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INTRODUCTION

Span, Inc. is a private, non-profit that has been serving the residents of Denton County since
1974. Our mission is “to enable people to live as fully and independently as possible by
providing nutrition, transportation and social services to older people, people with disabilities,
veterans, and the public.” Our vision is “to eradicate senior hunger and to eliminate gaps in
transportation in Denton County.”

Span operates as the Designated Rural Transportation Provider in Denton County. We provide
demand response public transportation service to residents of Denton County who live outside
of the Denton/Lewisville corridor.

Separately, Span operates under contract with client cities. Currently, those cities include The
Colony, Coppell, Corinth, Double Oak, Flower Mound, Hickory Creek, Lake Dallas, Little ElIm, and
Shady Shores.

It is the policy of Span, Inc. that no person shall on the grounds of race, religion, color, national
origin, sexual orientation, gender identity or orientation, physical or mental ability, age, or
income status be excluded from participation in, be denied the benefits of, or otherwise be
subject to discrimination or retaliation under any program or activity administered by Span.

Span reserves the right to modify, make additions to, and/or eliminate portions of these policies
and procedures at any time. Updated versions of this document will be posted on Span, Inc.’s
website, www.span-transit.org.

DESCRIPTION OF SERVICES

Span provides door-to-door, demand response, shared-ride transportation services to
individuals residing within Span’s service area, traveling to and from areas within our service
area. Span does not currently provide service to individuals residing within the DCTA (Denton
County Transit Authority) cities of Denton, Lewisville, and Highland Village. Nor do we provide
transportation to other adjacent Denton/Lewisville urbanized (UZA) communities, other than
the cities and towns we have contracts with. Additional service restrictions may apply. Please
refer to city-specific documents included in the New Rider packet for important details. Span
will also assist clients, when possible, who are traveling to destinations outside of Denton
County by coordinating with other transportation providers, such as DART (Dallas Area Rapid
Transit) and Trinity Metro. Out-of-county trips may require transfer to another bus or to rail
service.
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Span uses wheelchair-accessible vehicles to transport clients. Our drivers are available to
provide limited assistance upon request. Our drivers are not trained to provide medical
assistance.

Examples of driver assistance include:

* The driver will assist passengers from the door of a residence or pick-up location to the
vehicle, if needed.

® The driver will attempt to notify passengers of arrival.

* The driver will assist passengers in boarding and exiting the vehicle.

* The driver will take the passenger to the door of his/her destination.

* The driver is the only person permitted to secure wheelchairs and other mobility
devices.

Examples of assistance our drivers will not provide include:
* Assistance getting in or out of a wheelchair.
* Assistance getting ready for the trip.
* Administering medication or oxygen.
* Assisting clients in wheelchairs going up or down stairs.
® Assisting passengers on ramps deemed unsafe.
® Assisting in carrying personal belongings or purchases.

SPAN IS NOT AN EMERGENCY TRANSPORTATION SERVICE.

SPAN, INC. POLICY DOES NOT ALLOW A DRIVER TO LOSE VISUAL CONTACT WITH THE AGENCY
VEHICLE AT ANY TIME, FOR ANY REASON.

DEFINITIONS

Aide — An aide is a social services attendant or personal care assistant (PCA) who travels to
assist in the needs of a passenger who, otherwise, would not be able to travel alone.

Companion — A companion is anyone, other than an aide or PCA, who travels with a disability-
certified passenger.

Demand Response Service — Non-fixed route transportation service utilizing vans or buses with
passengers boarding and alighting at pre-arranged times and locations within the provider’s
service area. Multiple riders with varying destinations may be on the vehicle at the same time.
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Disability - With respect to an individual, a physical or mental impairment that substantially
limits one or more of the major life activities of such individual; a record of such an impairment;
or being regarded as having such an impairment.

ePass - Span has simplified the fare payment process by offering automated fare deductions. No
ParaPass card is needed. Simply board the bus and your fare is automatically deducted from your
account. Funds are applied to a passenger’s account by contacting 940-382-2224 between 9 am and 5
pm. Callers may leave a message if a person does not answer the phone and will be called back by a
person.

Mobility Device — A mechanism such as a wheelchair, walker, or scooter, designed to aid
passengers with mobility impairments. The mechanisms can be manually operated or powered.

Late Cancellation — If a passenger cancels their trip on the day of service but does so more than
3 hours before the pick-up time, it will be considered a late cancellation.

No-Show — A no-show occurs when a passenger fails to cancel their trip at least 3 hours before
the scheduled pick-up time OR does not board the Span vehicle within 5 minutes after it arrives
(within the 30-minute ready-time window).

ParaPass - Span's electronic fare pass. Funds are applied to a passenger’s ParaPass card by
phoning Span’s main office at 940-382-2224 with a valid credit card, by mail via check or money
order, or in person between the hours of 9:00 AM and 4:30 PM, Monday through Friday, at 1800
Malone Street, Denton, TX 76201.

Ready-Time Window — A 30-minute window, beginning 15 minutes before and 15 minutes after
the scheduled pick-up time during which a passenger should be ready for pick-up.

Service Animals — Animals that are trained to perform tasks for people with disabilities, such as
guiding people who are blind or have low vision, alerting people who are deaf, pulling
wheelchairs, alerting a person who is having a seizure, or performing other special tasks. Service
animals are working animals, not pets.

Service Area — Span serves residents of Denton County who live outside of the Denton/
Lewisville urbanized area (UZA). Span transports those residents to any location in Denton
County. Areas inside the UZA may be served by Span under contract with individual cities or
towns or various governmental agencies.

Subscription Service — An ongoing standing order is entered into Span’s schedule for a person
traveling to the same place at the same time each week.
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Wheelchair — A mobility aid belonging to any class of 3 or 4-wheeled devices, usable indoors,
designed for and used by passengers with mobility impairments. The devices may be manually
operated or powered.

SERVICE HOURS/HOLIDAY SCHEDULE

Our hours of operation are 6:00 AM to 6:00 PM, Monday through Friday. Currently, there is no
weekend service. Service is provided throughout the year, except the following holidays:

* New Year’s Day * Labor Day

* Martin Luther King Day * Thanksgiving Day

* Good Friday * Day after Thanksgiving
* Memorial Day ® Christmas Eve

* Independence Day ® Christmas Day

APPLICATION PROCESS

To use Span, Inc. services, prospective passengers must complete and submit an application,
meet the eligibility criteria, and receive approval by Span, Inc. staff. Please also review the
Disability Certification information below prior to submitting an application in case that portion
also applies to you and additional documents are needed as part of the application process.

Applications may be obtained in the following ways:
® Call the Span Dispatch Office at 940-382-1900.
* Visit our website to print the application to complete it by hand.
®* Complete the document online on our website

Once the application is fully completed, and if not completed online, the signed original should
be emailed, mailed, dropped off, or faxed to:

Email address — span@span-transit.org
Fax number — 940-383-8433

Span, Inc.
1800 Malone St.
Denton, TX 76201
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Please allow a minimum of 21 days to process the application once it has been received by
Span. Properly completed applications will be processed immediately upon receipt. Only
completed, signed applications will be considered for review.

Once the application has been reviewed and a decision is reached, dispatch will contact the
applicant via phone to notify them. If the application is approved, the dispatcher will provide
instructions on how to schedule a trip. If the application was not approved, a letter will be
mailed via USPS stating the reason(s).

Span reserves the right to determine on an individual basis whether Span has the capability to
safely transport a passenger. In the event safety is compromised, Span may decline
transportation and will document why service was declined.

It is the responsibility of the passenger to provide their updated contact information, as well
as updated emergency contact information, to the Span Dispatch Office when changes occur.

DISABILITY CERTIFICATION

People with disabilities (including some medical conditions) who meet regulatory criteria are
entitled to reduced fares. In addition to the application, applicants eligible for the reduced fare
must submit a properly completed Certification Form. Both documents must be received and
reviewed during the application process to qualify for reduced-fare trips due to disability.

A licensed physician or certified human services professional familiar with the applicant’s
condition must sign the Certification Form verifying the disability and the applicant’s functional
limitations if applying for a reduced fare based upon disability. It is recommended that the
Certification Form and Application be submitted at the same time to prevent delay of the
application review. Examples of licensed or certified human services professionals include
Medical Doctor, Psychiatrist, Psychologist, Social Worker, Rehabilitation Professional, Physical/
Occupational Therapist, Physician’s Assistant, Registered Nurse, and Nurse Practitioner.

Once all documentation is received, Span personnel will make an evaluation and will request
any additional relevant information, if necessary, about the applicant’s functional limitations
related to transportation. The applicant will be notified either by phone or a letter will be
mailed via USPS stating the reason(s) once an eligibility determination has been made.

Notice of Eligibility Determination
An applicant who is determined to be eligible for reduced-fare service due to disability will be

sent documentation of eligibility via USPS to the address listed on the application. The
document will include the name of the eligible individual, the phone number of the Span
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Dispatch Office, an expiration date for eligibility, and any conditions or limitations on the
individual’s eligibility including the use of a personal care attendant (PCA).

If the determination is made that an applicant is not eligible for the reduced-fare due to
disability, the written notification will state the specific reason(s) for the finding. All applicants
have the right to appeal the initial determination of eligibility (see Grievance and Appeal
Procedures). Span employees and the Span Board of Directors strive to maintain an
accommodation process that is cooperative rather than adversarial in nature, attempt to fulfill
disability eligibility requests, when possible, and will document all attempts at reasonable
accommodation.

Reapplication Process

Passengers will need to reapply every three (3) years from the date they are initially approved.
Reapplication ensures Span’s files are accurate and contain up-to-date information. Span will
notify passengers when they are due for the reapplication process.

Accessible Materials for Blind or Low Vision Riders

Span will make reasonable accommodations to assist with the application process. If a person
with vision issues calls, dispatch will assist in filling out the application and will fax it to their
doctor for them.

Individuals with a vision impairment may request Accessible Materials such as large print,
braille, audiotape, and electronic files usable with text-to-speech technology (known as screen
reader technology). Requests for Accessibility Materials may be made to the Span Dispatch
Office. The Span staff will work with individuals who request information to determine the most
appropriate alternative formats.

Alternatives to Audio Communications

For individuals who are deaf or hard of hearing, or who have speech impairments, Span can
provide accessible information, including “711” relay service. Visual aids may also be provided
upon request. Requests can be made to the Span Dispatch Office.

Reasonable Modification

Span will make reasonable modifications in policies or procedures when the modifications are

necessary to avoid discrimination on the basis of disability or to provide program accessibility to
services, subject to federal limitations. Span staff will work with riders requesting reasonable
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modifications and follow up on reasonable modification requests within two weeks of the
request date.

To make a Reasonable Modification request, individuals must follow these guidelines:

1. Whenever feasible, requests for modifications shall be made and determined in advance
of a scheduled trip before Span is expected to provide the modified service. Modification
requests should be made during the application process.

2. Individuals requesting modifications will need to describe what they need to use the
service.

3. When a request for modification cannot practicably be made and determined in
advance, Span personnel will make a determination as to whether the modification can
be provided at the time of the request.

Drivers and other operations personnel may consult with Span management before deciding to
grant or deny the request.

HOW TO SCHEDULE A TRIP
Trip Requests

Requests for service can be made from 8:00 AM until 2:00 PM, Monday through Friday, by
calling 940-382-1900.

1. Atthe time of scheduling your reservation, you will need to provide Span with your
name, phone number, the addresses of both the pick-up and drop-off locations and the
pick-up and drop-off times. It is advisable to overestimate the length of your
appointment, rather than underestimate it, as part of the determination of your needed
pickup time. Please also let the dispatcher know if you will be accompanied by a
personal care attendant, companion, or service animal.

2. Span does not provide pick-up service from public schools.

3. Please note that all scheduling requests can be made as early as 14 days prior or as late
as two days before the trip by 2 pm. Accepting trip requests up to two days in advance
of service increases the amount of service that can be offered because the Schedulers
have a full day to design the service schedule. The Span Schedulers set-up the daily
schedule the day before service.

4. Same day call-ins, including unscheduled requests or will-calls for return trips, will not be
accepted. Bus drivers are not permitted to make unscheduled trips or stops.

Scheduling
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1. Span provides demand response service. We are a shared ride, public transportation
service. As such, we will attempt to schedule your pick-up time as close to your
requested time as possible, but we are unable to guarantee requested times. This may
require an earlier or later pickup, drop-off, or waiting time.

2. You should receive a call/text from our automated service the evening prior to your ride,
between 5:00 PM and 5:30 PM, informing you of your scheduled pick-up time. In
addition, you should receive an “On the Way” notification via phone or text the day of
your scheduled trip, approximately 20 minutes before the scheduled pick up/arrival
time. If you do not receive a notification, we were unable to accommodate your trip
request.

3. Due to traffic, weather, and other conditions beyond our control, the vehicle may arrive
up to 15 minutes before or 15 minutes dafter your scheduled pick-up time, our 30-
minute window. Once the bus has arrived, the driver will not wait more than 5 minutes
for the scheduled passenger to board the bus.

4. Whenever possible, Span will attempt to notify passengers that the vehicle will be early
or late beyond the 30-minute window, allowing passengers time to make other
arrangements if the vehicle is unavoidably detained. If Span does not have a valid phone
number for the passenger, we will be unable to notify the passenger of the scheduling
issue. It is the responsibility of the passenger to provide their updated contact
information, as well as updated emergency contact information, to the Span Dispatch
Office when changes occur.

5. Riders should carry any necessary medications with them in the event there is a
significant delay. Riders who use oxygen should make sure they have an adequate
supply. Riders who are diabetic or hypoglycemic should bring a small snack.
Consumption of food and/or drinks on the bus is strictly prohibited, except for rarely

encountered, medically necessary reasons. Please speak with the driver before
consuming food or drink on the bus.

6. Only trips with scheduled pick-up times will be entered on the daily schedules.

7. Subscription service is available to a limited number of passengers who travel to the
same place at the same time every week. If a subscription slot is made available to a
passenger, the passenger will automatically be placed on the schedule for those trips.
Subscription passengers must notify the Span Dispatch Office if changes need to be
made to their subscription schedule or if the subscription service should be cancelled. A
change in time, origination, or destination may change your eligibility for a subscription
ride.

8. There may be times Span is unable to schedule service due to a variety of factors,
including increased rider demand, capacity constraints, and staffing/scheduling
limitations. However, we make every attempt to accommodate requested dates and
times.

INCLEMENT WEATHER/CLOSURE NOTIFICATIONS
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Span, Inc. reserves the right to suspend, modify, or cancel service during times of hazardous
weather conditions that have the potential to jeopardize the safety of our riders, drivers, or
vehicles. If the roads are deemed unsafe by the Transportation Manager, we will not transport,
and you will not receive a confirmation call the night before.

In the event of severe winter weather, please check local news websites for updates.
SPAN FARES

Span passengers are required to pay the one-way fare to the bus driver PRIOR to the vehicle’s
departure. ParaPasses and cash are the only forms of payment accepted. Please have your
ParaPass or the exact fare amount ready. Since the same bus/driver may not be providing the
return trip, advance payments and round-trip payments are not permitted. Passengers shall pay
the fare in exact change or with an ePass, or ParaPass. Drivers cannot make change.

If you do not pay the correct fare, the driver is required to contact the Span Dispatch Office. A
determination will be made, and the ride may be denied. In that case, a no-show may be
notated on your account.

ParaPasses

A ParaPass is one of Span's electronic fare payment system. Funds are applied to a passenger’s
ParaPass card by phoning Span’s main office at 940-382-2224 with a valid credit card, by mail via
check or money order, or in person between the hours of 9:00 AM and 4:30 PM, Monday
through Friday, at 1800 Malone Street, Denton, TX 76201.

New requests for a ParaPass submitted by mail should include the address to which the
ParaPass should be mailed, along with the requested amount of money that should be applied
to your account in the form of a check or money order made payable to Span, Inc. Please do not

mail cash.

If the ParaPass is lost, please call Span’s main office at 940-382-2224 for a replacement.

ePass

Span’s electronic fare payment system also offers the convenient choice of ePass. Funds are added to a
passenger’s account and a rider may select an automated fare deduction called ePass. Funds are applied

to a passenger’s account by phoning 940-382-2224 phoning Span’s main office at 940-382-2224 with
a valid credit card, by mail via check or money order, or in person between the hours of 9:00
AM and 4:30 PM, Monday through Friday, at 1800 Malone Street, Denton, TX 76201.
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Fund Balances / Inactive Riders:

In the event that a rider becomes inactive (due to relocation out of the service area, being
removed from ridership because of policy violation, worsening health, the cessation of life, or
other situation), remaining ParaPass funds are subject to the following guidelines.
1. Funds will be handled according to the option selected by the rider on their latest
application:
A. A refund will be paid to the rider, or a donation of funds made to Span, Inc.
B. Riders are responsible for initiating the refund process within 60 days of inactivity or
all funds will be processed as a donation to Span, Inc.
C. For deceased riders:
a. Rider representatives are required to notify Span, Inc. within 60 days of the
rider’s passing.
b. Funds will be handled according to the option selected by the rider on their
latest application:
i. Release of funds to a selected beneficiary: Requires proof of Power of
Attorney, Estate Executorship, or other legal document establishing the
beneficiary’s identity and legal status.
ii. Donation of remaining funds to Span, Inc.
iii. Either option will be completed within 30 days of the requirements
being met for that situation.

Any situation not specifically addressed above shall be resolved by Span administrative staff on
a case-by-case basis.
Business Phone Hours and Voicemail (9 am —5 pm)

Standard business phone hours for all fare payment questions are 9 am —5 pm. You may leave a
voicemail if no one is available to answer your call.

Gratuities and Tips
Drivers are not allowed to accept gratuities, tips, or gifts.
AIDES, COMPANIONS, AND ANIMALS

Aides/Personal Care Attendants (PCAs)
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An aide is a social services attendant or personal care attendant (PCA) who is required to travel
with a passenger, based on the disability certification. When an aide is required, the aide rides
for free. The aide must be picked up and dropped off at the same address as the passenger.
Riders who have a disability certification indicating an aide is required will not be transported if
an aide is not accompanying them.

When a trip is scheduled, the Span Dispatch Office must be notified that an aide will be riding,
so the aide can be placed on the schedule in addition to the passenger.

Under certain circumstances, Span may request that a passenger ride with an aide. Span does
not provide aides.

Companions

A companion is anyone other than an aide who travels with a passenger. A companion will be
required to pay a fare equivalent to the fare paid by the registered passenger. When a trip is
scheduled, the Span Dispatch Office must be notified that a companion will be riding, so the
companion can be placed on the schedule in addition to the passenger. Last-minute companion
additions will be scheduled if there is availability on both the A and B legs.

Animals

Per FTA guidelines, a service animal is: Any guide dog, signal dog, or other animal individually
trained to work or perform tasks for an individual disability, including, but not limited to, guiding
individuals with impaired vision, alerting individuals with impaired hearing to intruders or
sounds, providing minimal protection or rescue work, pulling a wheelchair, or fetching dropped
items.

Guide dogs and other service animals are permitted on Span vehicles and are allowed to
accompany passengers. Other small animals are also allowed, but they must be contained in an
approved pet travel kennel and must be restrained in the kennel throughout the trip. When
scheduling a trip, passengers must indicate that an animal will be accompanying the passenger.
Control of the animal is the responsibility of the rider. If an animal’s behavior creates a hazard or
direct threat, the rider is responsible for any damages or injuries.

CANCELLATIONS, WAIT TIME, NO-SHOW, LATE CANCELLATION, AND PENALTIES
Span acknowledges that unavoidable situations may arise that result in a passenger needing to

cancel or miss a scheduled trip. However, frequent and excessive late cancellation and/or no-
show of scheduled trips negatively affects our ability to serve all our riders. Span’s goal is to
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educate passengers on our policies as a means of reducing the incidences of late cancellations
and/or no-shows.

Cancellations

If you need to cancel a trip, please call the Span Dispatch Office at 940-382-1900 as soon as
possible.

Wait Time

Riders are expected to be ready to ride when the bus arrives. Span bus drivers will not wait
longer than five (5) minutes from the arrival time for passengers to board the vehicle. If the
vehicle arrives within the 30-minute ready window (15 minutes before to 15 minutes after the
scheduled pick-up time), the passenger must board the vehicle within 5 minutes of arrival time.
Passengers or their associates may not ask the bus driver to delay this five-minute interval
under any circumstances; this is to assure the timely pick-up and transport of all Span
passengers. See Scheduling section for more information.

No-Show

Failure to meet the vehicle within five (5) minutes from the time of arrival will constitute a no-
show. If a passenger fails to cancel their trip within three (3) hours before the scheduled pick-up
time, that will also be considered a no-show. A passenger is allowed two (2) no-shows per
calendar month without penalty.

Span understands that some no-shows are beyond the rider’s control and those instances will
not be counted as no-shows. Potential examples of excused no-shows include:

* Family emergency;

* The scheduled appointment was canceled or rescheduled for reasons that are not the
fault of the rider;

* lliness that prevents the rider from being able to call and cancel;

®* The Personal Care Attendant (PCA) did not arrive in time to assist the rider;

®* The rider’s mobility device failed.

Late Cancellation
If a passenger cancels their trip on the day of service but does not do so at least three (3) hours

prior to the pick-up time, it will be considered a late cancellation. A passenger is allowed four (4)
late cancellations per calendar month without penalty.
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Subscription Service Changes

Subscription service riders should contact the Span Dispatch Office at 940-382-1900 as soon as
possible if a ride is not needed on a normally scheduled day. Advance notifications allow us to
plan changes to our schedules, avoid any no-show notations on your account, and schedule our
other riders more efficiently.

Penalties

We would certainly prefer not to have to penalize anyone. However, behavior that inflicts
disruption and inconvenience for our riders, drivers, and office staff will not be tolerated.

* Three (3) no-shows in a thirty (30)-day period will result in the suspension of services for
one (1) week. In the event there are three (3) no-shows during a thirty (30)-day period a
second time, services will be suspended for two (2) weeks. If the problem persists,
services may be suspended indefinitely.

* Five (5) late cancellations in a (30)-day period may result in the suspension of services
for one (1) week. If the problem persists, services may be suspended indefinitely.

* Span may impose reasonable penalties for any passenger who develops a pattern or
practice of missing scheduled trips, including indefinite suspension of services.

® Subscription riders who face penalties may lose their subscription slot.

The suspension will go into effect seven (7) days after notification of the suspension has been
made to the rider.

MOBILITY DEVICES

Span vehicles, in compliance with the ADA and the Federal Code of Regulations, are designed to
carry passengers utilizing wheelchairs. A wheelchair is defined as a mobility aid belonging to any
class of three or more-wheeled devices, usable indoors, designed for and used by individuals
with mobility impairments, whether operated manually or powered. All mobility devices must
be secured by the Span driver and the device must face forward during transportation.

Span reserves the right to deny service if the mobility device is unable to fit safely on the
vehicle.

SEATBELTS AND RESTRAINTS
Span policy requires that all passengers wear seatbelts at all times for their own safety, as well

as the safety of other passengers. All wheeled mobility devices must be properly secured at all
times the Span vehicle is in operation.
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CARRY-ON ITEMS

You may only board the vehicle with equivalent of no more than three plastic grocery bags. A
rider must be able to carry and load those items on the vehicle. You must maintain control of
those items at all times. No bulk items are allowed (i.e., cases of drinks, bulk paper products,
large bags of pet food or bags of potting soil). Your packages must be secured in a manner that
will not cause injury to another passenger, not block the aisle, displace another rider, cause
obstruction of vision, or otherwise create a safety hazard. Drivers do not assist riders with or
carry packages or bags of groceries up stairs. Span reserves the right to deny transport if the
situation deems necessary.

Priority Seating

Priority seating is made available on Span vehicles and is designated for the elderly and persons
with a disability. Persons sitting in those locations who are not elderly or disabled may be asked
to vacate their seat to make room for an individual with a disability. Priority seating and the
securement areas are intended to accommodate riders with disabilities.

RIDER COURTESY AND CONDUCT

* Riders shall maintain appropriate, reasonable personal hygiene.

* Shirts and shoes or another form of footwear must be worn.

® Service animals accompanying other riders should not be pet without the permission of
the owner.

To ensure the safety and comfort of all passengers and the driver, the following activities are
prohibited on all vehicles. Persons who engage in these activities may be refused service.

* Playing radios or using other devices that make sound, without using headphones
* Smoking, including the use of electronic cigarettes

* Eating or drinking

®* Consuming alcoholic beverages

* Using or possessing illegal drugs

* Using obscene or abusive language

* Indecent exposure or sexual conduct

* Harassment or bullying

* Violent, disruptive, or threatening behavior

* Shoving, pushing, or behaving in a disorderly manner
* Interfering with the driver

® Causing actual or potential damage to the vehicle
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Span reserves the right to deny service, including removing the passenger from the bus, if the
situation is determined to be unsafe for the passenger, other passengers, the driver, or the

public.

TERMINATION OF SERVICES

If a passenger does not follow Span Inc.’s policies and guidelines, services will be terminated as

follows:

If feasible, a verbal warning will be given.

If the verbal warning does not result in compliance, the passenger will receive a
detailed, written warning concerning the area(s) of non-compliance and possible
sanctions.

If compliance is not achieved after the written warning, the passenger will be notified in
writing that their use of Span’s services is suspended for 30 days, with a statement of
the reason(s) for suspension.

Failure to follow Span Inc.’s policies and guidelines for an additional time will result in
permanent termination of services, effective immediately. The passenger will be notified
in writing that their use of Span’s services is permanently terminated, with a statement
of the reason(s) for termination.

Span reserves the right to immediately terminate services without prior warning if a
passenger poses a safety risk to themselves or any other person.

GRIEVANCE AND APPEAL PROCEDURES

1. Any individual has the option to appeal a suspension, termination, or rate eligibility

determination. Appeals must be presented in writing within 30 days. Span’s Director of
Transportation will hear first appeals. Span service will not be suspended while the Span
Executive Director is considering an appeal unless the suspension or termination
resulted from behavior that was determined to pose a risk to the passenger or others. A
decision will be made within two weeks (14 days). If the Executive Director upholds the
determination, the individual may request that the matter be reviewed by a panel of
Span board members, designated by the Span Board Chair.

2. If anindividual requests an appeal of the Executive Director’s decision, the Span board
member panel will review all material submitted. A decision will be made within thirty
(30) days. Span service will not be suspended while the Span board panel is considering
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an appeal unless the suspension or termination resulted from behavior that was
determined to pose a risk to the passenger or others.

3. Span will notify the individual, in writing, of the Span board panel’s ruling on all appeals.
The notification will outline the ruling and the reason(s) for it.

4. Once the individual has been informed of the initial ruling or the ruling from an appeal,
the determination will go into effect the following business day.

5. Span requires that all appeals be made within 30 days of notification of sanctions or
eligibility determination.

6. All decisions made by the Span board panel are considered final.

Span Employees and the Span Board of Directors will strive to maintain an accommodation
process that is cooperative rather than adversarial in nature, attempt to fulfill eligibility requests
when possible, and will document all attempts at reasonable accommodations.

CUSTOMER COMPLAINTS

Span takes all complaints seriously and records, investigates, and responds to each complaint,
including Americans with Disabilities Act (ADA) complaints. Span is committed to resolving
complaints in a prompt and equitable manner.

Span reserves the right to extend the complaint investigation beyond in-person communication
to include additional information sources, such as:

* Video recordings from on-board cameras and facility surveillance

* Recordings of telephone calls

*  Written communications (paper and/or electronic, including faxed documents)

* System data including location tracking, dispatch records, and reservation notes and
data input

* Driver manifests (paper and/or electronic)

* Interviews with transit agency employees or contractors and other riders who may be
witnesses to the incident

* Any additional source determined to have relevance

Customer Complaint Process

Complaints concerning Span’s demand response transportation service by passengers or
caretakers of passengers, or any other authorized representative of the passenger should be
reported to the Span Transportation Department by one of the following methods:

* Calling Span at 940-382-1900 and asking to speak to the Transportation Supervisor or
Transportation Manager.
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* Sending an email to span@span-transit.org.

* Mailing a letter to Span, Inc, Attn: Transportation Manager, 1800 Malone Street, Denton,
TX 76201; or

* Sending a fax to the Transportation Supervisor or Transportation Manager at
940-383-8433.

When the complaint is reported, please include as much information as possible; including the
nature of the complaint, date and time of the incident, the location where it took place, the
names of the people involved (if known), and any other relevant information.

Service Complaint Form

Please see the last page of this document for a copy of our Span, Inc. Transportation Service
Complaint Form. You can also complete the Complaint Form on our website, www.span-

transit.org.

TITLE VI

Span operates its programs and services without regard to race, color, or national origin in
accordance with Title VI of the Civil Rights Act. Any person who believes they have been
aggrieved by any unlawful discriminatory practice under Title VI may file a complaint with Span.

For more information on Span’s Title VI program, the procedures to file a complaint, or to file a
complaint contact the Executive Director at 940-382-2224; email span@span-transit.org.; or
visit our administrative office at 1800 Malone Street, Denton, TX 76201. For more information,
visit www.span-transit.org.

Span opera sus programas y servicios, sin distincion de raza, color u origen nacional, de
conformidad con el Titulo VI de la Ley de Derechos Civiles. Cualquier persona que cree que él o
ella ha sido perjudicada por una prdctica discriminatoria ilegal bajo el Titulo VI, puede presentar
una queja con Span.

Para obtener mds informacion sobre Span 's Titulo VI programa, los procedimientos para
presentar una queja, o para presentar una queja contacto el Director Ejecutivo al 940-382-2224;
lapso de correo electronico @ fiol transit.org; o visite nuestra oficina administrativa en 1800
Malone Street, Denton, TX 76201. Para obtener mds informacion, visite www.span-transit.org.

A complaint may also be filed directly with the:
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Texas Department of Transportation, Attn: TxXDOT-PTN, 125 E. 11th Street, Austin, TX
78701-2483, or

Federal Transit Administration, Office of Civil Rights, Attention: Title VI Program Coordinator,
East Building, 5th Floor-TCR, 1200 New Jersey Ave., SE Washington, DC, 20590.

If information is needed in another language, contact 940-382-2224. Para mas informacién
llame a este numero 940-382-2224.
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Span

Denton County

Span, Inc. Transportation Service Complaint Form

Date of Complaint
This complaint is being made by:

Client ____ Client Representative ____ Driver/Staff __ Member of the Community
If you selected Client Representative, please list the client’s name

Your Name Telephone Number
Street Address City Zip Code
Email address

Date of issue that resulted in this complaint Approx. time
Passenger Name Vehicle Number
Driver/Employee Name Route Number

Please explain the reason for your complaint and provide as much detail as possible:

Signature Date

Mail to Span, Inc., Attn: Transportation Mgr., 1800 Malone St., Denton, TX 76201;
email to span@spantransit.org; or fax to 940-383-8433.

Supervisor/Manager Response/Resolution to Complaint:

Supervisor/Manager Signature Date
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