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"#$%$#&S'S('S")!( "#$5% o

"#$%&' (#1%" !

MESI"# " $%&' ()*+&,*$-.$/)(,0™-)*(*1-,$2%3/4$5+&)16(,0$71*8%$%10(91:1*1&0$56*$25%54%
"#$%&'()*H"#$! transit agencies to suspend, for a reasonable period of time, the provision of
paratransit!"#$%&W riders!"#$1%&'()*+&#!(1,("%-1$-!,-(/'+/%!$0! 1 +&&+.2!&/#%34*%3!"-+,&5! (*&$!
"#$5"%&'%"H" #1967 " HI"H#$% &&Y0' () *+*1""* 00, M HSUHS I"I# "#S%&' () HHS%E&'()*( "#S$"!

"#"$H" % & BESI WHS!%&' & () &*+ ' H#HIVBEHHS" %! &'%0! () $*%01#%$ "% %" +,$-19%0*-$.1/"+1)"0$!"!
detrimental effect on operational efficiency, cost, and the quality of the service for other riders.!

"#$%"&%"$()#*$+),-.))#)". $()"$"/%"0)"12"$#*"$,-3"$4) 1+,$&5$6 1"/%"2#"+$,2*"+6"'$2*-17",$-,$
M#P%&!" () +&',--.1.%&0)%11'21%2(1'3./4'-.),5.(./.1)'4," 1"#$%&S$'(I")*+,&-&*+."-/$-")/$+0!"
from day to day. For these reasons, ADA paratransit riders’ plans will sometimes change. The
"#$$%&'%()*(&how policies is to balance these needs.

This Topic Guide on No-!"#$%&'(&)*)&+,-,.-,(%'. $ addresses how to determ!"#$%&'($
I"#$%&%'%($)*)+*%%(,#) " HBI%& " #S& 'H&()!")*+ )& A" # B! %& '#(% () *+%,")-.%/#" " #$%
"#$%!&'%!()*$+',,$%-$-)'#$*./&'%.0)#*' +$-"*$!) 1*)/29),.%.3%$,$%/)'1)%" -shows, and
I"H#$"%6& 061 () #(HY%+,- . &(/O/(L$H#S"#$.I" (2hows. A subsequent section dil"#!1$1%6&($%

I"H1$96%6" &' (H)*+,(%0%(-$.+/0+#, (12" &' (H+(H+-3"8&+$%)$+1' $1)+"#.+" 4(1"&S) +H#SS. + & (+5#(-*+
M#$%&!" ()*+(,1&+,-.(/S+(1"(,+ &Yt "' (T1H#$! % &

!

I"H$Y6& &()*+, ¥+ S+ $H#/#$0-) 12% +0&$(&3*&4. $*+%6*0, &$586$'(,+. 'S
I"HSY& (H)*+(#,#$- 1B/ (#.01$.+2+3+-+.]

!

I"HSI"HSY& (B) 1" HSYHE&! (1)*)1+$,(&-'$.,.%' (1%6&!/'S!.$,(8%.! 0#(1%#&2!-345%11.$,(&%.1$%6#$&2! (
I"#$%6"&" () SI*+,$'-#.)/0-)/+1")23"1-#)%4"56)'+6-'0-4)'0-)4-73"4-8-5'#)+9)'0-):::)$5!)'0-)

I"#$Y61%6$& )+, JOSL'2' &+*SH&+/3-,$%24-/-3,8+,-./$51H%6$2" 1R#BH6& (1%) (*+&."(

I"HBY0& (Y0)*" $Vo+ &'+, 1 (“HYo+-*&I" MBIV & (H)&*+,-#.%] * +-&'- O *10&2"+-1"#.3 #,*#
I"HSY&HYS ($)*+,-. /S(*OLHEBiL. I"#$"%6& () F' (+&)', *-.$ V& 1.8 )" [*&, 'H#- ) Yo+ #,+0"#.$'

1" t0-I"HSYO& HB() (H"HEX+0b* Yot-$%6./ Yokt (" +)* (A HBHE ##()may wish to!"#$"%6!& (#!

I"HSIHYOISE (S () HS)+SI" *$-). /$OL, (HS)$2'($*.#/,2/$3-4$(#1#56,'&),)*$)'$.&5! /1 7&5$

I"HSH GBS I"HHSYHE,

"#S%HE&H' ()*+&),*-$.1/$(+0#-3)*$) &-$/1/$2,(34)+*2#S'#5)#6-F)*%) 2+&H#SOH 7 $&'+*-) &$+8#*27F
"#35%!"&™() "#B!1%&' ()#*+*,*-*&'l-."-1"%&!*/()%-"#-10)%!-%"#"*-1"1&#2*&"-)1*/(,&/&#-34#!&"2.]
M#P%&'()*+$,#-,.),[0#121# 1"#$"#%Ere the basis for corrective actions by the transit agency.

FTA "#3$%%"&'()*$&H"#$%&™ (1) %$!*)++" -$L./(1&) /##0$++1& 1 $! 2" Yo" H#5D0dd the

reviewed agencies have implemented service improvements s!"#$%& '$%&!($%)*%&'$!+%+$,!$-./

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& M



" HS "#$%0& |

"#$%$#&S'S('S")!( "#$5% o

IHSY61& S8 &B()*+ - /(HSOH1-#235* 4$54$6)7/8$-/$67,,$.9%
H"#$%"&'$"()*+,),-.,(/$0* ada/civil _rights 3899.htmi!"#$"%#"B#ES%"&'S" () * % &Y "#$!
I"H'S968 ()8) %) &ct - #/01$"&28) %) &+ - #/01$"&3"4/"5&' 110#&3".,6%!7

I"#S1068, (B) '+, #-#,$%.$/0/$!-1.,&%-212'%.$13,%$+-14,$'.5%-612'%.$5-%66$6 1. 7$%2"#-$

I"# 1"H%& (") +'(,&-./&-'$01") 238 405&6*+0("H#7&8/989-9&AH22H#1$&:; &8 (+'(,&0(+&<*)#2'($7&
I"HSYO&" (H() $*+,% 1"~ HH " OHSO* L#() $#2*3'4$-) 2% $*5)%#6) 2) 7+ 846 2)-#() $%8* L#()' $H2*

I"H$068 ()$%0' &' +(,-*" Yo+ 0. (/#%'+"(0+#1%(2"-3+,'(45!)67(8*91&. # &-$%6 (HSL(cRPHIHG, +(

I"HHSY&H ) +$,-&(JOLS, (2+-8H3%+A4-4$%& (4%, $-4$%6& (5+-64(7" Y6**"&5"5(.+-, 4%, "H# (-&5(48"(
I"#$9%6%6"& () *$&+ $-, &()*$&(../,I"H0&*1" 232, 4(10)1(&+*),$4"1)$!+5,4.(&&"1+5,(&.,

I BI06&" I () & "4 (" 1$*- (). 1$%*-%"#/(1-0,."0")*)1'232'1"45-1"0  ents.

I"HHSY6& (%1% H)S  1"#$%&&' (#)*%+&BY THE RIDER!

"#3%&!$'%'S(#)*+,-./0$,11(#22#2$.34/(-,0-$4(.05.4+#23$,6*#$!1%"&!" (') **#$+1%,)-+.%!
'#P%&H' ()*(&+, " #(H#-.&YoH (' #P'&*S (O #L(*S(,\"#S"#-($*  -I"#P1%&" (&)*'&+)+&
regulation Appendix D, which prov!"#$%!&#() (#'*#%+,!"-& . #%/&%'0#% (#+,1-"1/&2%$'-' #$3

It is very important to note that sanctions!"#$%&!"(!)*+#,(&!#-%.!/#0!1!2+133(0-!

5" Y08 (SN SYoBBESIOR (VA #+$$1%0,#-Vo WHSBORS (1"H) H) Yot &+, ) )

O I"HSYO& & ()*+,-." +) *-+0&) Y H#1I"HSY& () (+ H-. &Yo* (#],I"#$+O % & )&

M"#$%&' () $H* S&(A*#5% & ('B)*'+#,+-+,./&'" #$'/0'1/%$"y pattern or practice.
IHESY&HSY8: ()& I8 ) HIFIE )G +1)& IMESYE I%%'() ") "+() $,-5.5-8)
M"##$%E&S'( )*'( +,-#( L'THS/( 0)( +,5( 1$#S %&&'(#)stantially after the
I"#$%6&'$Y6()*"+&)(,*-$. (/0% #S()/NSOLS2(#/1(1*3$0(&) (A0( #S(3SH"$(/0%(,/+$0(
"#159%6" & (&)*" +&,)" #-*" #*H" H&" #1/0" #&" 1" )% (-1&'2" #-1#" %." ) &#" 1" 3%. . *+" #'%4"

I"H$068 () S+ HESY0& " & (& (VHE&X"+ &tt+("- ¥ BI6& () *+,"-$"1". "1 $1/"..0)!
I"HS " HHSY& H & () # #+)! ")) FOHS%SB! &' (1S *+#$%! -%,.&/+'0,$/1)$(*01!

"#$"%&' () #$H#%! &' (H##S%& '()*+,& $)$-.$%/,0& 12(1& ) (3L AR &' %$()*+ ,-#+
the individual!"#!"$%&'(1%"1") 1*+)',-(',!1"./'1%0,1%( "#$"%#&'(#)*+),)+-. [#&" " #*"&)$0
"#$ #%!&!'S &%$ 1&(#HS$ S *+%*#,$ "tHIR'B ("& )'(*+,"& +$-"./& 01+(&
circumstances also would not form p!"#$%&H% & H#S!"#$$% &' (KASY &P |

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& 5!
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"HSYSHES(S)!( GUIDE .

M"H#B%&™" (H#%&H"  "I"#SI%&'(#)* %+, *'+-] CONTROL!

I"H$%8 S (H)$*(+5,--($+/,%)0+$, 1#+20#)$+($3,)#$,$)4)5#*) 0(*$(6$)#/702#$(*$, *8$+/05)$90) # $38
I"HSYO&H" (1 H&L) (*)"+&, (TS V&SI ESU0&H ()" *+)$, 196&)-.1/) LIS % & %' () *+06"(,$)-."$"&"

I"HBY0& () -+, ) H& - VY0 (| &HL HYH1%)- ) H21"#3 & " -(-(AH&, Yo&HYoH Yo & & (H"H."%5&-5 H12#]-))
I"H#$96&'$Y6()*+, I($-+1)1.(

!

The ADA does not allow transit agencies to base a suspension on
" ESI%& (#)*%+""%,-*', . 1%/#) +,#01

!

Yet riders are not always informed of their right to contest particular no-1"#$!%&" (&)*+,#-*.&

"#$%&' (") &*+,&'&-.(/01"/-02(-3+-4(&B(*"50(%+*0*4(/&20/*(6 &-3(2&*+,&'&-&0*(071/0**(-30(%"$%
that they are penalized despite their best efforts to contact the transit agency to establish that
"#$%&'("#)* shows were beyond their control.&

I
IHSY&'I()*+,-%$)%.  I"HEN& ()*+S),- !

I"HSHYDESHY' & ()Y +$*, - & (H-%0." 8. %' &) Yol #Y6/#)0(1%. "H%$+1#$2-%*0(.$034%+(*3, 1+(5%/,.%(0.
I"#'$%6&'$()

o I"#$%&'(#H()*(+,&

* lliness that preclud!"#$%#& "\ &#(&)*#+,--" . [#P)#+,.+!-

* Personal attendant or another party who didn’t arrive on time to assist the rider

o I"#$%E&'()&"*)" #P&+(,,"*-&.[&+0$+1&.0$& % " #$&).(.2) & (*#&' () &/* &0/ #E&3/%& P4 . $*#I#H&."5

o "#$%&'()**+",-.$5,-(%),(/+,00) , #(# #(,+-(*Y+1"#S(+* 4% % &' & OH(*+&SHE) &!F,*+%&-) %

o I"#$%&'()F$+( ", &--&.(1.&'0L(¥))#/"$2&"$

* Rider's mobility aid failed

o I"™#$%&!'$%()' %&*H#%+)' #%-$%,) . #)$#%+-&*%/%0/'-/12#%3)$"-&-)$

o I"#$%E&S'($)*+$%',-.)/*$" %, "$%0& *%)#$1'.1)2&3".%$/14",25*+$'%,"$%'6%7-'/)21$11,25',2")
"#$%&'() &

I"#

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& M
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o I"#$%&"())$*"+'&(,"-'(.,") , #"/$%01/'2$3+42

o I"#$%&™())$*'+"()&,-"."/0)" 1#"2$%342'5$6+05-'(6+")$+")'5(7'601")"(+,'20'80
* Vehicle never arrive!

o I"#E%&" (") (,+)-'&+%.*$+)

o I"#$%"&'H()*&+,--,.&/,""%/[*&0",/%'1"%28&* ,&-,/3*%&* 4% &"# %"

o IHSUE()'SHBHE")&(&A" -8 (-&I0+&H1BE! () $HH(+"2) & (38) 2+ &S 20HBHE 2%%$ +*-8 2%,
I"HB08 & ("SH)*&&+, &' &+ (HI+(*$ &F)+

I"HSY6HE ()*$+,$)+-)$.+) (-/$ 0VUSABYO& & () %6& (*+9%6,8'-8$.I$0L, ("#$%, &()"(&2.33&4%&S #, 1%/%!&
I"#S$Y6& () *&")+,-$%.)$/, 0$1/&'I"&"2"/$3"&'4* 0'31/*-*0%31.5'6*&"),'()""*%".0"1", '35, * *$%'
14968 () Vot -+06#) (', -&\.[ Vo&HI+ - 0. () &Yot 1+ 11 (%' 2, $Yot #1)-%204 /'%22.1)"/3

|
HEBIN$R () +E&”  I'HSWEIS ()& S, I'HBI%N&'()F+),- |

"#3%&' (#)*$+&*%(%,-./0(1"-2&0* (#("™*/*1,-$*($.34*" (5-"("&0*"% (- (&$5-"3(",* (" #$% &' (#) *$+6/(
"#IS%HE! () HESH #P1%B&' &%0(&)H#*+%,"&-'"%. . #*,'#/0%1*%/2'3&'%!)!,&4!5%,"-1%, &/ &6"#*&%0* 7 4 (&
"#$%&'()'&*+),)-.'/,#0'.")',)1$%2 "#SH#1%& ()*$"+(*4,"-*" #* I &+/"0#"1&++$"$0)2+3".)")"0#"$'&4"
who are tracking and tabulating no-1"#$!%8&'(%)*+)&*,'-%'#show suspension letters.

"#$%8&'()*$)"+,-./0),"$01/0$234*-)'34$013$"#$%!&!" () 1*#) %0'#+*,- U #$%&' () *%$&+",’
#"$%P&™ (# """ -1"H#E%&™ () $H1&S+"(*,"-$". $"#A "#B!%& "% () *%+$%, ) * B! % & " %! ($) !
"HESHWE (" H* P+ P& Yo+ &+S+ #S+"1%0- +SHAHBY! &'Y0() " 1#%* % 'S +,%!,-./%0! 1+01#$) &!"-0'+& %2
"#'1" -show was!"#$%&'"#$Y&HRPY&H ("#"$H Y &Y (Yo SH!) * ¥ 8% & &1 (%0)* %! * HIFFYo
M"#$!I"#1$5%8&'$(1%) &Yo* ¥, W $%&H #% (") *#+%&, 1" %o- #%-'%/-'#YHS! |, including letters
"#$%&'$% () S4B Y6 ! "#$1%&'()-suspension letters, and!"##$!%&'()$*!1+%&+!&$)!,)-+1."-#S/.'(!
I"#$1%8at "#H"#$%!"#$%&'('$")*$%&'+$!'('$"$) I"#S "HIUEHSN& " &()$%0*!+,&) -+ &+**&
"#$%&' ()% #) +&,#3)-DHS%"#$% &' () "#P%&'Yo('&)#*+",'#,*-*'."* #,+%012#3'#4/5102'2#4/#
"#$%&"&($)!'$*(+*+,&,$!$,-,*&",.+"[also see Suspensions!"#$%&'I()F "

"#1H#"S%HE #('$"%!)' M"#RS%E&' ) *+$(*+), "#$%&'()*&+"(, !
H%&' )+, %"+  I"H$%"$&' !

I"#2005!"#$%" &' ()*+, #(#-,)".%*%('/$"0,('1"+234-*$% 1" (" #219"#B5%&S' ) & H #$% &' (%) &*+%
"#$%&&™ (JH*+)&($(%,*-). */0/*+". " "#IH$%"&'()%*"+,"-(./&0-"1(+1%(-0%& " &$+2%3"-$.-4"5*",.(4"
I"#$%&'1$(&%% &) S)&'HS%E&H ()* %! H(HS"1%&' (%) 1*+,-'1.(1) )/ (O'(N&LI"#(21#$3 (1 "#P ! "#-

shows in 30 days.'

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& M
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"#$%$&' ()*+(,-.(/-/$0(/,-/(/,1.(./1&123%2/(-(.-24/1"2(5/,&$P(2"-I"#$'% & Vo I"#$% &' %! () *!
"#'$$%&'()*%*+%,,"&!*- *&'["&*%01$"*-.*, 2" +%&%,&%0!$' *$"&3'H#"4*+% &, #1 (Yo & FPI8E. &"'51" *&'
"#3%&HP' ()& $&+P&*" &S +(-+.-&*I&SHPO, (-&$,.1'2,&3/#4-&#(5+'.46&-,(6&$/7,&."-,.$&*",". &.")"*&
I"#$%&%!&%'() 1#*+),)-JRy& Director of the FTA Office of Civil Rights wrote in a 2003!"#$$#%&

[Regarding] the suspension of service for no-!"#$!%&'()! "#$"%&&H# ()$*+!
"H#S%&' (Yo#)* "#+,* -.("* #*shows or six cancellations in a " -I"#$%&'()!$*)$ +&$
M#ISS%&! )*' () (+,$!"-." /0" $11&%#!' 2(3",) 11($-)(+43'4%2%/' §"#$%! & (& )*)

eligible customers ... [The transit agency] should reconsider this policy and

"#$%&' (WH!S%E& ()" *$*+,-&3$."/()*++"0)(12($#,"10")&'()%3" 2% (10" 45(" % ()/&#(6" *%0"
"#H$%E&S'("S)*+,"-5./$)-"#P$1%&S" (&) *'+,- (- (. &P +&*+'&-1&/&1012-' (*&

M"##$%E& (%1% )#*)$' (+ RS % &H#%0' (1&)*+%0,%!(!-./N)&#/0

"#$%&'&()$*&+,(($-"1"#3'1%&'BO!"#$%&!" %! (V*#$#% % &' () X1 &!+&, #™!
"#$%&' J#S*+#,-&'#.1&/+#+(*Ofome !"1#$%&'()* !
Transit agencies with no-1"#$%&#'()(*1%+",+%&*-,'(.*%/(0*/1%, 1 +*/%+ V" #$W& ' YH@eday
"#3%&'()%*+&'#",%-($&"#'.)"$#'1%+;PHt of I"#FFTA view that this may not constitute a
"#$%&'()!1*+,%'-)+.)/0((&1")+1)/10$(YS& $"-shows to justify a suspension!for riders who
"#$%8&!1%'($)" (*+"()"!,- 1"#$%&! ())*)!+,-./012+%!&%30%45!$13%!6,728!50-0/1&/9: 1#$14#!

I"HB0& (") BHH%6B)" &) (Yo8%6-+)01".) 2-) " *)/3-H(. JH-+$HY & SHBHIEKENH*" (+,-(+.(
IS8 ()*+,-.+ & (H./(+.0)*0%S$+()*.I"#&I 1 (#.2) % (O("+.(*.3/(0/4

o 1 IHS&! () * (Yol HYo " - HITHSI%& (V1Yo +&,-06.8' -++&,[#1%S/,"'Yott -%0#Ud
I"HS00& () HH#+"YH(,)-

o I'HSUE("HSI%& WA HSYOE | (H)*+1 ') %L $IIY0-$ #$1
o USRI HSIN& IO HYOI& (1) M1+, H (1 IH(0-(L1+],"1(-%6/, 01 1#196/%2-*96) *3
o IHSYEHSIY08 V(%) (*+,(-Yo.+(-Yo)H* Yo-+1/*0%& Yo (V6! /1 +'1 &H2

FTA made these findings even when the transit agencies had not suspended any riders for
"#1$$%&!" () "#$!1%& (ently. FTA has stated that!"#$%&"1$() ¥d*#$%#$&'1%$! () "% H -
show policy, or not!"#$%&' (#)!*1+,+-"#+(%#!-% U HS%! &#'1 () *$!'+$! #-./011$)%#&) 2-$3

!
I"H$%6&' ()*+), (- H# CY OF TRIPS MISSED!

The I""'# 1"#3$1%&"&ftom the Director of the FTA Office of I"#"$%&"'()*%+,-)./%01-#ddressed
"#3%&'()*+#'$!"$(,#"-).&'1$)#"/(0%),%(0!-(1'-$(&2+3!)"&.()"($%&( ADA regulation

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& M



2 TOPIC

"#$%$#&S'S('S")!( "#$5% o

"#$%E&'() "#$!"#$%!&!'()1*#)1%+,-%. (%*+"#! (/%#)0-%$" ()% 1" (%2*/(23!%2(4#2/%*)5#05 (1%
M"#$"#1%"&' () *$+BE&HSP,()%*)*$-.'&*) &/#1%" 0 () TOHBUCRS () Yo $*#"1&'+,'-)*. /1" ') * () Yo $* ##5%6 %0!

" 1HSI06& Yo(Yo)H* " Yo+#,%6(%, - JO(,%,& 1-, %S #Y/1-106%"-1- 283-%6*#%.-*Uo*#Y6 (' 1 %o+ #) Yo$#, 4%-
I"HSYOREH"H# (VH(*+Y0)H*),-" £, "#I%)O#1, 2%) % 3*#) (AkianBytdider who schedules!"#$%

I"H$908" () $*$+,- U HISI6& (&)*+HSI (B HI HIH SUHBHI Y& () &((HHSI& ) *$+",)-)'

"#$%&H# #()*$*$+8pattern or practice.

!

FTA stated that the frequency of an individual’s rides and no"!"#$!%
should be considered.!

!

FTA has repeatedly found in ADA compliance reviews that no-show suspension policies should
"#$%&$%'(&)B("*&*+$"1$' (&#P!,-%0&. BI'TBB1% & (Yo)#*+",%!-."%/1%+" (" Yo#(%)#('0%123%!+/+'4%
"#1$%&#!" &$%! " %(&')*'+,-%. (Yo#+%/+0/1/0*#234%&/0' 4%#+0%! " HRBO K D &4 985! %

"#B%&' (Y0!#)*'+#,1-&* *&"#$%!% &' () Yot (*#+#! &, Yo#-+11%& ) #" &#-&+.\(. VBB * (+#,!

this is to initially set a minimum number of no-shows that must be exceeded, and then to

check that even if this number is exceeded, the no-!"#3$!%&'(&'!")*%+%, '&*+-)%('&,")*+.'%#/%+00%
trips taken.

|
I"HHS06& (%1% HNS  I'HS%& I"HSY%& | &H () (+%)', I"H$U&'S I'HS% "I"HSIVoH |
FREQUENCY!

"#$%E&H#()*$*$+%0,"-'%. (H/I0#$12%3. %! %0 &#'1 () (*(+!1%, %-, ((+.'%#.%-.,&() &+%0#/%,0*1+1%
"#3$%&!"%(%!)*%'%+,-./'%.%,'0,$%&/) " +)", 1) "#:I'$t$%E&' () Yo * #& Yiders al"#$"%&'(#&)*$+" #
I"H#$IH#%" &H&"#' (%$)*+(#,*-(,1#.*&/HSO0(,SUHEP&' (#&)!*%+,%-""%#.' &OCEBYER.' () %0*1%0H,)
"#$"%&H#$%"&'()*+&!"("%,-&%"./$TOH1%60#&' (%) *percent!"#1"# I"#$% &' (Yo&!)*+,"1"$-'(&!.-)!

be considered an abuser of the service, because this is the average. Abuse could, for example,
PHP%&' ()" "+ H" " +-#.("#.0"#%," " +--#'1"."[#+,"*+2"3# AS0#H'H percent if the system
I"#$I%HE& (&) "HE& H#S+H#,-.

"#S%&' (#)$*+$%F #B!1%!"#&' (%) *Yo+#,!- (*.*(Y0o-, %/ ((-0-#,%0#%1 . * 2 4 HBA& ' (") *"™
"#$%&'$!"#$!%"&# trip in a month and no-1"#$1%&#"%()*1%#+%",'%'-./%$#01*%" 2(%0)#
showed I"" % of I"#I"#$%&'(%&!)*+,"-1.)\)$+"1&/%"10/)1#/0")+)")%!1!,1))%*0!/*! * 1 #) WA & "' #
"HPWHPYHPE! (#)*+,-.1/*'%!%" 0! &O*-) #$%&' () &(H #P%&' (" #PY& ' Yo (%) (H#* F ABYE'%0()
"#$%SHEH" " Y0&#' () such as!"#$!%&hows in a month would seem to be a more appropriate
'#1$1%  I"#$%!1&#'(1)'%")*)1%*)+$,!'(1$-.$$/$/01&#1&!1.2*3/1&,'44%,!111,$5'$6!127!&#$!,'/$,8(!
no-I"#$%&'()*(+,-.%

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& M



2 TOPIC

"#$%$#&S'S('S")!( "#$5% o

I"H%&" & () HSH $+%,  I"H$Y&!

I ost transit agency policies still state an absolute number of no-1"#$! —!I"#$%&'()*Yfive!l"#$
"#$%"&'$(%0)*#+3(,per month! I""#1$%&H#" () (14" ()1 +%!*,"&"#+O#!"$%E&' () * 1#(+$*,!)-"#!

"H#S%E& H(#)* Yot S+%o#'+%0',-*' . [*0(*%12'+/')[+)+/,5+% 4. 8H1% & Yo () *+,&# ' Yo, # Y0 +** Wb £#&U80+%0(

" MHE%&' (&) #%)*$H+"S, - B/ #"0&%0) 1#%2) $#+1#$532)4%/"0%)*$50"67")38$%43$)"3"44108%$7),
"#3$%&%'$(##)S(*1$+#3$),-./01$!*$1)2,(,3!#45

"#S%H& " #&() (Yol bpk at "#H" -1 1"#$%&'()*+,$"%$'-'&,$&./'&0$1&2*3.4$25¢alBstill use
a set number, "#$%&!%'()%*+%&%,-+.$/%& ! 6 &BR TH)) ! *$% & HHPY &' (" "#$!1%&' ("%
"#S%&' (Yo)#*'1"+)',)$*-.),'1%)/0"1'$%)2)"+-,)+23'$+-4'%-2$"+-) 2"*#,'#how frequency can be
performed before a suspension is proposed. It is also!"##$!%&'()* (4o double-check each no-
show for riders who "#$%&'()*# " #*$+&"$(,(-#' () &'.$)'$& #Ht confirm that!"#$!%&how coding
"#$%&" (%) FHP%E&E'()'&*+,$+%P&-$./+. *&'("H"#$%E&check of each no-show!"#$"#%"&'$"
burdensome !"#"#3% I #H# QR " #$%0&S' () 1+ -1"#$!1% &' %™ (W HS Y0 & "#'

Another good approach that transit agencies sometimes I"# I"#1$%!&%' (#!1%)*+1%)!$,%#-1."/- #!
with the highest number of no-I"#3$! . I"#$%&'()$*W#S!%&' () $&* #'+)HHS " Yo#$! %01 #$"&#']
"#3%&'()"™*(+%,*+1($%0)" ()" (+*-)*1)(&./ " #P% &S VS % "#S% & "#'4" 1 #$%0&#Hrip history

"#3 "% "HIU"HEYHE&' () *") +,#-#)" [s, " HPN"HIHS Y& 1#P$% ! &' V! ['#$%&" () (*&+#, This
"#$1%&'()"1*)$'+),-.$'(-,/.(0L'#(-,#)'2&$'3(4&.'5,'&!6(/14  "#$%&'()!&*#+,!(-.1*./0# %! HI%&'
are contacted to see if there is anything that I"#$%&$'()&*+,"V'#-1"#$! 1"#$%&!%"!
"#$%%"&""'()$  -"#$%&'#()*+"), below, p.!" .]

I"#$%& (#')*&%+)&,)% URN TRIP!

"#$%&'$(&)*$+%*$,-./01$/2+*3,3*+&+/-2$+%&+$/4$&$3/)* 3B (/"' $&$'0%*)5.*)$-5+6-52)$+3/,7$+3.
agencies may not automatically cancel I"#$%&$lreturn trip.!" I"#$%!&'(1)*I#!+,-.1/01+12"

treated separately. Without an indication from the rider that the return trip is not needed, it
"#$%&'()*+,-'#-".")'1")&$%)0

I"HBY0& Vo ()*)+ H- H-YoH$Y60.$) (Y0/-96*") Yo#, 1. 2%06/-0o+#()+$%63")-%6*") Yo+ ) *4-+- VM SRS V6. 4%,
I"HIS9$& () F+($,"-. %6$/(01("(2$301%6$(* $+"4%+(3"&("H#(O#I++$I4(+08$+("&E+S55(*#(43$(*64T*6#&
I"HE& ()81 +&I"HE, -8 H--+) V6 &IOI&I*+&"H)+"&"+ 1*+) 8 +" &) +- (142 (&' (21*+"&,, 3% &I +&"#)+"&.'3
I"#3$%6&." (%)%*)+%" %o-,%. /'0%1)&2'$SHE&-%". %3 "4 BRGSBECH) 28+

"#$%&' (BH#)* #+(,-#.)' [#[-#0),-O#./-&#'-#%1'2%1 & #'0) 3# ysh&¥e d—!"#$%&' () *%+3$,-%$
I"HBY6& )+, %-+¥) %' (+&()+*"1)*+.()/+%o+%00+"#+ %61)+& 1 -+960) * &S 1 TR YoH () Yol #$]

1" #0681 " HY0& () F HHBHSYo&sk if the rider would still lik!"#$!"00 S "&'S()' %S #$%+)$
schedule. "#$%#& %S (&F0&nade with the rider when the outbound trip is no-showed!"
"#$%&!"%(%!)F¥$%" &' (B) (&*+,-. H"#$%&'()*&"IBR#$%!$&S$' (&) *+() &) &%o#"$' () &%, ,)",) * % B (&
"#3%&' Yokt "'$%&" (&) (#*" ($"#+F' (HB&, (R-HFBS Tk example, if the destination was a

Topic Guides on ADA Transportation !



NO-I"#$! "#$%0& |

"#$%$#&S'S('S")!( "#$5% o

"#$%&!1%'()*¥+*,"-(+./*&% (+")*/"(01.#1&12(,3"(,|&4+*,(&#"4Al' (1&4(/.4,&/,(,3" (+./* &Y (+")*/"(
"#$"%&'&())%*'+#',-%".'(/'+0-""()-""%""(1-)'+0%+")%*'2*'%'&-%.3'#+0-""+0%."'1%"%+"%.3(+4'56+'(/'
there is no communi!l"#$%&'($#)'#)*'+$,*+'%+""+*-$".-*' /%0 +!*' 1"2$-$"+'($#) #)*'+$,*+ 3/ #+"4*-'
needs, the return trip should not be canceled.

I"HHS8 ("HE*+&("%$ "H$%E& SHOWS) VS. MISSED TRI"#$%&'$()$
I"HSY6&) HO)SH+)" " !

I"#$96&96$ () (+,-()"H) S 4+ $+0(1)$*" 25 S 20453 () S0 & (Y& VHB106& () &++11 ) &-.+/1&
I"HSYO& ()" &FH "I " 1+ &0%) (&S0$L1$"2') 3" < H (8B 14*(526

I HGHYo8, (YoH& )+ -V () (* 1./ (*HSHO (&L 2(HS%6%&O()H3(154) (#,/(HO(I812(#&)H2%, (54) +6(#,%$%)&,
still record this as a no-!"#$%&#$() (*+&$"(,&"#$%#"&' (#$)**&%o#t+$,- 1+ & #$!"#$/&'0-/$1&2.,135&4$
IHS& HOH S+ HS(,1S-& HSI"HSI /U0 " HS & (NISE)H(12$™ 34+$(,1$1, (HH$%! & Ehow,

but rather, I"#$%9%&" ()$*"+,"(-&" (). %$("1/&.0,"$(%& 123" 45+% (1. ($I1". 5#+&) %" 62" #$%6%6& " () $* %"
I"H$Y6&Y6' V6 () H) SA HFH Y68 1" ()*&+HY6)&),)-.+18/.10102

!

When the vehicle arrives outside the pickup window and !I"#$
passenger doesn!!"#$%&"!'&"1()* H"#$%&"1#$"1"#$%!

!

A"#$%E&' ()$HN"# #ISHW& ()1 +H! " VIHASUN & (&)*$&)+,-#") &,. -/ (BHB! VI$#S %0 & '%(%0) &*))" (%o +,&-) &
if the vehicle arrives!"#$%&'(1")!$*('#$%! & ()*'&+()& the rider I"#$ I"#$!1$%& (" "#$%&' () $*#

I"# a "#$%&!#()$*+',&!-'#'.&*/0.",&$12, "#$%!&'()*' (+,-(+1&.% (1,1 &$!" "HPY&"#$%& " Yo(&"
"#$%&'$% () *+3(,#$% ' pickup window), lif the vehicle arrives " minutes after the scheduled
"#$%!&"()&*'+,'&"-.&/0)&("1%")-&,2")3&'+) &) L4& R &' & &' ("#)* (+, "#$!%&'I () $'(1)*1#+%!

there or decides not to take the trip, I"#$%&' () #*+#,&)+)#-$#-#.1$$+)#" [\ 0#* 1#" Yo +#"/- 231" #-3+2,14#
"#'$%8&5'()"*)%)+,-".$,) % &&"+ IHYEEE0& 1 %(1)*++*+) %#"%& 1%, *-./, % 0* + R 26 & ' $%!" ($)!

not board, I"#$%& $('&)*+'$#',1-%.18#$%" &' () $# (% &S H#P Y0 &IUH#S Y& " 1$ () %o*+!,'&&)-1"#'./!

The one possible exception is!"#1$%&!"'&%" () &!*++" &, &*+)-1* /1$%&!/+"&+!012)/11$%&+0",&!0*"$!
"#B%EH ¢ S%& (YoRASYN"H#SUW "H#PI1$%E&!" ) &' (*) (+,P&- 1 U HABLHEIH " 1"#$1%6"$&" 1$#!()*&!
"H#B1%& ' $H(#) P&*B!"#P+% & (#%P, #%o#$!-$,.&!$/) | &0$!"#$1 2" #SPBIRPRPHA+,&-1 & +,!.-!

"H#S%E (&)%) #I'++* %" #)*)),-N & () "#P%&H &%0()*&#t+,,( &-H*+S&H# L HEVGIH " & #&) &*$+#$,#
MHSI"HA"#$% &S IS )*' S+, #,+!-1.-",19%$5(/0%!)#!,-#.11%$5(/0%2

I"HB6& () HUE"HSV 8" HSY&'B($%0&)Fedurately. Soll"I"HSY6& (VS HVO&H 1" ()*+,-&" H* Vot #
I"HSYHE (&)*+(,-&() (HE&H*%&()..1#&/(), () (%6$*),1$" ()" (,+&(.V'&. (/("$, (, #*& Becides not to
I"H#$9%6& '$Y6&()*+%,$-.($%6/)0)1/%"2&".()3"&). 14%5) 6" & 7'S(BHBLOBYs*, |- (%68&&, +%-(),#(

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& n



" HS "#$%0& |

IN ADA PARATRANSIT "#$% o

"#ISUHES% & '$%0()*" +&) (,*-B(. /% (#P()*"+&HP$%E& " to ensure that the vehicle arrived and

"#$%&'$ (%)) *+)*#"$%" +-.5'+/'$#,%0'1/'2-$+,"$HS%&!'$" () *+),"- #(/"+$!%0)) 12"&3"43$56"
M"#$%& () #+#(,-.1+%.#,+'() [+&()+0) (") +.,'%&", 1+&,+2%/) +#-*)+"&+"#+ % &+&()+#'()!-.)!+.,'%&", 13+
I"HSYO&H (H)*+#, (- /4. (01+23-4(#(3* 5. #1(6HT-3'25-H#*0-A1+*A(HB.4'T-A(O#+*# .- (24" -#+3-H5*21 +*)#-
be sure it is col"#$%&' (J& S &H#SY&' (1) *(1'(+$,"-)" #1"#]),"- 1) (+/""#!1S0+ (101" #$% & %' ()*+%

I"HBY0& (H)*+,-+8Y+&S$+./0%+-+0b 1H#+/..0'2#) +.0'3#) " 0#4+)&S$ /%3 1#0$+$1"'5)+%%6#6. %+%6'+3'(Y
"#$1%&'(")*&+),&-$.$/01)$&)'23$!4(5&") &-0$&-!"/ &I SEBIHRR)*+"#,$"- .| "#I% & H$%&'$%
"#$%&$$"$"#&! ()#s important that dispatchers keep detailed notes, or enter detailed notes

I"HSYHE Yo(S)H*+, Vo (-(# %012, " #1"3%6*&-YoH& - % 1 $O'0%6H&. Yok, | 4% -+(Yo R IO BUEH0!(
I"HISO6& (H1)"*+'S, 0%+ 1#-06B1"+$./. $-0 - I"HSY0 & HEY08Y6' )+, -#.~+/$Yo+%0 1 214 Y03+ +(-H)+451#.+
"#$%&

I"HS060"HE&S' () Y + " HBY& V" () "+ &+, [, 0" &LIn-I"HSYO &S () 5+, $%"+0b- -6 &**/*+0" 1%
I"H$ Y8V (#) )+ YitiR//dredf.org/ADALGI"#$%" &' (J #$% &' ) T"HS% &' () BHS Y& "
I"HB96&'%" ()*&+"),"-.1.)012" (3" ()*&+", and Five-I"#$%& ()" %"*"+&

"1#$%!&'%! |
I"H$%& ()% ) $&+H#S), FNO"I"#S! |

!

Transit agencies should alert riders about no"shows as they occur!!

!

"H#S%HEH () H*+&,"S,-#.(+#"+&/%S " #&' -, $-%o#" (#&O-+"#+$)  F UBARIKYOH () * Yo * (+*,%-$%" (%

" -1"#$19%#& &' ()%*+%,(-.1/,%!0!,121%3#%.#,%-41(,%(/31(1%-4#.5%,"1%3$-06%,"1.%,"10%!"#'43%7
no-1"#3$1%&'%(")%*&+)*,1%*)-#*+%(#%(") %*&+)*,1%. ()" (&#'%/) 0#*) Yo 1 *#1#!&'2%.%!3!1)"| &#' 4% 5# (.
"#$% & H#% S () [#Y0SH oty is pr!##!1$%"&#Y' ()*%o#! (+&)+,%-)./0$-)1%23(2%-2%-+%) &2%#! (+&) (4.
"#$%&S$ H#()*S(+#!"#(P,P,-B(#!.$#+&S)/'#) (10, +112'$+#"3#F1  #* 144" 3 . SH& L+ #+$55(16#7$$8+#
or even months.

"#$"#%&'()*%+'(,&%"-#%.&/0* L $&EPS! % &% () Yot **+,- Yo, %0# /) % &0' (,%'#1 (%" &2(%3((.%
"#$1%6"%&' () *'1+%"1")$, +-#(,+9)'(.$/,) - "#$1%!"#&' (%) '1#%*+!,),+%,"+%)-+./0% 1#'2/0%).(%
inform riders that they can contact the transit agency if they think any of the no-shows were

not in their control and/or were charged in error. [Also see Don’t Count!"# -"#$%&'()#*+&
"#$%&'()*+, %% $% &' (B!"

I"#$%&"" ()$*%0+%0,#-". %' %+0#1-)$* 00 1) #1 (U BEWoHE&Y" () *Yo* (+#*,1-%.%'*.&!1)' Y./ (&+0%
I"HSY6&! ()14, +-)' #+ ' +&) 1/ -+)OV1'2#3)', .41+ ' A5)*6-+)1'06) 4-) &t ""4¥5) 1'4, ") T +68$ 7"
location. But some tral"#$%"&"$' (") Yo*#+"*"% -.'%' /0" +% 1001 " #$H#11%$1%, - H 2%H#$' ("%, 312%11%

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& "1



1" -SHOWS I"#$%& 7

"#$%$#&S'S('S")!( I"#$%

I"HB0& (%) &) 1&+$ H&(1"HY0) & -&$-'$. FIS(-&1"H1&-(&(-HES) &" (I#08&128%6$ #%0) & (33(JH& (Y& *-+H#!
I"HBYO& ) HO)S +HS™ --00) HS-1, )" A1) "1 &0) "% 1'062*, "H06'3+'06) SO&S(H/)1) ") HH H$ 6 &%
I"#B196&""$'Y0(%')*$H+ $#Yo-1" /

!
I"#$%$&HS"()*%"+*( SUSPENSIONS!

I"HE0" BHSI IHSY6 & U HIS%68 () %61 +06] IHS! I"HSUe"#&' (4" +0b(,-" )" (OH#* 1-"H#$Y%"* (2*3*2/'4"
"SI YS! &I HSHIB YRS (I HSI HH$%8 () SIUBI%6& V' ($)! (*(%$-+(, '+ -+)1"H"#$%& (!
PHEY&!" ()*+(+, ) (" HEY6& () *Yo(+,) *Uo-+.10-Yo L. (+H2106'2896&) (+2' (+#219%H2%$"+."% (") %
proposed suspension is based, I"#$%&'(()"'#*+)&,-./'0"&12)$&3$)() "ary. [Also see ""#$$%& H#(
Formats!"#$%&" (5!""

The notification must include information !"#$%&%'(&!))(1*&)+#,(--.&/0,*$1/02& '#3&%#&4A*(&!0&
"#15%& (B)* &) HEF % & () #++&,) (&) #$%! &' () +#* 1"#$%&'!()! .] It should also include a
#'$%P&™ (# M ($')1*P&I+,&'%#-'&,". S #I$/ &' H&-'&,  -I"#PI1%&'(#)*%+"%,-*',.1%/#)+,#01%
"#$"1$%!&$'#()$3sed due to transit agency error or lateness, even if the transit agency has

notified the rider of no-1"#$!%8&!%" () %#**+,,(-.%/"(%!"&'(0(1'%!"#+2-%31*2+-(%"#$% '#%*#1'&*' %
"#$1%&' ()1 $&*#'+,$&-./'$'.-shows beyond their control. This procedure helps to avoid!"#$%"!&#!
"#$%%"1&& 1% (")#" *+",-.","101*'2*2"01™0,"305tOws, and the transit agency agrees, there

I"H$ I"HS%" & S(I'S) &+ (1" (B(+%0'SHHS*" &' &$-./B(I'$)0+* $.-$"*$" 11" 0$2'- /' SHIH L *#+ *H#$
I"H$96 & HO)* +&,- " (). THS ISI%$E (M1$) &+, - JOIS//-11$"F$" days between
IHSO&! () FH(&SH" () %1 (%6(, ", %"+ S(+ (), "USH " *+-' 80" %! (%o (,"--*&" (+'10$H#0'&0"™
I"IHS$Y61& Yo () S +$I($, $*-&. B/ 1

|
I"HBYO& () *+* "1~ (H# N

I"HSOOHSE! ()" +"H#, (JHYo-%' +%0$(+0H" (#/ #0$BS eb#dhable period of time envisioned in the
I"H$%61%6$& () *+,-./0 'S I"HI$%61 & 1()* () Yo+ $+,-)1).*/$,%)01

"HSU" &' (#)*+ #-S+"+&# **' (0# L*Yo#t $H#+2+3" (+*(#*(#SH# 3%*0%"++'4"#+5+,")# +*# 6 $,#
I"#$%&"$)H*#$+$"(,-. $/&(010-2$(*-2$0#$3(&$1$4(,/-#$(3$.12'5881R0/&"
"HSHY&'HP() "#) *H#+,-.) '10#) 1) 2,3) +,34.) %44,5) &,$) %) 0,$#) *#6#$#) 73-/*"0#-'()
"#$%&'()$"1$*+,-$"1$%.)$/01%$!112),I'+,3$",4$!+$+,$5$3$&'%.$%.)$-+"*$ 1*%'6"%)*#$
of not denying the person service but of correcting the behavioral problem or

"#$ %&' ($)#$$%&S' (&" )*(+,%-" $.#$" " ,%0#0'&1" $(" 0'/*2)$'(&" $(" 3(2*" 1%*4'5%6" 7&"
#H$%&'( )*( $%*( +,,-./0( 1,%( M2*/1,10( ,1( 3$&!( #$&A*( )**-I'( 1,5(

"#$%!&'%! ) *+#&,-..+()')0'%*1!)-%2)$!#$,&-..+)'/)+$:314

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& 13!
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FTA has also stated that the sanction should not be too lon!"#$%&#%'(&)*#+,$-.-'("#/$0#1%,$0#-$#
ADA compliance reviews that eligibility was impermissibly restricted when riders were
suspended for one year or eligibility was revoked.'&

|
I"HSHYL S8 HSEF" )+ H# I'HSI%& (1%) |

"#$%&'()*+8&%(,$)-+$*%0(.."/%'+0$*%& " WIHBYHFHS "o () *+) #-"1), & #+!/&") O#$ 1 #+2-$/+!3#)#
no-!"#$%!&'()*&%!+!,&-1)#-.%/#$&(&'0%1%2-1-*)13%,&-1345%)!%,&'6)44& 7%85%4" &% 9:9%#- 35!
"#$1%&$%'H#()*&!+&) &', (%'$!%-&.&/%(&!0&/%) % 1$) 2&" (%) 2#3&4) 3& % #&5(&4) %*) #1036 &) %* &4
be charged in addition to a suspension." !

!

M"#$%$&'%(")*$%(+,"-")*.[++*0"1,"+2*"131"4$(,"%-"%$"4) +'4$"
instead of a suspension. A fine may not be mandatory.!

!

Moreover, the ADA does not allow a transit agency to "#$%&#$!1%&&!"(#" #*+" 1-&#",.$!

(whether optional or mand!"#$%&'()*!+,)'#-'I' single!"#-show, nor for any number of no-!"#%$!%

I"H#$%E&H &(&!)1*+,1-#,.&/"-1&-,01)2+!&' ($+!&'H#$&A0S-*1&, #% &% (3+, & H#I&(,4&$+(1#,&54 & (&$-2+$&H:
companion. Requiring payment of fares for trips not taken is disallowed by the ADA. A

financial penalty is legal only as an I"#3$!%&#!&'&() ("*%($¥6%" & &" )#*%*+,"-,&).,"1$."$#,"$."

more no-!"#3$1%&

If a financial penalty is offered as an option instead of a suspension, all of the other ADA
"#P%&SHO)H#PY0!&"1()1*+,-".1%/'1)0 - I"#S! % H# &L #S" Yot & Yot () #*+) %0, #- . ) $H# 145! Y0 &' (&$!
the rider’s control, the appeal process must be available, and so fort!"#$%&" &lPpeal Process
"#3$%1"#3$%!&'()*'+#*' below, p. 15!"

There are several reasons why mandatory financial penalties are illegal under!"#$!%&%'!()*+",!
"#S%E&'($)*($!"#$+,-$.+.$/#01*12%E&$*33/#44#4$*$5*11#/ & SHtah&%U6 a suspension of

"#$%&™ ) #*+1%, (*-"+&%"1(.*/(+0,(%.10!" (*(.*+2*,0#/(13+%!4."+,(,4*,(%!(03,!%2"(05(,4"(
"#P%&!'" () #%*' 1+$%,)$#) (-1)%!./0*(1$"2)3"$(-1%) %! *4$") 14) (- MO P%HE&' () *$HS+,#-!

penalty is a violation of the prohibition on fees in ADA paratransit (other than trip fares). This
I"#$%&%'%0#()%*)+,!-.%(+/)% () the&6Fppic Guide on Eligibility for ADA Paratransit!"#$%&$"%"
MABI%S& " H#SE%%&' (&) +',%-.-"N"H#S%E&' () *#*+ #&!-. *#&%,.$!/01!,*2,3,244&8d%B are not
"#$%E&&™ ()" +,-"(&."(/0/('1"-(21&(*12-%"#(-%234" (21'#$!%E&H#%' (%) *%) '+! (%o#,%&" (%! -1 &(./%
Only a "##$%&' (%'1%" ) #HSHSSHY&!$' () *+,)*1- #/$!"0112)1/+%#S )k

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& "1
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"#$%$#&S'S('S")!( "#$5% o

I"HSSU&H() -S|

I"HYRYOPH() HHS, -+ $-/H. OF+S-. 152, "HS023H HLSH. * *#+$, 28)+#$-00#-++*45#$62'7- +$8-5+2%
IS8 H'S() " SEH +(,""- | &ONS-- 1 2HSE*+(,"-&" ($&'34$-&+*& " 56 1#1" (38" 1%-&")%6&-$(71!$-/8&056 11
I"#$9%!18#%3$'() " $%! (Yo+'1$, ($%-. %' &SIUBY6E (Y6!$)*' &&+))*,1-* +1.[+*0%(1*%" . Yo-+2*
IS8 () +&'S, +)-, "/

"#3%&H' ("B&)$H(*H4igw suspension, this requirement means that a transit agency no-show
"#$%!&'%(%") &*$+(,&-$(&)!().$/(*'00"%&*1) &' %! +(0") (#/'2&35($4$*) &2$(*' 00" % & *HP&'%5(
"H#S%&! (#(%)*+,(&!, N ($#-(+.,(%6)./*01 (1112, */1(2.$$3+*2#,*.+(4.) (#+(*+0*/*03#&()*0") (56. (*7(
"#P%&'(&)*+&* & #+# $&#H- *#(-/$01&234) &* & (#Y0/ (SRS BB SSH%0! &' (%) #1* % &'$+!&", %0 (& #+!
"HB%H&YoHE' (SI1H#!"H#)*)+," 1% S+#-!" &, [#

"HPYHE " #())* VHSYHEY"" () PYoH*"#%"++%,!-$,'%.*& %", $%/+!0-%&,%*"'1$%1!"1&0%!)2",)$0#'%3"
"#$% & H#P&(1#)*&!#$+,)' &!-$. *FHailed notice may provide effective communication for some

I"HIS Y& & (H#)*+"&* (&, *$$" &H-&H#("&*(&S'-."&!-* () &/ 0&!-#1*2"&"3"+)* 1" &+H#// A (FH#PH & 'S()!
"#$%&'()*#)*+,)-./)!-$,(012*&#")!33,'%&4)-5

"#P%&' ()" #B(+" )+ ) (Yo(++,-. /0" )((#" *$" 1(" " #(",2,.1,2/(" )" *3(" 4% *" "
requester prefers, but it does have to be made available in a format the person
c"#E%&'#() &* &H+ Yot #EY0&H -+ . +"-HIA BRBER ("% ()* (+*,-("H (X% "+("-. /X"
H#S%E&'()* +"(*,-. &) *"(* ¥ O(/,11* 2"1%#'-&* &"* [* $'(."-* 34"+ 2™ * -"&* (*[2*
"#$%%&'

i""#!$ "#3%&' SI"#$1%# "I"#S%!&! () I*#)! !

!

IHSH Y& (&) +)(,-&B(+.%6$'%6-) (-%6$'/ ("% ("00)"/(&(1)"#2("%2(
I"H$1"10%

!

I"H#$%6& %S ()*)+ #H-1"HS IS1%& (%) $*1+, (15, -.$,15//($,1-011"%$12& "1$3(1.*1'(.&2&-11"-1242/(1']
I"#$%6&'()¥)'+$', $%0-8-18-+%) IS HE& () HS/OHS!'S-$%0-1H#&+$' $1)**)+2$*. "#/03#/$18) %*4$

I"HSHY& (YoHVo()* (+, +HS-HS. . (BI0#.$%6$, %0$-+&, #+(U 182 (H3*+ H24- &-*(#,AH5(#. YA L&, 4#, 6 (HYo!
I"HSY&EHYO' () S HYoH+$Y0,+ S+ (++.$/--0%+(, 1$10$!"#$234$/2/$#15'%61(0,$/8&#, +(6$27
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I"HSY6&! (H")+ - ["#O+, 0142 %6 2#0%# #34(.A5#,5,.4-040+"#.4(.6.(&, #, 70" 2H0+.-#(&"#
"#$%&& "#$%()"%*' +,%' -.(-/-()01' 2)&+' $#.+-.)%" +#' "% $%-/%' &%"/-$%3' 4,%' %.+-+5'
cannot sul"#$%&!#' () *#&+,)-#&. #&/0. #'&)\&"#$%)$12

I"HBIHSI VS HIS00" & (#)) Y6 +),Yo-.($+HY). %" &, +.-,0%, 'Y 1HY6 241 &/%) /%, '%" &H)¢hrben
IHSI06&'()"*+, N HE%& (V) +,)-/)-NS,(012%&#)  1"'#$%&() !

" I"HBIS%E& (") (H&*+(" &, $ V% & ) &! *# %) )+, Yo- H8H $% & #PHY&H &!" ()"
"#$%&'% (%" )amdbother persons could testify. It is likely that, in many cases, an
"#3%&'(&)*'+&,'-)!..,/)0$,-1)2/)03/&3/%)")"1../11) &%!#)0".) &3/) %o/ #$(.12!- | &U'#

"#P %&' () #&S '&S "#$ Yo+, #- #&IS +-*FéHimony of other persons and! "#$!

"H#S%&™ () "+ &) # I, 1" H#B%" 1&'%! (") +%6" $%!%! P RIBL' () B $rH+"

"#3%& "%& "% ()H#*+& #,& #*'%*-%-& ".& [%& #*0.)1($2& "%& #*-#3H#-4($& 5.4%8-& H*+& (
M"#1"$"%&'&()"F'#$HW&' ()" (*"&+,()&-*&-./(0-01 organization, an attorney). I"#$

MH#ISIH%&' ()& #$%&™ ()™ )'$*%g and proceed on the basis of written

"#$H% &' &()%HH

IHE YBHE (), I HSU&() , “I"HSV6& EH(HHHIE (+,-HH+ HSVHBBHILSY&. () (1$*)%
PHEY6&™ () F (", (" 1"HSY& ()X +("1$,#(1%*$-. O, (12" 345"

"#$%#&'()*$'#an appeal I"#$%& %! () %&MESUN&' ("% "#1($)"*"#$'#)Bninvolved with the
I"I#1$%&' () *1+"&dtss@end service. The DOT ADA regulation requires a separation of authority
between those making the initial determination to suspend service and those making the
"#$%$&'(&'()')**")+,(-&.("/)0*+"1("$23".()(%45&.!1$")2" (&6 (23" (*".%&'(73&(0)!"(23"($'$2%) +(
"#$%$&'()'&*)+$%)&*)+"*)%,-"*.$%&*()%+&,/!)+"0*)0--"0/%1

I"HSBYO& &(SH)*+SH(&'(,'$-%"'%./0$'1/.$'2% 3" (4H5%56'THS-'5%$+H#0%56'. 3%6H) * "VFhiE&. . $+$%58
I"HBY0&I"HSYO& (196)*Vo+ +"-+)-+0%"$%+. *((")-* Vs D& bee " HSSV0& H()*+,- BIHS%& (15!

Best practices for handling no-!I"#$%&"(&)!%*+,)-.(/

o 1"#3%&"()*+$+,9)-&+#.+/$0-+1-2"")"+.)+H"#B%&" (&) *%+&," (+%,"&-%&% ! .-/) (Y%
individual. The transit agency sh!"#$%&'()%'%*!+'+,!-'#%.11#%!/%."-)#%0)01)*2%' (", #'1#) %
on call, so it can convene a panel quickly. #

* Including representation from the disability community on the panel.

the!"#HSYH&" # SHHY&I" (1) <" #1+,-"1.$" &%/

Topic Guides on ADA Transportation 16!
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IN ADA PARATRANSIT "#$% o

"H$%% & (&S I"HS%&H()*+)! !

In any service that requires reservations!"#$%&#!" (#!)*+1%$!"' &1 # ' $%&'#() ") *+,%& ho-!"#3$!%
are to be expected. Occasional schedule conflicts and other circumstances will inevitab!"#$%%&'
In the view of the National Council on Disability, it is advisable to "#$%!&'()$(#$%& " & () *&+*,-&
I"#$%&%nd establish a policy that is customer-1"#$%&'()*%&)"$+,$-.1/)0!).1$)*2$"*33) "#&$"4

I'HEY6&'S"B()'S + #-$+.), 18 -H V- &S " $*-.) ¥ +,). +$-0) 123%- "1 " #)' +,4'-#"$'
I"H$%%"&""(

!

Transit agencies should emphasize working with riders in a positive
way to reduce no"!"#$!%!

!

"#$%&' (#)*$+ & W(HRY &' () *+,-&%.1/0,12%.,3) %/, $&/+%,1%*%(!+,3,4&%. *5% 3 VHS @R Y01 !
"HP%&&H!"#' () &Y0(Y0*+"* H+-YoH P x> "H#I*H"0") %*" 1*"#1 & & 1$%0/#2 3#+-%oHAS46#7%$%.#.'/%."#(1 34
"#$%&" ($&!)*+,#-1)$#.*$/012&/$30!) "34$# . *$1**)$#"$/+"50)*$,/*10-'$/012&/$0! #+& 1 #0#,4$"+$#
limits of assistance beyond the curb. Trip confirmation calls the evening before the day of

service may be helpful for some riders. Some systems provide riders with reminder note pads
"#3%&'()*&%+,-%"." ,-#([H#Yo#-"%"[+,-.(#",/0%!$")$%) (/% L *%0 2 * HYHIBYRI BF o +*, %) *'
"#$%&'$()*+%0),-+,.) (+#%.$5%+,-$/'10+%")*+'#%.$%1), ) k) ondb [Blso see "#$"%&' $HS%&'!

p. " "#$%%&'()*+,#-*(-#.'&/#.0-*#&01+& #-'#(11&+, #-*+#&"-#) (2, + # IH% &' (Y0
"#$%E&SY'()*I"#)"(14),*()"-*($*.)*(/)*0%,(*) L)#(!+)2!

I"#$ mmended no-show administrative procedures include these steps:

" IMHE%E& % ($)HH W& (" BF+3%" ¥ Setvs. Riders may be unaware of no-!"#$!%#&%
"#3$%&%0#' (%) *&+,%!$'-.,%./&SORE BB (' &)*+,)--.&!.1+'/&' (#(10&1#+23.245&(26'(1&
"#$%&&'S(#)*+' SBES%E 1#%()%*+&,-1-%++%#(1.#). (+*/#0(1/ &+ HSHLR1D0' Yo (##) Yo
"#P%&S' ()" #"+&,*(+--"(#,*"IO(HL/- (" ( ""#P%E&' () %0*H#)+&,#$)-)ES% above, p. I" 1.
"H#S%&#()*'%+,&'%*) (- */%$HO(.%$#.0(1%'2(&) (*--*.'3) % '4("™* (#5#, Yo /#64(#0-*)$(% 7 (1 2#(
I" -I"#$%$as beyond their control. It may be difficult for riders to recall the specific
"H#1$%&' () *&+" ,+'-* A (#*+)/'+) /" 0* 1+, [#+2**3&+/#+%/) - &A+/#+$) "D+ &* G HH{EBI Yo
"#$H%& () *+&,-"1&,+./)/0+#%1),.2+3%$)3,1'3/)0+4)&+),.1,"1&"),2) &O)'#$! % $&'&%
"#3$%&!"#$%&' ()% (*+

I'l Periodically identify and list riders with the most no-!"#$!%&" ()*&+"(&+,-.&,()#,/&0#,&
these riders to ensure that the number of no-!"#3$!%&#'%()*"%#+(%,!%)%!,-+,.*)+/%
H#$"%& (") +)&,"-#)&*&' ) &#-1)&'0"%) 1".[*)W"HB% &' () *#$#"$+,-8#$Yabove, p. I" "

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& "1
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"#$%$#&S'S('S")!( I"#$%

3. I"#SH%&'(%)*#%(+,%'#", Y- *#S#.3//(YoO#/1$/#+,2 3 # Yl HEBVH&UEBHE) + %0, (-*($%(./"%
" 1"HS&HY' ()*+,%6&" -8 I6*8Y0S-106.H#8Y0/-01(1%2,%6-%6/#1*. 3%6H#) YoH&." () %&)-.*&%-3(./,%()
I"H$%& &I%$(")&)*S 15 +$), (HS-& & +HH&YS S+ LSS ()*1+,)1()-. ) &I/H0 12! 3-#1-)!
"#1$%&'()"#()*%+(%&,-*./)%-&(/&0(/11-1%/)#0(&-)#1()-(#&12*#() "#(3#" "% 4#(/**%3#0(5%) "%
I"4$Y6&"HSI& " () &* V0 +,1%6!+$%0(-".$-0&, "1$(%6!+$%6/)--$/1%,4#)0'19%) 1 %! "#$*%o!+, 1961 +$%. $+"
I"H#5"%6$%& 'S()** (%$+)("%,)-.$"-/$%& " BRSIEBH )+ (1, " %08+, &'(.&, &(/&S*O(1"##" &+(
(for example, that the dispatcher attempted to call the ride!"#$%&'()$(** % &' (") #&*+&
I"H#$96& (1" HS%& (%) *+%%, - [+0%'12,'3#' /A5%+3'67,5804B%&1()! .

!

M"#SHU&' (%) *#%(+,%'#",%-*#$#.$//(%08ld $Hifger a suspension,
M"H#$"%&" () &*+""#$%E&HY' () *+,%* &%0$-1%.#&%-%&)-.1*&%-/(10,%())#) 1

!

P 1"H#$%&H# & () &* H#(&')+& H&- . 0VBHS! Y% &A% #(1 &) &*&+%,%-,&&+. (/% (#&)01%&"+%.) 2+.%, 3#*
I"#$%&hows and the suspension called for by your agency policy. Some sys!"#$%&%$%$"%
"#1$%&%™ ()$"1"*$+,")-.%+./"0&1.",2."$&3.$",2.")44)$,5%&,6",)"144.17"1%6"4$)4)+.3"
I"1#$%!&'%()

5! If a transit agency no-!"#$%&%#'()*%(1%+,$%#-%".1%/,,+%-,),+0*%)".+1,23%(0%(!%.%1##2%
practice to include a phase-in period to educate riders abo!"#"$%#&'()*+,#-1.)/0#"$%#
"#$% "#S%&' ()*+&),$(-"$.)$/),/)*$-"*$0") - "#S% &' ()*+, ) SIS+ (# [$*S#!'"!
"#$%!&'%! (%) (*$) (&+#'1$,-(

"#$"%&'%! () #(#%+,-  "#$"% "I"#$! |

I"HBY0& (&) +, "H&-+Y0& HIL& ) +-YHBIV& H()&*+)&S, ", &-")&/#.~+HOZH1&-")&-+* 1 -B5R)
I"#5%&'()*$!)($) (+1&(HS&I$) H()!-&, %" S/ ($0%-++%1,"281)($LIB*$&)!"™* &SI 2("-, (*$AI3SH(-) (*($
I"HSY0& (#) S+ U H$1%

!
I"#$%&'1(%)*"$!+#,-$ ESTO I"#$%" I"# "I'#$! |

FIT"#S%& (") (&'+,&*(-#'+."(#.+0%#(.)-$&%0+$.,)-(12,&('3"4#/'5(-.*' (*,,&5(6"+0(*,. &7 ("&b

sure they get to the driver.!'Let riders know that it is important to provide these special pickup
"#$%&'$!("#)*+,")$+,)-I".&-)/('0$!(")102)"($)3,)(34!(&#5)6"/&7,)$+#)!")$+,)8!7,%9#):&!7,) 0#)
"##$%&$' ($)*"$&+,'-)$.&"/$01$,"&",2%)'3($%4" () &S YBPW &EPBH) *+" % &%0)#*,%*$%0-../"10%1#&*2%
"#"1$%&' () #EH* & (*%++,1%&"- *I"+(1*#0"+'%-*)#&!,+&' () #*') *&1"*%00! (0I'%&"*0-%+"#*/,1") 2*&1"*
"H#$%&" (#)*%$"+,--.%/'%$, "#' 0#+%+1,+(-%'2%!"#$%",+"'0-%!"%34(,%-5",%!141%-$,+#46%#)-1"5+
I"H#S%HE ($"#)*"+H#+ '+ SIHP% &' () * &' +#,1-&(#+!*./0,"11$-12-&3,-"415™) - | +#/+12- 8 3H$%&"

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& 18!
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IN ADA PARATRANSIT

I"HEHO& " (HYO(JH+,- Yo+ (&SI*&+ (%0, SHUSHY SOH01%62"+(%o+(%6), $&+/-,$-3%+4)'$&,.&Yo+.%(3 (&
"#$%8&'()*)'+&,-$.)%/'0"#$ ) because, very often, the special instructions aren’t on the!"#$%&!
I"#$%8&'%()$%*+,-%.&%/012%$0.%34.(%.50&66%(&%"%.$5&7/"08%.50$$7%17%&0/$0%(&%97/%

2. "#3%&' ($) #*+,'(\%-."&/(0,($*'(&'/'&1"$0+,/(#&+2'//3  In addition to special pickup
"#$%& 'S ("#)*+,- *#&%.*$/,$*,00*$.0. 1/(". *"&+2.%#*,%.%(2F,1"188%" &' (") %"*" &+,%-.(%0-"&/%
"#$%&'()"*+,,-'./$,'$%*012+,'3+0+(/"%+'%14!+),'53'3/+")$&$%™6'"3/'+%2,"6'3/+I) &

"H#SHUE& ' Yo(&)*+&(+,)#%" ) #1%-&.%/01 (+&)*#,&#% &) *+&,/"#2) &1 ,+(&34&"+,+"5")#1%&'$+%),&'%(&3
"H#ISH#1%&' ()*)# %+, X% "#"-+1% ! VSR ($")*+(,-$.1//$0&("$*12($!0$%'--1+/($3",$,14!'$

dispatchers to attempt to contact riders if drivers report possible no-shows!"#$%& " &(#$%&
"#$%&' ()% "% (+,#'- L HS% & ()" ]!

PITH#3%" &M &()"#E& +#& - #,& *"+#,&"+*/&012" & 3*-"- /A& S 6 # &IBHRIER & ) B! I+, I"#$%0!
appropriate, drivers might first go to the door to alert riders before they contact dispatch
"#S%E&I&'#(() " *+ & HHPYRH#SESD & () &*Yo+,-&./,0' &YHABLY &' (&) *+'#%, H (Y &-1"#F% &$" %™
M#PI%S& (" HEN Y& (&)*+',%-.-"].1""#S%&!$%' (#)*+,-'1.%/+) 1#0'&! . #1,1#1*#001)&!0,)!-%$,-'!
know that the vehicle has arrived.

M I"H#S%& (") S+, -*)./+ ($/&#)'().'0%") 1'+$.$($"#) (2'()+'&)3")-#"4) #) 5™ ($&%0) */$&(BBK with
"#$%&™()1)*)%+8&*,&-%+)$. " W% &! ¢SP0& %" &' (Y&!")*+"#* - & "1%$)0%! 1 "*+(",."2.1,"I'3+!" "

"#$%! &' (Y0)#(*+,-%!+3.(-.(/0/(1-2-%2-$.1%(1!,34 1 (-$"(&ffoints. Whenever possible,
"#$%8&'()*'+%,%'-(),(,.'(/#0),%#+-1(-20.()- ) (3'+0.()+&(-."/,"4(5."+("%&"-(0)//(,#(3##6 ("% &'-
"#1$%E&YoH @Y% & () " +HY* # SH-") 1H%)H) " H#0"'].%) "0#1' &, 21#% . OHBBWAL (H#% (#) 1 *+,-.1#
"#$%&'()$*1$+",$-./-01%'$-%$1+$+2'0-13%-.+%#40%-".+3".$%& '$%#-2$#'0"#/)$5'$ 16 1#'$% &1 %P
designated meeting locations are not always workable for riders. The facilit!"#$%& '$("$#)$*&+,"$
"#1$%8&'($)*+()%5'#,$-((+$!8F. ($/*01L(+$2/B#-+5+) &/ (+$&I3F#!$&!" () $4&O0#!*&-% $5*!"*-$!" ($6#0*4*!
"#$%&'()*+),-.")."),-)01'/2)3/)'$"/) ,#).%&.01,/).,).%),-/)'4/0.15).%',"$0, .#%'()6-.5/),-/7) 1"/)%#,)

always workable for everyone, designat!"#$%&'($#)*&+,%*- #&+-#/'#0)$L()#1*2#3+-4#,2%$.5

!

"#"$%&#' "shows through the dispatching process.!

!

5I'Manage no-shows through the dispatching process. IMake sure that drivers contact dispatch
and receive authorization before marking riders as no-!"#$!%&#$%"&'() (*'&+,-.$%(/+-($*0&
dispatchers should "#$%&'()*' (+*,!-'(%&&,+%- (), #' ()" ) *'("#$%&'$% () *"+&) (,*-$(./ % (,#S5(
pickup window, !"#!$%&'($!")*"I")$!+3$),-. *((,+$/*%/10*,"$/I")$I* LL(H#1(,*"$!*2#' %" 1#3!",2$4!
"#3%&'()&*+#,- *+/-#0'+) &' 1#2$,03#&-+.4' ' BE I $HY & | & "#()*+,%-#1#,.$/&!) [#.1+,%+0!*,%!
vehicle location to make sure it is at the scheduled location. If AVL is not used, dispatchers
"#3%&' (1) &*+,-*1" #'&-1/*+0-"."-"Yo#/ (. +#L #'0-"1$*-"+."+1'[#**- 2'(L&'I"#$% &'+ 1/%$&-"."-'
description in trip notes, in case a no-show is later questioned. If it is part of the approved

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& "1
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procedure, dispatchers should attempt to contact the rider, using any telephone number(s) in

the trip record. I"#$%&'()*+"#,$"'-./%$* " #AF % E&'$Y& () *Yo+**("*() +&BIS%! $&' () #*+H1H#,
dispatchers keep detailed notes, or enter detailed notes into the software system,

"#$%&'()*+,-. +(-&. +#"1 &+ (-&+(/) 0+ 12+(-&.+1)!13+4(+)2+152"+)%0"/(1'(+(-1(+!) 201 (#-&/2+
"#P%&'("H#)*P)+,+)"- -I"H#SU&'()*&'+',-1.%$"*/"%0& %' 1230*,'4%*,%-"*1%5# 2* BB S Yo & &%
"H#HSUE (" HE*+&, " YoP(HEHS Y& (%) *+%%,-'./[+0%'12,'3#'./45%+3'6 7, SBOUBME' () 1"#$"
well as the Topic Guide on " -1"#$%&$'() #*+,$%"+%-.-%&*"*/™*+0TH#H %o#&%'(‘#)*)+%',%
http://dredf.org/ADAtg!"#d which includes "#$%&'()*$+&,-./ ""#$%&'%"()*&+"),"-./.
"#$%&'$%()*+£Bnd "#$1"#$%&' ()" %"*"+&

I"#Track changes made on the day of service and adjust subsequent trips as needed.!
"#$%&'#(()*+,-.+/&+0.$.01#/%&'$+&0+&/2.0+.00&0$*+0%, . OS+ BBPo&.F (F&P "+ +($
locations, or at different entrances, than what is noted on the schedule. When this happens,
"#$%&" ()" +,(H"1#$%&™ ) *$+," (I-./0#1".) " (1-./0#H2+!"1#$%&™,.32") 202!1.+4".'5%!/,2)/I"
P"HP%&H' () *+(*%0!#! - [H#"#IOSIHI0*#%* L 1#2 - B¥EOOHE& () *+,"*-".%(/*,01$*%$*+, " *+#'12*/%"-*
"#3%!&$'($)#$#*%$+,"1-$.")#0"!1

I"HHSY68 ()*"") (%o, -H#&(&.'(*$O#/(1*2"-13(8..'(4'.*$5'(1%*&(&*6'(/-5*$73(&.'(*6/-)&%2%'(-8(

I"#$%68 " ()*&($) &+, -#$%&., &/0"81"0#2+"38($)&/0"8$"™) &/, &2($2"+&'H) 48 (A8 BleIBHAR 5, 444
I"HSY08 ()*+&,"VF-HI"HISYV6& &(#1' (| &H) Y08 H, - & I&HV'-108%6/12.13+& Yo/ A1) (#.&%/ 1! /#Y%&H, 156/* 78
IS8 ()*+06'S, +'-*+0b. "HI01-"#2'$3 %" #4, +56$" # #HI* ¥ +-*-'5*0006625 $36$+"-*+06'3*6+
I"HSY08 HYo() %68+, ++-%6&.1012%) $3%/$(*4 I SEPHEI(BIELS %,

M "#S%& () %0*+, * #-%0#.) (% &' ()/OQuts!N"#$% &' (#!) (*&+,+-.(/1/0™*1%/!"0)+1%)."12(*.",(!
"#$%"&'()*1+,"-.%/"&'-.%/"0%'12%3&$#%.43*" . #3'5367"26 3'(1*5+,'#$2'7&"4.83'9"&'$0%":$%38'
" H#$%8& ' ()%*%+(',-. (%, 5% &I IV &' ()* (+(',-&. B/ "#$% &' ($#)* &+, %*- # ,*#+)\] #/%"O#,1+ #
"H#P%H" &' (#P) & (($*++&%0#SP,-dPB*¢én be extended to all riders, or targeted for riders who
"#$%&'()*+,-%./01'12%,1",%#$!")+$3%!"#$%"44' #$&5%$',|$4%&*$%,0%,!$'4%&'3"6'+','$3%04%,!$
"#$%&" ()

I"HS0&H ()*& II-"HS&! (%)% "$*+%, (%'%o-". *#1%10%H#1* %62'/$3%41. %*5'6 78* %! (*Vo#. ($,#%'*(&/
"#$1%"&'%()%'% ("% $H 1" #1$%0%$&' () &$!$*+3$) "#)",-./"-$0) "% the evening before each

I"HS968 ()* &+, -8t -+). &I () &"HS&/* &S 00#-18.,&/2113-83-81()&).)$(3-)4&5 (H+H(EABYDRE () 14
I"HBO&! () HI+IS( H-HI+H+) 4,101 "Y1 HSUHE (%) ($%'*"+&%6,-%." %o/ (#+0(1%!2(0$#.9630$.#.4.Y
PS8 (1" BH VY& B()*+, -/ Yo0("Vo-(1'82"$*+HGY" &' () %"+ -."**0+0%*1"23(0'4+0%-"

P HSY& & () ¥ 8+ Y%, - #-Y6#1012%3)*. 42%3.2) 3896/ BU(R B &M &y before (if they have

"H#HSURA$ " #%!&' () *+!'&,'+-%.1$*/01!12%!'11%-0+"3"/(110'1!-"43&!0%35!#% & 486 and

I HSIHSYO8 (&) %"+, /", )00L+) (' (+$*2'3&'$,&2' 4, %815 28 +1'6$, % T+1'1"2&1,'5/+)8&

had a problem with no-1"#$!%#& %! (#$%#! &' (%

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& 20!



AT 1"#$%6

I"#$%$#&$'S('$")!( GUIDE

I"H"HSY6& (VYo *+#,%0("Yo-* i+, Yo ()+Y0. -/, + VPRI HISV61 &1 ()1 F+ &, #$, - 1# (1 (H#& H1+$)-+%!
I"HSHO& (&ESIHSIV& (V& HE+, *+1)&$") &*"-BIHBIV& (Yott) )"+, - Yo/ 0%$+1"% (&) "%'+2('%6 1#%

14U PIRHHFYES )+, * S0 (-+*(./$O+1'(&2$(34'$*5% (64 HEFYES! (1"
|
I"#$%8& " ()$*+),$-&  BSCRIPTION TRIPS!

!

M"#$%&" ("%")*+,$-+',".+-/"0'%+$#"01)2+%1"$31,%+10"+0"$"#1$*+,3"%$401"
B! 1"HSP1%!

!

A lack of coordination with social servic!"#$!1%&" ("' ("#") 1 #*' %3$"&#+(1",-"W#$1%&' (&) &*+,-&
"#$%&'(&)*$%) &%’ (+1&)+,+&-"+) &$).--#)&%'/.)$*)+01+/%!#&!$() %! 2-%+3) +/4-205-+6) 7*&-(8)") +$/!
"#$%&™ () *&+',%--".($""$"#(-'/"0/-""0*'1."1&."23-""0*' (1341 &#%/1%0*'4(1%!5'6."#"' 7 (+'4™

multiple sche!"#3$%&'()*$+,%-".%.'$%(*$)&/%!0$+) 1.%2$$3%.'$%.4()+5.%+/+.$6%(3345+$!%07%."
changes. Transit systems can reduce no-shows significantly if they work more closely with

"#3%&()*$H( %o+ (#B(1-") . /$#/'0/(1'2) "*$3('145!#)$20%$",'I ) *$#(6

"#S%HE& Yo (HP)* (+"BH1%P&' ()%! (*(Yo+,(1%#!,&'&-+!(./(0$) 1%)#'1%3$) L (/##2+3!3)$+0%4*!/*1$) 3+$(5!
"#$%&'#(()*+,-.9%" (-+&/-0#1&0S+2#) +(-#0'+3.-'+1.-)+/%"4+5/+#+$56 $"0%/1%& '+0%7-0+1.#1+1.--
"#3$%8&'()**'&%+',"'-.[)&0'+1"$2,$3#)+) % &'+#)'"4%#' ' "#) %5 %A H$% & '$%0 (#%") $Yo*#%
"#$%"%&!"' ($%)'%*+",%-./%, $#$/"+%0$$1,2%3"#)'(%4.+5%41$%#$!) & +$%.*$/"4./16%41$%/) 5$/%
person communicating this on the rider’s behalf may think that they do not need to call to

"#$%&'()*' (Yo +" 1 (+-*"./0'1$2*3*%4 " #$%&+(1$"-+()*%*5'6/' () *' 3* W' #S%&#H' () %'$*(+$,%)$

"#$%&' (%) "*%+" #%'-./01-%2&(3™,-%'I%'-$%(,-$204%.(5%"62%'-$%.&2$.%!& 1-'%.$!"&6%/6%'-$%
"#3$%&'$()*+(1$,$+-'(%-.!(*+($,$/(0$$1!2

!
INCENTIVES!

I"#$96&" ($)"*$+&, BHSY" &M HS %& (can play a role!"H#ISY&! (") HA"HS! 11"HSI"™#
Transport!"#$%&'()(*+,&-$1*.&/0'-18*(2$*'&)"" (.3

"#3%& & (")$"*(+$& ,%-.%'/08"$%&" % (")*+"I" ,+)*&-.+)(' /01’ 23' 42-56"$)'
Nevada and Utah Transit Authority] offer "##3$ "%&#$ '()*(+,$ ("$ *-,.#% .($
"#HP%&PH( ) "#S*( +Uifeir "#S%&' %()' "**+,+-")./' %( -show points during! !
"#S%&H' ("#)%0*' (*+(,%-#(.,/" YO T HE% &' () *%0+),$-%)*.-#&/$)01$%" 1 /83%!

Topic Guides on ADA Transportation !



NO-I"#$! ! 1"#$%6

"#$%$#&S'S('S")!( I"#$%

gives free ride coupons to passengers when there is a carrier failure an!" #$%"
M"H#HS%HE "$((%0(& ) Y& Wi &' $% (H% )#H#HE&H* % +,% #)'-#%$% &#'()!% *1%
well.” !

The programs !"#$%!&'$()$*1+#$"#',-#'$.}shows and are well received by riders."(

I"HBI0&SH() ¥+, -)$-/[#-*H0$1234#3*25HS()/+6-$-.4"$+- ST #HS'204$4).()3-$7)'$(+--#3/#-$
I"H#$%6& & ()*+,-%,&./,01%2&343%)+118&54&, 1%!$/%$-+ELIBVERI B3 %month period).”)

!
I"#$% E CAPACITY CONSTRAINTS!

I"# transit systems with capacity constraints, a significant portil"#!$#"! -1"#$1%&'(%!)*+%,-#+%

rider responses to those constraints. For example, if riders know that calling the day before a

I"#$%&" %" ($')%!1$*+',%"-%0. %0 "HPUHBBE " TR () (H*"%+&"! (,&"%(-& "%+ &. THEEIR &L ((%0!#) * %! +%
"##$%" &H'%0&$" () $%"&H# % &*$+,-%0$.%, #% S/ H#H#$"&&"(0%$&')%1$23%4$-"4$(,2$%()$5.$2"6'(07¢
"#$%&' (1%)#*'#(1%+%),-#%.#/0)#%!"#,)%12+3(%+)#%4035) &#-%0) % . #4+' (#%!"#,)%12+3(%4 "+ 3¢
"HP%&IHISHY& () 1H*+,'&!-.1#- -I"#3$1%

!
"“NO STRAND"” POLICIES!

"#3%& " #() &Y " *+#,)+(%-".+%"%/#0%(& " #12%304),$%(&"&)#* % &-"&%)5%&-+%676%3"" & #() &9
"#$%&"&'()$'&!*&"&)$%! (+"H{terrider won't be left stranded there, even if the rider no-!"#$!%

I"H#50& DD HE " ($) & *H#'+&, (8*-& . &IOOH& L' 2(*2"&(0&"-(.3%*-1&. JH&*41%"4")(&-$2!&.& 1 0%*25H
"#3%&'("%)*+"*(",%-)*." (' (--&'I(,-((*01"2'0S# ' 3*#4-$#''55/%/ &H#™ - & -I"#$%&" () &*

i"#$%&'()*'(+,-)'.&) ION!
M"HSHU&" (#)*+,-./'-.012/-&,[-#.-2',.- ) *#$/,.I'* $/'H#3 "4
compliance.!

!

I"H$06" &' &()"$*+ #-%6%). %+ &+ $8&/$.00$18230.*+%6-$ H0. YoHASY0&$% " HS(-#$&/$565$3. %' +-*%$-#',
I"HB008 (&)H V&) $*) " S(1&SY%! (+)'(,)-$"#.1'(-10) 1% (21&) +/(-1/2)23$4.,)/(24%/) &3'&)"..) %! /%)

IHEU&! ()48, —+, 1", - +&(A () 0&)-. 1+2,&(*')+ "HE%&H# (1) (&), (. (11 OH(L). Yok, +)#'(-.(

I"H'$06" 8 1" ()*%" &'+, $-., - ") ()0& -1 L)) )+ 1* $-.(2 #

Transit agencies should provide timely responses to riders with information about the outcome
"#3$%&'()$*+)$!1%(,#-.+%($)#(/()'O(#(1!234#) 1'Yuifd(#Brtion obtained from investigations to

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& n



" I"H$ | TOPIC
"#$%$#&S'S('S")!( I"#$%

1" HB06068! (&) SH*+H, I $&. %%/ $Y68&! " &, ) H+0S&YSHO.-$1&1% &) & 2$3HI48&) #28+*&25$ #&6T6&
I"HS96& (1)¥)+" -.

LATE CANCELLATIONS!

Some transit agencies have defined a category of late cancellations that can contribute !"#$#
rider's!" -1"#3%4"1#3%!&'%()*'+3),-.$) !"#3$ extended the definition of a late cancellation to
"#P%&H' ()" H#S* HEASHI1%&" (') *+,-1./0LI+(1/(2* (A "#S! % & #() %0 *$H#+,1&$-.) &$/1&)/$&(1%0!
cancel at least I" "#$%&!"(1)*+)(,-1#%!.-1/-()0'1-*2 #!

|
"HSU&H()  I"HSY&(")*I+, 1)+ "SHOW!

"#3$%&'$()*$+,-./$0"1")#"/23$4.$'5'$6,7124).6"$0"84"9*$# ()#$*-6($1".) 2#4"*$7)3$,.23%$:"$-*"/$
"#S%&H ($E&H) (*)&" (B! +*#! #P%E&H"-*) I +* (‘HE&.- /(| &* SHHHBURH FTAI"#$"%&'&()(*'(+)('
"#$%E&'B(%0($"#$%&'()*+,"!-(" s service susp!"#$%"&%" (&)IEEM%¥&!"#$! and not for late
cancellations!"#$%&"%'()*+,"-$*-."+,"/01%0"-/"2%"*))/3%1"4,1%0"-$%"56#"757"0%84)*-+/,"-/"9/4,-"
"#$%E&' ($()-1"#$%!&!" () 1*#)+%," (%0 (-(.,!%#/%0%10,(%.0).(110,*#)%2&!,%3(%#'(40,*#)0115%
"#3$%&'()*)+*&* (+'#$%&terms of the negative impact on service. FTA does not consider

"#1$%%"&' (#)*"+ &ES% &' (#$) $*+(,-#H#H!1$%&!" () *&+",&!$%&!- &, . /0& T} "% &% (Y0 &%) *"
"#$%&" ()& *&+!(&,-./#,&+-0(to be the functional equivalent of a customer no-show.#"

!

IHSY08 (VDI HEVY6& " B()&H *HYoH+1-& HEH) S SHYS+Y08) )" IH+#S #¥+ &H]$-&#
IHHSY0& (SY0)*$&*+ HE-" * "$Y6& " $HI&"0+1"09%, 123

!

"#$%&'$()*+,$-.$&//01.&230%.)$/)+'-,04$&$3&.0$/&+/033&.-) +$&'$)+0$5&,0$30"$.%0&+3$.6)$%)*4'S
"#$%"&'("&)*("+,-"+&'%./0&1$%&"234/-"5&167&),88") " +&82able threshold might be

"HPYHE' ($)*+#*$1%*$(,%*-&.*-$/0,1&/$!02*Fbme transit agencies use a one-I"#$%

"#1$%%" &' (#)*(%'1+,) &-$+). (#/&) | (#0'.$1)")"#1$%%"&' (#)%"&$) 2#&'%)"3&$1) (#3$)-(21)4$3(1$) &-F)¢
I"HS YHEY' (&) %Y%)+, -'$.#$/0

I"#$%8& '%()#+definition of a late cancellation much longer than two "#$%!"#$%"&'("&

scheduled pickup—!"#$%&'()*%6+$,"$-%6. %6 *$/"0#-$'/%'1$"1$,/%$)234BY0&." %6 () }#(*%" %

satisfy the FTA threshold that I"#1$%'#!$%%"&'(#)&*"&)+$#" %', $-)&*$).'/$.)01-&) 2$) &*$)

"#$%& BHS%E& (1"S) T #SH % #E% " #S%EH (#&)*&+$&,-.,/*$%&*-&0,.$.(,*(1*2*32$&*42,48332%.(,*
toinclude "#$%&'(1&)*)+,,+-&!. +&-W#3$%"&'(&)*($&'+,$+('(-"+-&."-/&-/"&010&%"23' % "W

I"H$%& (%) +,-".%/0-1% %234, -(%-3!5, -8} BBA because the ADA I"#$%& ()*&(+,-+%'%& #&

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& 23!



" HS "#$%0& |

"HSYSHES(S)!( GUIDE .

I G068 (1) *)+0'S"* %0 (,10%, 1 "HSY" & (" &)+ &SH&., "Yo- I" OBMBY6& () *& HYo+! +"" 1+ #0%
ISV & SURH()* (H+* SH(HR.

!
"#3$%&!"%(%!)*%'+#$' EFFICIENTLY REDEPLOY!"#$%&#( !

"#S"%SHE (B)*+,-$.'"#'0*)0F++*,-").", 1*,*#$'2"#S$than two hours in advance are not
F#"$$%E&' ()" +"+*,"#%-$"*. %) 1 "#S% & # () $* &) WS &!' () %0*"*%6"%+","*,") &-*%& . &* B0
"#$1%&'()*!1+!,'-().1/$#10)1/1%)023!  -day cancellations come in, and even use the
"#1$%%"&' (#)*&(* &+ *¥"'- . "H& IFH % &' () * Yo+ "#P! " I#S%&' () *+$,#-,.),/  N"#"$W

Cancellations made several hours in advance of the scheduled pickup time

"#3%&'()PP& **+& ("&, $P"1 & (-*&"'(*+/'&%)'0,(1-*2'& ("&#*& (-*&"0*3&4*-) 1$*& () +*&

I"# $%&" ()# "# &*+%ay operating issues. Systems, which operate wit!"#$%

"#$%&'() *&+,-.&/1) #') 0,%+) .,1,%8&2) "#$%&'() -$3%-,%45) #6%&7) '& AWHET) [$1&
"#1$%%" &' (#)* &(* +$* "+%$* &(* (,$-"&P* -$% " +% * #H¥(Fhe transit agency]

"H#S%&' ()*+!)'+,1"-#%+./#0"1$1-)1&+12"-) (L 3"# &#' 1#," . 41.) % 'BI"##!"#1$%&!

"#3%E&' () &$*&HP% &' (%) *+,-(%$'),.$%/*&/%" )% ($0™/"+'%+1% &% 2-&/$%H# & #S--&/"+'3%")Y
"#$%& " (%)) *+#,-".%)#(&+&! +%Fhe(lv in terms of its impact on the service . #%

"#$1%&'()&!*+,&- . #,&./0+"#$% &' $#S! (&I ) &S#*&'S("+,'($-.&"1#/+0%1#2!,3!" 4#"$!5'&6! () +(!

calling the day before a ride will likely result in a ride denial, !"#$!%#"&Iving the ride time they

prefer, "#$%&'((%!#)*%!+%,-((Yo#-.(‘#.%-)*Yo#-. (‘#./%0+ 1#%2#+2 (#%& ' ((Yo-..-) 3#%. *#4%!"#$%1-$
"#$%E&S$'()*"+,$-1.(%/1$'0!1$2%/'$314%!/'$($3*#!$-1563!$'01*35& 7 ("/$(3!$.6"8321#$63%-!. (%/!$
tI"#$%&'()*%+!(),"-%.1"%$"*/'0%+ (VB #S%&S' (1) *+S#(,-(I"#$% & &SN "#()'

Riders have taken!"#$%&!" ()*+1 +%-(#1./<"0112&"1"+1/3+$415($*-1
I"HSY& () <+ (H( #+&(H-1&, #+ -]

!

I"HHY" & HYO(HH) Yo*+(,- YolH#0-) 12%-)%3"-."%$-AHS 2% $H H#& #4%0"&0%0 " #5%" & HY%60&6#) %0$-*
IHSYO& (HH+ - FH Y[ IHSYHI& )+ 06", 1V *-Yott (*& (Yo, I EBY8 ' $()* %S &+$%,-%6-, $%
I"HSUBEH ()* (H+D%B(,%60$(-,. - 1#/(-0"&H Y%, I"H& (1" (H+S(&IGHSL2(H%, "&I#(,3$"-1$&(&+0456 (% $&057$
I"H#596"& (") &+ -+ &'BIO(&.$ -I"HSY0& (%6)&')*++&,H Vo H+-)-*]
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" -SHOWS TOPIC

"#$%$#&S'S('S")!( "#$5% o

"H$%%"& (#)(*)$"+%  "#$%& !!

"HSPHYE (#)*+,#-.%*/0*$&Y00* #*&. #1*()%(2(%o-&.+*1 (', *'3(4+*+",0%-.0%*()*',0*0&3.5*$#3) () 6*
"#SH"$%ES' & () *+&,$*-$#.&/F(0&$1! (%) &I#"$2(12&) B($0*, &F*I1B($#*3&)/$4(/$%&2(15&$2(12&) ) (#*'
I"#3%&'S' (H%SH! ") *$HYE&+,-$.#/& "#$'-#0"$12-#3+)#3$" 0UBSGE T (+%0*',(-."1'/1*(10$%'
"#$%&%"#'()*'J a.m. ride but realizes that morning that he is not able to make the trip, yet he

"HHSUE " #I'(&)HE& NS +"#1'&,)%0-& Y- &%0*"#.) Yo &" [ H# OV EHBE "' ()* Yo +,)-#.,%/!,%/$-0.(/%
"H#P%&'()*$H+ #'$*-"*(#$'.$-/0" I"30!"#$#%! & &!I()*+,!1-.1/)0(1,.2.,1)*&(1,.1)3!'1(1/)0&2)+%!
M"#$%&'$(1)*$+!"+*((1&,"$'%,-(#$",)$.*$/*"(&0H#1

I"#$%&'(&%)*+&)(%#,+ ADVOCATES NEED TOK!"# !
THE RIDER’S ROLE IN I"#$%&'()"*  "I"#$! |
I"HSU&' () -I"HSI%E& V() (Yo +,+-,+'18&-96,./0&, 1%+ 1-& 1% 2 BY SIHE&" H1 (H) 1" #+9%), *%p!-

!

Reducing no"shows in ADA paratransit requires actions by riders as
"##$%8&P' (%) &*' $%+") ' &-

!

* Confirm the beginning and end of the pickup window and the amount of time the
"#$%&™ ($&&'()$*'+,-". ,['(#"0".,/'%)&&'*,'1,,2". - "#$%&

» Callto cancel, as soon as possible, if you won't be taking a trip.
o I"#$"%&'#Y%(&#)%*+,-(.#/0$#1EsHRring the full on-I"#$%&" ['#$%&'($!

o PI"'#$%&HS%E"'(%)*+('%,-#.+)#%bide or rear door, I"#$%&$&for large!"#$%& U HHYo"
any pickup lo!"#$%&' (#)"#(*"+(,-difficult!"#$!1%$&'($) *#1+,96%"&'("#3$) "' +#,-'$."/01 (1"
"#$%&" ('(%)*+,#)%s not !"#the main entrance.

o I"#3%&Y("#elephone numbers!"#$%&' (HBH! $" % &HS%&'$% (8D %&H ()1 *+,-1+"., !
been correctly recorded by the reservation ag!"#$!

o I"HSY&H HH&H (-.-%0H#(-1)(ZH/BDrm the I"#$%&!H() S "#$changes in your
plans!"#$068TH#"$ %68 (1) "% +)I" -+($+H"#$%%& (") *+& $+"&-".["-012&$'/!

I"HGY6& (JH*+,)-$&' (). #(-%).8"-()/$.,"$8(&O+12#()22(3+%64(-+($.& 1%$(-0)-({0SHEL(E0) (
I"H5968" ()%*+(&HS! 1"HSY&L 1)+ X1$-1/.0,-+1./1+9612%+013' 4+ 156+/.71$- .| +#48 #.%62./9)!
I"H#$9%6& (YSHSI6& ()10 +&,-19%6.1"). Y&H (%) (/%+1010!$(&('&()*"1*-&2" -310)4! (*I'5-!

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& "1



" HS "#$%0& |

"#$%$#&S'S('S")!( "#$5% o

I"HS068" ()%6* &+ (Y6&(,$-".$'$H#/(-0%1234(35-".$'$H/("35%+"HH{SHAUAB! () *I1$H#) (+ HYSH
IHB&! )+, JH,$-%%".'1,)%-)*+,1$)*$.01%).(, /1,01 #

|
I"HS06&II")SH)*S+00)  I"HS%&() !

"#S%EH () +H#S%& #',-*.) #-10*1$#) #*%0'#)*#1%234)-*10#5) " (#'(0#6768#'(0,0#-,0#.090,-4#-90*&0.#
available for enforcement. You may pursue them in an!"#$%&$" 1#(") P& *#+"$&, (-$&%0"+#"(.&"
I"HBY6& VYo" HYo()*#) Yo+&, H*Vb-#+(./

I'. File a local complaint

You can file a complaint with your local transit agency and/or otherwise communicate with

local agency staff. Transit agencies are required to have procedures !"#$%&%'(%)#$%*"+(%)#
"#3%"#$&'()*'+,&*-. &"$+&' (*' % &*$&)*!/0"#$¥1lis best to file the complaint quickly, as soon

"#$%" &' () #!1*+),#+-)#3,%' (). [#101#2)) $# 1 #3%$A#Y0* #&+5#603 (7 1)#!"#.104# 1)+ & ("#!"#3$% "' &' ()#89:
what, when, where, and so on). Find the t!"#$%&" ()#*+',-$&./)!'0)!1%*)'2)3"1&/)#&'.1'454"'

M"#$%&'("#) (") +'#&),"-)(")-/01%() (,+)2"13*'%&(4)5#'&.%()'6+&2%+.)[./**T),'8+)"&+)"#) 1"#+)
"HS%EH" "1 () *+#!,$)1*-#"L #/")*+#0!1,'2)*$-3#A5H&H S &' () *+, (&' (-#) &.-/0#'-0%&/1 &'-$-2(*3-% &
and/or by postal m!"#$%&'%()*%"++,*%-*.1"/+%,/-*+0#1*2%!" (*-%!##03"/4%!%-*1+0/15#*%.0,/(%0'%
"#$%&' (%)% ($*+',*$-%.'/%0),%12$%)%0'#+2)",1%3"14%!4$%5$6$5()2%7 (), *"1%86#","*1()!",%",%
"#$%&' ()&*+,-,*" & *#$)/*0)12*3)4"3*4)56 3" % & (*274) 28% & &k(le an ADA complaint in

" 1"#$%&'$()*+Below, p. I"#!!

H"H#3%& %™ ($") +&)"&,-*+&+.

You can also engage in a variety of efforts to advocate for changes by your local transit agency.

I"H$%&'S()S&(*)SH"S" (+&,-$&..,. +&-)$01"%$*"/&*2$. +&+)2$8-3$-&+,"-&*$3, . &(,*,+'$1,45+.$
I"H#$96&'S(&IVESI6& () $Y0*+#

* Your state’s Protection and Advocacy ! I"#$%&'()*$) %+, '$-#' #/'0%' 1 +*#1'1+'
" HS00%6& (&) HASIV& () H-+HIS(#1-(1-101/-1.[)21*#13(4'10%6-"-/510%6/&-*(#6(17318") ) *#+!
I"I#$"% "9514!"#$!%&!"()202/408"9521).

o I"HEWBHPIU"#I$%& BHSH!"H#%& "#$%&'()*+%,-!.-%/01%.2#%3#4%5/%$0#$%60%
www.ilru.org/html/publications/directory/index.html or calling !"#$%&"!"#"
"#$%&'(()*+,)#-,%./,.01#,2/3,4Bs by going to !"#$%&" ()*+%(,$-'(."/-0& !"

IHEY6& H()¥)' S+, H-)$./)0) L (Yo&&2")* LH."-#*, 'H#+3."S)#.4™ (1#, SHS2(("-'-#)"#12)0-)"4# #
IHHSY%" &S )+ EMHSB (" . (1+(+0. (14 F1+0"&2+" 3 *&+"+(4/8")*+BEBY"& (H) &Y +Y%5, &+,-8%
I"H$Y6&" ()" H"+ %o
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2] 1"#$%6

"#$%$#&S'S('S")!( I"#$%

L IHS06&™ (")¥)"+,-. %'S(/"$("0' 12$(3/, (415!

"#$%&'$()*$&$%""+,)&-".$/-.0$.0*$12%*$"3$4-5-)$6-70.8$"3$.0*$9*.*;&)$<;&'8-.$=:+-'-8.;&.-"'$
(FTA) in Washington, D.C,, by:

o IHH'$06& ()&*$+E,-$+"$%6&) - &/ +-0& I'ESHE ($)HS
I1"H$%"8'S" ()*+,),-..(/$0*%6&%*+,),-1.,(/$012334"/$5-

1" HS06& ()F)+#,()%68)1-1)./01, %6#&$) 2#$3)$3()+4!
o UHSUHE' (), T KO

I"H$%6& #
I"#$%8&($)*$+,-,.$/,0123
IHS%& ()*(+:8" I"HSY6%68." ()*
"t "I H(1) HH -
I"HPY0& ()& +,-.- I"HS Yo

M"#$%&'()*(+)",(&'-).$*()*(/0**.1$'(23405(34)-5(34"'5(3'#"$%&' (%) *%0+*#,1-$%.'/101(.'2%&%#" [*#(%
of ongoing ADA violations you believe have occurred. As the FTA Office of Civil Rights states
I"HSYO&H (V&*H+! - /("$HOI, 1

I"#$%&"#'($)*+'#(,$%-,+).+3(,/0)'%$%#+&$0%$*01,%2%$(0/,%2%/)1,%2$3"#/,$*#14,3%2$
I"#$%&&% &)y other information that would assist us in our investigation of

"#$% &"()&*+",-.%/'(&- (% &'-"% 0$"1+2(% &,!% "*3($% 2"4#5(,*&*+",% *3&*% +-% $('(1&,*%
I"HISY0&H" ()*+ Yo 1!

"#S%E&"#' $(H&"%0)$%* $H+*%',-+.$&"#$/0/$-1$8%$23#$4$34516-&7$
[

"#$%&%"#$%&!" |

"#$%&"$()*$+,)-$"./01$102"#1302%$")$./0$456$676$%0821. 8828 ' &'$" () *%&% You may
also contact the FTA Office of Civil Rights by e-!"#$%"&¥#b#%##&& Q(#S%N& () F'+  1"#1$%!
#'$%E&™ () (1" 1#S%%0 "#S "#INHAS "I 1"#$1%&!"(1)* 800/877" " # 1"

"#3%%&' &("# (#)*(+&%&" #'- . ["&. $OHPL1&L'S" .- #+&S#'-0- )/ (VB Pa8{) &*+,&-./)&01&2#3#P&
"#$%&'()*+,(%&'-.-'()/01"2*(3'435"36&") 7'&353421'%42* & " %' 2# 3* ("3&E%0" &$ (1) 1$%0!"!
posted on the FTA ADA website atlwww.fta.dot.gov/civilrights/ada/civil_rights 3899.html!

Additional resources may be available from a variety of local, state, a!"#!$%&'I$(#"&) $*&(&%o+#
"#B%&'(1#)*"+)%" (¥&,

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& 27!



NO-I"#$! | 1"#$%6

"#$%$#&S'S('S")!( "#$5% o

"#"$%&' TRANSIT AGENCY "#$%!&"#'(1$)'(*+ !

I"H$%68 ' &Y6()*+,(-)*%" ()%"."/0" 10)%+#%623)%4) 1+/2)%+5%23)%67-)%+5%8/./0%9/:32*%+5%23) %
I"H$06&" ()*+&B&Y6"H &' Bhww.fta.dI"#S1%& ( I HS%&!($)*$+,-,.$/,0123$456$7($)825'2(9$76%
e-I"HSY" RUBHYHHE &()*+ .- /(SO/1  1"HIS%I&™ () *+1"IHS%081"#S 1"#]

W"##S ""## (or by TTY at I"#I$$ "8339).

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& 28!



NO-I"#$! ! 1"#$%6

"#$%$#&S'S('S")!( I"#$%

"#"$%! S!

'+ The authors of the Topic Guide Series on ADA Transportation are Marilyn Golden, Policy
"#$%&'()*+&#,+$+'%)-+./'&)0123#'+4")5)*676"&6)82"1)9*3#8Russell Thatcher, Senior
"#P%&" (#()'$*+)""#$%&'$!" ()*+#,*&-.$/.$!+0."1

I"HSY& 1 HISY& H()+ It 1 [+012#. 31 AHEE 1 **I$ +1"6*I$++ 1" L#'S) T+ 7)1 (6#1 501 * (*+!

"#$%&' () $*+(,#S-#.(#-/$%"#$0,1(-&.2$3&44(1##$(5)6+,#-$7(5,859#81#5-:$9(.#)&.:$
Paratransit, Inc., Sacramento, California; Susan Gallagher, Manager of Accessible Servi!"#$%
"#P%&"#'()*$+",$-&."$/"0(1$2&"#) (3$4()3&('35$6" 78" #15$9"8(:*&#("; $+*##(.$<(3'=5$9>)3*?.&
"#$%&™ ()*)+"#,'-./0'1%#23'13)3"4-"5)6)#" 0#)*2%3'78#98#)3%8*,'-8%"#,"-"5)6)#":";"$%*'
"#$%&'()*"+&",-(.&%0$*" (/0#*123&'(456$7()*"(4562,$3-'(89%12:* (1, 4B%5&. K(* %
"HS%&' (#) #S+#&,+-.)/,01'23842)*&,&#)54(#+24+60)7488'&&##)42)9'0,:";'&-)<00%#0),2=)
"#$%&™ ()*+,$& " #-.*+/.01-(2)%(3+.(4+5.(6&+7-('$'0*+8.(.2-(2+9))%: (' &*+8.:&$.(4+
"#$%"&™()*$+),-."-/0)1$&"'23/-0)4%/(&$.56)

"#$1%&'($)* +#3$,#-'#,%./,$/0,%%viewed, in whole or in part, by Doug Douglas, Vice
"#S%E&H ()*I1+"+("+'$% (* #"-% #$*+'&*[+001*2+#'3(4%'5)*6 $S%S(+'(* 7% . #*1"#$%0 &#' () *
Paratransit Management Services, Dallas Area Rapid Transit (DART), Dallas, Texas; Karen
Hoesch, Executive Director, Access T!I"#$%&!""(&#)*+$',-.)/("$01123.)/ ##$+45"#("6)
"#$%E&' ()*" +*&, (-&"+#".%/,(0*/12*#$$% &' ()*+,-./*#'0++) 1/$.2+3'4$*'5%$*1/+1) 3’
"#S%&'($")*"(+*,-"./*01"23'45*6'& 2" 7*8"("23'5*9..344*-&*:(+3;3(+3(.35*," (*<$32&5*
California.

I"#$%&™ ()*$%+*($#, #-. %0/ HOES Y& "$&'() *&+"1,&-%%&.['$%! 01" #$% &' (") *'+%,-&'
Julia Epstein, Linda D. Kilb, and Katie Keil.

UI'H$%& () &*%+,$%-./0'0%*"&). 1"%, %2)) (&, *#3'%,1&"4'[*%5*+"/%*" Y% 6#S$, 5#H T#*8%9#1"*$%
"#$%&'()*+*,-.-)/-*0#)"*1,2!,03*%) "*&4-*0-"-5%6*75%)/'&*8"9") | &5 U % &' () #*+,+#
"#$%&™ (&)*+),%$(-#*%&$&.*(/),0")1."2-)$(3)#*4.5."-)"6#%"--"3)0"%".()3*) (*&) ("5"--$%.47)
M#"$"%&'&(")*"+$' ', '$ [ &("0"1"12-'312%$* &'415*%*$& 1 2&*,%06'3 ("7 %*&"1'8&2&"$
government assumes no liability for the contents or use of this!"#$%"&'

#1"H$%E& ()%, -*.%) 1% 0% REEIHSHIIHSY0& " (&)*+), % B(-#*%&$&.*()/10,1)%"234$&.*()$&)
491" IFII"§ 37.125(h) and I" I"#SHO6#I& )" HSSY%" EHDU&, ("HSHYEH &("H)"
www FtI"#S%" &S ()**+ *&-Y6. (1 ()**+/,*&-%./0123"- %64+

S I"HSOI& (%), Yo HHS(*$S, $%-" %' &IHSHEOSY0&1%-" %23, #(A0SY I VBB HEH-#,
I"HSY0&" (8)*+), Y%$(-#*%&S$&.*()/10,1)%"234$E&. *BRY 1" I'H$%& ["#$%E&'S C.F.R. Part
I, App. D, I'#$%&'( aval"#$"%&#'8$%"&'S () +.).-..(/$0*%&%*+,),-1..(/$012345"/$6-

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& 29!



AT 1"#$%6

"HSYSHES(S)!( GUIDE .

% 1" I"HSHYHI& ) " HSSV 1B HSY0& [ I"HSHYE" ()*+, #-./0)&B)Fed. Reg. 45747 I"#$%8,
g

&+ National Council on Disability,"#$!%&"$()!*)+)$!,-I"'+(./,")+)0,(11,"23$,/3$!40)#!
"#$%"&"" (#)"*)'+(),*" (-).'S' (H"#S%BH % & &'HP" |

UOHS%&%0' (") UL HSY% & | (#) (FH & #1$% & 'Y () * S+, +-1*.+'&/(001!+)"23%!4"15(6+!
I"#$%8&!"()$*+"The most frequen!"#$%&'(%$")"*+%" #$$"'-- ##S(-$%"/("01"2+3%4"-/'$2"53"
" "#$%&' (#) P 841" #SYoHIHE' () *+* ) )#,-#' ' Y% %*0'H) #$!%& %' (%) *+,!-.%/##01*+.-21%
Research Program (TCRP) Synthesis 60!""#$%&$'() & H #$%E&' (%) &*+%,&'-+..&*1#'%0#./-/+1%
for ADA Paratransit!"#$%d®ortation Research Board, National Academy of Sciences,
"#$%&'()&*+,-,.* 2005 !"## B " ##"#S$

(1 1"#$%&("H"#S% &I #S%&' (#)*(+%, #-#(./%0(.$1"1%2-3'$'1!(.I"*$%45)#%*6%7'8'/¥%9":"11
letter "#$%&'()*#+'%0!, ¥ S%&' () &*+,(-).)/%("&*0-,"*1-"&#% (*02($)-%(BH#S# |,
December 22, 2003.

)t 1"H#$%&%' ) #+#,-.)0(",%# %&0%1$2#0",)340"5#6 7 %Yo #8& Y0 2#9: *#7 ($#;-3"A#6 7 (6#6' ("$06#
" -1"#$%&H# () (*1%+,-%.*%#/*0'-%0*110() 1 (/*%0*2,03(42%1"* %4 5-6 1 OMsHBU4H bject a
rider to a suspension of service, I" en wh!"#$%!#$&™ ()$#*!1"+) 1 (#%' I'#$!1%&%' (") () 1*"'+!
HSIM H"S%& ) *I("+#",,-." (B*1"#$! !

M"#3"H#%H#S%&'()*+%',%$-$&./0)/1%*-$2'3.4$%,'4%5/+%*'36)/52)'/%',%274..%/"
"#P1%&' )#*%+&,-%.& .- ++&,/#1%$/,"['Yo#'-%0#',"%0&1%*-12+,%/'%/' &33*#3*/&,-%
"I#$%! &' %! ["'#$%E&' () Yo# " | &P &! ) # ™" &*+%,'-&%0./%0" 1 12$% & ! $'#()*+,-./0$

permit service suspensions for customers who establish a pattern or practice of

missing scheduled trips. According to the ‘Manual de Usasrio’!"#"1$%&!"(")*+,1%!
"#S%&' (#)#' (*+!"),%()-)!%&1"#3$!%"&%'&$() *&"#B! %#&%'()*%+(Hations in a

I"# -1"#$%&'()*"+,& hree no-shows for a customer who make many trips during a
"#3$%&"()*&+,&-.,/,*&01& #1(2'. #$&$"&,1$0+).1%&0&30HHBH& %o (") *"$+,-(")*"
"#3$%&"'(

I"HSY0& ($Y6) -+, -#.4)+* $%, MDA I"H$06& ()*+,*-&* . +"[+012"3&4 4+
I"HBY6&Y0' (H)*)+, - #Y%6/.0"0+1-1-23+4)*+5.)*3+6."$#Y 4 TYBY& H#()&."
I"#$9%&' 2007!"#$%&()!

I"#$"#%&' ()*+,'-./".'10/12#/"3#'134"56'738'8"$28/"'#'9-"5-'2"%-:"#B#$!%& ' % (%

" HSY6&! () F &, " +&) (/- SEMHEBO& HSEY &Y'\ VHSYOE ($)*+$"1, $+-+./"0/0$*"1$
I"H#$1968& (185)*$%60%0" HERBI6&. () *+,-%6. [ &*"+ 110%*" 119624+ 1(, 31%6*" & "+ A% 5#&Y%

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& "1



" _SHOWS! "#$%0& |

"#$%$#&S'S('S")!( "#$5% o

"#S%HE' ()*+*1$%*&"%),-).$)'%)"/$0(-) 0$*#0& 1#&/$) &%o# PO 0$# #& " %) "2)#3$)456) 747)
"#S%&'()*+,-. /1" 0(1-2-)31"# " #P$1%&' (I"#!"#1$% &' () &* % &) (+( " #$1%#&%' ()" ("+,%
"#$% 1" #31%&' (%) *+(*,(,%+#%-'(.(*+% &%/ - &++("*%o#'%-' &O-HICERAAR Y *!'

further noted, ‘a pattern or practice involves intentional, repeated or regular

actions, not isolated, accidental or singular incidents.”

I"#$%%6"&'()*$ I"HSY6&' (#)*+ - #/+1)0.12#2130)014#05)#),)6 1) 0+ #6+-0/ TH8+2#
" _1HBI061HY0& " &(%6$")¥0b)*+#, ). (Y%&")%/H#01-2% .#)1%*#&%3*.302%/)*014)%, 1.), 156

"#'$%&' ($%)*+,'-#.+)+*,$%,#1# Compliance Review of Gary Public
Transportation Corp. (GPTC), Gary, Indiana, I"#$ "#$%&'(&)"&*'+,'-.-'
"#S%EHE' ()*+,-)*)(*)'./(,0&*1/2& "#$%&'#() &"*+ 1" # 25, 2003, Final
M#$%& ()& " (*$+",-"% 1"#B!"% &P HH" H#, "HPI%S&' (!
N"#$%"&'$"()*+.),-..([$0*%&!"#$%$&'($)*+,"-.//0*+1K&

Finding: “"ASI has a suspension policy for riders in which three documented valid
" -1"HS190& Do I"#$%! &' ()"1*+%(), - 1# D' #$% &Y' () %*+),$-)$'."/0*/(1$23-$4"%$) +0$

I"#$%&'$(%($)#*+,-1./012$(33#04.5$%B/6SS!%&' (1" "#$"%&'()!"™*&)+),(#)"-#)!

of eligibility for no-!"#$!%&'(%)*+(*,(,%+#%-'(.(*+%&%/-&++("*%#'%-'&0+) 0 (Yo# 1%/ *#
"H#B1%&& () *!'+,-)".-'1#).01'23'43)).-'#-'4-35)*5.*/6#76.1"*/)./)bnal, repeated or

regular actions, not isolated, accidental or singular incidents.”

"#$%%"&'()*$&+,-./0,(&',012,34$56' #$&3*"7,7"8*3*&9,012:3,353;"&3*$&,; $6*#<,
"#$%&'%(()*%0P#$!%!1#%&" &(%3$")*%)*+#,-). (% &) %/#01-2%.#)%*#&%3*.302%/)*'014
riders.”

I"H$068 ()%6*"+",-%.$'/*. $0+"4%6.%-"$' 1#962"+-%&'3(/145'6"0'1$7),)05'
I"HSY68 (SIHBY& () +,*-&* +"[+010+!"#SYo #*(2'34+5'3'23 (6 82+ 7*318)*
I"HS Y& I HPI Y& BSY&! )+, -9, (-1./O/1,1 | I"#$$%p. 30, available at
IIH$%"&'S" () +,),-. (1$0*%&%*+,),-1. (/$012344"/$5-

"#$"#%0&'()*+',-."-".[.01#."2#'023"45'627'7"$17.""#'8,"4,'9,7 1 1 '#2#$!%&'% (%

calendar quarter could result in a 30-1"#$%&%'()%*+),$-./$0"%$)+1$%&%'()!(1$")#$
I"H$106& (1&:$5)*$Y60%" HPBHIIO&H Vo () %o*+(1) %) $H96, +(1-%.+/+)"+*+110%)"11962#+13,41%
"#3$%"&'()*&#)+&!$,!-.)%/%+$,%-&,)0.1)2$).,) &3$#'1)#$%#-41-33)-, | $#+#$!.1-&,) &*)!"$)
DOT ADA regulations. Appe!"#$%&YEPRFR Part!"#!"#$"%&'()!"*&")+),(#)"-#)!-.!
"#SH#Y%# " #&' ()80 ws are intended to prevent a ‘pattern or practice of ‘no-!"#$!%&&'

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& "1



2] 1"#$%6

"#$%$#&S'S('S")!( I"#$%

I"HYOHE (")*(H+, - HOHLO™ * (+#, (H#1(02"$24$+3, 43+ 0HS+"*+"$, +04 #(*1*0™*-#, (#(*5'40(;
"#$%&'() &%#)$' % 1#+, 0Nl or singular incidents.””

I"H$%6%" &' ()*$&+,-./0,12$34" #$&1*"'5 5"6*1*&7,*)1,1318"&1*$&, 8SA*HOI'$5 184
I"HBYO&S H(V0) ) +" ). HSV) "0 1-24.") 1+ $#3* 302#/)*&014)#, 1.),156

"#"$%&'($%)*+,"-#.+)+*,$%,+/)'-0-'1/.2&+%) 3" 4"5+"6'/7'-&%."#W"#$%0 &'

F1"#$%&'S(")#%*) "#')+#%,-.%& $(")#/ %S (0%15(%2'$(+)"+!1%3$4%-'5$%6$7)0%&'
I"#$%"&$'()*+,-./012034.'502"6 7 %d3HPY6 &' ()*+,*-&*.+"/+010+

"#$%&HA&' ()*+,-)*)(*)"./(,0&*1/12& "#$%&'#()&"*)+,'-,. "## 28, 2003, Final
"#$%&'()&"("*) %+, "#$1 % &&'##S #!"#$!1" | available at
www.fta.dot.qgov/civilrights/ada/civil_rights_3899.html!

"#$"#%0&'()*+,"-."+/'-+#0"$12"#%'+#,.'0"3'4"001$'52"*0"'#'6'-6,1#$62'.162'5+'
"#$%8&%'%()*)+*%%(,#)", HH#PWKE ' () "#* &+#(,-"&)$,&' . +#./*/0#)"-1/\"#0$#232#
"#S#H%"1&'()*+,!-)&./0&0+) &/+*&. 11! .-&*+&%! &'+ #)*! /*&2#*3&* 3| &#/*| [*&+4&*31&
requlations. Appendix D of I" I"#$1%&'(87!"#$"%&"()!"*&'+1,)-). (#)"/#)1/01(1"2"3"1"4]
"H#S% 1" #PB1%8& (%) *+(*,(,%+#%-"(.(*+%RHBEY0 &' P& (S!) ) #HE& +& P! % & &' () *!'

"#$%E&H ()P&*+',-'.-$S&H#()#' #-/$0/&'0(1)21&3'0($&($0) (-2+H#&. &-$&* VW #&A"2-#'
"#$%&' () &%0#) S %o*1#+,()!""'$, +&#1%)%-)'$&./*1-)$&"$,+&#'01) 2%-) ) 3+-'% &) #-14+*$&.)
"#$%&!1%' ()" #*+HHI%&!"())*+,!"-$&!.)/).1011 2 &&F% & ) *+!"))-"#Yott*#.")-+/"
I"#$%E0% of all scheduled rides. Missing only one out of every I""# "#$%&%'()*+,)*&
"#$%E& " YoSH# (%" %) H#%* Yo +#*$"&*) , #% S *&*+1%-"+%#.&/&0%*% 1 2*"#+&%"+%2+*3'/3
"#$%&'(&)*%&$%+,-.%/0

"#3$%%"&'()*$&+,-.),*/,0"#$%%"&"",) 1 "#"$Yo#H&" ' (1) (#* &Y (#"+#(%, Yo# 1 #-.1""%) #
or practice’ of missed trips that could result in a suspension of service, be reviewed

with public input. A standard that would be appropriate for reqular and frequent

riders as well as occasional riders should be "#$%&'('&)*

"#"$%&'($%)*+,"-#.+)+*,$%,+/)'-0-'1/.2&+%)3"4"5+"6'/7'1+,8'/7'(93*/)'
"#$%&'()*"+&,*%(-&+&%&.$/(10,%.$/(1"&RAENMplementary Paratransit
"#$%&™ ()*+,%-.&" " $%" " D#S% & #() & "*+ #1"#I#"# B! "% W& $% & () *+,-"
dated April I"#$%%&3" 1I"#"$%"&%""(!
"#3$9%"&'$"(V*+,),-..(/$0*%&%*+,) ,-1.,(/$012344"/$5-

o HS%&Y%' ()1 - N)O(#, %!'%8.0%1$2104,) 3404516 7% SUBEEE (&()*$(%6&($(+&, (S
agencies’ leniency iI"#$$%&' (") *+',"1--1"#$% &M H P S %H#&S " ) S H+#,-,.&S,) 1$#.1/) (O#
IHSY68 Yo () HY %, " 0% 1#)$"8)2-#3

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& "1



AT 1"#$%6

"#$%$#&S'S('S")!( I"#$%

I"H#$968 ()%)#)%6*+" %' %6-$$.96/$.0$.)%60.%$.812(0.3%)#0,%41/0(5%0,%. 1) %6$708$.(
I"HBY08" (896)%*+,1%'V--&./&+0%& %182 #,*34&" (8&( Yo-&' . +RBSBOE&+0%&
I"HSO&H (") -+

Michael A. Winter, then Director, Federal Transit Administration Office of
"#'$%&™ () 1HB%E& (#)*+,((,""#!1$%&!$' () *+,!-&!.#/0+12!3%+1'4+0"56782!
"#3%&' )& "*+(,-""+.%/( ""#$%! &' (&)*+,+*"#$%-(1&".*/.0(.12* !"#$"%&" I
" "HSHY QBN " #$5%" &' () *+)) .. (/$0*%&%*+,),-1.,(/$012344"/$5-

Finding: “"ASI has a suspension policy for riders in which three documented valid

" -1"#$1%& Vet " #$% &' ()1 %*+$(), ¥ 1% "#$% &Y' () %*+),$-)$"."/0*/(1$23-$4"%$)+0$
"#3$%&!" ()*+,(-$.+&/0(112!%)*1.1,,3()*+,(45/(6!(5"($2!%./(%!,)%+&)+2!(+")1%-%!)5)+$" ($#(
"#$%&'$(%($)#*+,-1./012$(33#04.5$%SHIFR Part I" I"#$"%&'()!"*&')+),(#)"-#)!

"#$%E&'& (&% &) * A Y0 &'(%0)*+(*,(,%D prevent a ‘pattern or practice of ‘no-

"H#B1%&& () *!'+,-)".-'#).01'23'43)).-/'#-'4-35)*5."*/6#76 .1"*/)./)*#/371'-.4.3).0'#-'

regular actions, not isolated, accidental or singular incidents.”

Recommendation: "MTA and ASI should consider revising ASI's I"1#$%!& % (#") &*+(
"#$%&'%(()* %P HP1%!#%E& " & (%) *%0)*+#,-). (% & ") %/#01-2% .#)%*#&%3*.302%/)*' 014
"#$1%&'

Federal Transit Administration ADA Compliance Review of Los Angeles
"#$%&'()%*"+",-%.9'/*.$0+"*%.%-"$' 1#%2"*-%&'3(/145'6"0'1$7),)05'
California, op. cit.I"#$" !

"#S"#%&'()*+,'-./.'[0/12#/"3#'134"56'738'8"$28/"'#'9-"5-'2"%-: #B#3$!%& '%(%

I" "month period could resultina " -1"#$%&%'()%*+),$-./0$1"%3$)+2$%&%'()!(!1$")#$
"#$1%&'(1&$)*$%%"+sh@ys recently. Nevertheless, this policy’s threshold for

potential suspension may be an overly restrictive interpretation of the DOT ADA
"#S%&'()*+,-.//"*0(1-2-)3-" "#P1%& (1" "#$"%&'()!"*&)+),(#)"-#)!-.1(/"0"1"/"2!

for no-1"#3$!1%8&'(%)*+(*,(,%+#%-'(.(*+%&%/-&++("*%# %-' & O+ICFERFALE G *!'
"H#PYRAPY&' (") *"+* %W &IH# $!"+1* %-,&"-#.$/.&0"-#%E&H#Yo-$#*/ ("1 &+E&* % & "'$! "1 &1 2/*!"
"#$3%&' () &%#) S %*1#+,)!""'$, +&#1%)%-)'$&./*1-)$&"$,+&#'012

"#$%%"&'()*$&+,-./01,23$45' #$&2*"'6,6"7*2*&8,*)2,2429"&2*$&,9$5*#:,;$6,
" -1"HB1001#%& ™ &(%$")*%0) *+#,-).(%&") Y% /#01-Béb.e)Huly penalize riders.”

"#'$%&' ($%)*+,'-#.+)+*,$%,#1# Compliance Review of Gary Public
H#S%E&™ (#()'$*+"&, *-./1+01* #"21*3$4)#SH B Y KA (R4 #1"#!

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& n



" HS "#$%0& |

"#$%$#&S'S('S")!( "#$5% o

"#S"#%&'()*+',-."-".[.01#."2#'023"45'627'7"$17.""#'8,"4,'9,711'#hows in a

calendar qua!"#!1$%&'()$!#*'("$+B-3"#$5%&%'()%*+),$-./$0"%$) +1$%&%' () (1$")#$

riders for excessive no-!"#3$1%&#'%()%*+(1)%)$#%,+('1-%.+/+")"+*+110%)"11%2#*13,4!1%
"#3$%"&'()*&#)+&!$,!-.)%/%+3$,%-&,)0.1)29).,) &3$#' 1) #$% ! #-41-3%) -, |$#+#$.1-&,) &*)!"$)
"#$%!%$&'()*+,-./01 Appendix D of I" "#$!1%&'(37!"#$"%&'()!"*&)+),(#)"-#)!-.!

"H#SHYH HE' () HHPB! % &' (%) *+(*,(,%+#%-'(.(*+% &% /-&++("*%o#' Yo-' & O-HIOFERIAAE ™ #

It is further noted, ‘a pattern or practice involves intentional, repeated or regular

"#$%&' () &%0#) S Yot THB % &' )#*"+,"-% (./*#," % ($%&'()-012

Recommendation: “"EBP should consider revising its suspension policy for no-shows
so that, when enforced, the policy does not unduly penalize riders.”

I"HB00& ($Y0)* +, #.+)+* SV, B I"HSU& ()*+!, +-+ HHI0&(S+1( 1" I"H#$%
I"HS00& (Vo) SEAHB(*, $&-.1& (Y0)#*$/8%6)081%)&2(%), #, "&3%4&. (5%&6% T+0&.
I"#$9"&$'()*+,-./012034.'502" 6 7% Llt., 1"#1" I"HSI"#1

I 1"HS06" &H (H)*$+,-%").#1.0-. 123#-"),45-"6#78.2 HO*AIHB%& () $*+,*$(&show
suspension policies should not!"#1"$Y6#&1%6' (#() " ISI0#+1* "#.1'/1* 1"#$196& (Yo)#*+" %
I"H$%8&1%'$()) %6*(Yo+*(), %-./%!'&") 0% '$&'1%(&'$) (1%'$)%2() 3") 4#5%* 2% &4 %6406 760" &891%((
I"HYORH (H)*+$,%6$"-.$, &S HAFI V6! "H#&' (%) *Yo-+#,1-(* *(YolHY(*/*.0- *%-1%2%/. &*%32//*., Y%#.%
I"HSY0&S' () &0+

"#P$"#%&'()*+,-'./0"12'/3'L/#-"$45"#%'[#02'6 7544 #$! % & 'Yd@6day period to be
excessive and an abuse of the service may unreasonably limit service to ADA

eligible customers and does not appear to be consistent with the intent of the
regulations. Appe!"#$%&W' WEH#$%E&' (B 1"#$"%&'()!"™*&'T)+),(#)"-#)!-.1(/"0"1"/"2!

for no-1"#3$!1%&'(%)*+(*,(,%+#%-'(. (*+%&%/ - &++("*%# ' %-' &0 +XN 8041 %o/ A

"H#HS%E (%1% )#*)$*&+(,+-*&HPEH*(&",.' Y0P S " #$/' (%' %S$01, " %" ) #* (&-.'&(#™*-(,"#$/.'
accidental or sinqul!"#$%&S$'(%0)*+,#-$.(%#))#1#"$' ("H#O/LH2 1" 3() ) )H#I (B L "#* (#/*#
"#$%&'&()*+&,"-. %&!$&'//$//$%& (0 RAES! Yo &#' Yo (%0!)*+,-% #I*H#S%&! ™ ((&)*

shows could be exceeded by forgetting to cancel only two round-trips. For a rider
"#3%&'()*+$&),-*' &*. $/+' 108" #$-1"#$%&' ()$"$!**+,-$%. &M HHPY &' (") H& & HEHS
period would be only two percent of the total trips made by that person. Missing

only two out of every 100!"#$%&!&'()*+,)*1*-)&!.-"1&))/1"-10)!11#)1&-.10,)!
"#$%#&%'()&'%*+$,$-'#' . [#""*&$") &' 1&H#Q" HEISLO& (") *+(!'(#,-.(/0

14 B8 ($Y6) +, -H.+)+* $%6,+/)'-0-'1/. 2&+%60) 3" 4"5+"6'/ T'($%)*2/$, %, +/)'

I"HB00" &S () HE)+), - ¥I$)+0). 1#2- */$)+0). 1#'3%. +#"$45"- */$)+5'
14500 & UV ()*+ *-&* +"[+0L0+"HEV*#*(2'34+5'3'23'(6&2+T*31&)*

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& "1



AT 1"#$%6

"HSYSHES(S)!( GUIDE .

conducted October 8 #"'#!$%%8%$inal Report dated January "#$!%%4&3" !"
MASI0$&  ["#S%"&'S" ()*+.).-..(/$0*%&%*+,),-1.,(/$012344"/$5-

"#S"#% Q' HS%E' () -!"#S%E&H' () * %o (+&H#!,1%0!-1&,. | (#1"#$"% &' (%! ")#4R"88% & (

three or more times per month for two or more months in!"#$1%& "' (#!$(")*!

"#S%E& (Yo#t)*"#+,*-. (" H#" - 1"#S1%& Yo (Yo# ) Yo #'+"%, ) -&#. % +#%/) %) 01)1&2)%(". % ('%
abuse of the service may unreasonably limit serv!"#$%&3$'('$#)!1*1+)#$",-%& . #/-0$
FIMHS%& ()* "#1"#8!1%&' 371" #$HY " 1H&SH!" ™ (%) "*+)"1+,1%0-* *[*-*#0! +HP190 "#$
intended to prevent a ‘I"# "#$%8&#%'#()!*) "% & ¥ USERE &' () *!'+,-)".-'[#).01!12

pattern or practice involves intentional, repeated or regular actions, not isolated,

I" I"dental or singular incidents.”

I"H#$96%6"& () $&+,- I"HEY6" & () B+, &*-*) "+ $+*&#$%&./. &OS() 1" ("+23%4&
"#'$H#"%&'$(&)#*'+),(-./0(&12345(+2%&'5)#(%25(2%46 (" (#'5)#7&("8&2433$) (%398)#(2:(
" -1"#$1%0&' () &) * &+ #+#,)-#.&#/&skows relative to the to!"#$%&'()*$+,B"#$
"#$%&'$UB(}$$%& shows in a month for a rider who travels two or more times

I"H$Y6& "' Yo ()*+&%b, . ++90)/+'%019%" %, 1"++06213#1/-"419%6)5%-$"-%2!13,)/6,%-)-"+%-3.2,%
I"#$%&'$%(

"#"$%&'($%)*+,"-#.+)+*,$%,+/)'-0-'1/.2&+%)3"4"5+"6'/7'1"),$%&'89+/'
"#$%&'()*'+,""#$%&' ) *+$&,-./0.1+$'2! , +B1#$%&' () &)*+,- #/ ,-,+- *01+#
I" rvice Compliance Review!"#$%& #()&"*)+,"-,." I"#"#1$% U &P% & () *+,
dated November 15, 2007!"##3"## 44, "I#$!1%$&"!("
www.fta.dot.qgov/civilrights/ada/civil_rights_3899.html!

Finding: “At the time of the review team’s visit, CDTA’s no-!"#$%!&!"()!*#)%'#+*,-%
stated that ‘if you no-show three times in one month, you could lose your STAR
"#'$%&"" (") *%*+&,-1&. & *1"- 1B &S & () ¥+, - WX O LI 24 +#[+#-%, /1) **+" - #/*+ 3!
"#3$%&'(%)*+%,--)%./01-/-)+.)2%+&.(%0*1.34%(.)3- Y65 L 4%0& " () "*+",-."
"H#P%&&H("%)* Yo+, [ 1#&&*012"%)*&*,-'34*&"1#1*$256

"#$%%"&'()*$&+,-./"&,0123,4"5*6"6,*)6,6 768" &6*$&,8$9*#:,; $4 | & % & #$

"#S%E&' ()" *#H #$%&' ()*+")#,-."()"/)0)(%&'(1$)#*shows as a proportion of his/her

"I#$%! &' ()%*+&',-%#%(.&"*%"/%!'0.1%E&H#12.&%!2#,%3",) *.&%",$4%!2.%#5)"$+!.%,+05
" I"H$B1%&'()*+%,"-,%./()#&01

Federal Transit Administration ADA Compliance Review!"#!$%&'(%)!*'+(,"-(!

I"HSY& " (H()'$*+,(-") (/*+OLHS.[234*5"6/* 1"IHS%& ()&)*+,-.#
I SH Y& S+ ¥ (- /01" Vo, X (2+* 3AHSY0I & () Vo ("HH# " H$1 Yo & & HSY0 &,

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& "1



2 TOPIC

"#$%$#&S'S('S")!( I"#$%

Report dated January "#$%&&pp. I" I"#$!I" |, available at
www.fta.dot.qov/civilrights/ada/civil rights 3899.html!

"#$"#%&'()*"+,"-*,"./00,#-'102.-".,'211,203'-4'5,'2110410"2-,6'-*,'"74082+'14+".96'

IHS U$E (1) +(Y0(* ¥ Yo&+Yo- &+ AHBIVHEYS' (¥ Yo+ (,++"()-#,1%-, Vol HBI&'() I"#$

IHSYHE H-S() Yot 1+ Y6H) %, - Yot (OLH(', %&) " 8S02H#0.3.1H) % - | Yo" #A544%0.6. 0%
IHSYO8 (H)*+,),%6'H)+96$)*--*()$%).") %6+ #/#S+$)0/$1)$L)/+$+$)%2)$1)('3"4*$/%+#5)
IS8 () (*+(I" "HSI%& (B71"HE %& ()& +1,)-). ()" #)1/01(1"2"3" 1" 410/5HH#$1 %
"H#E"#3"%3%&H &()S*S " HE&+&, (H##3)"&") & () +-#!-8BAOES." It is further noted,

"#$%&'()*+) #&-.(1+)#& " #$%&',/0) 1% 2806 &)\&Dr |late cancellations in a six-

"#3$% I"#$%&'(1")$*%+,-)$-. /O#LI+&1 2% '#$%13!) 1+, 2* &A#$!/0& !, 2#21*0#1 2#$5%+#!
HSUHE () +,-)+&."+"0#+" + L+ (#2#(+.1+-+3-"#"&+."+3"-4'[4#+-0+/&'#&5#5+6) +'1#+
"#$%&'()*+,&*-,-"+.1(/"-,(*,'0",&++).(&"-,&11"*-(234

"#$%%"&'()*$&+,-.),*/,0"#$%%"&"",)1(),2345,0" vise its policy for service
"#$%!&'%!()'()*+$(&%)'(,'%!&-$.%)&'%()/$(0.$1"$%, 2 ('0("IS('0()/$(1$.3&,5(*%-()/$(
percentage of trips no-showed or late cancelled. A frequency of no-!"#$!%&'(%)&*+%
M"#1$%%" &' (#)*&+"&*)+(,)*"*1%$"-*./" &&S$-#*(-*/-"1&'|$0*) #{dHi &he basis for a
proposed suspension of service. It is also recommended that public input be
"#$%&'()*!1+)#,%-).1/%01)+'2%-%!&34

Transit, New York, I"l#$%& ()&)*+,- #,- +- *01+#2 I"#$%!&'()*+$,-%!&
I"HS YO HSY& H()& ) +(),-)." " HDIN&EHSYOE ()*+, " &-)."[0-+1),"I"H
1" o, HAHIMHSI06$8. (!

I1H$9%"&'S" (V) +,),-.. (($0*%8%*+) - 1..(/$012344"/$B-

1L ISR (V- JOHL 2%/ -#231,421 /2--0H2#5" 135%#15. +#.6#17"#5.&"SHB29#2#:%,#97 8
I"#$96&"1$" () *$+SI"HSI&, -$. +IS(//#-1 (O)#1

I SURRES&BY6™ () +,-). 0" -2+ HSIBDA I"HSUl HEYH& | () #1+,1-./.0!
Rights, Federal Tral"#$%& " (#1#" S #$%6&' )+, *RHSI%60BEHS %" &' ($1)*+1,-./0%'(1!
IHSII™ RSO HSYRH " HSY& 1 (SR HSY& (1) & (HPESYES (") $&*+ -+ $I"L I
FHSIBHSYOE " ()F" & SH(, &+ HSHH I Vo8& SO+ ,-./'Y0("%o-(1'&2"$*+'%60(3.%-"4,%S$"/&
1 1"HSY0& H() (HH+,-. &/ O#10280348% 8 &' () (&$Y+*+, - 1$0-1 ($0+$2*($%633(%*)SHaM. +
I"I4$961& %! (

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& 36!



NO-I"#$! ! 1"#$%6

"#$%$#&S'S('S")!( I"#$%

I"HS"HOOR( -1"HSYOI&Y () 1*#) 1%+ (,#-(%6(.(,/*O(Y%L2-#1/%*-~(3*1/(24%& #)%5(, (*1%
I"#$"#$%show suspension letters. "#$%"&%'()%*++(,$-%. (/%/"-$/&%) (%/$01$&)%*' %
"#1$%E&H (1"#P!"% &% (%) H(H$% &S S()&e current practice also appears to

reinstate service on a case-by-!"#$%&" " #'#%'(%")%"**$"+% 'H%G HESF ADA
I"#SY6& ()1 HSY& () I"HSW HSY&THH S8 ()* &S +,1),-&$!+$.8&$/+()0&0$-,)) 1$#, 2%
"#$"%&" ()**")+% ()" (,")"'O-'("./"0

I ecommendation: “1"#$%&'()*$+))",$+-$).+%-$days between the receipt of a
"#$%&™" (") +"*" &-',.,*&!,$"1" (", &+/$%&'-. &'H#""  -I"#$1%&' (%) " * Yo+, #+#1*(%(&)*%
"#$%& ' Yot (Ve $%E& " (&) %*(+%0"1%, %0*-" . VHP%S&' ($)* ($#+, #+&&'+-' . [#012#
should also continue to "#$%&'()"$%*' (+,&()-#./&(&'/+0(1-'().)!",)%#,(.,1%/(1-'(
appeal is decided.!

I"H Y0 ($Y6)*+, -#.+)+* $%, +/)'-0-'1/.2&+%)3"4"5+"6'/7'1"), $%&'8"6'
I"HB6&() "+, Vo-#-+* ["#0+0)"*%1203"#) 045%64#-+72.'5%81086!"#$5%
I"HSYOEHE ()F+,-)) (*)'./(,08*1/2&, I"HSY%/) 2& , Review, I"#SY6&" (%o!)*+,23 |
#26, 2007, I"#$%& () +,&-$, (-&.$+HO8HSY008p.1"# and I" I"HSHY&H'&("H)"
1H$%"8'S" () +,), .. (($0*%8%*+) - 1..(/$012344"/$5-

11 1"#$%& #() (#*+,-.&nce review, FTA recommended that a transit agency revise the length
"#S%EHE' &()*&SI*&H+%0I#,)#-).&!*. ) 0#S*#1)) ($*2#3$%04#%4)#$*%0) *Yo# ! "#%4) #56 7T#858#
"#$%&'()*+,-

"#$%%"&'()*$&+,-! -1"#$%&'()*+%,(-&.+/0%0/1.&.-2%.3&%+/4-.3.(-%(5%6/7,/&&.1/8%
no-!"#$!% &AW H"$%P"& " #% (Yo#F)"%0* (H#H#"$+%,$%*$(#-""%,.%(!)/"%,.%#0"%/"$1-"2%30
periods of suspension should also be revised to be reasonable, in keeping with the
"#$"#%E& Yo ($%)$*+,-#1&"./0

"#'$%&' ($%)*+,"-#.+)+*,$%,+/)'-0-'1/.2&+%)3"4"5+"6'/7'4/38"*,"$-
™ "#$%& () +(,-&+.(.%&"/0.1&+%. 213" H#$%& " ()*+,-+.&'[+0'
I"#$%&ssessment of ADA Complementary Paratransit Service Capacity
"#P%& (HYBSU& #() & *$+),-)." "H#H#"#P!" NI HS%& " ()*+,-".&-)."/0-+1),"
27, 2003!"#$" "#SH%E&H &("H#)"

H"#3$%"&'$"()*+,),-.,(/$0*%&%*+,) ,-1.,(/$012344"/$5-

10 1"#$%&' (Y0 " WHS% &' ()*+,-.(/01'23&%(4%2"3035(6% 1 194 7éd Topics in Paratransit
M"#$%&'()* "#$%E&" ()*+,*"- #"[%* 0L HS%&SH () *+#,'-* */$"#I% &' ()"*+,(& () $%) (-&"./0(-&"
PH"H$%& () 1 + B4 $%&' ($%)*+,'-#.+)+*,$%, FHF$%! &' ()*) +,)-./0 'N"#S% & H#$%&&'#E "
M#$1%5&" ("

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& "1



NO-I"#$! | "#$%0& |

IN ADA PARATRANSIT "#$% o

" #$% VS % & %&(")*$'+&$!I+SF', +*%"-.+(&$./'0$1$!2$!34'08)'-$561/7819798/1'&!") +(&
"#$%&'()*+ !

&1 1"#E% &Y' H*+*#,-.1)0(", %o# ' %&0%1$2#0",)340"5#6 7% $%#6 1-2#89*#(44' % $$%04#6 7 %#)%"56 7
" -1"#$%1&) ()1 #)1+%, -.%/*%)#0%1)/%*0%2 (31#)345(%*) % 0" (%1 2! 0%#) (R4 H%0 ()"
for ayear, nor, in the second one, permanently:

"#3 " #%Q H#S%E& ()*+,&-./0-1*2/&%3VHS! "% &S %! $(%0) **')+%($%, %) %-+")"$!),.'%
"#3%&#()*'+)",-1.1)*)%/.)|.+0&$. L) $%!%$&' ()*+,-./0$+**.1$0'&2-3'$,.$4'$
M#P%&PE'()*'+'#+,, S Vo | SHY &I &S " Yo# #PB! Yo&#' Yo (%) ™* (1#+(,-*%0. ¥ [#0%#HE& % 1/2*34
The current HRT policy could result in a suspension of eligibility for one year, a
"#3%&'($)*$+*",(-(.(,(/0*&) 1*&*1"23(1"4") *'$*1" &S5, /4 +$1*" (- (.(, (*+$*&* (1" *6 7$*

" HBI%H#E&Y' () *%+(, 1% mes over a one-!"#$%&"$' ()

"#$%%"&'()*$&+,-.1/,01$23" #$&0*"'4,4"5*0*&6,*)0,"7&*)*$&,$8,9":#"00*5";,&$
"#$1%8&#%' (&&()%0) (*(+&%,%&)-(%.,&&()/%#)%.),+&0+(%#1%, - |(%#1%E&" (%! () 20+ (3%~
of suspension should also be revised to be reasonable, in keeping with the intent of

the DOT ADA regulations.”

"#'$%&' ($%)*+,'-#.+)+*,$%,+/)'-0-'1/.2&+%)3"4"5+"6'/7'($%)*2/$,%,+/)'
District Commission of Hampton Roads (Hampton Roads Transit), Hampton,
"#$"%"&" ¢S &HHEB2 and 33.

M"#S " H%NQ HSUHE S+, * &3V #P%"&'()$%o*"+',-. $/"*$%-*012-23$.4.%-2."2.$'/$
riders violate "#$%&" "#$%&#' ()*%+,-%. (/-'0#5%&%7.125!"#$%&$" ($)*+3$,),$
"H#P%&' (V' #HSY W& H" (") *I"+&"#,&#-*#. &IHOSH/*$" &I $-%0* #) * [+ & L AL B! Y& FY &*!
consider a permanent suspension to meet this!"#$%&'()"*!"#+%,"#-#.({

14 B8 ($Y6) -+, -H.+)+* $%,+/)'-0-'1/. 2&+%6) 3" 4"5+"6'[7'8+"$3" ($%)*+,9"
I"HB06"& (") +,-.$, & HS,/0#.1/2$31%415"  I"# 1"H$%&()!

P IHS%& H() (B +,-. &/ 0# 1028034456 (# 7+8"9#S%/SHHS LI &S#.0"* #,[:#"+$#* %/ 1:0#1&901'#7+:
"#$%E&HBHP %S &VH S %&' )#*%+&,-%.&' .- ++&,/#1%&!% &Y% . # (/,1# Yot 0%*-/'),&,-1-',%#0%,"-%
service, and that financial penalties are acceptable only in lieu of a suspension, at the rider’s
"#$1%&

Finding: “I"#$%&'()*$)+",$-&.$.(/0., $1&$%-+*$120$+%6%' () +3 DSSODBIE()*'+)*"+,.,"

subsequent no-!"#$!%#&%'()*%+(Isth any given I" "I"#$%E&'()*BHS%&H"$™()*"
"#$%&' (#)%*%+,%' &&+(+#-!"" . Ya)ntit%ese charges are paid. The DOT ADA

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& "1
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"HSYSHES(S)!( GUIDE .

regulations allow for a suspension of service for excessive no-!"#3$1%&'()&*#"#$!

indicate that riders can be charged for the fares related to no-!"#$!%&'()#*%+&,-%

cancels as a condition of reinstatement of the service. Financial penalties of this
"#3$%8&'()*%+$%,--$#!,+)$%./%'0$1$*%.2%).$(%' /%! 3$%# 1 '#' 4$* %4 (4#$24" 2% /%4$15
"#$%& #%()$*+!&bEBnposing both a financial penalty and a suspension from

M"#$%&™ ()" (#!*+",&™-*." (//+0"-'(&*%+1"2+#'1+-1"#$1%&' ()*%+") %*),&-.+/#'10

Recommendation: “MTS should revise its no-!"#$%&#'()*%+,-%!"#.'-%/'(0(,+1/%1"/%
"#3$%!"&'()*1"#$%&'%'()"%*+(), "MS%e! "# B! % &' (%) &*+%, &', +)IHE & " #($) Yo&*+,-%
"#S%" &#' (#) " $H+H%$%0," (Y0 ™* (Yo#* +#%0"-.'["O# L 2# 23 "#* 2* (#*+#23"#-'&"-0#1$2#23"#,*)'|
H#S%E (#)*+,$-*+")".) [0+ 1.-&' H#*)*-11)") *+'(# -1"#$%&'#(')*+%',*-,%))%&.

Federal Tral"#$%&' (#!#"$)*$#HH" Compliance Review of Metropolitan
"#3$%&'()*%'+,(-.1)/0()#$(1&+230(4#5& 6 3"HEHO0& () &) *+,- . #
"#SH"%E& 'S #+"*(-./01"%, ¥ (2*+*J"#SW&'#()&'"*)+,'-,." "# 8, 2008,
"#$%&'()*+,&-$, (-&.[#(BHS%%W&H#B#!and !! | available at
www.fta.dot.gov/civilrights/ada/civil rights 3899.html.

(! See 421"HSHU B 2186(a)(1)I"HSN" I"HSHVGBT. 167" HEU "HSHBHHSHYLD) (! I"HI"STBHS!
" I"HSHOBSOLHEHN 42 U.S.C. "H#SH%Eb) and 28!"#SHOBHISY0& ()" HS%& (H"#$%&"
1" HEH06& () YoB+ESH ((,)-+(+. &S)/0"#1#' () 0$2%-#$, HEAKD&B) ) *(+&,%-./'0.
I"HS00896' (H)*+ $) - (- [HATRE' | 1" I"HS I"HS%SI VARSI " HHSV6&, () *+H+,'-."+/+012"
I"HLQI"H F.I NI I InHSuE 1M HSBoose v. Tri-l"#$%& )%+ +",-%.$'/* $01'2-0%1"3'
I"#$%6& ('# I"# 1" I"# 1 th Cir. 2009!"!

) 11" HSHYHI&T)!, App. D, I"#$%& [ I"#$%8,
I HSHYH & S HS Y& SSY08, (1 HS V08!

I"H$068"&()*+$, 1-$-.-$/&01)2*/#$ review!"HSYo&" (HSY&" )+ #-'." (*%' (O(L#"#S$ #"
I"H S48 B(&)H+) (,-&$() (H*0)0(-%$' 1("%2("11)"L(/3("(&)H*'+) (&-&1) %68 1% (' &(4)"#0("%0(
I"H$1"1%!

Finding: “I" -I"#$%!&!"()*#)!1%+(,#-(%(.(,/*0(%12-#!/%*--(3*1/(24%& #)%5(,(*'/%
I"#$1e no-show suspension letters. "#$%8 not allowed for riders to request an
I"'#1$%&#' (e the suspension takes effect. I"#3$%& "#()$*'+%),%#$+-./$+**#+".$)/$
"#P%E&'&" (%" )#*" (+S('(* V0" 1"#S% & "#'#%'(%") %" **$"+ % ' HIG FRDF ADA
M"#$%& () H#P%&' () *+H# FHP L &THI$%E& () *&$*+,!),-&BS%H& " () *%0*H#+,!)-#.,I1#
"#$"%&™ ()**")+%()!"(,")")-"("./"0 !

Topic Guides on ADA Transportation !



NO-I"#$! | TOPIC

"#$%$#&S'S('S")!( "#$5% o

"#$%%"&'()*$&+,-I"#$%&'()*$+)),$+-$).+ VM "#$%!&'() "I (+'],'-"./(101 1!

#$%&" () +"*", &-",., * &1 $""(, &H/P%&'- &'H#"" -I"#P1%&' (%) * %o+, #+#1*(%(&)*%
on which the!"#"$%&"'(&!)%*(+%&ffective. I"#$%P&'($)*($#+, #+&&'+-'.[#012#
should also continue to provide service and should delay the suspension until the
"'#1$%& Yo (#) & (#(*

I"HS00& ()" + Yo-#+*.["#0+0) "+ %1 203"#) OHERUER () +),-".() I"HSYoR!'H
g 1HSIS ],
L I"HC.F.R. Part 1", App. D, I"#$%& [1"#$%&
" "HSHYHI& I HES Yo" KBS & (1" HE%&
L 1HS%6&! (% HHSY6& ()*+,-.(/01'238%(4%2"3035(6% L HTHSE 068 'S()* +#'$' Yo&(-+#+&.(
I"##$%8. The Appeals I"#$%RRESYE" )*)(+&,!"-%./.1"0+12$&+("34+&521"68512171)"+1"8719)4*

University, February I"#3$!%&%6#'$%"&%""(!
http://projectaction.easterseals.com/site/Calendar?view=D!"#$%&$'()*+,-.!

"$1 National Council on Disability, "#$%&"#()$*)+)#$,-$!'+(./,)+)0,($1,'$2#,/3#$40)"$
"#$%"&™ (#)"*)'+(),*" (-).'$' (A" "#IYBHS Y& &p | "#!

% 1"#E%E&' (%) (#*+&™,(-./,+&0%,%.,%0#*" .+ & 1#-2+&3%-, %4 (#.[+&5%6" 7/ #"'%+&8(,*[#%6 &
"##$%E&!" (&%l "#$%$&'$(15, 2008!

& 1"HE%E&™ ()* &+ SH(, &+ HSHH K Y& S()*+,-./'%0("%-(1'&2"$*+'%0(3.%-"4,%0$" /&

"1 Transit Cooperative Research Program (TCRP) Synthesis I" '""#$%&$'()&*)}5how and Late
M"#$%&&™ )#*+)&($(%,*-).*/0/*+"." "# (Transportation I"#"$%&'()*$%+,(-$./*0$1(
Academy of Sciences, Washington D.C., 2005,!""#!I"##"#1"#$I" 1l

(1 1HS%& ()7, " &, (., %, #"0(1"*2"#3(41).15(67$'0, Y&, I"HSY&S' () &I HS% & (%) &*+%
I"HS8E&" (JH*+)&(S(%, *-) */O/*+"." "#1(op cit!

I"#$%#&&bsit Access Report, “Responsible Rider” Rewards Instituted to Curb "No Shows,”
Pace Publications, August !"#$%%&!" .

)1 IHSYR& ()FF+, " & (., %, #10( 1" 2" #3(41). 15(67$'0, %8960 " HSYES' () & M HS% & (%) &*+%
I"HBO6&E" (JHH+)&(S(%o,*-). KO/ " "IN HS Vo™

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& "1



2 TOPIC

"#$%$#&S'S('S")!( "#$5% o

#I"HE%&' )H&™ ' +,%0#3$%+-,%H#+%,"%./1%0.0%&'1)23,#-+4%5),%E&3, " & Yot + %06 "B VetBPaL 322'8%
27 "#8%&#' ("$)*+(S+%# &PB(%0,* #!-("./1&, % &"# (&#!/01&#,($)*(234(+*,0/%$&"#(H5B{6*| $&"#
of I"#$%#"&'()(1&!(*+$,-1$*1973, another disability rights law. Part!"#, which is formally
citedas!" C.F.R.Part!"# is available at
www.fta.dot.gov/civilrights/ada/civil rights 3907.html!"#$%eporting requirement is at
I" C.F.R."#3%&"#$%RHSH#I &' ()*+,!"N"#$%&H#&'27.129!

#11"#$3%&™ ()%*&+$' (% &(,5-". ' B#EN& "#()$*) +)#S,-$!'+(./,)+)0,($1,'$2#,/3#$40)"$
Disabilities in the United States!"#$%B#$%&& #3()$

#''In a number of ADA compliance "#$"%&#3%&' (#$)"*+,-,". /' OV#$%&' () $*+,*$-,*.$
cancellations may not be considered in suspension policies unless they pose the same level
"H#IS%E&' ()1 +#),$'-(# #'#*! -I"#$%&'(&)"*&+,) &#(*&-.1)*/&0*-#$1&234&!566*!)*/&)"7)&T7T&
reasonable threshold might be two hours before the scheduled pickup time.!

Finding: "COTA'’s late cancellation policy considers cancellations to be late if notice

is provided less than four hours before the scheduled pickup. "#$%#&'()*+,-.$)((,/$
transit systems to suspend service for a reasonable period for ride!"#$%&#$%&!"(&!
M#S%E " &(B)*+,(+"&-L"H#I%&' ) #+)!,"-./0-.) L1+%213¥$% &' () *+#'&), % *-#%+&"). Yo &#* &
#'$%&™ (1"#$19%0"& %' ()*+*)", $#-*"&#' &* $SH#(HE%0! &' &$() %0 1#*1"+%0!),) " %0-1& !
I"#$%&'()*+$,$+%-1%)%*(%-1$*,%).)/$()*' (%/'0*&*$) 1%* (%', +$, Yo " HEBIH B
I"#$%!%$&'()*+,-./01$,2'$'3'4,0$.5$0)42$+$*+,'$4+/4**+ - /$6)0,$7'$.8'&+,-./+**9$
equivalent to a no-show in terms of the n!"#$%&!"%()#*$'+,'$-!".1/&%*10"

"#1$%%" &' (#)*"+$) &,-$$)&().(/-),(/-0)1$.(-$)")-'+$)'0) 0!, $+/%$+)+($0)#(&) 0$$*) &()
I"#$ 1"#$1%8& ! ($)S(1*+M #$%& #() Yo*+#,$)#-)#) &$%&o the contrary, the slack

time created by a cancellation that far in advance, in many cases, can be u!"#$%&$
"'#"$%EHAS % ($') Y0P H+", -

"#$%%"&'()*$&+,-I"#$%&'()*+%,(-&.+/0%0/1.&.-2%.3&%4(*.,5%(6%/7)83.-
"#1$%%" &' (#)*+",$*- *&(*/(-0*1(-0)*"1$" *(/*&1$*)!11$,-%$,*."12- *&'+F*") *#{
I"#$1%& &' &(#)*&)*+1#,+- *&/")*I"#.0&(12"/&-*&ISH& " #3)| &-*4#)*&/"*&!5"*03.*0&
pickup time.!

I"HBO& (BY0)*+,'-#.+)+*,$%, +/)'-0-'1/.28+%) 3" 4"5+"6'/7'1"), $%6&'89+/"
IHBO&! (X +,"& I HSY& () +,-+.(1$/0)(! I"HSYoSiH (B!

Finding: “I"#$%&'%()*+"$)&),-"&+,.&", ("I #*%()&*(&*#)&@¥Use for service

I"I#$%!& %! () #$%&I$' %' S(#)*+,- J01$,++/2$-(,01.-$131-#41$-/$1* 1 5#06S1#(7.84$9/($
#1068 ()" SH+&, "-&H" H+ SHUBHBI0&!' (&196) %' &ATHSY& (#'1" <" HSY6&' () #+)

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& "1



2] 1"#$%6

"#$%$#&S'S('S")!( I"#$%

I"#$%8& '$%()*+ While transit agencies have iI"#$%$! & $(#)"(*)+"%+!),-$#S$-" *(&$"
cancellations"#1$%!&'1&$()%0!1#*!"+%!),)"%-1&" 1+&/%!0#") 1.%2%.!"+1)!1'1"+9%1 2!
"#$%!&'%(#) &*&P!+(,-$($.$*,!(/(0()0,$(*0%*$))0,&'%(!-") b@&ationally

"#$%&' ()*)+*&* (H'#$%& %0 ()*+!%%#,%(") %")-.(&/) % &+0. 1 (%t (te.

"#S%E&&™ ()#*+,"-%+*%.%/" &+0) 1/*+(#+"-."#$%+) 2+'0%+*$0%up&ForerB(HAd
"#$$5%!&&'%" (%) S5 (*%"+&%0!,1"&'-1%.#!/)"0+&11%" (%2! &%"+& % (/& 3% 4 &+H#HU$& % "#' &%o

IHSY0& () I+",)$ (. (&I T-01"()*&2)-"+".) 210/ S Yol Y +9%10 )
IS8/ %6()*"1+,-$.)1$./*$0 |

I"H#$9696" & ()*$&+,-.")/$,01$23" /"4*0" *)0,5/$#"2/"0,6$/,0205"&0*$&0 Bnsider

I"HYOHE (%0)&") (HH& ™" +9%' & Uo&-(%6!. (-&'*" &#HSY0(/O* 1 &HERG W8S ths of the

I"H$Y0&" (&)*$+%(,1(%-"(."/'&+"0(1$)" (2$3(+4.%,)"/ (+$1+"555%&,!.()$2"(."""/$5(

1"H$968 ()" $(&*! (&Yo-+1(,#-(,&* /(&%6!"#-,&0™*&'(&+"0%. ,($(,& 1% & 1&'1%.%&) " $8&%#%62(0,.
IS8 () (*+1',-

I"H'SY6& ($Y0)*+, -#.+)+* $%,+/)'-0-'1/.2&+%)3"4"5+"6'/7'8" $/9"; ;' </=+*Q'
Missouri, I"I#$%& ()&)*+,- #/,-,+- *01+#2)-314)#$%& (1,*4)#5)31)B
I"HSO61& ' F()*+,-(1" H"HSIV&EHSI& " ()*+,-" &-)."#)],08, 1™ H$IU0BRH B2
I"HSI I"HSHORH RN #$%"&'S" () +.).-..(1$0*%6&Ye*+,) -1.,(/$012344"/$5-

"#S"#%&'()*+',+%-./0"1#2'/..13'0,/#2"0'2420+52'01'2-26+#$'2+,7"8+'91,'[' . +/21#/: .+
"H#P%&' (YoH HP& "#) *+%',-.)"[+") Q) HSYH&!" ()* &) Yot H, #$%&' () *#+)!,"-./0-.)

"H#P%E& H*+'1",-%#!, . +-[H#+%"),0+#-"+/+-1'1+,"%' *%02'/2-%#3+"+3'4* |+'[ -[+** |1#2-%5'
"HPYHE HE&D()Yo# *#1+%#),) Y- #&' #+&/%H0™) 1.%2% #1+ 1)#1 #14+%12#)()3%") 1"'#3"410
"H#SHYHE'P() S+ IH&* &t ++*1- (S THEWHAE () ++, - )+ (|(B!'*$-1"#$% &' %

terms of the negative impact on the service. Cancellations made several hours in

"#1$%&' () *+&',%+&"-. & 0% H# U & #() ¥ +#,$%**#," &#$)#-**) (#$.'#,/,$' &0, #

dispatchers to use the open vehicle time to respond t!"#$%&!"#$%&'(")*+,$*--.'-/$

Systems, which operate without ‘floater’ vehicles or with limited ‘floater’ capacity,

"#$%&'$() &!%&*H,#$%"&%'((")*+&,5)+$-'$"-('$)+$+.'/") $/' (*"-(#$" &!$+&$% &
"#3$%&'()*+%,-./&-%/0&%1(*/23%(4%&)&1-5+/56%1-,& (3BTRS HBH 0! "#!

"H#S%& ' B(#)*+#P #+- . [#H$&0%SP, "*12%$#0,1+#$!"&!$.!, $%#30.!.*0$*)$&$42& 1#$/80/#22&
"#$%&' (%)) *+#,-".%)#(&+&! +YH PN &' Yo () *+!1%#, % & (1% &+-./(Yo#' % (") %) *0&/) 12

I"HGY& ()F+,)-."1() "HS YRR 1"

"#$%&'($)*+&",&-.-&!/0,+#"/101$",& "1



" HS "#$%0& |

"#$%$#&S'S('S")!( "#$5% o

"#$"#% Q' HSYHE () *+,-.8)((,/$*%)-.+*$.0.*#1.$*,$.". 2#-35.#%4+5#36,%%$) $%#).,-) 7 (#$
"#$%&' (Yo# #B& " #) *+%',-.)"[+" ) OH$%&ES ™" ()*+*&$S,-I"#$%&' () *#+)!,"-./0-.)

I"#$98&hile transit agencies have i"#$%$!&" $(#)'H#S%H#E&™ ()*)($+!,-)$%, &%) ! ,- #&".
I"HSOOHE HES() Vot 1+ %0H), ) 1%0-H& #+&IVHO")1.%2% #1+ 1 )#1'#1+%12#)()3%") 1" #3"410
"#SHUHE) () S* S+ 1#PE&*, &#t++*1-(,$" (+/SO#S(1#2*1-(,*++3$#4 -5 +#, 1BUPB K ' %

"#$%&' (&))" &*#$%&!" % ()#*$'+,'$-!". /&A% OHPY! " #F5% &' () *+('+,+-"1(.%/-'($&(

"#1$%&' () *+&',%+&"-. &' 0% H# % & #() ¥ +#,$%**#," &#$)#-**) (#$.'#,/,$' &0, #

"#3%&' () #+8&,+-#)+&()+,$).+/)("0)+&" 1) +&,+*)H#E#1$% & "#$%& (") *+,$*--."-/$

Systems, which operate without ‘floater’ vehicles or with limited !"#$% & (#$#"%& (!
"#$%&'$() &!%&*H,#$%"&%'((")*+&,5)+$-'$"-('B)p&rate reliably and on-1"#$%&
R-I"#$%&'()*+%,-.(/&0+-,%01&%2(*0.3%(4%&)&2-/+0/5%2-,&(/&%06' (Yo +(%/(1%.7/.-*%8:
" H1I$%&!) () *&+,-&1.&-101&!1(2'.%,34" 1 &#P%&' () &*"' &+%, I*'*-1&-. & YE&BY0
I"#1$%%"&'(#)operationally equivalent to a no-I"#$%& % ()*+!%#,%& (1% &+-./(%o#'%(") %
"#$%E&™

IS8 ($Y6) +, #.+)+* $%,+/)'-0-'1/. 2&+%6) 3" 4"5+"6'/ T'4/38"*,"$-
"B OH&™ (< + V0, - H#$.)-1*/ J#%601/2)-(/3%A&RTA), Rochester, New
I"HSYIBH SV " 11" H)

SR H() (#+,-. &I *O#102&034#56(#' 7880'SOOHSY6/SH/H#10/+"/:.0#S%10'Yo+. O+ 1#./$0#
I"HISY6%6" & (H)*+ -&* $*&I (*-(01)*.$2(1$*&-$*)!-$30%$3*4'1504* &'+ $6*

Finding: "COTA's late cancellation policy considers cancellations to be late if notice
"#P%RH" $YoH&ES' ()*$+,-.$(sbefore the scheduled pickup. The regulations allow
"#$%8&!"%(%!)*%'+'%0,%-)$.'%)"/&0)' 1+ #")#%+$#23)'-)"&+.' 1+ QU HBIMEH(&.!
M#S%E " &($)*+, (+"&-L"#I%&' ) #+)!,"-./0-.) L1+%213¥$% &' () *+#'&), % *-#%+&"). Yo &#* &
#'$%&™(1"#$1%0"& %' ()*+*)", $#-*"&#' &* $SH(HE%0! &' &$ () %0 1#*1"+%!),)"%0o-1& !
"#3$%&'()*+$,$+%-1*)%*(%-1$*,%).)/$()*'(%/'0*&*$) 1%* (%', +$,%-'%2$%"00'3$+%. (+$,%-
DOT ADA regulations, the effects of such a late cancellation must be operationally
"#$%E&'1()*)+*&* -I"#$%& % () *+!%#, % ("#8%&! "% () #*$'+,'$-1".1/&%* 10"

cancellation made three to four hours before a ride is scheduled does not seem to

pose the same level of operational impact as a no-show. "#$%&%#" ($)*)+,#$%&#-.*'[#
"#$%&'$(1$)%*+%(%&(,&S-- (1" ABILOHE #I() "+ #&'#-1" #*V[+] #*'HO+H# % &S
"'#"$%EHAS % ($') Y0P H+", -
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" -1"HSI& & & (#)* &) +1#,+- * &))" H#E% &' ()$*+9), IB(1-./$*+01.+$) (+$/L(+#-"+#$
pickup time.”
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#8 These three other FTA ADA compliance reviews found I"#!$#$%#&%'((#!)*&$+',"-#($"*.-+$)&$
advance of the scheduled pickup !"#$%vould still allow dispatchers to use the open vehicle
I"#$%!&%'$() &*+%0! & Yo( #$% &' (1) I"#$%"&&'(&)

I"#"$%& ransit Administration ADA I"#$96&()*+ *-&* . +"[+1%(01'%+23&"+41'(5&0+
I"HSY& #()*+,-1./)+%60"12"3/),$'%/)op. cit., p. 43!

"#'$%&' ($%)*+,'-#.+)+*,$%,#1# Compliance Review of Metro, St. Louis,
"H#HS%&BP. it !"##S" 1"#$133]

"#'$%E&' ($%)*+,'-#.+)+*I$$%E&# Compliance Review of Rochester-1"#"$""%
"#$%&'()*+'&,-%+.".$%&)/0.1%+3$. 2BRTA), Rochester, New York, I"#$%&'#
N"g1"4#-1321

# ! National Council on Disability, The Current State of Transportation For People With
"#$%"&"" (#)"*)'+(),*"(-).'8"#, June "#S%&&'HHP " H##"" |
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