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Please be advised the following items have been amended in the current policy and are different than what is printed in the enclosed manual:

· Service Hours and Service Area are comparable to Fixed Route Service (See pages 11 & 12)

· If you reside in the following areas you will be allowed to register but must come into the ADA Service Area for pick-up:  Cedar Park, Pflugerville, Leander, Jonestown, Manor, San Leanna, Sunset Valley, Rollingwood and West Lake Hills (See page 12)

· Taxi Rates have changed, refer to the back page of the manual (See pages 19 & 20) 

MetroAccess Policy Changes and New Services Effective November 1, 2009

Pickup Window:  Customers will need to be ready to ride 15 minutes before and 15 minutes after the scheduled time of the ride. 

For example, if your MetroAccess scheduled ride time is 3:30 p.m., you will need to be ready to ride between 3:15 and 3:45 p.m. Passengers must board the vehicle within five minutes of arrival to avoid a no-show.

If you cannot be picked up earlier than a specific time, please let your reservation agent know. In these cases your 30-minute pickup window will begin at the time you are available. For example, if you cannot leave prior to 5 p.m., your pickup window will be from 5 to 5:30 p.m. 

Advance Reservations: Customers may schedule trips as early as six days in advance, and as late as 5 p.m. the day before the trip. 

Call Center Hours: The MetroAccess reservation agents will be available Monday through Friday, 7a.m. to 7p.m., and 8 a.m. to 5 p.m. on weekends. 

No Show Policy:

What counts as a No Show under this policy:

· When a vehicle arrives for a passenger inside the trip window and the passenger does not board the vehicle within 5 min.

· When a passenger refuses a scheduled trip at the door (also known as a Cancel at the Door).

· Late cancellations that occur 1 hour or less from the scheduled trip time (also known as a Late Cancel).

No Show Suspension policy

The MetroAccess suspension policy takes effect when a passenger reaches 4 no-shows within one calendar month. The timeframe for the suspension policy is one calendar year beginning on January 1st of every year.  

1) First suspension occurrence will result in a 4 day suspension penalty.

2) Second suspension occurrence will result in a 7 day suspension penalty.

                                                      

3) Third suspension occurrence will result in a 14 day suspension penalty.

4) Fourth suspension occurrence will result in a 1 month suspension penalty.

5) Fifth suspension occurrence will be reviewed by the appeals committee. The Appeals Committee will determine an appropriate action for each account up to and including indefinite suspension from service. 

Passengers with 4 or more no shows in one month will be notified by mail with a letter containing: 

· A listing of the dates when the no shows occurred

· The dates of the pending suspension

· Instructions on how to make an appeal. 

Suspensions will begin on the 3rd Monday of the following month. 

No Show Fine:
The now-show fine policy is no longer being enforced.
Passengers with 4 or more no shows as defined in this policy will be billed the full round trip fare for each no show. Passengers with 4 or more no shows will receive a bill at the end of the month in which the occurrences happen.  Passengers who do not pay their bill within the month the bill was received will have their service suspended for non payment on the first day of the following month. The service suspension will continue until the fine is paid in full. Upon payment of the fine in full the suspension will be immediately removed.  This suspension is separate from your no show occurrence suspension, and can be avoided by paying your bill promptly.

No Show Suspension Appeals:

Option #1: Written Appeals 
· Customers must submit a written Statement of Appeal letter or e-mail documenting a desire to appeal the suspension decision including a detailed description of why they believe that the violations should be excused. Passengers should include and all supporting documentation at this time as well.

· These documents must be postmarked within 10 calendar days of the date on which the notice of suspension was issued. 

Option #2: In-person Appeals 
· In person appeals will be held at an accessible Capital Metro facility or may be conducted over the phone depending on the passenger’s preference. 

· Customers must submit a written Statement of Appeal letter or e-mail documenting a desire to appeal the suspension decision. Letters must be postmarked within 10 calendar days of the date on which the notice of suspension was issued. 
· Customers will be contacted to schedule an appeal hearing. Customers must be available to attend the hearing at a mutually agreed-upon date, no later than 21 calendar days from the date on which the notice of suspension was issued. In-person appeals may be conducted over the phone

Appeal Panel
No suspension will take effect if the customer has filed an appeal in accordance with the instructions and deadlines noted in this policy and the CMTA Appeals Panel has not determined the outcome of the appeal.  The Appeals panel is comprised of staff appointed from CMTA, staff appointed from Capital Metro, and a designee appointed by the Access Advisory Committee.

Appeal Decision
Capital Metro will advise customers in writing of its decision concerning their appeal within 10 days of the hearing. If the decision upholds the suspension, the notice of decision will provide customers with the beginning and ending dates of the suspension period. The decision of the CMTA Appeals Panel is final. 
MetroAccess Taxi Voucher Guide
These are the rates that all taxi companies should be following for the 

November 1 2009 – October 31 2010 contract year.

Customer pays all amounts over $16.50 unless authorized in advance by Capital Metro. 

	Miles
	Rates
	Client Pays

	 
	 
	 

	0.0 - 2.09
	$8.80 
	Covered

	2.1 - 4.09
	$12.60
	Covered

	4.1 - 6.09
	$16.50
	Covered

	6.1 - 9.09
	$22.15
	$5.65 

	9.1 - 12.09
	$28.55
	$12.05 

	12.1 - 15.09
	$37.40
	$20.90

	15.1 - 18.09
	$42.90
	$26.40

	18.1 - 21.09
	$50.00
	$33.50

	21.1 - 24.09
	$56.10
	$39.60

	24.1 - 27.09
	$62.10
	$45.60

	27.1 - 30.09
	$68.20
	$51.70

	30.1 - 33.09
	$74.20
	$57.70

	33.1 - 36.09
	$80.30
	$63.80

	36.1 - 39.09
	$86.35
	$69.85

	39.1 - 42.09
	$92.40
	$75.90

	42.1 - 45.09
	$98.45
	$81.95

	45.1 - 48.09
	$104.50
	$88.00


Other Cities, Fixed Flat Rate Regardless of Miles

	City
	Rate

	
	

	Manor
	$38.80

	Pflugerville
	$47.25

	Cedar Park
	$54.50

	Leander
	$69.05

	Jonestown
	$88.40

	Lago Vista
	$104.20
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Mission Statement

Provide customer-focused, effective and efficient transportation services and systems for our communities.

Vision Statement

Capital Metro envisions a multi-modal transportation system that:

· Provides ease of mobility throughout the Austin metropolitan area,

· Contributes to clean air and water,

· Provides a sense of community, preservation and enhancement of our neighborhoods, businesses, and activity centers, and

· Promotes healthy economic development
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I.  SERVICE PROVIDER

Special Transit Services (STS) is operated by the Capital Metropolitan Transportation Authority (CMTA).  The STS administrative office is located at 509 Thompson Lane and is open from 8:00 a.m. to 5:00 p.m. Monday through Friday.  The Director of Special Transit Operations is responsible for directing the day-to-day operations of STS.

The Capital Metropolitan Transportation Authority administrative office is located at 2910 East 5th Street. The Capital Metro Customer Service Center is located at 106 E. 8th Street  (1/2 block East of Congress on the North side of 8th Street). This office manages Lost and Found articles, purchasing tickets and monthly passes, and photo ID cards. The Capital Metro Customer Service Call Center responds to customer calls for information on services (474-1200 or 1-800-474-1201 toll free), compliments, suggestions, and complaints (389-0190). 

II.  PURPOSE

The STS program was initiated by the City of Austin in July 1976 to serve citizens with disabilities.  Capital Metro took over operation of the service in 1985.  Since that time, the program has been developed to meet the ever-growing and changing transportation needs of a significant number of transit passengers with disabilities who cannot always use the accessible Fixed Route buses due to barriers. STS is a demand-response, shared-ride, door-through-door (see section VI for definitions) public transportation service.  STS staff strives to provide accessible public transit services to eligible citizens in the safest, most efficient, effective, and friendly manner possible.

III. MISSION STATEMENT

Capital Metro shall provide customer-focused, effective and efficient transportation services and systems for our communities. STS shall provide demand-response, door-through-door transportation service to meet the needs of persons with disabilities and will provide service as a complement to Capital Metro’s accessible Fixed Route service in accordance with the Americans with Disabilities Act of 1990 (ADA).

IV.  ELIGIBILITY FOR SERVICE

Eligibility Criteria

As defined by the Americans with Disabilities Act (ADA) of 1990, disability is defined, with respect to an individual, as a physical or mental impairment that substantially limits one or more major life activities (caring for oneself, performing manual tasks, walking, seeing, hearing, speaking, breathing, learning and work).

All persons who, by reason of disability, are unable to use the accessible Fixed Route bus service are eligible to use STS after completing the necessary eligibility and registration procedures.

ADA Paratransit eligibility criteria  (49 CFR PART 37.123) include the following categories for an individual with a disability who:

ADA 1 - Is unable to board, ride or get off any vehicle independently on the Fixed Route system that is readily accessible to and usable by persons with disabilities; 

ADA 2 - Needs the assistance of a wheelchair lift and one is not available on the Fixed Route service during the time the individual wishes to travel; 

ADA 3 - Has an impairment-related condition that prevents getting to or leaving a bus stop.

STS applicants having a permanent or temporary disability must provide verification of the disability from a qualified professional who has experience in the field of disability.  The professional also verifies the criterion that prevents the applicant from using the accessible Fixed Route bus service.

Origin and destination locations must be within the Capital Metro service area.

Length of Eligibility

Individual with Permanent Disability:  Permanent eligibility with recertification every two years.

Individual with Temporary Disability:  Length of time determined by physician or qualified professional who completes the verification documentation.  

If an STS passenger’s disability or mobility improves to the point where STS is no longer needed (before recertification), it is the passenger’s responsibility to notify STS of the improvement or termination of service. If the eligible customer does not recertify for service, the eligibility will be terminated and the customer will be required to re-apply for the service in the future.

Special Passenger Requirements

An STS passenger must be accompanied by an attendant/aide (individual who is responsible for tending to the needs of an STS passenger during an STS trip) if that passenger is:

-Under 6 years of age.

-Identified by a medical doctor’s verification as requiring an attendant/aide.

-Has temporary or occasional need for assistance.

-Cannot be left alone or unattended at a drop-off location.

-Identified by the Manager of STS as requiring an attendant/aide for safety reasons.

It is important to note that an STS passenger who requires medical care during transit due to a medically unstable condition may not be eligible for service during this period of medical instability.  STS is not an emergency medical transportation service.

V.  APPLICATION FOR SERVICE

An application for service must be completed and approved before receiving STS transportation services.

The STS Application for Service packet may be requested by calling the STS Administrative office at 389-7480 between 8:00 a.m. and 5:00 p.m. Monday through Friday

Requests for STS Application packets can also be made by writing to:  


Special Transit Services


Capital Metro


2910 E. 5th St.


Austin, TX  78702.

Applications can also be printed from the Capital Metro web page at www.capmetro.org
An STS applicant must complete the STS application completely and return it to STS in person, by mail or by fax 369-7779.
Verification of Eligibility

Verification of a disabling condition and functional limitations should come from professionally trained individuals with experience in the field of disabilities.  These professionals may include, but are not limited to: physical therapists, physicians, psychologists, psychiatrists, social workers, qualified mental retardation professionals, or counselors from established agencies.

The STS application will not be reviewed until all of the verification is completed and received by STS.  The application will then be reviewed by the STS Applications Processor. The review of eligibility determination can take up to 10 working days.

Any questionable or denied applications will be reviewed by an Eligibility Committee consisting of the STS Manager; the STS Applications Processor; the Accessible Transportation Specialist; and, if necessary, a member of the Mobility Impaired Services Advisory Committee (MISAC), who will serve as an ex-officio member.

If the eligibility committee is unable to determine eligibility, it may review the applicant’s request for services by means of an on-site visit, telephone call, or any other method to assist in making a final decision.

Approval of Application

Within 10 working days, the following information will be mailed to the applicant:

-Notification of approval or disapproval of application for STS service.

-Effective dates of STS eligibility.

-Passenger identification card with STS identification number and ADA Code.

-Explanation of service restrictions, if any, such as requirement of an attendant/aide or temporary status.

Applicants approved for temporary eligibility will be notified 1 month (30 days) before eligibility expires.

Applicants who are not approved for eligibility for service may appeal the decision to the Eligibility Committee.

Recertification of Eligibility

The application used to determine eligibility for STS in each case shall be verified every 2 years. STS Eligibility Recertification notices will be mailed out to STS customers 30 days prior to the eligibility expiration date on the customer’s STS ID card.  New or additional information may be requested by the Eligibility Committee to verify the original eligibility decision.  Recertifications must be received by STS to maintain eligibility and for the customer to remain registered for the service.

Out-of-Town Visitors with Disabilities

Visitors to the Capital Metro service area may be eligible to receive services from STS.  Visitors with disabilities should contact the STS office at 389-7480 as far in advance as possible to receive service.  Visitors must provide current ADA eligibility for Paratransit service from the city in which they reside. 

VI.  DESCRIPTION OF SERVICE

Door-through-Door

Door-through-door transportation service provides STS passengers with operator assistance from the exit door of the passenger’s origin (for example, home, office building, grocery store) to the STS vehicle.  It also provides passengers with assistance from the vehicle to the entrance door (over the threshold) of the passenger’s final destination.  Operators can assist passengers through the doors of both locations.  However, operators are not permitted to enter a passenger’s home.

In instances where there is a foyer, two sets of entrance/exit doors separated by a narrow hallway (for example: a shopping mall entrance), the STS operator is to assist passengers through both doors.

For safety reasons, STS operators cannot proceed beyond the threshold of passengers’ doors, nor beyond the ground or street level.  Operators are required to maintain visual contact with their vehicles at all times.

Shared Ride Service

STS is a shared-ride service meaning that passengers will be on the vehicle as the operator drops-off and picks-up passengers along the route until you get to your destination. Shared- ride service provides the most efficient service for the most passengers.

Service Hours/Levels

STS transportation services are provided during the following hours and Service Levels:


5:00 am-12:00 midnight
Monday-Friday*


5:30 am-12:00 midnight
Saturday*


7:00 am-10:00 p.m.

Sunday*

* scheduled rides are subject to change by 30 minutes earlier or later then what was scheduled in advance.

Holiday Service

Abbreviated/reduced service is provided during the following holidays and is subject to change:

New Year’s Day   7:00 am-10:00 p.m.  (Sunday service level)

MLK, Jr. Day        6:00 am- 12:00 mid  (Saturday service level)

Memorial Day       6:00 am- 12:00 mid  (Saturday service level)

Independence Day 6:00 am-12:00 mid  (Sunday service level)

Labor Day              7:00 am-10:00 p.m. (Sunday service level)

Thanksgiving Day 7:00 am-10:00 p.m.  (Sunday service level)

Day after                6:00 am- 12:00 mid  (Saturday service level)

Thanksgiving


Christmas Day         7:00 am-10:00 p.m. (Sunday service level)

SUBSCRIPTION SERVICE IS AUTOMATICALLY CANCELLED ON CAPITAL METRO HOLIDAYS. Passengers will need to call STS Reservations if their subscription ride is needed on the holiday.

Service Area

STS transportation services are provided to any location within the Capital Metro service area, including:


Austin
Lago Vista
 
Pflugerville*  Rollingwood*


Cedar Park*
Leander
 San Leanna    West Lake Hills*


Jonestown

Manor
 Sunset Valley


Unincorporated areas of Travis County

*The STS passenger must be a resident to be eligible for service in this area.

All ADA-eligible trips must begin and end within the paratransit service corridor which is defined as locations within ¾ mile of all fixed route bus service offered by Capital Metro at comparable times. As per the ADA section 37. 121 (c) complementary paratransit does not apply to commuter bus, commuter rail, or intercity rail systems.

Demand-Response Transportation Service

Daily transportation services are provided for STS passengers when requested in advance. Trips may be reserved as early as 8 days in advance and until 5:00 p.m. the day before service is requested.  Requests for service are honored on a first-come, first-served basis.

Escorts

An STS passenger who desires to travel with an escort must make arrangements for this individual when reserving transportation services.  (An escort is an individual who desires to ride with an STS passenger to the passenger’s destination.)  Escorts are limited to 1 per passenger.  Transportation for escorts is dependent on space availability and the escort pays the regular STS fare (60 cents).  Due to space limitations on the vehicles, escorts who use wheelchairs must be registered with STS and must make reservations in advance. If the escort is a registered STS passenger and the original passenger cancels their ride, the escort may continue to take the trip.

Advance Reservations

Reservation requests for anything other then next-day service may be made Monday through Friday from 7am until 9:00pm on the day before service is needed.  Reservation requests made after 5:00 pm and before 6:00 pm for next-day service will be put on standby (for more information, see Standby Reserva​tions).

If a reservation time must be changed by more than 10 minutes by STS scheduling staff to accommodate as many passengers as possible, STS staff will make every effort to notify the passenger the evening before.  The passenger can also call STS to check on the status of a reservation.  Reservation times may be changed up to 30 minutes (15 minutes before or 15 minutes after the requested time) if necessary. Where circumstances for the passenger cannot accommodate a change earlier or later, such as work times, the passenger must make a comment to that effect at the time of the reservation to be included on the reservation information. Upon request by the passenger, times may not be changed earlier but may be changed up to 30 minutes later.

Making a Reservation

To make STS advance reservations, passengers should have the following information available before calling for the reservation:

· Complete street addresses (for example, 2910 E 5th St.) and description of origin and destination location (including building, suite or apartment number)

· Gate Code access number (for security gates at apartment complexes)

· Appointment time (if applicable)

· Date(s) and time(s) of needed transportation services

· Information regarding escort(s) or attendant who will be traveling with the passenger

· Any special information necessary to locate pick-up or drop-off point

Note: if no specific location is provided, pick-up and drop off will be at the main entrance.  Information about pick-up and drop-off locations and addresses for major facilities will be provided, if available, from the STS Reservation Agent.

Advance reservations are made by calling STS at 478-9647 (voice) or 389-3230 (TDD) during the hours listed below:

7:00 am-9:00 p.m.
Monday-Friday

8:00 am-5:00 p.m.
Saturday and Sunday

Reservation information will be repeated to the passenger to ensure that it is correct.

A sample dialogue for making an STS advance reservation follows:

Agent: 
Good morning, Special Transit.  This is Judith.  May I help you?

Passenger:
This is Joe Jones.  I’d like a Reservation for September 19, at 9:30 a.m., to 1234 W. 10th Street.

Agent:
Will you be going from home at 4321 E. 15th St?

Passenger:
Yes.

Agent:
Do you have an appointment time?

Passenger:
Yes, 10:00 a.m.

Agent:
What is located at 1234 W. 10th Street?

Passenger:
My doctor’s office.

Agent:
Is there a suite number?

Passenger:
Yes, it’s number 567.

Agent:
Will you be traveling alone?

Passenger:
Yes.

Agent:
Just a moment, please.  [When the Agent has entered information, the 
computer will give available times that will fulfill the  trip.]  I have
a 9:23.  Is that okay?

Passenger:
Yes.

Agent:
Will you be needing a return?

Passenger:
Yes, an Open Return.

Agent:
Are you returning to 4321 E. 15th Street?

Passenger:
Yes.

Agent:
Just a moment, please. [Agent enters information.]  

Agent:
I have you confirmed on September 19, at 9:23 a.m., from 4321 E. 15th Street to 1234 W. 10th Street, with an Open Return to 4321 E. 15th Street.  Is this correct?

Passenger:
Yes.

Agent:
Is there anything else?

Passenger:
No thank you.

Agent:
Good-bye.

Standby Reservations

A passenger who calls after 5:00 p.m. and before 6:00 p.m. on the day before the needed service will not be guaranteed a ride but may request a Standby Reservation.

A Standby Reservation places the passenger on a stand-by list for an available trip with priorities given to stranded or ill passengers and those with Open Returns.  The passenger should call “Where’s My Ride?” four (4) hours before a requested trip to check on trip availability.

STS will attempt to accommodate same-day rides in the following order:

-“Stranded” passenger trips/no-shows or service provider errors

-Scheduled Open Return reservations

-Non-emergency trips.

A request for Standby Reservations for same-day service should be made at least 4 hours before service but after 5:00 p.m. on the day before service is needed.  Thus, it is always to a passenger’s advantage to use Advance Reservation service whenever possible.

To make Standby Reservations, passengers should have the same information required for Advance Reservations before calling STS.

No-Show

An STS passenger’s trip will be coded a “No-Show” if the passenger is not available at the designated location and time of the STS trip.

Cancellations

To cancel transportation service, STS should be called as far in advance as possible so that rides can be reassigned or made available to other STS passengers.

Cancellations received less than 1 hour before the reserved time will be billed to passengers as a “No Show” for the cost of the lost fare per trip ($1.20).

Passengers will receive a bill/notification through the mail and have 30 days to pay.  

Failure to follow this procedure or failure to pay may lead to suspension of service.

To cancel a ride, follow these steps:

Call STS Cancellations at 385-1268 or 385-1271 (TDD 389-3230) at least 1 hour before the scheduled pick-up time during the following hours:

4:00 am-1:00 a.m.
Monday-Friday

5:00 am-1:00 a.m.
Saturday

6:00 a.m.-11p.m.
Sunday

STS staff will document the following information and can​cel the reservation:

-Date of reserved service to be canceled

-Pick-up time of canceled trip

-Origin and/or destination location of cancellation

The cancellation information will be repeated to the passenger to ensure that it is correct.

A sample dialogue for cancellation of a trip follows:

Agent:
Good morning, Cancellations and Open Returns.  This is Judith.  How may I help you?

Passenger:
This is Joe Jones.  I would like to cancel my 9:23 today.

Agent:
Is that from 4321 E. 15th Street to 1234 W. 10th?

Passenger:
Yes.

Agent:
Do you want to cancel the Open Return also?

Passenger:
Yes, I do.

Agent:
I will cancel your 9:23 a.m. from 4321 E. 15th Street to 1234 W. 10th Street and an Open Return back to 1234 W. 10th.  Is that correct?

Passenger:
Yes. Good-bye

Agent:
Good-bye.

Changes in Reservations

STS passengers must cancel old trips and make new reservations if their travel plans change.  These changes must be made before 5:00 pm the day before service is needed.  The new ride is not guaranteed.

Open Return Trips

Open Returns are available for medical trips, jury duty, and returns from bus, air, or train terminals when exact times cannot be scheduled for return reservations.  The passenger is responsible for calling STS and notifying dispatch.  Passengers may have to wait up to 1 hour or more for an Open Return ride. In the event a ride does not become available within an hour of receiving the Open Return call, STS staff may provide an STS voucher as an option, if the passenger is able to use a taxi.

It is better for passengers and for STS if passengers reserve a definite return trip.  It is recommended that the passenger estimate the return time and add 1/2 to one 1 hour to schedule the return pick-up time.

Phone numbers for Open Returns are 385-1268 or 385-1271, or 389-3230 (TDD).

A sample dialogue for an Open Return follows:

Agent:
Good morning, Cancellations and Open Returns.  This is Judith.  How may I help you?

Passenger:
This is Joe Jones.  I’m ready for my Open Return.

Agent:
Are you at 1234 W. 10th Street returning to 4321 E. 15th Street?

Passenger:
Yes.

Agent:
The time is now 10:45.  It will be 15 minutes to an hour.

Passenger:
Okay.

Agent:
Thank you for calling, have a nice day. Good-bye.

Taxi Voucher Program

The STS Taxi Voucher program is designed to provide passengers with an alternative for return trips to meet their transportation needs.  The program uses payment vouchers, up to $12.00* on the meter (up to six miles), with the various taxi companies within the Capital Metro service area.  Eligible passengers must be able to travel in a sedan. The STS Taxi Voucher program provides a subsidized taxi ride for STS passengers. Taxi drivers do not provide door-through-door service.

Any requested STS taxi voucher return trip that exceeds 6 miles will be the responsibility of the STS passenger to pay the following difference*:

6.1-9.0 miles = an additional $2.00

9.1-12.0 miles= an additional $5.00

12.1-15 miles = an additional $ 8.00

* taxi voucher amounts are subject to change.  

STS taxi voucher service beyond Austin is the full pay responsibility of the passenger. Out of Austin rates vary.

A STS Taxi Voucher may be used for:

· returning from a medical appointment

· returning from jury duty

· returning from out-of-town travel (airline, bus line, etc)

· returning from grocery shopping

· returning from appointments at veterinarians, animal clinics, or any facility that treat animals such as a Service Animals or Dog Guides for persons with disabilities (not pets) 

· returning from rehabilitation or therapy appointments

· returning from a Court Appointment(s)

In addition, STS Taxi Voucher will be provided upon request for service to and from a designated Capital Metro Fixed Route Bus Stop or Transfer Center upon approval of an STS Supervisor.

When entering a reservation for one of the above types of trips, the agent will offer a voucher ride for the return trip and will explain the procedures.  Briefly, they are as follows:

· A passenger with an STS taxi voucher return calls the taxi company of choice when ready to return and gives a name and that he/she is an STS passenger.

· At all times, passengers are responsible for any amount over $12 on the meter plus the $.60 STS fare.  

· The STS taxi voucher must be completed by the taxi driver, including the mileage and signed by the passenger at the end of the ride.  The passenger should ask for and receive a completed copy.

· The STS Taxi Voucher program is only available during regular Capital Metro service hours.

· STS Taxi Voucher returns must be requested at the time a reservation is made.  STS will not be responsible for payment of unscheduled taxi rides. 

If there is a question regarding the mileage, request that the taxi driver contact the taxi dispatch office for clarification.

Tipping the taxi driver is allowed at the passenger’s discretion.

STS continues to offer time slots for Return Reservation trips and Open Return trips through the Shared-Ride system.

Subscription Service

Subscription service is offered on a space and schedule availability basis for STS passengers who need to travel regularly from the same point of origin to the same destination (for example: regular trips to work, medical appointments, church or school).

ADA legislation mandates that STS limit subscription service to 50% of trips during any time period of STS service. According to the ADA, subscription service may be limited by the time of day and the location of the trip.

Passengers who make the same trip on the same day and at the same time, at least once a week for 90 days, may make a request for subscription service. When subscription trips are available, applications are accepted by call the STS Administration Office at 389-7480.  Subscription service is evaluated every 90 days for additions or deletions and previously denied requests by passengers may be resubmitted upon request.

Cancellation of Subscription Service

An STS passenger may permanently or temporarily cancel all or a portion of scheduled subscription service.  Cancellations may be made due to relocation outside the service area, vacations, holidays, illnesses, etc.

Cancel-Til-Notify (CTN) allows a passenger to cancel subscription trips for a maximum of 30 days until s/he notifies the STS office and re-establishes the trips.  Please note: the maximum time a trip can stay on CTN is 30 days (unless otherwise notified).

Subscription service is automatically canceled (unless otherwise notified) on Capital Metro holidays listed under Description of Service.  Passengers must call the STS Reservations line to reserve trips for those days.

The Cancellation procedure must be followed for subscription trips when temporarily or permanently canceling Subscription service.

Subscription service may be terminated for any passenger who has excessive “No-Shows” and/or Cancellations. Excessive “No-Shows or Cancellations” is defined as having “No-Showed” or Cancelled 50% of weekday rides within a 30-day period and/or a consistent pattern of “No-Showed” or Cancelled weekend rides over a 3-month period. Extenuating circumstances reported by the passenger will be taken into account during the evaluation. 

In addition, if there are any changes needed in the passenger’s schedule (for example, time change, address changes, etc.), the subscription service may be terminated due to that change. This subscription service “slot” will then be made available to other passengers.

VII.  FEES FOR SERVICE




“Cashless” Fares effective May 1, 2003

One-Way Fare


$    .60
Tickets and Passes ONLY
Ten-Ride Ticket Books
$  3.00

Monthly Passes


$15.00

Escorts, One-Way

$    .60
Tickets and Passes ONLY
Attendant/Aide


No Fare Required

Children Under Age 6

No Fare Required

STS monthly passes and 10-ride ticket books may be purchased where Capital Metro tickets are sold: any Austin-area HEB, Albertson’s, Fiesta or Randall’s grocery stores (see page 24 for a complete list), the Capital Metro Downtown Information Center at 106 East 8th Street, through the Capital Metro web site: www.capmetro.org or through the mail with mail order envelopes. Call Capital Metro Customer Service at 474-1200 for detailed information.

All passengers on STS are required to pay the exact fare to receive service.  The exact fare per trip can be an STS one-way fare ticket,  an STS monthly pass, or a Capital Metro staff ID/family pass.  

The STS passenger must provide the STS van operator or STS sedan driver with the fare or show the monthly pass for each trip. Monthly passes are not transferable and each customer that possesses one must show it to the STS personnel.  

Any passenger who does not pay the fare for an STS trip will not be provided service.  This policy is consistent with all the services provided by Capital Metro, which require a fare. 

Capital Metro waives fares on all regular fixed route services (not STS) for Ozone Advisory Days (when in effect) during the Ozone Advisory Season (May-October).
VIII.  RULES OF OPERATION

The rules below apply to both passengers and STS service providers.  Everyone’s cooperation in following these rules will result in better service.

1.  STS rides are considered on time if they arrive within 15 minutes after the scheduled pick-up time. Should the vehicle arrive early (up to 15 minutes), passengers are encouraged (but not required) to be ready to leave if possible, to assist in maximizing the schedule for other passengers.

2.  Passengers may call the STS Where’s My Ride? (389-2767) line 15 minutes after scheduled pick-up time, if a scheduled ride has not arrived.

3.  If an STS vehicle arrives 1 hour or more late (not an Open Return ride) at the pick-up location, a complimentary ticket will be mailed to the passenger, if applicable.

4.  An STS operator will go to a passenger’s door and knock or ring the doorbell to inform the passenger that the STS vehicle has arrived. This procedure does not apply to the STS Taxi Voucher program taxi drivers.

5.  An STS passenger (including escorts or attendants) should be prepared to board a vehicle at the scheduled pick-up time.  The STS driver will only wait up to 5 minutes after contact is made.  Habitual failure to board within 5 minutes will constitute a passenger No-Show.

6.  If an STS passenger is a No-Show on a pick-up, the passenger must call Where’s My Ride? (389-2767) within 1 hour of the No-Show or the return trip will be cancelled.

7.  If an STS passenger feels that a vehicle is unsafe, or that personal safety is in question because of the unsafe condition of the vehicle, he or she may refuse the ride and will not receive a No-Show. The passenger must call STS reservations (478-9647) to request another vehicle.  All efforts will be made to secure another trip.

8.  Passengers wishing to report such an incident must contact Capital Metro’s Passenger Assistance line at 385-0190 to record/document the incident for follow-up and resolution.

9.  All issues regarding safety and health will be resolved by Capital Metro’s Risk Management Team and STS management.

10.  All passengers and operators will respect rules of conduct regarding personal and public property.

11. Escorts are limited to one (1) per passenger. Children of a registered STS passenger may ride with STS passengers, on a space available basis provided that reservations for all riders are made in advance. 

12.  All passengers must present an STS identification card or form of photo ID upon request.

13.  STS fare must be paid or monthly passes must be presented to the operator at the time of the trip prior to boarding the vehicle.  STS service will not be provided without the fare being paid. Exact cash fare is required, if applicable.  Operators are not permitted to make change.

14.  A passenger holding an identification card coded with an “A” (attendant required) must be accompanied by an attendant/aide in order to ride STS. A passenger holding an identification card coded with an “AO” (attendant optional) must be accompanied by an attendant/aide in order to ride STS if a reservation ride was made to include an attendant on this trip. Attendants/ aids are only required when the passenger needs assistance during the STS trip to prevent disruptions in service (as identified by the STS Manager).

15.  STS is a shared-ride service.  Reservations may be changed up to 15 minutes before or after your reserved time, based on travel time and other passenger trip requests, to accommodate the most passengers.

16.  Operators are not permitted to enter a passenger’s home.  They may assist a passenger in a wheelchair over the threshold.

17.  Operators are not permitted to physically lift passengers.

18.  For the safety and convenience of passengers, the following actions/items are not permitted on any STS vehicle:

-Pets, except certified service animals. 

-Food or drink in open containers.

-Smoking.

-Playing radios or musical instruments aloud.  (Radio or cassette players with earplugs or headphones are permitted.)


-large items which cannot be secured on in the vehicles

19. STS Operators are not permitted to change schedules or destinations without prior approval from STS Dispatch staff.

20.  STS Operators are not permitted to maneuver a wheelchair up or down stairs.  Assisting a passenger over one step or curb or a single door threshold is permitted. 

21.  Operators are permitted to assist passengers through 2 doors separated by a foyer such as at a shopping mall or hospital.  The location must have an accessible entrance.

22.  For safety reasons, STS operators cannot proceed beyond the threshold of the passenger’s door, nor beyond the ground or street level.  Operators are required to maintain visual contact with their vehicles at all times. For passengers residing above the first floor, it is the responsibility of the passenger to be available at a designated pick-up location in order to be located by the STS operator. 

23.  Operators are to keep passenger information confidential.  All passengers and operators will show mutual respect toward each other.

24.  Operators are not required to carry packages or luggage.  These items must be secured by passengers once on board a vehicle or placed in the trunk of the sedan.

25.  STS reserves the right to restrict service when necessary.

Rule Violations

Rule violations or dangerous behavior to oneself or others while traveling on STS may result in suspension or termination of STS service.  When a rule violation occurs, STS shall make an effort to work toward resolution by identifying the violation and, if appro​priate, suggest alternatives.

Before suspension or termination may take place, Capital Metro must notify the passenger by certified mail of its intention to suspend or terminate service.  This notification (in Braille, large print, or tape if appropriate) shall inform the passenger of the reason(s) for the proposed suspension or termination and shall state that the passenger has a right to a hearing.

The passenger may call or write Capital Metro’s Passenger Assistance (385-0190) to request this hearing within 5 working days of receipt of notice at the following address:

Capital Metro Passenger Assistance

2910 E. 5th Street

Austin, TX  78702    or via e-mail to: www.capmetro.org
If the passenger does not request a hearing within 5 working days, service will be suspended/terminated on the 6th day.  The passenger will be notified by certified mail of the suspension/termination and the effective day of the suspension/ termination.

Should the passenger request a hearing concerning the suspension or termination of existing service, a committee consisting of the General Manager, Chair of MISAC (or designated alternates) and a designated member of the Capital Metro Board of Directors, will be formed.

The STS Appeal Committee will:

· conduct a hearing within 3 working days of the passenger’s request to affirm or rescind the suspension/termination decision

· only meet to address suspension/termination of service

· affirm or rescind the decision within 2 working days after the hearing

Service will continue until the committee renders its decision.

If the STS Appeal Committee affirms the decision of STS to suspend/terminate service, the complainant may file a grievance as specified in the Grievance Procedure, which follows.

IX.  GRIEVANCE PROCEDURE

This Grievance Procedure should be used when a passenger wishes to appeal the decision of STS staff regarding ineligibility for service or any other grievance regarding the provision of STS service.

Within 5 working days after the incident or from receipt of an unsatisfactory communication from Capital Metro, the individual should file a complaint by calling 385-0190, writing, or other medium, such as tape, suitable for the complainant, to:

Capital Metro Passenger Assistance

2910 E. 5th Street 

Austin, TX  78702



or via e-mail to: www.capmetro.org

A Passenger Assistance representative will document the specific details regarding the incident and forward the complaint to the STS Manager.  The Passenger Assistance representative for the STS Manager will respond to the complaint within 10 working days.

Within 5 working days, unsatisfied complainants may appeal the decision of the STS Manager in writing or tape, as suitable for the complainant, to:

STS Grievance Committee

Capital Metro

2910 E. 5th Street

Austin, TX  78702 or via e-mail to: www.capmetro.org

Upon receipt of the written grievance, the STS Grievance Committee will conduct a hearing within 10 working days and will render a decision (in Braille, large print, or tape if appropriate) within 5 working days following the hearing.

The STS Grievance Committee is composed of 5 members:  2 users of STS as appointed by MISAC, the Chief Operations Officer, the STS Manager, and a fifth neutral party.  This neutral party will be selected from the City of Austin Human Rights Commission.

Complainants may appeal the STS Grievance Committee decision in accessible format, as suitable for the complainant, to a committee consisting of 5 members of the Capital Metro Board of Directors.  If a Board member has participated in a committee which suspended or ter​minated STS service which is the subject of this appeal, that Board member may not participate in this 5-Board member committee.  This appeal must be directed to the Chair of the Board of Directors within 10 working days following receipt of the STS Grievance Committee decision.

The committee of Board members will render a decision in accessible format no later than 10 working days after receipt of the complaint. All decisions are final.

This STS Grievance Procedure does not preclude the complainant from using other administrative or judicial processes, where appropriate.

The Americans with Disabilities Act of 1990 (ADA) (Pub. L. 101-336, 104 Stat. 327, 42 U.S.C. 12101-12213 and 47 U.S.C. 225 and 611) prohibits discrimination on the basis of disability in employment, state and local government, public accommodations, commercial facilities, transportation, and telecommunications. The act also applies to the U.S. Congress.

Complaints of Title II violations under the ADA may be filed with Federal Transit Administration (FTA) within 180 days of the date of discrimination. In certain situations, cases may be referred to a mediation program sponsored by FTA. FTA may bring a lawsuit where it has investigated a matter and has been unable to resolve violations. For more information, contact:

Federal Transit Administration
Office of Civil Rights
400 Seventh Street, SW

Washington, DC 20590
(888) 446-4511 (voice/relay)
(202) 366-2285 (voice)
www.fta.dot.gov/office/civ.htm
Section 504 of the Rehabilitation Act of 1973 provides that no otherwise qualified handicapped individual shall, solely by reason of his or her handicap, be excluded from participation in, be denied the benefit of, or be subjected to discrimination under any program or activity receiving federal financial assistance.

X.  GLOSSARY

Advance Reservation:  Request for service made up to 8 days in advance and/or before 5:00 p.m. on the day before service is needed.

Americans with Disabilities Act (ADA):  Passed by Congress in 1990, the legislation ensures civil rights protection and access to services for persons with disabilities. To be protected by ADA, one must have a disability or have a relationship or association with an individual with a disability. An individual with a disability is defined by ADA as a person who has a physical or mental impairment that substantially limits one or more major life activities, a person who has a history or record of such an impairment, or a person who is perceived by others as having such an impairment. ADA does not specifically name all the impairments that are covered.

Attendant/Aide:  Individual who is responsible for tending to the needs of an STS passenger during an STS trip.  No fare required.

Attendant-Optional:  To meet passenger needs during certain trips as requested by the passenger. Attendants must be added to each trip reservation by the passenger. No fare required.

Escort:  Individual who desires to accompany an STS passenger to the passenger’s destination.  Fare is required.

Open Return:  Call from a passenger for a return trip to point of origin.  Used primarily when the time of return is unknown at the time of the reservation (medical trips; returns from bus, air, or train terminals; or other approved reason).

Section 504:  Provisions of the Rehabilitation Act of 1973, which provides that:

“No otherwise qualified handicapped individual . . . shall, solely by reason of handicap, be excluded from participation in, be denied the benefit of, or be subjected to discrimination under any program or activity receiving federal financial assistance.”

Shared-Ride Service:  A door-through-door service that may include more than one passenger with varying stops.

Standby Reservation:  Request for service made at least 4 hours before service but after 5:00 p.m. on the day before service is needed or on the day of the needed service. A Standby Reservation places the passenger on a stand-by list for an available trip with priorities given to stranded or ill passengers and those with Open Returns.  The passenger should call “Where’s My Ride?” four (4) hours before a requested trip to check on trip availability.

Subscription Service:  Reservations occurring at least once a week from the same origin to the same destination at the same time.  When approved by STS, the reservation will be automatic.  The passenger calls only to cancel. Passengers may apply for subscription service once every 3 months.

Trip:  Transportation from an origin to a destination.

Taxi Voucher:  Alternative taxi service used when making return reservations from medical appointments, veterinary services for a service animal of dog guide, jury duty, grocery stores, out-of-town travel or to and from a fixed route bus stop.  Available to passengers who are ambulatory or who can independently transfer into a sedan.

XI.  TELEPHONE LISTINGS

STS

STS Administrative Office




389-7480

STS Information and Reservations


478-9647

STS Cancellations and Open Returns


385-1268 

or 385-1271

STS  Where’s My Ride?




389-2767 

or 389-2768

STS TDD







389-3230

STS FAX







369-7779

Capital Metro

Capital Metro Administrative Offices


389-7400

Customer Service 

Route and Schedule Information (Fixed Route) 
474-1200


Toll free (from Pay Phones)

         

1-800-474-1201

Customer Service TDD




385-5872

Customer Service/Passenger Assistance

385-0190

EasyRider Program for Senior Citizen Groups
389-7583

FAX- Administration





389-1283

Fixed Route Operations




389-7430

Lost and Found (located at 106 East 8th)

389-7454

RIDEFINDERS (commuter carpool/vanpool)
477-RIDE

      (7433)

Other Services

Capital Area Rural Transportation (CARTS)
       478-RIDE (7433)

Relay Texas  






7-1-1

(for persons with hearing disabilities)

Speech-to Speech Relay Service



1-877-826-6607

(for persons with speech disabilities)

Taxicab Providers

Cab Companies (STS Voucher Trips)

American Yellow Checker Cab



452-9999

TDD








835-7272

Austin Cab






929-0008

Roy’s Taxi







482-0000

	XII Capital Metro Ticket  and Pass Outlets
	


	
	

	
	

	
	

	Albertsons
	8716 Research Blvd.

	Albertsons
	13435 B. Hwy 183 

	Albertsons
	1807 Slaughter Lane

	Albertsons
	11331 N. Lamar Blvd.

	Albertsons
	220 N. IH-35

	Albertsons
	5510 S IH-35

	Albertsons
	1601 W. Pecan S

	Albertsons
	6800 Westgate Blvd (Westgate & Wm Cannon)

	Cutrer's City Market
	1148 Airport

	Fiesta Mart
	3909 N IH-35

	HEB
	6929 Airport Boulevard #176

	HEB
	2701 East 7th

	HEB
	2110 Slaughter Ln

	HEB
	6607 S IH 35

	HEB
	2508 Riverside Dr

	HEB
	200 Hancock Center

	HEB
	7112 Ed Bluestein

	HEB
	16900 N. R.R. 620

	HEB
	9414 N. Lamar

	HEB
	110 W. Palm Valley

	HEB
	12400 W. Hwy 71

	HEB
	6900 Brodie

	HEB
	2400 S. Congress

	HEB
	12407 MoPac

	HEB
	13776 Hwy. 183 N.

	HEB
	5808 Burnet Road

	HEB
	10710 Research Blvd.

	HEB - Oakhill
	7010 W. Hwy 71

	HEB
	1434 Wells Branch Pkwy

	HEB
	500 W. William Cannon

	HEB
	6001 W. Parmer Lane

	HEB
	7015 Village Center

	HEB - Central Market
	4001 N. Lamar

	Randalls
	10900 Research (Jollyville Rd)

	Randalls
	2725 Exposition Blvd

	Randalls
	6800 Berkman Dr.

	Randalls
	5555 N. Lamar

	Randalls
	5311 Balcones Dr.

	Randalls
	2025 W. Ben White Blvd

	Randalls
	6600 MoPac Expwy S.

	Randalls
	1500 W. 35th St. 

	Randalls
	715 Exposition Blvd.

	Randalls
	3300 Bee Caves

	Randalls
	8040 Mesa Dr

	Randalls 1896
	1400 Cypress Creek

	UT CO-OP
	2244 Guadalupe

	Downtown CS Outlet
	106 E. 8th St.

	United Way
	2000 E. MLK Jr. Blvd.

	American Youth Works
	216 E. 4th St

	Fiesta No.2
	1120 S. Lamar

	City of Leander
	200 W. Willis Street

	Wageworks Inc.
	400 S. El Camino Real, #600

	Randalls 1778
	1700 W. Parmer Lane

	HEB
	170 E. Whitestone Blvd.

	HEB
	500 W. Canyon Ridge Dr

	Austin Convention Visitors 
	201 E. 2nd Street

	Fulmore Middle School
	201 E. Mary


	
	


STS APPROVED FLAT RATE PRICES

November 1 2007 – October 31 2008 contract year.
Customer pays all amounts over $14.30 unless authorized in advance by Capital Metro. 

	Miles
	Rates
	Client Pays

	0.0 - 2.09
	$7.65 
	Covered

	2.1 - 4.09
	$10.95 
	Covered

	4.1 - 6.09
	$14.30 
	Covered

	6.1 - 9.09
	$19.20 
	$4.90 

	9.1 - 12.09
	$24.75 
	$10.45 

	12.1 - 15.09
	$32.40 
	$18.10 

	15.1 - 18.09
	$37.20 
	$22.90 

	18.1 - 21.09
	$43.35 
	$29.05 

	21.1 - 24.09
	$48.60 
	$34.30 

	24.1 - 27.09
	$53.85 
	$39.55 

	27.1 - 30.09
	$59.10 
	$44.80 

	30.1 - 33.09
	$64.35 
	$50.05 

	33.1 - 36.09
	$69.60 
	$55.30 

	36.1 - 39.09
	$74.85 
	$60.55 

	39.1 - 42.09
	$80.10 
	$65.80 

	42.1 - 45.09
	$85.35 
	$71.05 

	45.1 - 48.09
	$90.60 
	$76.30 


Other Cities, Fixed Flat Rate Regardless of Miles

	City
	Rate

	
	

	Manor
	$33.60

	Pflugerville
	$40.95 

	Cedar Park
	$47.25 

	Leander
	$59.85 

	Jonestown
	$76.65 

	Lago Vista
	$90.30 


