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No-Show/Late Cancellation Policy

1) A No-Show/Late Cancellation is defined as any of the following:

a) The rider is not ready to board within five (5) minutes of vehicle arrival during the thirty (30)
minute negotiated pickup window.

b) A late cancellation, defined as a cancellation received less than one (1) hour prior to a scheduled
pickup or a refusal to board a vehicle that has arrived within the negotiated pickup window.

Determination of a No-Show/Late Cancellation:

a) A No-Show is recorded when the vehicle arrives within the negotiated pickup window, the rider
is not present within five (5) minutes of arrival, and dispatch has confirmed vehicle arrival. The
driver will wait five (5) minutes before recording a No-Show and notifying dispatch.

b) A Late Cancellation is recorded when a rider cancels a trip within one (1) hour prior to a
scheduled pickup or refuses to board a vehicle that has arrived within the negotiated pickup
window, and dispatch has confirmed the late cancellation.

2) Rider Responsibility

Riders must be ready and available for pickup during the negotiated pickup window provided.
Riders are responsible for the applicable fare associated with any trip classified as a No-Show or
Late Cancellation. Drivers are not required to return after a rider has been recorded as a No-Show.
The rider may contact dispatch to request another trip. A new trip is subject to service availability
and normal scheduling procedures and may be assigned to a different driver.

Riders should contact dispatch to cancel any remaining trips they no longer need to avoid
additional No-Shows or Late Cancellations. If the rider fails to contact OCTS after a No-Show, OCTS
will attempt to contact the rider to determine whether the rider still needs the remaining trips
scheduled for that day. OCTS will cancel the remaining trips when the rider confirms they are no
longer needed. If OCTS cannot reach the rider, the remaining trips will remain scheduled. Each
subsequent trip will be recorded as a separate No-Show if the vehicle arrives within the negotiated
pickup window, waits the required five (5) minutes, and the rider does not board.

3) No-Shows Beyond the Rider's Control

No-Shows or Late Cancellations will not be counted toward a pattern or practice determination
when caused by circumstances beyond the rider's control, including medical emergencies, family
emergencies, severe weather conditions, a medical appointment that runs longer than expected
when the rider cannot notify Ozaukee County Transit Services (OCTS) in time, the unexpected
unavailability of a personal care attendant or helper, transit system delays exceeding thirty (30)
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minutes beyond the negotiated pickup window, dispatch or scheduling errors, or other
circumstances determined by OCTS.

4) Pattern or Practice of No-Shows

Ozaukee County Transit will track each rider’s scheduled trips, No-Shows, and Late Cancellations.
OCTS may suspend a rider who establishes a pattern or practice of missing scheduled trips in
accordance with this policy.

After the first no-show/late cancellation, OCTS will notify the rider by phone and in writing via
email or US mail of its No-Show/Late Cancellation Policy, explain that no-show/late cancellations
are tracked by OCTS and that a suspension schedule is imposed when a pattern of no-show/late
cancellations occurs.

Riders are expected to monitor their trips designated as no-show/late cancellation trips. OCTS is
not required to provide additional individual warning notices following each No-Show or Late
Cancellation. Once a rider meets both criteria listed below for a pattern or practice (known as a
‘determination’), OCTS will review the qualifying incidents and issue a written notice of proposed

suspension in accordance with Section 6.

A determination of a pattern or practice of No-Shows or Late Cancellations is established when both
of the following occur within a rolling thirty (30) day period:

v’ Criteria 1: The rider accumulates three (3) or more No-Shows and/or Late Cancellations;
and

v’ Criteria 2: The No-Shows and/or Late Cancellations represent at least five percent (5%) of
all scheduled trips during that period.

No-Shows or Late Cancellations excluded under Section 3 shall not be included in this calculation.
5) Progressive Administrative Actions - This policy applies to all riders.

First Determination of a Pattern or Practice

A seven (7) day suspension and suspension of subscription service, if applicable.

Second Determination of a Pattern or Practice

A fourteen (14) day suspension and suspension of subscription service, if applicable.

Third Determination of a Pattern or Practice

A thirty (30) day suspension and suspension of subscription service, if applicable.
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Additional suspensions may be imposed based on a continued pattern or practice of No-Shows
and/or Late Cancellations, not to exceed thirty (30) days per occurrence.

During a suspension period, riders are temporarily prohibited from scheduling Shared-Ride Taxi
trips, including both subscription and non-subscription trips.

Pattern or practice determinations will be retained for six (6) months from the date of each
determination. Only determinations occurring within that six-month period will be considered
when applying the progressive suspension schedule. If the rider has no additional determination
during that period, the progressive suspension schedule will reset.

6) Notice of Proposed Suspension

Once a rider meets both criteria for a pattern or practice, OCTS will contact the rider by phone
before issuing the written notice. During the call, OCTS will explain that the rider has met the policy
threshold, identify the qualifying No-Shows and/or Late Cancellations, explain the proposed
suspension, and advise the rider that a written notice describing the suspension and appeal process
will follow.

OCTS will then provide written notice by email or U.S. Mail. The written notice will identify the
specific qualifying incidents, summarize the pattern or practice determination, state the proposed
suspension length and effective date, explain the voluntary payment option, and provide the
deadline, contact information, and instructions for filing an appeal.

7) Voluntary Payment in Lieu of Suspension

A rider may voluntarily choose to make a payment instead of serving the proposed suspension. The
payment option is not a mandatory fine and does not limit the rider’s right to appeal. A rider will
not be required both to make the payment and to serve the suspension for the same pattern-or-
practice determination.

The voluntary payment schedule is: seven dollars ($7) in lieu of a seven (7) day suspension for the
first determination; fourteen dollars ($14) in lieu of a fourteen (14) day suspension for the second
determination; and thirty dollars ($30) in lieu of a thirty (30) day suspension for the third and each
subsequent determination.

A rider may use the voluntary payment option no more than one (1) time within any rolling six-
month period. Any voluntary payment made under this section, including a payment made after a
suspension has begun, counts toward this limit. After a rider has used the option once within a
rolling six-month period, the rider must serve any additional suspension imposed during that
period, subject to the rider’s right to appeal.

OCTS will explain the voluntary payment option in the written notice of proposed suspension. The
notice will state the applicable payment amount, payment deadline, accepted payment
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methods, and the rider’s right to appeal. OCTS may also discuss the option with the rider by
telephone, but a telephone call is not required.

If an eligible rider makes the voluntary payment by the stated deadline, OCTS will document the
payment and consider the proposed suspension resolved. If the rider declines the option, does not
make the payment by the deadline, or has already used the option within the applicable rolling six-
month period, the regular suspension and appeal process will continue.

A rider who has already begun serving a suspension may make the applicable voluntary payment.
Upon receipt of payment, the remaining suspension will be lifted immediately.

8) Appeals Process

Riders may appeal a proposed suspension within seven (7) calendar days after the date the written
notice is mailed or emailed. Weekends and holidays are included. If the seventh calendar day falls
on a day when OCTS offices are closed, the deadline will extend to the next business day. An appeal
submitted by mail is timely if postmarked within the seven (7) calendar-day period. An emailed
appeal is timely if sent within that period. The appeal may include explanations and supporting
documentation for any or all incidents.

Submitting an Appeal
Appeals may be submitted by email, U.S. Malil, in person or another accessible method identified in
the written notice.

Email: transit@ozaukeecounty.gov
Telephone: 262-284-8108

Mail:

Ozaukee County Transit Services
Attn: No-Show Appeal

741 W. Oakland Avenue

P.0. Box 994

Port Washington, W1 53074
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Riders who need assistance submitting an appeal or require appeal information in an accessible
format may contact OCTS by telephone or email using the information listed above.

A suspension will not take effect before the appeal period expires. If no timely appeal is filed, the
suspension will begin on the date stated in the notice, which will be no earlier than the eighth
calendar day after the notice is mailed or emailed. If a timely appeal is filed, including an appeal
postmarked within the appeal period but received later, the suspension will remain pending until
the appeal is reviewed and a final written decision is issued.

Riders who do not file a timely appeal will be suspended on the effective date stated in the written
notice.

The appeal will be reviewed by the Transit Superintendent or a designated reviewer who was not
involved in the original determination. A written final decision will be issued, and that decision
shall be final.



