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[bookmark: _Toc294625602]Resolution of Service Problems
Metro Mobility takes all reported complaints and incidents very seriously.  We are committed to providing you the highest possible level of service. 
Metro Mobility customer service representatives are available to respond to rider issues from 7:30 a.m. to 4:00 p.m. Monday through Friday.  When an issue is filed with the Metro Mobility Service Center, customer service staff will:
1. Record a detailed description of  the issue.
2. Research the complaint.
3. Forward information to the transportation provider to help quickly resolve the issue. 
It is important to report any problems as soon as possible.  To assist customer service staff, please have the following information available if possible:
· The date and time of the incident.
· Passenger’s name and/or vehicle number.
· Details of the incident.
Once a complaint is registered with the Service Center, customers can expect a response within two working days, if requested.
If you have questions about the Metro Mobility Program, please contact the Service Center.
Metro Mobility Service Center
390 Robert Street North,
St. Paul, MN 55101
Phone: 651-602-1111
Fax: 651-602-1660
TTY: 651-221-9886
Email:  metromobility@metc.state.mn.us 
Website: www.metromobility.org
This document contains important information about public transportation for people with disabilities. It is available in alternative formats upon request, and is posted at our accessible website. Contact us online at www.metromobility.org or at the Metro Mobility Service Center: 390 North Robert Street, St. Paul, MN 55101. Telephone 651-602-1111. 651-221-9886 TTY. Fax 651-602-1660. Pub. No. 35-08-061



[bookmark: _Toc294625603]Metro Mobility is…
· Public transportation for certified riders who are unable to use a fixed-route bus at least some      times due to a disability or health condition.  
· First-door-through-first-door service.  Drivers escort every passenger from the first entry door at their pickup through the first entry door at their destination.
· Complementary to the public fixed-route transit service, operating in communities and at times when fixed-route transit service is available. 
· A service of the Metropolitan Council, the regional planning organization for the seven-county Twin Cities metropolitan area.  The Council operates Metro Transit, collects and treats waste-water, coordinates regional water resources, plans regional parks and administers funds that provide housing opportunities for low and moderate income families and individuals.  The Council is appointed by and serves at the pleasure of the governor.  Council meetings are held at 390 Robert Street North, St. Paul, Minnesota, 55101, and are always open to the public.
· Managed by the Metro Mobility Service Center.  The Service Center determines eligibility and administers contracts with transportation providers who deliver the service.
· Provided by several different transportation providers.  The providers are responsible for hiring drivers, maintaining vehicles and scheduling the rides.   
[bookmark: _Toc294625604]Expectations
Metro Mobility Riders can expect: 
· A safe and reliable ride
· Courteous and professional telephone staff 
· Professional drivers who have successfully completed extensive training 
· Drivers, wearing identification badges, who are appropriately dressed and groomed 
· A properly maintained vehicle free of smoke and litter
[bookmark: _Toc294625605]Door-through-door service
Metro Mobility drivers must assist every rider between the vehicle and the first entry door of the pickup and dropoff. This assistance can include support when walking or pushing a wheelchair.  Drivers are not permitted to go beyond the first entrance of any building. Riders who need additional assistance may bring a personal care attendant (PCA) to ride with them at no charge.
[bookmark: _Toc294625606]Release forms
Metro Mobility drivers are not permitted to sign release forms when escorting riders out of a building.



[bookmark: _Toc294625607]Service Providers Contact Information

· Anoka County Traveler, www.co.anoka.mn.us, 651-602-1170, 1-800-627-3529 TTY (MN Relay), 763-323-5556 FAX
· Dakota County (DARTS), www.darts1.org/ , 651-602-1180, 651-234-2288 TTY, 651-234-2284 FAX
· First Transit, 651-602-1120,  651-636-4000 TTY, 651-628-0211 FAX
· Scott County Transit, www.co.scott.mn.us, 952-496-8001 Phone & TTY,
952-496-1842 FAX
· Transit Team,  651-602-1100, 612-332-5081 TTY, 612-332-4116 FAX
· Washington County HSI, www.hsicares.org  651-275-4300, 651-773-4399 TTY,
651-275-4310 FAX

Metro Mobility Service Center
390 Robert Street North,
St. Paul, MN 55101
Phone: 651-602-1111
Fax: 651-602-1660
TTY: 651-221-9886
Email:  metromobility@metc.state.mn.us 
Website: www.metromobility.org

Please note: Providers and service areas are subject to change. For service hours by community, please see Metro Mobility’s current Service Supplement at www.metromobility.org.
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[bookmark: _Toc294625609]Rider safety 
Rider safety is our primary concern. Metro Mobility drivers are professionals who meet strict guidelines set by the State of Minnesota. Drivers must successfully complete nearly two weeks of training, which includes passenger assistance, first aid, defensive driving and behind-the-wheel training.  In addition, a criminal history background and pre-employment drug screen are done to ensure your safety.
Riders can help keep themselves and others safe by:
· Remaining seated with the seatbelt fastened at all times (MN state law). 
· Keeping sidewalks, ramps, and steps in good repair and clear of ice, snow and other hazards. Steps must provide safe and adequate clearance of at least 30 inches (Width)  x 7.5 inches (Rise) x 10 inches (Tread). Make sure steps meet size requirements and are in good repair.  The steps must not be obstructed by plants, toys or other objects. 
· Not smoking on or near the Metro Mobility vehicles.
· Refraining from all acts of violence, profanity and sexual harassment.
[bookmark: _Toc294625610]Mobility devices 
Drivers receive extensive training in how to assist passengers, properly secure wheelchairs and scooters, and safely operate the motorized lifts provided on every bus.  All of our buses are equipped with lifts that meet or exceed the minimum ADA Standards. 
Riders should:
· Ensure that mobility devices are in good condition including, but not limited to, keeping the brakes in good working order.
· Back their mobility device onto the lift. 
[bookmark: _Toc294625611]Maximum dimensions:  
Metro Mobility vehicles cannot accommodate devices that are greater than: 30 inches wide (OR) 48 inches long (OR) 600 pounds combined weight of the passenger and device. 
Failure to follow the safety guidelines may result in a disciplinary suspension, a mandated personal care attendant (PCA), or loss of Metro Mobility service.
Some mobility devices are not intended to be used during transport on a vehicle.  These devices may not be safe in the event of a vehicle collision, even if they are secured.
[bookmark: _Toc294625612]Reserving a ride
Certified riders may reserve a ride up to four days in advance, or as little as one day in advance.  Reservations are taken seven days per week between the hours of 6 a.m. and 5 p.m.
For a ride on 
· Monday: Call as soon as the previous Thursday
· Tuesday: Call as soon as the previous Friday
· Wednesday: Call as soon as the previous Saturday
· Thursday: Call as soon as the previous Sunday
· Friday: Call as soon as the previous Monday
· Saturday: Call as soon as the previous Tuesday
· Sunday: Call as soon as the previous Wednesday
Customers may reserve a ride either by calling their provider or by using the online internet based reservation system.  The online reservation system can be used to schedule or cancel a future ride.  Customers must be registered with the Metro Mobility Service Center and receive a login name and password to access the online reservations system.
[bookmark: _Toc294625613]Service area and times
Metro Mobility provides service in areas served by all day local fixed-route transit service and the area designated by the state Legislature known as the “Transit Taxing District.”  Service hours are adjusted by community as changes are made to the regular fixed-route transit schedule. For specific hours in your community go to www.metromobility.org or contact the Metro Mobility Service Center.

[bookmark: _Toc294625614]Scheduling a ride
Please have the following information available when you call to schedule your ride:
· Your name and Metro Mobility ID number or birth date.
· The day and date of your trip
· The exact addresses, including apartment, building, or suite numbers for both your pickup and dropoff.  Any additional information that might be helpful: including building name, description and phone number.
· The time you would like to be picked up OR the time you need to arrive at your 
destination (appointment time).
· What type of mobility aide(s) you will be using. 
· The number of people traveling with you. 
The reservationist will offer you the best available times, based on the buses in your area. To accommodate all rides, reservationists look one hour before and one hour after your requested time. If you  do not like the times that are available, the reservationist must book a new trip.  Reservationists are not allowed to change the original requested time. 
[bookmark: _Toc294625615] Getting to an appointment on time
· Tell the reservationist you have an appointment time.
· Build in travel time from the drop-off location to your destination inside the building.
· Remember, it’s a shared-ride service.  You may not get a direct ride. 
[bookmark: _Toc294625616]Additional passengers
Riders may bring additional passengers with them if they notify the provider at the time 
of the reservation.  
· Personal Care Attendants (PCA):  If you need assistance once you arrive at your destinations you may bring another person along as your “Personal Care Attendant.”  PCAs ride free-of-charge. 
· Guests: Guests may accompany a certified Metro Mobility rider.  Guests are required to pay the standard fare.  More than one guest may accompany a certified Metro Mobility rider only as space permits.  
· Children:  Children five and under may ride the vehicle as a guest at no additional charge.  Children six and over will be charged the regular fare.  For safety reasons children must be secured in their own seat. If the child is required by law to be in a car seat, the passenger must furnish the car seat and ensure that it is properly secured.
[bookmark: _Toc294625617]Animals 
· Service animals:  Service and/or therapy animals are always welcome. The animal must be under the control of the rider throughout the trip and while boarding and exiting.  Drivers and other passengers may not control the animal at any time.  Service animals may sit on the floor or in the rider’s lap.  Service animals may not sit in a passenger seat.   
· Pets:  Riders may bring a pet with them if there is space on the vehicle and the animal is properly caged. 
[bookmark: _Toc294625618]Packages 
Riders may bring up to four grocery-sized bags or the equivalent.  Packages should be able to fit in the area around the rider without taking the space of any other rider.  Riders may bring a small folding grocery cart for convenience.  A paying guest may also bring up to four bags or small folding cart as well.  Personal care attendants (PCA) are not permitted additional packages. Drivers will assist riders with loading and unloading packages, but they are not permitted to assist riders with their packages beyond the first door of any building. 
[bookmark: _Toc294625619]Severe weather
Metro Mobility may suspend service for trips from riders’ homes and focus on safely returning riders in the community back home. Any decision to suspend service due to severe weather will be broadcast on the following local television and radio stations.
· WCCO – AM 830
· KSTP – FM 94.5
· KFAN – AM 1130
· KDWB – FM 101.3
· WCCO – TV Channel 4
· KSTP – TV Channel 5
· FOX – TV Channel 9
· KARE – TV Channel 11
[bookmark: _Toc294625620]Scheduled ready time
When your trip is scheduled you will be given a “ready time.”  This is the time you should be ready for the vehicle to arrive.  Riders should be waiting inside the first door at the building entrance at the scheduled ready time. 
[bookmark: _Toc294625621]Pickup window
We try to arrive as close to the ready time as we can, but because we offer a shared-ride service we cannot guarantee the exact time.  The vehicle should arrive within 30 minutes of the pickup time.  To accommodate as many people as possible, the vehicle will be considered “on-time” if it arrives within 30 minutes of the scheduled ready time.  For example if your ready time is 1:00 p.m. the vehicle should arrive between 1:00 p.m. and 1:30 p.m. 
If your vehicle arrives more than 30 minutes after your scheduled ready time your ride is free.
[bookmark: _Toc294625622]Early pickups 
If the vehicle arrives before your scheduled ready time, you are not required to board until 
your scheduled ready time.  However, if you are ready to go early you may board the vehicle before the scheduled ready time.
[bookmark: _Toc294625623]Tips for a successful ride
· Wait inside the main or designated entrance at your ready time.  
· Have your Metro Mobility ID card with you.
· Have correct change or a fare coupon ready before the driver arrives. Drivers do not give change.
· Allow the driver to assist you through the front entrance and while boarding the bus. Drivers are obligated to assist you to and from vehicles even if your disability does not necessitate this level of service.
[bookmark: _Toc294625624]Canceling your rides
If you do not need your scheduled ride, please call in as soon as possible to cancel the ride.  This will allow other passengers to use that timeslot and space.
[bookmark: _Toc294625625]“No Shows”
A “No Show” is characterized by any of the following:  
· Canceling a ride less than one hour before the scheduled ready time.
· Canceling or refusing to ride when the vehicle arrives within the 30-minute pickup window.
· Not being at the designated pickup point at the ready time and during the  30-minute pickup window.
· Not having the fare.
· Not having proper Metro Mobility ID.
[bookmark: _Toc294625626]“No Shows” process
Riders who accumulate three No Shows within a 30-day period will receive a warning letter from the Metro Mobility Service Center.  If the rider receives a fourth No Show within 30 days of the first No Show they may be suspended.  The suspension will begin approximately 30 days after the fourth No Show.  The term of the suspension period may be increased based on the number of previous suspensions within a 12-month period.
Riders may dispute a No Show or suspension at any time after the receipt of the warning or 
suspension letter by contacting the Metro Mobility Service Center at 651-602-1111 or by email to MetroMobility@metc.state.mn.us.  Please put “No Show Dispute” in the subject line, along with the details for the No Show you are disputing, and why it should not be recorded as a No Show.
If a rider “No Shows” the outgoing leg of their trip, all other scheduled trips for that day will be cancelled unless the rider contacts the provider within one hour of the “No Showed” ride.
[bookmark: _Toc294625627]Transferring between providers
Metro Mobility Providers
· Some trips may require a “transfer” from one Metro Mobility provider to another.  
· If your trip requires a transfer, your primary provider will make all of the arrangements 
for the trip and notify you.  
· A transfer trip does not require an additional fare.  When you pay the standard fare, the driver will give you a transfer to give to the other provider.
· All transfers take place at sheltered locations with easy access to phones and restrooms, 
such as transit hubs, fast-food restaurants and major grocery stores.
For the current list of transfer locations, go to www.metromobility.org.
[bookmark: _Toc294625628]Transfers to regular fixed-route/light rail
You can transfer between Metro Mobility and the regular fixed-route or light rail service. 
If the trip starts on the regular fixed-route bus, present your Metro Mobility approved ID card and pay the 75-cent limited mobility fare.  Ask the driver for a transfer, which you can present to the Metro Mobility driver when you board.  You will receive a 75-cent credit towards your Metro Mobility fare. Fixed-route transfers are valid for 2.5 hours after they are issued.  You will be required to pay the difference between the Metro Mobility fare and the limited mobility fare when transferring to Metro Mobility. 
[bookmark: _Toc294625629]Paying for Metro Mobility
As a public transportation service, a user fee, or fare, is required for each trip.  All passengers, except children under six years and personal care attendants, are required to pay the standard fare.
The fare will be waived if the vehicle arrives more than 30 minutes past the scheduled ready time.
The fare will be reimbursed upon request via mail if your ride time exceeds 90 minutes for any single trip.
[bookmark: _Toc294625630]Current fare information
· Rush Hours $4.00 (Monday – Friday 6 a.m.- 9 a.m. & 3 p.m.- 6:30 p.m.)
· Non-rush hours $3.00
[bookmark: _Toc294625631]Payment options  
· Riders may pay the driver in cash. Riders must have the exact fare.  Drivers do not make change. 
· Riders may pay with fare tickets, which can be purchased in advance.  Tickets may be ordered online, by mail or at any full-service Transit Store.  
· To order Metro Mobility fare tickets online by credit card, go to the Metro Transit store: https://store.metrotransit.org/.
· To order by mail, contact the Metro Mobility Service Center at 651-602-1111 or 651-221-9886 (TTY) to request an order form.  This allows you to purchase by check or credit card.
· To order in person, go to any full-service Metro Transit Store.  For current locations and store hours,  go to www.metrotransit.org
[bookmark: _Toc294625632]Holidays
Metro Mobility observes six holidays throughout the year. The non-peak fare is charged for all trips scheduled on these days regardless of the time of day. 
[bookmark: _Toc294625633]Designated Holidays:
· New Year’s Day 
· Memorial Day (observed)
· Independence Day  (4th of July and observed)
· Labor Day 
· Thanksgiving Day 
· Christmas Day 
[bookmark: _Toc294625634]Standing orders 
Metro Mobility offers standing orders as a convenience for customers.  A standing order automatically schedules your routine trips going from the same address to the same address, at the same time, at least one day a week.  All of the other rules of Metro Mobility service apply to your standing order, including the 30-minute pickup window, shared-ride service, etc.
[bookmark: _Toc294625635]Requesting a standing order
Riders can request a standing order at any time by submitting a Standing Order Request form to the Metro Mobility Service Center.  The form can be downloaded from http://www.metromobility.org or sent to you by fax or mail by contacting the Metro Mobility Service Center at 651-602-1111 or 651-221-9886 TTY.
[bookmark: _Toc294625636]Placing new standing orders 
Standing orders are reviewed and placed on a monthly basis if space is available at the requested time.  Some requests for standing orders may not be accepted based on capacity.  Metro Mobility notifies riders about newly approved standing orders by phone.  Denial notices are mailed to the rider within ten days. 
Return completed forms to: Metro Mobility Service Center, 390 Robert Street North, St. Paul, Minnesota, 55101
[bookmark: _Toc294625637]Standing order trips will not be provided on these holidays:
· New Year’s Day
· Memorial Day (Observed)
· Independence Day (July 4th) 
· Labor Day
· Thanksgiving Day and the Friday following
· Christmas Day
Riders who need to travel on any of these days must contact their service provider and schedule a demand ride up to four days in advance.
[bookmark: _Toc294625638]Changing an existing standing order 
You can make up to four changes to an existing standing order each year.  Contact the Metro Mobility Service Center at least 21 days in advance of any change, as implementing changes may take up to three weeks.
Changes may include:
· Adding one or more days,
· Changing the pickup or dropoff location,
· Changing your home address, or
· Changing the pickup time. 
[bookmark: _Toc294625639]Metro Mobility Standing-Order Change Request Forms 
Standing Order Change Request Forms are online at: www.metromobility.org.
You may also call the Metro Mobility Service Center at 651-602-1111 or 651-221-9886 TTY to request a form. For all other changes contact your provider. 
[bookmark: _Toc294625640]Standing-order cancellations 
Standing orders are reserved for people who travel regularly.  If you cancel or no-show 40% of your standing order trips, your standing order may be cancelled by the Metro Mobility Service Center.  If this happens you will not be granted another standing order for a period of 12 months.
[bookmark: _Toc294625641]Placing a standing order on hold 
When you will not be using your standing order for a period of time, you can put your standing order on hold. A standing order can be placed on hold for as little as a week or for up to 90 days per calendar year.  To place your standing order on hold, please contact your provider.  If a standing order is on hold for more than 90 days in a calendar year Metro Mobility may contact you about whether you need your standing order.  Standing orders that are on hold longer than 90 days each year may be subject to cancelation by Metro Mobility.


[bookmark: _Toc294625642]Supplemental Services  
To ensure that our riders get the service that they need, Metro Mobility has implemented several supplemental programs.
[bookmark: _Toc294625643]Same Day Ride Requests 
Same day rides can be requested at least two hours prior to the requested pickup time during normal reservation hours.  They are subject to space availability. 
[bookmark: _Toc294625644]Premium Same Day Service (PSD)
“Premium Same Day Service” allows Metro Mobility certified riders to take a taxi trip at a discounted rate.  The rider is responsible for paying the first $7 of the cab fare and all costs over $20. Metro Mobility will pay up to $13 of the taxi fare.  Metro Mobility coupons cannot be used to pay the PSD fare. 
[bookmark: _Toc294625645]Process for PSD trips 
1. Contact your provider and request a “Premium Same Day Ride.”  
2. Your provider will give you a confirmation number.
3. Contact the taxi provider with your confirmation number to request the trip.
[bookmark: _Toc294625646]Assured Ride Home Program 
The Assured Ride Program reimburses eligible riders up to $100 annually for transportation expenses incurred when the rider needs to get home right away for any reason.  The Assured Ride Program will pay for up to four rides by cab or other licensed transport.  To be eligible, riders must average at least three days of Metro Mobility service weekly and will receive “request cards” twice each year.  Eligible riders will be sent a request card, which can be completed and mailed to the Metro Mobility Service Center.  Two Assured Ride coupons will be sent to the rider.  Each coupon authorizes the rider to receive reimbursement of up to $25 each for eligible ride expenses. 
Customers may combine the two coupons for one ride or use them for two separate rides.  The maximum reimbursement is $50 per six months.  Metro Mobility pays only for charges incurred on no more than two rides per six-month period.
Assured Ride reimbursements require proof of purchase.  Obtain a signed and dated receipt from the driver, then mail the receipt and coupon(s) to the Metro Mobility Service Center, 390 Robert Street North, St. Paul, Minnesota, 55101.  The reimbursement check will be issued within 10 business days. Be sure to keep a copy of the receipt for your records.
[bookmark: _Toc294625647]Alternatives to Metro Mobility
[bookmark: _Toc294625648]Fixed-route transit service
Metro Mobility certified riders can access fixed-route transit for the limited mobility fare 
of 75-cent with their Metro Mobility ID card.  All of the fixed-route vehicles in the Twin Cities metro area are accessible.
Riders may also combine fixed-route transit and Metro Mobility service.
To transfer between fixed-route and Metro Mobility service, riders pay the first driver and request a transfer. When the second half of the trip occurs on Metro Mobility, the rider pays the balance of the Metro Mobility fare. When the trip starts on Metro Mobility, the fixed-route portion of the trip is free with a valid Metro Mobility ID and a Paratransit Transfer.  Ask your driver for a Paratransit Transfer when transferring to another bus.
To obtain fixed-route and schedule assistance by phone, call Metro Transit 612-373-3333.
[bookmark: _Toc294625649]Transit Link
Transit Link is a dial-a-ride minibus transit service for the general public that goes where regular transit routes are unavailable.  Like Metro Mobility, rides must be reserved in advance.  However, Transit Link rides are subject to availability.  Transit Link is curb-to-curb service, with limited assistance, though ADA-certified riders may request door-to-door service. 
Service is available from Monday through Friday from 6 a.m. to 7 p.m. (some areas have limited Saturday service).  To reserve a ride, call 651-602-LINK (5465) between 7 a.m. and 3:30 pm.  You may reserve a ride up to five business days in advance.  Fares are based on the distance traveled.  For more information, visit www.transitlinktc.org.


[bookmark: _Toc294625650]Eligibility
Metro Mobility service is for people who are unable to use regular fixed-route transit services due to a disability or health condition.  Metro Mobility uses guidelines in the Americans with Disabilities Act (ADA) to dertermine eligibility.  A person might be eligible if:
· They are unable to navigate the regular fixed-route bus system (or)
· They are unable to board or exit the regular fixed-route bus at some locations.
· They are physically unable to get to or from the regular fixed-route bus because of their disability or health condition within an area that the fixed-route serves.
Lack of fixed-route service does not qualify a person for Metro Mobility.  Fear of riding or difficulty riding the fixed-route are not qualifying factors.
If you have a disability but do not qualify for Metro Mobility, you may still qualify for a reduced fixed-route transit fare of 75 cents.  For Metro Transit's Limited Mobility Program requirements, call 612-373-3333.
[bookmark: _Toc294625651]Length of eligibility 
Generally people are eligible for up to four years.  Certification dates coincide with the expiration on the rider’s Minnesota state ID or driver’s license when possible.  If a person is of advanced age and has a deteriorating health condition the rider may be certified permanently at the discretion of Metro Mobility staff. 
[bookmark: _Toc294625652]Temporary eligibility 
Persons who have a temporary condition that prevents them from accessing the regular fixed-route bus can be approved on a temporary basis up to nine months.  Riders who are certified temporarily do not need a Metro Mobility ID card, but must present a valid government issued photo ID for each trip.
[bookmark: _Toc294625653]Visiting other cities
The eligibility criteria established by the ADA are standard throughout the United States.  This means that ADA-certified riders from the Twin Cities can use ADA Paratransit programs like Metro Mobility throughout the country without applying for certification in the city they are visiting for up to 21 days.  Because policies and procedures differ from place to place, it is important that you contact the provider in the city you are visiting at least a week before you visit. For a directory of providers, see www.projectaction.easterseals.com or call (800) 659-6428.
[bookmark: _Toc294625654]Visiting the Twin Cities
If you are visiting the Twin Cities metropolitan area you must register with the Metro Mobility Service Center prior to your arrival in the Twin Cities.  Metro Mobility will request a letter from the transit agency in your home state, which verifies your eligibility under the Americans with Disabilities Act (ADA).
[bookmark: _Toc294625655]Children
Children whose disability (as opposed to their age) would prevent them from using a regular fixed-route bus may be eligible. Children under age six must travel with a personal care attendant (PCA). 


[bookmark: _Toc294625656]Certification Process
To determine eligibility, all applicants must complete the certification process.  There is NO CHARGE to become certified with Metro Mobility.  
[bookmark: _Toc294625657]STEP ONE:  Submit an application 
Applicants submit a two-part application designed to assess the applicant’s ability to use regular fixed-route transit service.  
PART 1:  Certification Questionnaire, completed by the applicant.
PART 2:  Professional Verification Form, filled out by one of the following professionals who are familiar with the applicant’s condition: 
· Physicians or Psychiatrists
· Recreational Therapists
· Occupational Therapists
· Speech-Language Pathologists
· Psychologists
· Certified Orientation and Mobility Specialists
· Physical Therapists
· Registered Nurses (RN)
· Doctors of Chiropractic (DC)
· Licensed Independent Social Workers (LISW, LICSW)
The Application/Recertification Packet is available online at www.metromobility.org or by calling the Metro Mobility Service Center at 651-602-1111 or 651-221-9886 TTY.  Materials may be provided in alternative formats upon request.
Both the Certification Questionnaire and the Professional Verification Form must be submitted together to: Metro Mobility Service Center, 390 Robert Street North. Saint Paul, MN 55101
Metro Mobility does not accept certification forms by fax.
[bookmark: _Toc294625658]STEP TWO:  Review of application
Metro Mobility staff will review the application packet.  Usually this provides us with all of the information we need to make a determination on eligibility.  Sometimes, however, more information is needed.  When this happens applicants may be asked to come in for an “in-person assessment.” 
[bookmark: _Toc294625659]In-person assessment 
The in-person assessment is designed to evaluate the applicant’s ability to use regular fixed-route transit service.  It may include a combination of the following:
· A conversation about the applicant’s current mobility.  The Metro Mobility evaluator will talk about how the applicant currently gets around. 
· A pretend bus trip on the computer.  This standardized test is designed to measure a person’s cognitive ability to use regular fixed-route transit. (Functional Assessment of Cognitive Transit Skills.) 
· A walk outside or through the skyway.  This will help determine things such as physical ability to get to the regular fixed-route bus as well as memory and landmark recognition.
· A standard walking and balance test.  This standardized test measures a person’s risk of falling. (Tinetti Gait and Balance Test).
A Metro Mobility trip can be scheduled for the in-person assessment at no charge within the Metro Mobility Service area.
[bookmark: _Toc294625660]STEP THREE:  Get your photo ID 
Once an applicant is determined eligible for Metro Mobility, they need to get a Metro Mobility-approved ID card.  There are two options.
1. Come to the Metro Mobility Service Center in St. Paul and receive a Metro Mobility ID card at NO CHARGE to you.
2. Contact Minnesota DVS (Driver and Vehicle Services) at 651-296-6911 or 651-282-6555 TTY to request a duplicate license or state ID.  Metro Mobility will put on an “A” to signify that the applicant is certified under the ADA.
Applicants can apply for a reduced-fee state ID, using the form at www.4dmv.com/states/mn/reducedfeeidcard.pdf
Metro Mobility can issue you a duplicate ID card, if the original one is lost.  To order a duplicate ID contact the Metro Mobility Service Center.  There is a $5.00 fee for all replacement ID cards.


[bookmark: _Toc294625661]Glossary of Terms
· ADA – The Americans with Disabilities Act is a federal law protecting the civil rights of people with disabilities.
· ADA Paratransit – Public transit comparable to fixed-route public transit for people whose disability or health condition creates undue barriers to the use of fixed-route transit.  Paratransit routes are based on reservations for the day.  Vehicles transport more than one passenger and make multiple stops per trip.
· Assured Ride – A program that creates a safety net for high-frequency riders by annually providing up to four taxi or shuttle ride coupons, each worth up to $25.
· Fixed-route transit – Public transit service, usually provided by bus or rail, which operates on predetermined routes and schedules.
· No Show – A failure by a rider to meet the driver within the pickup window for a scheduled trip, or a cancellation by a rider that occurs less than 60 minutes before the scheduled pickup.
· PCA (Personal Care Attendant) – Riders who need assistance may include one PCA when they reserve a trip. PCAs ride for free.
· Pickup window – Drivers are considered “on time” if they arrive within a 30-minute window that follows the scheduled pickup.
· Ready time – The scheduled pickup time when riders should be ready and waiting for the vehicle to arrive.
· Service provider – Private companies or localities that operate designated portions of the Metro Mobility system, under the management of Metro Mobility.
· Metro Mobility Service Center – The office where Metro Mobility manages paratransit service and the application and recertification process, establishes standing orders, and responds to service issues, comments and complaints.  It is located in downtown St. Paul, Minnesota.
· Standing order – An application-based program, subject to availability, that allows riders to pre-schedule their daily or weekly recurring trips.
· STS – Minnesota's Special Transportation Services rules establish driver training and vehicle safety requirements for the Metro Mobility program.  The Minnesota Department of Transportation, Office of Motor Carriers, assures compliance.
The Metropolitan Council is the regional planning organization in the seven-county Twin Cities metropolitan area that includes Minneapolis and St. Paul, Minnesota.  The Council runs the regional bus, Metro Mobility and light rail systems, collects and treats wastewater, coordinates regional water resources, plans regional parks and administers funds that provide housing opportunities for low and moderate income families and individuals.  The Council is appointed by and serves at the pleasure of the governor.  Council meeting are held at 390 North Robert Street, St. Paul, Minnesota and are always open to the public.  Additional information about the Metropolitan Council is at www.metrocouncil.org 
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