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Riders Guide 

 

SRT- Malheur Express Snake River Access & Snake River Access “Plus” 
 

About this Guide:  

Malheur Express Snake River Access and Malheur Express Snake River Access “PLUS” are two separate 
services with different purposes and conditions of use. This guide provides information for these services. For 
more information, please contact the SRT- Malheur Express’ Transportation Manager at (541) 881-0000.  

 

Snake River Access is curb-to-curb transportation for eligible individuals whose trip begins and ends within 
3/4 mile of the City of Ontario Fixed bus route.  

 Eligible users are individuals with disabilities whose disability prevents using the fixed-route bus 
service. 

 Visitors are eligible to participate for at least 21 days (inconsecutive) in a 365-day period under the 
following circumstances: 
o Individuals with ADA para-transit eligibility certification from another transit system;  
o Individual has a disability (proof of disability may be required if not apparent).  

 The service hours and days of Snake River Access are 6:00 am to 5:00 pm, Monday through Friday. 
 Services are also available on Saturday from 9:00am to 3:00pm.  
 One-way fare is $2.00.  
 Eligible individuals must call to request service the day before the ride is needed. Same day requests 

may be available should the schedule allow. 
 Snake River Access is a shared-ride service and is not a taxi. 
 Individuals with disabilities can apply for Snake River Transit Access by calling (541) 881-0000 for 

application materials or by going online to our website at www.mcoacs.org/ADA-paratransit, 
downloading the application and submitting it to us by mail, fax or email. Application assistance can be 
provided and alternative formats are available upon request.  

 

Snake River Access “PLUS” is a curb to curb transportation offered throughout all of Malheur County and its 
surrounding areas. 

 Snake River Access “PLUS” is open to the general public on a first-come, first served basis and rides 
are accepted until availability has been met. 
o Fares are based on a one-way trip and on pick up location and drop off destination 
o Malheur Express Snake River Access “PLUS” is a shared-ride service and is not a taxi. 
o People wishing for service must call at least a day in advance. Same day requests may be 

available should schedule allow. 
o PLEASE NOTE: Service is limited due to funding, If necessary we will limit trip purposes to 

medical trips and work-related trips.   
 

http://www.mcoacs.org/ADA-paratransit


 

 

Holiday Schedule 

SRT-Malheur Express buses do not run on New Year’s Day; Martin Luther King Day; President’s Day; 
Memorial Day; Fourth of July; Labor Day; Veterans Day; Thanksgiving Day; and Christmas Day with the 
exception of medically necessary trips. Hours of operation may vary on Christmas Eve and New Year’s Eve. 

 

Other transportation services available in the Malheur and Payette County region: 

Malheur Council on Aging and Community Services offers medical transportation in the region. Other kinds of 
trips may be available. For more information, contact (541) 881-0000. 

• Oregon Medicaid (Oregon Health Plan Plus) offers transportation service to eligible clients. Call the 
GOBHI Brokerage at 1-877-875-1657. 

• Idaho Medicaid clients should call directly to Idaho Medicaid at 1-877-506-1261 at least two weeks in 
advance for authorization.  

• A taxi may be available; please call directory assistance for more information.  
 

To Request a Ride:  

 
For both Malheur Express Snake River Access and Malheur Express Snake River Access “PLUS”, you can 
schedule a ride by calling Transportation Office at (541) 881-0000 Monday – Friday from 8:00 am to 4:30 pm.  
 
You may request a ride from one day up to 7 days in advance. (Reservations for medical appointments may be 
made longer in advance.) 

 Same day requests may be available should schedule allow.  
 Scheduling multiple trips at one time may be limited so that we are able to serve more people.  

 
Malheur Express Snake River Transit uses a 30-minute window when scheduling your ride. This means drivers 
may arrive up to 15 minutes before or 15 minutes after the scheduled pick up time. You may want to request 
your trip at least 15 to 30 minutes before your appointment to account for unforeseen delays. We make all 
attempts to schedule the ride when it is requested and SRT-Malheur Express makes every effort to fulfill all ride 
requests. Remember, this is a shared ride service and we need this flexibility to serve as many people as 
possible.   
 
Sometimes we will need to change the schedule or cancel a request. If SRT- Malheur Express is unable to fulfill 
your request, you will be called the evening before your ride, usually by 4:30 p.m.  
 

Ride Tip: When requesting a ride, please tell the SRT-Malheur Express scheduler if 
you have some flexibility in your time or day of travel. This will help us create a 
schedule that will meet the needs of as many people as possible. 

 
 
 



Have your entire ride information ready before dialing. You will need to tell the SRT-Malheur Express 
scheduler the following information: 

• Your name, date of birth, address, and phone number,  
• The address of your destination  
• Your desired arrival and return times (see When should I request my return ride, below),  
• Method of payment 
• If you will be traveling with a personal care attendant or a guest, and  
• Any assistive equipment you may be using, such as a wheelchair, oxygen and service animal. 

You may be asked for the size and weight of your wheelchair when occupied for safety and 
planning purposes.  

 

When should I request my return ride? 
If you are sure of your exact return time, you can set a time for your return ride at the same time that you 
request that ride. If you are not sure of your exact return time, please give your best guess. This helps to ensure 
you are assigned to a driver and scheduled for a ride home. You can always give the SRT-Malheur Express 
office a call to let us know you might be longer. If you are not able to notify us that you will be longer than 
expected and the driver arrives, our dispatcher will attempt to contact you. If determined that the driver needs to 
continue on with their route, your return ride will be marked as a “will-call” and you can call the SRT-Malheur 
Express office when you are ready. A return ride will be arraigned for you as soon as possible. 
 

When do I need to be ready? 
Please be ready at least 15 minutes prior to your scheduled pick up time. Drivers can arrive up to 15 minutes 
before or 15 after your scheduled pick up time. 
 
Once they arrive, drivers can wait only five minutes and will not return to pick you up if you are not ready. This 
applies to pick up rides only. For return rides, please see “When should I request my return ride”. After 
attempting to contact you and waiting for five minutes, your driver will continue with their route and your trip 
will be recorded as a no-show. Drivers must pick-up the next rider who is waiting. 
 

Ride Tip: SRT-Malheur Express will pick you up at the same place where you were 
dropped off. You may be picked up by a different driver from the one who dropped 
you off, so please watch for the bus and try to make it easy for the driver to find you. 

How do I Cancel a Ride? 
If you are unable to make your scheduled ride for any reason, please let us know as soon as possible so that 
other passengers may use the space.  

 Please cancel at least TWO HOURS before the scheduled pick up time.  
 If you have an early morning ride that you need to cancel before office hours, call the SRT-Malheur 

Express afterhours line at 541-212-9085 and leave a message on the voicemail. A dispatcher should 
receive your message and forward it to the appropriate driver.  

 
Rides that are not canceled at least two hours before the scheduled appointment time will be recorded as no-
shows. 



 

What is a no-show? 
A no-show is when: 

• You fail to cancel your trip at least two hours before your scheduled pick-up time;  
• You fail to meet the bus at your designated pick-up location; OR  
• You are not ready to go at your scheduled pick-up time and a driver has to leave you (a five-

minute allowance will be made, this only applies to pick up rides, please see “When should I 
schedule my return ride?” for return ride procedures). 

What happens if I receive a lot of no shows? 
If you receive five or more no-shows within a 30-day period, SRT-Malheur Express will administer a review of 
your no-show frequency in addition to the frequency of your use of services. If it is determined that the amount 
of no-shows on file exceeds 15% of your total monthly trip frequency, SRT-Malheur Express will follow its 
refusal and suspension policy operating procedures included in this guide and may issue you a suspension of 
services. 
 
A no-show will not be recorded if you miss a ride due to hospitalization or an unplanned medical appointment 
associated with a medical emergency. 
 

How do I appeal a service suspension or no-show? 
If you have received notice of a proposed suspension of services, you can request to be heard in person or 
submit written information for SRT-Malheur Express’ consideration regarding the proposed suspension within 
14 days of receiving notice of the suspension. The Transportation Manager will review your file and, if 
necessary, will talk with you or others to gather additional information. You will then be notified, in writing of 
the decision. 
 
If you are still dissatisfied with the review decision, you may appeal. To appeal, you will have to send a written 
request describing why you disagree with the decision. Send your appeal request to: 
 

 
SRT-Malheur Express, operated by MCOA&CS 

Attention: Executive Director  
PO Box 937 

Ontario. OR  97914 
 

 

 

 

 

 

 

 



 

When You Are On the Bus, the Following Rules Apply:  

 

Driver Responsibilities and Conduct: 

• Drivers are responsible for the operations of the bus and the safety of the passengers.  

• Drivers will treat all passengers with courtesy and respect. 

• Drivers will provide passenger assistance on and off the bus as needed.  

• Drivers will operate the lift and secure mobility devices. 

• Drivers will provide service information. 

• Service is door-to-door: However, drivers will not leave the bus unattended to escort or retrieve a 
passenger in a building, or out of sight of the bus.  

• Drivers will not accept changes in destination or trip cancellations. Please contact the Transportation 
Office 541-881-0000 to request a change in your destination or to cancel your ride. 

• Drivers will assist in carrying personal items not to exceed 30 pounds (total weight) to the door, but not 
through the door. The driver will place packages at the nearest convenient flat spot outside of the 
residence.  

• Drivers may refuse service and/or contact 911 for any behavior that appears to be violent, seriously 
disruptive or illegal, or represents a direct threat to the health or safety of others. 

• Drivers do not accept tips or gratuities. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Passenger Rules:  

• Please bring exact change for the fare; drivers do not make change.  

• No smoking or vaping. 

• Seatbelts are required, unless the passenger has a current exemption issued by the DMV. 

• Securement of mobility devices is required.  

• Oxygen is allowed  

• Service animals are allowed and must be in the control of the user. Service animals are trained to 
provide a specific service. Pets and comfort animals are allowed so long as they are leashed or kenneled. 
Pets/comfort animals must be handled by and in control of the user at all times while in transit and while 
boarding and un-boarding vehicles.  

• Personal care attendants are welcome, and may ride for free. Each passenger on Snake River Access or 
Snake River Access “Plus” may bring one guest who is responsible for paying a fare.  

• No eating or drinking is allowed on the bus with the exception of secured water bottles. 

• Radios, IPODs and other devices are allowed with headsets. 

• Keep voices low when using cell phones.  

• Passengers must cover and contain body fluids to prevent seepage and spills.  

• The number of packages allowed on the bus is limited to the amount the passenger can secure at their 
seat.  

• Passengers must not disrupt the operations of the bus including distracting the driver – this is a strict 
safety requirement. Drivers will call 911 for violent, seriously disruptive or illegal activity, or activity 
that represents a direct threat to the health or safety of others. 

• Failure to following the passenger rules may result in refusal or suspension of services.  

 
 
 
  



SRT-Malheur Express Refusal and Suspension Policy  
 
 
 
Scope  
This policy and the accompanying Refusal and Suspension Standard Operating Procedures provide clear and 
objective standards for determining whether service may be refused or when an individual may suspended from 
services.  
 
 
 
Application  
SRT-Malheur Express is committed to providing safe and reliable service to all customers.  

SRT-Malheur Express may refuse or suspend services to individuals who engage in violent, seriously disruptive 
or illegal conduct or to those who present potential or actual risk to the health and safety of others. The ADA’s 
standard of violent, seriously disruptive or illegal conduct and what presents a risk to the health and safety of 
others will guide all service refusal or suspension determinations.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Responsibility  
Malheur Council on Aging and Community Services personnel, in consultation with Operations Division 
management and Legal Department representatives, administer this policy.  

 

 
 
 
 
 
 
 
 



 
 

SRT-Malheur Express Service Refusal and Suspension 
Standard Operating Procedures  

 
Bases for Refusal or Suspension of Service  
 
A. ADA regulations expressly authorize a public transit agency to refuse or suspend service to a rider if the 
rider engages in conduct that is violent, seriously disruptive, or illegal, or poses a direct threat to health or safety 
of others. 
 
B. ADA regulations expressly authorize a public transit agency to suspend a rider due to an excessive amount of 
“no-shows.”  
 

Examples: Below is a list of examples of behavior and conduct that, generally speaking, would and would not 
meet the ADA’s “violent, seriously disruptive or illegal conduct, or poses a direct threat to the health and safety 
of others” standard. These examples serve as a starting point for the case-by-case determination required by the 
Service Refusal and Suspension Policy and should not be viewed as a basis for automatic service suspension or 
refusal. In addition, this is not an exhaustive list of conduct and behaviors that might be encountered on the 
SRT-Malheur Express system. These examples serve as representative illustrations of conduct and behavior that 
is potentially within the scope of the Service Suspension Policy and should be evaluated according to that 
policy’s requirements.  

 

1. Violent:  

 Physical actions toward operators or other passengers, such as striking, biting, kicking, and spitting.  
 Abusive language (unrelated to a person’s disability) to driver or other passengers.  
 Causing damage to vehicles (tearing seats, breaking windows, breaking seatbelts, removing or 

disabling equipment, and similar conduct).  
 

2. Seriously Disruptive:  

 Isolated instances or a demonstrated pattern of causing damage to vehicles, such tearing seats, breaking 
windows, breaking seatbelts, removing or disabling equipment, and similar conduct.  

 Refusal to use seatbelts.  
 Communicable disease issue, such as body fluids that come into contact with bus surfaces or other 

passengers.  
 

3. “No Shows”  

 Demonstrated pattern of “no-shows.” Note that under the ADA, no-shows are expressly mentioned as a 
basis for refusing or suspending service.  

 Must be a documented pattern or practice of not canceling in advance, and/or not being present to take 
trips scheduled by the customer or the customer’s representative, as opposed to isolated incidents. A 
pattern is considered to be 5 or more no shows within a 30day period and exceeds 15% of the total 
monthly trip frequency. 
 



Trips scheduled and not taken due to circumstances understood to be beyond the customer’s control, such as a 
medical emergency, are not counted as a no-show against a customer.  
 

Not sufficient to support service suspension or refusal:  

 Language or comments that are offensive, annoying or embarrassing to drivers or staff.  
 Constant talking.  
 Refusal to follow guidelines pertaining to grocery bags or luggage.  

 

 
Refusal Procedures  
 

A. Service refusal is intended to address conduct or behavior occurring at the time of service delivery but for 
which a suspension would not be appropriate. For example, a SRT-Malheur Express customer who on a 
particular occasion insists on boarding with an unsafe device or object, or who is engaging in violent conduct, 
may be refused service on that occasion.  

 

B. The driver must immediately notify dispatch of the service refusal and the reason(s) for the service refusal. 
This should include a detailed factual description of the conduct or behavior upon which the operator based the 
decision to refuse service. SRT-Malheur Express operations shall document the incident.  

 

C. Where appropriate, alternative transportation arrangements must be made for a SRT-Malheur Express 
customer to ensure the customer’s safety. For example, service refusal at a customer’s place of residence would 
not require alternative transportation. However, a service refusal at a non-home location could require that such 
arrangements be made.  

 

D. Service refusals may not be used as a substitute for a service suspension. Behavior occurring repeatedly 
should be reviewed and addressed in accordance with the guidelines for service suspensions.  

 
 
Suspension Procedures  

A. Investigation  
1. Reports of inappropriate conduct must be investigated to the extent practicable to determine the facts of the 
events giving rise to the report.  

 
2. If the investigation confirms that the conduct did occur, the investigator must then determine whether the 
conduct rises to the level of violent, seriously disruptive, or illegal, or poses a direct threat to the health and 
safety of others.  

 

a. In making this determination, the cause of the conduct should be considered; if information is brought 
forward indicating the customer’s conduct is asserted to be involuntary due to their disability. In such 
circumstances, the relationship of the disability condition to the conduct at issue must be considered.  



 
b. If the available information shows the conduct is involuntary and caused by the customer’s disability, we 
must consider whether the conduct is such that some reasonable modification would enable the individual to 
use the service. If reasonable modification is not possible, or if the conduct is not involuntary or caused by 
the customer’s disability, reasonable modification would not be required.  
 
c. If appropriate, continued use of services may be conditioned upon the customer’s compliance with 
measures reasonably calculated to ensure the safety of the customer, other passengers, or employees.  

 

Warning: Generally, a service suspension should be implemented only after the customer has been given at least 
one (1) written warning regarding the conduct or behavior for which a service suspension is contemplated.  

1. A warning should describe the behavior or conduct for which the warning is given. This description 
should include the specifics of the behavior or conduct involved; the time, date and location of the 
conduct; and any other relevant facts.  
 

2. A warning should advise the customer that the behavior or conduct must cease or be corrected, and of the 
consequences of failure to cease or correct the behavior or conduct.  
 
3. If appropriate, the warning should include a description of the conduct expected of the customer in the 
future or of the modification offered or required as a condition of continuing to provide SRT-Malheur 
Express service.  
 

SRT-Malheur Express staff shall consider whether a warning itself or the corrective action suggested or the 
modification offered should be discussed with the SRT-Malheur Express customer or his or her representative.  
 

B. Notice of Service Suspension: A service suspension should be implemented only after customer has been 
given the opportunity to be heard on the issue for which SRT-Malheur Express is contemplating a service 
suspension (a “pre-suspension meeting”).  

 
1. Notice of the proposed service suspension must be in writing.  
 
2. The notice must include identification of the prior warning(s) given regarding the conduct at issue. For 
each warning listed in the notice, the date of the warning, the behavior or conduct for which the warning 
was issued, and the customer’s attempts to cease or correct the behavior or conduct shall be summarized.  
 
3. The notice must include a description of the immediate behavior or conduct which prompted the Notice 
of Service Suspension. This description should include the specifics of the behavior or conduct involved; the 
time, date and location of the conduct; and any other relevant facts.  
 
4. The notice must advise the customer of his or her opportunity to be heard in-person or to submit written 
information for SRT-Malheur Express’ consideration regarding the proposed suspension. The notice shall 
advise the customer that the customer or the customer’s representative must contact SRT-Malheur Express’s 
designated representative by a date certain to request an in-person meeting. The name of and phone number 
for the designated representative shall be stated in the notice. If the customer prefers instead of an in-person 
meeting to submit a written response to the proposed suspension, the notice shall advise the customer of the 
date by which the written response must be received by SRT-Malheur Express. Extensions of this date may 
be allowed for good cause.  



 

C. Pre-Suspension Meeting  
 

1. If the customer has timely requested an in-person meeting regarding the proposed suspension, the SRT-
Malheur Express designated representative shall notify the customer of the date and time for the meeting. The 
meeting shall occur at the Malheur Council on Aging & Community Service office unless a different location is 
agreed upon by the SRT-Malheur Express designated representative and the customer. If necessary, 
transportation service shall be provided to the customer, to and from the place of the pre-suspension meeting.  

 

2. The pre-suspension meeting shall be informal. The customer shall be given the opportunity to provide the 
SRT-Malheur Express designated representative with the customer’s account, orally and by documents and 
other information, of the incident(s) upon which the proposed suspension is based. The customer may also 
present any other information relevant to the incident(s) upon which the proposed suspension is based. The 
customer may present his or her account and related information through a representative.  

 

3. Once the pre-suspension meeting is complete or the customer’s written submission has been received and 
reviewed, or alternatively, the customer has neither requested a pre-suspension meeting nor provided a written 
submission by the specified date, the SRT-Malheur Express designated representative shall review the available 
information and decide whether or not to suspend service and, if service is to be suspended, determine the 
length of the suspension. The customer shall be notified in writing of the decision, and the basis for the decision 
shall be explained. If the decision is to suspend the customer’s service, the customer shall also be advised of his 
or her right to appeal the service suspension to the Appeals Panel. A description of the procedure for requesting 
an appeal of a service suspension shall also be included.  

 
 
D. Duration of Service Suspension:  
 
A service suspension should be “for a reasonable period of time.”  
 

 
1. A “Reasonable period of time” depends on the facts of the specific incident. When determining the length 
of the service suspension, the following factors should be considered:  

 The need to protect other customers, employees or system safety;  
 The seriousness of the risk created or harm caused by the customer’s behavior or conduct;  
 The number of prior warnings given and the period of time over which those warnings were given; 

and 
 The likely corrective effect of the suspension on the customer’s future behavior or conduct, in light 

of the customer’s particular condition. 
 

2. Generally, similar situations should be addressed by similar suspensions.  
 
 

 



3. When issuing a suspension for “no shows” the length of the service suspension shall be progressively 
structured as follows: 
 

 1st Offense – 7 days 
 2nd Offense – 14 days 
 3rd Offense – 21 days 
 4 or more – 30 days 

 
 
E. Exceptional conduct: Conduct that inflicts serious harm on another customer or a SRT-Malheur Express 
operator or employee, results in serious damage to property, or creates an immediate actual risk to safety, may 
warrant immediate suspension of service without prior warning or a pre-suspension hearing.  
 
1. As soon as practicable following imposition of a suspension for exceptional conduct, the customer should be 
advised in writing of the basis for the suspension, including a description of the behavior or conduct involved; 
the time, date and location of the conduct; and any other relevant facts. The customer should also be advised of 
the opportunity for a pre-suspension meeting, as described above for Notice of Service Suspension. The 
procedures for convening a pre-suspension meeting outlined above should then be followed.  
 
2. A suspension for exceptional conduct should be based on behavior or conduct that is extreme or egregious. A 
suspension under this provision should be the exception, not the rule, and should be used sparingly to address 
only the most severe and immediately dangerous or threatening actions.  
 
 

Requests for Appeals  
 
The Malheur Council on Aging & Community Services Executive Director is responsible for receiving requests 
for appeals of service suspensions and timely advising the Appeals Panel of such requests.  

 
SRT-Malheur Express staff shall coordinate an appeal date and time with the SRT-Malheur Express customer 
and the appeals panel. If the SRT-Malheur Express customer declines an in-person hearing, SRT-Malheur 
Express staff shall inform the customer of the date by which the customer must submit any written materials the 
customer wishes the Appeals Panel to consider. 
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