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Paratransit Guide to Ride
On behalf of Quincy Transit Lines, the QTL Advisory Committee, and our staff, we welcome you to Quincy Transit Lines.
Our Paratransit Service is designed to serve customers who, because of a disability, are unable to use Quincy Transit Lines’ regular fixed-route service and who meet the criteria established by the U.S. Department of Transportation under the Americans with Disabilities Act of 1990 (ADA).
This handbook provides helpful information about: Certifications, reservations, trip information, cancellations, guest riders, and general guidelines.
If you have additional questions, please call 
Quincy Transit Lines at 217-224-3535 or 217-228-4550
Reservation Hours
· Reservations are accepted Monday–Friday, from 8:00 a.m.– 4:00 p.m. by calling        217-224-3535 or 217-228-4550
· After-hours cancellations: A trip may be cancelled after hours by calling the answering service at 217-231-8842. (they are unable to schedule trips)
· Paratransit operates from: 
· Monday–Friday: 5:45 a.m.–6:30 p.m.
· Saturday: 6:15 a.m.–4:45 p.m. 
· Sunday: 7:30 a.m.–6:00 p.m. 
· Holiday service: One bus operates on New Year’s Day, Memorial Day, Independence Day, and Labor Day. Closed on Thanksgiving and Christmas Day.
Service Area 
QTL provides service within the City of Quincy and to areas immediately surrounding the city. The service boundary extends up to 1.5 miles beyond the city limits.
Paratransit service outside of this boundary is available only through Purchase of Service agreements with partner agencies. These agreements allow QTL to provide transportation for agency clients who need to travel beyond the standard service area into the City of Quincy.


Eligibility & Certification
· All passengers under age 60 must complete an ADA application form and be approved before using Paratransit.
· Applications can be found on the City of Quincy website page, a paper copy can be picked up at the QTL office (2020 Jennifer Ln., Quincy) or mailed by request.
· Applicants are notified of a decision in writing within 21 days.
· If no decision is made within 21 days, applicants are treated as eligible until a determination is issued.
· Appeals are available if certification is denied.
Appeal Process
If your Paratransit application is denied you can appeal the decision.
· How to appeal: Send QTL a written request to 2020 Jennifer Ln. Quincy, Il 62301 within 60 days of the denial letter 
· What happens next: Your appeal will be reviewed by someone who was not part of the original decision.
· Your role: You may share more information or explain why you believe you qualify.
· Outcome: QTL will send you a written notice with the final decision.
Age, distance to a bus stop, or illiteracy by themselves are not considered disabilities. Individuals who are blind or visually impaired may be eligible if they cannot use QTL regular fixed route system. 
Provisional Paratransit Eligibility
· QTL offers seasonal eligibility during the winter months, November 1 through April 1, for individuals with specific mobility limitations or temperature sensitivities.  These conditions would be verified by a licensed health care provider.
Temporary Paratransit Eligibility
· Any individual may apply for temporary Paratransit eligibility. Applicants who meet the full eligibility criteria and qualify will be granted temporary eligibility status.
Fares
· ADA-eligible passengers under 60:
· $1.00 per one-way trip in town
· Punch Cards: 10-trip ($7.50) or 20-trip ($15.00) available at the QTL office or from drivers.
· Seniors over 60: billed through the Senior Center.
· Seniors will receive a donation statement showing the number of times they rode during the previous month and the suggested donation. 
· Personal Care Attendants (PCAs), or guest: 1 may ride free when accompanying an eligible Paratransit rider. Additional guests must pay the regular fare of $1.00 per ride.
· For riders under the age of 60 the driver is required to collect $1.00 or punch a QTL punch card before departing. Please have exact change. Drivers do not carry change. 

Personal Care Attendants (PCAs)
Quincy Transit Lines (QTL) does not provide escorts or Personal Care Attendants (PCAs) for riders.
· Riders who need assistance are responsible for arranging their own PCA.
· PCAs must be able to assist the rider independently, without requiring help from QTL staff or drivers.
· Serving as a PCA for a paratransit rider does not, by itself, make that individual eligible for paratransit service.
How to Ride
· All trips must be scheduled in advance. Same-day trips are not permitted.
· Same day changes to pick up/drop off times or destinations are not permitted. 
· To ride with QTL, schedule your trip during business hours/day no later than the day before.  The more advance notice you can give, the better.
· Riders should schedule medical appointments before 4:00 p.m.
· Be ready 10 minutes prior to pick up time. You should be ready to board the vehicle when it arrives. If not ready, the bus may leave and the trip will count as a no-show.
· Riders must be fully clothed before boarding.
· Eating, drinking, smoking, and chewing tobacco are not permitted on QTL vehicles.
Have the Following Ready When Scheduling a Trip
· First and last name
· Your pick up and drop off exact address
· Time and date needed
· Will you have an attendant with you
· If you are using a mobility device
Mobility Devices
· All QTL vehicles are equipped with lifts/ramps and securements.
· Riders may use standard wheelchairs or scooters.
· Restrictions:
· No geriatric chairs or gurneys.
· No medical apparatus except secured oxygen.
· Drivers will not maneuver wheelchairs over more than one consecutive step.
· All mobility devices must be secured before departure.
QTL adheres to ADA guidelines in transporting passengers using mobility assistance devices.  Passengers needing mobility aids must provide their own.  
· QTL will not ask a passenger to transfer out of a wheelchair into another seat.
· Passengers utilizing a wheelchair will be allowed to transfer to a regular seat in the vehicle, if the passenger requests to do so and is able to complete the transfer with no assistance from the driver.
· An individual who uses a lift will not be refused to disembark from a vehicle at any designated stop, unless the lift cannot be deployed or the lift will be damaged if deployed or temporary conditions preclude the safe use of the stop for all passengers.
· The passengers must ensure ramps and wheelchair paths are properly paved and kept clear of snow, ice, parked cars, trash and other obstructions.
· QTL will assist wheelchair customers where ramps are provided and under no circumstances assist with any more than 1 consecutive stair. 
Door-to-Door Service Policy 
Quincy Transit Lines provides a door-to-door service, meaning passengers are picked up at their residence and dropped off at the front door of their destination.
· Hands-Off Requirement: Passengers may not hold onto drivers for balance or stability. Drivers are not permitted to physically support passengers in that manner.
· Threshold Boundaries: Drivers must remain outside the threshold of a passenger’s residence. They do not enter homes, apartments, or offices.
· Building Access: In multi-unit or office buildings, passengers are picked up and dropped off at the main entrance or lobby only, not at individual apartments or offices.
Service Animals and Pets
· Service animals (such as guide dogs) are welcome to accompany riders who need them.
· When scheduling your trip, please inform QTL dispatchers if a service animal will be riding with you.
· Family pets are permitted only if they are secured in a pet carrier.
Health & Safety
· Riders with contagious illnesses may be refused service (with office approval).
· Seat belts are required unless a physician provides written exemption.
· Service animals are welcome. All other animals must be transported in carriers.
Rider Responsibilities
· Carry only what you can manage in a single trip. Drivers cannot assist with packages/groceries.
· Cancel rides at least 2 hours in advance to avoid a no-show.
· Treat drivers, office staff, and fellow passengers with respect.
· Drivers may not accept tips.


Use of Audio/Visual Equipment
For the comfort and safety of all passengers, and to ensure the driver can safely operate the vehicle, customers may not use audio or visual equipment in a way that disturbs others or interferes with transit operations. Examples: Playing music or videos without headphones, using portable video games with audible sound effects, operating any device that creates disruptive noise or visual distractions
Visitor Policy
· Who qualifies: Any visitor with a disability who cannot use regular bus service.
· Proof needed:
· Show your ADA paratransit eligibility card or letter from your home transit agency or show proof of where you live.
· How long you can ride: Visitors may use our paratransit service for up to 21 days in a 12-month period without applying locally.
· Longer stays: If you need service beyond 21 days, you will need to apply for local eligibility.
Code of Conduct
· QTL is committed to providing the safest and most efficient service to our community. To meet the requirements of the Americans with Disabilities Act of 1990 and to provide the greatest number of rides possible, QTL relies on clear guidelines that ensure all eligible riders benefit from paratransit service.

· Customers who disregard or abuse these guidelines can negatively impact the program for everyone. For this reason, QTL has established policies designed to protect fairness, maintain service quality, and ensure that all riders have the opportunity to use Paratransit to its fullest potential.
Passenger Safety and Comfort
QTL is committed to ensuring the safety and comfort of all customers. To protect riders, drivers, and the general public, QTL has established policies addressing customer conduct that may negatively affect the paratransit program.
Types of Misconduct
· Hazardous Conduct: Any act that creates the potential for injury or death to a customer, driver, or the public.
· Abusive Conduct: Verbal or physical acts that are offensive, invade the privacy of others, or involve rude, disrespectful, or angry physical contact.
· Unintentional Misconduct: Acts that occur as a direct and immediate consequence of a customer’s disability. If a customer has been trained that a behavior is inappropriate but continues to engage in it, the act is considered intentional.

Consequences of Hazardous or Abusive Misconduct
1. First offense: May result in a suspension of service for 30 days.
2. Second offense within one year: May result in a suspension of service for 60 days.
3. Third offense within one year: May result in a suspension of service for one year.
At the end of the suspension period, the customer must reapply for Paratransit eligibility.

Consequences of Unintentional Misconduct
· A customer may be required to participate in behavior modification.
· A customer may be subject to reasonable accommodations that ensure the safety of all riders and drivers.
· Accommodations may last until the customer learns appropriate behavior.
· Accommodations may be permanent if the conduct is beyond the customer’s control.
Notification and Appeals
· Customers will receive written notice before QTL takes any of these steps.
· Any eligible customer whose service is suspended due to misconduct has the right to appeal the decision.

Information on Quincy Transit Lines service is available in accessible formats upon request: Braille, large print, audio, and computer disk by calling 217-224-3535 or 217-228-4550
Illinois Relay Service for the Hearing Impaired system is open 24 hours a day 
and is free of charge:  
TTY Dial – 1-800-526-0844 or 711  
Voice User Dial – 1-800-526-0857 or 711
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