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Rider’s Guide For 
ADA Complementary Paratransit Service
                                                  January 29, 2025
What is paratransit service?
· It is a public transportation system that provides origin-to-destination service for persons with disabilities who are unable to use the regular fixed-route bus service
· Trained drivers are available to assist passengers in boarding and alighting vehicles which are specifically equipped with wheelchair lifts or ramps
· Paratransit service is provided:
·  Monday through Friday 6:15 am to 7:15 pm. 
· Saturday from 8:15 am to 4:15 pm
· SOME EXCEPTIONS DURING THE HOLIDAYS
· CLOSED SUNDAYS
How do I become certified to ride the paratransit service?
· You may request a paratransit application by phone by calling 432-561-9990 EXT 2 to be:
· Mail it to your home address
· Emailed 
· Faxed or
· You may stop by our office at 10300 Younger Rd during operating business hours
· Go online to ex-rider.org/paratransit.html
· You will need to complete the application and return it to our office to be reviewed by the Mobility Coordinator. We have 21 days to review, and confirm you are eligible for service, so make sure your application is filled out.
· Make sure to answer all the questions, provide all the information needed, and sign and date the application
· Once your application is received, the Mobility Coordinator will review it to make sure it is completed, and you have provided the name of your physician(s) with their contact information
· Once the Mobility Coordinator has confirmed that your application is complete, he/she will then fax or email a physician form to be completed by the physician(s) you have provided
· Make sure to list physician(s) who are familiar with your qualifying disability.
·  If the application is missing anything, the coordinator will mail out an incomplete letter along with page(s)/information missing
· This is an approval process. A disability does NOT automatically qualify. 
· Once your eligibility is confirmed, you will receive a certification letter from EZ-Rider stating your eligibility along with the Rules of Ridership & Rider’s Guide
· If you are denied paratransit service, you will have the right to appeal the decision by:
· Clients wishing to appeal the decision have the right to file an appeal request, which must be in writing by letter  60 days withing receiving the denial letter
· The General Manager will review the client’s application and the reason for the denial, and the client will be notified about the decision in writing. This notification will outline the ruling and the reasons for the denial 
· If the General Manager denies the application, the client has the right to appeal this decision and may request a hearing before the MOUTD Board.
·  The client will be notified in writing regarding their appeal and when it will be reviewed by the board. All decisions by the Board are considered final.





Eligibility for visitors and out-of-area residents
· Visitors to the Midland-Odessa area who have been certified by another transit provider are automatically presumed eligible for MOUTD ADA complementary paratransit service for up to 21 days 
· Should the visitor need service beyond the 21-day period, he/she is required to become certified for MOUTD service through the normal process
· The location of an applicant’s residence is not a factor in determining eligibility. People living outside the service area can be certified for the ADA complementary paratransit service. However, only trips with both origin and destination inside the service area will be provided



How do I schedule a trip on the paratransit service?
· Schedule requests are taken from 8:00 am to 5:00 Sunday through Friday.
· Making reservations on Sunday, call (432) 561-9990 EXT 2 and leave a message on the voicemail and we will enter it on Monday morning.
· Trips may be scheduled up to 14 days in advance but MUST be booked no later than 5:00 pm for service on the next operating day
· When scheduling your trip, please have the following information ready:
· Name
· Originating address
· Destination address
· Time due at destination
· Approximate time of return trip
· The scheduler will give you an approximate time when you will be picked up.
· This time will include a 30-minute time span
· Please be ready when a driver arrives, they can only wait five minutes
What should I do if I need to cancel my trip?
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· To cancel a reservation, call (432) 561-9990 EXT 2 at least ONE HOUR prior to your trip
· Failure to cancel your scheduled appointment will result in being charged a “No Show”
· Should you accumulate three “No Shows,” you will be subject to having your transportation service suspended for a period of 30 days
PLEASE NOTE:
· Trips may originate and end from any location within the EZ-Rider ADA Paratransit service area
· Rides may be one-way, round-trip, or multiple destination rides
· All pick-ups and destinations need to be located within the ADA Paratransit service area
· No changes can be made to any trips on the day of your scheduled ride, including the time of travel or any changes to the address(es)
· Paratransit is a SHARED RIDE service; the Customer Service Representative is allowed to negotiate the times of your trip within an hour of your requested pick-up time. 
· Times may be offered as early as an hour before or as late as an hour after your requested pick-up time
· FOR EXAMPLE: If you are requesting an 8 am pick-up time, you may be offered a ride between 7am and 9 am
· Drivers are not permitted to:
· Lift or carry small children
· Take control of your service animal
· Go beyond the outermost door of the building where you begin or end your trip
· Permitted to enter a home or apartment
· Carry personal items including shopping items, purses, bags, etc.

How much can I carry with me on the bus?
· You are only allowed to carry what you can hold
· Nothing can be blocking the aisles 
· Bus operators may not assist with carrying items

How much does the service cost?
· The fare for the one-way trip is $2.50 for each passenger and for each of his/her guests
· You may purchase your tickets at HEB grocery stores (Midland & Odessa), or you may call the office at 561-9990 EXT 2 to purchase over the phone
· You will use a one-way trip ticket for each trip
· All one-way trips outside the ¾ mile of a fixed route are $5.00 for each passenger and for each of his/her guests.
· Personal care attendants (PCA) may ride free of charge
· Personal Care Attendant: is a person(s) designated or employed to help a passenger meet his/her needs.
· The need for a PCA must be indicated on the certification form for the PCA to ride for free  
· PCA’s must be picked up and dropped off at the same address as the EZ-Rider client
· PCA travel should be booked at the time the client’s reservation is made
· Scheduling should be alerted when a PCA is needed to travel along with a passenger
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· For the comfort and convenience of all our passengers, we ask you to observe the following riding policies:
· Passengers must always wear a seat belt when present on the bus.
· Passengers are NOT ALLOWED to eat, drink, or smoke/vape on the buses/vans
· A seat is guaranteed for one guest per passenger. Please tell the scheduler if you have a guest. Additional guests can ride if space is available
· All Passengers in wheelchairs are required to have the wheels of the chair in a locked position when being raised or lowered on a lift/ramp or when vehicle is in motion
· Animals are prohibited unless used in an enclosed pet carrier or as a service animal
· Passengers engaging in violent or seriously disruptive behavior are subject to service suspension

How can I make suggestions or comments about the service?
· We welcome your suggestions and comments about how the paratransit service can better serve your needs
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