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SUBJECT:
SUBSCRIPTION RIDE SERVICES RIDERS GUIDE

POLICY

It is the policy of Connect Transportation to maintain policies and procedures that allow passengers the convenience of subscription ride services.  

Subscription trips will not be approved unless there is a minimum of 50% of available space during the service hour open to demand trips.

A subscription service trip is defined as any trip that is to be utilized by the same person(s) on the same day of the week, at the same time, to and from the same locations for a minimum of 2 calendar months.

Passengers (or their representative) wishing to utilize subscription services must apply in writing to Connect Transportation.  The passenger will be required to provide the day(s) of the week in which the trip(s) will occur, the time they are to arrive at the drop off location, the time of pick up for the return trip (if applicable), and the trip origination and destination address.  Customers will receive written confirmation from Connect Transportation of approved subscription trip requests.  

Subscription Trip requests will be processed on a first come, first serve basis based upon the date and time said request is received in the Connect Transportation Reservations office. 
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A passenger utilizing subscription service does not have to make daily and/or weekly advance reservations for subscription ride trips once they have received written confirmation of an approved subscription trip request.  Passengers awaiting approval of a subscription trip request have the option of requesting services on a demand trip basis.  

Subscription trip passengers will be required to call in and notify Connect transportation of their intent not to utilize a subscription trip at least 24 hours in advance of the scheduled pick up time on any given day.  Failure to do so will result in the passenger receiving a “late trip” or a “no-show” trip designation.  

A passenger utilizing subscription service is subject to all other operating and vehicle on-board policies of The Gulf Coast Center and Connect Transportation.   Violations of these policies and/or involuntary service suspensions will automatically void the subscription trip and the passenger will be required to re-submit the subscription request as a new request.

Passengers may appeal the cancellation of a subscription trip.  

Connect Transportation will limit the number of subscription trips to 50% of the available trips during any service hour. Subscription trip requests will not be granted unless the number of demand trips is equal to or greater than the number of subscription trips during any hour of the service day.

Any changes to the day, time of travel, origin or destination of an existing subscription trip will void the subscription service and require the passenger to reapply for service as a new subscription trip.

Connect Transportation will honor approved subscription trip(s) for a period of two years after the subscription service start date. After the two-year period passengers will be required to resubmit the subscription trip request as a new request.  The service start date for existing subscription trips will be established as the date that this policy goes into effect.  Passengers whose subscription trip privilege has expired and who are awaiting approval of a new subscription trip request have the option of requesting trips in the interim on a demand trip basis.   
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Riders may request that a subscription trip be deactivated for up to 90 calendar days if the request is received at least 7 calendar days before the deactivation is to take effect.  A request to restart a deactivated subscription trip must be received at least 7 days prior to reactivation of the subscription. Failure to comply with this procedure will void the subscription trip and the passenger will be required to resubmit the subscription trip request as a new subscription request.  

In order to allow efficient utilization of available space and to allow other passengers the convenience of subscription rides during periods that subscription trip(s) are deactivated, Connect Transportation reserves the right to grant subscription trip requests to fill these slots.  These approvals will be designated as a Temporary Subscription Approval.  Subscription Services will be limited to the deactivation time set forth in the initial deactivation request and will be subject to cancellation should a request for reactivation be received from the original subscription rider.   The Temporary Subscription rider will be given a 7-day advance notice regarding cancellation of the Temporary Subscription Service.    Temporary Subscription trips will not be allowed unless there is a minimum of 50% of the available space during the service hour open to demand trips.

The Connect Transportation office shall maintain a numeric log of subscription trip cancellation and/or deactivation/reactivation notices.  At a minimum the log will contain the date, time and method (by telephone or in writing) of notice, the name of the staff person who received the notification, and the name, telephone number and address of the individual providing the notice.  The log entry number shall be furnished to the individual providing the notice and shall serve as verification that notice was received by Connect Transportation.  

Passengers (or their representative) will be allowed to appeal subscription cancellation decisions to the Connect Transportation Appeals Committee.  Passengers must notify the Connect Transportation Director in writing of their intent to appeal a subscription cancellation within 15 working days of the passenger receiving the cancellation notice.  The cancellation will be placed on hold while the appeals process is being completed.
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All appeals regarding subscription cancellations will be heard by the Connect Transportation Appeals Committee.  Upon receiving notice from the Transportation Director of a passenger’s intent to appeal a subscription cancellation, the Appeals Committee will notify the passenger of the location, date and time in which the Appeals Committee will hear the appeal.   Rulings by the Appeals Committee will be considered final.   Failure by the passenger or his/her designee to appear at the hearing will result in the subscription cancellation being implemented within 10 working days following the scheduled Appeals Committee meeting.
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SUBJECT:
Ride Cancellation Policy

POLICY

It is the policy of Connect Transportation to maintain policies and procedures that encourage passengers to cancel scheduled rides in advance of the scheduled pick up time.

A passenger will receive a “late cancel” designation for cancellation of trips received less than 24 hours before the scheduled pick up.  

Cancellations received at least 24 hours in advance of the scheduled trip will not be considered a late cancel.

During normal business hours, passengers (or their representatives) should notify the Dispatching or Reservations department of their intent to cancel a ride(s).  Passengers will be allowed to call and cancel a trip by leaving a voice mail at the Connect Reservations office telephone system during non-business hours.  
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The Connect Transportation office shall maintain a numeric log of cancellation notices.  At a minimum the log will contain the date, time and method (by telephone or in writing) of notice, the name of the staff person who received the notification, and the name, telephone number and address of the individual providing the notice.  The log entry number shall be furnished to the individual providing the notice and shall serve as verification that notice was received by Connect Transportation.  

Passengers receiving 6 or more “late cancel” trip designations within a 2 calendar month period will be subject to suspension of transportation services unless the suspension is appealed and the appeals committee upholds the appeal. 

Upon reaching 6 or more “late cancel “ trip designations within a 2-month period, passengers will receive a warning letter indicating that an additional “late cancel” trip designation in the following 4 month period will subject the passenger to a 7-day suspension of transportation services.  In order to allow adequate time for notification via mail delivery, the next “late cancel” trip designation will not be counted until 7 days after the date the warning letter was mailed.  

After a 7-day service suspension, passengers will be subject to an additional 30-day suspension of transportation services if 3 additional  “late cancel” trip designations are incurred in the 4-month period following the service suspension.  

Warning letters will be sent via regular mail. .    In order to accommodate passengers with disabilities, a door hanger will also be left at the home address of the passenger indicating the need to contact Connect offices concerning the status of their transportation services. The warning letter will include a listing of the late cancel designation dates that have been incurred and the start date for the count of the next “late cancel” designation.









Page 3 of 3

Suspension notices will be sent via certified mail within ten working days after the end of the month in which the violation(s) have occurred.  The suspension notice will include a listing of the dates that late cancel designations were received and the date the service suspension will take effect and will end.  

Passengers (or their representatives) will be allowed to appeal service suspensions.  Passengers must notify the Connect Transportation Director in writing of their intent to appeal a service suspension within 15 working days of the passenger receiving the service suspension notice.  The service suspension will be placed on hold while the appeals process is being completed.

All appeals regarding service suspensions will be heard by the Connect Transportation Appeals Committee.  Upon receiving notice from the Transportation Director of a passenger’s intent to appeal a service suspension, the Appeals Committee will notify the passenger of the location, date and time in which the Appeals Committee will hear the appeal.   Rulings by the Appeals Committee will be considered final.   Failure by the passenger or his/her designee to appear at the hearing will result in the service suspension being implemented within 10 working days following the scheduled Appeals Committee meeting.

Subscription riders who receive a service suspension will have their subscription ride cancelled (refer to Subscription Ride Services Policy).  Subscription riders will be required to re-submit a subscription application, which will be treated as a new application.   The effective date of the subscription cancellation will be the same as the start date of the service suspension.   Passengers who loose the convenience of subscription ride services due to a service suspension will have the option of requesting services on a demand trip basis after completion of the service suspension.
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SUBJECT:
“No-Show” Trip Policy

POLICY

It is the policy of Connect Transportation to maintain policies and procedures that encourage appropriate use of transportation resources.

A No Show trip designation will be given when a passenger fails to take a scheduled trip once a vehicle has arrived at a designated pick-up location.  

Upon making a reservation with Connect Transportation, passengers will be given a promised pick up time and trip confirmation number.  

Connect services will considered to be “on-time” if they arrive at the pick up location within the designated pick-up time window.  For the purposes of determining on-time performance, the pick up time window is designated as 15 minutes before or 15 minutes after the promised pick up time.
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A No Show trip designation will be recorded if the vehicle arrives at the requested location, within the pick-up window, waits 5 minutes for the passenger to arrive for boarding and the passenger fails to arrive for the scheduled pick up.  Drivers will receive authorization from the dispatcher to leave the location and the dispatcher will record the official time of the no show trip designation.

Once the dispatcher has made a no show trip designation, the dispatcher shall cancel all subsequent trip(s) for the day.  Passengers may request reinstatement of the subsequent trip(s).  Passengers must call at least 2 hours in advance of the requested pick up time of the subsequent trip(s) to have them reinstated. Trips will be reinstated only when the requested time, origin and destination is the same as what was originally scheduled for the subsequent trip(s).

Passengers receiving 3 or more “no-show” trip designations within a 2 calendar month period will be subject to suspension of transportation services unless the suspension is appealed and the appeals committee upholds the appeal. 

Upon reaching 3 or more “no-show” trip designations within a 2-month period, passengers will receive a warning letter indicating that an additional “no-show” trip designation in the following 4 month period will subject the passenger to a 7-day suspension of transportation services.  In order to allow adequate time for notification via mail delivery, the next “no-show” trip designation will not be counted until 7 days after the date the warning letter was mailed.  

After a 7-day service suspension, passengers will be subject to an additional 30-day suspension of transportation services if 3 additional  “no-show” trip designations are incurred in the 4-month period following the service suspension.  









Page 3 of 3

Warning letters will be sent via regular mail.    In order to accommodate passengers with disabilities, a door hanger will also be left at the home address of the passenger indicating the need to contact Connect offices concerning the status of their transportation services. The warning letter will include a listing of the “no-show” designation dates that have been incurred and the start date for the count of the next “no-show” trip designation.

Suspension notices will be sent via certified mail within 10 working days after the end of the month in which the violation(s) have occurred.  The suspension notice will include a listing of the no-show designation dates and the date and time the service suspension will take effect and will end.  

Passengers (or their representative) will be allowed to appeal service suspension decisions to the Connect Transportation Appeals Committee.  Passengers must notify the Connect Transportation Director in writing of their intent to appeal a service suspension within 15 working days of the passenger receiving the service suspension notice.  The service suspension will be placed on hold while the appeals process is being completed.

All appeals regarding service suspensions will be heard by the Connect Transportation Appeals Committee.  Upon receiving notice from the Transportation Director of a passenger’s intent to appeal a service suspension, the Appeals Committee will notify the passenger of the location, date and time in which the Appeals Committee will hear the appeal.   Rulings by the Appeals Committee will be considered final.   Failure by the passenger or his/her designee to appear at the hearing will result in the service suspension being implemented within 10 working days following the scheduled Appeals Committee meeting.

Subscription riders who receive a service suspension will have their subscription ride cancelled (refer to Subscription Ride Services Policy).  Subscription riders will be required to re-submit a subscription application, which will be treated as a new application.   The effective date of the subscription cancellation will be the same as the start date of the service suspension.   Passengers who loose the convenience of subscription ride services due to a service suspension will have the option of requesting services on a demand trip basis after completion of the service suspension.
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SUBJECT:
Due Process Policy

POLICY

It is the policy of Connect Transportation to maintain policies and procedures that allow passengers the opportunity to appeal service suspension actions.  

Connect Transportation will establish and maintain a Committee to hear and consider appeals regarding transportation service suspensions.  

Committee membership shall include individuals representing the interests of The Gulf Coast Center, Connect Transportation riders and staff. 

Committee meetings shall be held as needed and/or at least within 15 working days after receiving a notice of intent to appeal transportation service suspension.
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Passengers (or their representative) must notify the Connect Transportation Director in writing of their intent to appeal a service suspension within 15 working days of the passenger receiving a service suspension notice.  Within 10 working days after receipt of this notification, The Transportation Director must notify the Appeals Committee Chairman that a request for an appeal hearing has been received.  

All appeals regarding transportation service suspensions will be heard by the Connect Transportation Appeals Committee.  Upon receiving notice from the Transportation Director of a passenger’s intent to appeal a service suspension, the Appeals Committee will notify the passenger of the location, date and time in which the Appeals Committee will hear the appeal.   

The service suspension will not be implemented while the appeals process is being completed and will remain on hold until such time as the Appeals Committee renders a final decision.

Failure by the passenger or his/her designee to appear at the hearing will result in the service suspension being implemented within 10 working days following the scheduled Appeals Committee meeting.

Service suspensions upheld by the Appeals Committee will begin within 10 working days after the date of the Appeals Committee meeting in which a final decision was rendered.

Rulings by the Appeals Committee will be considered final.
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SUBJECT:  Public Comment on Fare/Service and Operating Policy

                    Changes.

POLICY

It is the policy of the Gulf Coast Center’s Connect Transportation Program to maintain policies that encourage and provide opportunities for public comment. The Gulf Coast Center’s policy is to provide for and consider public comment before raising a fare, carrying out a major reduction of transit service, or significantly changing operating policies.

         To insure policy compliance the following activities will be performed:

         1.-  Notice of proposed changes will be published in newspapers that 

                cover the Connect service area of Galveston and Brazoria Counties

                at least two time over a two-week period. At a minimum the public

                notice will state the proposed changes along with announcement of

                intent to take written comments or to hold public hearing. Notices 

                should also be sent to passengers via handouts on buses or mail 

                out of the proposed changes. Copies of the notice should also be     

                posted on bulletin boards at all Connect Transportation facilities.
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         2.- As applicable both written and/or oral comments may be accepted.

         3.-  In the event that a public hearing is being held and/or requested the

                hearing or meeting will be conducted at the Gulf Coast Center, 

                123 Rosenberg, Galveston, Texas. If applicable additional 

                meetings may be held at other Gulf Coast Center offices.

         4.-  The Director of Transportation will receive and review comments 

                 and make recommendations to the Gulf Coast Center Board of 

                 Trustees for final approval.

