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Paratransit Bus Plus Service
Frequently Asked Questions (FAQ)

What changes were made to DART Paratransit’s Bus Plus service in November 2024?
As of Nov. 4, 2024, a transportation company called UZURV is now operating in Central
lowa to provide additional support to DART's existing Paratransit customers.

The UZURV vehicles are regular passenger vehicles DART could assign to provide
Paratransit customers with door-to-door serviced rides from fully credentialed drivers.
UZURYV vehicles are marked with a DART decal. In addition to UZURV, DART also
partners with Yellow Cab Company to provide some Paratransit trips. This helps ensure
customers receive tfimely service and a quality experience when DART receives more
requests for trips than can be provided by DART vehicles.

The process for booking a ride and the cost for a trip remain unchanged for DART's
Paratransit customers. Customers must pay before or at the time of service.

What type of vehicle should | expect for my Paratransit trip?
e DART Paratransit minibus,
e Yellow Cab taxi, or
e UZURV venhicle

How will | know which vehicle type will be assigned for pick-up?

Customers may not know which type of vehicle will be assigned for pick up. All
customers should be prepared for either a DART Paratransit minibus, Yellow Cab taxi or
a UZURYV venhicle marked with a DART logo to arrive at their pickup location.

What should | expect if a UZURV vehicle is assigned for pick-up?
e Door-to-door service
e Trips fo and from anywhere in DART's Paratransit Service Zone
o Drivers credentialed in ADA, HIPAA, CPR, First Aid and defensive driving
o Similar amenities to DART Paratransit vehicles, such as driver assistance,
additional passenger allowances including a Personal Care Attendant (PCA)
and more. Learn more about UZURV's services and policies.

How do | request a Paratransit trip?

There is no change to the Paratransit trip request process. Customers should continue
to make a reservation with DART by calling 515-283-8136. Internally, DART Customer
Service will assign the customer to a service provider based on availability of vehicle
and the customer’s needs. Learn more about the Paratransit reservation process at
rideDART.com/paratransit.
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What is the cost?
The cost is $3.50 per trip in the Base Service Zone or $30 per trip in the Premium Service
Zone. You will be nofified the cost when booking your trip.

How do | pay for my Paratransit trip?

e All customers can pay by cash using the exact fare at the time of service. Drivers
are not able to make change.

o Customers may also use a credit or debit card through the MyDART app. The
app must have the Paratransit payment option activated for first-time use. Call
DART Customer Service for assistance: 515-283-8100.

e Ifriding in a UZURV vehicle, customers may pay with their credit or debit card on-
board.

e Additionally, customers may also pay with personal check or DART tokens at the
time of service.

What are DART Paratransit’s service hours?
DART Paratransit operates with comparable hours to DART's Fixed Route bus service,
typically:

e S5am.to 11 p.m.onweekdays

e 46a.m.to 10 p.m. on Saturdays

e 7a.m.to7 p.m.onSundays

How far in advance can | book a Paratransit trip?
For Bus Plus trips in the Base Service Zone:
e Reservations will be accepted up to seven (7) days prior to the trip date.
e Passengers can schedule a trip up to 5 p.m. on weekdays and 4 p.m. on
weekends the day before the frip date.

For Bus Plus trips within the Premium Service Zone:
e Premium frips can be booked 48 hours prior to the requested frip time or up to
five (5) days in advance.
e Premium frips will be scheduled on a first-come, first-served basis, however
DART's priority will be to service ADA ftrips first.
e Premium trips are not ADA protected and therefore are not guaranteed.

Learn more about Paratransit reservations at rideDART.com/paratransit.

ABOUT THE PREMIUM SERVICE ZONE

What area is included in the Bus Plus Premium Service Zone?

The Premium Service Zone will cover the area not currently included in the Bus Plus Base
Service Areaq, to include service within the footprint of all of DART's member
communities. A map of the Premium Service Zone is available at
ridedart.com/Paratransit. With specific questions, please call DART Customer Service at
515-283-8100.

Are trips guaranteed?
Premium trips are not guaranteed as they are not ADA protected, and DART's priority will
be to service ADA trips first. For this reason, Premium trips will be scheduled on a first-
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come, first-served basis and can only be booked 48 hours prior to the requested trip fime
or up to five (5) days in advance, whereas ADA frips can be booked seven (7) days in
advance.

ABOUT FREE FIXED ROUTE RIDES

What all is included as part of the free Fixed Route rides for Bus Plus customers?

Bus Plus riders will have free access to DART's Fixed Route services, which includes Local
Routes and Express Routes. Bus Plus riders will need to show a Bus Plus ID confirming their
eligibility to utilize the free Fixed Route service.

How do | get a Bus Plus ID to utilize the free Fixed Route service?
Approved Bus Plus riders will need to initiate a request for a Bus Plus ID:

e Call DART Paratransit at 515-283-8136 to begin the process.

e All Bus Plus IDs must include a photo; you can submit an existing photo to
busplus@ridedart.com or schedule a time to have your photo taken with DART's
Customer Service.

e Bus Plus IDs will be available for pick up at the Customer Service window at DART
Central Station (620 Cherry Street, Des Moines) or can be mailed to customers if
preferred.

e Of note, only approved Bus Plus riders are eligible for this free Fixed Route service.
Learn more about the Bus Plus application process at ridedart.com/Paratransit.

When can | begin to use my Bus Plus ID to ride Fixed Route for free?
Bus Plus riders can begin to use their Bus Plus IDs to access the free Fixed Route rides
effective November 1, 2023.

I don’t have a photo to send for my Bus Plus ID. Can DART help with this?

Yes, you can schedule a time to have your photo taken for your Bus Plus ID by
contacting DART's Customer Service team: 515-283-8100.
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I am not able to come in-person to pick up my Bus Plus ID. Can DART help with this?
Yes, DART Customer Service can mail the Bus Plus ID to you. Please provide your mailing
address when speaking to DART Customer Service via phone at 515-283-8100 or via
email at busplus@ridedart.com.

What are some examples of when it would make sense to ride Paratransit?

If a rider needs assistance entering or existing the vehicle, it would be best to ride
Paratransit as the Fixed Route operators are not able to provide assistance.
Additionally, if the nearest bus stop is farther than the rider is comfortable traveling,
riding Paratransit could be preferred as this service is door-to-door accessible.

What are some examples of when it would make sense to ride Fixed Route?

If a trip is on or nearby DART's Fixed Route service with a bus stop that is accessible for
the rider, utilizing this service instead of Paratransit might make sense. However, the
decision to ride Fixed Route versus Paratransit is at the riders’ discretion based on their
own comfort level and the specific situation at-hand.

What resources are available to help me become more familiar with what it is like to
ride Fixed Route?
DART has several resources to offer:

e Tips for Booking & Riding the Bus

¢ More Rider Training Events Coming Soon*

e How to Read the Bus Schedule

*Please note, the set monthly rider training events are a classroom-style format and
open to the public.

ABOUT BUS PLUS CERTIFICATION

I am not an approved Bus Plus customer. Can | still take advantage of the free Fixed
Route services?

Unfortunately, no. The free Fixed Route service is exclusively available for approved Bus
Plus customers. You can learn more about the Bus Plus application process at
ridedart.com/Paratransit.

| am not an approved Bus Plus customer. Can | still take advantage of DART Paratransit’s
Bus Plus Premium Service Zone?

Unfortunately, no. The free Fixed Route service is exclusively available for approved Bus
Plus customers. You can learn more about the Bus Plus application process at
ridedart.com/Paratransit.

Where and how do | apply for Bus Plus status?

A new enrollee application went into effect on July 1, 2023, including a section
requiring verification of disability status from a medical provider or another qualified
professional. To start the eligibility process, prospective riders should fill out a DART Bus
Service Eligibility Form at ridedart.com/Paratransit.
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What if | don't have a medical or other qualified professional that can help me?

As needed, DART can help new Bus Plus applicants find a medical or other qualified
professional to verify their disability status for the application. Please call 515-283-8100,
then select Option O, to speak to DART Customer Service.

I don’t speak English. Is DART able to help me with my application?

In addition to English, the Bus Service Eligibility Form is available in tfranslated versions
including Spanish, Arabic and Viethamese at ridedart.com/Paratransit. For additional
assistance, please call DART's Customer Service team at 515-283-8100, Option 0.

I have fully completed the Bus Plus Eligibility Form. Where do | submit my application?
Once completed, the Bus Plus Eligibility Form can be returned several ways:
1. In-person at the Customer Service window at DART Central Station, 620 Cherry
Street, Des Moines
2. Email to busplus@ridedart.com
3. Faxto DART Customer Service at 515-283-8103
4. Mail to attn: DART Customer Service, 620 Cherry Street, Des Moines, |IA 50309

Do | need the internet or a printer to complete the Bus Plus application?

You do not need internet or a printer to complete the application. DART's Customer
Service team can provide printed copies of the application. Please stop in fo DART
Central Station and visit the Customer Service window at 620 Cherry Street, Des Moines.
Alternatively, the application can mailed for the customer to complete, and can also
be returned fully completed either in-person or by mail.

Does DART accept old versions of the Bus Plus application?

DART is no longer accepting versions of the Bus Plus application that were in use prior to
July 1, 2023. The Bus Plus application now requires certification of disability status from a
medical provider or other qualified professional. With specific questions, please speak
to DART Customer Service by phone at 515-283-8100 or in person at DART Central
Station’s Customer Service window located at 620 Cherry Street, Des Moines.

Can a DART Customer Service rep fill out the application on behalf of the applicant?
DART staff are not authorized to complete a Bus Plus application on behalf of the
applicant. Individuals filing out an application may have someone complete the
application on the individual’'s behalf.

Why do | have to recertify for Paratransit service?

The Americans with Disabilities Act (ADA), as defined in Part 37 — Transportation Services
for Individuals with Disabilities, states that a public transit entity, in this case, DART, may
require recertification of the eligibility of ADA paratransit eligible individuals at
reasonable intervals. Effective July 1, 2023, DART will require paratransit eligible
customers to recertify their eligibility every three (3) years.

I am an existing Paratransit Bus Plus service user. What will | need to do to recertify my
disability status every three years?

DART will share recertification instructions with existing Paratransit Bus Plus service users
prior to January 1, 2024, to confirm their continued eligibility for Paratransit services.
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