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ADA POLICIES AND PROCEDURES 
 
 
I. INTRODUCTION AND PURPOSE:    
 
This policy is written to establish operating and service guidelines and procedures for the 
implementation of the requirements of the American with Disabilities Act of 1990 (ADA), the U.S. 
Department of Transportation regulations for implementing ADA (49 CFR Parts 27, 37 and 38), 
and applicable Illinois laws and regulations.    
 
 
II. POLICY STATEMENT:    
 
The Shawnee Mass Transit District is dedicated to ensuring that transportation services are 
administered and provided free of discrimination to all employees, job applicants, passengers and 
program applicants.  SMTD does not discriminate against any person because of sex, age, race, 
creed, color, disability, sexual orientation, religion, national origin, political affiliation or belief, or 
heritage.   
 
 
III. GOALS:  
 
1. To provide safe, accessible, and dignified services to all persons, including individuals with 

disabilities; 
2. Expedite the safe and efficient boarding, securing, transporting and alighting of all 

passengers, regardless of mobility status; 
3. Accommodate the wide range of mobility aids within the confines of available vehicles and 

commercial standard equipment; and 
4. Minimize potential damage to mobility aids and transit system equipment in the process. 
 
 
IV. DEFINITIONS: 
 
Demand Response: Any non-fixed route system of transporting individuals that requires advanced 
scheduling by the customer, including services provided by public entities, nonprofits, and private 
providers 
 
Deviated Fixed-Route / Route Deviation: A system that permits user-initiated deviations from 
routes or schedules; a hybrid of Fixed Route and Demand Response where the bus runs a route 
but has enough time built into the schedule to pick up riders that require deviations along the way.   
 
Disability: A physical or mental impairment that substantially limits one or more major life activities.   
 
Mobility Aid / Mobility Device: A device used by a person with a mobility impairment to assist with 
mobility. 
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Non Wheelchair Mobility Device: A device used by a person with a mobility impairment to assist 
with mobility but does not meet the requirements of a “wheelchair” as defined by the ADA.  These 
include but are not limited to canes, crutches, walkers and “segways” when used by a person with 
a mobility related disability. 
 
Personal Care Attendant (PCA):  Someone (employee, family member or friend) designated or 
employed specifically to assist a client with a sensory, degenerative, physical and/or 
developmental disability meet his or her personal needs. 
 
Securement Equipment:  Equipment used for securing wheelchairs against uncontrolled movement 
during transport. 
 
Securement Station: Space specifically designed to secure and stabilize wheelchairs on transit 
vehicles. 
 
Service Animal: An animal that is specially trained to perform a task or tasks for people with 
disabilities. 
 
Wheelchair:  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. 
 
 
V. OFF-ROUTE DEVIATION SERVICES AND FARE DISCOUNTS 
 
Eligibility Certification:  Off-route Deviation Service is a specialized transportation service for 
persons who are unable to independently use regular bus route service, due to a disability or 
health related condition.  Additionally, SMTD offers discounted passes for disabled persons on the 
District’s intracity shuttle services and on select intercity routes.  Applicants, having a permanent, 
temporary or conditional disability, must self-certify using SMTD’s Application for Reduced Fare 
and Off-Route Deviation Services.  All required forms are available on the District’s website 
(www.shawneemtd.com), or may be requested from SMTD personnel.   
 
SMTD will review the application and an eligibility determination will be made within twenty-one 
(21) days of receipt of a COMPLETE application.  Incomplete applications will not be processed, 
and will be returned to the applicant for completion.  The review will be based on the applicant’s 
ability to use regular bus route service, and may require additional information, such as a phone 
call, personal interview, or consultation with the applicant’s doctor or therapist.  SMTD will notify 
the applicant of the decision by telephone and in writing.   
 
Applicants may receive temporary eligibility during the certification process by contacting SMTD 
Customer Service at (618) 658-8396.  Applicants who have been granted temporary eligibility must 
return their completed ADA Program Intake Form within fifteen (15) business days (excluding 
Saturdays, Sundays and holidays) or their temporary eligibility may be revoked. 
 
Route Deviations:  SMTD’s deviated fixed-route intercity transportation services (e.g., Cairo, IL to 
Carbondale, IL) incorporate stops/park-and-ride locations in key transportation centers and 
communities to maximize efficiency and avoid excessive trip length (time).  Deviations for eligible 
riders are limited to one (1) mile beyond the route’s path or applicable stop.  Passengers are 
limited to two (2) deviations per trip. 
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Riders will be required to travel to the curb outside of their trip origin in time for their scheduled 
pick-up unless the nature of the particular individual’s disability or adverse weather conditions 
prevent him or her from negotiating the distance from the door of his or her home to the curb.  
Under such circumstances, door-to-door service will be provided consistent with Part V of this 
policy.   Vehicles operating off-route deviation service will be unable to wait for a rider who is not at 
the designated stop on time. 
 
Deviation Request Procedures:  Riders may request a route deviation by calling SMTD by 5:00 
p.m. the day before the desired trip.  Please see “Scheduling” under Part VI of this policy for 
detailed scheduling procedures. 
 
Appeals: Applicants and certified users have access to an appeals process administered by 
SMTD.  Persons may contest the denial of eligibility as well as SMTD’s classification of their 
disability (i.e., permanent, temporary or conditional disability1). All appeals must be filed in writing 
within sixty (60) calendar days from the date of the post mark on the envelope of the eligibility 
letter.  Any contested denied applications will be reviewed by a panel of individuals who were not 
part of the original decision. 
 
Appeals of trip denials or suspensions from service must be filed in writing within fourteen (14) 
calendar days from the date of the post mark on the envelope of the denial/suspension notification 
letter.  Final decisions on appeals regarding trip denials or suspensions from service will be made 
by SMTD Administration. 
 
All written appeals must be directed to the following address: 
 
Shawnee Mass Transit District 
1001 West Vine Street 
Vienna, IL 62995      
 
 
VI. GENERAL GUIDANCE AND PROCEDURES 
 
Rider Information:  This information will be made available in accessible formats as necessary to 
enable users to understand SMTD’s services and policies. Applicable policies will be reviewed by 
reservation agents when reservations are made. 
 
Recruitment and Employment:  As stated in SMTD’s personnel policies, the District is an Equal 
Opportunity Employer and fully complies with ADA in its recruitment, hiring and continued 
employment practices. 
 
Facility and Vehicle Accessibility: All SMTD facilities and vehicles shall meet or exceed the 
requirements of 49 CFR Parts 27, 37 and 38 and the laws of the State of Illinois.   
 
Maintenance of Accessible Features:  Accessibility features on vehicles, including lifts, ramps, 
signage, wheelchair securement devices and public address systems, will be maintained in 
operative condition.  The SMTD maintenance program provides for regular and frequent 
maintenance checks of these features as well as preventive maintenance as recommended by the 
equipment manufacturers. 
 

                                                 
1 Applicants may also contest trip conditions attached to a conditional eligibility determination. 
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Drivers are required to report damaged or inoperative accessibility features as soon as possible.  
Vehicles with inoperative accessibility features will be taken out of service and replaced promptly 
with a spare vehicle.  The inoperative equipment will be repaired before the vehicle returns to 
service. 
 
Staff Training:  All drivers and District employees are trained in the use of accessibility equipment, 
the operating policies related to each of the service requirements described, and in properly 
assisting and treating individuals with disabilities with sensitivity.   Mechanics receive additional 
training in the proper maintenance of accessibility equipment. 
 
Shared Rides:  SMTD is a “shared-ride” service.  This means that other riders with different 
destinations may be picked up and dropped off along the way.  Your trip on public transit may take 
longer than if you took a taxi or drove yourself. 
 
Service Area / Service Hours:  Riders are not entitled to service outside of SMTD’s defined 
service area, jurisdictional boundaries, or the District’s regular hours of service. 
 
Boarding and Disembarking:  Drivers and scheduling practices will provide adequate time for a 
passenger with a disability to board and/or disembark the vehicle, which includes adjusting the 
schedule if necessary to accommodate slower passengers and waiting for passengers to be 
seated before moving the vehicle.   It is the responsibility of the driver to determine the safest 
location for passenger boarding/disembarking based on environmental conditions and the rider’s 
individual needs upon arrival at the location.   
 
SMTD will not refuse to permit a passenger who uses a lift or ramp to disembark from a vehicle at 
any designated stop unless the lift or ramp cannot be deployed, the lift or ramp will be damaged if it 
is deployed, or temporary conditions preclude the safe use of the stop by all passengers.  Only a 
properly trained SMTD employee can operate the lift or ramp and/or secure a wheelchair on the lift 
and in the securement station. 2   
 
Use of Accessibility Devices by Persons with Disabilities Not Using a Wheelchair:  A person 
with a disability who is not using a wheelchair or other seated mobility aid may use the lift to board 
or alight the vehicle upon request. 
 
Priority Seating:   With the exception of the wheelchair securement stations, SMTD does not 
require any passenger to sit in designated seating.  However, this does not supersede the District’s 
right to require any passenger who has caused a disruption in the safe travel of other passengers 
and/or the driver to be required to sit in a specific area of the vehicle as a condition of 
transportation. 
 
In cases where a person with a disability requests use of priority seating that is currently occupied 
by another passenger, the driver will ask that passenger to allow the person with a disability to use 
the seat. 
 
Transporting Bags / Packages:  For safety reasons, riders may not transport more 
bags/packages than they can manage themselves (or with the assistance of a Personal Care 
Assistant).  Drivers are only allowed to load a maximum of four (4) bags onto the vehicle, and are 
                                                 
2 Pursuant to federal regulation, transit providers must carry a wheelchair and occupant if the lift and vehicle can physically 
accommodate them, unless doing so is inconsistent with legitimate safety requirements.  “Legitimate safety requirements”  includes 
such circumstances as a wheelchair of such size that it would block an aisle, or would be too large to fully enter a railcar, would block 
the vestibule, or would interfere with the safe evacuation of passengers in an emergency. 
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not required to carry packages to and from the vehicle.  SMTD encourages riders to use a safe and 
efficient means of transporting bags/packages such as a portable folding two-wheeled shopping 
cart. 
 
Driver Assistance (Curb-to-Curb/Door-to-Door):  In door‐to‐door service, the driver offers 
assistance from the rider’s door to the vehicle, and comparable assistance at the destination (e.g., 
pushing a wheelchair).  In curb‐to‐curb service, assistance is not provided until the rider reaches 
the curb.  In either case, the driver is required to assist riders to enter and exit the vehicle upon 
request (e.g., leaving their seat to assist a passenger with using the vehicle ramp, lift and/or 
securement systems). 
 
The Americans with Disabilities Act (ADA) classifies paratransit service as “origin to destination” 
service, i.e., the service available to each passenger actually gets the passenger from his or her 
point of origin to his or her destination point.  The determination on whether curb-to-curb or door-
to-door service should be used depends on the level of service necessary to ensure that eligible 
passengers actually get from his or her point of origin to his or her destination point. 
 
For instance, the nature of a particular individual’s disability or adverse weather conditions may 
prevent him or her from negotiating the distance from the door of his or her home to the curb.  A 
physical barrier (e.g., sidewalk construction) may prevent a passenger from traveling between the 
curb and the door of his or her destination point.  In these and similar situations, to ensure that 
service is actually provided “from the user’s point of origin to his or her destination point,” the 
vehicle operator may need to offer assistance beyond the curb. 
 
The ADA requirement of “origin to destination” service does not impart an obligation on SMTD 
employees to engage in conduct that may risk bodily harm to themselves or the rider.  Drivers and 
other SMTD employees should avoid potentially harmful activities (e.g. negotiating stairs with a 
wheelchair, lifting riders, etc.) and request immediate assistance/guidance from SMTD 
administration if confronted with such a scenario. 
 
Caregivers and Social Service Agencies:  SMTD acknowledges that many caregivers will 
assume the responsibility of reading and understanding this information as well as making 
reservations and other arrangements for their clients.  However, if the rider will be transported 
without an attendant, it is very important that he or she be able to understand and follow basic 
passenger responsibilities. 
 
Caregiver Responsibility:  Some riders are mentally or cognitively impaired or have severe 
memory problems such that they cannot be safely left on their own at either their origin or 
destination point.  It is the responsibility of the client’s caregivers or family to clearly identify these 
riders to SMTD so that the District can inform the driver and take appropriate precautions. 
 
The driver cannot act as an attendant for mentally or cognitively impaired riders.  Cognitively 
impaired riders will be allowed to travel without an attendant only so long as they exhibit safe 
behavior in the vehicle.  An attendant or caregiver must be present at the pick-up point and the 
drop-off point for riders who cannot be left alone.  Failure of a responsible attendant or caregiver to 
be present when the driver attempts to pick up these riders can seriously disrupt the driver’s 
schedule.  If SMTD encounters absences of an attendant or caregiver, service to the rider may be 
suspended and the matter may be reported to an appropriate state, county or local agency. 
 
Personal Care Attendants:  Transportation services are provided without fare to Personal Care 
Attendants traveling with an eligible rider, so long as the PCA’s origin and destination are the same 
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as the eligible rider.  One PCA is authorized without fare; additional travelers are considered 
companions3 and must pay the appropriate fare.  Space must be reserved for a PCA and/or 
companion when the trip is scheduled. 
 
SMTD personnel cannot assume the duties of a PCA or provide personalized care during 
transportation.  Under some circumstances SMTD Administration may strongly recommend a PCA 
for clients with loss of sensory and motor functions to such an extent that they require assistance 
with personal care needs, behavior and/or general safety. 
 
Service Animals:  In compliance with 49 CFR Part 37, SMTD allows trained service animals to 
accompany passengers with disabilities.  Operators may ask any passenger if their animal is a 
service animal and/or if the animal assists them with their disability, but may not require 
certification or identification for service animals.  Passengers using service animals must keep their 
animals under control, and the animal must not pose a threat to other passengers.  Failure to do so 
may result in the passenger being requested to exit the vehicle. 
 
Securement of Mobility Devices:  All vehicles that are utilized to transport wheelchairs must be 
equipped with a four-point wheelchair securement system.  Securement of mobility devices is the 
responsibility of the driver and drivers will be trained in the proper operation of all securement 
equipment based on manufacturer specifications.   Drivers should not allow a passenger to ride if 
they are not secured properly unless the securement system will not accommodate the mobility 
device.  If the tie-down system is not compatible for the mobility device the passenger is using, the 
driver will still make an attempt to safely secure the mobility device.  If the mobility device cannot 
be secured because of its design, the passenger still has the right to ride the vehicle.  Drivers 
cannot deny a passenger a ride based on the inability to secure their mobility device.  However, 
drivers must warn the passengers of the danger of riding in a non-secured mobility device.  
Passengers who refuse to allow their mobility device to be secured may be denied service.   
 
Drivers must secure wheelchairs in the designated securement area only, even if the passenger 
wants their mobility device to be secured in a non-designated area.  Seat belts and shoulder 
harnesses are recommended but not required for passengers riding in their secured wheelchair. 
 
Non-Standard Mobility Devices:  Mobility devices that are not wheelchairs will be accommodated 
to the extent that the ADA-compliant lift and securement areas can safely do so.  However, these 
devices are the responsibility of the individual passenger, and must be secured in a manner that 
does not interfere with the safe operation of the vehicles and the transport of other passengers. 
 
Transfer to Fixed Seating: All passengers using seated mobility devices have an option of 
transferring to fixed seating once on board the vehicles.  Drivers may recommend, but never 
require, users of seated mobility devices to transfer to fixed seating. 
 
Ambulatory Riders:  Riders unable to use the steps to enter the vehicle may use the lift standing 
to board the vehicle.  Ambulatory clients who use the wheelchair lift must be able to stand without 
assistance to hold onto the handrails. 
 
Medication and Life-Support Equipment:  Individuals are allowed to travel with respirators, 
portable oxygen and other life-support equipment, provided such transport does not violate laws or 
rules related to the transportation of hazardous materials. 
 
                                                 
3 A companion is a friend, relative or other person who is traveling with a rider, but is not coming along primarily to aid them. 
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Riders using such equipment are strongly advised to travel with a PCA and may not be allowed to 
carry additional oxygen tanks if transported in an unsafe manner. 
 
Riders requiring medication or oxygen at regular intervals should be advised that travel time on 
SMTD vehicles may exceed sixty (60) minutes. 
 
Note:  SMTD Personnel are not responsible for the administration of medications.  Any rider 
requiring assistance in the administration of medication or oxygen while on the vehicle will be 
strongly encouraged to travel with a PCA.  Should the administration of medication or oxygen 
become necessary while on the vehicle, SMTD personnel will contact emergency medical services 
(911) to administer the required aide at the rider’s expense.  Repeated incidents in which the 
administration of medication or oxygen becomes necessary during transit may result in the 
evaluation of the individual’s suitability to use SMTD services. 
 
Open Sores and Wounds:  For the purpose of this policy, an open sore or wound includes but is 
not limited to: health/medically related openings which create leaking or discharge of bodily fluid or 
injuries that cause an external break in body tissue (e.g., dialysis pick-lines, colostomy bags, 
abrasions, incisions, lacerations, punctures, avulsions, etc.) 
 
Wounds must be properly dressed and leakage/discharge must be controlled to prevent the threat 
of transmission of biohazards to SMTD personnel and other riders and to prevent infection of the 
wound.  SMTD personnel may ask riders if leakage/discharge or dressings are properly 
controlled/applied.  In some cases, riders may be required to exit the vehicle to address biohazard 
concerns. 
 
Note:  SMTD Personnel are not responsible for dressing wounds and controlling bodily fluid 
leakage/discharge.  Any rider requiring assistance in properly dressing wounds and controlling 
bodily fluid leakage/discharge while on the vehicle will be strongly encouraged to travel with a 
PCA.  Should dressing wounds and controlling bodily fluid leakage/discharge become necessary 
while on the vehicle, SMTD personnel will contact emergency medical services (911) to administer 
the required aide at the rider’s expense.  Repeated incidents related to improperly dressed wounds 
and uncontrolled bodily fluid leakage/discharge may result in the evaluation of the individual’s 
suitability to use SMTD services. 
 
Accessible Origins and Destinations:  Service to or from inaccessible origins or destinations will 
be provided at the nearest curb or location where safe access exists.  In this instance, a personal 
care attendant is strongly advised if additional assistance is needed.  To ensure safe, timely 
service, riders must specifically designate a location and inform SMTD where they will be awaiting 
pick-up. 
 
Scheduling:  Riders should have the following information available when making a trip 
reservation: 
 
• Rider name (Remember to indicate if the rider is traveling with a Personal Care Attendant, 

companion or service animal) 
• Exact street address (origin and destination) 
• Names of complexes or subdivisions, as well as building, apartment or suite numbers 
• Easily identified pick-up points such as a hospital, shopping mall or doctor’s office 
• The appointment time 
• Return trip information 
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• Public Aid approval number (if applicable) 
 
Dispatchers or Customer Care Representatives will route and schedule each trip request at the 
time the reservation is made.  Ride Confirmation and pick-up times will be given to the rider.  Under 
circumstances where the rider’s reservation request cannot be accommodated, alternative times 
and/or days may be negotiated, or the trip may be denied.  Riders should expect the transit vehicle 
within thirty (30) minutes of the negotiated pick-up time (15 minutes before and 15 minutes after 
the scheduled pick-up time) and must board the vehicle within five (5) minutes of arrival.  A delay in 
boarding by the rider of more than 5 minutes may result in service denial/no-show. 
 
Riders are responsible for arranging for the SMTD vehicle to gain access to gated communities or 
secured complexes.  A driver cannot be delayed trying to locate personnel to provide access to a 
complex. 
 
Phone calls to SMTD requesting an estimated time of arrival (ETA) should be limited to when the 
vehicle is more than 15 minutes late. 
 
Subscription Reservation Service:  Subscription service is offered to SMTD riders who have 
travel patterns to and from the same destinations, during the same days and hours, at least one 
day per week.  Individuals who have schedules that change frequently are not eligible for 
subscription service. 
 
Subscription service is offered Monday through Friday and is restricted to work, volunteer, medical 
and educational trips.  Once a subscription schedule is approved and confirmed by SMTD, the 
rider does not have to make any further reservation calls except to cancel any trip they do not plan 
to take. 
 
SMTD cannot guarantee that same day reservations or changes to a rider’s subscription schedule 
can be accommodated.  Subscription service is not required under the ADA; therefore certain 
restrictions may apply due to scheduling and capacity constraints. 
 
Changing Reservations:  Changes to reservations will be accepted not later than 5:00 p.m. one 
business day before the ride date.  SMTD cannot guarantee that changes on the ride date can be 
accommodated.  Riders must refrain from asking the driver to make trip changes.  Drivers are not 
authorized to make changes to the trips they are assigned. 
 
Capacity Constraints:  At the time the reservation is made, riders may be notified if excessive 
demand exists for their particular requested trip time, and an alternative may be negotiated. 
 
Cancellations, Lateness, and “No Shows”:  Riders must cancel unwanted trips during regular 
business hours the day prior to the trip date.  A documented pattern of untimely cancellation notice, 
“no shows,” or lateness for reasons within the rider’s control may result in fees4 or service denial 
on a long term basis. 
 
Disruptive Behavior:  Service will immediately be denied on a long-term basis to riders who 
engage in violent, seriously disruptive or illegal behavior.  Such behavior includes, but is not limited 
to: physical or verbal abuse; unlawful harassment, including unwelcome verbal, nonverbal or 
physical behavior having sexual or racial connotations; voluntarily and repeatedly violating bus 
rules; defacing equipment; or refusing to comply with other requirements specified in this Policy. 
                                                 
4 A $5.00 fee will be charged for “No Shows” within the rider’s control. 



ADA Policies and Procedures 

9 | Shawnee MTD 
 

 
Note:  The use of illegal drugs or alcoholic beverages during transit or riding under the influence of 
drugs or alcohol is prohibited at all times. 
 
Suspension of Service:  Riders who repeatedly engage in the misuse of SMTD services will be 
suspended.  Examples of misuse include, but are not limited to, failing to show up for scheduled 
rides (“no-shows”), failing to board the bus upon arrival (lateness), and providing late notice for trip 
cancellations.  Such conduct results in the unnecessary expenditure of SMTD resources which 
could have otherwise been used to provide services to other riders.  A sudden or personal 
emergency, sudden or worsening illness, inability to reach SMTD personnel, or a late driver are 
circumstances beyond the riders control and will not be considered misuse. 
 
A suspension will be imposed for a documented pattern of misuse within any thirty (30) day period.  
Riders will be provided an opportunity to explain the reason for each occurrence in a call or other 
correspondence initiated by SMTD.  After the third unexcused incident SMTD will issue a written 
warning notice that the next violation will result in a denial of service. 
 
Prior to any suspension, a written warning of the proposed suspension period and the reason(s) for 
the suspension will be provided to the rider.  Riders who appeal the proposed suspension may 
continue to ride pending a decision on appeal (see policy on appeals). 
 
Suspension for Untimely Cancellation Notice, “No Shows,” and Lateness: 
 
• First Suspension:    7 days 
• Second Suspension   14 days 
• Third (and subsequent) Suspension 30 days 

 
Suggestions, Comments and Complaints:  Riders should direct all suggestions, comments and 
complaints to SMTD’s Public Relations Coordinator at (618) 658-8388, or write to: 
 
Shawnee Mass Transit District 
Public Relations Coordinator 
1001 West Vine Street 
Vienna, Illinois 62995 
 
Suggestions, comments and complaints should contain the following information: 
 
• Name, address and telephone number 
• Location, day and time of experience, if applicable 
• Vehicle number and/or driver’s name/description, if applicable 
• Reservation agent’s name, if concerning a telephone conversation or scheduling error 
• Explanation of incident, suggestion or comment. 
 
Complaints received by SMTD will be processed and forwarded to the appropriate authorities for 
investigation.  If the appropriate information was provided, the investigation will be completed 
within seven (7) working days (excluding Saturdays, Sundays or holidays) and the rider will be 
contacted by telephone and/or letter advising them of the finding of the complaint.  If the 
investigation cannot be completed within seven (7) working days, the rider will be notified of the 
delay and advised when to expect a resolution. 
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Note:  All complaints of discrimination on the basis of disability will be promptly and objectively 
investigated and forwarded to the Executive Director.  Corrective or disciplinary action will be taken 
for behavior prohibited by this policy, up to and including termination of employment. 
 
Modification of Policy:  If a rider requires modification of any of these policies to accommodate 
their disability, they may request such a modification by contacting the Executive Director.  The 
District will work with the individual in good faith to find an accommodation solution. 
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