Mountain Metro Mobility Guide To Ride

The Mowntoun Metro- Moty Guide to- Rude owtlines the operational policies
and procedunres of the City of Colorado Springs and Transit Services Divisions
Americons withv Duabiities Act (ADA) Parotransit service:. The unformation
confoined withun Hhuwy guide v crncial fo- e appropriate use and
uwnoerstonding of the Metro- Moty Pavatransit services operations.

Most importantly, U b Hhe rider’s respornsibility to- understand the process for
making rude reservations as well asy Hhe policies surrownoding tive concellation
of rudes, tHhe wse of the service, and Hie suspension of service.

Please feel free to- obtoin unformation from the Metro- Moty service
controctor ot 392-2396 or ADA Parotrovusit Coordinator at 385-5620 (f
Hrere are questions or concerns about any of the unformation outlined un Huis
handbook.

These policies and procedurres are confiunmnally evalunated and may be

Cuty of Colovado Sprungs and Travrsit Services Duusion.
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Welcome to Metro Mobility Paratransit Services

Metro- Mo ity U an ADA Parotravsit service provided for undivitdunalsy wiro,
becawse of Helnr disablity, are unable to- use Mouwntain Metropoliton Transit
Hre fixed~rowte City bus service. Yow must have a disabpility Hhat prevents yow
from wsing tie fixed-rowte City bus some of the tume or ol of the tume: This
doey not include people wiro- hane dusabilities that make tihe wse of fuxeo -
rowte City bus service diffiendt: Metro- Moblity provides comparaiple service
to- the requloar fuxed-rowte Cuty buwsy un fermy of sharred rudes, same operational
days, howry of operation, and service area.

Eligibility

Metro- Mob ity provides rudes for people witiv dusabilifies, wiro-are certified
as eligible for ADA Parotransit service. EUgblity v available to- persons un
1.Any uindinvitdumal witiv a disabpility wivo- i wnable, as a resudt of a physical

umpairments), to- independently navigate the bus fixed-rouwte City bus
system



2. lndliaidunals wiro- use o wirveelchadn, or otiver boarding assistonce denvice, that
neeol

He assistance of a wieelehair Wt and are wnaple to- boord, ride, and
disenmbork ot o fixed~rouwte buy location. This category of eligiblity may
not be provided once a travsit rowte 1y 100% accessiiple. Please note; all
fixed-rowte City buses offer Wft equipment accessihpiity.

3. Any uindivtdunal with a disalpility wio- lhas a specific umpairment related
condition wirich prevents suel indinvitodnal from troaeling to- a boording
Location or from a disembarking location. Environumental conditions and
ovrchutectural bovriery not under tive control of the public entuty do- not;
wihen corsidered alone, confer eliglbUlity.

lncorwenience n using the fixed-rowte City bus system s not a basis for
eliglbity. However, f yow believe yow have a plysical or mentol disabplity
(unelunding viston or cognitwve umpairments) tivat prevents yow from
ndependently wsing the Uff-equipped accessible fixed-rounte bus service,

wrute, call, or go- ondline for an application at tihe followung adduresses/ plone
nubher:

Metro Mobility Eligibility Office
1015 Transit Drive



Colorado Springs, CO 80903
(719) 392-2396 Option #5

Within 21 buginess dayy of receinving yowr completed application the Metro-
Mob ity Certification Office wll arrange an un person inferview for yow: If a
determination B not made within 21 buginess days, Hie applicant will be

Some ndinvidualy may be asked o complete a functional assessment o verify
mopility or cognitive lumifations: It may be determined, based on your
ablities, that yow are eligible for some rides witiv Metro- Mobility but not for
others: It may be determined that yow are capable of using tive Uft-equipped
fixed~rouwte City bus service. AW application information wll be kept

Recertification of ADA Paratransit Eligibility

AW ADA eligible Parotransit customers shhall be required to- reapply for ADA
eligihility. Please refer to- your cunrrent eliglpiity certification letter or fo-
your Metro- Moblity cardls expivation date. Thhe Metro- Mobility Certification
Office will antomatically send owt new- recertifiecation applications and
structiony the montiv prior to- your certification expiration: However, U s



yowr responsibpiity fo- assure yowr eligupity s current or tiere could be oo
delay un ridersiip:

Service Areas and Hours

Metro- Moty operates during the same days, howry, and service areas ay tive
CUty buwy system. Metro- Moty provides service that v compoarabple un service
oandl tranel time to- the City bus system, inclunding travel tume anol walt tume.
The service area inclndes corridory within a 7% -mide radiny of a- City bus
fuxed~rowte.

Metro- Mob ity general lhowrs of operatiovw are:

= Monday Huwouglh Friday from 5:30 cm. to- 9:45 pam
» Satwrday 6:30 am fo- 7:00 panw
= Suwnday 7:30 am fo- 6:00 pn

NOTE: Evening and weekend services are limited.
Metro- Mo ility Service (s NOT provided on tive following holidayy:

» NewYear's Doy (Jonurory 14

» Thanksgwing Doy (4% Thawwrsday v November)
= Chwrstmay Day (December 25t)



Metro Mobility will operate Sunday service hours and areas on Memorial Day, Independence
Day and Labor Day

Call Metro Mobility Reservations at 392-2396 Option # 1 witiv Lguiries regoroing
serviel howry or serviee aveas for your Metro- Moty troael and reservotions

Scheduling a Ride

Yow must call to- make a reservotion for your ride: Reservationisty are
onvoidable Monday - Sunday, 8 am to- 5 pave Yow can make a reservation as
early as thuree (3) calendar daysy un adwance to- e day before yowr travel.
Reservations Left one volce mail after S pame will not be honored. Scheduling
L done o a flrst come furst serve basis: Yow have a better chance of getting
Hre ride time yow want by making your reservation ay for un advance as
possible. A volce mail system 1y avadable on holidays: For rudery wiro can
ovdy commumnicate thurough emall, please use metromobility@springsgov-com
for making reservotions or for nguiries.

Becaunse of tihe demand for rides, Hie more advance notice yow can guwe the
more Ukely yow are to- get the ride, at tie exact time yow request: Yow may be
osked to- be flexible wiven yow request o specific reservotion tume: The ADA
allows Metro- Mobility to- negotiate a revised puck-wp fime witiv yow Hat may
be wp fo-one (1) howr before or after your requested reservation fume.




Helpful Hints: Reservation telephone lines are busiest in Hie morning

howrs. Metro- Mobility trip demand and Dupatei telepirone Lines are

busiest between
7:00 — 9:00 o and 1:30 — 4:00 p:w

When colling to- reserve a ride o customer shhould be ready to- recoro
unmportont reservation unformation. Please hanve Hie followiung unformation
ready:

Your first and. last nome.

Date and Hume wiren yow want to- tronel.

Plck~wup addiess location nwwmber, street; aportment namber, resiolence,
agency, business, bus stop, and cross street:

Lotation adduress wirere yow want to- go- to- (wirere yow want to- be dropped
off): nmumber, street;, agency, business, resioence, crosy street:

Youwr requested plek~wp or durop-off appointment time. Please verlfy your
plek~up points witihv He reservationist: Youwr requested refurn time Uf yow
want o rovwnd. triyp:

THERE MUST BE AT LEAST ONE (1) HOUR ELAPSED TIME BETWEEN YOUR DROP-
OFF AND PICK UP TIMES.

If yow will be bringung a service animal or o pet: (see section
Transportung Animals on page 24).



= f yow wll be accompanied by a PCA and/ovr companion (uinclunoding
chiloren).

+ What type of mobility device you will bring (if any).

= Any other information, suciv as a preferired pick-wp pount; or defailed
Mrectlonal uinformation, the drwver wouwld need to- complete your ride.

= Confurm your seheduded tumes by repeating yowr seheduded tryp back to-
your reservotionast:

= Due to the increasingly heavy demand for rides, please only make reservations for those
trips you plan to take.

Nursing homes/Apartment/ Medical or Office Complex

Please provide Hre reservationist withv a specific buidding name and, number
withun the complex: Drwvers will pitek-wp customers at te specifred bulding.
The van must remain un the driver’s lune of sights drivers may only enter tire
lobby area of any building or complex. If He possenger’s building v located
withuin a gated commumnity and requares special entry, please notify the
securuty offiee to- arrange endry access before tie pick-uwp fume. If Hhe
passenger oty not avrange entry, and tie velhuele iy unable to- enter the plek -
wp avrea, Hhe possenger Uy considered. a “no- shhow?’ (see No-Show- Policy page
10).



Shopping Malls

There are specific Locationy for drop—-off and puk-wp at all shopping mally or
big box buildingy (L.e. Wal-Mawrt). These Locations con be determined wiren
speaking witiv e Reservationist:

Aduit Program/Day Care Centers

Possengers attending Hese types of programs shhouldd be present wirven Metro-

Mobility arrives. Drivery cannot assist passengers ww or out of the adudt day

program center. Center Soff must be ready to- assist the individual in or ont
of the center, Uf necessary. Drivery are not permitted to- sign passengers un or
owt:

Companions and Personal Care Assistant (PCA)

Ay an ADA certified rider yow may arrange to- bring one (1) fore-paying
compondon along ow eaci ride for e same fore cost that yow wourld pay. Yow
may add wp to-two- (2) extra fare-payng companions to- your trip ondy on a
A PCA v someone wiro- may render assistonce to- yow Ay a Metro- Moty
certifed ruder needing assistonce, the PCA may rude witiv yow at no- charge.



Your PCA and companion may botr ride withv yow on the same trip: A
fomidly member or friend W regarded as o person accompanying tive eligible
wnadivtdmal or as a compandion; wnless the fomidly member or friend  acting
uv Hhe capacity of a personal care attendant: When making reservations for your ride,
please tell the reservationist when a companion or PCA will be riding with you.



Subscription Service

Subscription service may be avallable f yow travel the some day to- the same
destination at the same fume, at least three (3) fumes a week: This service allowy
ruders to- make regulor triyps witivout felepihoning for reservations: Subscription
riders must call Metro Mobility reservations if there is a need to cancel a subscription ride. A
change un tme, origuination or destunation may change the avalabplity for a
subseription rude.

Yo may discontinmne sibscription service for a prearranged specific period of
time: Subseription serviee may be temporardy duscontinuned for reasons sl
as Uness, holldayy, vacation or sehhool breaks: Yow may refurn to-
Subscription service B lumited v accordance witiv e Americans witiv
Duabilities Act the Act Lbmity subscription service to- no- move than 50% of
the rides ot any howr of any day, unless Hrere s non-subscryption copacity.

Due to- demand, subscription rides may not be available during peak
demand tumes.

Riding Metro Mobility

Metro Mobility’s Services



Curb-to-Curb: Drivery will assist yow withv boarding and alightung from tive
vehuicle: This uinclndes loading wireelehaivy and otiver mobiity desices from
Door-to-Door: Assistonce will be provided to- eliguple customery from the
Hureshold of a grovnd. floor residence or main lobby of a building. Drivers must
maintain physical sight of the vehicle at all times. Drwvery are not permuitted to- enter
beyond the thueshold of a residence or Lobby of grownd level of a builoing for
any reason. Drivery may only manewner o wheelchoir wp or down one (1)
cur or step (6-8"). For Hhe safety of tive passenger, dvrwvers wlll offer Hie
option of wsing a “posey safety belt” to- assure passengers oo not slioe owt of
their whweelchair witenw moanewerung tihe wireelehoir to-or from the velele.
Doovr—to—door assustonce DOES NOT include any of the followung:

= Assisting passengers on steeply unclined romps or multiyple stadry that are
not ADA compliont:

= Assisting over snow- and weed walkwayys, dvrweways, ramps, and wneyen
surfaces or terraiv

= The dvriver leaing the Uine of sight of He Metro- Mobility velicle.

= Drivery going above thefirst floor of a residence or business.

= Driversy entfering beyond thve door thuesiold of any residence.



= Drvery wll not assiust indivtodnals unv ar wireeledair unto- buidldings Hot
ore not accessihle.

» Drwversy entfering prwvote reswdential goarages.

= Drivers carrying packages or grocery bagy (your PCA shouwld provide Haisy
service).

» Drvery providing attendant type services (your PCA shoulod provide Hauys
Service).

NOTE: Driver’'s assistance does not negate the caregiver’'s responsibility of “Do Not Leave
Alone” or “Hand to Hand” service.

Do Not Leave Alone (DNL)

Passengers wiro- cannot be left alone (DNL) duwe to- safety, medical, belronioral
or other concernsy must have someone ready and availdable to- assist them at e
fume the bus arrves: The ultumate respovrsib Uity to- accommodate a passenger
wiro- cannot be left unattended belongs to- the caregwver, social worker, or stoff
of a care center. Drivers do not perform attendant services. Those passengers wiro
covwnot be left alone and do- not hare someone ready and owvailaple to- recewve
andl assst themw at tive fume the busy arrwves wll be travnsported back to-tihe
origunation pount of their trip: If someone v not there to- recewve them, they
wlll be taken to- Memorial Hospital or DHHS -Adult Protection ot the



Adseretion of the Parotransit suwpervisor on duty. Contunmned violations are
subqect fo- suspension

Reasonable Accommodations

nature of iy service, progrom, or actwiuty will not be allowed: Metro-
Mobility wnderstonds Hiat individunalsy withv disapilities are not all alike.
The appropriote way one deals witiv persons withv vartows disablities (Le:
mobity, vision, hearung, or cognitive umpairments) are Ukely to- differ.
Recognizing Hrese differences, wien reasonable accommodation s reguestecl
of Metro- Mobity, the services may be provided within policy standaros.

Fares

AW riders must pay a $3.50 one-woy fore as they board. Companions must
poy o one~woy fore as they board. Mot childien agesy 6-18 are covsidereod
companions ono must pay a one-woy fore as they boaro. Only o PCA
troveling witiv an ADA certified rider may ride free of charge. Passengers not
haaring the correct fore availaiple wlll NOT be permitted to- board. If paying
for your fore in coasin, remember to- have the correct change. Your driver
canunot make cihhange and connot accept o personal check for a one-way rude



Drivery are not permitted to- access a passenger’s personal wollet; purse, or
backpack, nor write and/or fFUL uv any Unformation on o passenger's personal
check: However, a driver may assist o blind passenger writing ouwt o personal

1.Yow may purchase ten or forty ride ticket books tHhuwough the Metro- Mobity
driver or Hie Transit Admunistration offuce at 1015 Travnsit Drive, Colovado
Sprungs, Colovrado 80903 or online at mmtromsit.com.

2.Fowes con oadso- be paid by estaiplishvng a prepaid electrondice account:
3. Prepaid electronice accounts can be set wp un Huree different wayy,

A. Online wsing o credit carrd ot

» Cihvoose Transportation

* Clhoose Bus Passes

* Cihvoose ADA Mobility Tuckets

* Cihoose Metro- Mob Uity Electrondce Fare



* After Hhus selection choose tive “Add to- Conrt’’ for He Metro- Mobility

Electronue Fare and edit your guontity to- reflect the price of prepaid
fowres yow need.

HELPFUL HINTS: Please ensure the Shipping Information contains the Metro Mobility client name
if it differs from the Billing Information. Please ensure your credit card payment selection is ADA
Mobility Tickets and NOT Bus Tickets or Vanpool Payments.

B. Tharouwglv yowr Metro- Moblity Customer Advotate 392-2396 Option # 6.

* Yow may poy coshn, or deliver a check or money order.

* Make sure your checks are poyaiple to- City of Colorado Springs.
C. By yowr Metro- Moty dvriver wiren boarding your bus:

* Yo may wse casiv, check, or money ovoler.

* Make sure yow unclude a note withv e name and plrone numbper of the
Metro- Moblity client:

* Make sure yowr checks are poyaiple to- City of Colovrado Sprungs.

No Pay Policy



If for some wnforeseen circmmstonce or an emergency o passenger sy wnaiple to-
poy for a retuarn trip, Metro- Mobity will provide your return trip home. Yow will be
reguiired. to- pay for your wnpaid trip on Hie newt seheduded trip one Metro-
Mobiity. If yow do- not pay for your uwnpald trip on your next pick-up, yow
wll not be permitted to- boorod Hre velricle and yow will be suspended from

Pick-up and Drop-off Policy

Yow con expect to- be picked wp within a Huiarty (30) minute window of your
seheduded pick wp tume. Yow should be ready to- boord the velicle at Hre
beginning of yowr pick-uwp window: Shouwld a driver shhow wp late (after Hhe
Hunrty (30) minute pick~up window), yow may refuse Hre ride witrouwt
penalty for a no-shows I the example belows He plek~wp

fume W seheduded for 9:00 am. The Metro- Mo ity driver wil arrive
between 8:45 aum and 9:15 aum The ity minuwte plek-wp window starts
fifteen minutes before your sehreduded plck~wp time and endy fifteen minmuntes
after your scheduded plck-up time.



Pick-up Window

I15 Minutes BeforeJ (15 Minutes AfterJ

[15 minutes before + 15 minutes after]
Pick-up Time

A Pavotrovusit vehuwcle arrivung any time withvun the pick-wp wiundow wiUll wait
five (5) minutes for yow by the cuwrl ov door depending on yowr level of service. It
W mportont to- remembper Hhot velhuicdes arriving any time witvn the vty
(30) munumte window are corsioered on tume: Should a veucle arrve earlier
than the thirty (30) minuwte pick-wp windows, yow are not requiaed to- boarol
uwntll youwr window- heguny

Premium Services

Will Call or Medical Delay



Occosionally, o rider maoy fund that as a resudt of a tume sernsitive
appowtment; they connot make U to-theur puk—up poundt uv tume to- meet thelr
returw rudes Issnes suche as o dottor’y appountment tivat Uy rnnning late, dialysis
appountments that are running late and otiver types of emergent medical usnes
axre acceptodple examples: If suche a conditlon ocenrs, ridery may call and
request ao will-call pick~wp time from Metro- Mobility dispatciv or the
reservotionst: If you request a “Will Call” pick-up you are not assured of a pick-up time of your
choosing and it is your responsibility to call when you are ready. Yowr pick—-wp tume will
depend on anvaillaiple resownrces ot e tume of your request: The Hurty (30)
minte pick~up wiundow-does not apply oo “WUl Calls’’.

Please allow enouglv adwonce tume to- codl Metro- Moblity dispatciv or
reseirvations to- disenss a WL Call piek~uwp: A WUL Call or Medical Delay wll
not be counted as a “no—show®’ (see No-Show- Policy). It may take thirty minutes to one
hour or longer to schedule a driver to your Will Call or Medical Delay destination.

Limited Same Day Urgent Care Rides

Limited saome doy service s ovailoble to- ADA certified indinvidunals wirose
origng and. destinationsy are withinw 7% mide of ao Colorado Springsy City bus
fuxed-rowte and wiro- have specifie urgent travsportation needs. These
travsportotion services are available during He same times and days Hat
Metro- Mo ity operates and ondy wnder Hie conditlons lentifled below:



A. Retwrn trip from an over—the—road bus ferminal after returning from
ouwt-of—-town travels: This will uinclude uindividnaly witiv ADA certifications
wio- are vusiting Colorado Sprungs

B.Refwrn trip from jury oduty.

C. Retwrn triypr f ane uindiwtdinal withv a disab ity becomes stranded wivle uv
the commumnity and needs a ride home.

D. Rouwnd—~trip wrgent transportotion needed for:
s Pharmacewtical prescryptions and snpplies

 Medical and dentfal attention ay a resudt of an urgent nature wirere a
same day wrgent doctor appoiuntment wos scheduded: This s not a
substutute for 911 emergency transportotion services.

Taxi Choice Option

Toaxl Cholce Option b o premivan passenger service avoilable to- Metro-

Mob ity clients wiro- need o ride for 7 mides or less: Taxl Clhotce Option
reservotions con be made by calling 392-2396, Option # 1 only. Same day
rudes ov changes are not allowed. Cancellationsy must follow the Guide to- Ride




protocol. Taxn Cancellotionsy muwst be made by calling 392-2396, Option # 2
ondy.

The fare s the same price as riding a Metro- Moblity Paratronsit van, $3.50
one woy. Fares are poid by wsing an electrondic prepald accovnt or Metro
Mobility fare tickets ondy. Cash is not an option for fore payment to-the Taxi
driver. Yow may poy the Taxl driver withv a $3.50 fare ticket from your ticket
book or yow can prepoy from your electronic accovnt wiren making a
resevvatione We encourage everyone to go ticketless.

Yow must shhow- your Metro- Mobility ldentification card to- the Taxd duriver
wpon pickupe: There shvoudol be no money exchange wnless yow haae a
compondon. Of course, a PCA Hroat iy noted ow your card will trowel free.
Service animaly are welcomed. bt also- must be noted on your Metro- Mo ity

codrol.

NOTE: Yellow Cab provides wheelchair accessibility and accessible ramp vehicles.



Taxi Overflow

Rudes are provided by Metro- MobUity Huroughh Hive avoidablity of velhueles
within the existing van fleet: Metro- Moblity can and does supplement Uty
fleet dumring highv peak demand periods by contracting directly witiv local
Taxi services U order to- meet Hhe “no-denial expectation of the American
witiv Dusabuities Act: The reservationist wll contact yow to- et yow know- f a
Taxt overflow s booked for your ride ay opposed to- o Metro- Mobility van.

Boarding with a Mobility Device

Personal moblity devices have become uncreasingly dinerse i size, desigm,
andl functionality. It Ly uimportant Hhese deatees meet certain design standarros
for yow to- tronvel safely on Metro- Mo lity.

AW Metro- Moblity velicles are equipped withv passenger Ufts Huot meet ADA

specifications. “Wheelchair meany o mobility ald belonging to- any class of
Huree or more wireeleo

denvices, wsable indoors, designed. or modified for and used. by ndividumals

withv mobity impairments, wiretirer operated manunolly or powered’’
(USDOT).



Moblity denvices and attacihed Uems wil be dealt witiv on v case-by-case
basisy and may be excluded Uf they wil not fif on Hie Uft or are Unconsistent
witiv legutumadte safety requivements. Moty devices wll be placed on e
UWft v o durection Hat B Hhe safest and agreeable witiv the passenger.

» Showld yow need a possenger Wft to- board o veluele, the dvriver will assist
yow: AW drvers are trained to- operate e Uft: (Thiy applies for all
wieelehairy and otiver mobility devices, or just stanoding on a Uft)

= For yowr safety, please make sure your wieelchain or otiver mobility
device B mainfained un accordance to- manunfacturer's specifications:

= AW wieelchainr or otiver moblity desices wll requive a four point e
down, wien possible, to- include use of the seat belt: When needed, “stoke
straps’’ will be wsed to- make sure your mobility device W properly
seewareds Yowr cooperation Uy appreciated.

= For yowur safety, whde wsing tive Uft please covuider wse of tihe yellow-
sofety handroils for added stabpility wiren this meets yowr neeos:

Transporting Packages

For the safety of all riders, yow may not transport any type of hazardows
equipment or materials. Because Hie velhicle wll be shared, ridery shoulo
Lt Hhe number to- wihat they, thewr personal care atftendant or companion



con carry. Packages muwst be wnder the control of the passenger and
trangported on your lap or securely wnder the seat: Small portable grocery
carty with two- wheels are acceptoble but, becanse of safety, showld be secured
andl not be placed un the aisle way. Of course, Metro- Moty durivers may
ass st withv securing these ey Uf requestecl

Transporting Life-Support Equipment

Yow may bring a resplrator, portable oxygen and/or othver Ufe-support
equipment oy long ay UF does not violate local, stote, or federal laws or rules
related to- travsportotion of hazardowsy moterialsy and of U wlll fuf safely un
e Metro- Moblity veluicle: AW demy must be properly secureds The dvriver

wll assist i seeurung yowr Ufe-support equipment



Transporting Children

ADA certifled chuldiren, ages siw (6) and over wivo have appropriate safety
skilly, moy troael on Metro- Moty withowt an accompanying adult: Safety
lowy requare the following:

= The law reqguires infonty to- ride v a rear facing chuld safety seat wintil
Hiey ave at least one year old or welgh less tHhan 20 pounds.

» Regardless of age, childiren wiro- welghv over forty (40) pounds must be
secnred v a ol booster seat or witv a childdl safety belt-positioning
deice unless they are 57 uncies or more toll.

= AU safety seating dewices must be provided by an accomponying adudt:

= Please let yowr reservationist kinow of yow will be travelling on Metro-
Mo ity withv chuldiren

Transporting Animails

Service anumoly are defined oy dogy that are undinvitdunally trained to- do- works
covdtrol of Uy handler. The task(s) performed by a service animal must be
drectly related to- te persows disablity. A service animal (s a dog that hay
been properly trained to- perform a specifie task that will assist o person wivo
has o mob Uity or healtiv impairment: Examples of suci work ov tasks



unclude guiding people wivo- are blind, alertung people wiro are deaf, pulling
o wireelehoir, alerting and assisting o person wiho- Uy hawving a seczure,
reminding a person witv mentol ness to- take prescribped medications, or
performing otiver duties.

Pets, comfort, therapy, or emotional support animals are not consioerec
service anwmody but may be travuported ovdy of properly securred v o
contoct wit the driver and otiver passengers.

Visitor Policy

Vuitory to- Colovado Springs wivo- haae been certified as “ADA Parotransit
Elguple’’ by anotiver public entity will be provided service up to-21 days un
a 365 day period These 21 dayy do- not need to- be corsecuntive. Any
Umitfation/ condition placed upon a certification by anotirer comumumnity will
be observed by Metro- Moty to- tihe extent possible.

Viitors wivo- hhave not beew certified as eligible by anotiver entity, but clawm
that they ave “ADA Pavotrovusit Elguple’’ wlll be presumptiaely eligible: If
service u needed beyond 21 dayy v a 365 day period, e indintdumal v
requared to- apply for eligibity withv thhe City of Colorado Springs: Vusitors



Sprungs:

Responsibilities

Rider Responsibilities

Please read all sections of the Guide to Ride carefully before riding the Metro Mobility system.

Make reservations as early os thwee (3) days uv advance.

Be ready ot the pick~wp locatiove at He beginning of yowr Huirty (30) minunte
Call Metro- Moblity Dupatciv ot 392-2396 Option # 3 to- inguine f Hhe veluicle
hay not orrived by the end of tie thirty (30) munute wundows

Coll to- cancel wnneeded. rides as soon as possible ot 392-2396 Option # 2. If
cancellation v made lesy than one howr before your scheduled tryp tume, o
wll be treated as a “no—show:’

If the cancellation v made wiren yowr driver arrives at yowr puek wp pount;, uf
wll be treatfed as a “no- show?’ and notated asy a “cancel at Hre doov’’. Do not
comncel e 1 1 e U ( UL comncel
additional rides witiv Metro- Mobility Concellotionsy at 392 -2396 Option # 2.
Pay tre covrect fore un the appropriate casiv amount or wihv e fueket from a
tleket book or from your prepoid fowre account: Drivers do not make change. (If yow




overpay the drwver e or shhe will add U fo- yowr electronic account; but may not
make change.) Drwvery do- not accept personal checks for a one-way ride.

= Avold distracting the driver or possengery witiv inappropruote or uwmsafe
belavLor.

= Mainfoin wireelchain or otiver mob ity devices v a safe condifion according to-
manufactimrer’s specificotions and weoar seot belts:

= Expect shared-ride service becanse otivery may be picked wp after yow and
dropped off before yow reaci your destination.

= Maintfoin acceptoble stondards of hyglene.

= Noeatinyg, drinking, Wtterung, or smoking on boowro Hre bus.

= No ride wll be provided. to- persons wnder the uinfluence of aleotrol or Uegal
Arungs:

= Noradioy, cassette tope players, compact duse players or otiver sound-generation
equipment may e played alownd aboord Hie velricle (headpirones are
permissiple).

Driver Responsibilities

= Treat all ridery withv connrtesy and respect:

= Greet a cwstomer by ldentifyung yourself and ask permission to- assist a
possenger wiren enfering and leaving He velicle.

= Adirere to- stondaroy of common covrtesy and personal hyglene.

= Wear full proper uwniformed attire witiv name tog visiple ot adl tumes:



Adduress requests regovding tive radio- un tive velrele.

Adduress requests regording e heat or air conditloner un Hre velucele.

Stay withiw sight of tire velicle.

Maintoin Hre assigned service sehedude for the conwenience of all riders and
follow-thve manifest for pick—-upsy and drop-offs.

Assure seat belts and all mohpiity devices are properly secunred.

Maintoin radio- contoct withe dispatehe at all fimes (e.g., plek-wp/ drop-off fmes,
@ possenger, no—srow).

Collect fowes for Hre triyp un tie prescribped manner.

Sell tieket books to- customers wirew requrestedl

Report any suspicion or kinowledge that o passenger hay been abused, neglected,
or exploted

Drivers Restrictions-Drivers May Not:

Perform supervision responsibilities outside of vehicle and driver safety.

Use cell phones wivde un tive driver seot avea of Hre velicle:

Access a passenger’s personal wallet, purse, or backpack, novr write on, or ful un
any Unformation ow a passenger’s personal ciheck.

Perform any personal core assistonce for riders, uincluding but not lumited to,
assisting ridery to- dispense medications, dress, or clean up after themselves.
Lift or corry riders



» Accept fLps ov grofudifies.



Policy Awareness

Cancellations

Cancellations affect our ability to provide a trip opportunity to other riders. If yow haae
seheduded a ride Hiat yow no- longer need, please call Metro- Moblity dispatein
or reservotionisty as soon as possible fo- cancel your ride. This will help- free wp
space for others to- ride and keep program costy dowwn Yow can cancel your trip
by calling (719) 392-2396 Option #2.

A cancellation s considered late Uf the cancellation s made less Hhan one (1)
howr before your scheduded trip Hime. Lote concellations are treated as a “no—
shhow?’ and con result i suspension of service.

No-Show Policy
Yo wlll be considered. a “no-show® f

= The vehicle arrives on fume (withuin the thairty (30) munnte wundow) but
yow no- longer woant Hre ride or yow cancel yowr ride at Hre door.
= The vehucle arrwves on tume, but the drwver cannot locate yow at the

requested pick-up location.



The velhuele arrwves on fume and waits for five (5) minutes, bwt yow are not
ready to- go- The driver B requined to- leave fo- stay o sehredude.

If yow “no—show?®’ for tihe first leg of a trip, all trips scheduled for Later on
He same day oxe not antomatically canceled: Yow must call Metro-
Mobility at 392-2396, select Option #2 and cancel the later triyp
yourself.

ALor, Uf yow cancel your trip ot tive door, do not ask the driver to- cancel your
refuarn trip.

I+ U your resporsihbUlity to- cancel eaci scheduded triyp yow no- Longer need
by calling Metro- Moplity. According to- tie current no—show policy,
fallre to- do- so- wll resudt v a Letter of worning.

Eachv “no-show?’ trip i assessed independently un accovdance witihv ADA
regulatfions.

Please call 392-2396 Option # 6 regarding No Show inquiries or No Show Letters.

Service Suspension

Obtaining or Using Paratransit Services Under False
Pretenses



The Amerweony witiv Duabiuities Act provides Pavatransit services for
undinvtdunals wivo- are certifled eligible. Muumsing Hve system comn resudt un
suspension of your Povatransit service.

The followiung are miususes of the Parvotravusit services that coudd lead to-
SUSpPNSLON,

= Yow have made false or misleading statements on your eligibility

= Yow have allowed otiver non-eligible individunaly suciv as friends or
family members to- ride using your name or Metro- Moty card on Metro
City system.

Suspension for No-Shows and Late Cancellations

No-shows delay vehicles and use up space and resources other riders could use.

A combination of Huee (3) no-shows, cancel at the doors, or late
cancellations of He total montihdy rudes resudts uv a two (2) week suspension
of service. Suspersiov of service will become effectie senven (7) calendor days

Metro- Mobility will make every attempt to- help yow as follows:



= A Notiwee Letter will be sent after one (1) no- shows

= A Warning Letter will be sent after two-(2) no- shows:

= A Swpension Letter wll be sent after thwee (3) no—shows or twenty (20)
percent of the monthly rudes: Service will be suspended for two-(2) weeks:

Additional suspensiony for contunmed violations of Hie no—show- and/or late
concellation policy will be as follows:
= 2nd swspension within any twelve (12) montr period will be for thuee
(3) weeks:
= o swspension within any twelve (12) montiv periods will be for four (4)
weeks.
= 4t swspernsion within any twelve (12) montiv periodl wlll be for fuve (5)
weeks:
= St swspernsion withvin any twelve (12) montn period will be for six (6)
weeks:

Please call 392-2396 Option # 6 regarding No Show inquiries, No Show Letters, or Suspension
Letters to speak to the Metro Mobility Customer Advocate.

Suspension for Abusive or Disruptive Behavior



DUrwptve or abusive belravior towonrds possengers, dvrivers, dspateirers,
reservotlonists, certification stoff, or management stoff will not be tolerated.
Duruwptwe belroator unclundes, but s not lumited to-

= [nfumidation or Hureaty of physical harm to- drivery or otiver passengers:
Verbal abuse of dvrvers, staff and/or otiver passengers.
Undawful harassment sucihv as wuwelcome verbal, non—verbal or physical
belhonior honving sexumal, violent, or racial connotations.
Unawtirorized wse of velicle equipment
Repeated violation of ruding rudles unclnding:

1. Smoking, eating or drinking on vehicles

2. Refusng to- remadin seateo withv seat belt o

5. Defacing equipment:

4. Refusing fo- comply withv other requivements specified i Huy guide.

= Violation of any activity mentioned abpove will resudt v a thuree (3) week
smspension and o siw (6) weeks suspension for any repeated violation

Suspension for Violation of Metro Mobility’s Do NOT Leave
Alone (DNL) Policy



A violation of the DNL (Do Not Leave Alone) policy s defined as any pattern
or practice that may delay the driver’s on-tume sehedide, such as e driver
being requined to- walt withv a passenger unfl someone s available to- provide
necessory safety/ supervision by a care provider.

Ruders reguiring DNL assistonce and wiro- are not met by a care provider
more Hrow thuee (3) fumes v v rolling thuarty (30) doy perwod are un violation
of the Metro- Mobility policy and may be suspended for a two (2) week

same guidelinesy Lsted under Suspension for No-Shows and Late
Concellations.

Circumstances Beyond your Control

Exomples of sitnations not wibun He possenger’s condrol may uinclunde but
are not lumited to

= A sudden personal care or hygiene usine.

A sudden or worsening Uness:

Lote arrival of tive Metro- Mobh ity velucle.
quide,

Duruptve behontor associated witiv a disapUlity.



= Please call Metro- Mobiity Customer Services at 392 2396 Option #6 to-
evsire Yo are not charged a “no—show?’ and receive a no—show- Letter
wnoler these clrcuwmstonces.

If o bwestigation reveols a rider’s disruptive belhasior can be associated to-a
Adsab ity beyond the rider’s control, service may not be swspended. However,
Uf your PCA or care provider cannot help fo- control He disrunptve belhavior,
oand/or a proplem contunmnes to- exist associated witiv a rider’s disaplity, your
service may be suspenoed
Customer Service
Mowntoin Metropolitouw Tramsit strives fo- provide Hhe best service possible. If
yow wourld Uke to- comment on yowr Metro- Moty service or Uf yow reguinre
follow—wp by staff, please call: 392-2396 and select menw Option #7.
The customer service representfatve wll fake your unformation and entfer uf
unto- owr Metro- Mo ity customer service tracking program. Whew tolking
witiv the customer service representatve or f yow leane a voilce mail, please
= Type of nguiry, complaint or commendation.
= Date, fume, and locatiow of the event yow are colling abowt:



= Drwver’s name and bus numbper or Metro- Moty stoff member’s name.
= Your contact name and unformation for follow—-wp (email or phone
= A confurmation number wlll be provided f requested.

Appeals Process

If yow are not un agreement witv a deciusion made by Metro- Mo Uity
Sprungsy Paratrarsit Coordinator at 385-5620 for an administrotive heoring.

If yow are Ul wnsatiusfled after an unformal administrotve hearung, yow can
fle a written appeal. A appointed panel of ot least four (4) ndinidnals
wlll be made wup of tramsportotion officlals, medical/disahbility professionals,
ondb ruder represevdotives wlll revtew e clrcumstances of yowr suspension
The appeal process will be carried owt un accordance witiv the ADA
regulations:

= A copy of the appeals process v ottacihed to- your eligupiity certification
papers and Uy ovaillaiple at tihe Metro- Moty ELgubllity Office or from tie
ADA Pavrotromsit Coordinator.



= Appeals must be fuled withun sixty (60) days of a denial of eligiblity or a
decision to- suspend service.

= Appealsy must be fled un writung or on aundiocassette/CD. Accommodations
will be made for persons wnabple to-do- so, upon request:

= f anv appeal v fUled Metro- Moty will contunumne to- provide service to-the
possenger (wnldess there s a sertons public, personal or otiver safety related
Bsne) untl the appeals hearung v hearo and decided. A decision wll be
made withaun tharty (30) days of receuet of the written appeal and
rendered to- yow un writng.



Using Fixed-Route City Bus Transit Service
Lusted below- are some benefity of tihe City bus system

= Yow do not have to- make a reservotion

= [f yow are cerfifled as ADA eligible, yow can ride the City bws for free by
showing yowr Metro- Moty Cerfification Coro

= AW bwses are wieelehair accessiple and operate on fumed schredundes
reguinring no- adwance reseirrvations. Most buses come by every howr or
every half howr, depending on the rowte.

For information about riding the City bus system, please call 385-RIDE
(7433) and select menu Option #1

The Cuty buws customer service represendtatve can help yow design o troael
sehedude. Yo wlll need to- provide the following information, or yow can go-
ondine and plan youwr oww trye at wmundromsit.com and click ovw triyp plavruning.

= The destunation adoress.

= The addiress wirere yow are beguuning your trip:

= What tume yow need to- be at yowr destunation.

» The same information Uy needed for your resverse conmuminte.






Quick Reference Numbers

Reservations/ T ucket Books/ Riude Confurmation (719) 392-2396,
Option #1

COMNMCRALGATLON S et (719) 392-2396, Option
#2
DUPOATN ettt (719) 392-2396, Option
#3
Operationy and Safety Manager ... (719) 392-2396, Option
#4

ADA Elygibiity Applications/ Certiftcation Offtce (719) 392-2396,
Option #5

No- Show- Letters/ Prepaid Accownts/Taxl Clhotce (719) 392-2396,
Option #6

Cuwstomer Service (Comments, Concernsy) ............ (719) 392-2396, Option
#7



GenAr Ol MOUOGCA ... (719) 392-2396, Option

#8

AU 0O NE FAX o, (719) 633-6882
ADA EUGUpility FAX o, (719) 385-5419
TTY device for hearing impaived................ 711 - Stote relay office

Note: For riudersy wiro can only commumnicate Huwouglhv emadl, yow can use
metromohb ity@springsgovicom, for making reservations, fuing o complaint; or
Metro Mobility Offers:

= Replacement ID Cardy fuve dollary ($5.00).

= Travel Training Programs for City bus services:

= ADA Parotransit Application Forms un Englisiv or Spanisiv

= Materiadlsy unv Alternative Formaty upon request sueiv as Large Prunt, Aundio
CD, and Brolle.

= Metro- Moty Applicationsy may be complefed via phone at 392-2396
select menan Option # 5.



= A Kurzweld text to- speecih reader for the blund iy availdaiple to- e puiplic
ot the Travusit Administrotion lobhy located at 1015 Transit Drive,
Colorado Sprungs, Colorado 80903.

= A publication of DuabUity Ryghty provided by He ADA Regional Center.

» Lotal grievance procednre for resolutiow of complainty or violations

Contacts

Metro Mobility Eligibility Office
1015 Trowusit Drwve

Colorado Springy, CO 80903

(719) 392-2396, Option #5

E-Mail: metromobility@spruingsgov-com

Metro Mobility ADA Paratransit Service
1161 Trovuit Dr.

Colovrado Spriungs, CO 80903

(719) 392-2396

E-Mal: metromoblify@springsgov-com

Note: For riders wivo- can ondy commumnicate thwoughv emadl, thiy addiess con be wsed for
making reservotions, fuing a complaint;, or uinguinies

City of Colorado Springs ADA Paratransit Coordinator




1015 Trovuit Drive
Colorado Sprungs, CO 80903
Phone: (719) 385-5620
FAX: (7149) 385-54149

E-Mail:  jewilson@sprungsgov.com

City of Colorado Springs Metropolitan Transit
(719)385-7433, Option # 1

E-Mal: framsitinformation@springsgov.com

@Metro-

Facebhook.com/Metro-

MMT Title VI Policy (abridged)

“Mountoin Metropolitow Trovsit (s committed to- ensring Hot no- person Uy excluded
from poartieipotion i, or denied tive benefity of, or be subject to- discrumunation un e
receipt of Uy services on the basis of race, color, or national origun: If yow believe yow
hawve been subjected to- discrimination, yow may fle a written comploint no- later Hhan
180 calendar dayy after the date of Hie alleged discrimination witv the TiHe VI



Coordinator; Mowntain Metropolitan Travusit; 1015 Trowsit Drve; Colovado Springs, CO
80903.”



