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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:

o Setting realistic expectations of customers and drivers;

o Consistently applied operating procedures, particularly with respect to dispatch and drivers
declaring an apparent passenger no-show;

o 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;

o A system for sending letters to notify passengers about excessive no-shows;

o An effective process for determining excused no-shows based on consistently applied
criteria;

o A way to monitor no-shows and late cancellations on an ongoing basis and to impose
suspensions at the appropriate time; and

o 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.
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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 @ 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

Palm Beach County
Transportation Disadvantaged
Local Coordinating Board

FY 2020 Grievance Procedures

Approved by the TDLCB
August 14, 2019
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FY 2020 TDLCB Grievance Procedures

ARTICLE 1: PREAMBLE

Section A: Preamble

The following sets forth the grievance procedures that shall serve to guide the Palm
Beach County Transportation Disadvantaged Local Coordinating Board, serving to assist
Palm Tran Connection, the Community Transportation Ccordinator. The intent is to
provide procedures and policies for fulfilling the requirements of Chapter 427, Florida
Statutes (FS), Rule 41-2, Florida Administrative Code (FAC), and subsequent laws
setting forth requirements for the establishment of grievances or complaints from
agencies, users, potential users, subcontractors, and other interested parties.

ARTICLE 2: DEFINITIONS, NAME, LEGAL STATUS, AND PURPOSE
Section A: General Definitions
Commission for the Transporfation Disadvantaged (also known as the ‘Commission’).

an independent state agency created to accomplish the coordination of transportation
services provided to the transportation disadvantaged population.

Community Transportation Coordinator (also known as the “CTC” or “Coordinator’). a
transportation entity recommended by the appropriate planning agency as provided for
in Section 427.015(1), Florida Statutes, and approved by the Commission, to ensure that
coordinated transportation services are provided to serve the transportation
disadvantaged population in a designated service area.

Designated Official Planning Agency (also known as the “DOPA’). the official body or

agency designated by the Commission to fulfill the functions of transportation
disadvantaged planning in areas not covered by a Metropolitan Planning Organization
{MPQ). The Metropolitan Planning Organization shall serve as the planning agency in
areas covered by such organizations.

Local Coordinating Board (also known as the ‘L CB”): advisory entity in each designated
service area composed of representatives appointed by the Metropolitan Planning
Organization or DOPA, to provide assistance to the community transportation coordinator
relative to the coordination of transportation services.

Metropolitan Planning Organization (also known as the "MPQ’); organization responsible
for carrying out transportation planning and programming in accordance with the
provisions of 23 U.S.C. s. 134, as provided in 23 U.S.C. s. 104(f)(3).
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Transportation Disadvantaged (also known as “TD”). those persons who because of
physical or mental disability, income status, or age are unable to transport themselves or
to purchase transportation and are, therefore, dependent upon others to obtain access to
health care, employment, education, shopping, social activities, or other life-sustaining
activities, or children who are disabled or high-risk or at-risk as defined in Section
411.202, Fiorida Statutes.

Transportation Operator. one or more public, private for profit, or private non-profit
entities contracted by the Community Transportation Coordinator to provide service to
fransportation disadvantaged persons pursuant to a coordinated transportation service
plan.

Section B: Definition of Service Complaint and Formal Grievance

Service Complaint: Service complaints are routine incidents that occur on a daily basis.
They are reported to the driver, dispatcher, or to other individuals involved with the daily
operations of the CTC, and are resolved within the course of a reascnable time period.
Service complaints may include but are not limited to: late trips, no-show by transportation
operator, no-show by cfient, client behavior, driver behavior, passenger discomfort, and
service denial.

Formal Grievance; A formal grievance is a written complaint by the grievant documenting
any concerns or an unresolved service complaint regarding the operation or
administration of TD services by a transportation operator, CTC, DOPA or LCB. A
grievance many include but is not limited to: chronic, recurring, or unsolved service
complaints, violations of specific laws governing TD services, confract disputes,
coordination disputes, agency compliance, conflicts of interest, supplanting of funds, and
billing or accounting procedures.

Section C: Name

The name of the subcommittee to hear grievances or complaints for the Palm Beach
County TDLCB shall be the “Grievance Subcommittee”.

Section D: Legal Status of Subcommittee

The LCB is an advisory body. It is established in section 427.157, FS, to advise the
Commission and the CTC about local concerns and issues. Florida Statutes define an
advisory body as: a body created by specific statutory enactment and appointed to
function on a continuing basis for the study of the problems arising in a specified
functional or program area of state government and to provide recommendations and
policy alternatives. The Grievance Subcommittee may make recommendations to the
LCB regarding Formal Grievances.

114 | Page



Palm Beach County Transportation Disadvantaged Service Plan FY 2018-2022

Section E: Purpose

The purpose of the Grievance Subcommittee is to process and investigate unresolved
grievances from agencies, users, transportation operators, potential users of the system
and the CTC, and make recommendations to the LCB or to the Commission for
improvement of service. The Grievance Subcommittee does not possess adjudicative or
determinative powers.

ARTICLE 3: MEMBERSHIP, APPOINTMENT, TERMS OF MEMBERS

Section A: Membership

The Grievance Subcommittee shall be comprised of a minimum of three (3) voting
members of the LCB. The Subcommittee shall elect a Chair.

Section B: Appointment

Members shall be appointed to the Grievance Subcommittee by the LCB Chair. The LCB
Chair reserves the right to make reappointments to the Subcommittee should any
conflicts of interest arise. Planning staff serve as facilitators to the grievance process but
do not serve on the Grievance Subcommittee.

Section C: Terms of Members

Members of the Grievance Subcommittee shall serve at the pleasure of the LCB Chair
for the duration of the grievance for which they are appointed. Members of the
Subcommittee may be removed for cause by the LCB Chair.

Quorum shall be a simple majority. Meetings shall be held at such times as the
Subcommittee may determine and/or as necessitated by the grievance procedure.

ARTICLE 4: Resolution Process
Section A: Complaint Procedure

1. The CTC records all complaints that come from agencies, users, transportation
operators, and potential users of the system, through email, phone calls, social
media, letter, and in-person and determines to whom the complaint should be
directed for research and resolution via the Customer Complaint Department.

2. When a complaint is received, the person filing the complaint is interviewed and
the information collected is recorded in the CTC’s customer service system.

a. If the complaint is safety related, it is forwarded to the Contract Compliance
Supervisor who must respond within 24 hours.

b. If the complaint is not safety-related, the applicable Contractor must
respond with 48 hours.

¢. On-time performance complaints are reviewed by the Service Supervisor
for scheduling or a dispatch error.
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3. CTC staff investigates complaints by reviewing on-board recorded videos,
interviewing other riders that were also on-board the vehicle during the incident,
reviewing software system notes, reviewing the driver's manifest, and interviewing
the driver.

4. Following the investigation, complaints are ruled as valid, not valid, documented,
excused, or LQD (liquidated damages). All complaints remain on the Driver’s
record regardless of resolution.

5. The CTC reviews all Contractor responses to complaints and is the finai arbiter as
to whether or not complaints have been adequately resolved by the Operator.

6. The party is notified of the resolution of the complaint via postcard or by letter, as
applicable.

7. If the CTC is unsuccessful at resolving the complaint through the process outlined

in Section A or the party is not satisfied with the resolution, the party may follow
the Formal Grievance procedure outlined in Section B.

Section B: Formal Grievance Procedure
The LCB Formal Grievance procedures are:

1. The party shall have ten (10) working days from the date on the CTC's resolution
of the complaint to decide if the proposed resolution is agreeable.

2. If the party is not satisfied with the outcome, they may submit a written request for
a Formal Grievance. The grievance shall be sent to:

Palm Beach Transportation Planning Agency

Local Coordinating Board Grievance Subcommittee
2300 North Jog Road, 4t" Floor

West Palm Beach, FL 33411

The written grievance must contain the following:

a. Name and address of the grievant;

b. Statement of the grounds for the grievance supplemented by supporting
documentation, made in a clear and concise manner; and

c. Explanation by the grievant of the improvements needed to address the
complaint.

3. Upon receipt of a Formal Grievance, the DOPA shall have ten (10) working days
to contact the grievant via telephone, mail, or e-mail to indicate that the Formal
Grievance is sufficient and that it has been filed or additional information is
necessary to file the grievance.

4. The DOPA shall arrange a meeting between the involved parties in an attempt to
assist them in reaching a desirable solution. The meeting shall take place within
fifteen (15) working days of the filed date of the Forma! Grievance. The DOPA shall
prepare a report regarding the meeting outcome which shall be sent to the
Grievant and the Grievance Subcommittee Chair within ten (10) working days of
the meeting.
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5. If the Grievant is not satisfied with the proposed resolution outlined in Step 4, the
Grievant may request a hearing by the Grievance Subcommittee.

6. The DOPA shall have ten (10) working days to contact the Grievance
Subcommittee members and set a future grievance hearing date and location. The
Grievant and all involved parties shall be notified of the hearing date and location
at least five (5) working days prior to the hearing date. All Grievance proceedings
shall be held at a publically noticed meeting. The Grievance Subcommittee will
follow a meeting agenda in accordance with the procedures herein set forth:

a. Call to Order;
b. Presentation of Grievance
i. Shall also include witnesses if applicable, and
ii. Response of concerned parties, which shall include witnesses, if
applicable;
¢. Discussion of Grievance;
d. Recommendation to the LCB; and
e. Adjournment.

7. Upon conclusion of the hearing, the Grievance Subcommittee shall submit a
written report of the hearing proceedings to the Chair of the LCB within ten (10)
working days. The report must outline the grievance and the Grievance
Subcommittee’s findings/recommendations. The report shall be forwarded to all
LCB members.

8. The CTC may avail itself of the Formal Grievance Procedures as outlined in
Section B.2. through B.7.

Section C: CTD Ombudsman Program

If the Grievant is not satisfied with the resolution by the Grievance Subcommittee, they
may file a formal complaint with the State’s Commission for the Transportation
Disadvantaged Ombudsman Program via the contact information below:

By telephone:
(800) 983-2435 (toll-free) or (850) 410-5700
Hearing or speech impaired: 711 (Florida Relay System)

By mail:

Florida Commission for the Transportation Disadvantaged
605 Suwannee Street, MS-49

Tallahassee, FL 32399-0450

By e-mail:
CTDOmbudsman@dot.state.fl.us

The DOPA will maintain copies of their Grievance Procedures and reports will be made
available to the Commission Ombudsman Program, upon request.

117 | Page



Palm Beach County Transportation Disadvantaged Service Plan FY 2018-2022

Section D: Document Accessibility
A copy of the Grievance Procedures shall be available to anyone upon request.

All documents pertaining to the Grievance Procedures will be made available, upon
request, in a format accessible to persons with disabilities.

ARTICLE 5: AMENDMENTS

Section A: General

The Grievance Procedures may be amended by a majority vote of members present, if a
guorum exists, providing the proposed change(s) is/are provided to all members at least
seven (7) days in advance of the meeting.

ARTICLE 6: CERTIFICATION

The undersigned hereby certifies that he/she is the Chair of the Local Coordinating Board
and that the foregoing is a full, true and correct copy of the Grievance Procedures of this
Local Coordinating Board as adopted on the 14™ day of August 2019.

PR T
il b
— i
Coordinating Board

Steven Grant, Chair ;
Palm Beach County Loca

o
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Appendix N — Rate Model Worksheet

Worksheet for Multiple Service Rates

CTC: Palm Tran Version 1.4
1. Answer the questions by completing the GREEN cells starting in Section | for all services County:  Palm Beach County
2. Follow the DARK RED prompts directing you to skip or go to certain questions and sections based on previous answers
SECTION I: Services Provided
Ambulatory Wheelchair Stretcher Group
1 o Yes B Yes o Yes o Yes
- Will the CTC be providing any of these Services to transportation disadvantaged passengers in the b ) -
upcoming budget year? } Mo (O No & Mo & Mo
Go to Section Il Go to Section Il STOP! Do NOT STOP! Do NOT
for Ambulatory for Wheelchair Complet plete
Service Service Sections [1-V Sections Il -V
fior Stretcher for Group
Service Senvice
SECTION II: Contracted Services
Ambulatory Wheelchair Stretcher Group
1. Will the CTC be contracting out any of these Services TOTALLY in the upcoming budget year?___ B Yes 8 Y= 3 Yes g Yes
¥ No (T No & No o} No
Answer# 2 for Answer # 2 for Do Not Do Not
Ambulatory Wheelchair Complete Complets
Service Service Section Il for Section Il for
Stretcher Group Service
Service
2Ilyoumﬂ:lYEStnﬁ_dnve,dnyujwanltomatﬂ'leh{ingmt&byamplydwﬂngmeprq]mj S Yes O Yes O Yes 3 Yes
contract amount by the projected Passenger Miles / passenger trips?....
0 N & No & Mo @ Ne
Do NOT
Complete Do NOT
Section Il for Complete
Stretcher Section Il for
Leawve Blank Leave Blank Service Group Service
3. If you answered YES to #1 & #2 above, how much is the proposed contract amount for the service?
How many of the total projected Passenger Miles relate to the confracted service?
How many of the total projected passenger frips relate to the contracted service?
Effective Rate for Contracted Services: Ambulatory
per Passenger Mile =
per Passenger Trip =
Go to Section Il
for Ambulatory for Wheelchair Complete Complete
Service Service Section Il for Section Il for
Stretcher Group Service
Service
4. If you answered # 3 & want a Combined Rate per Trip PLUS a per Mile add-on for 1 or more
senvices, INPUT the Desired per Trip Rate (but must be less than per trip rate in #3 above =
Rate per Passenger Mile for Balance =
Leave Blank Leave Blank Do NOT Do NOT
and Go to and Go to Complet Complete
Section Il for Section Il for Section Il for Section Il for
Ambulatory Whealchair Stretcher Group Service
Service Service Service
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