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Welcome . . .
to Vacaville City Coach Paratransit Services
Paratransit service is provided in accordance with the Americans 
with Disabilities Act (ADA). Paratransit is a complementary ADA 
Paratransit service provided for individuals who, because of their 
disability, are unable to use the fixed route bus service. This does 
not include disabilities that only make the use of accessible transit 
service difficult or inconvenient. City Coach Paratransit provides 
comparable service to the regular fixed route bus in terms of hours 
and days of service. Service is also provided within a 3/4 mile area 
outside of fixed route service. 

l. Eligibility
If you believe you have a disability that prevents you from independently using 
fixed-route bus service and would like to apply for paratransit service, please call 
Paratransit Inc. at (707) 541-7184.

The professional staff of Paratransit Inc. will perform an in-person ADA eligibility 
assessment that ensures ADA paratransit service is reserved for individuals who 
truly need the service in accordance with the Americans with Disabilities Act. ADA 
paratransit eligibility qualifies you for ADA paratransit service with any transit 
agency throughout the United States.

If you are found eligible upon completion of the in-person assessment, it may be 
determined, based on your abilities, that you are eligible for some rides but not for 
others.
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Your eligibility determination will fall within one of the 
following categories: 

• Conditional Eligibility - Under ADA, complementary paratransit service is 
required only on trips that cannot be made on the fixed-route. 

• Temporary Eligibility - Temporary disabilities will qualify an individual to be 
ADA paratransit eligible for the term of that disability.

• Unconditional Eligibility - Due to a disability or health condition, you are 
always prevented from independently using the fixed-route buses. This level of 
eligibility allows unrestricted use of ADA paratransit services.

ll. Scheduling a Ride
You may call 707-449-6000 to schedule your City Coach Paratransit trip weekdays 
7:00am - 7:00pm, Saturdays 8:00am - 6:00pm.  If you are calling before or 
after normal business hours, or on a major holiday, you may leave a message to 
schedule a trip and the dispatcher will return your call.

Trip requests may be made from one (1) to seven (7) days in advance of the trip. If 
a requested trip time is not available, the Vacaville Paratransit dispatcher following 
Federal ADA regulations, may offer a trip time up to one (1) hour before or one (1) 
hour after the requested trip time to accommodate all ride requests. 

For example, if your desired pickup time is 2:00PM and that slot is 
already booked for another Vacaville Paratransit rider, the dispatcher 

may offer you a ride at 1:00PM or a ride at 3:00PM. 
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No Services are provided on the following Holidays:
New Year’s Day, Memorial Day,

Independence Day, Labor Day, Thanksgiving Day 
and Christmas Day.



Scheduling is done on a first-come, first-served basis. When calling to
reserve a ride, please have the following information ready:
• Your first and last name and phone number.
• Your ADA number (this will be on your Solano County Paratransit ID 

Card).
• Date when you want to travel.
• Pick-up address: number, street, apartment number, city, zip code.
• Your requested pickup or drop-off time.
• Your requested return time if you want a round trip.
• Where you want to go: number, street, suite number, city, zip code.
• If you will be bringing a service animal, traveling with oxygen, etc.
• If you will be accompanied by a personal care Attendant (PCA) and/or 

companion (including children). 
• Any other information the driver should know to assist with your 

travel needs.

Subscription Service
If you travel to and from the same destination at the same time and day at least 
two times a week, you may request to use the City Coach Paratransit subscription 
service. This service allows riders to make regular trips without telephoning in for 
reservations or to confirm rides. If you don’t need your ride, you simply call to cancel 
your ride. A change in time, origination, or destination may change your eligibility 
for a subscription ride. Under certain conditions, you may discontinue subscription 
service for a prearranged, specific period of time and may return to subscription 
service without penalty following the absence. Subscription service may be 
temporarily discontinued for reasons such as illness, vacation, or school break.

Subscription service is limited in accordance with the Americans with 
Disabilities Act, which states that not more than 50% of the rides at 
any hour of any day may be subscription rides. 

There may be a waiting list for subscription rides. 
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lll. No Show and Cancellation Policies
No-Show Policy
City Coach Paratransit understands that because Paratransit requires trips to be 
scheduled in advance, riders may sometimes miss scheduled rides or forget to 
cancel rides they no longer need. City Coach Paratransit also understands that 
riders may sometimes miss scheduled trips or be unable to cancel trips in a timely 
manner for reasons that are beyond their control. However, repeatedly missing 
scheduled trips or failing to cancel trips in a timely manner can lead to suspension 
of service.

Cancellations
To cancel trips, call the reservation line and speak to the dispatcher. Cancellations 
can be left on an automated recorder 24 hours a day. Please remember to cancel 
trips you cannot use as soon as possible or at least two hours before your pickup 
time. This will help free up space for others to ride and keep program costs down. 
Call (707) 449-6000 to cancel a ride.

No-Show
A no-show occurs when a rider fails to appear to board the vehicle for a scheduled 
trip. This presumes the vehicle arrives at the scheduled pickup location within the 
pickup window and the driver waits at least 5 minutes. 

Late Cancellation
If you know that you will not need a scheduled trip, please cancel it as early as 
possible to make sure scheduling is available for other riders. A late cancellation 
is defined as either a cancellation made less than 2 hours before the scheduled 
pickup time, a cancellation made at the door, or refusal to board a vehicle that 
has arrived within the pickup window. A late cancellation will be considered a 
no-show. 
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Circumstances Beyond the Rider’s Control
No-shows or late cancellations are not counted when there are situations beyond 
the rider’s control that prevent the rider from notifying City Coach Paratransit that 
the trip cannot be taken, such as:
• Medical emergency/hospitalization;
• Family emergency;
• Sudden illness or change in condition; or
• Appointment that runs unexpectedly late without sufficient notice.

No-shows or late cancellations are not counted when the missed 
trip is due to our error, such as:
• Drivers arriving and departing before the pickup window begins;
• Drivers arriving late (after the end of the pickup window); or
• Drivers arriving within the pickup window, but departing without waiting the 

required 5 minutes.

Subsequent Trips Following No-Shows or Late Cancellations
When a rider has a no-show or late cancellation for a trip, all subsequent trips on 
that day remain on the schedule unless the rider specifically cancels the trips. To 
avoid multiple no-shows or late cancellations on the same day, riders are strongly 
encouraged to cancel any subsequent trips they no longer need that day.

Suspension Policies for a Pattern or Practice of No-Shows  
or Late Cancellations 
City Coach Paratransit staff reviews all recorded no-shows and late cancellations to 
ensure accuracy before recording them in a rider’s account.  Riders will be subject 
to suspension under the following conditions:
• Schedule 20 or more trips within a calendar month and have no-shows or late 

cancellations totaling 20% of their trips; or
• Schedule 8-19 trips within a calendar month and have no-shows or late 

cancellations totaling 40% of their trips; or
• Schedule 7 or less trips within a calendar month and have no-shows or late 

cancellations totaling 50% of their trips. 8
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Initially, two warning letters will be issued to notify the rider of the no-show and 
ask for cooperation in scheduling the paratransit trip. If the problem continues, a 
progressive suspension length will be as follows:
• First Suspension will be for 5 days;
• Second Suspension will be for 10 days;
• Third Suspension will be for 15 days; and
• Four and any subsequent Suspensions will be for 30 days.

Policy for Disputing Specific No-Show or Late Cancellations
Riders wishing to dispute specific no-shows or late cancellations must do so 
within 30 days of receiving warning or suspension letters. Riders should contact 
the Transit Coordinator at (707) 469-6575 to explain the circumstance, and request 
the removal of the no-show or late cancellation.

Policy for Appealing Proposed Suspensions
Riders wishing to appeal suspensions under this policy have the right to file an 
appeal request, in writing by letter or via email. Riders must submit written appeal 
requests within 60 days of receiving suspension letters. Riders who miss the 
appeal deadline will be suspended from City Coach Paratransit on the date listed 
on the suspension notice. All suspension appeals follow City Coach Paratransit’s 
appeal policy.

lV. Riding Vacaville Paratransit Services
Fares
All riders must pay the fare. A Personal Care Assistant (PCA) traveling with an ADA 
certified passenger travels free of charge. Fares for City Coach Paratransit are:
• 	Special Services/Paratransit (Single Ride) $2.00
• 	Special Services 20-Ride Pass $39.00

The driver cannot make change. Please have the exact fare ready if you 
are paying with cash.
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Pickup and Drop Off
You can expect to be picked up within a 30-minute window of your scheduled 
pick up time. 

Pickup Window
A Paratransit vehicle arriving any time within the pickup window will wait up to 5 
minutes for the passenger. It is important to remember that buses arriving within 
15 minutes before or 15 minutes after the scheduled pickup time are considered 
on time and within the time window. Should a vehicle arrive early (before the 30 
minute pickup window), you are not required to board until 15 minutes before 
the scheduled pickup time (at the beginning of the pickup window). You will not 
be considered a no-show if you refuse a ride that arrives later than the 30-minute 
window.

Companions and Personal Care Assistants (PCAs)
As a certified rider you may arrange to bring one (1) companion along on 
each ride for the same fare that you would pay. You may add extra fare-paying 
companions to your trip only on a space available basis. 

A Personal Care Assistant (PCA) is someone whose assistance you must have in 
order to take your trip on Paratransit. As a certified rider needing assistance, the 
PCA may ride with you at no charge. Your PCA and companion may both ride 
with you on the same trip. When making reservations for your ride, please tell the 
dispatcher if a companion or Personal Care Assistant will be riding with you.

As an ADA certified individual, you may bring a Personal Care Assistant (PCA) with 
you on your Fixed Route bus trip. Whether traveling on Paratransit or Fixed Route, 
your PCA must enter and exit the bus with you at the same location. Your PCA may 
ride with you at no charge.
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Boarding with a Mobility Device
All Paratransit buses as well as fixed route buses are equipped with wheelchair 
lifts/ramps. You may travel with your mobility device as long as the lift/ramp 
and vehicle can physically accommodate the size and weight of your mobility 
device when occupied, unless doing so is inconsistent with legitimate safety 
requirements (ADA Regulations 49 CFR 37):
• 	The weight of your mobility device, when occupied, must not exceed the weight 
	 indicated in the lift/ramp specifications.
• 	Your mobility device must not be of a size that would block an aisle or be too 

large to fully enter ther vehicle.
• 	Your mobility device must not interfere with the safe evactuation of passengers 

in an emergency.

Mobility devices with leaking or dead batteries will  
not be allowed on board the bus.

12



Transporting Packages
Riders should limit their packages to one armload or the equivalent of 2 grocery 
bags. Packages must be transported on your lap or under the seat. Drivers must 
adhere to a schedule and cannot assist with packages. For the safety of all riders, you 
may not transport explosives, acids, flammable liquids, or other hazardous materials.

Transporting Life-Support Equipment
You may bring a respirator, portable oxygen, and/or other life-support equipment 
as long as it does not violate laws or rules related to transportation of hazardous 
materials and will fit in the Paratransit vehicle.

Transporting Children
Eligible riders may bring one child as a companion and may bring additional children 
if space is available. The eligible rider must be able to manage the child by themselves 
or with the help of their personal care attendant. Please inform the reservation 
 dispatcher when scheduling your trips that your child will be traveling with you.

Child car seats are not provided by City Coach Paratransit. Passengers are 
responsible for providing such safety equipment and for securing it and the child 
in paratransit vehicles.

Transporting Animals
You may travel with a service animal such as a guide dog or canine companion. 
You should tell the dispatcher when you reserve trips that you will be traveling 
with a service animal. Pets and other non-service animals may be transported only 
in a properly secured cage or container.

Out-of-Area Visitor Riding Privileges
Vacaville City Coach will provide up to 21 days of service for persons who are 
visiting from outside the City of Vacaville during a 365 calendar-day period; after 
that the visitor is requested to apply for eligibility through the same process 
established for residents by calling Paratransit Inc. at (707) 541-7184.

Presumptive Eligibility
Presumptive Elegibility is granted on the 22nd day until and unless the application 
is denied in writing.
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V. Responsibilities
City Coach Paratransit has a short list of common-sense guidelines designed to 
ensure the safety and comfort for all riders as well as the driver. 

Rider Responsibilities

• Read and understand all sections of the Riders Guide carefully. 

• Make reservations at least one or more days in advance. 

• Be ready at the pickup location on time. 

• Call to inquire if the vehicle has not arrived by the end of the 
30-minute window. 

• Call to cancel unneeded rides as soon as possible; avoid no-shows. 

• Pay the correct fare in cash, or with a pass (drivers do not make 
change). 

• Wear seat belts. 

• Avoid inappropriate behavior which could distract the driver.

• Maintain wheelchair or other mobility device in a safe condition.

• Expect shared-ride service; others may be picked up after or 
dropped off before you reach your destination.

• Maintain acceptable standards of hygiene.

• No eating, drinking or smoking on the bus.

• No riding while under the influence of alcohol or illegal drugs.

• No littering in the vehicle.

• No radio, or sound generating equipment are to be played aloud on 
the bus (headphones are permissible).
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VI. Using Fixed-Route  
Public Transit Services
Listed below are some benefits of  the  
Vacaville City Coach fixed-route system:  
Senior citizens and people with disabilities  
are eligible for reduced fares on Fixed Route.

Fares for Senior/Disabled on 
Fixed Route are:
• Senior/Disabled/Medicare card: $0.75
• Senior/Disabled Monthly Pass: $18.00
• Senior/Disabled 30-Ride Pass: $19.00

All fixed-route city buses are wheelchair accessible and operate on timed 
schedules which requires no advance reservations. 

Riding City Coach offers you more choice and independence since you may go 
anywhere the bus goes any time according to its schedule. As an ADA certified 
individual, you may bring a Personal Care Assistant (PCA) with you on your fixed 
route trip. 

You and your PCA must be picked up at the same location and disembark at the 
same location. Your PCA may ride with you at no charge. For information about 
riding Vacaville City Coach, please call transit dispatch at 449-6000.

VII. Customer Service
If you experienced a problem with a specific ride, please call our office at 449-6000. 

If you are experiencing a problem with eligibility, or a suspension, and you would 
like to talk with someone outside of Paratransit Inc,, you may call (707) 469-6575 
or write to:  Transit Coordinator 1001 Allison Drive Vacaville, CA 95687
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