

SERVE Transportation Rider’s Guide

The purpose of this guide is to ensure that our passengers have a safe and enjoyable trip with SERVE Transportation. If you have additional questions that aren’t addressed in this guide, or have suggestions regarding our program, please do not hesitate to contact the Transportation Department at 573-826-3939







SERVE Transportation

About SERVE Tran:

SERVE Tran is a general public-mass transportation program that has been in our community since 1976. Our program provides an average of 24,000 miles per month. We operate with a fleet of 11 vehicles. Our drivers are highly-trained and complete ongoing certifications throughout the year to ensure that they provide the utmost level of expertise and compassion while transporting you or a loved one. We ask that you call and schedule your trip by 3:00pm the day before. 


Where we transport from: 

We transport from anywhere in Callaway County. Our drivers pick you up at your front door! It’s that simple!

Where we transport to:

We can transport you to anywhere within Callaway County or, surrounding counties. We transport to Fulton and Columbia every day Monday-Friday, and can transport to Cole, Audrain County, and other locations as needed. Just call us the day before your appointment!

How much does it cost to ride?

There are several funding sources available, and we always try to work with our passengers to find out if they would qualify for one of those. If you do not qualify for any of the funding sources listed on the following page, then we do have a private pay fare system where riders can pay the drivers directly, as they ride. The following fees are applicable to passengers who do not have an alternate funding source in place and are privately paying for their transportation. 

· Fulton Rides: For transportation to or from anywhere inside the city limits of Fulton, the cost is $4.00 per one way 
· County Rides: For transportation to or from anywhere outside the city limits of Fulton but inside Callaway County, the cost is $6.00 per one way 
· Adjacent County Rides: For transportation to the surrounding counties of Boone, Cole or Audrain, the cost is $12.50 per one way 


Hours Of Operation:
Monday-Friday: 7:00AM - 5:00PM
Mon, Wed, Fri, Sat: 4:30AM for Dialysis

CALL 573-826-3939 to schedule your ride!



Funding Sources

Do you have MEDICAID coverage?
SERVETran is a Medicaid transportation provider. What this means for you is that if you have Medicaid your medical transportation costs can be paid for by your Medicaid Broker (either Logisticare or MTM). If you call the 800# on the back of your card (both are listed below as well), they can help you schedule your ride. Important phone numbers for Medicaid Patients:
· Logisticare: 1-866-269-5927
· MTM: 1-866-561-8747

Are you 60 or older?
If you are over the age of 60, you can call Aging Best to see if you may qaulify for a voucher that can help pay for some of your transportation needs, whether it is for medical, business or nutritional trips. For more information, contact the Local Care Coordinator for Aging Best at 642-6772 or visit the Senior Center in Fulton at 531 Commons Dr.

 Do you or someone you know have a developmental disability?
If you or someone you know has a developmental disability, you can contact Callaway County Special Services to see if you may qualify for their services. You may be eligible to receive transportation with assistance from Callaway County Special Services. For more information, contact 642-1792.






Notifying the Public of Rights under Title VI


SERVE, Inc. operates its programs and services without regard to race, color, or national origin, in accordance with Title VI of the Civil Rights Act of 1964.

If you believe you have been discriminated against on the basis of race, color, or national origin by SERVE, Inc., you may file a Title VI complaint by completing, signing, and submitting the agency’s Title VI Complaint Form.

How to file a Title VI complaint with SERVE, Inc.:

1. SERVE, Inc.’s complaint form may be obtained by requesting a written copy at 4901 County Road 304, Fulton, MO 65251, or by downloading it from the agency’s website www.serveinc.net. 

2. In addition to the complaint process at SERVE, Inc., complaints may be filed directly with the Federal Transit Administration, Office of Civil Rights, Region 7, at 901 Locust Street; Suite 404; Kansas City, Missouri 64106 or at (816) 329-3920.

3. Complaints must be filed within 180 days following the date of the alleged discriminatory occurrence and should contain as much detailed information about the alleged discrimination as possible.

4.  The form must include contact information and must be signed and dated.


If information is needed in another language, or if you would like additional information regarding SERVE, Inc.’s nondiscrimination obligations, please contact our Transportation Department at 573-826-3939. 













SERVE Bus Rules and Regulations

1. All passengers must have their seatbelt properly secured before the vehicle will move and must remain in their seat until reaching their destination. 
2. No smoking, eating, or drinking on the bus.
3. No profanity of any type.
4. No Public Displays of Affection (kissing, touching, hand-holding, etc.).
5. Passengers cannot be under the influence of drugs or alcohol (Zero tolerance).
6. All riders must be clean and neat as possible. This includes personal hygiene (bathing) and clothing. 
7. Any applicable bus fares are due before you board the bus.
8. Passengers age 15 and under must be accompanied by an adult. 
9. THE DRIVER IS IN CHARGE AT ALL TIMES.  If you have a problem or question please let call the main office at (573) 826-3939.

**Service Animals are permitted on all vehicles.  Service Animals presenting a danger to the driver or other passengers must be confined or constrained.  

**Oxygen tanks and other necessary medical equipment are allowed on all vehicles. The equipment must be secured to prevent injury in case of an accident or sudden stop.  

If these rules are followed by everyone it will make the ride more pleasant for all involved.  Thank you for your attention to these rules and we hope you have a safe and enjoyable trip.  




Service Closure and Holidays

In the event that we have to close do to unforeseen circumstances, we will post that 
cancellation on our Facebook page, and will also notify local news sources (KOMU, KRCG, KMIZ). 
Individual passengers will not be called, but will be expected to check the news or 
Facebook page. 

SERVE Transportation will not be operating 
on the following holidays. If the Holiday falls on a 
weekend, we will be closed either the Friday or Monday
following the Holiday. 

*Excludes dialysis rides. 
 
New Year’s Day
Martin Luther King Jr. Day 
Presidents’ Day 
Memorial Day 
Juneteenth
Independence Day 
 Labor Day 
Veteran’s Day 
Thanksgiving Day 
Day After Thanksgiving
Christmas Eve 
Christmas Day 
Columbus Day- Closed for Staff Training
Truman Day- Closed for Staff Training








Service Inclement Weather Policy

There are times when we will have to cancel our bus routes or close the office due to inclement weather and poor road conditions. In this event, the decision to cancel the SERVE buses will be based on a variety of factors. Safety for our passengers and our drivers is always primary concern. 
1. SERVE staff will make a decision to cancel the buses by 5:30 am. We will make every attempt to transport our dialysis passengers, even in the event that we must cancel the other routes.

2. If we must cancel the routes, then we will inform Fulton Sun, KOMU Channel 8, KRCG Channel 13, KMIZ Channel 17, and it will be posted on our Facebook page http://www.facebook.com/oneserveonemission by 5:45 am. If you are unsure if our buses will be running, please check one of the above listed media sources. 

3. SERVE staff will notify AEC, KPI, Bridgeway, LogistiCare, and MTM once the decision has been made to close. Individual passengers should check one of the stations listed above to determine if their ride has been canceled. 

4. SERVE will usually follow Fulton Public Schools and will cancel buses on the first day that the school is closed. If there are any consecutive days that the schools remain closed, SERVE, Inc. will reassess the weather and road conditions and will attempt to open if the roads have been cleared and it is safe to travel. 

5. If MoDOT issues a “No Travel Advisory”, SERVE buses will not run. 

6. In the event that staff is not able to safely make it to work, or that we determine it is unsafe for our pantry clients to travel, we may determine that it is in the best interest to close the SERVE Food Pantry as well. Closings will be listed on the same stations as listed in #2. 

7. Exceptions may be made to this policy at the discretion of SERVE staff.  








SERVE Tran Passenger Survey

Thank you for riding the SERVE bus. We are requesting your assistance in completing the following brief survey so we can better SERVE you in the future. For privacy we do not require that you submit your name on this form.

Passenger’s name (not required):  
Driver who transported you today:
Date of today’s bus ride:	      
1) The dispatcher/scheduler I spoke to was polite and helpful in scheduling my ride :  
	Good	Fair	 Poor

2) My driver’s appearance was: 					      
	Good	Fair	 Poor	

3) The vehicle’s exterior/interior appearance and cleanliness was: 	
	Good	Fair	 Poor		

4) Did the driver require you to wear your seatbelt?
	Yes	No

5) What type of trips do you use the SERVE bus for? Check all that apply.
	__Employment		__Medical	__Shopping	__Education	__Food Pantry	
	__Senior Center		__ Pharmacy	__Errands	__Other	

6) Was your ride on time for your pickup? 
	Yes		No		(if not, please comment below)
	Comments:	
				  


7) Was your wait time minimal for your return trip home?
  	 Yes		No		(if not, please comment below)
	Comments:	
      
8) If you are in a wheelchair, motorized scooter, walker, etc., were you assisted satisfactorily with loading/unloading?
Yes		No		(if not, please comment below)	
	Comments:


9) Did your driver use caution and appear to obey traffic laws?
Yes		No		(if not, please comment below)	
Comments:


10) Was your driver polite and courteous during your ride? 
Yes		No		(if not, please comment below)	
Comments:


11) Would you ride again with us? Or recommend us to someone else if they needed transport?
	Yes		No		 (if not, please comment below)
	Comments:



Please list any additional comments or suggestions for improvement:




Please list what you enjoy about riding the SERVE bus:



Thank you for taking the time to let us know how your ride was. We look forward to transporting you again. If you have additional concerns, please contact our Business Manager at 573-826-3939.

SERVE, INC. CLIENT GRIEVANCE FORM

The purpose of the Grievance Form is to establish a method whereby grievances will be resolved fairly, effectively & timely. The filing of a grievance will in no way prejudice the status of the individual filing the grievance.   If you should have a grievance, please complete this form within 72 hours of the incident. Once this form is completed, please place this form in a sealed envelope and either give to the driver, or mail it or drop it off at the SERVE office located at 4901 County Rd. 304. All grievances will be investigated and resolved in a timely manner. Please call 642-6388 ext. 4 if you have any questions. 


Department:      TRAN	       FOOD PANTRY		CLIENT SERVICES		TRENDS
Client:         					  
Date:  					        	        Date of incident:
Statement of Grievance: 
	

	

	

	

	

	

	

	

	

	


	
Signature of Reporter						          Date

Department Supervisor is to sign the below section to acknowledge receipt of this grievance. 

Signature of Department Supervisor				        Date
 (
To be completed by investigating supervisor
)Action Taken: 
	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	




Signature of Department Supervisor				        Date

Bus Rider Suspension Policy 


Serve Inc. has the right to suspend passengers from service due to any of the following circumstances:
1. Frequent no shows 
2. Consistent nonpayment of trips 
3.  Refusal to follow the SERVE Bus Rules and Regulations
If you are found non-compliant, you may get a one week suspension. After the suspension you are allowed to ride as normal. The rider’s frequency of use shall be taken into account when imposing penalties or suspensions. 
Serve Inc. does reserve the right to refuse service or permanently suspend any client off of the bus. 


Suspension Appeals Policy
If a passenger disagrees with their suspension and wishes to appeal it, they may do so by submitting in writing a request of reconsideration or dispute that must be received within seven (7) days of the date of the suspension. The appeal request will be immediately processed by the Transportation Director. The passenger will be informed in writing whether the appeal for suspension was approved or denied.
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