CHARLOTTE COUNTY

Passenger Rules and Regulations:

e Charlotte County Transit is a public transportation service and does not provide emergency
transportation. For emergency transportation call Charlotte County Emergency Medical
Services or 9-1-1.

e Passengers must be ready for pickup at least 15 minutes before the scheduled pickup time
and allow at least 15 minutes after the scheduled pickup time for the vehicle to arrive.

e Passengers are responsible for all personal items and shopping purchases; for safety nothing
can be left in the aisle of the vehicle. Passengers may only transport what they can safely
stow at their feet or on their lap. Drivers are not responsible to carry packages.

e Charlotte County Transit is not responsible for lost or broken items.

e Passengers who need assistance maneuvering a wheelchair or other mobility devices to and from the
vehicle must be accompanied by an aide or caregiver.

e Passengers who need to travel with maintenance oxygen or other medical apparatus are solely
responsible for the use of their equipment.

e Passengers with undressed wounds, contagious diseases, or who involuntarily discharge
bodily fluids must make other transportation arrangements.

e Passengers under 13 must be accompanied by an adult.

e Use restraints for small children and fold strollers for the trip.

e Passengers are responsible for transferring themselves from their seat or wheelchair to a
standing position.

e Loud, unruly, or discourteous behavior is not allowed on the transit vehicle. Charlotte County
Transit has the right to refuse services to anyone under the influence of alcohol or drugs, or
who uses foul, abusive or threatening language.

e Smoking, vaping, and chewing tobacco is prohibited on vehicles.

e Passengers are responsible for notifying dispatch of any changes prior to a scheduled trip.

e Passengers are not authorized to operate a wheelchair lift or secure wheelchairs.

e Charlotte County Transit reserves the right to refuse services to any passenger who fails to
adhere to Passenger Rules and Regulations. This decision will be at the sole discretion of the
Transit Operations Manager.

Amenities:

All Charlotte County Transit vehicles are fully ADA accessible. Our ramps and lifts make it
easy to board in a wheelchair, scooter, with a walker or stroller. Maximum weight for wheelchair
and client is 800 pounds. Drivers may offer their forearm to steady a passenger, if necessary.
CCT is a curb-to-curb service and drivers will not enter a resident or place of business to pick up
a passenger.
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II.

CHARLOTTE COUNTY

CHARLOTTE COUNTY TRANSIT

CANCELLATION AND NO-SHOW POLICY

OBJECTIVE

Establishment of a formal policy regarding transportation services cancellations and no-shows, thereby
minimizing the costs and scheduling inefficiencies. The objective of this policy is to reduce customer
cancellations and no-shows, while giving the Community Transportation Coordinator (CTC) the

flexibility to handle these situations on a case-by-case basis.

DEFINITIONS AND REFERENCES

A.

B.

Customer is defined as the trip requester.

A TD customer refers to anyone who satisfies the guidelines outlined in Chapter 427, Florida Statues
- “Transportation Disadvantaged” means those persons who because of physical or mental disability,
income status, or age are unable to transport themselves or to purchase transportation and are,
therefore, dependent upon others to obtain access to health care, employment, education, shopping,
social activities, or other life-sustaining activities, or children who are handicapped or high-risk or

at-risk as defined in s. 411.202.

An Advanced cancellation occurs when a customer calls to give advance notice more than
one (1) hour prior to the operation of a trip. .

A No-show is defined as when a customer who called for a pick-up is not at the scheduled
time and did not call-in advance to cancel (more than one (1) hour before scheduled pick-
up time).

Community Transportation Coordinator (CTC) is a transportation entity recommended by
a Metropolitan Planning Organization (MPO), or by the appropriate designated official
planning agency, as approved for in F.S. 427.011-427.017 to ensure that coordinated
transportation services are provided to the transportation disadvantaged population in the
designated service area. In Charlotte County, the CTC is Charlotte County Transit.

DIRECTIVES

l.

Dispatcher shall verbally inform all customers, at time of initial reservation of no-show and
cancellation policy and will mail a copy of the Policy.

Dispatch will automatically cancel a scheduled return trip when (origination trip) is a no-
show.
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3. A passenger who accumulates four (4) no-shows in six (6) months or less (January-June or July-
December) on their service record, may lose the privilege of ride services under the following
progressive measures:

L 4 no shows in 6 months, 30-day suspension.

o Each additional no show after initial 30-day suspension will result in an additional
30-day suspension

o Falsifying one’s identity during a no-show suspension will result in permanent
suspension

o Attempting to be a guest during a no-show suspension will increase a passenger’s

suspension time another 30 days

All progressive measures may be on a case-by-case basis and can be subject
to extended suspensions or termination of services.

First Warning: After first no-show or late cancellation, passenger will receive a notice in
the mail containing the no-show or late cancellation date.

Second Warning: After second no-show or late cancellation, passenger will receive a
Warning notice in the mail containing the no-show or late cancellation dates.

Final Warning: After the third no-show or late cancellation, passenger will receive a Final
Warning notice in the mail containing the no-show or late cancellation dates.

Suspension Letter: Suspension letter will be mailed to customer containing no-show or late
cancellation dates and dates of suspension from service.

4. Cancellation at the door, or less than one (1) hour prior to your scheduled pickup time is
considered a no-show.

5. Upon arrival of the bus, if a passenger does not board within three (3) minutes, the driver will
leave, the passenger will be marked as a no-show and will need to reschedule. Reasonable
Modifications may be made for individuals with disabilities.

6. Excessive advanced cancellations will generate a standing order suspension after 6
cancellations in 2 weeks. Continuous cancellations will result in suspension per #3 of this
policy. Additionally, the following conditions apply:

° Standing orders are defined as same pickup time, location, and destination daily
and can be scheduled up to one month at a time.

] Individual trips:
O Schedule up to three (3) per phone call
O An individual trip can be scheduled up to one month in advance

7. The grievance process is available to any customer wishing to appeal the decision of the CTC.
This process is described in the Transportation Disadvantaged Service Plan (TDSP) and
available online: www.charlottecountyfl.gov/transit/.
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Florida Law and Title VI of the Civil Rights Act of 1964 Prohibits Discrimination in:
Public accommodation based on race, color, religion, sex, national origin,
handicap, or of marital status. Persons believing, they have been discriminated against
on these conditions may file a complaint with the Florida Commission on Human
Relations at 850.488.7082 or 800.342.8170 (voice messaging).
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