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INTRODUCTION and CONTACT INFORMATION

Eagle Transit providepublic trang serviceswithin Flathead CountyWe offerfixed route citybuses
and commutebusedor the general publicAs required by the Americans with Disabilities Ack also
provideParatransiDial-A-Ride (DAR) service, which ianappointmentbased sharedide specialized
public transitservicefor people who have disaliies or other conditions that make it difficult for them
typically to use our fixed route servicBAR operates up t& of a mile from any fixetbus route.

Our buses are all ADA compliant and equipped with lifts.
This guide povidesimportant informéon for DAR passengersl f you don’'t see an &

guestion or would like further clarification, pleagige the Dispatch @ice acall. Office hours are 7:00
am-5:00 pm MondayFriday.

Dispatch Office 4067585728

Administrative Office: 406-758-2426

Transportation Manager: 4067582427

Eagle Transit Physical Address: 1333 Willow Glen Dr., Kalispell

Mailing Address: 40 11" Street W, Kalispell, 59901(c/o Flathead

Co. Agency on Aging)

COMMENTS AND COMPLAINTS

Thank you for being ®alued Eagle Transit customer. We strive to make your riding experience safe,

pl easant and as convenient as possible. Pl ease
we love compliments, but complaints are critical as they alert us te#utketo fix problems and improve
service.

You can register your comments or complaints by phone or through our website at
https://flathead.mt.gov/eagle/contact_us.php

Eagle Transit does notsgriminate on the basis of race, color, national origin, sex, age, disability or
other protected clasB.you wish to file a discrimination complaint, forms are available at the Eagle
Transit office, in all buses and on the webditips://flathead.mt.gov/eagle/documents/Aitie
complaintformandbrochure.pdf

APPLICATIONS AND APPEALS

Application

To apply forParatransiDial-A-Rideservice please complete and submait application form.
Applications are available at the Eagle Transit offfoem Eagle Transit bus driveos you may


https://flathead.mt.gov/eagle/contact_us.php
https://flathead.mt.gov/eagle/documents/title-vi-complaint-formandbrochure.pdf
https://flathead.mt.gov/eagle/documents/title-vi-complaint-formandbrochure.pdf

downloadone from our website atvww.flathead.mt.gov/eaglelnstructions for completingnd
submittingthe application are included with the form.

Once yousubmitthe completed applicatipplease allowi5 calendar days faligibility determination

and identificatiorcard processingApplications are reviewkand approved or denied bBy3-person
Eligibility Committee. If you are determined to be eligible, we will mail you an i.d. card. If you are
determined to be ineligible, we will send you a letter with an explanation of why you were denied the
serviceard how to appeal the decisioff you have not receivedmd.d. card or letter ihin 15 daysof
submissionplease contact the Eagle TrarBispatch Gfice to check on the status of your application

You maypresentyour Eagle TransiDial-A-Ride D cardto ride the fixed outecity busesand
commuter busefor free.

Your i.d. card nay ako qualify you for visitor eligibility on ADA ParatransiBervices in other cities
throughout the U.S.

Appeal Process

Denied applicants have @ays tosubmit awritten appeato the Transportation ManagefApplicants
may also request an-person meetingith the Transportation Manage®©nce an appeal is received,
the Transportation Manager will make a decision within 30 days and will notify the applicanting.w

TYPES OF DIAL -A-RIDE SERVICES
Eagle Transit offerparatransit custometbree types of services:

1. Paratransit DiaA-Ride service This is a federallrequired service for people with disabilities or
other conditions that typically mekt difficult for them to usdixed route bus service. The service
area is ¥ of a mile from any fixed route.

a. The service is always available the same days and times as the fixed route services, for
the same fareEagle Transit offers fixed route cibus service in Kalispell, Whitefish
and Columbia Falls.

b. The service is appointmebased, which means passengers schedule rides in advance.

c. Itis an origin to destination service, which means passengers are picked up where they
are and taken where theyant to go, as long as they are in the % mile service area.

d. Rides are shared, which means there may be multiple passengers on the bus at the same
time, and pickupanddrop f f s wi | | occur based on the
“f ton,firsto f f . 7

2. “ Same Da y This ss arroptionalgpremiufiareservice in which Paratransit Dial-Ride
customers may request service on the same day they wish to ride.
a. We will make every effort to accommodate same day ride requests, but sometimes rides
may be unavailable due to limited capacity.
b. Same Day charges also apply to:
ARides requested after 3:00 pm for the next day
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http://www.flathead.mt.gov/eagle

AChanging your pickup location, destination, gick-up time after 3:00 pm for the
next day

3. Country DialA-Ride: This is an optional, premiufiare serviceavailable countywide to Paratransit
Dial-A-Ride customers whaant to travel outside % miles fronfiged city bus route.
a. Appointments must be awle fve (5) dag inadvance
b. Days of operatiorare limited. The service runs offuesday ér those wishing to be
picked up north of Highway 2 arkhursday ér pick-ups south of Highway 2.
c. The fare is based on number of miles traveled.

PICK-UPS andDROP-OFFS

Paratransit DiaA-Ride mssengers are picked up and dropped off curbside, or at the door if neezled.
fare is the same for cutio-curb or dooito-door serviceDrivers will always assist passengersand
off the bus.

A Curb-to-curbservice means the bus driver will pick you up at the curb of your home (or other place
of origin) and drop you off at the curb of your destination.

A Door-to-door service means the bus driver will meet you at the ground floor door of your home (or
other phce of origin) andipon arrival at your destination wébkcort you to the ground floor door of
your destination. Please let the Eagle Trabspatch Gfice know if you need doeto-door
assistance. They’' | | di s cu#divens can safelg meetyautati on w
your door. If necessary, an Eagle Tiaisgaff person may make a visit to your home to assess the
feasibility of providing you with doeto-door service. Please note the ability to safely provide-door
to-door service mainvolve the absence or condition of stairs, ramps, doors, handrails, pathways,
etc., as well snow and ice builgh during the winter month#.is the responsibility of passengers to
make sure the pathway to their home is free of snow andBige drives may determine conditions
are unsafe for dodo-door assistance for a particular ride even if the service is generally available to
you.

p>N

Drivers will not enter private homes for any reason.

p>N

When dropping off or picking up passengers from businessadical facilities or other public
buildings, drivers will assist passengers to go through the second door of a foyers Wiiiveot go
beyond this point

A If you need further assistance through the doors of your origin or destination you will besielgpon
for arranging for someone to assist you.

FARES

All fares are onavay. Passengers must pay the appropriate fare each time they get on the bus. Fares
may be paid with cash (exact change oolytheckor by having a pass or punch card which ar
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available from any driver or ahé Eagle Transit officdf a passenger does not haveaay, pinch card
or caslicheck service will not be provideddrivers cannot make change accept tips

Paratransit DiatA-Ride RegulaFare
A $1.00 per one way trip

I?asses and Punch Cards
A Unlimited morthly passes are $25
A Punch cards are available ihGincrements

Premium DiatA-Ride Services

A “Same Day” ride request is $5.00 each way
0 Please noteew rides or changes to previously schedulgess requested aft@00pm for
the next day wilalsobe charged he “ Safare. Day”

A Country DiatA-Ride isavailable countywide fo$1.00 per mile traveled (from the Eagle Transit bus
barn) up to a maximurchargeof $20 per onavay trip.

City and Commuter Buses

A People who present a DiAlRide i.d card can ride fixed route city busesl commuter bused no
charge.

A Other passengers pay $1.00 per-awag trip. If you are a Dialh-Ride customebut do not have
your i.d. card with you, you will have to pay the @1 fare.

Note:Some passengers are transported under contract with various agencies and do not pay individual
fares.
SCHEDULING RIDES

Making an appointment for a ride

To schedule a ride, please call ispatchOffice. You may scheduleride as far in advance as you

wish. The latest you can schedule a ride and pay the regular fare is 3:00 pm the day before you want to
ride. You may alsdeave a message over the weekend requesting a Monday ride as long as it is
recorded by 3:0pmon Sumlay.

Rides requested after 3:ptn for the next day will be charggdh e “ Safare. Day”
Country DialA-Ride is offered on limited days and must be scheduled 5 days in advance.

When you call to schedule your ride,help us serve you bett@leasdet the dispatcher knoviryou:
A Need dooito-door assistance

Use a wheelchair, walker, or other mobility aide

Plan to have a Personal Care Attendant (PCA) or a service animal with you

A Plan to have another individual(s) ride with you

A
A



Scheduling gur pick-up and returrtimes

Dispatchers Wil make every effort to schedweur rides at the time you requestowever,for
logistical reasonst may be necessary to negoti#tte time with yowp to one (1) hour before or one (1)
hour afteryour desiredime.

When you call to schedule your ride, let the dispaskeow what time you need to arrive at your
destination so they can determine the appropriateypdime. If you also needraturn ride, let the
know what time you would like to be picked fqo the return.

Schedules are made after 3:00 pm, so you will receive an automated call later in the day confirming your
pick-up times.

On Call Returns

We offer “on call” returns f or ormwhosasatithg 8ocial who a
Security office or the local Office of Public Assistance. CallRispatchOffice when you are ready to

return anda vehiclewill be sentas soon as possibl&Ve also offer pharmacy rides followimgedical
appointmergfor the regular $1 fare.

VEHICL E ARRIVAL TIMES

We will arrive as close to your confirm@ick-up time as possible. Howevéecause DAR is a shared
ride service and because road, traffic and weather conditions can be unpredictal#jcle may
arrive up to fifteen (15) minutes before or fifteen (15) minutes after scheduled pick up time.

Example:lf you arescheduled for a 9:3@mpick-up, the vehicle will arrive between 9:afhand 9:45
am

Please be ready and waiting where you can see the vehicle &trevdriver will only wait three (3)
minutes after arrival at your curb (or dogif door-to-door service)thenthe driver will leave and the
ride wildl be c¢cd6nsi deyoerdideave tilhnot be dble o send the vehicle back
or send a second vehicle for you.

If the Eagle Transit bus arrives earlier than 15 minutes before your schedulegb picie, the3-minute
wait time will not begin until the 15 minute mark. Fetample, your pickup time is 9:30 and the bus
arrives at 9:10. The driver will wait until 9:15 plus an additional 3 minutes

CANCELLING RIDES and NO-SHOWS

If you are unable to make your scheduled ride, please cdllispatchOffice as soon as poss$#ito
cancel Please notelrivers cannomake cancellations or schedule changes for you.



A trip may be cancelled up until one (1) hour beftire scheduled pick ugCancellations after that will
be considered a “no show."’

Be sure to cancel yoschediled return tripat the same timef applicable. Your return trigill not be
cancellecautomaticaly and i f you don’'t <cancel towi | al s

Wh a't i-shaw?ho

A You fail to cancel your trip at least one (1) hour before goheduled pickup time.

A You fail to meet the vehicle at your designated fipKocation.

A You are not ready to go within the pick time period of fifteen (15) minutes before to fifteen (15)
minutes after your confirmed timBemember, the driver will onvait for 3 minutes after the
vehicle arrives.

Excesshdw®” and cancell ations

An excess of n o s or cancellationsvithin a 3Gday period will result in the loss of Di&l-Ride

service for thirty (30)dayWh en det er mi ni ng braamcelatonsye tdo many,s h o ws
Eagle Transit will consider multiple factors, I
extenuating circumstances.

If you have been suspended from the program, you have the right to request an appeéaligitre
Appeals must be filed in writing within sixty (60) days of the date of the letter of suspansishould
be addressed the Transportation Manager

ASSISTING PASSENGERS USINGMOBILITY AIDES

Steps

Drivers are not allowed to assist passesgesirg mobility aidesup or down step3Vhen steps exisb
get into or out of the door of an origin or destinatipmssengers are responsible for arranfpng
assistance from someoalkse

Ramps

Driverswill assist passengers usingbility aidesto use ADA complaint ramps when available.
However, if a ramp does not appear to be ADA compliaetiriver may refuse to assistpassenger to
use it untilEagle Transimanagemergxaminethe ramp to determine if it meets ADA regulations. If
you need asistance to use ramps and yaow there is a ramp at your origin or destinatizext you

think maynot be up to codgleasdet the DspatchOffice know as soon as possible before scheduling
your ride s@heycan arrange to have someone look afiternatively, you may meet the driver at the
curb, orarrange assistance up and ddive ramp from someone other ththeEagle Transit driver.



Note:In general ADA compliance requires ramp®t exceed twelve (12) inches of length for every
inch of increasén height There g also some requirements about the type of surface, landings
handrails etc.A summary of ramgtandardss available upon request.

Maximum Size ofwheelchair

A wheelchair is a mobility amlbelonging to any class of three (3) or four (4) wheeled devices, usable
indoors, design for and used by individuals with mobility impairments, whether operated manually or
powered. A “common wheelchair”™ is sncledfinwthdevi ce
and fortyeight (48) inches in length measured two (2) inches ath@vground, and does not weigh

more than sihundred (600) pounds when occupiddis is the maximum size of wheelchair Eagle

Transit can transport.

Power wheelchairs oceoters

Passengers must be able to safely operate their own power wheelchair or scooter. Drivers are not
all owed to operate or control anyone’s power mo

PERSONAL CARE ATTENDANTS

If you need the assistance of another person in order to complete your trip or its purpose, you may take
one (1) personal care attendant (P@#th you at no additional charge. At the tingeu schedule your

ride, let the dispatcher know you will be travelj with an attendant. Please note, your Rt get

on and get off at the same location youaloide for free

OXYGEN TANKS

If you use supplemental oxygen, the tank must be portable. You must be able to carry the tank into the
vehicle by yoursélor have it securely fastened to your mobility aide.

SERVICE ANIMALS

Service animals are always welcome. The passenger must have the service animal fully under control at
all times so as not to disrupt other passengers, driver, or the schedules @riveot assume any
responsibility for service animals. When you schedule your ride, please let the dispatcher know if you

will have a service animal with you.

Eagle Transit does not allow pets or comfort animals on vehicles.



SEATBELTS

Use of seatbelts is encouraged but not required for passengers in Eagle Transit vehicles. Passengers
should stay seated untiile bus comes to a complete stop and the doors open.

All passengers using a wheelchair or scooter milsiv the driver to secerthe device to the vehicle
using the 4pointrestraint systenmstalled for this purpose. Passengers may choose, but are not
required, to usa shoulder arfdr lap beltif provided

PACKAGES and OTHER CARRY ON ITEMS

The number of packages or othemnits a passenger may have on board is limited to what the passenger
andbr the driver can safely carpnto the vehiclén one trip. Drivers have discretion as to how much
they can carry to assist passengers.

All items must be small enough to be plagethe storage area of the vehicle or out of the aisles. No
big boxes, bulky items, or | arge bags that woul

SMOKING

No smokingor use ofe-cigarettes arallowed on the bus.

DISRUPTIVE PASSENGERS

Eagle Transimay suspend or refuse service to any individual whose behavior actitors are deemed
violent, disruptive, and/or illegal or causeterruptionto service.Drivers may ask disruptive passengers
to get off the bus at the nearesife locatn. If the person refuses to get off the bung driver will
contactDispatch tocall law enforcement for assistance.

HOLIDAYS

Eagle Transit does not operatetbe following holidays:
New Years Day

Martin Luther King Day
President’'s Day
Memorial Day

4" of July

Labor Day

Columbus Day

General Election Day
Veteran’s Day
Thanksgiving Day

Christmas Day
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