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SOUTH EAST AREA TRANSIT

GUIDELINES FOR NO SHOW POLICY

“NO SHOWS” during transit routes cause delays, increase operating costs, and hurt our efficiency as we strive to provide reliable transportation services to all passengers.  In order to be consistent in our implementation of the South East Area Transit “NO SHOW “policy, the following guidelines should be followed by all administrative staff.  Any “no show” situations that occur not covered within these guidelines should be reviewed with the Transit Director prior to taking any corrective action involving SEATS passengers.  We should be careful that we do not set the wrong precedent with any policy to avoid inconsistencies between passengers.

· Following the first no show, a passenger will be taken off the SEATS manifests and transportation service suspended for a period of five Transit operational days.  On the 5th day, the passenger that was suspended will need to call the dispatch office prior to 12:00 noon to reinstate their service.  In the event the passenger does not call the Transit office their service will remain cancelled.

· A passenger that has a no show for the second time within 30 days of the first no show will be taken off the SEATS manifests and transportation service will be suspended for a period of 30 Transit operational days.

· Passengers that have their transportation sponsored by another agency should contact the agency in regards to a violation of SEATS NO SHOW policy and arrange to have transportation resumed.  Sponsoring agencies may also have other restrictions affecting the passenger’s no show.   Once a sponsoring agency agrees to resume their transportation the passenger’s name will be added back to a manifest and scheduled.
· WAIT TIME:  SEATS operates on a three minute wait time for general ridership.  Exceptions are always made to accommodate those passengers with special needs, disabilities, etc.  All drivers and staff are expected to make every effort to accommodate those passengers that fall within Americans With Disabilities (ADA) guidelines.  
This includes blowing horns, flashing lights, etc., to alert them of their arrival.  Also extra time will be allowed beyond three minutes if the passenger is physically challenged and requires special assistance. 
· Any questionable circumstances that a driver faces regarding no shows should be reviewed with the dispatcher on duty prior to leaving the pick up location.  This will avoid going back a second time.
The Transit Director will have the authority and responsibility of communicating back to the dispatcher and scheduler which passengers are being suspended and the duration of the suspension.  The Transit Director will advise on dialysis, Smart Start, Medicaid, and the Sheltered Workshop passengers.  Any exceptions to this policy must be reviewed with the Transit Director.
DEFINITIONS:

NO SHOW~  

A passenger is considered to be in violation of SEATS” no show policy if the van arrives to pick them up and they choose not to ride.  This can be avoided by the passenger calling the transit office 1 hour prior to their pick up time as outlined in the passenger guides.  Drivers are not allowed to cancel, confirm, or communicate any passenger schedules for them and they should not be passing this information to a dispatcher.  This is always the responsibility of the passenger, their parents, legal guardian, or their sponsoring agency.

TRANSIT OPERATIONAL DAYS ~

A transit operational day is defined as a normally scheduled day that regular transit routes are in place, which is usually Monday through Friday.  Holidays, weekends, and days that the transit office is closed, etc., are not operational days and will not be used to determine suspension days for passengers that have violated the no show policy.

Example:
A passenger no shows on Monday morning.  The passenger will then be taken off the manifests and schedules for five consecutive operational days.  In this instance, the passenger should call the transit office the following Monday morning before 12:00 noon to resume their transportation for the next day.  The same method of calculating days will be used for the second no show except the passenger will be suspended for 30 operational days.
