all applicable federal and State laws and 
regulations. including 42 CFR 431 .200 and 42 CFR 438, Subpart F. 
"Grievance System." 

b. The CTO AND STP must develop and maintain written poliCies and 
procedures relating to the Grievance System. Before 
implementation, the AHCA must give the CTD AND STP written 
approval of the CTD AND STP Grievance System policies and 
procedures. 

c. The CTD AND STP shall refer all Medicaid Beneficiaries who are 
dissatisfied with the CTO AND STP or its Actions to the CTD AND 
STP Grievance/Appeal Coordinator for processing and 
documentation in accordance with this Contract and the CTD AND 
STP, AHCA approved policies and procedures. 

d. The CTD AND STP must give Medicaid Beneficiaries reasonable 
assistance In completing forms and other procedural steps, 
including, but not limited to, providing interpreter services and toll w 

free numbers with TIYfTDO and interpreter capability. 

e. The CTD AND STP must acknowledge, in writing, the receipt of a 
Grievance or a request for an Appeal, unless the Medicaid 
Beneficiary requests an expedited resolution. 

f. The CTO AND STP shall ensure that none of the decision makers 
on a Grievance or Appeal were involved in any of the previous 
levels of review or decisionMmaking when deciding any of the 
following: 

(1) An Appeal of a denial that is based on lack of Medical 
Necessity; and 

(2) A Grievance regarding the denial of an expedited resolution 
of an Appeal. . 

(3) All local Appeals and Grievances shall be heard by the 
local Transportation Disadvantaged Coordinating Board. 
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g. The CTD AND STP shall allow the Medicaid Beneficiary, and/or the 
Medicaid Beneficiary's representative, an opportunity to examine 
the Medicaid Beneficiary's case file before and during the 
Grievance or Appeal process, including all Medical Records and 
any other documents and records. 

h. The CTD AND STP sh~1I consider the Medicaid Beneficiary, the 
Medicaid BenefiCiary's representative or the representative of a 
deceased Medicaid Beneficiary's estate as parties to the 
Grievance! Appeal. 

i. The CTD AND STP shall maintain, monitor, and review a record/log 
of all Complaints, Grievances, and Appeals in accordance with the 
terms of this Contract and to fulfill the reporting requirements as set 
forth in Section XI, Reporting Requirements. 

j . Notice of Action 

(1 ) 

(2) 

The STP shall notify the Medicaid Beneficiary, in writing, 
using language at, or below the fourth (4th) grade reading 
level, of any Action taken by the STP to deny a 
Transportation Service request, or limit Transportation 
Services in an amount, duration, or scope that is less than 
requested. 

The STP must provide notice to the Medicaid Beneficiary as 
set forth below (see 42 CFR 438.404(a) and (c) and 42 CFR 
438.210(b) and (c)): 

(a) 

(b) 

(c) 

(d) 

(e) 

(f) 

The Action the STP has taken or intends to take; 

The reasons for the Action, customized for the 
circumstances of tha Medicaid Beneficiary; 

The Medicaid Beneficiary's or the Health Care 
Professional's (With wHtten permISSIon of the 
Medicaid BenefiCiary) right to file an Appeal; 

The procedures for filing an Appeal: 

The circumstances under which expedited resolution 
is available and how to request it; and 

The Medicaid Beneficiary's rights to request that 
Transportation Services continue pending the 
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resolution of the Appeal, how to request the 
continuation of Transportation Services, and the 
circumstances under which the Medicaid Beneficiary 
may be required to pay the costs of these services. 

(3) The STP must provide the notice of Action within the 
following time frames: 

(1) At least ten (10) Calendar Days before the date of 
the Action or fifteen (15) Calendar Days if the 
notice is sent by Surface Mail (five [5] Calendar 
Days if the Vendor suspects Fraud on the part of 
the Medicaid Beneficiary). See 42 CFR 431.211,42 
CFR 431.213 and 42 CFR 431.214. 

(2) For denial of the Trip request, at the time of any 
Action affecting the Trip request. 

(3) For standard Service Authorization decisions that 
deny or limit Transportation Services, as quickly as 
the Medicaid Beneficiary's health condition requires, 
but no later than fourteen (14) Calendar Days 
following receipt of the request for service (see 42 
CFR 438.201 (d)(1)}. 

(4) If the STP extends the time frame for notification, it 
must: 

(a) Give the Medicaid Beneficiary written notice of 
the reason for the extension and inform the 
Medicaid Beneficiary of the right to file a 
Grievance if the Medicaid Beneficiary 
disagrees with the STP's decision to extend 
the time frame; and 

(b) Carry out its determination as quickly as the 
Medicaid Beneficiary's health condition 
requires, but in no case later than the date 
upon which the fourteen (14) Calendar Day 
extension period expires (see 42 CFR 
438.21 O(d)(1 ». 

(5) If the STP fails to reach a decision within the time 
frames described above, the Medicaid Beneficiary 
can consider such failure on the part of the STP a 
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denial and, therefore, an Action adverse to the 
Medicaid Beneficiary (See 42 CFR 438.210(d)). 

(6) For expedited Service Authorization decisions, 
within three (3) Business Days (with the 
possibility of a fourteen (14) Calendar Day 
extension). See 42 CFR 438.210(d)(2). 

B. The Complaint Process 

1. A Medicaid Beneficiary may file a Complaint, or a representative of the 
Medicaid Beneficiary, acting on behalf of the Medicaid Beneficiary and with 
the Medicaid Beneficiary's written consent, may file a Complaint. All 
complaints must begin with an STP response, regardless of where the 
initial complaint Is received. 

2. General CTD AND STP Duties 

a. The CTD AND STP must: 

(1) Resolve each Complaint within fifteen (15) Business 
Days from the day the CTD AND STP received the Initial 
Complaint, be it oral or in writing; 

(a) The CTD AND STP may extend the Complaint 
resolution time frame by up to ten (10) Business 
Days if the Medicaid Beneficiary requests an 
extension, or the CTD AND STP documents that 
there is a need for additional information and that 
the delay Is in the Medicaid Beneficiary's best 
interest. 

(b) If the CTD AND STP request the extension, the 
CTD AND STP must give the Medicaid Beneficiary 
written notice of the reason for the delay. 

(2) Notify the Medicaid Beneficiary, in writing, within five (5) 
Business Days of the resolution of the Complaint if the 
Medicaid Beneficiary is not satisfied with the CTD AND 
STP resolution. The notice of disposition shall include the 
results and date of the resolution of the Complaint, and shall 
include: 

(a) A notice of the right to request a Grievance or Appeal, 
whichever is the most appropriate to the nature of the 
objection; 
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(b) Information necessary to allow the Medicaid 
Beneficiary to request a Medicaid Fair Hearing, if 
appropriate, including the contact information 
necessary to pursue a Medicaid Fair Hearing (see 
Section VII I.E., Medicaid Fair Hearing System, 
below); 

(3) Provide the AHCA with a report detailing the total number of 
Complaints received, pursuant to Section XI., Reporting 
Requirements; and 

(4) Ensure that neither the CTD AND STP (if applicable), or any 
Transportation Provider takes any punitive action against a 
physician or other Health Care Provider who flies a 
Complaint on behalf of a Medicaid Beneficiary, or supports a 
Medicaid Beneficiary's Complaint. 

b. Filing Requirements 

(1) The Medicaid Beneficiary or a representative of the 
Medicaid Beneficiary, acting on behalf of the Medicaid 
Beneficiary and with the Medicaid Beneficiary's written 
consent must file a Complaint within fifteen (15) 
Calendar Cays after the date of occurrence that initiated 
the Complaint. 

(2) The Medicaid Beneficiary or his/her representative may file a 
Complaint either orally or in writing. The Medicaid 
Beneficiary or his/her representative may follow up an oral 
request with a written request, however the timeframe for 
resolution begins the date the CTD ANC STP receives the 
oral request. 

C. The Grievance Process 

1. A Medicaid Beneficiary may file a Grievance, or a representative of the 
Medicaid Beneficiary, acting on behalf of the Medicaid Beneficiary and 
with the Medicaid Beneficiary's written consent, may file a Grievance. 

2. General CTD AND STP Duties 

a. The CTC AND STP must: 

(1) Resolve each Grievance within ninety (90) Calendar 
Days from the day the CTC AND STP received the initial 
Grievance .request, be it oral or in writing; 
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(2) Notify the Medicaid Beneficiary, In writing, within thirty 
(30) Calendar Days of the resolution of the Grievance. 
The notice of disposition shall include the results and date of 
the resolution of the Grievance, and for decisions not wholly 
in the Medicaid Beneficiary's favor, the notice of disposition 
shall include: 

(a) Notice of the right to request a Medicaid Fair Hearing, 
if applicable; 

(b) Information necessary to allow the Medicaid 
Beneficiary to request a Medicaid Fair Hearing, 
including the contact information necessary to pursue 
a Medicaid Fair Hearing (see Section VIII.E., 
Medicaid Fair Hearing System, below); 

(3) Provide AHCA with a copy of the written notice of disposition 
upon request; 

(4) Ensure that neither the CTO AND STP nor any 
Subcontractors (if applicable), or any Transportation 
Provider takes any punitive action against a physician or 
other health care provider who files a Grievance on behalf of 
a Medicaid Beneficiary, or supports a Medicaid Beneficiary's 
Grievance; and 

(5) Provide AHCA with a report detailing the total number of 
Grievances received, pursuant to Section XI., Reporting 
Requirements. 

b. The CTD AND STP may extend the Grievance resolution time 
frame by up to fourteen (14) Calendar Days if the Medicaid 
Beneficiary requests an extension, or the CTO AND STP 
documents that there is a need for additional information and that 
the delay is in the MedicaId Beneficiary's best interest. 

(1) If the CTD AND STP requests the extension, the CTD AND 
STP must give the Medicaid BenefiCiary written notice of 
the reason for the delay. 

c. Filing Requirements 

(1) The Medicaid Beneficiary or provider must file a Grievance 
within one (1) year after the date of occurrence that initiated 
the Grievance. 
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(2) The Medicaid Beneficiary or provider may file a Grievance 
either orally or In writing. The Medicaid Beneficiary may 
follow up an oral request with a written request, however the 
timeframe for resolution begins the date the CTD AND STP 
receives the oral request. 

D. The Appeal Process 

1. A Medicaid Beneficiary may file an Appeal, or a representative of the 
Medicaid Beneficiary, acting on behalf of the Medicaid Beneficiary and 
with the Medicaid Beneficiary's written consent, may file an Appeal. 

2. General STP Duties 

a. The STP shall : 

(1) Confirm in writing all oral inquiries seeking an Appeal, unless 
the Medicaid Beneficiary or provider requests an expedited 
resolution; 

(2) If the resolution is in favor of the Medicaid Beneficiary, 
provide the services as quickly as the Medicaid Beneficiary's 
health condition requires; 

(3) Provide the Medicaid Beneficiary or provider with a 
reasonable opportunity to present evidence and allegations 
of fact or law, in person and/or in writing; 

(4) Allow the Medicaid Beneficiary, and/or the Medicaid 
Beneficiary's representative, an opportunity, before and 
during the Appeal process, to examine the Medicaid 
Beneficiary's case file, including all documents and records; 

(5) Consider the Medicaid Beneficiary, the Medicaid 
Beneficiary's representative or the representative of a 
deceased Medicaid Beneficiary's estate as parties to the 
Appeal; 

(6) Continue the Medicaid Beneficiary's Transportation Services 
if: 

(a) The Medicaid Beneficiary files the Appeal in a timely 
manner, meaning on or before the later of the 
following: 
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(i) Within ten (10) Business Days of the date 
on the notice of Action (add five [5] 
Business Days if the notice is sent via 
Surface Mail); or 

(ii) The intended effective date of the STP 
proposed Action. 

(b) The Appeal involves the termination, suspension, or 
reduction of a previously authorized Transportation 
service; 

(c) The Transportation was for a Medicaid compensable 
service ordered; 

(d) The authorization period has not expired; and/or 

(e) The Medicaid Beneficiary requests extension of 
Transportation Services. 

(7) Provide written notice of the resolution of the Appeal, 
including the results and date of the resolution within 
two (2) Business Days after the resolution. For decisions 
not wholly in the Medicaid Beneficiary's favor. the notice of 
resolution shall include: 

(a) Notice of the right to request a Medicaid Fair Hearing; 

(b) Information about how to request a Medicaid Fair 
Hearing, including the DCF address necessary for 
pursuing a Medicaid Fair Hearing, as set forth in 
Section VIIl.E .. Medicaid Fair Hearing System, below; 

(c) Notice of the right to continue to receive 
Transportation Services pending a Medicaid Fair 
Hearing; 

(d) Information about how to request the continuation of 
Transportation Services; and 

(e) Notice that If the STP Action is upheld in a Medicaid 
Fair Hearing, the Medicaid Beneficiary may be liable 
for the cost of any continued Transportation Services. 

(8) Provide AHCA with a copy of the written notice of disposition 
upon request; 
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(9) Ensure that neither the STP nor any Subcontractors (if 
applicable) or Transportation Providers take any punitive 
action against a physician or other health care provider who 
flies an Appeal on behalf of a Medicaid Beneficiary or 
supports a Medicaid Beneficiary's Appeal; and 

(10) Provide the AHCA with a report detailing the total number of 
Appeals received, pursuant to Section XI., Reporting 
Requirements. 

b. If the STP continues or reinstates the Medicaid Beneficiary's 
Transportation Services while the Appeal is pending, the STP must 
continue providing the Transportation Services until one (1) of the 
following occurs: 

(1) The Medicaid Beneficiary withdraws the Appeal; 

(2) Ten (10) Business Days pass from the date of the STP's 
notice of resolution of the Appeal if the resolution is adverse 
to the Medicaid Beneficiary and if the Medicaid Beneficiary 
has not requested a Medicaid Fair Hearing with continuation 
of Transportation Services until a Medicaid Fair Hearing 
decision is reached; 

(3) The Medicaid Fair Hearing panel's decision is adverse to the 
Medicaid Beneficiary; or 

(4) The authorization to provide services expires, or the 
Medicaid Beneficiary meets the authorized service limits. 

c. If the final resolution of the Appeal is adverse to the Medicaid 
Beneficiary, the STP may recover the costs of the services 
furnished from the Medicaid Beneficiary while the Appeal was 
pending, to the extent that the STP furnished the services solely 
because of the requirements of this Section. 

d. If the STP did not furnish services while the Appeal was pending 
and the Appeal panel reverses the STP decision to deny, limit or 
delay services, the STP must authorize or provide the disputed 
services promptly and as quickly as the Medicaid Beneficiary's 
health condition requires. 

e. If the STP furnished services while the Appeal was pending and the 
Appeal panel reverses the STP decision to deny, limit or delay 
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services, the STP must pay for disputed services in accordance 
with State policy and regulations. 

3. Filing Requirements 

a. The Medicaid Beneficiary or his/her representative must file an 
Appeal within thirty (30) Calendar Days of receipt of the notice 
of the Vendor's/Subcontractor's Action. 

b. The Medicaid Beneficiary may file an Appeal either orally or in 
writing. If the flilng is oral, the Medicaid Beneficiary must also 
file a written, signed Appeal within thirty (30) Calendar Days of 
the oral filing. The STP shall notify the requesting party that it 
must file the written request within ten (10) Business Days 
after receipt of the oral request. For oral filings, time frames for 
resolution of the Appeal begin on the date the STP receives the 
oral filing. 

c. The STP shall resolve each Appeal within State-established 
time frames not to exceed forty-five (45) Calendar Days from 
the day the Plan received the Initial Appeal request, whether 
oral or in writing. 

d. If the resolution is in favor of the Medicaid Beneficiary, the STP 
shall provide the services as quickly as the Medicaid Beneficiary's 
health condition requires. 

e. The STP may extend the resolution time frames by up to 
fourteen (14) Calendar Days if the Medicaid Beneficiary 
requests an extension, or the STP documents that there Is a 
need for additional information and that the delay Is in the 
Medicaid Beneficiary's best interest. 

(1) If the STP requests the extension, the STP must give the 
Medicaid Beneficiary written notice of the reason for the 
delay. 

(2) The STP must provide written notice of the extension to 
the Medicaid Beneficiary within five (5) Business Days 
of determining the need for an extension. 

4. Expedited Process 

a. The STP shall establish and maintain an expedited review process 
for Appeals when the STP determines, the Medicaid Beneficiary 
requests or the provider indicates (in making the request on the 
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Medicaid Beneficiary's behalf or supporting the Medicaid 
Beneficiary's request) that taking the time for a standard resolution 
could seriously jeopardize the Medicaid Beneficiary's life, health or 
ability to attain, maintain or regain maximum function. 

b. The Medicaid Beneficiary may file an expedited Appeal either orally 
or in writing. No additional written follow-up on the part of the 
Medicaid Beneficiary is required for an oral request for an 
expedited Appeal. 

c. The STP must: 

(1) Inform the Medicaid Beneficiary of the limited time available 
for the Medicaid Beneficiary to present evidence and 
allegations of fact or law, in person and in writing; 

(2) Resolve each expedited Appeal and provide notice to 
the Medicaid Beneficiary, as quickly as the Medicaid 
Beneficiary's health condition requires, within State 
established time frames not to exceed seventy-two (72) 
hours after the STP receives the Appeal request, 
whether the Appeal was made orally or in writing; 

(3) Provide written notice of the resolution in accordance 
with Section VIII. D., The Appeal Process, of the 
expedited Appeal to the Medicaid Beneficiary; 

(4) Make reasonable efforts to provide oral notice of disposition 
to the Medicaid Beneficiary immediately after the Appeal 
panel renders a decision; and 

(5) Ensure that neither the STP nor any Subcontractors (if 
applicable) or Transportation Providers take any punitive 
action against a physician or other health care provider who 
requests an expedited resolution on the Medicaid 
Beneficiary's behalf or supports a Medicaid Beneficiary's 
request for expedited resolution of an Appeal. 

d. If the STP denies a request for an expedited resolution of an 
Appeal, the Vendor/Subcontractor must: 

(1) Transfer the Appeal to the standard time frame of no longer 
than forty-five (45) Calendar Days from the day the STP 
received the request for Appeal (with a possible 
fourteen (14] day extension); 
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(2) Make reasonable efforts to provide immediate oral 
notification of the STP denial for expedited resolution of the 
Appeal; 

(3) Provide written notice of the denial of the expedited 
Appeal within two (2) Calendar Days; and 

(4) Fulfill all requirements set forth in Section VIlLD., The 
Appeal Process,above. 

E. Medicaid Fair Hearing System 

1. As set forth Ih Rule 65-2.042, FAC, the eTD AND STP Grievance 
Procedure and Appeal and Grievance processes shall state that the 
Medicaid Beneficiary has the right to request a Medicaid Fair Hearing, in 
addi1ion to, and at the same time as, pursuing resolution through the eTD 
AND STP Grievance and Appeal processes. 

a. A physician or other health care provider must have a Medicaid 
Beneficiary's written consent before requesting a Medicaid Fair 
Hearing on behalf of a Medicaid BenefiCiary. 

b. The parties to a Medicaid Fair Hearing include the CTO AND STP, 
as well as the Medicaid BenefiCiary, his/her representative or the 
representative of a deceased Medicaid Beneficiary's estate. 

2. Filing Requirements 

a. The Medicaid Beneficiary may request a Medicaid Fair Hearing 
within ninety (90) days of the date of the notice of the CTO ANO 
STP resolution of the Medicaid Beneficiary's Grievance/Appeal by 
contacting DCF at: 

The Office of Appeal Hearings 
1317 Winewood Boulevard, Building 5, Room 203 

Tallahassee, Florida 32399-0700 

3. General eTD AND STP Duties 

a. The CTO AND STP must: 

(1) Continue the Medicaid Beneficiary's Transportation Services 
while the Medicaid Fair Hearing is pending if: 
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(a) The Medicaid Beneficiary filed for the Medicaid Fair 
Hearing in a timely manner, meaning on or before the 
later of the following: 

(i) Within ten (10) Business Days of the date on 
the notice of Action (add five [5] Business Days 
if the notice is sent via Surface Mail); 

(ii) The intended effective date of the STP 
proposed Action. 

(b) The Medicaid Fair Hearing involves the termination, 
suspension, or reduction of a previously authorized 
course of treatment; 

(c) The authorization period has not expired; and/or 

(d) The Medicaid Beneficiary requests extension of 
Transportation Services. 

(2) Ensure that neither the CTD AND STP (if applicable) or 
Transportation Providers take any punitive action against a 
physician, Transportation Provider, or other health care 
provider who requests a Medicaid Fair Hearing on a 
Medicaid Beneficiary's behalf or supports a Medicaid 
Beneficiary's request for a Medicaid Fair Hearing. 

b. If the STP continues or reinstates Medicaid Beneficiary 
Transportation Services while the Medicaid Fair Hearing is pending, 
the Vendor/Subcontractor must continue said Transportation 
Services until one (1) of the following occurs: 

(1) The Medicaid Beneficiary withdraws the request for a 
Medicaid Fair Hearing; 

(2) Ten (10) Business Days pass from the date of the STP's 
notice of resolution of the Appeal if the resolution is adverse 
to the Medicaid Beneficiary and the Medicaid Beneficiary 
has not requested a Medicaid Fair Hearing with continuation 
of Transportation Services until a Medicaid Fair Hearing 
decision is reached (add five [5] Business Days if the STP 
sends the notice of Action by Surface Mail); 

(3) The Medicaid Fair Hearing officer renders a decision that is 
adverse to the Medicaid Beneficiary; and/or 

A endix A - Medicaid Grievance S stem Page A-16 



Columbia, Hamilton and Suwannee Transportation Disadvantaged Coordinating Board 
Grievance Procedures 

(4) The Medicaid Beneficiary's authorization expires or the 
Medicaid Beneficiary reaches his/her authorized service 
limits. 

4. If the final resolution of the Medicaid Fair Hearing is adverse to the 
Medicaid Beneficiary, the STP may recover the costs of the services 
furnished while the Medicaid Fair Hearing was pending, to the extent that 
the STP furnished said services solely because of the requirements of this 
Section. 

5. If services the STP did not furnish services while the Medicaid Fair 
Hearing was pending, and the Medicaid Fair Hearing resolution reverses 
the STP decision to deny, limit or delay services, the STP must authorize 
or provide the disputed services as quickly as the Medicaid Beneficiary's 
health condition requires. 

6. If the STP did furnish services while the Medicaid Fair Hearing was 
pending, and the Medicaid Fair Hearing resolution reverses the STP 
decision to deny, limit or delay services, the STp · must pay for the 
disputed services in accordance with State policy and regulations. 
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Thirty (30) 
Thirty (30) Calendar 

Days of Forty-five Fourteen Calendar Medicaid 

Appeal 
Receiving 

Yes 
(45) (14) Days from the Fair 

Notice of Calendar Calendar Date of the Hearing 
Denial or Days Days Resolution of 

Limitation of the Appeal 
Services 

Resolution 
Notification 

Medicaid Upon Filing by Admin-
Sent by the Legal 

Fair a Grievance Yes istrative 
None Administrative Recourse 

Hearing or Appeal Hearing 
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Office 

.. 
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* 
** 

Scott R. Koons, AICP, Executive Director 

* Marlie Sanderson, AICP, Director of Transportation Planning 

** Lynn Franson-Godfrey, AICP, Senior Planner 

Primary Responsibility 
Secondary Responsibility 
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