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Caritas Family Solutions (the “Agency”) accommodates the range of mobility aids within the confines of available vehicles and commercial standard equipment. The Agency expedites the safe and efficient boarding, securing, transporting and alighting of all passengers, regardless of mobility status. The Agency minimizes potential damage to mobility aids and vehicle equipment in the process. This Operational Statement is relevant to the use of Illinois Department of Transportation (IDOT) grant vehicles. 

Requests for Modifications
Requests for accommodation may be made either orally or in writing. The reasonable accommodation process begins as soon as the request for accommodation is made. Alternative and accessible formats are available upon requests should you have a need. The request can be submitted in any written format. Alternative means of filing a request, such as personal interviews, phone calls, will be made available for persons with disabilities if unable to communicate their request in writing or upon request.

Telecommunications
Telecommunications Relay Services permit persons with a hearing or speech disability to use the telephone system via a text telephone (TTY) or other device to call persons with or without such disabilities. Dialing 711, both voice and TRS users can initiate a call from any telephone, anywhere in the United States, without having to remember and dial a seven or ten-digit access number. 

Boarding and Disembarking
Staff driving IDOT grant vehicles will provide adequate time for a passenger with a disability to board and/or disembark the vehicle and to be seated before moving the vehicle. It is the responsibility of staff driving the vehicle to determine the safest location for the passenger boarding/disembarking based on the passenger’s individual needs upon arrival at the location. 

Staff will not refuse to permit a passenger who uses a ramp to disembark from a vehicle unless the ramp cannot be deployed, or the ramp will be damaged if it is deployed. Only properly trained staff can operate the ramp and/or secure a wheelchair in the securement station. 

Use of Accessibility Devices by Persons with Disabilities Not Using a Wheelchair
A person with a disability who is not using a wheelchair or other seated mobility aid may use the ramp to board or disembark the vehicle upon request. 

Personal Care Attendants
Transportation services are provided to Personal Care Attendants traveling with an eligible passenger, if the Attendant’s origin and destination are the same as the eligible passenger. 

Service Animals
In compliance with 49 CFR Part 37, the Agency allows trained service animals to accompany passengers with disabilities. The driver may ask any passenger if their animal is a service animal and/or if the animal assists them with their disability but may not require certification or identification for service animals. Passengers using a service animal must keep their animal under control, and the animal must not pose a threat to other passengers. Failure to do so may result in a passenger being requested to exit the vehicle.

Securement of Mobility Devices
All vehicles that are utilized to transport wheelchairs must be equipped with a four-point wheelchair securement system. Securement of mobility devices is the responsibility of the driver, and drivers will be trained in the proper operation of all securement equipment based on manufacturer specifications. Drivers shall not allow a passenger to ride if they are not secured properly unless the securement system will not accommodate the mobility device. If the mobility device cannot be secured because of its design, the passenger still has the right to ride the vehicle. Drivers cannot deny a passenger a ride based on the inability to secure their mobility device. However, drivers must warn the passengers of the danger of riding in a non-secured mobility device. Passengers who refuse to all their mobility device to be secured may be denied service. 

Drivers must secure wheelchairs in the designated securement area only, even if the passenger wants their mobility device to be secured in a non-designated area. Seat belts and shoulder harnesses are recommended but not required for passengers riding in their secured wheelchair. 

Non-Standard Mobility Devices
Mobility devices that are not wheelchairs will be accommodated to the extent that the ADA-compliant lift and securement areas can safely do so. These devices are the responsibility of the individual passengers and must be secured in a manner that does not interfere with the safe operation of the vehicles and the transport of other passengers. 

Medication and Life Support Equipment
Passengers are allowed to travel with respirators, portable oxygen and other life support equipment, provided such transport does not violate laws or rules to the transportation of hazardous materials. Passengers traveling with such equipment may not be allowed to carry additional oxygen tanks if transported in an unsafe manner.

Passengers requiring medication or oxygen at regular intervals shall be advised of the travel time for their trip. 

Driver Skills and Duties
The driver the IDOT grant vehicles shall aid the passenger either from the door of their residence to the vehicle or from the curb to the vehicle. The driver shall also offer assistance at the passenger’s destination. The driver is required to assist passengers entering and exiting the vehicle upon request. 

The Americans with Disabilities Act (ADA) classifies paratransit service as “origin to destination” service, i.e., the service available to each passenger gets the passenger from his or her point of origin to his or her destination point. The ADA requirement of “origin to destination” service does not obligate staff to engage in conduct that may risk bodily harm to themselves of the passenger. Staff should avoid potentially harmful activities (e.g. navigating stairs with a wheelchair, etc.) and request immediate assistance/guidance from their supervisor if confronted with such a scenario. 

Staff Training
All drivers of IDOT grant vehicles are trained in the use of accessibility equipment, applicable Agency policies and source documents for services related to the IDOT grant vehicles, and in properly assisting and treating individuals with disabilities sensitively. 

Suggestions, Comments and Complaints
Passengers should direct all suggestions, comments and complaints to the Agency’s Director of Quality Improvement and Compliance at 618-213-8712 or write to:

Caritas Family Solutions
Director of Quality Improvement and Compliance
8601 W. Main St. Suite 201
Belleville, IL 62223

Suggestions, comments and complaints should contain the following information:

· Name, address and telephone number
· Location, day and time of experience, if applicable
· Driver’s name and description, if appliable
· Explanation of incident, suggestion or comment

Complaints received by the Agency will be processed and forwarded to the appropriate staff for analysis. If the appropriate information was provided, an initial response (confirming receipt and stating intentions to respond) will be made within 48 hours of receipt. Within thirty (30) working days, the findings of the analysis will be presented to relevant staff, clients, legal guardians, or other parties. 

Modification of Operational Statement
If a passenger requires modification of any of this Operational Statement to accommodate their disability, they may request such a modification by contacting the Director of Quality Improvement and Compliance. The Agency will work with the individual in good faith to find an accommodation solution. 
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