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Reservations
· AGENCY Staff shall accept telephone reservations for paratransit service during the following days and hours: ___ 

· Dispatch Staff / Reservationist shall accept calls from customers regarding trip cancellations, service confirmations, late or missing vehicles, same day service requests, questions about service policies and procedures, and other service-related matters via telephone and/or on-line.

· AGENCY shall have at least one reservation agent or supervisor who can speak Spanish fluently during all hours that reservations are being accepted.

· There are no limitations and no prioritization of trips based on trip purpose.
· AGENCY shall not limit the availability of complementary paratransit service to ADA paratransit eligible individuals by any of the following:
· Restrictions on the number of trips an individual will be provided;
· Waiting lists for access to the service; or
· Any operational pattern or practice that significantly limits the availability of service to ADA paratransit eligible persons.
· Such prohibited patterns or practices of limiting availability of service include, but are not limited to, the following:
· Substantial numbers of significantly untimely pickups for initial or return trips;
· Substantial numbers of trip denials or missed trips;
· Substantial numbers of trips with excessive trip lengths;
· Subscription service may not absorb more than fifty percent of the number of trips available at a given time of day, unless there is excess non-subscription capacity.

· Reservationist may communicate with dispatch personnel when:
· Customers call regarding late or missing vehicles.
· Provide accurate information to customers regarding the status and location of their trips.
· Reassigning trips when unable to provide an assigned trip for any reason and/or when a service provider has missed or no-show a customer who may be stranded as a result of the missed trip or no-show.

· Passengers are required to reserve trips at least one day before the date of travel.
· A limited number of same-day trips may be accommodated each day to help meet unexpected needs. The availability of these trips is not guaranteed.

· AGENCY Staff is required to accept requests from customers and to reserve trips in accordance with the following guidelines and procedures:
· The requested trip must be an eligible trip based on the following:
· The customer must register to be eligible for ADA complementary paratransit. 
· The customer’s eligibility will be specified in the eligibility database, whether the customer is fully or conditionally eligible for service, and any specific conditions governing the customer’s eligibility.
· The Reservationist is required to review the customer’s eligibility before granting any requested trips.
· Confirm that the trip falls within the service area and hours of service applicable for the type of trip being requested.












· If the customer is not eligible for the requested trip, the Reservationist must advise the customer and provide any available information about how the trip can be accomplished using fixed-route buses and or other service provider(s) if the requested trip falls outside of the service area or hours of service.
· If the customer is eligible for the trip being requested, the Reservationist must book the customer’s trip within [Scheduling software or mechanism].
· The Reservationist must verify and/or gather all the following information in order to book the requested trip:
· Date of the trip
· The customer’s desired pick-up time or appointment time
· Type of trip (one-way trip, round trip or multi-legged trip).
· If any leg of the trip is not eligible, based on the customer’s eligibility or on service area or service hour limitations, the reservationist should still offer to book the segments of the trip which are eligible.
· Customers must identify the need to travel with a PCA prior to the delivery of service. PCA travels free of charge. 
· Customers are permitted to travel with one companion (not including a PCA) as well as additional companions on a space-available basis.
· If the customer wishes to travel with more than one companion, it is recommended that the Reservationist book the first companion at the time the customer makes his/her initial request for service and that the Reservationist invite the customer to call early on the day of service in order to determine whether space exists for additional companions.
· If the customer will be traveling with a mobility device, a service animal, portable oxygen or any other mobility devices or disability-related equipment the customer’s eligibility profile should include this information.
· If a customer indicates the need to travel with any of these items and the customer’s profile does not include this information, the Reservationist should reserve the trip based on the customer’s stated needs. Confirm with the customer whether this the stated need is a permanent change and if so, update the customer’s profile accordingly.  
· A contact phone number where the customer can be contacted on the day of service and/or if the driver has difficulty locating the customer.
· Once the Reservationist has gathered all the information needed to reserve the trip, they should book the trip in [Scheduling software or mechanism] and then assign the trip.
· ADA allows a transit agency to negotiate pickup times with an eligible rider, but the transit agency cannot require him or her to schedule a trip more than one hour before or after his or her desired departure time. To implement the one-hour window correctly, it should be applied as follows:
· When there is a latest arrival time (for example, a doctor's appointment), the scheduling window should be used on the early side to ensure that the rider gets to the appointment on time.
· When there is an earliest departure time on a return trip (for example, a time when the rider gets off work and so cannot leave before then), the scheduling window should be from that time to one hour after.
· For example, if a rider indicates that she needs a ride home from work, gets off work at 5 p.m. and requests a 5:15 p.m. pickup, the appropriate one-hour scheduling window would be from 5:15 p.m. to 6:15 p.m. It is not consistent with the DOT ADA regulation to offer only pickup times that would require her to leave work early. Similarly, if a rider indicates that he needs to be at work by 9 a.m., it would not be correct to offer a pickup time that would require him to arrive at work late.








· It is acceptable to use the one-hour scheduling window on both sides of a requested pickup time (+/- one hour) when riders indicate that their travel plans are not constrained by appointments or earliest departure times.
· Once the trip is booked, the Reservationist should confirm all trip details, including the following:
· Day and time of the trip
· Starting and ending addresses
· Beginning and ending times of the 30-minute pick-up window for the trip
· The total number and type of passengers being transported, e.g. whether there will be a PCA, number of companions and other riders, etc.
· Whether the passenger will be traveling with a mobility device, a service animal or any other medical equipment such as portable oxygen
· The fare for the trip
· Similar information for each scheduled trip
· The Reservationist will recommend to passengers that they be ready five minutes before the beginning of the pick-up window.

