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FOREWORD

Out of a concern for equity and guided by its primary mission, which is to contribute to the well-
being of the population of Sherbrooke, the STS offers a paratransit service to nearly 4,000 people
deemed eligible under the Ministere des Transports du Québec's paratransit eligibility policy.

Thisguideisintended as a practical reference tool related to STS paratransit procedures and service
standards. It brings together all the information relevant to managing and planning paratransit-
customer rides.

The STS reiterates its commitment to meeting the mobility needs of Sherbrooke's population by
providing a service that is increasingly efficient, safe, and accessible to all, thereby promoting the
social, professional, and economic integration of people living with functional limitations.

Have a good trip!

Sociéte de transport de Sherbrooke

Efforts have been made to make this document gender inclusive. In those instances in which that
was not possible, the gender used is to be construed as encompassing all genders and gender
identities.
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INTRODUCTION

The STS paratransit service exists specifically to meet the transportation needs of persons with
reduced mobility who are registered users of this form of transportation under the eligibility criteria
set out in the Ministere des Transports du Quebec's eligibility policy for paratransit.

Three types of vehicles are used for public paratransit: minibuses, regular taxis, and adapted taxis.
The paratransit user's guide is intended to provide all the necessary information for booking and
using minibuses and cabs.

It is important to follow the procedures outlined in the following pages to ensure all customers
receive efficient and fair service.

REGISTERING FOR THE SERVICE

To be a registered STS paratransit rider, you must:

1. Answer all the questions in the first part of the eligibility application form prepared by the
ministere des Transports et de la Mobilité durable.

2. Have the medical part completed by a professional from the health and social services network
(as indicated on the form). This information should make it possible to assess the disability
associated with the handicap.

3. Return the completed form to this address:
Comite d'admissibilité
Transport adapté STS
895, rue Cabana
Sherbrooke (Québec) JIK 2M3

Committee Composition:
1admission officer representing the representative organization
3 representatives of persons with disabilities
1 representative of the health and social services network

You can obtain an eligibility application form by mail at the above address, by calling the STS
customer service department at 819-564-2687, or by e-mail at service.clientele@sts.gc.ca.
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YOUR CLIENT FILE

If you are registered for paratransit, it's important to report any changes that need to be made to
your file such as:

- change of address
- phone number

- medical condition

« mobility assistance

If you move outside the Sherbrooke area, you must send your file to your new transit provider by
submitting a written request to the STS, either by mail or by email at service.clientele@sts.qc.ca.

If you do not use paratransit for more than 2 years, your file will be automatically deactivated. The
STS reserves the right to request an update to your file before reactivating it.

SERVICE AREA

The STS paratransit service covers the territory of the City of Sherbrooke, including the following
boroughs:

Fleurimont;

Lennoxville;

Des Nations;

Brompton-Rock Forest - Saint-Elie — Deauville.

TRANSPORT SERVICE HOURS

Monday to Friday: 7:00 a.m. to 12:00 a.m.
Saturday and Sunday: 8:00 a.m. to0 12:00 a.m.

On statutory holidays, regular transport schedules are automatically cancelled and replaced with
occasional schedules. Clients who wish to travel during the applicable service hours on these days
must submit a specific occasional trip request (see the “"Specific Occasional Trip” section for more
details).
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Statutory Holidays for Paratransit and Service Hours:

January 1t 9:00 a.m. to 11:00 p.m.
January 2" 10:00 a.m. to0 12:00 a.m.
Good Friday: 8:00 a.m. t012:00 a.m.
Easter Monday: 8:00 a.m.to 12:00 a.m.
National Patriots’ Day: 8:00 a.m. to 12:00 a.m.
Quéebec National Holiday: 8:00 a.m. to 12:00 a.m.
Canada Day: 8:00 a.m. to0 12:00 a.m.
Labour Day: 8:00 a.m. to 12:00 a.m.
Thanksgiving: 8:00 a.m. to 12:00 a.m.
December 24: 8:00 a.m.to 1:.00 a.m.
December 25: 9:00 a.m. to 11:00 p.m.
December 26: 10:00 a.m. to 12:00 a.m.
December 31: 8:00 a.m. to 1:00 a.m.

On December 24 and 31, service ends at 1:00 a.m., meaning the last return trip will be at 1:00 a.m.

&) DISPATCH SERVICE HOURS

Monday to Friday: 7:00 a.m. to 6:00 p.m.
Saturday, Sunday, and statutory holidays: 8:00 a.m. to 12:00 p.m. and 1:00 p.m. to 4:00 p.m.

To contact dispatch:
By phone: 819 564-2687
By fax: 819 564-7151
By email: repartitionta@sts.qc.ca

Statutory holidays when paratransit dispatch service is not available:
Québec National Holiday (June 24)
Christmas Eve (December 24)
Christmas Day (December 25)
New Year's Day (January 1%)
Day after New Year's (January 2")
Easter Monday
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REGULAR TRIP REQUEST

A regular trip is a weekly or bi-weekly repetitive trip at a fixed time and place.

Examples:
- Departure at 9:00 a.m. from 1020 ... Street to the university, every Wednesday.
- Departure at 10:00 a.m. from 800 ... Street to Carrefour de I'Estrie, every other Thursday.

This request requires only one call to the dispatcher to inform them of your needs.
It can be made up to 14 days in advance.

If regular trip requests are repeatedly cancelled or modified, the company reserves the right to
change them to occasional trips after informing the client in advance.

After a prolonged cancellation of transport for one or more clients, a 10-day notice is required to
restore or modify the file for activities scheduled on a regular basis.

Once the request is confirmed, the client cannot change the origin, destination, or time.
If the client cannot make the trip, they must cancel at least 24 hours in advance or, if they wish to
make changes, they must cancel the trip and submit a specific occasional trip request.
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OCCASIONAL TRIP REQUEST

An occasional trip is a one-way or round trip on a given day. The client must spend
a minimum of 30 minutes at the destination (for example, going to the bank).

Requests must be made from 7 days up to 24 hours in advance. Please check if you have already requested a
trip for the same day to avoid conflicts with your new request (up to 6:00 p.m. the day before the trip request).

Reservations may still be accepted less than 24 hours in advance for unexpected trips or same-day travel.
However, they are not guaranteed, as they depend on available resources, just like all other trip requests.

B

i) ORGANIZATIONS

Organizationsplanninganactivitymustinformthedispatchservicebyemailatleast7daysinadvance,or
asearlyaspossible(beginningoftheyear),toallowproperassessmentoftheadditionalservicerequired.

This does not guarantee that the service will be added. Required service must fit within available
resources,anditispossiblethatclientsfromthesamegroupmaynotbetransportedonthesamevehicle.

After a prolonged cancellation of transport for one or more clients, organizations requesting to
restore or modify their file for regularly scheduled activities must allow a 10-day notice.
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RESERVATION PROCEDURE

> TRIP REQUEST

To contact dispatch:
By phone : 819 564-2687
By fax : 819 564-7151
By email: repartitionta@sts.qc.ca or via the website www.sts.gc.ca/reservationta

You must inform the dispatcher whether it is a regular or occasional trip request.

To reserve a trip, provide the following information for both the outbound and return trips:

1. Your name and file number

2. Desired day of the trip

3. Departure address

4. Exact destination address (location must be accessible)

5. Desired arrival time at the destination or desired departure time; e.g., arrival at 2:00 a.m. at the
University, departure at 3:30 p.m. from the Cégep (up to 6:00 p.m. the day before the trip request)

6. Your mobility: ambulatory or using a manual or motorized wheelchair

7. Your payment method
8. If accompanied, specify the companion(s)

With thisinformation, the dispatcher willassess the possibility of providing transport service based on
availablespaceandrequestedtimes.Ingeneral, theSTSdoesnotconsiderthepurposeoftheclient'strip.

However, in the event of a scheduling conflict, priority is given to trips for
work, medical appointments, studies, or a close family member’'s death.

A confirmed transport appointment becomes a reservation, and you are responsible for it.

The dispatcher will confirm a 20-minute boarding window (e.g., pick-up between 9:00 a.m. and 9:20
a.m.).The proposedtimemaydifferslightlyfromtherequestedtime,andyourflexibilityisappreciated.

You can submit an occasional trip request at any time via our website; WWWw.sts.gc.ca/reservationta

If you submit your reservation by email or fax, a confirmation will be sent back to you.
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>> RETURN ON CALL
Number to dial for return calls: 819 564-2687

In the case of a medical appointment, court appearance, or other exceptional reason,
the return trip will be arranged on call if it is impossible to set a fixed time in advance.

However, clients whose return trips cannot be scheduled may have to wait until a vehicle becomes
available. The waiting time can reach up to 60 minutes under normal circumstances. In all other
cases, the client must specify their return time.

>> REQUEST FOR MODIFICATION

You may request a modification to an already scheduled reservation.

The dispatcher can modify a reservation as long as the service is available
and the change does not compromise the routes already planned.

If the dispatcher cannot meet these conditions, the modification request will
be refused or placed “pending confirmation.” This also applies to same-day trip
requests. You will then have the option to keep the original reservation or cancel it.

This measure ensures that the requests of clients who booked from 7 days to 24 hours in advance
are respected.

>> CANCELLATION

To cancel a trip, contact dispatch:
By phone : 819 564-2687
By fax : 819 564-7151
By email: repartitionta@sts.gc.ca

It is mandatory to notify dispatch as soon as a cancellation is known; for example, due to
absence, illness, or vacation. If the client is absent, the driver will inform the dispatcher, who will
automatically cancel the return trip. Clients who wish to keep their return trip must submit a new
request to the STS dispatcher, who will grant it depending on same-day transport availability.

Whenever possible, do not wait until the day of the trip to
cancel, as this allows other clients to benefit from the service.
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If you realize on the day of the trip that you will not be able to use the transport, it is better to notify
dispatch rather than keep the reservation unused (no-show) or cancel at the door, in order to avoid
unnecessary vehicle trips and free up space for other clients.

>> PROCEDURE FOR UNUSED TRIPS (NO-SHOWS)
Repeated no-shows or missed trips may lead the STS to take certain measures, as described below.
A client intervention procedure has been in place since March 2014 to limit unused trips (no-shows).

After two no-shows within 7 days for regular and/or occasional trips, a first warning letter is sent
to the client.

After receiving the first warning letter, if the client has two more no-shows within 7 days, a second
warning letter is sent.

After receiving two warning letters for no-shows, any further occurrences will result in a
suspension letter being sent to the client.

In such cases:

- Clients with regular trips will be suspended for three months, and their trips will be changed
to occasional trips, meaning the client must make a reservation 24 hours to 7 days in advance.
If the client continues to have no-shows during the suspension period, they will be excluded
from booking for two weeks.

- Clients with only occasional trips will be excluded from booking for two weeks.
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24 USING THE SERVICE

The service rules apply to allmodes of transport used by the STS: minibuses, taxis, and adapted taxis.
Taxi drivers must signal their presence and assist the client when required, just like minibus drivers.

For the safety of clients with significant cognitive, intellectual, or psychiatric impairments,
the STS offers a “hand-to-hand” accompaniment service. This service means that the driver
takes responsibility for the client at the pick-up location, handed over by a responsible
attendant, and delivers the client to a responsible person at the drop-off location.

The responsible person for a client requiring the HAND-TO-HAND service must
indicate this at the time of admission or upon any change in the client's health status.

Norequestsrelated to trips will be accepted via the on-board communication system to maintain
client confidentiality. Drivers are not authorized to change the destination at the client'srequest.

If a client contacts the taxi company directly, they bear the full cost of the trip.

PICK-UP

You must be ready at the start of your scheduled pick-up window (e.g., if the dispatcher
confirmed a pick-up between 9:00 a.m. and 9:20 a.m., you must be ready at 2:00 a.m.).

Theminibusortaxidriver mustindicate their presence by attempting to contactthe clientuponarrival.
If you are not present, the driver will leave after receiving authorization from the dispatcher.

If an unexpected delay prevents you from being ready, you must inform dispatch,
which may ask the driver to wait a few extra minutes in exceptional cases.

If a driver does not arrive by the end of the scheduled window, the client must call dispatch at
819 564-2687 to report it.
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ACCESSIBILITY

ACCESSIBILITY: 3-Step Rule

STS provides a door-to-door accessible service. In a multi-unit building,
this means the main entrance, with no more than 3 consecutive exterior
steps. Minibus and taxi drivers must assist clients within these Ilimits.

All pick-up and drop-off locations must be accessible. You must know in advance the number
of exterior steps at your destinations; if there are more than 3 steps, including any landing,
you must be able to navigate them alone or with help from someone other than the driver.

Clients using a motorized wheelchair must go to locations with a ramp or a ground-level door
threshold.

ACCESSIBILITY: Clear Entrances in Winter

Entrances must be cleared of show and ice, and abrasives
applied to hazardous areas before the driver’'s arrival.

STS will assess the accessibility of locations on a case-by-case basis during major snowstorms.

However, for safety reasons, STS reserves the right to suspend operations during major storms or
other justified circumstances.
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ACCOMPANIMENT

In exceptional cases, the STS may provide additional assistance to certain clients. These
clients must submit a written request, justified by a professional from the Health and Social
Services Network, to the Eligibility Committee, which will evaluate the request’s relevance.

For urgent requests, the chairperson of the Eligibility Committee
is authorized, exceptionally, to make temporary decisions.

The only additional services that may be offered are:

1. Locking or unlocking doors
2. Turning lights on or off
3. Removing or putting on coats

>> OPTIONAL ACCOMPANYING PERSON

Some people do not necessarily require physical or psychological assistance during
their trips but may still choose to be accompanied when using paratransit services.

This optional accompaniment means the accompanying person must pay for their
ride, and the paratransit service cannot guarantee a spot in the vehicle at the time
of reservation. However, STS must confirm as soon as possible whether a spot
will be available for the chosen person, for both the outbound and return trips.

For practical reasons, only one accompanying person is allowed per admitted client.

>> PARENTAL RESPONSIBILITY

Within the scope of parental responsibility, any client admitted to
paratransit may travel with their child or children aged 13 and under.

Additionally, a child with a disability aged 13 or under may travel with their responsible guardian
(mother, father, caregiver, or tutor), and, if applicable, another immediate family member aged 13
or under, provided that even with their presence, the child could not use regular public transit.

Furthermore, any child 5 years old or younger, who is eligible for paratransit, must be accompanied
by a responsible person aged 14 or older on all trips. This person must pay for their ride.

Finally, when a client travels with a child or their guardian, the guardian and any child over 11 years
old must pay for their ride. Their spot in the vehicle must be confirmed at the time of reservation.

Safety regulations under the Highway Safety Code regarding seatbelt use (Articles 396 and 397)
must be respected at all times.
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>> MANDATORY ACCOMPANYING PERSON

The requirement for accompaniment is determined by the Eligibility
Committee based on the difficulties the applicant encounters during travel.

The accompanying person must be responsible, at least 14 years old, and
able to assist the person with a disability while the driver operates the vehicle.

In all cases of mandatory accompaniment, the accompanying person's spot is guaranteed in
the vehicle at the time of reservation, and they do not have to pay for their ride.

SERVICE / GUIDE DOG

During trips, clients may be accompanied by a service or guide dog. The dog helps compensate for
a limitation. In minibuses, the dog must be secured. You must indicate the presence of a service dog
when making your reservation.
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SAFETY

For safety reasons, all paratransit clients must wear a seatbelt in minibuses
and taxis. Clients using a wheelchair must have a metal-buckle seatbelt
attached to their wheelchair, which must also have secure anchoring points.

Before boarding the hydraulic lift, the driver must ensure the seatbelt is properly fastened.
If the client is unable to fasten their seatbelt, the driver must do it for them.
Tricycle or quadricycle wheelchairs are allowed on paratransit vehicles unless
otherwise indicated. The user of such a wheelchair must be able to position

themselves on the lift and transfer independently to a vehicle seat once aboard.

The tricycle/quadricycle wheelchair must have a metal-buckle seatbelt and anchoring points
to secure it to the vehicle floor.

TROUBLESHOOTING

STS will not transport empty or defective wheelchairs, tricycles, or quadricycles, except for a
wheelchair needed by a hospitalized client during their hospital stay.

LUGGAGE, GROCERY, OR SHOPPING BAGS

Only luggage or grocery/shopping bags that do not require driver assistance or extra space
are allowed on board (generally two bags per person that the client can carry themselves).
For clients in wheelchairs, bags must be placed on the back of the wheelchair so they do not

interfere with securing the wheelchair with straps. STS reserves the right to check on site to ensure
safety.
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:J SNOW OR ICE STORMS

During a major snow or ice storm, clients will be informed of service
cancellations via local radio and our online platforms (website, Facebook, etc.).

STS will ensure the return of clients who have already left home. Clients may notify dispatch if the
entrance is not cleared.

NO SMOKING ON BOARD

In accordance with the Law on Tobacco Control and for safety reasons, it is strictly forbidden to
smoke or vape on STS vehicles. This applies to drivers, clients, and any other persons on board.

FARE POLICY

The payment methods and fare schedule in effect for STS public transit apply;, consult
the website at www.sts.qc.ca. Fares must be paid in full on board. Otherwise, STS
reserves the right to refuse access to the vehicle. This ensures standardization of service.

When paying in cash, clients must provide the exact fare, as drivers do
not give change in minibuses or taxis, and STS will not reimburse the
difference. Drivers are not authorized to accept tips or issue receipts.

STS recommends that clients using personalized passes obtain their monthly pass before the start
of each month. Monthly passes are available for reload starting the 20th of the preceding month.
With prior arrangement with STS, the monthly pass may be digitized.
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TO REMEMBER

>> ASSISTANCE PROVIDED BY THE DRIVER

The assistance corresponds to immediate boarding maneuvers. You must be able to move on
your own, but you can rely on the driver’'s help when necessary (e.g., offering an arm) for:

Getting in or out of the vehicle
Crossing the distance between the vehicle and the accessible exterior door
Crossing the doorway threshold at the origin or destination

If you cannot climb or descend steps at the origin or destination, you must have help from
someone other than the driver.

The driver is not authorized to use an elevator or stairs to pick you up or drop you off at a floor.
The driver cannot wait for you or modify your reservation.

STS may provide additional assistance to certain clients. These clients must submit a written
request, justified by a professional from the Health and Social Services Network, to the Eligibility
Committee, which will evaluate the request.

The only additional services that may be offered are:
1. Locking or unlocking doors

2. Turning lights on or off

3. Removing or putting on coats

>> ASSISTANCE PROVIDED BY THE DRIVER

Make sure you know in advance the accessibility of the buildings you will visit:

If you use a manual wheelchair, there is no access ramp, and there are more than three
consecutive steps, you must be able to navigate the obstacle alone or with assistance from

someone other than the driver.

If you must remain in your wheelchair, there must always be a ramp at both the origin and
destination.

Non-transferable wheelchair users: A ramp is mandatory at both pick-up and drop-off locations.
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>> USING A WHEELCHAIR IN A TAXI

If you use a wheelchair and travel by taxi, you must be able to transfer independently from your
wheelchair to the taxi seat, without the help of the driver or an accompanying person. The driver
will fold and store your wheelchair in the vehicle's trunk.

If you cannot perform this maneuver, your trips will always be provided by minibus or
accessible taxi.

5> PUNCTUALITY

STS strives to provide the most punctual service possible, but due to the door-to-door nature of
the trips, respecting the schedule requires flexibility from the client.

>> IN CASE OF AN ACCIDENT

If an accident occurs during a trip, the reservation center will do its best to contact your relatives.
If you are injured during an STS trip, you must:

Inform the driver, who must contact their supervisor.

Consult a doctor.

Call Customer Service to report the incident.

Contact the Société de I'assurance automobile du Quebec (SAAQ) at 1-800-361-7620 to open
a file.

N

USER MANUAL FOR THE PARATRANSIT SERVICE n



COMPLAINTS, SUGGESTIONS,
COMMENTS, AND INQUIRIES

Customers who file complaints help improve the service and should not fear losing their right to
access to the service in any way Complaints, comments, suggestions, and inquiries can be made
by telephone, mail, or e-mail as indicated below:

Customer service

Société de transport de Sherbrooke (STS)

895, rue Cabana

Sherbrooke (Quebec) J1K 2M3

Phone: 819 564-2687

Business hours: Monday to Friday from 8:00 am to 4:30 p m
Email: service.clientele@sts.gc.ca
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STS SALES OUTLETS

E i-E E You can purchase the various STS transit passes at our authorized retailers.

"
[=]

" Check the full list at:
1 www.sts.gc.ca/tarifs/points-de-vente
or scan the QR code.

PARATRANSIT QUALITY POLICY

Complying with the practices established in the Paratransit User Guide.

—

Welcoming clients throughout their journey with respect, attentive listening, and courtesy.
Using clean, comfortable vehicles that comply with current regulations.

Responding to reservation requests promptly and offering alternative time slots when necessary.
Allocating paratransit services that respect the client’s limitations and available resources
Being punctual and assisting the client during the confirmed boarding window.

Minimizing travel time aboard our vehicles according to the regular route.

Driving safely and complying with the Highway Safety Code.

0V O N R NN

Ensuring the client is accompanied to the destination door or handed over to a responsible
person when required.

10. Providing ongoing training for all personnel involved.

1. Conducting thorough follow-ups and responding to complaints and feedback within a
reasonable timeframe.

12. Reevaluating services based on feedback from drivers, dispatchers, customer service, and
during discussions with the paratransit consultation committee.
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