Transit Joint Powers Authority for Merced County

No-Show / Cancellation Policy

Purpose:

Sporadic passenger no shows, late cancellations, and cancellations at the door are an expected cost of doing
business for a paratransit system. However, at a time when the cost of providing ADA complementary
Paratransit service is growing and all eligible demand for paratransit trips must be met; excessive no shows,
late cancels, and cancels at door adversely affect the efficiency of service and significantly add to the cost of
operating the system.

Definitions:

Advance Cancellation: The Bus defines an advance cancellation as occurring when the customer (or the
customer’s advocate) calls and cancels a specific scheduled trip at least 2 hours prior to the Pickup time.

Early morning trips scheduled for pickup before 6:30am are to leave the cancellation message on the voice
mail to be retrieved by the Reservation Center as soon as it opens at 5:30 am or call in person no later than
5:30 am.

Late Cancellation: The Bus defines a late cancellation when a customer (or the customer’s advocate) does not
call to cancel a specific schedule trip at least 2 hours prior to the pickup time (excluding the early trips
described above)

Cancel at Door: The Bus defines a cancel at door when the vehicle arrives at the location designated for a
specific scheduled trip within our 35-min window and customer notifies the operator at the time they no
longer need the scheduled trip.

The Operator or Dispatch will verify the need for any other trips scheduled for that day.

No-Show: The Bus Defines a No Show when all of the following criteria have occurred: There has been no call
by the customer (or the customer’s advocate) to cancel the scheduled trip 2 hours prior to pick up time.

And

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

And

The Operator notifies or attempts to notify the customer that they have arrived.

And



The Dispatch office is notified by the operator. At that time, dispatch will try to notify the passenger by giving
them a courtesy call and are unsuccessful.

And

The operator cannot reasonably see the customer approaching the vehicle after waiting the 3 minutes for
ambulatory and 5 minutes for non-ambulatory.

And

The dispatch office is notified. At the time, dispatch will verify that the operator is at the correct location and
will then be noted as a no-show.

Dispatch does not automatically cancel a return trip before getting confirmation from the rider that it will no
longer be needed. Dispatcher will attempt to contact passenger to avoid another no-show but ultimately it is
the responsibility of the passenger to cancel the return trip after a No show has occurred.

No-Shows are EXCUSED when the trip is missed for the reasons beyond the customer’s control. Although,
no shows will not be issued for reasons beyond the customer’s control; the customer (or the customer
Advocate) should ALWAYS make every effort to cancel scheduled trips in a timely manner. It is the
customer’s (or the customer’s advocate) responsibility to provide the reasoning for not canceling a trip.
Contact should be made with Dispatch as soon as reasonably possible. Lack of any contact will result in a No
Show being issued.

“Any patterns or practices of excessive volume of unexcused NO Shows will be reviewed by the operating
paratransit manager.”

Consequences for an established pattern / practice of no shows

Violation Action
Original occurrence of five no-shows and/or 10 percent of Send a warning letter to
scheduled trips that are deemed no-shows in a calendar passenger advising them of no-
month. show record
First Violation - and an additional 10 percent of scheduled 7-Day Suspension

trips that are deemed no-shows in a calendar month.

Second Violation - and an additional 10 percent of 14-Day Suspension
scheduled trips that are deemed no-shows in a calendar

month.

Third Violation - and an additional 10 percent of scheduled 21-Day Suspension

trips that are deemed no-shows in a calendar month.

Fourth Violation - and an additional 10 percent of scheduled 28-Day Suspension
trips that are deemed no-shows in a calendar month.

* Violation history covers a 12-month rolling period from the day of the first violation.

Please do not consider this guideline as a justification for not calling when a trip is not needed.



