Appendix F: GoApex No Show Policy

No-Shows and Late Cancellations

No-Show and Late Cancellation policies will be in compliance with the ADA and CFR. To avoid a
No-Show or late cancellation, the client must be ready at the designated place for pickup
within the pickup window given by the Customer Service Representative. All trips, including
Subscription trips that are prescheduled on a recurring basis, are subject to this No-Show
Policy.

No-Show
A No-Show occurs when all of the following criteria are met:

e There has been no call by the rider to cancel the scheduled trip at least 1 hour prior to
the start of the pickup window.
AND

e The vehicle arrives at the scheduled pickup location within the 30-minute pickup window.
AND

e The driver has waited 5 minutes after arriving during the pickup window.

After waiting for 5 minutes, the driver is instructed to leave a No-Show tag, and proceed to the
next destination.

Late Cancellation
A late cancellation occurs when the rider does not call to cancel a specific scheduled trip at least 1 hour
prior to start of the pickup window. Late cancellations will be treated as “No-Shows”.

Passengers with Subscriptions trips are requested to alert GoWake Access as soon as it is known if a
particular recurring trip needs to be cancelled by the passenger (for example, due to holidays). GoWake
Access requests one week’s notice for known subscription trip cancellations in order to clear that time
slot for other passengers to reserve. However, there will be no consequences unless the trip is
cancelled less than 1 hour prior to the start of the pickup window, per the late cancellation definition
above.

No-Shows Beyond Passenger’s Control

Trips cancelled for reasons that are beyond the rider’s control will not be considered “No-Shows”. This
includes missed trips resulting due to sudden illness, family or personal emergency, transit connection
delay, appointment delay, extreme weather conditions, operator error, paratransit lateness, or other

unforeseen reasons for which it is not possible to call to cancel in time or to take trips as scheduled.

Subsequent Trips

If a rider has a No-Show for the outgoing portion of a round trip, they will still keep return
trips and subsequent trips on schedules unless there was an indication from a rider or other
reliable source that they will not need the return trips. GoWake Access will attempt to contact
the client to see if they need the return trip to avoid another No-Show.
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No-Show Notifications

GoWake Access will send a written warning after five (5) No-Shows. The written
correspondence will list the total number of No-Shows and the percent of No-Shows in
reference to the total number of trips booked in the calendar month. Specific dates, times,
and locations of each No-Show in the calendar month will be provided in writing upon rider
request.

Pattern and Practice of No-Shows
Riders may be suspended from paratransit service when they show a “pattern and practice” of
No- Shows, which occurs when:

e Arider has five (5) or more No-Shows in a calendar month; AND
e The number of No-Shows represents more than 15% of the trips booked by the rider in
a calendar month.

Suspension Periods
The following suspension periods shall apply:

e 1Istviolation: Warning Letter/Email
e 2"vijolation: 7-day suspension

e 3" violation: 14-day suspension

e 4tyiolation: 30-day suspension

Notification of No-Show Policy

ADA
Patron
Address
Dear

It is the policy of GoApex to inform our patrons of factors that may affect their transit
services. No- shows are one of those factors.

No-Shows, as well as late cancellations, result in wasted trips which could have been used by
other passengers. It is the policy of GoApex to record each customer’s no-shows and apply
appropriate sanctions when customers establish a pattern of excessive No-Shows.

For your information, attached is the policy that provides what defines a No-Show and what
actions may be taken.

Thank you for your patronage,

GoApex ADA/Paratransit Policy 17





