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Taxi Fare Payment and Service Hold Policy

This policy establishes procedures for collecting unpaid fares and placing service holds on accounts
with unpaid balances.

Fare Payment

Fares are due at the time transportation is provided unless payment by an approved agency or
funding source has been authorized in advance by Ozaukee County Transit Services (OCTS).

Individual Rider Accounts

When a rider’s outstanding balance reaches or exceeds $10, the rider will be notified in accordance
with the Rider Notification section, and the account will immediately be placed on a service hold.

The rider may not schedule or take additional trips until service is reinstated in accordance with
the Reinstatement of Service section. There is no additional payment or grace period after
notification.

Rider Notification

The notification required under this policy will be provided by telephone, email, or written notice
using the contact information available on the rider’s account. The date and method of notification
will be documented.

The notification will include:
e The outstanding balance;
e The effective date of the service hold;
e Instructions for submitting payment;
e Contact information for questions;
e Instructions for appealing the outstanding balance or service hold; and
e Notice that future trips cannot be scheduled or provided until the account becomes eligible
for reinstatement.

The service hold becomes effective immediately upon notification. Written notice is not required
before the service hold takes effect if telephone or email notification has been provided and
documented.

Trips Already in Progress

A rider will not be stranded because an unpaid balance is identified during a trip already underway.

If the Shared-Ride Taxi transported the rider to a destination before the service hold was identified,
the rider’s scheduled return trip will be completed.

After the rider has been returned, no additional trips may be scheduled or taken until the account is
eligible for reinstatement.
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Previously Scheduled Future Trips
Previously scheduled trips occurring after the service hold becomes effective may be placed on hold
or cancelled.

OCTS will notify the rider by telephone, email, or written notice using the contact information
available on the account before cancelling a previously scheduled trip. The rider may preserve an
upcoming trip by paying the outstanding balance in full before the scheduled pickup.

Agency-Funded Rider Accounts

An agency responsible for a rider’s transportation charges may carry an outstanding balance of less
than $36 on each individual rider’s account.

When the outstanding balance on an individual agency-funded rider account reaches or exceeds
$36, OCTS will notify the responsible agency and rider by telephone, email, or written notice. Upon
notification, agency-sponsored trips for that rider will immediately be placed on a service hold. The
date and method of notification will be documented.

No additional agency-sponsored trips may be scheduled or provided until service is reinstated in
accordance with the Reinstatement of Service section. There is no additional payment or grace
period after notification. A passenger will not be stranded because an unpaid balance is identified
during a trip already underway. The passenger’s scheduled return trip will be completed.

A passenger whose agency-sponsored transportation is on hold may continue using the service by
creating a new self-funded account or using an existing self-funded personal account, provided the
passenger does not have a separate outstanding balance subject to a service hold.

Appeal Process

A rider or agency may appeal an outstanding balance or service hold by submitting a verbal or
written request to OCTS within five calendar days after verbal notice is provided or written or
electronic notice is sent, whichever occurs later. If the fifth calendar day falls on a weekend or
County-observed holiday, the deadline to submit an appeal will be extended to the next business
day.

When a verbal appeal is requested, OCTS staff will complete the appeal paperwork on behalf of the
rider or agency. Verbal and written appeals will follow the same review process.

An appeal may be based on:
e Abilling or accounting error.
e A payment that was made but is not yet reflected on the account.
e Payment pending from an approved agency or funding source.
e Adisagreementregarding responsibility for the fare.

e Other documented circumstances affecting the outstanding balance.

The appeal should identify the disputed charge and include any available supporting information.
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The five-calendar-day period is the deadline for filing an appeal and is not a payment grace period.
If a timely appeal is filed, the service hold will be temporarily lifted while the appeal is reviewed.
The rider may continue scheduling and receiving service until a final written determination is
issued.

If the appeal is approved, the service hold will be removed and the account will be corrected as
appropriate. If the appeal is denied, the service hold will resume immediately upon issuance of the
final written determination unless the outstanding balance has been paid, payment from an
approved agency or funding source has been verified, or an exception has been approved under this

policy.

OCTS will review the appeal and issue a final written determination within ten (10) business days
after receiving it. The determination will state the outcome of the appeal and the reasons
supporting it, the determination is final

An appeal does not waive the outstanding balance or the rider’s or agency’s responsibility to pay

fares incurred while the appeal is under review.

Reinstatement of Service
Service will be reinstated when:
e The outstanding balance has been paid in full.
e Payment from an approved agency or funding source has been verified.
e An appeal determines that the balance or service hold was issued in error.

e OCTS approves an exception based on documented circumstances and consistent
application of this policy.

OCTS will update the account as soon as reasonably practicable after payment or approval is
verified.

Exceptions

A service hold will not be imposed, or will be removed, when:

* The outstanding balance resulted from an administrative or billing error.

* Payment from an approved agency or funding source has been confirmed in writing as
pending, including an anticipated payment date.

* The rider or agency provides documentation showing that the balance has already been
paid.

* OCTS determines that a service hold is inappropriate based on documented circumstances
and consistent application of this policy.
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An exception does not waive the outstanding balance unless the balance resulted from an error or
was otherwise determined not to be owed.
Nondiscrimination

This policy will be applied consistently without regard to disability, age, race, color, national origin,
sex, religion, income, trip purpose, or any other protected status.

A service hold will be based on the unpaid account balance and not on a rider’s disability, frequency
of service, destination, or trip purpose.

This policy will be posted on the OCTS website and made available to riders upon request.



