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Americans with Disabilities Act (ADA) Information 
The following is required general information about Valley Transit,  the entity 

responsible for the provision of ADA Paratransit services as described in this plan.  

Valley Transit is committed to providing equal access to its facil i t ies, programs, 

and services for persons with disabil ities.  This material can be made avai lable 

in an alternate format by emailing Vicki Croes, HR Manager at 

vicki@valleytransit.com or by call ing 509-525-9140. People who are deaf or 

hard of hearing may make a request by call ing the Washington State Relay at 

711.  
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Acronyms and Abbreviations 
 ADA:   Americans with Disabil ities Act  

 CFR:   Code of Federal Regulations  

 FTA:   Federal Transit Administration  

 OECR:   WSDOT Office of Equity and Civi l  Rights  

 RTAP:   Rural Transit Assistance Program  

 WLAD   Washington’s Law Against Discrimination  

 WSDOT  Washington State Department of Transportation  
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Definitions   
O c c a s i o n a l l y,  d e m o n s t ra t i o n  o f  co m p l i a n c e ,  s u c h  a s  w i t h  t h e  A m e r i c a n s  w i t h  

D i s a b i l i t i e s  A c t  ( A DA )  r e q u i re s  t h e  u s e  o f  a  s p e c i f i c  t e r m .  D u e  t o  t h e  

u n avo i d a b l e  u s e  o f  i n d u s t r y  j a rgo n ,  t h e  fo l l o w i n g  i s  a  l i s t  o f  c o m m o n  

d ef i n i t i o n s  fo r  t e r m s  yo u  m ay  e n co u n t e r :  

•  A m e r i c a n s  w i t h  D i s a b i l i t i e s  A c t :  Ty p i ca l l y  a b b r ev i a te d  t o  A DA ,  t h i s  a c t  

w a s  s i g n e d  i n t o  l aw  i n  1 9 9 0 .  T h i s  l a n d m a r k  fe d e ra l  l e g i s l a t i o n  re q u i re s  

t h a t  p e rs o n s  w i t h  d i s a b i l i t i e s  r e c e i ve  t ra n s p o r ta t i o n  s e r v i c e s  e q u a l  t o  

t h o s e  av a i l a b l e  o n  t h e  F i xe d  Ro u te  s e r v i c e ( s ) .  

• D ay  i n  A d va n c e :  D ay  i n  A d v a n c e  re fe rs  t o  t h e  p a s s e n ge r ’s  o b l i ga t i o n  t o  

s c h e d u l e  a  Pa ra t ra n s i t  r i d e  t h e  d ay  p re v i o u s  t o  t h e i r  i n te n d e d  t r i p .  

• Disability:  With respect to an individual, a physical or mental impairment that 

substantial ly l imits one or more of the major l i fe activit ies of such individual;  a 

record of such an impairment; or being regarded as having such an impairment.  

•  E l i g i b i l i t y :  E l i g i b i l i t y  i s  t h e  p ro c e s s  b y  w h i c h  a  p a s s e n ge r  ca n  a p p l y  t o  

re c e i ve  Pa ra t ra n s i t / D i a l - A- R i d e  s e r v i c e s .  

•  Eq u i va l e n c e :  Eq u i va l e n c e  ge n e ra l l y  r e fe rs  t o  a  p rov i d e r ’s  o b l i ga t i o n  t o  

r u n  Pa ra t ra n s i t / D i a l - A- R i d e  s e r v i c e s  d u r i n g  t h e  s a m e  s c h e d u l e  a s  t h e  

F i xe d  Ro u t e ( s )  i t  co m p l i m e n t s .  I t  i s  a l s o  o c c a s i o n a l l y  u s e d  t o  ex p re s s  a  

p rov i d e r ’s  o b l i ga t i o n  t o  p ro v i d e  e n o u g h  ca p a c i t y  ( d r i v e rs  a n d  ve h i c l e s )  t o  

m e e t  t h e  n e e d s  o f  e l i g i b l e  r i d e rs  w h o  m a d e  r e s e r va t i o n s  a  d ay  i n  

a d va n c e .  

•  F i xe d  Ro u te :  A  F i xe d  Ro u te  P u b l i c  Tra n s i t  S y s te m  r u n s  o n  a  d ef i n e d  p a t h  

a t  a  s e t  s c h e d u l e  w i t h o u t  d ev i a t i o n  f ro m  t h a t  ro u t e .  

•  F u n c t i o n a l  A s s e s s m e nt :  A  f u n c t i o n a l  a s s e s s m e n t  i s  a n  ev a l u a t i o n  o f  a  

Pa ra t ra n s i t  a p p l i ca n t ’s  a b i l i t y  t o  u s e  a  F i xe d  Ro u te  ve h i c l e .  Pe r fo r m e d  b y  

a  t ra i n e d  p ro fe s s i o n a l ,  t h e s e  a s s e s s m e n t s  a re  o rd e re d  w h e n  s t a f f  i s  

u n a b l e  t o  m a ke  a  c l e a r  f i n d i n g  o f  e l i g i b i l i t y  b a s e d  o n  t h e  co n t e n t s  o f  a  

p ro s p e c t i ve  Pa ra t ra n s i t  r i d e r ’s  a p p l i ca t i o n .  

•  M i s s e d  Tr i ps :  A  m i s s e d  t r i p  i s  d ef i n e d  b y  a n y  o f  t h e  fo l l ow i n g :  
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a .  T h e  v e h i c l e  a r r i ve s  a n d  l e ave s  b e fo r e  t h e  b e g i n n i n g  o f  t h e  p i c ku p  

w i n d o w  w i t h o u t  p i c k i n g  u p  t h e  r i d e r  a n d  w i t h o u t  a n y  i n d i c a t i o n  

f ro m  t h e  r i d e r  t h a t  h e  o r  s h e  n o  l o n ge r  w a n t s  t o  m a ke  t h e  t r i p  

b .  T h e  v e h i c l e  d o e s  n o t  w a i t  t h e  re q u i r e d  f i v e  m i n u te s  w i t h i n  t h e  

p i c ku p  w i n d ow,  t h e re  i s  n o  co n ta c t  w i t h  t h e  r i d e r  ( o r  a t te m p te d  

c o n ta c t ) ,  a n d  t h e  ve h i c l e  d e p a r t s  w i t h o u t  t h e  r i d e r  

c .  T h e  v e h i c l e  a r r i ve s  a f te r  t h e  e n d  o f  t h e  p i c ku p  w i n d o w  a n d  

d e p a r t s  w i t h o u t  p i c k i n g  u p  t h e  r i d e r  ( e i t h e r  b e ca u s e  t h e  r i d e r  i s  

n o t  t h e re  o r  d e c l i n e s  t o  t a ke  t h e  t r i p  b e c a u s e  i t  i s  n o w  l a t e )  

d .  T h e  v e h i c l e  d o e s  n o t  a r r i ve  a t  t h e  p i c k u p  l o ca t i o n  

o  O u r  go a l  i s  ze ro  m i s s e d  t r i p s  

•  M o b i l i t y  D e v i c e  o r  A i d :  A  d ev i c e  d e s i g n e d  t o  a s s i s t  a n  i n d i v i d u a l  w i t h  

d i s a b i l i t i e s  w i t h  l o c o m o t i o n .  E xa m p l e s  i n c l u d e  w h e e l c h a i rs ,  c a n e s ,  

c r u t c h e s ,  a n d  wa l ke rs .  

•  O r i g i n - t o - D e st i n at i o n :  O r i g i n - t o - d e s t i n a t i o n  i s  t h e  A DA  st a n d a rd  fo r  p i c k -

u p  a n d  d e l i ve r y.  A  f u l l  d i s c u s s i o n  ca n  b e  fo u n d  o n  p a g e  1 5 .   

•  Pa ra t ra n s i t :  A l s o  re fe r re d  t o  a s  D i a l - A - R i d e  o r  C o m p l e m e n t a r y  

Pa ra t ra n s i t ,  re fe rs  t o  a  p ro v i d e r ’s  o b l i ga t i o n  u n d e r  t h e  A D A  t o  o f fe r  a n  

e q u i va l e n t  m o b i l i t y  a l te r n a t i ve  fo r  p e o p l e  w h o  a re  p r e ve n te d  f ro m  u s i n g  

F i xe d  Ro u t e  s e r v i c e s  d u e  t o  a  d i s a b i l i t y.  

•  R e a s o n a b l e  M o d i f i c a t i o n :  A  c l e a r  ve r b a l  o r  w r i t te n  re q u e s t  fo r  a  c h a n ge  

i n  s e r v i c e  d e l i ve r y  t h a t  w i l l  m a ke  t h e  s e r v i c e  m o re  a c c e s s i b l e  fo r  t h e  

r i d e r  t h a t  d o e s  n o t  ca u s e  a  d i re c t  t h re a t  t o  t h e  h e a l t h  a n d  s a fe t y  o f  

o t h e rs ,  r e s u l t  i n  a  f u n d a m e n t a l  c h a n ge  i n  s e r v i c e  ( e . g . ,  p ro v i d i n g  m e d i ca l  

c a r e ,  l e av i n g  t h e  F i xe d  Ro u te  t o  go  t o  a n o t h e r  l o c a t i o n ,  e t c . ) ,  w o u l d  n o t  

b e  n e c e s s a r y  t o  m a ke  t h e  s e r v i c e  a c c e s s i b l e  ( e . g . ,  a  re q u e s t  fo r  a  s p e c i f i c  

s e a t ,  o r  t o  o n l y  r i d e  a l o n e ,  e t c . ) ,  o r  re s u l t  i n  a n  u n d u e  f i n a n c i a l  b u rd e n  

o n  t h e  t ra n s i t  a ge n c y.  S o m e  exa m p l e s  o f  p o te n t i a l  r e a s o n a b l e  

m o d i f i ca t i o n  re q u e s t s  a re :  

 

1 .  U s e  o f  a  ra m p  o r  l i f t  w i t h o u t  a  m o b i l i t y  d ev i c e  
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2 .  A l l o w i n g  a  p e rs o n  w i t h  d i a b e te s  t o  e at  o r  d r i n k  o n  t h e  b u s  t o  avo i d  

a  d ro p  i n  g l u c o s e  

3 .  D o o r- t h ro u g h - d o o r  a s s i s t a n c e ,  ra t h e r  t h a n  c u r b - t o - c u r b  fo r  a  p e rs o n  

w i t h  v i s i o n  i m p a i r m e n t  

•  S e c u r e m e nt  A r e a  o r  S t at i o n :  O n  a  ve h i c l e ,  a  d e s i g n at e d  l o c a t i o n  fo r  

r i d e rs  u s i n g  w h e e l c h a i rs ,  e q u i p p e d  w i t h  a  s e c u r e m e n t  sy st e m .  

•  S e c u r e m e nt  D e v i c e ,  Eq u i p m e nt  o r  Sy ste m :  O n  a  ve h i c l e ,  e q u i p m e n t  u s e d         

fo r  s e c u r i n g  a  w h e e l c h a i r  a ga i n s t  u n co n t ro l l e d  m o ve m e n t  d u r i n g  

t ra n s p o r t .  

•  S e r v i c e  A n i m a l :  A ny  g u i d e  d o g ,  s i g n a l  d o g ,  o r  o t h e r  a n i m a l  i n d i v i d u a l l y  

t ra i n e d  t o  w o r k  o r  p e r fo r m  t a s k s  fo r  a n  i n d i v i d u a l  w i t h  a  d i s a b i l i t y,  

i n c l u d i n g ,  b u t  n o t  l i m i te d  t o ,  g u i d i n g  i n d i v i d u a l s  w i t h  i m p a i re d  v i s i o n ,  

a l e r t i n g  i n d i v i d u a l s  w i t h  i m p a i r e d  h e a r i n g  t o  i n t r u d e rs  o r  s o u n d s ,  

p rov i d i n g  m i n i m a l  p ro te c t i o n  o r  re s c u e  w o r k ,  p u l l i n g  a  w h e e l c h a i r,  o r  

fe t c h i n g  d ro p p e d  i te m s .   

•  S e r v i c e  A n i m a l  Tra i n e e :  A n y  d o g  o r  m i n i a t u re  h o rs e  t h a t  i s  u n d e rgo i n g  

t ra i n i n g  t o  b e  a  s e r v i c e  a n i m a l .  

•  S e r v i c e  A n i m a l  Tra i n e r :  A n  i n d i v i d u a l  exe rc i s i n g  ca re ,  c u s t o d y,  a n d  

c o n t ro l  ov e r  a  s e r v i c e  a n i m a l  t ra i n e e  d u r i n g  a  co u rs e  o f  t ra i n i n g  

d e s i g n a t e d  t o  d e ve l o p  t h e  s e r v i c e  a n i m a l  t ra i n e e  i n t o  a  s e r v i c e  a n i m a l .   

•  S e r v i c e  A r e a :  Pa ra t ra n s i t / D i a l - A- R i d e  i s  a  r e q u i re m e n t  i n  a  zo n e  

ex te n d i n g  ¾  o f  a  m i l e  o n  e i t h e r  s i d e  o f  a  F i xe d  Ro u te  l i n e .  T h i s  zo n e  m ay  

n o t  r e s u l t  i n  a  ge o g ra p h i c  p o c ke t  o f  d i s s e r v i c e s  s u r ro u n d e d  b y  s e r v i c e s  

o n  a l l  s i d e s  –  s u c h  a  zo n e  i s  t o  b e  a b s o r b e d .  C o l l e c t i ve l y ,  t h i s  zo n e  i s  

c a l l e d  t h e  S e r v i c e  A r e a .  

•  Tr i p  D e n i a l :  A  t r i p  d e n i a l  o c c u rs  w h e n  t h re e  c i rc u m st a n c e s  a r e  m e t :   

o  T h e  t r i p  re q u e s t  i s  p re s e n t e d  i n  a  m a n n e r  co n s i s te n t  w i t h  t h e  D ay  i n  

A d va n c e  R u l e s ;  A N D  

o  A l l  t r i p  s l o t s  u p  t o  a n  h o u r  b e fo re  a n d  u p  t o  a n  h o u r  a f te r  t h e  

re q u e s te d  t r i p  t i m e  a re  f u l l ;  A N D  
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o  T h e  p ro v i d e r  i s  u n a b l e  t o  b r i n g  i n  a n  ex t ra  d r i v e r  a n d  ve h i c l e  t o  

a c co m m o d a te  t h e  t r i p .  

o  O R  a  r i d e r  re q u e s t s  a  ro u n d - t r i p  a n d  w e  c a n  o n l y  p ro v i d e  o n e  l e g  o f  

t h e  t r i p .  I f  t h e  r i d e r  d o e s  n o t  ta ke  t h e  o f fe re d  o n e - w ay  t r i p ,  b o t h  o f  

t h e  t r i p s  a re  d e n i a l s .  

o  O u r  go a l  i s  ze ro  d e n i a l s  o f  A D A - e l i g i b l e  t r i p  

•  W h e e l c h a i r :  A  m o b i l i t y  a i d  b e l o n g i n g  t o  a n y  c l a s s  o f  t h r e e -  o r  m o re -             

w h e e l e d  d e v i c e s ,  u s a b l e  i n d o o rs ,  d e s i g n e d  o r  m o d i f i e d  fo r  a n d  u s e d  b y  

i n d i v i d u a l s  w i t h  m o b i l i t y  i m p a i r m e n t s ,  w h e t h e r  o p e ra te d  m a n u a l l y  o r  

p ow e r e d .   
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ADA Policy introduction 
Va l l ey  Tra n s i t  i s  co m m i t te d  t o  c o m p l i a n c e  w i t h  S e c t i o n  5 0 4  o f  t h e  

Re h a b i l i ta t i o n  A c t  o f  1 9 7 3 ,  a s  a m e n d e d ;  A m e r i c a n s  w i t h  D i s a b i l i t i e s  A c t  ( A DA ) ,  

s i g n e d  i n t o  l a w  o n  J u l y  2 5 6 ,  1 9 9 0 ;  a n d  R C W  4 9 . 6 0 ,  Wa s h i n gt o n ’s  L a w  A ga i n st  

D i s c r i m i n a t i o n  ( W L A D ) .  

T h e s e  c i v i l  r i g h t s  l e g i s l a t i o n s  p ro h i b i t  d i s c r i m i n a t i o n  b a s e d  o n  d i s a b i l i t y  a n d  

re q u i re  t ra n s p o r t a t i o n  s e r v i c e  o p t i o n s  t o  b e  p ro v i d e d  t o  a  p e rs o n  w i t h  

d i s a b i l i t i e s  c o m p a ra b l e  t o  t h o s e  ava i l a b l e  t o  p e o p l e  w i t h o u t  d i s a b i l i t i e s .  

I t  i s  t h e  p o l i c y  o f  Va l l e y  Tra n s i t  t h a t ,  w h e n  v i ew e d  i n  i t s  e n t i r e t y,  s e r v i c e s ,  

p ro g ra m s ,  fa c i l i t i e s ,  a n d  co m m u n i ca t i o n s  p rov i d e d  b y  Va l l ey  Tra n s i t ,  d i r e c t l y  o r  

b y  a  co n t ra c te d  s e r v i c e  p ro v i d e r,  a re  re a d i l y  a c c e s s i b l e  t o  a n d  u s a b l e  b y  

i n d i v i d u a l s  w i t h  d i s a b i l i t i e s  t o  m a x i m u m  ex t e n t  p o s s i b l e .  

N e w  co n s t r u c t i o n  a n d  f a c i l i t y  a l t e ra t i o n s  co m p l e te d  b y  Va l l ey  Tra n s i t  w i l l  b e  

A DA  c o m p l a i n t .  I f  f u l L  A DA  co m p l i a n c e  i s  u n fe a s i b l e  d u e  t o  s t r u c t u ra l  

i m p ra c t i ca b i l i t y,  fa c i l i t y  a l te ra t i o n s  w i l l  b e  A DA  co m p l i a n t  t o  t h e  m a x i m u m  

ex te n t  fe a s i b l e .  Fo r  i n fo r m a t i o n  o n  u p co m i n g  p ro j e c t s  a n d  a n  o p p o r t u n i t y  t o  

c o m m e n t  o n  p l a n s ,  p l e a s e  v i s i t  o u r  w e b s i te  o r  co n ta c t  o u r  A D A  C o o rd i n at o r :  

V i c k i  C ro e s  a t  5 0 9 - 5 2 5 - 9 1 4 0 .  

Va l l ey  Tra n s i t  p ro v i d e s  A DA  r e l a te d  t ra i n i n g  t o  s t a f f  u p o n  h i re  a n d  re f re s h e r  a s  

n e e d e d  t o  e n s u r e  s t a f f  a re  t ra i n e d  t o  p ro f i c i e n c y,  a s  a p p ro p r i a t e  t o  t h e i r  

d u t i e s ,  s o  t h ey  o p e ra te  ve h i c l e s  a n d  e q u i p m e n t  s a fe l y  a n d  p ro p e r l y  a s s i s t  a n d  

t re a t  p e o p l e  w i t h  d i s a b i l i t i e s  i n  a  r e s p e c t f u l  a n d  co u r te o u s  way.   

I t  i s  t h e  p o l i c y  o f  Va l l e y  Tra n s i t  t h a t ,  w h e n  v i ew e d  i n  t h e i r  e n t i r e t y,  s e r v i c e s ,  

p ro g ra m s ,  fa c i l i t i e s ,  a n d  co m m u n i ca t i o n s  p rov i d e d  b y  Va l l ey  Tra n s i t ,  d i r e c t l y  o r  

b y  a  co n t ra c te d  s e r v i c e  p ro v i d e r,  a re  re a d i l y  a c c e s s i b l e  a n d  u s a b l e  t o  

i n d i v i d u a l s  w i t h  d i s a b i l i t i e s  t o  t h e  m ax i m u m  ex te n t  p o s s i b l e .  4 9 .C F R . 3 7 . 1 0 5  I f  

a ny  d o c u m e n t  o r  re s o u rc e  i s  n o t  re a d i l y  ava i l a b l e  i n  t h e  m o s t  a c c e s s i b l e  fo r m a t  

fo r  yo u r  u s e ,  Va l l ey  Tra n s i t  ca n  s u p p l y  a l te r n a t i ve  fo r m at s  u p o n  r e q u e s t .  
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1. Fares 

Valley Transit has a zero-fare policy through December of 2025 as a pilot 

project for all  services except Job Access. Before the end of 2025, the Valley 

Transit Board of Directors will  make a determination on whether the zero -fare 

pilot will  be formally adopted as the long-range fare schedule.  

Job Access passes are available for unlimited rides during a calendar month for 

$12. Passes are avai lable in Walla Walla from our Main Office at 1401 W. Rose 

Street and on Token Transit. (49 CFR 37.131 (c).  

2. Approved mobility devices 
Valley Transit can accommodate mobility devices that meet the following 

definit ions and minimum standards:  

• A wheelchair is a mobility aid belonging to any class of three - or more-

wheeled devices; that is usable indoors; and is designated or modified for 

and used by individuals with mobil ity impairment, whether manually or 

power operated.  

• A mobility device is equipment designed or intended to assist people 

with mobility disabil ities (i .e.,  walkers, canes, braces, crutches).  

o Valley Transit may not be able to accommodate equipment that is 

not primarily designed for the use by people with mobility 

impairments ( i .e.,  shopping carts, skateboards).  

o Mobil ity devices must be stored out of the path of travel for other 

passengers.  

Valley Transit wil l  transport riders with their mobility devices, unless:  

• Doing so is inconsistent with safety requirements in  this  policy or by the 

vehicle’s manufacturer specif ications (e.g.,  the combined weight of the 

wheelchair and occupant exceeds that of  the vehicles l if t specif ications).  
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• The use of the mobility devices poses a direct threat. For more information 

see 11. Denial of service .  

3. Mobility Device Securement  
Operators will  do the following when securing mobil ity devices:  

• Use front and rear t ie -downs.  

• Secure mobility devices at the strongest parts of the device. However, the 

passenger can indicate the most optimal tie -down spot.  

• Mobil ity device wil l  be secured as per the manufacturer specif ications in 

regards to forward or rear facing.  

• Assist riders with securement systems, ramps, and seatbelts.  

• A passenger wil l  not be denied transportation if  their mobility device 

cannot be fully secured (provided it f its within the approved equipment).  

Valley Transit does not require, but recommends that r iders apply brakes on their  

mobility devices when on a l ift  or in securement areas.  For power chairs or 

scooters, Val ley Transit recommends r iders turn the power switch to the “off ”  

position on the l if ts or in securement areas. Operators cannot assist riders using 

power chairs or scooters with the operation of their equipment.  

Valley Transit ’s pol icy on if  mobil ity device securement is mandatory.   

Valley Transit wil l  not refuse to transport someone whose mobility device 

cannot be satisfactorily restrained as long as the mobility device f its within the 

definit ions in 2. Approved mobil ity devices .  

4. Portable oxygen equipment 
Valley Transit al lows riders to travel with respirators and portable oxygen 

supplies, consistent with applicable U.S. Department of Transportation rules on 

the transportation of hazardous materials in 49 CFR Subtitle B, Chapter 1, 

Subchapter C.  Riders must secure portable oxygen equipment safely and the 

equipment must not obstruct the aisle.  

https://www.ecfr.gov/current/title-49/subtitle-B/chapter-I/subchapter-C
https://www.ecfr.gov/current/title-49/subtitle-B/chapter-I/subchapter-C
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5. Personal care attendants  
A personal care attendant is someone who travels with and assists a rider with 

their personal needs due to a disabil ity. Valley Transit does not require 

personal care attendants. However, if  used, customers must provide their own 

personal care attendant.  

A personal care attendant differs from a companion or guest.  A guest or 

companion is anyone who accompanies the rider who is not designated as their 

personal care attendant.  

Operators are not required to provide attendant services, such as assisting a 

rider with use of oxygen, or  medical equipment, administering medication, or 

other personal needs. Riders who require attendant ’s services should travel 

with a personal care attendant.  

For information on fares for personal care attendants, guests,  and companions, 

see 1. Fares. For information on scheduling ADA complementary paratransit 

rides with personal care attendants, guests, and companions, see 12.ADA 

complementary paratransit services.  

6. Service animals and service animal trainees 
A service animal is any guide dog, signal dog, miniature horse, or other animal 

individual ly trained to work or perform tasks for a person with a disabil ity. A 

service animal trainee is any dog or miniature horse that is undergoing training 

to be a service animal.  

Valley Transit al lows service animals and service animal trainees to accompany 

people with disabil it ies in al l  organization vehicles and facil it ies. Riders may 

use more than one service animal.  

Valley Transit does not charge a fare for service animals or service animal 

trainees. If  a service animal or service animal trainee causes damage to Valley 

Transit ’s vehicles or facil it ies, the user of  the service animal or service animal 

trainee may be charged for those damages.  
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To ride Valley Transit ’s services, service animals or service animal trainees:  

• Must be on a leash, tether, or harness unless use of such a devise would 

interfere with the task the service animal or service animal trainee 

performs, or the person’s disabil ity prevents use of such devices. In these 

cases, the handler must use voice, sig nal,  or other effective means to 

maintain control of the service animal or service animal trainee.  

• Must not be aggressive towards or pose a direct threat to the health or 

safety of Val ley Transit staff,  other riders, or other animals.  

• Must be potty-trained.  

Valley Transit staff  wil l  not request written certif ication that a rider ’s animal is 

a service animal or service animal trainee or request a  demonstration of service 

animal or service animal trainee’s task(s).  However, Val ley Transit staff  may ask 

users of  service animals the following questions:  

• Is the animal required because of a disabi l ity?  

• What work or task has the animal been trained or is in training to 

perform?  

Valley Transit may deny service to a service animal or service animal trainee if  

the animal is out of control of the handler, posing a direct threat, not potty -

trained, or if  i ts handler refuses to answer the question(s) about the animal 

noted above.  

If  Val ley Transit denies service to the service animal or service animal trainee, 

the handler/trainer/person with a disabil ity may sti l l  use Valley Transit 

services. Valley Transit staff  will  provide the handler/trainer/person with a 

disabil ity information  on how to appeal the service animal/service animal 

trainee’s service denial and, if  appl icable,  options to remedy the situation so 

the service animal/service animal trainee can be al lowed to use Val ley Transit 

vehicles and facil i ties.  
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Valley Transit staff  wil l  not take charge of  the  rider ’s service animal or service 

animal trainees. Riders are welcome to use a personal care attendant or 

companion to assist with caring for a service animal or service animal trainees.  

Federal and state law do not consider emotional support animals to be “service 

animals.” Refer to Valley Transit ’s rider ’s guide for policies about emotional 

support animals and pets accessing Valley Transit vehicles and facil it ies.  

Service animals and service animal trainees must remain at the rider ’s feet or 

on the rider ’s lap. The animal may not s it on a vehicle seat.  

It is a violation of Washington State law to knowingly misrepresent an animal as 

a service animal or service trainee to secure that animal the r ights afforded to 

service animals (RCW 49.60.214). Such violations may result in civil/monetary 

penalties.  

7. Boarding assistance 
Valley Transit operator will  position the vehicle to make boarding and 

disembarking as easy as possible for everyone, minimize the slope of the ramp, 

and use the vehicle’s  kneeling option as needed. Operators wil l  al low riders 

with disabil ities adequate time to board and disembark the vehicle.  

Operators will  use vehicle accessibil i ty equipment to assist customers (i .e.,  

vehicle annunciators, l ifts/ramps). For information on procedures when vehicle 

accessibil i ty equipment is not functioning, see  8. Maintenance of l ifts or ramps .  

When necessary or upon request, operators wil l  provide riders assistance using 

l ifts,  ramps, and securement systems. Upon request by the rider, operators may 

assist riders using manual wheelchairs up vehicle ramps if  doing so does not 

constitute a direct threat to the health or safety of the operator. For more 

information, see 11. Denial of service .  

Riders using wheelchairs may board the vehicle l ift separately from their 

wheelchair. Riders may use the vehicle l if t facing towards or away from the 

vehicle. Val ley Transit does not require operators to assume the control of a 
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power wheelchair or assist a passenger in/out of their  wheelchair. Riders are 

welcome to ride with a personal care attendant to accomplish these tasks. For 

more information, see 5. Personal care attendants .  

Operators shall  position the bus to make boarding and alighting as easy as 

possible for everyone, minimize the slope of the ramp/l ift,  and use the kneeling 

option as needed. Passengers with a disabil ity shall  be allowed adequate time 

to board and alight the vehicle.  

8. Maintenance of lifts or ramps 
Valley Transit will  use and maintain vehicle and facil i ty accessibil i ty features and 

repair malfunctioning features promptly.  

When an operator discovers a vehicle’s l if t/ramp is out of order, the operator wil l  

report it immediately to a supervisor.  

Valley Transit wil l  take the following steps for services with malfunctioning 

features:  

• Valley Transit wil l  remove fixed route vehicles with inoperable l ifts/ramps 

from service as soon as possible and no later than before the vehicle’s next 

service day. If  a f ixed route vehicle is  operating with an inoperable l if t/ramp and 

a rider requires the l i ft/ramp and if  the next vehicle on the route is not scheduled 

to arrive at the stop for over 30 minutes,  Valley Transit will  dispatch alternative 

transportation immediately to transport that rider. (49 CFR 37.163)  

• Demand responsive service vehicles with an inoperable l if t/ramp may 

remain in service for the remainder of the day if  Valley Transit can assign r iders 

requiring this accessibil i ty equipment to another vehicle.  

• All vehicles found to have an inoperable l ift/ramp will  not be returned to 

service until  the l ift/ramp is repaired, with the FTA -permitted exception of the 

following: if  Valley Transit does not have a spare vehicle to replace the vehicle 

with an inoperable  l ift/ramp, Valley Transit  may return the vehicle to service 

temporarily, for a maximum of 3 -5 days while making preparations to repair the 

l ift/ramp.  
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Valley Transit wil l  work with riders who require reasonable modifications due to 

an accessibil i ty feature being out of order. See 14. Reasonable modification  for 

information on making these requests.  

Riders who notice accessibil i ty features that are not in working order should 

notify the vehicle operator immediately or call  Valley Transit customer service at 

509-525-9140.  

9. Priority/reserved seating  
All Valley Transit f ixed route vehicles contain signage designating 

priority/reserved seating at the front of the vehicle for older adults and people 

with disabil ities and at all  wheelchair securement locations. The signage 

instructs r iders to comply with the bus operator ’s request to make these seats 

available to older adults and people with disabil it ies who prefer to use them.  

Valley Transit drivers wil l  al low riders using mobility aids to board if  

securement areas are not otherwise occupied by a mobility device, regardless 

of the number of riders on the vehicle. Operators will  ask other riders sitting in 

priority and reserved seating areas to move to other avai lable seats or stand. 

Vehicle operators may ask ambulatory people with a disabi l ity to vacate a 

wheelchair securement site seat. Operators are not required to enforce the 

priority and reserved seating designation beyond ma king the request. (4 CFR 

38.27 (a);  49 CFR 37.167 ( j ).   

10. Stop announcements  
Valley Transit  f ixed route services wi l l  make on -board announcements at stops,  major 

intersections,  destinat ion points,  t ransfer points with other f ixed routes,  and at 

suff icient intervals along the route. Operators wil l  announce other stops upon 

request .  (49 CFR 37.167)  

11. Denial of service  

Valley Transit may deny, suspend, or exclude any rider from its faci l i ties and/or 

services for engaging in conduct that is violent, seriously disruptive, i l legal ,  
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considered a “direct threat ” to others, or for the behaviors/actions as 

described in this policy, Val ley Transit ’s rider guide and RCW 9.91.025, unlawful 

transit conduct.  

A direct threat is a signif icant risk to the health or safety of others that cannot 

be eliminated by a reasonable modification to Valley Transit policies, practices, 

procedures, or by the provision of auxi l iary aides or services, such as traveling 

with a personal care attendant. A direct threat does not occur when a person’s 

disabil ity results in an appearance or involuntary behavior that may offend, 

annoy, or inconvenience others.  

Riders suspended or excluded from Val ley Transit property and/or services may 

request an appeal of this decision by contacting Valley Transit.  See 13. 

Complaint process  for Valley Transit ’s contact information. (RCW 9.91.025).  

12. ADA complementary paratransit services 
Valley Transit offers ADA complementary demand response and deviated f ixed 

route services. These services are available upon request by ADA 

complementary paratransit eligible individuals and/or the general public. This 

section provides details on these ava ilable services.  

12.1 Eligibility requirements 
People with a disabi l ity or disabling health condition that prevents them from 

independently using Valley Transit f ixed route buses some or all  of the time 

may access Valley Transit paratransit.  

Presence of a disabil ity or a disabling health condition by itself  does not 

automatically make a person el igible for paratransit service. The abil ity to use 

Valley transit services is the basis for el igibil i ty.  

 

 

https://app.leg.wa.gov/rcw/default.aspx?cite=9.91.025
https://app.leg.wa.gov/rcw/default.aspx?cite=9.91.025
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Valley Transit wil l  review applications for paratransit eligibil i ty based on the 

following qualif ications. People are eligible for Valley Transit ’s paratransit 

service if  they:  

• Are unable to board,  ride, or exit a ramp/lift -equipped bus without 

assistance.  

                                                 OR  

• Need to use a ramp/l ift but it cannot be deployed safely at the bus stop.  

OR  

• Have a disabil ity that prevents travel to and from their bus stop under 

certain conditions.  

                                                AND  

• Are certif ied to use Valley Transit paratransit.  

Valley Transit wil l  respond to paratransit eligibil i ty applicants in writing. If  the 

applicant does not receive an eligibi l i ty answer within 21 days of submitting a 

completed application, Valley Transit wil l  treat the applicant as eligible and 

provide paratransit services until  the organization makes a f inal eligibil i ty 

determination.  

12.2 Categories of eligibility  
 Valley Transit wil l  classify an applicant ’s paratransit eligibil i ty as 

conditional, unconditional, or temporary.  The table below shows descriptions of 

eligibil i ty types and circumstances for eligibil i ty types  

 

Eligibility Type Circumstances Description 

Unconditional A person with a disability who cannot independently ride 
fixed route transit. 

Permitted to make all trips using 
paratransit  

Conditional Including, but not limited to, a person prevented from 
riding fixed route transit by: 

• Disability or combination of disability 
and architectural/path-of-travel barriers 
from getting to/from the boarding area. 

Specific inaccessible routes or stops 

Eligible to use paratransit for 
some trips, but not all. 

Temporary 
(unconditional or 
conditional) 

A person is prevented from using all or some, fixed 
routes or stops during a certain amount of time. 

Temporary eligibility to use 
paratransit based on 
circumstances.  
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12.3 Eligibility application process 
A DA  Pa ra t ra n s i t  e l i g i b i l i t y  i s  d e te r m i n e d  t h ro u g h  a n  a p p l i c a t i o n  p ro c e s s ,  

i n  w h i c h  t h e  p a s s e n ge r  p ro v i d e s  i n fo r m a t i o n  t o  Va l l ey  Tra n s i t  t o  ex p l a i n  

t h e i r  l e ve l  o f  n e e d .  Va l l ey  Tra n s i t  o f te n  s e e k s  i n fo r m a t i o n  f ro m  t re a t m e n t  

o r  h e a l t h  ca r e  p ro v i d e rs  t o  h e l p  w i t h  d ef i n i n g  t h e  f u n c t i o n a l  a b i l i t i e s  o f  

a p p l i c a n t s .  

To  q u a l i f y  fo r  Pa ra t ra n s i t / D i a l - A- R i d e  s e r v i c e ,  a  p a s s e n ge r  m u s t  m e e t  a t  

l e a s t  o n e  o f  t h e  fo l l o w i n g  c r i te r i a  

•  I n a b i l i t y  t o  ge t  o n  o r  o f f  a  t ra n s i t  b u s  t h a t  i s  e q u i p p e d  w i t h  a  

w h e e l c h a i r  l i f t / ra m p  d e v i c e  

•  I n a b i l i t y  t o  ge t  t o  o r  f ro m  a  re g u l a r  Va l l e y  Tra n s i t  b u s  s t o p  d u e  t o  a  

d i s a b i l i t y  

•  I n a b i l i t y  t o  wa i t  a t  a  re g u l a r  b u s  s t o p  d u e  t o  a  d i s a b i l i t y  

•  I n a b i l i t y  t o  u n d e rs ta n d  a n d  fo l l o w  d i re c t i o n s  o r  i n fo r m a t i o n a l  s i g n s  fo r  

re a s o n s  o t h e r  t h a n  l a n g u a ge  o r  l i te ra c y  

O R  

•  7 0  ye a rs  o f  a ge  o r  o l d e r  ( p a s s e n ge rs  a p p rov e d  u n d e r  “ H o n o r e d  

C i t i ze n ”  s ta t u s  u t i l i z i n g  D e m a n d  Re s p o n s e  s e r v i c e  i f  t h i s  i s  t h e i r  o n l y  

q u a l i f y i n g  c r i t e r i o n )  

A l l  p o te n t i a l  D i a l - A- R i d e  p a s s e n ge rs  a re  r e q u i r e d  b y  t h e  A m e r i ca n s  w i t h  

D i s a b i l i t i e s  A c t  t o  a p p l y  fo r  D i a l - A- R i d e  s e r v i c e .  A c co rd i n g  t o  t h e  A D A ,  

Va l l ey  Tra n s i t  m u s t :  

•  M a ke  a n  e l i g i b i l i t y  d e te r m i n a t i o n  w i t h i n  2 1  d ays  o f  re c e i v i n g  t h e  

c o m p l e te  a p p l i c a t i o n  

•  P rov i d e  w r i t te n  n o t i f i ca t i o n  ex p l a i n i n g  t h e  ra t i o n a l e  b e h i n d  a  

d e te r m i n a t i o n  t h a t  t h e  a p p l i ca n t  i s  n o t  e l i g i b l e  fo r  s e r v i c e  

•  P rov i d e  t h e  a p p l i ca n t  w i t h  t h e  a b i l i t y  t o  a p p e a l  a  d e n i a l  o r  co n d i t i o n s  

o f  s e r v i c e  
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•  P rov i d e  m a te r i a l s  i n  a c c e s s i b l e  fo r m a t s  u p o n  r e q u e s t  

•  D i a l - A- R i d e  a p p l i c at i o n s  c a n  b e  r e c e i ve d  b y  re q u e s t i n g  o n e  i n  p e rs o n  

a t  Va l l e y  Tra n s i t ’s  M a i n  o f f i c e  l o ca te d  a t :  1 4 0 1  W.  Ro s e  S t .  Wa l l a  

Wa l l a ,  WA  9 9 3 6 2  

•  Yo u  c a n  a l s o  re q u e s t  o n e  b y  p h o n e  a t  e i t h e r  t h e  Va l l ey  Tra n s i t  

A d m i n i s t ra t i o n  5 0 9 - 5 2 5 - 9 1 4 0 ,  o r  D i s p a t c h  5 0 9 - 5 2 7 - 3 7 7 9 .  L a s t l y,  yo u  m ay  

re q u e s t  a  D i a l - A- R i d e  p a s s  b y  e m a i l i n g  i n fo @ va l l ey t ra n s i t . c o m  a n d  

re q u e s t i n g  a  D i a l - A- R i d e  a p p l i c a t i o n .   

•  Va l l ey  Tra n s i t  re q u i re s  a  P ro fe s s i o n a l  Ve r i f i ca t i o n  fo r m  co m p l e te d  b y  a  

m e d i c a l  p rov i d e r  fo r  D i a l - A- R i d e  a p p l i c a t i o n s  a s  w e l l  a s  a  m e d i ca l  re l e a s e  

fo r m .  

•  A p p l i c a n t s  m ay  o b ta i n  a s s i s t a n c e  co m p l e t i n g  t h e  fo r m  b y  ca l l i n g  5 0 9 - 5 2 5 -

9 1 4 0  o r  i n  p e rs o n  at  Va l l ey  Tra n s i t ’s  M a i n  o f f i c e .   

Va l l ey  Tra n s i t  o f fe rs  a  u n i q u e  s p e c i a l i ze d  c a te go r y  o f  e l i g i b i l i t y  c a l l e d  

“ H o n o re d  C i t i ze n s ”.  T h i s  c a te go r y  i s  fo r  i n d i v i d u a l s  w h o  a r e  7 0  ye a rs  o f  a g e  

o r  o l d e r,  b u t  w h o  d o  n o t  q u a l i f y  u n d e r  o t h e r  A DA  c r i te r i a  fo r  t ra n s p o r ta t i o n  

e l i g i b i l i t y.  T h ey  w i l l  re c e i ve  s e r v i c e ,  b u t  i t  i s  n o t  s u b j e c t  t o  t h e  g u a ra n te e d  

r i d e  p o l i c y  o f  t h e  A D A .  

Should an applicant be found ineligible and disagree with this  f inding, they have 

60 days to f i le an appeal. Once the request for an appeal is received, a hearing for 

the appeal will  be scheduled within 30 days by the Appeals Committee. An 

individual who has f i led an appeal will  be notif ied in writing of the time, date, and 

location of the appeal hearing and will  have the right to speak in person on their 

behalf  and/or have others represent them at an appeal hearing. Attendance is not 

mandatory for an indiv idual requesting an appeal. If  an individual requesting an 

appeal (or their representative) cannot attend, they may request a telephone 

interview to submit additional information. If  the individual or a designated 

representative is not present at the appea l hearing, the Appeals Committee’s 

decision will  be based on the information submitted.  

mailto:info@valleytransit.com
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Dial-A-Ride service is not required to be provided to an individual pursuing an 

eligibil i ty appeal. However, if  the Appeals Committee has not decided within 30 

days after the hearing, temporary service wil l  be provided until  a decision on the 

appeal is issued.  

The Appeals Committee wil l  issue a f inal written decision within 30 days of the 

appeal hearing. The decisions of the Appeals Committee shall  be f inal.  

Requests for an appeal must be sent in writing to Valley Transit at the following 

address:  

Valley Transit  

1401 W. Rose St.  

Walla Walla, WA 99362  

 

12.4 Service Area 
Valley Transit provides paratransit/Dial -A-Ride within ¾ of f ixed route service. The 

map below demonstrates a zone of ¾ a mile on either side of a Fixed Route bus 

l ine, where Paratransit/Dial -A-Ride support is required. Additionally, you wil l  see 

colored segments outside of the grey radius where Valley Transit provides service 

withing city l imits, as capacity al lows, as a courtesy to those residents l iving more 

than ¾ of a mile from the closest Fixed Route bus l ine. This city -l imits clause 

covers only Walla  Walla and College Place, Washington.  
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Overview of Populations Served: Walla Walla County Demographic 
information  

 Walla 
Walla 

County  

% of 
Total  

Colle ge 
Place 

Service 
Area  

CP % of 
Total  

Walla 
Walla 

Service 
Area  

WW % of 
Total  

State of 
Washington  

% Of 
Total  

Total 
Population 

61,890  9,804  33,492  7,785,786  

Older 
Adults 
(aged 65+) 

12,626 20.4% 1,716 17.5% 5,962 17.8% 1,308,012 16.8% 

People 
with 
Disability 
(under 65) 

6,561 10.6% 981 10% 3,818 11.4% 692,935 8.9% 

Sources: disability information from 2022 Census QuickFacts (State of Washington statistics shared for comparison)  
*Population numbers are an estimate, recent census data provided percentages only 
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12.5 Origin-to destination service  
This broad description is util ized intentionally by the ADA (and Valley Transit) to 

meet the individual needs of each passenger. While some may be able to use a 

more l imited version of service, such as curb -to-curb, others may need door-to-

door service. The purpose is to ensure that each el igible passenger can use 

Paratransit/Dial -A-Ride services within the published area and schedule of service.  

Rather than the ADA requiring a specif ic type of service for al l ,  this decision is left 

to the passengers and the operators. It is  Valley Transit ’s practice to meet the 

requirements of the rider that do not fundamentally alter the nature of their 

service with nothing more than a verbal request. A few examples of requests that 

would  a lter the nature of the service and thus not  be made are:  

• Assistance through a door and into/ out of a passenger ’s home (or beyond a 

common lobby of a public building)  

• Leaving a vehicle unattended for a lengthy period of time  

• Losing the abil ity to keep an unattended vehicle in l ine -of-sight  

• Actions that are unsafe (backing down a narrow alley, etc.)  

Examples of service levels: 

Type Description 

Curb-to-curb  
 

Passenger boards from the curb in front of their pickup and 
alights at the curb of  the destination  
 

Door-to-door Passenger is taken from the door of their pickup locat ion to the 
door of their destination.  

Door through door 
 

Passenger is taken from the door of their pickup through the 
door of their destination (common lobby only)  

Feeder  Service takes rider from pickup location and connects r ider with 
an accessible f ixed rote to complete their trip.  

 

If  a rider makes a curb-to-curb reservation, but at the time of service an otherwise 

unknown barrier is discovered and the r ider requires additional assistance, the rider 

may request door-to-door assistance from the driver. Valley Transit cannot take 

actions that would fundamental ly alter the nature of its service or create undue 

burdens.  
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Our operators cannot enter a passenger ’s home. Other operational examples are 

evaluated on a case-by-case basis. Valley Transit makes its best effort to 

accommodate every reasonable modification request and to fulf i l l  al l  origin -to-

destination requests that don’t constitute a fundamental alteration of  its service, and 

the tradeoff is to ask riders to observe a strong preference for such requests to be 

made at least a day in advance (preferably at the time of the original ride 

reservation).  

Our operators must not leave vehicles unattended for a lengthy period of time or out 

of l ine-of-sight. They must not take actions that are unsafe such as backing down a 

narrow alley, etc.  

12.6 Days and hours of operation  
Valley Transit ’s ADA complementary paratransit/Dial -A-Ride is  available on the same 

days and hour as Val ley Transit ’s f ixed route services. Holiday operating days and 

hours for ADA complementary paratransit are the same as f ixed route service.  

 Routes and Hours  Monday – Friday  Saturday  Sunday & 

Holidays  

1   Isaacs/WWCC  6:15 am – 5:45 am  X  X  

2  College 

Ave/Meadowbrook  

6:15 am – 5:45 am  X  X  

3  2n d  Ave / Wa-Hi  6:15 am – 5:45 am  X  X  

4  Melrose / Alder  6:15 am – 5:45 am  X  X  

5   Fairgrounds  6:15 am – 5:45 am  X  X  

6  VA/Medical Loop  6:15 am – 5:45 am  X  X  

7  Pleasant Street Loop  6:15 am – 5:45 am  X  X  

8  College Place Loop  6:15 am – 5:45 am  X  X  

E  East Loop (Valley 

Transit + plus)  

5:45 pm – 8:40 pm  10:45 am – 6:10pm  X  

W  West Loop (Valley 

Transit + plus)  

5:45 pm – 8:40 pm  10:45 am – 6:10pm  X  
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C  Connector (Valley 

Transit + plus)  

5:45 pm – 8:40 pm  10:45 am – 6:10pm  X  

DAR  Dial-a-

Ride/Paratransit  

6:00 am – 6:00pm  x  X  

JA  Job Access  5:00 am – 6:00 am  

9:00 pm – 11:30 pm  

5:00 am – 11:00am  

6:10 pm – 11:30pm  

5:00 am – 

11:30pm  

 

Holiday Closure 

Valley Transit F ixed Route and Dial -A-Ride wil l  not run on the following national ly 

recognized holidays:  

• New Year ’s Day  

• Columbus/Indigenous Peoples Day  

• Thanksgiving Day  

• Christmas Day  

Only deviated f ixed route and connector services will  operate on these reduced 

schedule hol idays:  

• Martin Luther King Jr. Day  

• Memorial Day  

• Labor Day  

• The Day After Thanksgiving D ay  

Valley Transit Job Access will  run on the following holidays including New Year ’s 

Day, Memorial Day, Independence Day, Labor Day, Thanksgiving Day, and 

Christmas Day for registered Job Access clients with advance reservations .  Job 

Access will  not run on Columbus/Indigenous Peoples Day.  Reservations can be 

scheduled up to two weeks in advance for holiday tr ips.  

12.7 Trip Purpose 
Valley Transit does not restrict or prioritize trips. A tr ip to the doctor ’s office is 

given the same importance as a tr ip to the salon. An eligible passenger may 

ride anywhere in the service area during scheduled hours of operation, and 

there is no l imit to the number of trips a rider may request, as long as they are 
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made a day in advance .  Due to capacity constraints, it may not be possible to 

accommodate a series of same-day add-on requests, but capacity is the only 

criterion that is considered when scheduling.  

12.8 Trip scheduling  
Riders may request a paratransit trip by call ing dispatch at 509 -527-3779.  

Valley Transit requires Day in Advance scheduling to secure a ride guaranteed 

by the ADA. Day in Advance means no later than 5:00 pm the day before the 

trip. On Sunday, voicemail messages left before 5:00 pm wil l  be considered to 

have been made a Day in Advance for Monday service, and the ride will  be 

scheduled by the opening supervisor. Same Day requests and Add -Ons are 

considered on a space-available basis, but they are not  subject to a guaranteed 

ride under the ADA. For best results cal l  at least two hours before your 

requested ride. Our ride schedulers are available between 8:00 am and 5:00 

pm, Monday through Friday.  

Subscriptions 

Va l l ey  Tra n s i t  c a n  s c h e d u l e  u p  t o  1 4  d ay s  i n  a d v a n c e .  H ow e ve r,  

re c u r r i n g  t r i p s  t h a t  h a p p e n  a t  l e a s t  w e e k l y  a n d  a t  a  p re d i c ta b l e  

t i m e  m ay  b e  s c h e d u l e d  o n  a  s u b s c r i p t i o n  b a s i s .  T h e s e  t y p e s  o f  t r i p s  

m i g h t  b e  fo r  w o r k ,  d i a l y s i s ,  p h ys i ca l  t h e ra p y,  o r  s i m i l a r  ro u t i n e  

a p p o i n t m e n t s .  W h i l e  Va l l e y  Tra n s i t  d o e s  n o t  e m p l o y  a ny  re s t r i c t i o n s  

o n  w h e re  a  p e rs o n  m ay  ta ke  a  s u b s c r i p t i o n  t r i p ,  t h e s e  s o r t s  o f  t r i p s  

m ay  n o t  m a ke  u p  m o r e  t h a n  5 0 %  o f  t h e  o ve ra l l  ca p a c i t y  o f  t r i p s  

d e l i ve re d .  A  s h o r ta g e  o f  c a p a c i t y  w o u l d  b e  t h e  o n l y  re a s o n  a  r i d e r  

c o u l d  f i n d  t h e i r  u s e  o f  s u b s c r i p t i o n  s e r v i c e  re s t r i c te d .  

S u b s c r i p t i o n  r i d e s  m ay  b e  r e q u e s t e d  o n c e  e l i g i b i l i t y  h a s  b e e n  

d e te r m i n e d  a n d  a  p a t te r n  o f  o n g o i n g ,  re g u l a r l y  s c h e d u l e d  r i d e s  

w i t h o u t  N o  S h ow s  a n d /o r  L a te  C a n c e l l a t i o n s  h a s  b e e n  e sta b l i s h e d .  

P l e a s e  h ave  t h e  fo l l o w i n g  i n fo r m a t i o n  ava i l a b l e  w h e n  re q u e s t i n g  a  

s u b s c r i p t i o n :  
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•  Pa s s e n ge r  N a m e  a n d  m a i l i n g  a d d re s s  

•  E x a c t  a d d re s s e s  o f  w h e r e  y o u  w i l l  b e  t rave l i n g  t o  a n d  

f ro m  

•  H o w  l o n g  yo u  w i l l  n e e d  t h e  s t a n d i n g  r i d e  

a p p o i n t m e n t  

•  C o n s i s te n t  d a te s  a n d  t i m e s  yo u  w i l l  n e e d  t h e  r i d e  

a p p o i n t m e n t s  o n  

To  avo i d  N o  S h o w  p e n a l t i e s ,  p l e a s e  c a l l  o u r  o f f i c e  t o  p l a c e  yo u r  

s u b s c r i p t i o n  o n  h o l d  d u r i n g  t i m e s  o f  va c a t i o n ,  i l l n e s s  o r  a ny  o t h e r  

re a s o n  t h a t  yo u  w i l l  n o t  n e e d  y o u r  s c h e d u l e d  r i d e .  S u b s c r i p t i o n  

r i d e s  ( i n c l u d i n g  d i a l y s i s  p a t i e n t s )  a r e  a u t o m a t i ca l l y  c a n c e l e d  o n  t h e  

fo l l o w i n g  h o l i d ays :  N e w  Ye a r ’s  D ay,  C o l u m b u s / I n d i ge n o u s  Pe o p l e s  

D ay,  T h a n k s g i v i n g  D ay,  a n d  C h r i s t m a s  D ay.  

Promise Window and On-Time Performance 

At  t h e  t i m e  a  r i d e  re s e r va t i o n  i s  m a d e ,  t h e  p a s s e n ge r  i s  p rov i d e d  

w i t h  a  co m m i t m e n t  f ro m  Va l l e y  Tra n s i t  t o  a r r i ve  w i t h i n  t h e  3 0 -

m i n u te  p i c ku p  w i n d ow.  T h i s  i s  re fe r re d  t o  a s  t h e  P ro m i s e  W i n d o w.  

Va l l ey  Tra n s i t  a i m s  t o  d e l i v e r  9 9 %  o f  t r i p s  w i t h i n  1 5  m i n u t e s  o f  t h e  

o p e n i n g  o f  t h e  p i c ku p  w i n d o w  a n d  t o  ke e p  9 0 %  o f  a l l  t r i p s  w i t h i n  

t h e  3 0 - m i n u te  P ro m i s e  W i n d ow.  

Courtesy Window or Dwell Time 

Va l l ey  Tra n s i t  w i l l  w a i t  f i ve  m i n u te s  a f te r  a r r i v i n g  t o  p i c k  u p  a  

p a s s e n ge r  fo r  t h e  r i d e r  t o  p re s e n t  t h e m s e l v e s  t o  r i d e .  T h i s  d o e s  n o t  

m e a n  t h e  r i d e r  o n l y  h a s  f i ve  m i n u t e s  t o  p hy s i c a l l y  b o a rd  t h e  

v e h i c l e ,  b u t  t h a t  t h e y  n e e d  t o  v i s u a l l y  co n f i r m  t h e i r  i n te n t  t o  b o a rd  

w i t h i n  t h i s  w i n d ow.  I f  t h e  C o u r te sy  W i n d o w  c l o s e s  w i t h o u t  t h e  

p a s s e n ge r  p re s e n t i n g  t o  r i d e ,  t h e  t r i p  i s  b o o ke d  a s  a  N o  S h o w  a n d  

t h e  d r i ve r  w i l l  co n t i n u e  t o  t h e i r  n ex t  s c h e d u l e d  r i d e .  A  p at t e r n  o f  
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exc e s s i ve  N o  S h ow s  co u l d  j e o p a rd i ze  a  p a s s e n g e r ’s  e l i g i b i l i t y  fo r  

s e r v i c e s ,  m o re  o n  t h i s  o n  p a ge  1 7 .  

On-Time Performance 

O n - T i m e  Pe r fo r m a n c e  i n  t h e  A DA  Pa ra t ra n s i t  sys te m  i s  

c o n s i d e re d  u n d e r  t w o  c r i te r i a :  

•  Wa s  t h e  p a s s e n g e r  b o a rd i n g  co m p l e te d  w i t h i n  t h e  

P ro m i s e  W i n d o w  d i s c u s s e d  a b o ve ?  

•  O n c e  b o a rd e d ,  w a s  a n  exc e s s i v e l y  l o n g  t r i p  avo i d e d ?   

Va l l ey  Tra n s i t  c o n s i d e rs  a  t r i p  t o  b e  exc e s s i v e l y  l o n g  i f  t h e  

e n t i r e t y  o f  t h e  t rave l  t i m e  fo r  t h e  p a s s e n ge r  exc e e d s  6 0  

m i n u te s .  T h e  sys t e m  g o a l  i s  fo r  9 5 %  o f  t r i p s  t o  b e  co m p l e t e d  

w i t h i n  4 5  m i n u t e s ,  a n d  fo r  9 9 %  o f  t r i p s  t o  b e  c o m p l e t e d  

w i t h i n  6 0  m i n u t e s .  

12.9 Companions and personal care attendants on ADA complementary 
paratransit service 
When arranging for a trip on ADA complementary paratransit services, riders 

should notify the Val ley Transit scheduler if  they are travel ing with a personal 

care attendant. Additionally, Valley Transit wil l  accommodate one non -personal 

care attendant companion in addition to a personal care attendant if  the rider 

notif ies the scheduler of the companion when arranging the trip. Valley Transit 

wil l  accommodate additional non -personal care attendant companions on a 

space-avai lable basis.  

See 1. Fares and 5. Personal Care Attendants  for fares and general information 

for personal care attendants and guests/companions.  

12.10. Visitor certification  
Visitors are people with disabil ities who live outside of the Valley Transit 

service area and would l ike to use Val ley Transit ADA complementary 

paratransit. Visitors are eligible for a total of 21 days of paratransit service in a 
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365-day period beginning the f irst day the visitor uses the service. For 

additional days of service, visitors must apply for ADA complementary service 

with Valley Transit.  

Valley Transit wil l  certify a visitor using the following process:  

Va l l ey  Tra n s i t  h o n o rs  f i n d i n g s  o f  Pa ra t ra n s i t  e l i g i b i l i t y  f ro m  o t h e r  

j u r i s d i c t i o n s  o n  t h e  s a m e  b a s i s  a s  P re s u m p t i ve  E l i g i b i l i t y.  Fo r  ex a m p l e ,  a  

r i d e r  v i s i t i n g  Wa l l a  Wa l l a  f ro m  Tr i - C i t i e s  w o u l d  e n j o y  u p  t o  2 1  d ay s  o f  t h e  

s a m e  r i d i n g  p r i v i l e g e s  o n  t h e  l o c a l  sys t e m  a s  t h e y  fo u n d  t h e y  w e re  

e l i g i b l e  fo r  a t  h o m e .  A f t e r  2 1  d ay s  t h e y  w o u l d  n e e d  t o  s u b m i t  a  fo r m a l  

a p p l i c a t i o n  o n  t h e  Va l l ey  Tra n s i t  sy s te m  t o  co n t i n u e  t h e i r  e l i g i b i l i t y  

s t a t u s .  T h i s  v i s i t o r  s t a t u s  i s  m e a s u r e d  d u r i n g  a  ro l l i n g  3 6 5 - d ay  p e r i o d .  

( 4 9  C F R  3 7 . 1 2 1 )  V i s i t o rs  m ay  b e  r e q u i re d  t o  p ro v i d e  p ro o f  o f  v i s i t o r  

s t a t u s  ( e . g . ,  p ro o f  o f  a d d re s s ,  e t c . ) .  

A s  a n o t h e r  ex a m p l e ,  i f  a  v i s i t o r  i s  co m i n g  f ro m  a n  a re a  t h a t  d o e s  n o t  

h av e  Pa ra t ra n s i t  s e r v i c e s ,  b u t  b e l i e ve s  t h e y  w o u l d  b e  e l i g i b l e  i f  t h o s e  

s e r v i c e s  ex i s te d ,  t h e y  c a n  re q u e s t  v i s i t o r  e l i g i b i l i t y  fo r  2 1  d ays  b y  

p rov i d i n g  p ro o f  o f  d i s a b i l i t y.  I n  e i t h e r  exa m p l e ,  t h e  r i d e r  i n  q u e s t i o n  

m u s t  a l s o  s u p p l y  p ro o f  o f  v i s i t o r  s t a t u s .  I f  t h e  r i d e r  i n  t h e s e  exa m p l e s  i s  

m o v i n g  t o  t h e  Va l l ey  Tra n s i t  s e r v i c e  a re a ,  t h e y  w o u l d  b e  e n c o u ra ge d  t o  

s u b m i t  a  f u l l  e l i g i b i l i t y  a p p l i ca t i o n  d u r i n g  t h e i r  2 1 - d ay  v i s i t o r  s t a t u s  

w i n d o w  t o  e n s u re  co n t i n u i t y  o f  s e r v i c e .  

12.11 Trip denials 

Valley Transit wil l  try to meet all  request for ADA complementary paratransit 

service.  

If  Val ley Transit cannot schedule or negotiate a requested tr ip within one hour 

of the requested tr ip, this constitutes a tr ip denial,  even if  the rider accepts a 

trip that is beyond the negotiated window.  
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Valley Transit wil l  monitor tr ip denials and missed trips to ensure ADA 

complementary paratransit service capacity is adequate .  

12.12 No-show/late-cancellation policy 
A  c a n c e l l a t i o n  o f  a n y  t r i p  re s e r va t i o n  m o re  t h a n  a n  h o u r  b e fo re  t h e  

s c h e d u l e d  t r i p  i s  co n s i d e re d  t o  b e  o n l y  a  ca n c e l l a t i o n ,  ra t h e r  t h a n  a  N o  

S h o w.  A  c a n c e l l a t i o n  m a d e  w i t h i n  a n  h o u r  o f  t h e  s c h e d u l e d  t r i p  i s  

c o n s i d e re d  a  l a t e  ca n c e l .  Va l l e y  Tra n s i t  co n s i d e r s  a  l a t e  ca n c e l  t o  b e  

e q u i va l e n t  t o  a  N o  S h o w  d u e  t o  t h e  s i g n i f i ca n t  d i s r u p t i o n  t o  s e r v i c e  i t  

p re s e n t s .  A  N o  S h ow  o c c u rs  w h e n  a  r i d e r  fa i l s  t o  a p p e a r  t o  b o a rd  t h e  

v e h i c l e  fo r  a  s c h e d u l e d  t r i p ,  h a s  a  l a te  c a n c e l ,  ca n c e l i n g  a t  t h e  d o o r  w h e n  

t h e  o p e rat o r  i s  a t te m p t i n g  p i c ku p ,  o r  s i m p l y  re f u s e s  t o  b o a rd  a  ve h i c l e  

t h a t  h a s  a r r i ve d  w i t h i n  t h e  P ro m i s e  W i n d o w.  T h i s  p r e s u m e s  t h e  ve h i c l e  

a r r i v e s  a t  t h e  s c h e d u l e d  p i c ku p  l o ca t i o n  w i t h i n  t h e  3 0 - m i n u t e  P ro m i s e  

W i n d o w  a n d  w a i t s  a t  l e a s t  f i v e  m i n u te s .   

Va l l ey  Tra n s i t  d o e s  n o t  c o u n t  t r i p s  a s  N o  S h ow s  i f  t h e y  a re  c a u s e d  b y  o u r  

e r ro r,  s u c h  a s :  

•  Tr i p s  p l a c e d  o n  t h e  s c h e d u l e  i n  e r ro r  

•  P i c ku p s  s c h e d u l e d  a t  t h e  w ro n g  p i c ku p  l o ca t i o n  

•  O p e rat o rs  a r r i v i n g  a n d  d e p a r t i n g  b e fo re  t h e  P ro m i s e  W i n d o w  b e g i n s  

•  O p e rat o rs  a r r i v i n g  l a te  ( a f te r  t h e  e n d  o f  t h e  P ro m i s e  W i n d o w )  

•  O p e rat o rs  a r r i v i n g  w i t h i n  t h e  P ro m i s e  W i n d ow,  b u t  d e p a r t i n g  

w i t h o u t  wa i t i n g  t h e  r e q u i r e d  f i ve  m i n u te s  

A d d i t i o n a l l y,  Va l l e y  Tra n s i t  d o e s  n o t  co u n t  t r i p s  a s  N o  S h o w s  i f  a  

s i t u a t i o n  b e yo n d  t h e  p a s s e n ge r ’s  co n t ro l  p re ve n t e d  t h e m  f ro m  n o t i f y i n g  

u s  t h a t  t h e  t r i p  ca n n o t  b e  ta ke n ,  s u c h  a s :  

•  M e d i ca l  E m e rg e n c y  

•  Fa m i l y  E m e rge n c y  

•  S u d d e n  i l l n e s s  o r  c h a n ge  i n  co n d i t i o n  
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•  A n  a p p o i n t m e n t  t h a t  r u n s  u n ex p e c t e d l y  l a te  w i t h o u t  s u f f i c i e n t  

n o t i c e  

Pa s s e n ge rs  s h o u l d  c o n ta c t  o u r  o f f i c e  a s  s o o n  a s  p o s s i b l e  w h e n  

 ex p e r i e n c i n g  N o  S h o w  c i rc u m s ta n c e s  b e yo n d  t h e i r  co n t ro l .   

I f  a  p a s s e n ge r  N o  S h ow s  fo r  t h e  f i rs t  l e g  o f  a  t r i p ,  a l l  l a te r  s c h e d u l e d  

r i d e s  fo r  t h e  d ay  w i l l  n o t  b e  a u t o m a t i c a l l y  c a n c e l e d .  A  ro u n d - t r i p  re t u r n  

r i d e ,  fo r  exa m p l e ,  m ay  re s u l t  i n  a d d i t i o n a l  N o  S h o w s  i f  n o t  c a n c e l e d  a t  

l e a s t  o n e  h o u r  p r i o r  t o  t h e  s ta r t  o f  t h e  P ro m i s e  W i n d o w.  I t  i s  t h e  

p a s s e n ge r ’s  re s p o n s i b i l i t y  t o  ca n c e l  r i d e s  t h ey  n o  l o n g e r  n e e d  b y  c a l l i n g  

t h e  D i a l - A- R i d e  d i s p at c h  o f f i c e  a t  l e a st  o n e  h o u r  p r i o r  t o  t h e i r  r i d e .  

13. Complaint process 

Valley Transit is committed to providing safe, reliable, and accessible transportation 

services and welcomes customer feedback. ADA complaints and questions about 

Valley Transit ’s ADA complaint process may be submitted to Valley Transit ’s ADA 

Coordinator, Vicki Croes, using the following methods:  

• Email:  vicki@valleytransit.com  

• Call :  509-525-9140  

• Send mail to: 1401 West Rose St. Walla Walla, WA 99362  

 

Valley Transit wil l  respond promptly to al l  complaints that have valid contact 

information.  

Valley Transit wil l  retain copies of complaints, investigation and resolution 

documentation, and Valley Transit ’s response to the complaint in accordance with the 

complaint record retention requirements of the ADA, Washington State Archives 

Office, and Washington State Department of Transportation Consolidated Grant 

Program.  

mailto:vicki@valleytransit.com


34 
 

To share information about its ADA complaint process, Valley Transit will  use the 

same means it uses to inform the general  public about its pol icies and procedures.  

This includes through the organization website.  

14. Reasonable modification 
Purpose  

The purpose of the reasonable modification policy is to ensure that Valley 

Transit (VT) offers equal and effective opportunities and access to public 

transportation services for persons with disabil ities and full  compliance with 

the provisions of the Title I I  of the Americans with Disabil it ies Act of 1990 and 

Section 504 of the Rehabilitation Act of 1973.  

Policy 

Valley Transit is committed to providing equal access and opportunity to 

qualif ied individuals with disabil ities in al l  programs, services,  and activit ies. 

Valley Transit recognizes that in order to have equal ly effective opportunities 

and benefits, individuals with disa bil ities may need reasonable modifications to 

policies and procedures. Valley Transit will  adhere to all  appl icable federal and 

state laws, regulations, and guidel ines with respect to providing reasonable 

modifications, as necessary, to afford equal access  to programs for persons with 

disabil it ies. Valley Transit does not discr iminate on the basis of disabil ity in 

admission to, participation in, or receipt of services and benefits under any 

transit program or activity. Valley Transit  wil l  take appropriate s teps to ensure 

that persons with disabil ities have an equal opportunity to participate.  

No qualif ied individual with a disabi l ity shall,  by reason of such disabi l ity, be 

excluded from participation in or be denied the benefits of the services, 

programs, or activities of Val ley Transit or be subject to discrimination by Valley 

Transit.  

Requests for modifications of Valley Transit policies, practices, or procedures to 

accommodate a person with a disabil ity may be made either in advance or at 
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the time of service. Valley Transit is best able to address and accommodate 

requests when made in advance.  

Advance request for reasonable modifications may be made to Valley Transit by 

emailing info@valleytransit.com or by cal l ing 509-525-9140. The request should 

contain an explanation of the modification needed.  

For request at the time of service, Valley Transit operators will  determine if  the 

modification can be provided. Operators may consult with Val ley Transit 

management before deciding to grant or deny the request.  

Valley Transit wil l  only deny requests based on one or more of the following:  

• Granting the request would fundamentally alter the nature of Valley 

Transit services, programs, or activities.  

• Granting the request would create a direct threat to the health or safety 

of others.  

• Without the request modification, the person with a disabil ity can fully 

use Val ley Transit ’s services, programs, or activities for their intended 

purpose.  

When Valley Transit denies a request for a reasonable modification, the 

organization will  take other actions to ensure that the person with a disabil ity 

receives the services proved by Val ley Transit,  to the maximum extent possible.  

Valley Transit commits to sharing information with the public about its ADA 

reasonable modification request procedures using the same means used to 

inform the public about other organization policies and procedures, including 

on the organization’s website.   

 

 

mailto:info@valleytransit.com
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Appendix A: Customer Comment Policy 
Accessibility 

People desir ing to make comments to Val ley Transit shall  be able to do so in the 

following ways: in person, by telephone, fax, or email.  All  Valley Transit staff  

having public contact shall  be provided with training on the comment process. 

Comments will  be received by the Customer Service Center at the Valley Transit 

main office, weekdays, from 8:00 am to 5:00 pm  

Acknowledgment 

Anyone who submits a comment and provides a name, telephone number, 

address, or email address shall  receive an acknowledgment of the comment 

within seven (7) business days of receipt of the comment by Valley Transit.  

Investigation and Follow-up 

Complaints or concerns shal l  be assigned to Valley  Transit Road Supervisor for 

investigation and fol low-up. Comments and/or suggestions about Valley Transit 

services will  be assigned to staff  responsible for service development or 

another appropriate department for investigation and follow -up.  

Compliments 

Compliments regarding individuals shall  be forwarded to the employee and 

their supervisor for acknowledgment. Compliments for the agency shall  be 

forwarded to the General Manager or their designee.  

Tracking 

Valley Transit shall  maintain a tracking system for all  comments which provides 

a unique identif ication of each comment and allows ready access to information 

on the status of the comment at any time. The comment process, i .e.,  data 

entry, assignment, tracking, follow-up, response, and reporting, shall  be 

managed by the Operations Department staff.  
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Responses 

Valley Transit shall  respond to the person making a comment, so long as contact 

information has been provided, within f i fteen (15) business days of receipt of 

the comment. Should the period of time needed for response exceed fifteen 

days, the person making  the comment shall  be advised of the status, in addition 

to receiving a f inal response. Responses shall  be in the requested format (e.g.,  

written, verbal,  email,  and/or alternative or accessible format).  

Reporting  

Each customer comment will  be provided to the Valley Transit Board of 

Directors in their monthly meeting materials. A summary report wil l  be 

provided to the Board of Directors quarterly.  

Non-Retaliation 

Valley Transit shall  ensure that the quality of service delivered to those 

submitting comments to the agency wil l  not, in any way, be negatively impacted 

by submission.  

Education and Outreach 

Valley Transit shall  provide information about access to the comment process to 

riders, employees, agencies that serve people with special needs, and the 

general public in printed and electronic format such as:  

• Valley Transit ’s website www.val leytransit.com  

• Schedules and Customer Information Guides  

• Revenue Service Vehicle postings  

Appeals Process 

Valley Transit shall  provide a formal appeals process to al l  people who are 

unsatisf ied with the outcome of their service complaint. Appeal responses shal l  

be in the format requested (e.g. ,  written, verbal,  email,  and/or alternative or 

accessible format)  
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Valley Transit Customer Comment Appeals Process 

Action By Action 

Customer Within 10 business days of receiving our response to the 

comment, the customer may submit  in writing to the 

Operations Manager, a detailed explanation of why the 

response received is unsatisfactory.  

Valley Transit  

Operations 

Manager  

Invest igate and respond to the submitted appeal within 

seven business days.  

Customer If  not resolved satisfactori ly, submit in writing to the 

General Manager, the reason(s) why the received appeal 

response is unsatisfactory within seven business days.  

Valley Transit  

General 

Manager  

Invest igate and respond to appeals submitted within seven 

business days. The General Manager is the f inal level within 

the appeals process.  

 

Record Retention  

VT wil l  maintain all  records related to comments, complaints,  and denials or 

appeals for a minimum of six years. Summaries of complaints are maintained 

permanently.   
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Appendix B: 
Prohibited Conduct 
In addition to all  previous provisions, passengers may be subject to refusal of service 

for the following behaviors:  

• Destruction of public property (the vehicle, facil i ties, and/or their furnishings)  

• Doing violence to others or to oneself  

• Behavior that is seriously unruly, seriously disruptive, threatening, or 

frightening to others and not caused by a disabil ity  

• Taunting, bullying, or use of vulgar/offensive language with other passengers or 

Valley Transit staff  that is not caused by a disabil ity such as Tourette’s  

• Behavior that interferes with the safe operation of the vehicle  

• Violation of service animal pol icy by fail ing to control one’s service animal  

• Violations of operating rules governing the provision of transportation system -

wide  

• Engaging in i l legal activity  

• Smoking, Vaping, or Spitting on the vehicle  

• Throwing objects  

• Carrying hazardous objects, weapons (except as al lowed by Washington Law), or 

any other materials that may harm others  

• Playing musical instruments or devices (personal music devices are okay with 

the use of headphones)  

• Other conduct judged by Valley Transit staff  to represent an actual or potential 

threat to the health,  safety, or wellbeing of oneself,  the operator, other 

passengers, and/or other transit personnel  

References  -  RCW 9.91.025, Valley Transit Rules of Conduct  

 

Passengers who are excluded from the Valley Transit system . due to a direct threat 

have the abil ity to request an administrative appeal by contacting the main office 

at (509) 525-9140.  


