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TD LCB MEMBERS

 
CHAIR 
Steven Grant, Mayor 
City of Boynton Beach 

 

 
Milory Senat 
Agency for Persons with Disabilities 
Alternate: Mary Edwards 
 
Tessie Wayys 
Area Agency on Aging 

 

Tomas Boiton 
Citizen Advocate 

 

Tekesha Saffold 
Citizen Advocate/User 

 

Elisa Cramer 
Department of Children and Family Services 

 

Maria Hernandez 
Florida Agency for Health Care Administration 
Alternate: Marielisa Amador 

 

Marie Dorismond 
Florida Department of Transportation 
Alternate: Wibet Hay 

 

Angela Choice 
Florida Department of Veterans Affairs 

 

VICE CHAIR 
David Rafaidus 
Palm Beach County Community Action 
Department of Community Services 

 

Jeanie Chrisman 
Private Transportation Industry 

 

Robyn Manuel 
Florida Division of Vocational Rehabilitation 

 

Merlene Ramnon 
Local Medical Community 

 

Laura Schultze 
Public Education 
School District of Palm Beach County 

 

Robert Goodman 
Representative for the Disabled 

 

Angie Morlok 
Representative for the Elderly 

 

Elisa DeGoias 
Workforce Development Board 
 
 
Clinton Forbes 
Mass/Public Transit Industry 
Palm Tran 
Alternate: Chad Hockman 
COMMUNITY TRANSPORTATION COORDINATOR 
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Appendix L – No-Show and Late Cancellation Policy Review 
The following represents Palm Tran Connection’s No-Show policy. This policy was 

developed within the parameters of the American’s with Disabilities Act using examples of the 
best practices from other transit agencies. The purpose of this process is to deter and/or address 
chronic no-shows in order to improve Palm Tran Connection’s efficiencies and effectiveness.  

The American’s with Disabilities Act states: 

“The entity may establish an administrative process to suspend, for a reasonable period 
of time, the provision of complementary paratransit service to ADA paratransit eligible 
individuals who establish a pattern or practice of missing scheduled trips.” 

In developing this policy, Palm Tran Connection has attempted to present a policy which allows 
staff to reduce the current no-show and late cancellation rates, while balancing the needs of our 
customers. There were four (4) components to this review; defining no-shows, educating the 
customer, monitoring occurrences, and enforcing of the policy. Finally, this takes into account 
many factors, including: 

• Setting realistic expectations of customers and drivers;  
• Consistently applied operating procedures, particularly with respect to dispatch and drivers  
 declaring an apparent passenger no-show;  
• Providing a means for passengers to cancel trips as far in advance as possible, including  
 during times when Connection may not be open for business;  
• Thorough documentation based on a reliable, consistent method of recording no-shows 
 and late cancellations;  
• A system for sending letters to notify passengers about excessive no-shows;  
• An effective process for determining excused no-shows based on consistently applied 
 criteria;  
• A way to monitor no-shows and late cancellations on an ongoing basis and to impose 
 suspensions at the appropriate time; and 
• A recognition that imposing sanctions on this population must be done with due process 
 and concern for individuals who may rely on ADA paratransit as their only source of 
 transportation. 

 

 

 

 

 

 



Palm Beach County Transportation Disadvantaged Service Plan FY 2018-2022 
 
 
 

110 | P a g e  

Definitions: 

Advance Cancel: When the customer notifies Connection that the service is no longer needed. 
The cancellation must be made before close of business the day before the scheduled service 
day. 

Same Day Cancel: A cancellation which occurs after the close of business the day before the 
date    of service and up to 90 minutes prior to the scheduled pickup window. 

Late Cancel: A cancellation which occurs within 90 minutes before the start of the pickup 
window. For the purposes of enforcement, late cancels will count as one half of a no-show. 

No-Show:    When the customer fails to contact our office to inform us of a cancellation and 
fails to board the vehicle when it arrives to transport him/her within the pick-up window.   

 If the customer “no-shows” or cancels the first leg of a trip, the corresponding return trip is not 
automatically cancelled. The customer must call Palm Tran Connection’s customer service line 
and cancel the trip. A demonstrated pattern of no-shows is a serious disruption of service. No-
shows which exceed ten percent (10%) of scheduled trips within a rolling thirty-day (30) period 
will be grounds for service suspension. 

Major Changes to Policy: 

- Time allowed for the trip to be documented as a cancelation has been changed from 180 minutes 
to 90 minutes. This will allow for adequate time to notify the driver of the cancellation and 
additional time to attempt to schedule other trip(s) into that time slot. 

- The policy ties the number of no-shows to the number of trips. 
 

No-Show Policy: 

Palm Tran Connection defines a valid no-show as occurring when all (or some) six (6) of the 
following circumstances have occurred: 

 

1. The customer (or the customer’s representative) has scheduled paratransit   service. 

2.  There has been no call by the customer or his/her representative to cancel the scheduled  

  Trip/Trips. 

3.  The paratransit vehicle has arrived at the scheduled pick-up point within the specified  

  pick-up window.  
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4.  The customer has failed to board the vehicle within five (5) full minutes after the driver’s  

arrival. The five (5) minute wait time cannot start until the beginning of the agreed to and 
confirmed pick-up window. 

5.  The driver has waited and made a good faith effort to locate the customer. (The driver 
cannot lose sight of the vehicle nor enter the pickup location). 

6.  The driver has contacted their dispatcher who has made one last attempt to contact the 
customer through the phone  number on file. 

No-shows will not be charged when the no-show is beyond the control of the customer, such as 
medical reasons. 

Valid No-Show     1 Occurrence 

Late Cancel               0.5 Occurrence 

 

Any customer charged with valid no-shows which exceed one (1) occurrence for every ten (10) 
scheduled trips per thirty (30) day period, with a minimum of three (3) occurrences, shall be 
considered as violating the No-Show policy. 

First Occurrence:               Warning Letter 

Second Occurrence:                        14-day Suspension and Loss of Subscription 

                          All Subsequent Occurrences: 30-days Suspension 

Customers will receive two (2) weeks' notice of any suspension. Notice of suspension will include 
the dates of all valid no-shows/late cancels. Service will continue to be provided while any appeal 
is pending. 

If any customer no-shows the “going” trip on two (2) consecutive days, staff will automatically 
cancel all trips until contact is made with the customer to confirm service is still needed. 

Appeals Process: 

Any customer who has been determined to be in violation of the Palm Tran Connection No-Show 
Policy will have the right to appeal the decision through the Senior Manager of Palm Tran 
Connection and/or the locally approved Grievance board whose decision is binding and final. 
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Appendix M – Local Grievance Procedure 
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Appendix N – Rate Model Worksheet 
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