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Introduction
Definition of Service Requirement
The Americans with Disabilities Act regulations require GoRaleigh, as a public entity that operates a
fixed-route system, to provide complementary paratransit services to individuals with disabilities
(that is, service that is comparable to the level of service provided to individuals without disabilities
who use the fixed-route system). See 49 CFR Sec. 37.131 (a).

Americans with Disabilities Act of 1990 and 2008 Paratransit Standards
Section 223 of the Americans with Disabilities Act of 1990 requires public entities that operate noncommuter fixed-route transportation service also provide complementary paratransit service for
individuals unable to use the fixed-route system. The regulations define minimum service
characteristics that must be met for this service to be considered equivalent to the fixed-route
service it is intended to complement.
Service Criteria. There are six (6) service criteria that are used to evaluate ADA paratransit service
comparability to the fixed-route. These criteria only represent the minimum service standards and
can be exceeded if the local governing body so chooses. The six (6) basic criteria for determining
ADA comparability to fixed-route service are as follows:
1) ADA paratransit service must be available in the same area served by fixed-routes.
Specifically, service must be made available to all origins and destinations within a width of
¾ of a mile on each side of each fixed-route. This includes an area within ¾ of a mile radius
at the end of each fixed-route as well.

2) ADA paratransit service must be available to any ADA-paratransit-eligible persons at any
requested time on any particular day during which fixed-route vehicles are operating for
the respective ¾-mile radius in response to a request for service made the previous day.
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3) ADA paratransit fares must not exceed twice the fare that would be charged to an
individual paying full fare for a trip of similar length, at a similar time of day on the fixedroute system.
4) There can be no trip restrictions or priorities based on trip purpose.

5) Service must be made available to eligible persons on a next-day basis.

6) There can be no constraints on the amount of service that is provided to any eligible
person. Specifically, there can be no operating practice that significantly limits the
availability of service to ADA-paratransit-eligible individuals.

ADA Paratransit Service Eligibility. ADA paratransit service must be provided to all individuals
who are unable, because of their disability, to use the fixed-route system, some of the time or all of
the time. The goal is to ensure non-discriminatory, equitable, accessible and safe public
transportation, enhancing the social and economic quality of life for people with disabilities. The
criteria for determining eligibility are also regulated by the ADA, and GoRaleigh must have a
documented process in place to determine if an individual qualifies for ADA service.

The ADA requires the development of programs that will ensure the integration of all persons into
the public transportation system, and thus all of the opportunities transportation makes possible.
Public transit systems are prohibited from denying individuals with disabilities the opportunity to
use public transportation services, when they are available. Public entities are prohibited from
providing services that discriminate against persons with disabilities. The ADA requires that:
1) All newly purchased or leased vehicles used in fixed-route service must be accessible to
persons with disabilities.

2) Public agencies which provide fixed-route public transportation service also must offer
similar complementary paratransit services to individuals with disabilities who are unable
to use the fixed-route system.
3) New facilities must be accessible.

4) Alterations to facilities must include features to make them accessible.

There are three (3) major categories of individuals who are required to be served based upon their
functional disability interacting with conditions of the service and surrounding environment:

1) Persons who are unable to board, ride, or disembark from accessible fixed-route vehicles
as a result of their disability.
2) Persons who could use accessible fixed-route services, but such services are being
operated using vehicles that are not fully accessible.

3) Persons who cannot travel to or from a bus stop because their disability prevents it.

GoRaleigh complies with all requirements of the Americans with Disabilities Act. ADA
complementary paratransit standards are provided for in 49 CFR Section 37 of the Code of Federal
Regulation. See Appendix C – “Plan Contents” for a list of the requirements provided for in this plan.
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Description of GoRaleigh Transit Services
GoRaleigh Transit Service Detail. GoRaleigh is managed by the City of Raleigh’s Department of
Transportation. It operates fixed-route, contract, and subscription services throughout Wake
County, North Carolina, for general public transportation needs.

Fixed-Route Service. From 4:37am to 12:08am Monday-Friday, 5:45am to 12:12am Saturday, and
7:45am to 8:25pm Sunday, GoRaleigh provides fixed-route service along 29 bus routes, including
five connector routes and three express routes. 1 Most GoRaleigh routes are radial routes which
begin and end in downtown Raleigh. Regional and city-center maps of GoRaleigh transit services
are shown on pages 6 and 7. The population of GoRaleigh’s service area is approximately 431,746
persons and GoRaleigh serves the highest ridership of all transit providers in Wake County with
23,726 estimated daily riders.

Fixed-Route Fare Structure. Full-fare riders pay $1.25 for a one-way trip. Reduced price fares cost
$0.60 per one-way trip and are available to persons with disabilities and teens that are ages 13-18.
Additionally, free fares are available for children 12 years of age and younger and seniors that are
ages 65 and over. There are also passes available for weekly riders, monthly riders, and those that
are willing to purchase a stored value card (see table below).
Figure 1: GoRaleigh Local Fare Information
Fare Type
Cash Fare
Day Pass
7-Day Pass
31-Day Pass
$25 Stored Value Card

Full Fare
$1.25
$2.50
$12.00
$45.00
$20.00

Reduced Fare
$0.60
$1.25
$6.00
$22.50
$20.00

Fixed-Route Vehicle Fleet Inventory. GoRaleigh has a fleet of 89, heavy-duty, 40-foot buses for
fixed-route operations. It has an additional 10 heavy-duty, 40-foot buses for the State Fair and other
contingencies. All buses are wheelchair accessible, thus all fixed-routes are wheelchair accessible.

Complementary ADA Paratransit Service Detail. The City of Raleigh provides curb-to-curb
transportation services to individuals who meet the qualifications of the American with Disabilities
Act during the same hours of operation as fixed-route service. GoRaleigh Access service operates
within a width of ¾ of a mile on each side of GoRaleigh’s fixed-routes and utilizes City of Raleigh
standard vans, cutaway vehicles, and participating taxi companies’ cabs within Raleigh’s city limits.
Paratransit trips cost twice the fare of GoRaleigh’s fixed-route service ($1.25), currently at $2.50
per one-way trip. A map of GoRaleigh Access services is shown on page 8. GoRaleigh Access is in
compliance with federal requirements and its paratransit services are fully operational and
accessible.

The connector routes (“L” routes) circulate through an area or operate as a cross-town route and link with one or
more radial routes. The express routes (“X” routes) operate non-stop and boardings/alightings on these routes are
generally available only at the beginning and end points of the route.
1
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Figure 2: GoRaleigh Fixed- Route System Map
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Figure 3: GoRaleigh Fixed-Route System Map – Downtown Breakout
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Figure 4: GoRaleigh Access Service Area
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Sub-recipient Service Provision. The City of Raleigh Transit Program has extended federal
financial assistance to sub-recipients through the competitive selection process to provide
paratransit services. As an example, the sub-recipients that had received funding in the past are
listed below with the type of federal assistance that was received.
•
•

•

Triangle Transit – Section 5310 (formerly Job Access and Reverse Commute)
Center for Volunteer Caregiving – Section 5310 (formerly Job Access and Reverse
Commute)
Alliance (Universal Disability Advocates) – Section 5310 (formerly Job Access and Reverse
Commute)

Through the sub-recipient agreements that the City of Raleigh executes with all of its Section 5310,
which outlines the Federal clauses, certifications, required record keeping, and mandatory
quarterly reporting, the City of Raleigh monitors its sub-recipients. For more information on subrecipient monitoring see Appendix B.
Other Paratransit Services.

Wake Coordinated Transportation Services (WCTS/TRACS) provides door-to-door, demandresponse, shared-ride service to residents who are age 60 or over, have a disability, live outside of
Raleigh or are sponsored by human services agencies for transportation services. Service is
provided to the rural general public, to residents who are referred to WCTS, and to individuals
sponsored by a human service agency, including Medicaid transportation. WCTS/TRACS is financed
primarily with a portfolio of federal and state transportation grants as well as contract revenues.
Wake County Human Services provides demand response and subscription service for Wake
County residents, primarily those that reside outside of the City of Raleigh, and funded through the
NCDOT Community Transportation Program. Service is provided to clients of various human
service agencies throughout the county, and provides trips to general public riders on a spaceavailable basis. The program maintains a budget of approximately $2.5 million annually, and
provides critical transportation links for many persons within the County. Transportation is
provided for agency-eligible participants.

Eligibility is based on sponsorship by participating agencies/programs such as Medicaid, Public
Health, Mental Health, Work First and other programs. Transportation is available Monday through
Friday, and on Saturday for dialysis and employment. Service hours vary daily, depending on
appointments and scheduling, but generally are from 5:00am to 8:00pm.

In addition to these providers, there are organizations in Wake County that either contract with
human service agencies to provide trips to clients, provide trips to their own human service agency
clients, or provide transportation exclusively to the population that human service agencies serve –
individuals who are elderly, have a disability or are of low-wealth. A list of additional
transportation providers in Wake County is included in Appendix B – “List of Other Providers.”

Paratransit Vehicle Fleet. GoRaleigh Access has 16 cutaway vehicles for paratransit services. All
vehicles are wheelchair accessible, thus all fixed-routes are wheelchair accessible.

GoRaleigh Access also has eligible taxi vendors who operate paratransit services. In order to be
eligible these vendors must comply with city code which consists of the following:
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•
•
•

Possess a current City of Raleigh taxi license and taxpayer identification number
Have an accessible office, mobile phone and fax machine, seven days a week from 8:00am to
7:00pm
Meet with GoRaleigh staff to review GoRaleigh procedures, trip scheduling, invoicing,
ticket/coupon receipts, etc.

The City of Raleigh relies on the police department for oversight of the taxi vendors. Currently, no
existing contracts or agreements are held between the City and taxi vendors. GoRaleigh monitors
the availability of sedan and lift equipped taxis to ensure availability meets current demand.
GoRaleigh currently utilizes approximately 200 taxis on a daily basis, this number varies as
companies add or deduct vehicles. For the current list of vendors see Appendix B.

Complementary ADA Paratransit Service Demand. There are currently 4,450 paratransit
customers in the City of Raleigh Route Match Database who use paratransit services with varying
frequency. A significant sample of these customers were surveyed in the 2016 Accessible Raleigh
Transportation Survey to determine the frequency of use for paratransit services. The table below
summarizes survey response data from the question, “How often do you currently ride [GoRaleigh
Access]?”
Figure 5: Estimated Paratransit Service Demand
Answer Options (select one)
Response Percent
Less than once per week
9.8%
1 to 2 times per week
24.4%
3 to 4 times per week
39.0%
5 or more times per week
26.8%

The City of Raleigh Route Match database also tracks daily paratransit trips. Each week,
approximately 6,700 trips are made by GoRaleigh Access customers.

Complementary ADA Paratransit Service Budget. The operating and capital budget for proposed
ADA paratransit service for the next five (5) years is provided in the table below. It is based on the
estimation of demand explained in the previous section.
Budget Type
Operating
Capital
Total

Figure 6: Five-Year ADA Paratransit Service Budget
FY2018
FY2019
FY2020
FY2021
$8,591,275
$8,849,013
$9,114,484
$9,387,918
$900,000
$900,000
$900,000
$900,000
$9,491,275
$9,749,013
$10,014,484
$10,287,918

FY022
$9,669,556
$900,000
$10,569,556

Complementary ADA Paratransit Service Provision Analysis. The service requirements as
specified under this CFR 49 Section 37 are summarized in the table below. These elements are
discussed further on page 19.
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Figure 7: Analysis of Required Complementary ADA Paratransit Service Elements

Category

Required Service Element

Service Area

Service is required to origins and destinations within
corridors with a width of three-fourths of a mile on
each side of each fixed-route.

Current
Paratransit Meets
Required Service
Element (Y/N)

Y

Comments / Reference

GoRaleigh understands and
complies. See Appendix A –
“Complementary Paratransit
Service Area.”
GoRaleigh understands and
complies. See Appendix C –
“Complementary Paratransit
Service Area.”

Service Area

Small areas surrounded by corridors must be served

Y

Service Area

Service is not required outside the boundaries of the
jurisdiction(s) in which the transit agency operates, if
it does not have legal authority to operate in that area.
This exception applies only when there is a legal bar
to the entity providing service on the other side of a
boundary.

Y

GoRaleigh understands and
complies.

Service Hours

Service shall be available throughout the same hours
and days as the entity’s fixed-route service.

Y

GoRaleigh understands and
complies. See “Complementary
ADA Paratransit Service
Detail” in the main document.

Service Hours

Corridors do not need to be served with paratransit
when the fixed-route system is not running in them.

Y

GoRaleigh understands and
complies.

Response Time

The entity shall schedule and provide paratransit
service in response to a request for service made the
previous day.

Y

GoRaleigh understands and
complies. See Appendix A
“GoRaleigh Access Purchasing
and Trip Scheduling
Requirements.”

Response Time

Reservations may be taken by reservation agents or by
mechanical means.

Y

GoRaleigh understands and
complies. See Appendix A
“GoRaleigh Access Purchasing
and Trip Scheduling
Requirements.”

Response Time

Reservations must be taken during normal business
hours and comparable hours any day before service is
operated.

Y

GoRaleigh understands and
complies. See Appendix A
“GoRaleigh Access Purchasing
and Trip Scheduling
Requirements.”

Y

GoRaleigh understands and
complies. See Appendix A “Trip Reservations, Changes,
and Cancellations.”

Response Time

The entity may permit advance reservations to be
made up to 14 days in advance.
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Current
Paratransit Meets
Required Service
Element (Y/N)

Comments / Reference

Y

GoRaleigh understands and
complies. See “Meeting the
Requirements of the Americans
with Disabilities Act” section
of this document.

Category

Required Service Element

Response Time

The entity may negotiate pickup times with the
individual, but not more than one hour before or after
the individual's desired departure time.

Fares

The fare shall not exceed twice the fare that would be
charged to an individual paying full fare (i.e., without
regard to discounts) for a trip of similar length, at a
similar time of day, on the entity’s fixed-route system.

Y

GoRaleigh understands and
complies. See “Figure 1” and
Appendix A “GoRaleigh
Access Purchasing and Trip
Scheduling Requirements” for
pricing schedules of fixedroute and paratransit services.

Fares

In calculating the full fare the entity may include
transfer and premium charges.

Y

GoRaleigh understands and
complies.

Fares

Companions pay the same fare as the ADA eligible
rider.

Y

GoRaleigh understands and
complies. See Appendix A
“System-wide Service
Standards and Policies –
Eligible ADA Visitors.”

Fares

An attendant rides free.

Y

GoRaleigh understands and
complies. See Appendix A –
“Personal Care Attendant,
Accompanying Individual and
Service Animal Policy”.

Fares

A higher fare may be charged to a social service
agency or other organization for agency trips (i.e.,
trips guaranteed to the organization).

Y

GoRaleigh understands and
complies.

Trip Purpose
Restrictions

The entity shall not impose restrictions or priorities
based on trip purpose.

Y

GoRaleigh understands and
complies. See Appendix A
“System-wide Service
Standards and Policies – ADA
Specialized Services.”

Capacity
Constraints

The entity shall not limit the availability of
complementary paratransit service to ADA paratransit
eligible individuals based on (1) restrictions on the
number of trips an individual will be provided, or (2)
waiting lists for access to the service

Capacity
Constraints

The entity shall not limit the availability of
complementary paratransit service to ADA paratransit
eligible individuals based on any operational pattern
or practice that significantly limits the availability of
service to ADA paratransit eligible persons including
but not limited to substantial numbers of: (1)
significantly untimely pickups for initial or return
trips, (2) trip denials, (3) missed trips, (4) trips with
excessive trip lengths

(1) Y; (2) Y

(1) Y; (2) Y; (3) Y; (4) Y

(1) GoRaleigh understands and
complies.
(2) GoRaleigh understands and
complies.

(1) GoRaleigh understands and
complies.
(2) GoRaleigh understands and
complies.
(3) GoRaleigh understands and
complies.
(4) GoRaleigh understands and
complies.
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Category

Required Service Element

Current
Paratransit Meets
Required Service
Element (Y/N)

Capacity
Constraints

Operational problems attributable to causes beyond
the control of the entity shall not be a basis for
determining that a pattern or practice exists.

Y

GoRaleigh understands and
complies.

Capacity
Constraints

Problems with telephone access would amount to trip
denials or a violation of the response time
requirement.

Y

GoRaleigh understands and
complies.

Capacity
Constraints

Coordination with other services, including: (1)
identification of adjacent or overlapping service
providers, (2) Discussion of coordination and
connectivity with those providers, (3) Coordination
goals and objectives

(1) Y; (2) Y; (3) Y

(1) GoRaleigh understands and
complies.
(2) GoRaleigh understands and
complies.
(3) GoRaleigh understands and
complies.

Capacity
Constraints

Public Participation and Information, including: (1)
Description of efforts to include persons with
disabilities in planning process, (2) availability of the
plan in accessible format, (3) documentation that draft
plan was subject to public review and comment, (4)
documentation that at least one public hearing was
held; (5) documentation of policy board approval, (6)
documentation of issues raised by the public and how
they were/will be addressed

(1) Y; (2) Y; (3) Y; (4)
Y; (5) Y; (6) Y

(1-6) GoRaleigh understands
and complies. See “Appendix
A - Public Participation Plan”

Comments / Reference

New Services Under Consideration. A successful November 2016 referendum determined the
implementation of a 0.5 cent increase in the Wake County sales tax to fund a robust transit
expansion through the year 2027. The sales tax will fund nearly half of project costs, while vehicle
registration fees and federal funding will pay for the remaining share. As a result of the referendum,
it is estimated that a total of $1.6 billion in capital project expenditures will be made by 2027,
corresponding to a tripling in transit services throughout Wake County. 2 GoRaleigh Transit and
GoRaleigh Access will both experience an expansion in services.
Timetable, Milestones, and Budget. The following $1.6 billion in capital and operations
expenditures are planned to occur in Wake County:
•

•

Capital expenditures for four bus rapid transit corridors will total $347 million between
2018 and 2023
Bus infrastructure (transfer stations, park and ride lots, bus stop improvements, bus
maintenance facilities, sidewalk access, street-side facilities, and other improvements) will
total $208 million between 2018 and 2024

“Recommended Wake County Transit Plan: A Wake County Transit Investment Strategy Report.” Jarrett Walker
and Associates, Kimley Horn, and Wake Transit. December 2015. http://www.waketransit.com/wpcontent/uploads/2015/12/Recommended-Wake-County-Transit-Plan_12-07-15.pdf

2
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•
•
•
•

The acquisition and replacement of buses for local bus service will total $114 million from
2018 to 2026
Other capital projects will total $24 million from 2018 to 2022
Future projects will have $35 million available from 2025 to 2027
Commuter rail trains will be added (up to 8 morning peak, 2 mid-day, 8 evening peak, 2
evening) with a total of $886 million from with expenditure dates still being determined

The Wake Transit Plan involves “Four Big Moves” to connect the region. In the first move regional
connectors that support commuter rail and regional express buses will constructed. For the second
move connections to all communities will be provided in 30 or 60 minute intervals for peak hour
and commuter services. The third move will increase bus service provision in urban areas including
expanding weekends and evenings service, increasing service span, and adding bus rapid transit.
The fourth move will focus on providing more access to transit including providing more
paratransit service in rural areas and expanding/improving routes in the urban core.

In FY2018 GoRaleigh’s fixed route and paratransit services will begin enacting the third move to
increase bus service provision. GoRaleigh will extend Sunday service on 26 fixed routes to match
Saturday service. This includes adding Sunday service for 13 of these routes, which do not currently
operate on Sunday. Added service will begin July, 2017. Fixed-route service expansions will be met
with corresponding paratransit service expansions along the same routes (including the ¾ mile
ADA buffer) and service times. Figure 8, below show the timeline of implantation the Wake Transit
Plan.
Figure 8: Wake Transit Plan Timeline
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Planned Modifications and Estimated Demand for Comparable Paratransit Service. Changes
would expand the general public fixed-route and complementary ADA paratransit service in
FY2018. With the addition of the fixed-route service, complementary ADA paratransit service is
federally mandated by the ADA. For the additional paratransit routes, curb-to-curb service will be
provided for ADA-eligible registrants. The fare will be twice the general public fare for fixed-route
services.
The table below summarizes these services and the proposed ADA service type associated with
each. Figure 4 on page 8 shows the GoRaleigh Access service area, including the ¾ mile buffer
surrounding the corridors within which GoRaleigh Access will be responsible for providing ADA
paratransit service.

Figure 9: Summary of New/Expanded Sunday Fixed-route Services Beginning July 2017
Service Times Service Times
Service/Route
ADA Service Type
Fare
(Existing)
(New)

1 – Capital

2 – Falls of Neuse
3 – Glascock

4 – Rex Hospital

5 – Biltmore Hills
6 – Crabtree

7 – South
Sanders
7L – Carolina
Pines

8:15 AM to 8:25
PM
8:00 AM to 7:59
PM
n/a

8:15 AM to 8:27
PM
8:30 AM to 8:10
PM
8:15 AM to 8:15
PM
8:00 AM to 7:59
PM
n/a

8 – Six Forks

7:45 AM to 7:45
PM

11 – Avent Ferry

8:00 AM to 7:58
PM

12 – Method

8:00 AM to 7:57
PM

15 – Wake Med

8:00 AM to 7:57
PM

10 – Longview

11L – Buck Jones
13 – Chavis
Heights

15L – Trawick
16 – Oberlin

18 – Worthdale

n/a
n/a
n/a
n/a
n/a

8:30 AM to 8:14
PM

5:45 AM to 12:05
AM
5:30 AM to 10:59
PM
7:00 AM to 8:42
PM
5:00 AM to 11:57
PM
6:10 AM to 12:12
AM
7:00 AM to 10:00
PM
6:00 AM to 11:45
PM
6:45 AM to 9:00
PM
7:00 AM to 11:00
PM
7:00 AM to 9:40
PM
5:45 AM to 11:28
PM
6:33 AM to 10:49
PM
6:45 AM to 10:57
PM
6:00 AM to 6:55
PM
5:30 AM to 11:57
PM
5:50 AM to 11:20
PM
7:15 AM to 10:55
PM
6:30 AM to 11:38
PM

Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation

$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride

15

GoRaleigh ADA Paratransit Plan • Adopted June 21, 2017

Service/Route
19 – Apollo
Heights

21 – Caraleigh

22 – State Street

23L – Millbrook
Crosstown
24L – North
Crosstown
25L – Triangle
Town Center
55X – Poole Road
Express
70X – Brier
Creek Express

Service Times
(Existing)
8:00 AM to 7:30
PM
n/a
n/a
n/a
n/a
n/a

7:45 AM to 8:25
PM
n/a

Service Times
(New)

6:15 AM to 11:43
PM
6:30 AM to 9:55
PM
6:30 AM to 10:14
PM
6:22 AM to 7:00
PM
6:57 AM to 7:15
PM
7:20 AM to 8:15
PM
5:45 AM to 11:12
PM
6:17 AM to 6:08
PM

ADA Service Type
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation
Dial-a-ride service and
fixed-route deviation

Fare
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride
$1.25 fixed route/
$2.50 dial-a-ride

Certification Process
Description of ADA Eligibility for Complementary Paratransit Services. ADA complementary
paratransit service must be provided to all passengers described as being ADA eligible under 49
CFR Sec. 37.123. ADA eligibility includes the following:

1) Any individual with a disability who is unable, as a result of a physical or mental
impairment (including a visual impairment), and without the assistance of another
individual (except the operator of a lift or other boarding assistance device), to board, ride
or disembark from an accessible vehicle in the fixed- route system. Included in this category
are individuals with mental or visual impairments who cannot navigate the fixed-route
system.
2) Persons who cannot use vehicles without lifts or accommodations. These persons are
eligible for paratransit service if accessible fixed-route vehicles are not available on the bus
routes in which they need to travel, when they need to travel during GoRaleigh’s
operational hours. (All GoRaleigh Transit fixed-route vehicles are accessible).
3) Persons who cannot travel to or from a bus stop because their disability prevents it. This
includes persons whose path of travel between their origin or destination and the bus stop
is inaccessible, such as persons who use wheelchairs but cannot get to or from the bus stop
because there is no sidewalk or the sidewalk is blocked (by lack of accessible curb cuts or a
barrier that reduces the width of the sidewalk to less than three (3) feet). It also includes
persons whose specific disability otherwise prevents them from traveling to or from or
waiting at a bus stop, such as persons whose health would be endangered by certain
weather conditions during this phase of the trip.
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GoRaleigh Access’s ADA paratransit service eligibility application screens for functional disability to
control service demand and reserve assistance for eligible persons who are prevented from
reaching fixed-route transit stops due to their disability. Persons who are prevented from using
fixed-route services because of their disability qualify to be served by ADA paratransit.
Paratransit service is available to users who qualify under the Americans with Disabilities Act
(ADA). In order to qualify for ADA service, there must be GoRaleigh fixed-route service available for
the trip but, as a result of physical or mental impairment, the individual is unable to get to, board,
ride, get off, or travel from the GoRaleigh bus stop to the destination.

ADA Trips are eligible for Paratransit service only if the trip begins and ends within 3/4 miles of
GoRaleigh fixed-route bus service. Other eligibility requirements may apply. ADA service provides a
high level of discount for trips that are eligible (no more than double the cost of the city bus fare).

GoRaleigh Eligibility Determination and Certification Process. Applications can be accessed
online or sent via mail (applicants dial 919-996-3459 to request an application). Part A must be
filled out by the applicant and Part B must be signed by a physician or human services agency
official. Both parts are then mailed to the address contained in the application.

Applications will be reviewed to determine eligibility, an in-person interview will be scheduled, and
a notification of the decision will be sent within 21 City business days. All GoRaleigh ACCESS
customers must have an adult present during the GoRaleigh Access trip if under the age of 13. The
adult can ride for free.

GoRaleigh Access eligibility is valid for two years from the date of approval. GoRaleigh Access riders
must reapply to keep eligibility current. To avoid any loss of service eligibility, riders should
request a new application from the GoRaleigh office eight (8) weeks in advance of the expiration
date. Eligible riders will receive a photo identification card to be used for scheduling service and
purchasing tickets.
Eligibility Determination Process. Eligibility will be determined based on ADA eligibility
standards described in 49 CFR 37.123 and 49 CFR 37.125. Regulation 49 CFR 37.125(a) states, “The
process shall strictly limit ADA paratransit eligibility to individuals specified in 37.123 of this part.”
Medical Transportation Management, Inc. staff will review applications to ensure that due process
has been observed. The applicant will receive a letter describing their eligibility. If eligibility is
denied or limited, the letter will describe why they were denied or provided limited service, and
how they can appeal the decision. The letter will be sent in the format requested in the application.
Types of Eligibility. Eligibility can be temporary and/or conditional. Paratransit service can be
temporary based on a presumption of eligibility until the review of the application is completed
(within 21 city business days). Conditional eligibility is assigned to persons who are able to use
regular GoRaleigh Access buses some of the time, but would, under certain circumstances or for
certain trips, be prevented from independently using these buses. There are two categories of
conditional eligibility, examples of which are described below:

Category 1. A person with mental disability or blindness may have received mobility training that
allows him/her to travel independently to a work site, but is not able to navigate the system to
travel to other locations. This person would be eligible for ADA service only for trips other than
work.
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Category 2. A person who uses a wheelchair or crutches who can travel to a bus stop in good
weather but is unable to maneuver with snow on the ground would be eligible only on days of
severe weather conditions.
Note: very young applicants and applicants living in temporary facilities may be assigned an
expiration date of six months to one year.

A renewal notice will be mailed to all ADA customers prior to expiration. Eligible riders will receive
a photo identification card. The card number must be used when calling for service, and the card
must be shown when purchasing Paratransit tickets.

Appeals Process for ADA Eligibility. Federal rules require that the City of Raleigh establish an
administrative appeal process through which individuals who are denied eligibility can obtain
review of the denial. The process shall be in accordance with 49 CFR Part 37 Section 125 of the
USDOT Final Rules implementing the Americans with Disabilities Act. The City shall require that an
appeal be filed within 60 days of the denial of an individual's application. The process shall include
first an administrative appeal to the City of Raleigh Transit Administrator.
If necessary, an opportunity must be provided to be heard and to present information and
arguments before an Appeals Panel whose members were not involved with the Program’s
administrative decision to deny eligibility. Persons submitting written appeals to the Transit
Administrator and the Appeals Panel shall be provided written notification of the decision and the
reasons for the decision. The City is not required to provide ADA service to the individual pending
the determination on appeal. If the City has not made a decision within 30 calendar days of the
completion of the appeals process, the City shall provide ADA service from that time until and
unless a decision to deny the appeal is issued.

For more information about the appeals process see Appendix A - “Appealing an Eligibility
Determination.”

ADA Eligible Visitors Policy. Pursuant to the Americans with Disabilities Act (ADA), 49 CFR, Part
37.127, the City’s ADA Program shall provide paratransit services to eligible ADA Paratransit
visitors.
A visitor is considered an individual with disabilities who does not reside within the Raleigh ADA
service area. To prove eligibility for ADA Service, visitors are required to present documentation
that they are paratransit eligible in the area in which they reside. If a visitor does not present
documentation of eligibility, the city shall require proof of residence, and if their disability is not
apparent, the city shall require proof of the disability.

Paratransit service to visitors shall be made available for any combination of 21 days during any
365-day period beginning with the visitor’s first use of paratransit service during the 365-day
period. Once a visitor’s 21-day limit has been reached, he/she is ineligible to use the service without
becoming a permanent customer.

Should the visitor wish to become a permanent ADA Paratransit customer, the visitor is required to
complete an ADA Paratransit application and be subject to the same eligibility review process as a
potential new customer.
Meeting the Requirements of the Americans with Disabilities Act. Under GoRaleigh Access’s
Complementary Paratransit Service Plan, the level of service provided to persons determined to be
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ADA eligible is similar to GoRaleigh’s fixed-route bus service. Six service criteria are included in the
regulations. The following is a description of how GoRaleigh Access’s paratransit service meets or
exceeds the service criteria:
Service Area: ADA complementary paratransit service is provided to all origins and
destinations within the service area defined as the city limits of Raleigh. For GoRaleigh
Access, the basic service is not only centered on each fixed-route and extending ¾ of a mile
to either side of the fixed-route, but also includes all areas within the city limits of Raleigh.
Response Time: As stated in the regulations, pick up times will be negotiated with ADA
eligible passengers to make scheduling more efficient. As a shared-ride service, GoRaleigh
Access is allowed to negotiate within a one-hour window on either side of the requested
pick up time. Any negotiation of time will be discussed with the passenger prior to pick up.
The vehicle can arrive up to fifteen (15) minutes before or after the agreed upon time.

Fare Structure: Fares charged for an ADA eligible complementary service trip to ADA
eligible users will be twice the amount of the base cash fare paid by passengers of the
GoRaleigh fixed-route system. The 2016 fare for a one-way complementary paratransit trip
is currently two dollars fifty-cents ($2.50). This price is subject to change.
Personal Care Attendants (PCA) traveling with the ADA eligible passengers will not be
charged, as defined in the regulations.
Trip Purposes: There are no priorities for trip purpose.

Hours and Days of Service: ADA complementary paratransit service shall be offered
during the same days and hours that GoRaleigh offers fixed-route service. As of the adoption
of this Plan, the hours of operation are 4:37am to 12:08am Monday-Friday, 5:45am to
12:12am Saturday, and 7:45am to 8:25pm Sunday. These hours are subject to change
without a change to this document.

Hours and Days of Reservation Requests: All paratransit trips must be
scheduled Monday - Friday, 8:15 am - 4:45 pm through the GoRaleigh Access Program. All
next day trips must be scheduled at least 24 hours in advance. GoRaleigh Access does not
provide same day trips or same day trip adjustments to a previously scheduled trip. Staff
will determine if the requested trip is eligible and will dispatch a Paratransit vehicle
through an approved Paratransit service provider.

GoRaleigh Access will accept email trip requests from 8:15 am to 4:45 pm Monday – Friday
ONLY at GoRaleighAccess@raleighnc.gov. Emails sent outside of these hours will not be
accepted.

All GoRaleigh Access/ADA Trip requests made on a holiday and/or weekends must be left
on the 919-996-3459 voicemail between the hours of 8:15 am and 4:45 pm for Monday and
next day service following a holiday.
Capacity Constraints: There are no capacity constraints at this time. GoRaleigh Access has
strict service standards that are adhered to. GoRaleigh Access strives to accept every trip
request. GoRaleigh does not limit the number of GoRaleigh Access trips an eligible
passenger can make.
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Personal Care Attendant and Accompanying Persons Policy. In conformity with the Americans
with Disabilities Act (ADA), when a Paratransit customer schedules a trip, the federal guidelines
permit additional passenger(s) to travel with the GoRaleigh Access customer based on the following
criteria:

Personal Care Attendant: During the eligibility process, the Paratransit customer must have
previously identified the need for a Personal Care Attendant (PCA) in the ADA Paratransit
application (ADA 37.125). If the customer previously identified the PCA in their application, the
PCA (one person) is permitted to travel with the ADA customer free of charge (ADA 37.131). The
PCA’s name, current address, and current telephone number must be identified in the application.
During the trip scheduling process, the customer must inform the City’s Customer Service
Representative of the PCA. City staff shall list the accompanying person by name on the trip
reservation form to inform the assigned vendor of the approved trip.

Accompanying person: The ADA permits one person to ride with the Paratransit customer from
their point of origin to destination and return with the customer on a space available basis. The
accompanying person may not take space intended for another ADA customer (ADA 37.125). The
accompanying person is required to pay the vendor a regular ADA ticket per one-way trip (ADA
37.131). During the trip scheduling process, the customer must inform the City’s Customer Service
Representative of the accompanying person. City staff shall list the accompanying person by name
on the trip reservation form to inform the assigned vendor of the approved trip.
Both PCAs and accompanying persons must be picked up and dropped off at the same address as
the customer.

Note: Paratransit customers are eligible to have both a PCA and an accompanying person on the same
trip.
Service Animals. Service animals (e.g. a guide dog) ride at no additional charge but must be properly
controlled. They must ride on the floor, or, if appropriate, on the lap of the customer. They may not
use vehicle seats. Customers are responsible for the behavior and hygiene needs of their animals.
Service can be refused or discontinued if a service animal is seriously disruptive.
All other animals may travel only in a properly secured cage or travel container.

GoRaleigh Access’s Origin-to-Destination Assistance Policy. It is the policy of GoRaleigh Access to
provide paratransit services within Raleigh City limits. To ensure timely service, GoRaleigh Access’s
paratransit services are considered curb-to-curb; however, services can be door-to-door if
requested. Drivers will help to and from the door if a Personal Care Attendant, friend, family
member, or companion have been asked but are not available, and such special assistance has been
requested the day before the trip or earlier.

Pick-up Policies. GoRaleigh Access has a one-hour service window for picking up a customer. This
means that the vehicle may arrive at any time up to 30 minutes before or after the requested pickup
time. For schedules utilizing an appointment time, the vehicle may arrive up to one hour in advance
of the appointment.
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Cancellation Policies. To cancel reservations, passengers should notify dispatch as soon as
possible, but at least one (1) hour before their scheduled transport time. Canceling within one (1)
hour of the schedule time will result in a “No-show”.

The customer may be considered a “No-show” if:
•
•
•
•

No Show – customer does not show up for a scheduled ride
Late Boarding – Boards more than 5 minutes after the van arrives (van can leave after 5
minutes).
Not Riding - Chooses not to ride once the van arrives
Late Cancellation - Cancels the ride within 1 hour of scheduled time

A warning notice will be sent to Paratransit participants after the first documented no-show or less
than one-hour cancellation. A suspension notice will be sent when two additional no-shows and/or
one-hour cancellations occur within sixty days of receipt of warning notice. A cancellation notice
will be sent when two additional no-shows and/or one-hour cancellations occur within sixty days
of the date that ADA Paratransit privileges are reinstated after suspension. For more information
about no-shows, warnings, suspensions, and cancellations see Appendix A – “Suspension of Service
Policy.”

Public Participation Process

Description of the Public Participation Process. GoRaleigh Access, in an effort to solicit full public
participation, has defined a comprehensive public participation process.

GoRaleigh will implement the public comment process whenever there is a proposed fare increase
or a service reduction of more than 25% of daily revenue service hours. GoRaleigh may implement
this public comment policy for major route changes or other projects as deemed appropriate by the
Raleigh Transit Authority.

In order to ensure that GoRaleigh is equitable in its provision of service, and not disproportionately
affecting minority or low income groups by reducing service or increasing fares, GoRaleigh has
formed citizen centered focus groups based upon the minority and low income populations
identified in GoRaleigh’s Limited English Proficiency Plan (LEP). This group will meet on an as‐
needed basis, currently identified as once each quarter, or prior to any proposed change in services
or fares, to discuss and study the impacts of any changes in service or fares proposed by GoRaleigh.
GoRaleigh will use demographic information as well as the LEP agency group to recruit minority
and low income members to the City of Raleigh’s Citizen Advisory Committee (CAC). The CAC meets
once each month to review GoRaleigh’s services, plans, and business needs.
Prior to a fare increase or a major service reduction, GoRaleigh will hold a public meeting to solicit
comments from the public. In the case of a proposed fare increase, GoRaleigh will hold a series of
public meetings around Wake County. In the case of a service reduction, the public meetings will be
held in the affected area(s). Consideration will be given to using centrally located, transit‐accessible
facilities when appropriate for these public meetings. GoRaleigh will also make every effort to
accommodate persons with special needs and to include members of potentially underserved
groups, including minority and low income populations. To publicize these public meetings,
GoRaleigh will:
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•
•
•
•
•
•
•
•

Discuss all proposed changes with the City of Raleigh’s Citizens Advisory Committee
Place Rider Alerts on the affected bus routes
Place ads in the weekly newspapers of the affected area and in the daily newspaper
Place information on the GoRaleigh web page so that comments may be sent in via e‐mail
Send out Rider Alerts on GoRaleigh’s subscription e‐mail service for the affected routes
Notify by flyer or mailing residents in minority and low income areas based upon
GoRaleigh’s analysis of demographic data for both groups
Meet with minority and low income advocacy groups that have been identified through
GoRaleigh’s LEP
Translate critical notification documents based upon languages indicated in GoRaleigh’s
LEP Plan and indicated by demographic analysis of GoRaleigh’s service area

GoRaleigh’s public participation policy document can be found in Appendix A – “Public
Participation Plan.”

Public Participation for Proposed Modifications to Complementary Paratransit Plan.
GoRaleigh shared this paratransit plan with the Regional Transit Authority (a board of nine
appointed citizens), during one if its regularly scheduled public meetings on Thursday, May 11,
2017. Thereafter announcements about the plan were posted on GoRaleigh’s website for 60 days.

In March 2017, GoRaleigh held eight public meetings to obtain feedback on the Wake County
Transit Plan, which includes proposed Sunday service additions affecting paratransit service
provision. At these meetings Wake County residents were invited to learn more about the FY18
Draft Work Plan and provide input. An opportunity to discuss the route changes with GoRaleigh
staff was provided.

GoRaleigh staff also attended Community Advisory Council (CAC) meetings, Capital Area
Metropolitan Planning Organization Technical Coordination Committee meetings, and Regional
Transportation Alliance meetings in the spring of 2017 to provide information to the community
leaders and interested individuals. At these meetings, agency staff provided a presentation with an
overview of the “Four Big Moves,” which included information about the proposed service changes.
Agency staff also responded to questions from attendees. The FY2018 Draft Work Plan Public
Meetings are summarized in Table 4.
Figure 10: Public Outreach Events
Geographic Region

Date

Location

Raleigh (South/Central)

March 20, 2017

Chavis Community Center

Raleigh (South East)

March 23, 2017

Barwell Road Community Center

Raleigh (South West)

Northern Wake County
Western Wake County

Raleigh (North/Central)
Eastern Wake County

Southern Wake County

March 21, 2017
March 22, 2017
March 27, 2017
March 28, 2017
March 29, 2017
March 30, 2017

Carolina Pines Community Center

Wake County Northern Regional Center
Cary Train Station

Millbrook Exchange Center

Wake County Eastern Regional Center

Wake County Southern Regional Center
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GoRaleigh also created a press release and posted information about the proposed Sunday service
changes on its website. GoRaleigh created the press release March 31, 2017 and posted it on the
“news” section of its website. The press release discusses transit funding and investments in the
region, public input on investment decisions, the timeline for implementation, and it provides a link
to the Wake Transit blog where more information can be found.
GoRaleigh has also helped provide content for the Wake Transit blog. The blog provides an
overview of the Wake County Transit Plan and links to a number of online reports, materials, and
information that provide the public with a comprehensive understanding of the plan. The Fiscal
Year 2018 Annual Work Plan document includes information about the proposed Sunday service
additions, which will be met with complementary additions for paratransit service.

Service Coordination

Efforts to Coordinate Service. GoRaleigh coordinates its ADA services seamlessly with GoTriangle,
GoCary, and GoDurham. GoRaleigh has reciprocity with all three transit providers in the region with
respect to ADA visitor eligibility and travel throughout the region. If an ADA customer is eligible in
one system in the region, then information can be sent by email or faxed to the other corresponding
regional transit systems for seamless eligibility and travel for the customer.
GoRaleigh participates in a cost sharing model for regional ADA trips between GoRaleigh,
GoTriangle, and C-Tran (Town of Cary). GoTriangle is the provider for regional ADA trips. For such
trips, GoRaleigh is responsible for covering 25 percent of the trip cost if the trip originates or
terminates within the GoRaleigh ADA service area.

Endorsements
•

•

•

On June 21, 2017 the Raleigh Transit Authority adopted a resolution authorizing this
GoRaleigh Access Complementary Paratransit Plan. Approval documentation can be found
on page A-1 of the appendix.
In urbanized areas, certification by the Metropolitan Planning Organization (MPO) that it
has reviewed the plan and that the plan is in conformance with the transportation plan
developed under the Federal Transit/Federal Highway Administration joint planning
regulation (49 CFR part613 and 23 CFR part 450). In a service area which is covered by
more than one MPO, each applicable MPO shall certify conformity of the entity's plan. The
provisions of this paragraph do not apply to non-FTA recipients (UPCOMING)

Paratransit Customer Survey. The City of Raleigh conducted a customer satisfaction
survey for the Accessible Raleigh Transportation (ART) program in November, 2015. The
objective of the ART program is to help ensure an outstanding quality of life for everyone in
the City of Raleigh by enabling eligible persons to access public transportation. The goals of
the survey were to gauge customer satisfaction, perception of service, and needs.
Additionally, the survey was used to collect characteristics of ART customers and to
establish a baseline for future survey and planning efforts.
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Complementary ADA Paratransit Service Application.
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Appealing an Eligibility Determination
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Trip Reservations, Changes, and Cancellations.
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Personal Care Attendant, Accompanying Individual and Service Animal Policy.
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System-wide Service Standards and Policies.
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A-32

GoRaleigh Access Purchasing and Trip Scheduling Requirements. A description of fare
purchasing and trip scheduling requirements for complementary ADA paratransit is shown below
and can be found on GoRaleigh’s website here:
https://www.raleighnc.gov/services/content/PWksTransit/Articles/AccessibleRaleighTransportat
ion.html.
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Rider Guide.
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Public Participation Plan.
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A-35

Appendix B: Sub-recipient Compliance and Taxi Cab
Vendors
Sub-Recipient Title VI Compliance.

Sub-Recipient Compliance with Title VI
The City of Raleigh Transit Program has extended federal financial assistance to sub-recipients through
the competitive selection process. The sub-recipients that have received funding over the last three
years are listed below along with the type of federal assistance received.
•
•
•

Triangle Transit – Job Access and Reverse Commute
Center for Volunteer Caregiving – Job Access and Reverse Commute
Alliance (Universal Disability Advocates) – Job Access and Reverse Commute

Through the sub-recipients agreements that the City of Raleigh executes with all of its JARC and New
Freedom, Section 5310 agencies, which outlines the Federal clauses, certifications, required record
keeping, and mandatory quarterly reporting, the City of Raleigh monitors its sub-recipients.
As needed, sub-recipients are instructed to attend orientation meetings onsite at the City of Raleigh
facilities in order to ensure compliance with the agreements in place. When applicable, the City of
Raleigh has conducted site visits to the sub-recipients’’ facilities to verify compliance with the grant
requirements.
When the existing JARC and New Freedom funds are exhausted the City of Raleigh will distribute funds
to sub-recipients via Section 5310 and Section 5307 Urbanized Area Funding.

B-1

GoRaleigh ADA Paratransit Plan • Adopted June 21, 2017
List of Utilized Providers.
GoRaleigh ACCESS Taxi Vendors
A CAB COMPANY
AABA TAXI
ABLE TAXI
ACME CAB CO
ALL TIME TRANSP
AMERICAN CAB CO
AMERICAN EAGLE

Taxi Vehicles

Lift Vehicles
3
13
3
2
4
3
2

APOLO TAXI
A-ROUND TRANS
ASSOCIATED CAB
CAPITOL CAB
CHAVIS TRANS
CIRCLE TAXI

2
1
2
2
2
7

COMMUNITY CAB
DELUXE CAB CO
DUMONT TRANS
EXCEL TAXI
EXECUTIVE TAXI
EXEPERIENCE TAXI

21
1
2
7
2
5

G&J TRANSPORTATION
HOSSANA TAXI
IMAGE
LEISURE TAXICAB
MERIT TAXI
PLATINUM CARE TRANS

1
7
1
7
15
3

PLATINUM TAXI
RENDEZ-VOUS
SAMMY’S TAXI
TAXI POLY
TRIANGLE YELLOW
UNIVERSAL CAB
WILD HORSE TAXI
TOTALS
All Taxis

1
2
1

3
3

2
5
2
4
1
8
22 7
162 17
179

B-2

GoRaleigh ADA Paratransit Plan • Adopted June 21, 2017

Appendix C: Complementary ADA Paratransit Plan
Contents
Plan Contents

C-2

GoRaleigh ADA Paratransit Plan • Adopted June 21, 2017

C-3

GoRaleigh ADA Paratransit Plan • Adopted June 21, 2017

C-4

