Appendix E: GoApex Appeal Process

Denial of Paratransit Service

GoWake Access will carefully review each application to ensure that only qualified persons are approved.
Upon completion of review, a letter of certification or denial will be mailed. If your application for
paratransit service was denied, you have the right to appeal this decision.

ADA Application Appeals

To appeal the decision, you will need to submit your request in writing, sixty (60) days within receipt of
the denial letter.

Appeals may be mailed to:

ATTN: Paris Butler, GoWake Access
4401 Bland Road Raleigh, NC 27609

Your appeal will be heard by an ADA Appeals Board. The ADA Appeals Board consists of individuals who
are not involved in the initial certification process. Their decision is made independently of the ADA
Certification Process.

Upon receipt of your letter, GoApex will set up a meeting with the ADA Appeals Board. You will be
notified by mail of the date and time of this meeting. You will have the opportunity to submit any
additional information and written evidence and/or arguments to support your qualifications for service.
You may bring a representative with you to this meeting.

You will be notified of the Appeals Board’s decision in writing within thirty (30) days of the hearing. The
Board’s decision is final.

Denial of Paratransit Service Due to No-Show:

If a rider has a pattern and practice of No-Shows/Late Cancellations as provided above, GoWake Access
will send them a suspension letter or email, proposing to suspend service with instructions on the
appeals process (with an option for an in-person appeal). The notice will specify the basis of the
proposed action and set forth the proposed suspension. The notice will advise the individual of the right
to appeal the assessment of any no-shows/late cancellations and/or suspensions of service by submitting
a letter of appeal to GoWake Access. Individuals will have 60 days (or 90 days if the individual has a good
reason for delay) from the date of the written notice to submit their request for an appeal. GoWake
Access will not require such requests to include the basis or reasons for the appeal. The choice to submit
written information in advance of or instead of an appeal hearing would be for the appellant to make.
GoWake Access will provide the individual with a hearing to present information and arguments and
review the situation and provide the individual with transportation services if the decision to suspend
transportation services was wrong. A local hearing will be held within five (5) days of the individual’s
request unless the individual asks for it to be postponed. The hearing can be postponed (for a good
reason), for as much as 10 calendar days. To the extent practicable, the individuals deciding appeals will
not be those involved with the initial decision to suspend service. GoWake Access will provide written
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notification of the decision and the reasons for it. GoWake Access will not be required to provide
paratransit service to the individual pending the determination on appeal. However, if a decision has not
been made within 30 days of the completion of the appeal process, GoWake Access will provide
paratransit service from that time until and unless a decision to deny the appeal is issued. Critical needs
clients such as, dialysis and chemotherapy patients will not have their paratransit services suspended. All
appeals must be submitted in writing within 30 days. Please include the time, date and pickup address of

the no-showed ride you are appealing.
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