Texas Citizens Fund                                                                November 19, 2007

PO Box 10472

Austin, Texas 78766

Information Request: 

General Information: Public Transit Services is a rural transit agency who provides demand response transportation to the geographic area of Palo Pinto, Parker and Jack Counties. Services are provided on a first-call basis; Monday through Friday from 8:00 a.m. to 5:00 p.m. A 24-hour notice is recommended however Public Transit Services shall; when scheduling permits; provide on-demand same day service. Transportation is provided to the general public and there are no eligibility requirements. Public Transit Services charges a fee for services. Rates vary and depend on area traveled. Persons 60 years of age may ride at a discounted rate that is ½ the established fee [fee chart attached]. Public Transit Services fleet is 100% ADA compliant.  
Public Transit Services has in place an equal opportunity & affirmative action plan. Public Transit Services does not utilize a “Rider’s Manual”. Public Transit Services operates through the use of policies, procedures, rules, regulations, driver’s handbook, operational manual and safety manuals; established by the Board of Directors. 

Attached: Excerpts of the agencies established policies as it relates to the TexasCitizenFund request under the Texas Public Information Act:

1. Riders’ Manual in force during 2004, 2005 and 2006: Public Transit Services does not operate with the use of a rider’s manual. Public Transit Services provides rural demand response transportation. Services are provided through advanced scheduling requests and/or on a first-call basis. Public Transit Services provides service without discrimination as to age, sex, color, race, national origin, religion or non-religion or disability in compliance with state and federal laws [see attached policies relating to service and procedures in this regard].   

2. Maintenance interval information on ADA-compliant equipment on vehicles in force during 2004, 2005, 2006: Attached procedures; as defined

3. Appeals Policies and Processes for denial of service, as well as loss of service in force during 2004, 2005, 2006: Grievance Procedures, Appeals Policies and procedures attached. Denial of service – See Exclusion Policy 
4. Missed ride policies and cost of fare policies, in force during 2004, 2005, 2006:  See Public Transit Services NO-SHOW Policy/Procedures Attached

5. Description of subscription services, if available, in force during 2004, 2005, 2006: Public Transit Services was established in 1983 for the purpose of providing general public transportation to its established service area. Services are provided on a demand response basis to anyone with a need. Public Transit Services does not provide subscription/fixed type services. 

Public Transit Services vehicles are 100% wheelchair equipped; which allows Public Transit Services to provide equality services to ambulatory and non-ambulatory passengers. Participants must contact Public Transit Services dispatch; giving advance notice [minimum of 24-hours] to request transportation in the geographic service area of Palo Pinto, Parker and Jack Counties. Transportation is provided Monday through Friday from 8 a.m. to 5 p.m. to anyone with a need. Transportation may be scheduled by calling 940.328.1391 ext 2 or 1.866.521.1391 x 3. 

PULBIC TRANSIT SERVICES 

ELDERLY - DISABLED TRANSPORTATION POLICY 
It is the intent of Public Transit Services to make transportation available to all citizens in each of the counties it serves. 

Public Transit Services operates as a public transportation agency serving the needs of its riders on a “curb to curb” basis; utilizing the “demand response” method of scheduling.

Public Transit Services does not provide chartered transportation to the general public or to institutions such as nursing homes or an elderly care center. Should an individual, using the proper procedures, call and request transportation from their residence and/or nursing home/elderly care center, Public Transit Service will transport this individual providing the conditions of their health is such that they can be transported without endangering their welfare or the welfare of others.  

To request transportation: 

· The individual must call Public Transit Services, giving as much notice as possible. The passenger must provide the dispatcher with the name of passenger to be picked up, the pick up and drop off location, time of pick up/drop off. [Public Transit Services is not responsible for late deliveries to medical appointments if the passenger designates the time in which they want to be picked up, as Public Transit Services provides service to the general public and may not be able to take the passenger directly to their selected destination]. In order to ensure on-time delivery, the passenger should rely on the dispatcher to suggest an efficient pick-up time. 

· If a prospective passenger is wheelchair bound, PTS must inspect the premises prior to the pick-up to ensure that the passenger can be safely loaded and/or unloaded. [Note: Most locations are familiar]
· Public Transit Services will serve independent Medicaid recipients and/or those who reside in a nursing home or elderly care center, so long as Public Transit Services holds the Medicaid contract to provide such services. 

· Passengers in need of assistance will be required to have a personal care attendant ride with them at all times. The personal care attendant is responsible for assisting the passenger during transport and; once they have exited the transit vehicle. Personal care attendants will not be charged if it has been determined, by Public Transit Services, that there is a need for a personal care attendant. 

· Public Transit Services provides non-emergency transportation therefore transportation will not be provided to passengers in need of emergency treatment. 

· Passengers are required to abide by all of Public Transit Services rules and regulations to include safety procedures. Policies/procedures are kept on file at the PTS administration office. 
· Wheelchairs must be in good working order at all times. Brakes and footrests are an important part of the wheelchair and must be properly maintained/mounted and in good working condition. 

· Public Transit Services employees are prohibited from transporting passengers if it is determined that the brakes on the wheelchairs are in poor condition. It is mandatory that the footrests be attached to the wheelchair during transport. 

· Passengers are required to pay the driver prior to transport [PTS rates are specific]
· Passengers are prohibited from charging rides unless it has been pre-approved by dispatcher or management. 

· Drivers are to transport passengers to the location provided by the dispatch/scheduler. Passengers are prohibited from changing their destination once they have been picked up.

· All transportation must be scheduled through the dispatch/scheduler and drivers must follow the dispatch/scheduler instructions at all times. 

· Public Transit Services reserves the right to refuse service if a personal care attendant does not ride on the transit vehicle with the passengers. The personal care attendant cannot follow the transit in a separate vehicle. The personal care attendant is prohibited from leaving the passenger unattended, on the transit vehicle, during transport if it is determined that the passenger is in need of assistance during transport. These guidelines are set for the protection of the individual and must be followed to unsure safety.
Public Transit Services will be responsible for elderly and senior citizens transportation in the county(s) in which it serves. 
If you are 60 years or older you are qualify for the senior citizens transportation program through the NCTCOG AAA and Public Transit Services. Senior Citizens must call Public Transit Services for full details. 

Public Transit Services “Senior Discounted” Program

· Purchase a punch card 

· Punch card purchases will be limited  

· Discount applies to pre-paid punch cards only. Agencies that require tracking and billing are not eligible for discounts. 

· If the NCTCOG AAA contract is not obtained in a specific geographical area the senior citizens must utilize the PTS program. 

Clients may:

· Request a “Golden Senior ID Card”, which will require the recipient to donate as they ride (a donation per client per one-way trip is appreciated). 

· The Golden Senior ID Card does not expire. Transportation will be provided on a first call first served basis. Qualified seniors are required to contact the PTS office to make arrangements for transportation; providing as much notice as possible. 

NCTCOG – AAA “DONATION” PROCEDURES:

A suggested minimum donation (per client) will be requested. If for any reason you are unable to make a donation, a donation of any amount will be greatly appreciated. 

No client will be denied transportation if they are unable to make a donation. However, it may be necessary to limit, restrict and/or create a waiting list; as funding for transportation through the NCTCOG AAA is limited. 

Under this program; it may become necessary for Pubic Transit Services to prioritize rides based on destination. Priority will be ranked as follows: 

1. Medical trips, therapy sessions, doctors, dentist, eye appointments, hospital and/or lab (all appointments must be scheduled and completed by 2 p.m.)

2. Congregate meals – Senior Center 

3. Pharmacy 

4. Grocery Store 

5. Employment 

6. Eating Establishments 

7. Other Shopping 

8. Nursing Homes 

9. Beauty Shops 

10. Other destinations within the established geographical service area 

EXTRA STOPS: 

· Definition - A stop that is limited to 5 minutes or less 

· Extra Stops are limited to 3 miles (3+ plus miles requires that the passenger pay full fare)

· Clients will be required to pay the full established fare if the extra stops takes more than 5 minutes

· Senior Citizens, making extra stops, are required to pay for each stop. (NOTICE: Extra Stops are not part of the NCTCOG - AAA Program)

· Punch cards cannot be used to make extra stops. The client must pay the driver in the form of cash or check. (Funding is limited therefore payment for the additional stops will be the responsibility of the client)

· Extra Stops must be pre-scheduled through the Public Transit Services dispatch/scheduler (advance notice is necessary)

GENERAL INFORMATION: Senior Citizens who qualify for Medicaid are urged to utilize the Medicaid program; in lieu of the NCTCOG AAA program; as NCTCOG AAA contract funds are limited.

SENIOR CITIZENS – ELIGIBILITY REQUIREMENTS: 

Policy: It is the policy of Public Transit Services to provide transportation services to the general public; in a cost-effective, cost efficient manner. In an effort to provide quality transportation, Public Transit Services has established the following procedures: 

Public Transit Services shall provide transportation to the general public on an advanced scheduling request and/or on a first call basis. Public Transit Services will provide elderly transportation services at a rate that is ½ of the established fee. Under the contract program with the NCTCOG; Public Transit Services shall provide transportation services to the elderly; with priority given to medical transportation and wellness related trips. Public Transit Services reserves the right to provide services; other than medical; if adequate program funding is available. 

Public Transit Services shall provide transportation in accordance with the Americans with Disability Act (ADA) and Older Americans Act.

ELIGIBILITY REQUIREMENTS UNDER THE NCTCOG PROGRAM:  

Eligibility requirements are as follows: 

· MUST BE 60 YEARS OF AGE OR OLDER 
· Eligibility can be determined by contacting Public Transit Services and providing the following “required” information 

1. Name 

2. Address 

3. Date of Birth (Documentation may be required) 

4. Contact phone number and emergency phone number 

· Clients or new participants must contact the local Public Transit Services office for eligibility details. 

· Elderly Service transportation must be pre-scheduled through dispatch

CONFIDENTIALITY: 

Participant’s records will be maintained in such a manner as to protect the privacy of the participant. No information; regarding the participant; will be disclosed without the written consent of the participant; unless the disclosure is required for program monitoring by authorized federal, state or local monitoring agencies; or to a law enforcement or public protective service agency. 

In an effort to ensure that services are provided to qualified recipients, clients will be requested to fill out and/or provide information regarding the; type of service provided, the on-time performance of service, and quality of assistance provided.. 

TRAINING: 

At a minimum, Public Transit Services employee’s will be trained in the area of; scheduling and dispatching, defensive driving, passenger assistance, passenger handling, first aid and CPR, emergency evacuation, in-house training, proper use of wheelchair lift and wheelchair lift procedures. 

Public Transit Services is a drug and alcohol free workplace. A drug and alcohol training program has been developed to help ensure safety and productivity.  

EMERGENCY PROCEDURES FOR ELDERLY AND DISABLED SERVICES - TRANSPORTATION PROGRAM

Public Transit Services provides service to Senior Citizens, 60 years or older, who have been assessed to have a need. It is understood that some participants, in the elderly program, are ill or disabled to the extent that they are not able to transport themselves independently in their vehicle. Some participants experience mobility impairments that makes it difficult for them to get to the Public Transit Services vehicle and/or they are unable to go to and/or from their selected designation without a personal care attendant. It is for these reasons that the following has been enforced. 

Procedures for Assisting the “Ill and/or Disabled” Passenger: 

· Persons deemed unable to care for themselves during transport and/or once they are dropped off at the selected designation are required to have a personal care attendant ride with them, at all times. Personal care attendants will not be charged a fee if it has been determined that there assistance is necessary. Public Transit Services reserves the right to make the final determination regarding a need for a personal care attendant. 

· To ensure safety, Public Transit Services drivers are required to focus on driving, at all times, thus making it impossible for the driver to respond and/or be responsible for the passenger needs during transport. It is for this reason that passengers in need of a personal care attendant will not be transported without an attendant.
· Disabled and/or Ill Passengers are required to follow the same rules and regulations as the general public. 

· Personal Care Attendants are prohibited from operating the wheelchair lift equipment. 

· Personal Care Attendants must remain with (and assist) the passenger, at all times. Public Transit Services is responsible for safely loading and unloading the passenger. 

· As needed, PTS drivers will assist passengers with special needs from their door to the transit van – from the van to the door. PTS drivers may also assist with groceries, to the door only, as PTS drivers are prohibited from entering the passenger’s home.

· PTS drivers are prohibited from escorting passengers into businesses or homes. Passengers in need of this type of assistance must have a personal care attendant ride with them, at all times.  

· PTS drivers are required to immediately report any type of incident, accident that may have occurred during transport. 

· Public Transit Services reserves the right to refuse service. 

· Passengers have the right to file a grievance, when appropriate (see grievance procedures). 

EMERGENCY PROCEDURES: 

The following procedures shall be followed when a situation occurs that warrants immediate attention and/or the surroundings or chain of events appears to be out of the ordinary:

· Radio dispatch immediately and relay the information. Be precise but brief. 

· The dispatcher is to inform the Executive Director immediately. 

· If the Executive Director is unavailable the Dispatcher shall inform the designee and/or take the appropriate steps, which if warranted, would include dialing 911. 

EMERGENCY PROCEDURES - WARRANTING A 911 CALL: 

Elderly Service transportation is unique because it involves clients that are, in some cases, frail, confused, unable to care for themselves, etc.  Because of client limitations, the driver must be especially alert in regards to unusual situations.

Drivers normally get acquainted with, and get to know the passengers daily routines, therefore a driver would be the most dependable person to determine if a situation is unusual. It is not the intent of Public Transit Services to interfere in the personal lives of the clients; and Public Transit Services would only involve themselves in situation that would warrant the protection of an elderly person. 

The purpose for this procedure is to ensure that the elderly remain safe and protected at all times. Situations that appear to be out of the ordinary may warrant contacting the local police department.  

Examples of situations that warrant contacting the police and/or calling for an ambulance: 

1. Driver witnesses an event that could potentially cause harm to an individual. 

2. Driver witnesses an event that involves a dispute between several people.

3. The surroundings appear to be out of the ordinary (i.e. Passengers home appears to have been broken into, the driver can see the passenger laying in the floor of their home, the driver has reason to believe that the passenger is inside the home but does not come out, a stranger or passenger is acting out of the ordinary)

In the event of an unusual circumstance, the driver shall:  

· Contact the Executive Director immediately and explain the situation

· Public Transit Services Executive Director or Dispatcher will attempt to contact the client at his/her home. 

· If it is obvious that help is necessary the dispatcher will first contact the police and then contact the Executive Director.

· If there is no response, the listed emergency contact person will be notified. If PTS is unable to reach the alternate contact, it may be necessary to notify the police (decisions will be made based on each situation). 

· Drivers are prohibited from going to the door, going inside the home or getting involved in an altercation. The driver is to remain in their vehicle and wait for further instructions. [All other PTS employees are prohibited from involvement]

Do not look for problem areas but be mindful of your surroundings. Remember, a few extra minutes may mean the difference in life or death. Always do what you feel is right, as we want to ensure that the citizens of this county are protected. 

CLOSING: 

The dispatch should be aware of the additional demands of the elderly service program. Dispatch shall carefully schedule, not only to the elderly and/or disabled, but for the general public; to ensure that everyone is transported in a safe and timely-manner. 

PUBLIC TRANSIT SERVICES

EXCLUSION POLICY

Public Transit Services is a non-profit organization, committed in policy and practice to recognizing the equal value of each member of the community and; to equality of opportunity for all.     

The Public Transit Services seeks to avoid permanent exclusions of service however it is sometimes necessary to take action. When appropriate; exclusions take place for serious incidents or when all other strategies have been tried and have failed over time.  Fixed term exclusions are used when other strategies and sanctions have not been effective over time or when there has been a single clear and serious breach of policy/procedure. 

Exclusion, whether fixed term or permanent may be used for any of the following, all of which constitute examples of unacceptable conduct and are infringements of Public Transit Services Policies:

· Verbal abuse to any PTS employees or other passengers

· Physical abuse to and/or an attack of any PTS employees or other passengers

· Indecent behavior or Inappropriate behavior 

· Damage to PTS Property

· Misuse of illegal drugs and/or other substances

· Theft

· Serious actual or threatened violence against PTS employees or other passengers

· Sexual abuse or assault against PTS employees or other passengers

· Carrying an offensive weapon

· Unacceptable behavior which has previously been reported and for which PTS sanctions have not been successful in modifying the passenger’s behavior.

This is not an exhaustive list and there may be other situations where the PTS, a PTS driver and/or employee’s make judgment that exclusion is an appropriate decision. In this regard; management reserves the right to refuse service.               

PUBLIC TRANSIT SERVICES 
PARTICIPANT GRIEVANCE PROCEDURES 

Participants [passengers] have the right to make a complaint and request that their grievance be heard. Public Transit Services will investigate any and all problem areas and take appropriate steps to resolve a grievance and do so in a timely-manner. This process, at a minimum, should include: 

1. A verbal explanation along with a written complaint, provided to management stating:
· Date of Incident 

· Name, address and phone number of complainant and, 

· Name of person/persons involved in the incident 

· Provide a written statement of the incident (providing as much information as possible – including all parties)

· Written explanation of injury, if appropriate

· Indicate what remedies or solutions you deem appropriate

NOTE: Documentation of the grievance procedures and the final resolution is mandatory. 

In the event this process does not produce a resolution to the satisfaction of all parties the following steps shall be taken. 

1. Within five (5) working days, the Executive Director or designee shall attempt to resolve the problem. The Executive Director will work with the aggrieved to ensure equality. The Executive Directors resolution will be documented and remain in the participant’s permanent file. 

2. If the Executive Director does not solve the grievance to the satisfaction of the participant the grievance will move to the final step. 

3. The grievance provided by the aggrieved person shall be submitted to the Board of Directors for final determination. The Executive Director will set up a meeting with a member of the Board, the Executive Director, the aggrieved person and one other person selected by the aggrieved. The involved persons will deliberate in an effort to resolve the matter. The Board of Directors will ensure that the aggrieved was properly represented. The outcome of that meeting will be documented and kept on file.
Maintenance Management

  ADA Accessibility Equipment 

Title 49 CFR Section 37.161 Subpart G requires that transportation services maintain the ADA features of their facilities and vehicles in operative condition. These ADA features include: 

• Hydraulic lifts and other means of access to vehicles
• All wheelchair tie-down devices            

          • Provide communications aid for persons who have vision or 
            hearing impairment. 

Accessibility features must be repaired promptly if they are damaged or out of order. When an accessibility feature is out of order; the transit agency shall take reasonable steps to accommodate persons with disabilities who would otherwise use the feature.

49 CFR Section 37.163 requires the transit agency to establish a system of regular and frequent maintenance checks of the lifts. The vehicle drivers must report, by the most immediate means available, any failure of a lift. If there is no available spare vehicle to take the place of a vehicle with an inoperable lift, the transit agency may keep the vehicle in service for no more than five days (if the transit agency serves an area of 50,000 or less population) or three days (if the transit agency serves an area of over 50,000 population) from the day of discovery. 

 Preventive Maintenance Plan 

A preventive maintenance plan for ADA accessibility features should 
be in place. The ADA element may be incorporated in the regular            

maintenance plan, or they may be addressed separately, so long as the 
transit agency can demonstrate that accessibility features are 
maintained and operational. 

Perform lift maintenance at all scheduled intervals according to the minimum requirements by the manufacturer. Correct any potentially dangerous situations at once. Wheelchair lifts should be fully deployed and exercised with weight to simulate a 600-pound operating condition. 

ADA Accessibility Equipment

Maintenance Management Guide 

Pre-trip Inspections (performed during driver’s per-trip inspection) 

Wheelchair lifts should be fully deployed and exercised as part of the daily pre-trip inspection. 

All drivers who operate a vehicle with a mechanical lift should be instructed on the importance of proper cycling. Experience has shown that frequent exercising of wheelchair lifts accomplishes two objectives: 

1. Malfunctioning lifts are identified quicker, often before malfunction results in injury to a wheelchair passenger 
2. The regular exercising of the lift mechanism helps prevent maintenance problems and failures due to build-up of dirt, foreign objects, or corrosion. 
Instructions for normal and emergency operations of the lift or ramp should be carried or displayed in every accessible vehicle. 
2. Daily Vehicle Inspection


Dispatcher

· At the start of each assignment, provide a copy of the “Driver’s Pre-Trip Inspection” form to each Driver.  Inform the Driver of the assigned bus.


Driver
· At the start of each day’s assignment (including split assignment), the driver must inspect his/her vehicle before leaving the vehicle storage area/transfer point and check each item on the driver’s Pre-Trip Inspection form.  Include any remark that is appropriate to the condition of the bus.

· If any item is not satisfactory, report it to the Operations Coordinator or Dispatcher.  If the item cannot be repaired in time to make the scheduled pullout time, notify the dispatcher and request another vehicle assignment.


Operations Coordinator 

· Review the copies of the Driver’s Pre-Trip Inspection form daily.  Schedule repairs, prepare a work order, inspect repairs, and file all forms in the vehicle file.  

3. Vehicle Repair

· All defects reported by Drivers during daily inspection must be scheduled for repair as soon as possible.

Public Transit Services

NO-SHOW POLICY/PROCEDURES

Clients and/or Contractors must provide Public Transit Services with adequate “advanced” cancellation notice when transportation services are not required. Clients/contractors who fail to provide adequate “cancellation notice” to Public Transit Services will be subject to the following terms and conditions: 


Public Transit Services reserves the right to refuse service to any client and/or contractor who repeatedly violates agency policy/procedures. 
IN-COUNTY NO-SHOW RATES: 





1st No- Show: Cost of the trip [Based on the PTS fare schedule]. Failure to pay the client no-show rate will result in refusal of service to the client and/or contractor. 


2nd No-Show: Client and/or Contractor will be responsible for the cost of the trip. The client and/or contractor will be placed on the agencies “pending suspension list”.  


3rd No-Show: The client and/or contractor will be placed on service suspension for a minimum of 30-days. No-shows in excess of three [total] in a calendar year will warrant indefinite suspension of service; pending Public Transit Services Executive Director/Board of Director review/evaluation. 





NOTICE: If a contractor and/or a third party schedules service and/or makes payment for the client; the contractor and/or third party will be placed on suspension and PTS will not be able to provide service to the contractor and/or the third party; or any of its clients.





OUT-OF-COUNTY NO-SHOW RATES:





1st No-Show: Cost of the trip – based on agencies fare schedule [i.e. Fort Worth Trip Rate = $35.00]. Failure to pay the client no-show rate will result in refusal of service to the client and contractor. 


2nd No-Show: Services to the client and/or contractor will be suspended for a minimum of 30-days. 


3rd No-Show: Client will be suspended from service for an indefinitely period; pending Executive Director/Board of Director Review. No-shows in excess of three [total] in a calendar year will warrant indefinite suspension of service; pending Public Transit Services Executive Director/Board of Directors review/evaluation.





For out-of-county service; Public Transit Services must block the drivers schedule for a minimum of 2 and ½ hours [Tarrant, Hood, etc]; as the miles travel can exceed 1-hour each way. When a client/contractor fails to notify Public Transit Services of a cancellation; the client no-show causes the Public Transit Services driver to be out of service for an extended period of time [with no one to pick up]. This places a serious financial burden on the agency and; prevents PTS dispatch from scheduling other clients during this timeframe.  Notice: If a contractor and/or third party schedules service and/or makes payment for the client; the contractor and/or third party will be placed on suspension and PTS will not be able to provide service to the contractor and/or third party; or any of its clients. 








