
 

 

policy & procedure recommendations approved by handi advisory group 

Eligibility criteriaEligibility criteriaEligibility criteriaEligibility criteria    

as worded below: 

 

handi transit is for anyone who is unable to use the current Brandon transit 

system, due to a disability.  clients may qualify for the following reasons: 

- requires the use of a wheelchair or scooter; 

- inability to board a regular transit bus (with stairs); 

- inability to walk 1 block or to the bus stop nearest their residence; 

- insufficient endurance or stamina to ride a regular bus for a reasonable 

length of time; 

- unable to utilize regular transit due to disability; 

*** elderly and blind persons able to board public transit are not 

automatically eligible. 

application process application process application process application process     

as follows: 

 

- CLIENT fillS out all sections of application form; 

- have medical professional section filled out in full & signed; 

- submit all completed documents to handi transit office; 

- eligibility for handi transit will be determined by transit’s assessment of the 

functional ability of the applicant to use the fixed route system - submission of 

application does not guarantee eligibility; 

- determination of eligibility will be in writing within 5 working days, and will inform 

the applicant of the acceptance or denial of eligibility.  In the  case of a denial, 

the written decision will include the reason(s) for such and the appeal process  

- once notification of approval has been received, clients are eligible to 

request trip bookings. 

- Appeal board will consist of one member of the Advisory committee and two 

community members identified by the committee. 

 

**Committee will develop an application process for visitors to Brandon who may 

qualify for service. 

Trip booking processTrip booking processTrip booking processTrip booking process: 

 

recommended the following: 

1.  Continue with the following: 

- minimum of 24 hours in advance recommendation but try to accommodate if able 

to; 

- accept all bookings up to 14 days in advance; 

- accept medical bookings up to 30 days in advance; 

- accept same day bookings for Sundays only as trip numbers are low; 

- BOOKING PRIORITY DURING PEAK TIMES.  CALL DISPATCH OFFICE FOR ALL BOOKINGS 

(EXCEPTION - SUNDAY); 

2.  add the following: 

- trips for weekends & holidays need to be booked by noon on Friday; 

- add a waiting list of people to accommodate for same day cancellations; 

 
Qualifier related to adjusting pick up times will be added to rider’s guide. 

“actual pick up times will be adjusted based on handi transit needs - based on our 

commitment to honor passengers schedules needs in a cost efficient fashion” 

dispatch will be educated to use negotiated time & pick up window terminology to 



 

 

be consistent with all clients. 

 

Booking hoursBooking hoursBooking hoursBooking hours    

 

approved the following suggestions: 

 

- clearly post booking hours & process on web page & in all printed materials, 

communicate ongoing through pch’s for their staff, residents & family members; 

- add the following: 

booking lines are busiest between 8:00 & 10:00am and 1:00 & 3:00pm.  Expect 

Additional wait time or to receive the answering machine during these times. 

Booking typesBooking typesBooking typesBooking types    

 

Approved continuing with current practice of 2 types of bookings 

 

Demand - one time trips 

subscriptions - repeat trips  

- approved adding a waiting list for short notice trips due to cancellations 

Subscription policySubscription policySubscription policySubscription policy    

approved implementing the following subscription guidelines: 

 

- can be made for medical, educational, employment or recreational purposes; 

- requires 1 regular trip per week to same destination at the same time; 

- requested times may be adjusted as required with at least 5 days advanced 

notice; 

- once set up, the client must use bookings unchanged at least 75% of the time or 

bookings may be suspended or cancelled.  If subscriptions are suspended, 

demand trips must be made.   

- all subscription trips are automatically cancelled on holidays.  If trip is 

required, a demand booking must be set up. 

- a  step process will be implemented to communicate with people when they are 

making repeated changes to subscriptions. 

Cancellation policyCancellation policyCancellation policyCancellation policy    

 

Approve the following: 

- continue tracking all cancellations per client; 

- establish clear cancellation guiding principles & definitions in rider’s guide; 

- implement  process below to follow up with customers -  

1.  1
st

 offence - staff will contact you to determine the circumstances 

surrounding the no-shows to see what can be done to make the handi service 

work better for you.   

2.   repeat occurrences - written documentation outlining concerns & 

expectations sent to clients.  Reiterating policy & charging account 

accordingly on next occurrence. 

3.   if no shows or late cancellations continue, service may be restricted to 

medical trips only. 

- Handi transit will advise clients of any cancellations due to illness, equipment 

breakdown, inclement weather as soon as possible. 

 

Recommended from committee is for administration to continue to track 

cancellation numbers & evaluate if above process sees a decrease in late 

cancellation or no shows.  Financial consequences may need to be considered if 



 

 

improvement is not seen.  

note:   Any changes to fare schedules must be presented & approved by city 

council. 

 

30 minute pic30 minute pic30 minute pic30 minute pick up windowk up windowk up windowk up window    

approved continuing with 30 minute booking window as currently practiced: 

 

- educate in written materials & on web whenever possible; 

- dispatch office working to put more emphasis on confirming start of pick up 

window & less emphasis on “requested time” 

- begin practicing more regularly with driver’s only waiting 5 minutes then 

advising dispatch & continuing on schedule. 

Suspension of serviceSuspension of serviceSuspension of serviceSuspension of service    

group approved the qualifier be added to written materials as follows: 

 

- in order to ensure excellent service for all passengers, handi transit 

reserves the right to suspend service for any customer who consistently does 

not meet service guidelines or for inappropriate behavior.  Handi transit staff 

will contact you to discuss these concerns and provide a warning of pending 

suspension. 

priority booking systempriority booking systempriority booking systempriority booking system    

 

approved continuing with current priority booking system as follows: 

 

1.  work, education, medical, therapy  

2.  essential shopping, support groups, personal business, volunteer 

3. recreation, shopping, grooming, dining out & other trips 

 

- Only to be implemented when service requests exceed vehicle availability - 

most likely to occur during peak times - 8-10am & 2:30-4:30pm. 

attendant vs companionattendant vs companionattendant vs companionattendant vs companion    

 

approved the following distinction between attendant & companion and adding 

the following responsibilities for an attendant: 

 

- an attendant is a care provider required to accompany and provide special 

assistance for the applicant while using the service; 

- attendants will assist with: 

- loading & unloading of the person with a disability; 

- behavior of the person with a disability; 

- medical and hygienic issues of the person with a disability; 

 

an attendant is required if: 

- a client is prone to seizures or other uncontrollable medical conditions; 

- behavior is a problem; 

- passenger has limited personal accessibility (ie cannot open doors on their 

own); 

- passenger is not able to negotiate their own way from the front door to their 

destination. 

- a companion is a person who travels with you for convenience and/or 

enjoyment purposes and is not required for your assistance.  A companion is 

required to pay the regular fare. 



 

 

- a companion is a person who travels with you for convenience and/or 

enjoyment purposes and is not required for your assistance.  A companion is 

required to pay the regular fare. 

 

- clients must advise dispatch of any  attendants and companions riding with 

them at the time of making the booking. 

PRIVACY RequirementsPRIVACY RequirementsPRIVACY RequirementsPRIVACY Requirements    

    

standard fippa clause on all written literature will continue to be added as 

required 

1 step policy1 step policy1 step policy1 step policy    

 

approved implementation of the following 1 step policy: 

 

- for the safety of everyone, drivers will not take mobility devices up or down 

more than 1 vertical step.  A ramp must be provided. 

animals on boardanimals on boardanimals on boardanimals on board    

 

Approved the following policy for animals on board handi vehicles: 

 

- pets are not allowed on  handi transit as the vehicles are very small and 

there is a high incidence of allergies among our customers.  Certified service 

animals are always welcome. 

Driver ResponsibilitiDriver ResponsibilitiDriver ResponsibilitiDriver Responsibilitieseseses    

 

approved the following responsibilities for handi drivers: 

 

- drivers will provide safe, courteous, efficient service; 

- service is provided from the first exterior door of your point of origin to the 

first exterior door of your destination; 

- drivers will assist passengers with boarding, de-boarding, securing all 

mobility and seatbelt devices as required; 

- drivers will only move wheelchairs up or down 1 vertical step; 

- drivers will not provide personal attendant service or supervision during the 

trip, or place passengers into the hands of someone else at the destination 

point (ie wait for a caregiver to arrive).  clients and attendants must carry all 

parcels/baggage, drivers are not required to carry packages; 

- drivers must keep the bus in sight at all times and cannot leave the bus 

unattended when carrying passengers.  Guardians must come out to meet the 

bus on arrival. 

passenger securement on handi vehiclespassenger securement on handi vehiclespassenger securement on handi vehiclespassenger securement on handi vehicles    

 

Approved continuing with current practice as follows: 

 

- all passengers must wear personal lap belts during boarding, de-boarding 

or else ride may be refused; 

- all passengers must wear a handi bus seat belt during transport unless 

medical or equipment exemptions are on file with Handi transit services prior to 

trip; 

- everyone must remain seated with a seatbelt on when the handi bus is in motion. 

 

 



 

 

mobility device specificationsmobility device specificationsmobility device specificationsmobility device specifications    

 

approved the following specifications related to mobility devices be added on 

written literature & on web page: 

 

- ramp width & length dimensions as well as weight capacity (52 inches or 132 cm 

long by 33 inches or 83 cm wide); combined weight of passenger & device cannot 

exceed 750lbs. 

 

- include 4 point securement system of devices & how they are secured on handi 

buses; 

 

- add that customers are responsible to ensure their mobility device is in a safe 

condition (ie. air in tires, brakes) for transport or service will not be provided.  

Dispatch will be notified by driver and device must be brought to a safe 

standard before trips can be provided; 

 

-  power wheelchairs and scooters must face outward on the ramp 

Handi service statusHandi service statusHandi service statusHandi service status    

 

approved continuing with one service status as currently practiced.   

- a visitor application process will be developed and implemented 

medical call back tripsmedical call back tripsmedical call back tripsmedical call back trips    

 

Approved continuing with current practice: 

 

- call back bookings (with no time attached) are taken only for medical trips 

when the duration of the appointment is unknown.   

 

- encourage clients to book return times for Regular dialysis and other 

therapy-type appointments that run the same duration. 

 

- administration will follow up in writing with client’s attempting to use call back 

system for trips other than medical bookings. 

on board policyon board policyon board policyon board policy    

 

Committee recommended the following on on board policy be implemented: 

 

- 30 minutes is seen as an acceptable maximum length of time to be on board a 

handi transit vehicle, during a one way trip.   

client mail outs & postings on web pageclient mail outs & postings on web pageclient mail outs & postings on web pageclient mail outs & postings on web page    

 

recommended the following process be followed: 

 

- mail outs to occur from time to time, can be done through an email contact list 

- all mail outs to be posted on our web page 

safe pick up location policysafe pick up location policysafe pick up location policysafe pick up location policy    

 

recommend the following policy be implemented: 

- it is the customers responsibility to ensure that all ramps and walkways are 

safe and in good repair.  This includes being clear of debris, ice and snow; must 

be non slip and angles which allow for safe movement.   



 

 

confirming trip & pick up window timesconfirming trip & pick up window timesconfirming trip & pick up window timesconfirming trip & pick up window times    

 

approval of the following practice be implemented with handi dispatch office: 

 

- when booking a trip, we may not be able to accommodate your initial requested 

time.   A negotiated time may replace your initial time. 

 

- The dispatcher will confirm with you at the time of booking, what trip time was 

given to you.   

 

- The dispatcher will also confirm the start of your 30 minute booking window to 

ensure you are clear on the pick up time. 

Emergency PolicyEmergency PolicyEmergency PolicyEmergency Policy    

 

approved implementation of the following policy: 

 

- handi transit services cannot provide emergency transportation.  People who 

are ill and need transportation to the hospital should call 911.  if becoming ill, 

buses are equipped with 2 way radios and ems personnel can be summoned at 

anytime. 

unscheduled stops unscheduled stops unscheduled stops unscheduled stops     

 

approved implementing the following policy: 

 

- drivers are not permitted to make unscheduled stops.  When the customer 

wishes to stop during their trip, this must be booked as two separate trips. 

 


