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CUSTOMER SERVICE
[image: image5.jpg]


BTaccess endeavors to provide outstanding service to our customers. Our goal is that your ride will be safe, comfortable, and on-time. Occasionally, we may not fully meet customer expectations. When that happens, we want to know about it so that we can consider improving or changing our procedures. The process for notifying us about a concern or complaint is to first contact the BT Customer Service Manager at 332-5688 or by email at customer@bloomingtontransit.com. The Customer Service Manager will make every effort to review your concerns and provide you with a prompt response and solution to your issue. If a customer is not satisfied with the Customer Service Manager’s response, they may contact the BT General Manager at 332-5688. The General Manager will further review the concern and respond to the customer promptly. If the customer is still not satisfied, they may bring the concern to the BT Board of Directors at a Board meeting. The BT Board generally meets every other Tuesday at 5:30 PM in the Conference Room at 130 W. Grimes Lane. To find the date of the next Board meeting, check the website home page or call our office. 

BLOOMINGTON COUNCIL ON ACCESSIBLE TRANSPORTATION (BCOAT)
BCOAT is a group of Bloomington Transit and BTaccess customers that meet quarterly. This meeting is an opportunity to 
voice comments or suggestions on policy and procedures for BTaccess and fixed route services. For more information about the meetings or to find out the next scheduled meeting date and time, please call the Customer Service Manager. Information regarding the meetings is posted on our website.
WELCOME TO BLOOMINGTON TRANSIT’S

BTACCESS PARATRANSIT SERVICE

Bloomington Public Transportation Corporation’s paratransit service provides curb-to-curb, accessible transportation to people with disabilities who are unable to use Bloomington Transit’s fixed route bus system. BTaccess is a shared ride service operated with accessible vehicles. Under the current policy, eligible passengers may schedule trips anywhere within Bloomington’s city limits. This service is provided in compliance with the Americans with Disabilities Act of 1990.

THE AMERICANS WITH DISABILITIES ACT (ADA)
The ADA is a federal law which protects the civil rights of people with disabilities. The ADA mandates private and public entities to provide equal access for people with disabilities to any employment, transportation, accommodation and communi-cation service being offered to the general public. The ADA requires that public transit systems, like Bloomington Transit, provide complementary paratransit service to those individuals, who because of their disability, cannot use or access the regular fixed route bus system.   
ADA ELIGIBILITY
ADA paratransit eligibility is based on an individual’s functional ability, not necessarily the individual’s particular medical diagnosis. Individuals are not enrolled or denied enrollment on BTaccess based on a specific diagnosis or disability. The ADA guidelines for eligibility state you may be eligible for paratransit service if you are unable to independently utilize the fixed route bus system in some way. This includes obtaining and under-standing bus information, recognizing and boarding the correct vehicle, and traveling to and from the nearest bus stop. Conditions, such as weather, distance and terrain do not automatically confer eligibility. However, if travel to and from a boarding location is impossible when combined with a specific health condition, BTaccess shall be provided. Persons with temporary disabilities may be eligible for temporary BTaccess enrollment. 
CERTIFICATION

Applications and correspondence materials are available in alternative formats. Please let us know if you would like materials in large print, audio cassette, disk, or email. Appli-cations are available to print from our website. Upon receipt, it will take up to three weeks for the application to be processed. You will be notified in writing, or another accessible format, of your eligibility status, detailing any conditions if applicable. Depending on the applicant’s abilities and duration thereof, the applicant will be awarded one of four types of eligibility: Full Eligibility, Temporary Eligibility, Conditional Eligibility, or Temporary Conditional Eligibility. For independent travel, passengers must be at least 5 years old. Passengers 4 years old and younger are required to have supervision. 

BTaccess customers are typically eligible for approximately 3-5 years, depending on the customer’s specific disability and duration (if temporary). We will notify customers of their recertification requirement at least 90 days prior to eligibility expiration

TYPES OF ELIGIBILITY

· Fully Eligible - Allows the customer to ride within our service area without any additional restrictions.
· Temporary Eligibility - Allows the customer to ride within our service area without additional restrictions for a limited time span. The expiration date for each customer’s eligibility will be explained as they are enrolled.

· Conditional Eligibility - Allows the customer to ride within our service area under certain conditions based on their abilities. 

VISITORS

Out-of-town visitors who have ADA paratransit eligibility with another transit system may use BT Access services for up to 21 days annually.  The Customer Service manager shall verify this status by contacting the visitor’s ADA paratransit provider or by reviewing official eligibility documentation from the ADA paratransit agency located in their area of residence.
If visitors with disabilities come from an area where no ADA paratransit service is provided, they may self-certify their eligibility to use BTaccess for up to 21 days annually by providing proof of visitor status (i.e. proof of residence somewhere else) and, if an individual’s disability is not apparent, proof of the disability (i.e. a letter from a doctor or rehabilitation professional) as required under 49 CFR 37.127 (d) as proof of eligibility.  

ELIGIBILITY APPEALS PROCESS

Persons who are denied eligibility for BTaccess may appeal the initial eligibility determination. The initial decision to deny any BTaccess application is determined by the Customer Service Manager and reviewed by the Operations Manager. BPTC will give specific reasons related to eligibility criteria when denying eligibility.

All applicants who are granted conditional, temporary, or are denied eligibility may appeal the decision within 60 calendar days of the decision. All applicants who are granted conditional or temporary eligibility may use BTaccess services as specified in their eligibility letter during the appeal. BTaccess service will not be provided to those that have been denied eligibility during the appeal.

A committee consisting of BPTC’s General Manager, Operations Manager and a BTaccess peer will investigate all eligibility appeals. The General Manager may collect additional information as part of the review. The applicant will have the opportunity to be heard in person or may submit all his/her arguments in writing or an accessible format. The appeals committee decision will be mailed to the applicant within 30 calendar days of the appeal. If the appeals committee denies the appeal, they will give specific reasons relating to the eligibility criteria in the denial. If the appeals committee does not decide the appeal within 30 calendar days, BTaccess will provide transportation until the appeal is decided.

Appeals must be mailed, emailed, or presented in person to:

BTaccess Eligibility Appeals

General Manager

130 W Grimes Ln

Bloomington, IN 47403-3014 

or     

customer@bloomingtontransit.com
Attn: General Manager
CURB-TO-CURB SERVICE

BTaccess operates a curb-to-curb service. Our drivers will generally pick you up at the curb of your trip origin and drop you off at the curb of your destination. The driver will park as close as possible to the curb and will assist you on and off the vehicle upon request. If you need assistance beyond the curb, please make advance arrangements with a personal care attendant, friend, family member, or other person to provide such assistance and to have them there promptly when the van arrives. For more information, please see the section on Companions and Attendants on page 15. 

For persons who, due to their disability require assistance to and from the outside doors of their trip origin and/or trip destination, and do not have a companion or attendant available to them, drivers will provide such assistance upon request. Please be sure to request such assistance when you make your reservation. Our scheduler will make a notation on the driver’s schedule to provide such assistance to the passenger.

Other important things to know about BTaccess service relative to your pick-ups and drop-offs are as follows:

· Be prompt and ready to go during the 30-minute pick-up window for your scheduled trip. The 30-minute pick-up window includes the time that is 15 minutes before and 15 minutes after the vehicle’s arrival time. Drivers will not wait longer than 5 minutes after the arrival time for you to appear.

· Drivers will not go into a business or other building to look for you if you are not at the scheduled pick-up point.
· Drivers may not enter your home, apartment, or garage.

· Drivers may not attend to any personal requests such as handling your medications; keys; credit/debit cards; writing personal checks; or any other needs that would be deemed the responsibility of the passenger. 
HOURS OF OPERATION
	Time of Year
	Days
	Span of Hours
	Service Area

	 Year round
	Monday - Friday
	 6:10 a.m. - 11:30 p.m.
	 All areas within Bloomington   

 city limits

	 IU Fall & 
 Spring 
 Semesters 
 Only – break 
 periods not 
 included


	Saturday
	 7:30 a.m. – 

 11:30 p.m.


	 All areas within Bloomington   

 city limits



	 IU Break 
 periods
	Saturday
	 7:30 a.m. – 

 7:30 p.m.
	 All areas within Bloomington   

 City limits



	 Year round
	Sunday
	 9:30 am-

 10:30 pm
	 All areas within Bloomington    

 city limits



	 IU Break 
 periods
	Sunday
	 9:30 am -

 7:30 pm
	 All areas within Bloomington city limits


These hours are subject to change.

IU break periods generally include spring break week (March), summer break period (early May to late August), Thanksgiving Break, and the winter holiday break (mid-December to early January). 

The hours of operation indicate the earliest time a pick-up and the latest time a drop-off can be scheduled.

If you are unclear about the ¾ mile radius, please ask a BTaccess representative.

BTaccess does not operate on the following holidays:

New Years Day, Memorial Day, Independence Day, Thanksgiving Day, and Christmas Day.

SCHEDULING TRIPS

To request a trip, call 336-7433 or TTY at 330-7853 between the hours of 8:00 a.m. and 5:00 p.m. daily. When requesting a trip, be ready to provide the following information:
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· Your name
· The date of your trip
· Your pick-up address     

         (including building/business      

          name, specific pick-up infor-         

          mation, i.e. rear door, side     

          door)
· The street address of your destination (including business 

name or specific drop-off information)
· The time you would like to be picked up from your point of 

origin or the time you need to reach your destination. In order for us to schedule efficiently, we are unable to accept both a pick-up and a drop-off time request for the same trip
· The time you would like to picked up from your next 

point(s) of origin
· If a Personal Care Attendant will be traveling with you
· If a guest other than your PCA will be traveling with you,  

         including children  

To ensure accuracy when requesting trips, we will read your requests back to you as we have entered them in the computer scheduling program. If you agree with what we have entered, you will be given a confirmation number. If you are unable to reach a customer service representative, you may leave a voice mail and we will return your call as quickly as possible. If you do so, it is essential that you leave all of the required information listed above. A representative will return your call for trip verification.
SUGGESTIONS FOR SCHEDULING

When scheduling your rides for a specific time, make sure that you allow plenty of time to complete your appointment so that you will be ready to meet the BTaccess van at your scheduled pick-up time. The BTaccess van may not be able to return for you if you underestimate your requested pick-up time. Please check with the business where you are going for their opening and closing time so that you do not have to wait outside the building before or after business hours. When scheduling your trips, allow adequate time to reach your destination and extra time for the pick-up and drop-off of other passengers before reaching your destination and for traffic conditions and weather delays. No changes may be made to a reservation after 5:00 p.m. the day before your trip.

CANCELLATIONS

If you need to cancel your trip, please phone BTaccess as soon 
as you can so that the dispatcher can readjust the driver’s schedules and avoid driving to your pick-up location. Multiple cancellations result in hardships for our schedulers, drivers, dispatchers, and ultimately, other passengers. Please help us all out by scheduling your trips with every intention of keeping them. Cancelling less than one hour before your scheduled pick-up time will result in a no-show and eventually suspension of service if a pattern of no-shows occurs in any 30 day period. See page 17 for more details about no-shows. 
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PICK-UP TIMES

Please call our office as early as 5:30 a.m. the morning of your scheduled trip to confirm and receive the scheduled pick-up time(s). You may also call the evening before from 5:30 p.m. to 11:30 p.m. These hours may vary on holidays. The van may arrive from 15 minutes before to 15 minutes after a scheduled pick-up time depending on the driver’s schedule and traffic that is likely to change throughout the day. Be prepared to board the van within this time frame.
Example: You schedule a ride for 10:10 a.m. The driver may arrive to pick you up any time between 9:55 a.m. and 10:25 a.m. You will be charged with a no-show if you do not board the van within 15 minutes of the scheduled pick-up time. If the van arrives before the pick-up window, you do not have to board until the pick-up window begins. If the van arrives late after the pick-up window, the five minute wait time will not begin until the van’s actual arrival time.
If the BTaccess vehicle will be more than 15 minutes late for a scheduled pick-up time, we will make every effort to contact you so that you are aware of the delay.

If the BTaccess vehicle is 30 minutes later than your scheduled pick-up time, then your BTaccess trip is free.

STANDING ORDERS

If you wish to schedule repeat service to the same place (work, school, church, etc.), from the same place, on the same days of the week, at least once weekly, you may schedule standing order trips. Standing order trips are ongoing and/or regularly scheduled trips. All standing order trips are subject to our no-show policy and must be cancelled accordingly. We will cancel all standing order trips for the holidays that BTaccess does not operate. If you are interested in scheduling a standing order, contact the Customer Service Manager. 

TRAVEL TIME

Typically, your trip on BTaccess will be comparable to fixed route service in terms of the amount of time it takes to get from your origin to your destination. Occasionally, your trip may take longer due to delays beyond our control such as traffic, weather, detours, or other causes.
FARES AND PASSES
All one-way trips cost $2.00 per person with cash, personal check, or pass. Please pay the exact fare when you board the vehicle. Drivers do not carry change. If you choose, you may pay the first driver for all of your day’s trips. If you do not have fare or a pass at the time of your trip, you will not be transported and you will be charged with a missed trip/no-show.
Companions ride for $2.00 per trip. Children age four and younger ride for free. There is no charge for a Personal Care Attendant (PCA). Please read the next section for more information regarding companions and Personal Care Attendants.              
BTaccess provides 10-ride punch cards costing $20 and 30-ride punch cards for $60. These are available at BPTC’s main office (130 W Grimes Ln) during our regular business hours, or at BPTC’s downtown bus terminal. Passes are also available by mail if you send a check to our main office. Please specify what you are purchasing. In addition, drivers provide envelopes onboard, pre-addressed to BPTC. You may insert your payment and order form in the envelope and place it in the fare tank or mail it yourself. Passes will be mailed to the address written on the envelope.
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COMPANIONS AND ATTENDANTS

A Personal Care Attendant (PCA) is someone whose assistance a customer must have in order to ride BTaccess.

Companion- A person accompanying a BTaccess passenger.  The companion pays a fare.
You must reserve a space on the van for your PCA when making your travel plans. If you did not require a PCA when you originally applied to BTaccess and find that you now need a Personal Care Attendant, please contact our office for a PCA application form. BTaccess does not provide Personal Care Attendants.

Guests or companions may also accompany you on your trip, but must pay the full fare. Due to limited space, when scheduling the trip, you must state if you are bringing a companion. Seating for more than one guest will be on a space available basis when scheduling trips. Children age four and younger ride for free. Children age four and under must be accompanied by an adult.

PCAs and companions are expected to follow all of the rules and regulations for riding BTaccess. BPTC reserves the right to suspend or revoke the riding privileges of any PCA or companion for misconduct.
                                  SEATBELTS
All passengers and drivers are required to use a seatbelt or approved child safety device. All wheelchair customers are required to wear their lap belt.  If you are traveling with someone who is four years of age or younger, or weighs 40 pounds or less, the child must ride in a child safety seat. Neither Bloomington Transit, nor BTaccess will provide child safety seats for children
CARRY-ON ITEMS

Carry-on packages are limited to four grocery bags or similar sized packages. Operators may help a passenger carry four packages on and off the vehicle from the same sidewalk or waiting area where the passenger boards and gets off the van. The operator will carry packages to the door if you are unable to do so yourself and are without a companion or PCA. Packages should weigh no more than 30 pounds each. 

MOBILITY AIDS
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 BTaccess vehicles are lift equipped. We will make every attempt to accommodate all wheelchairs, scooters and other mobility devices. The combined weight of the mobility aid and passenger may not exceed lift manufacturer specifications. For safety purposes, BTaccess will not transport stretchers. Please make sure that all mobility devices are clean, safe and in good working order. Mobility devices must be secured while on BTaccess vehicles. Please note the best way to tie down your scooter or chair and let the van operator know. Power chairs must have the power off and the brakes locked while being raised and lowered on the lift and when the van is in motion

SERVICE ANIMALS
Service animals are permitted on BTaccess vans. A service animal is any guide dog, signal dog, service dog, individually trained to do work or perform tasks for the benefit of an individual with a disability. We ask that service animals follow the same rules of etiquette as our passengers. Service animals are subject to suspension for misconduct. For the comfort of all BTaccess customers and operators, we require that all service animals are properly maintained. Service animals are also subject to suspension if they are not properly maintained. Pets are not permitted on BTaccess. 
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OXYGEN TANKS

Personal oxygen tanks can be transported but must be secured to 
the van by the operator with a seat belt or wheelchair securement. The operator will not control the tank mechanism. 

ON-BOARD COURTESY

Please observe a few rules for the benefit of other passengers and our drivers. Passengers must remain seated when the vehicle is in motion. Tobacco use, eating, and drinking are not permitted. Unauthorized weapons, fuel containers, and other hazardous substances are not allowed. Oversized items that can not be properly secured or obstruct seats, aisles, or efficient operation of service are not permitted. The only animals allowed onboard are service animals. Radios or other audio players are permitted only with the use of earphones. Offensive behavior, language and profanity are not permitted.
NO-SHOWS

Scheduling a ride and then failing to use the service without proper cancellation makes scheduling difficult for BTaccess schedulers and other customers. A no-show will be added to your record when the following situations occur:
· Not showing up for a scheduled ride

· Not boarding the van within five minutes after the van’s arrival (Late Board) unless the van arrives before the pick-up window
· Choosing not to ride once the van arrives 

· Canceling the ride less than one hour before the scheduled trip time

If you are unable to complete the remainder of your trips for the day, please call the office to cancel them. Otherwise, the driver will go to your next scheduled location. If you are not present for your remaining rides, you will be charged additional no-shows.
BPTC will send a letter of notification, or notification in an accessible format, within five business days following the no- show, to passengers who miss a scheduled trip.

No-shows are not counted if they are beyond your control or the fault of BTaccess. Examples of situations not within your control are:

· A sudden personal emergency
· Sudden illness
· Appointment runs unexpectedly late without sufficient notice
BTaccess reviews all recorded no-shows and late cancellations to ensure accuracy before recording them against the customer. Each verified no-show or late cancellation consistent with the definitions in this policy counts for purposes of enforcing possible suspensions of BTaccess service.
Customers wishing to dispute specific no-shows must do so within ten (10) business days of receiving written notification of no-shows from BTaccess. Customers shall contact the Customer Service Manager at 812-336-7433, Monday through Friday from 8:00 a.m. to 5:00 p.m. to explain the circumstances and request removal of the no-show or late cancellation.

RIDER RESPONSIBILITES
BTaccess policies have been designed for the benefit of all riders and we appreciate your compliance. To ensure efficient and effective service, BTaccess may find it necessary to temporarily suspend riders for the following occurrences:
1. EXCESSIVE NO-SHOWS SUSPENSION
BTaccess service may be suspended to customers with excessive no-shows or late cancellations. Such suspensions of BT Access service may occur under the following conditions: 

· The customer has at least four (4) or more scheduled trips in a 30-day time period using a rolling calendar; and
· The customer accumulates three (3) or more no-shows during that 30-day time period; and
· The customer’s rate of no-shows is 10 percent or higher of all their scheduled trips in that 30-day time period

If all of the above noted conditions are met, the customer may be suspended as follows:

· 1st offense - 7 calendar days
· 2nd offense - 14 calendar days
· 3rd offense – 21 calendar days
· 4th offense – 28 calendar days

Suspensions will not be imposed for circumstances beyond the customer’s control. 
If all of above noted conditions are met, the customer may be suspended as follows:

· 1st offense – 7 calendar days

· 2nd offense – 14 calendar days

· 3rd offense – 21 calendar days

· 4th offense – 28 calendar days

Suspensions shall be reset to the 1st offense following one calendar year from the previous 1st offense.

BTaccess shall provide notice to the customer of all no-shows within five (5) business days following the date of the no-show along with instructions for disputing any no-shows. All suspension notices sent by BTaccess to customers shall include a copy of this policy with instructions on how to appeal any suspension.

2. MISCONDUCT
For the safety and comfort of all BTaccess customers and drivers, BPTC has established this policy to address incidents of dangerous, disruptive or abusive behavior by customers. 

For any offense that is determined to be minor, a written warning, or notification in an accessible format, will be issued to the customer. If the offenses continue, the customer will be suspended. BPTC’s Customer Service Manager and/or General Manager are solely responsible for determining the severity of each offense. Customers who repeatedly break rules, who have been disruptive or abusive and those that have previously received a written warning will be suspended for the following periods:

· First occurrence will result in a one-month suspension

· Second occurrence will result in a six-month suspension

· Third occurrence will result in a one-year suspension and the customer must reapply for eligibility.

SUSPENSION Appeals Process

Customers wishing to appeal suspensions under this policy have the right to file an appeal. Such appeals must be in writing by letter or email within ten (10) calendar days of receipt of the suspension notice from BTaccess. Appeals may be initiated by the customer or by another person on the customer’s behalf. The appeal must document the specific reason(s) that the no-show or late cancellation should not be charged or was beyond the customer’s control. The customer will have the opportunity to be heard in person or may submit arguments in writing or in an accessible format.  

Appeals must be presented by mail or delivered to:

BT General Manager

130 W. Grimes Lane

Bloomington, IN 47403-3014

Or emailed to the General Manager at mayl@bloomingtontransit.com
The BT General Manager will schedule a meeting of the BTaccess Peer Appeal Committee within 21 calendar days of receipt of the appeal.

Appeals of suspension of service shall be mailed, emailed or presented in person to:

BTaccess Suspension Appeal

Peer Appeal Committee

130 W. Grimes Lane

Bloomington, IN 47403-3014

If emailed, the appeal shall be addressed to: 
mayl@bloomingtontransit.com
LEARNING TO USE FIXED ROUTE BUSES
BTaccess passengers may ride the fixed route service for free! The fixed route buses have these accessible features:

· All buses are equipped with wheelchair lifts or ramps, along with securement devices. One does not have to walk up or down steps if unable to do so.
· All fixed route buses have kneeling capability. This lowers the height of the first step onto the bus.
· Bus operators announce major intersections, transfer points and all requested stops.
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Customer service is available to assist with bus schedules, transferring to other buses, and trip planning.

BPTC offers free travel training classes, teaching individuals of all abilities to use the fixed route system. Participants learn how to read maps, schedules, and plan bus trips. For more information about travel training, contact the Customer Service Manager.
There are many advantages to using BT’s fixed route system over using BTaccess for transportation. These include:

· You do not have to call in advance for a ride; The buses run          

     on fixed schedules
· Short waiting periods
· If you miss the bus, there will be another one soon. There is   

    not a no-show policy
· Less expensive than BTaccess (free for BTaccess clients)
All BTaccess customers are eligible to ride fixed route buses for free upon presentation of a BTaccess ID card. Contact our office for information about obtaining a BTaccess ID card. 

[image: image11.jpg]


[image: image12.jpg]


[image: image13.jpg]



PAGE  
4

