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Transit Advisory Committee 
Wednesday, August 15, 2018, 5:30 PM 

Visalia Transit Suite 301 
425 E Oak Avenue, Visalia, CA 93291 

 
 
AGENDA   
 
Approx.  

Time:  ACTIVITY:  Regular Meeting 

 

5:30 p.m. Call to Order, Introductions 

 

5:32 p.m. Public Comment: This is the time set aside for the Committee to receive public comment on 

issues which are not already included as public testimony items on the agenda. Public 

comment regarding items on the agenda may be open to public comment prior to the 

committee’s discussion of the agenda item and before any action is taken on the agenda 

item. 

The Members ask that comments are kept brief and positive. In fairness to all who wish to 

speak, each speaker will be allowed three minutes. Please begin your comments by stating 

and spelling your name and the street you live on. 

 

 

ACTION ITEMS: 

 

5:35 p.m. Review & Approval of Minutes from July 2018 Meeting (Vote to Approve) 

 

5:40 p.m. Review Monthly Reports (Call for Questions) 

Visalia Transit Monthly Report   

  MV Monthly Report 

  Marketing Report  

 

5:50 p.m. Service Denial Policy – Review and Comment on Draft (Vote on TAC Recommendation) 

   

 

6:10 pm Review Scope of Specialized Security Bid (Vote on TAC Recommendation) 

 

    

 

6:25 p.m. Items of Interest/Request for Future Agenda Items 

 BEB’s to Council on August 20th 

 Annual Ridership Report – September 2018 

 First Transit Presentation of Goals for Visalia Site – October 2018 

     

6:30 p.m. Adjourn General Meeting 

 
NEXT MEETING TO BE HELD: September 19, 2018 at the Transit Center: 425 E. Oak Avenue, Suite 201, Visalia, 

CA 
 Hearing-Impaired: Call (559) 713-4900 TDD 24 hours in Advance of the scheduled meeting time to request signing services. 
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 Visually Impaired: If enlarged print or Braille copy is desired, please request in advance of the meetings and services will be 

provided as soon as possible. 

 

VISALIA TRANSIT WILL PROVIDE FREE DIAL-A-RIDE SERVICE HOME. PLEASE MAKE YOUR RESERVATIONS IN 

ADVANCE. 

 

Any written materials relating to an item on this agenda submitted to the Transit Advisory Committee after distribution of the agenda 

packet are available for public inspection in the Transit Office, 425 E Oak Ave., Suite 301, Visalia CA 93291, during normal business 

hours. 
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Transit Advisory Committee 

Wednesday,  

August 15, 2018 

Held at City of Visalia Administration, Main Conference Room 

220 Santa Fe Oak Avenue 

Visalia, CA  93291 

 

Action Minutes: 

July 18, 2018 

Meeting called to order: 5:30 PM 

 

MEMBERS ATTENDING: Chairperson: Michael Esquibel (ME), Vice Chairperson: Karen Varner (KV), Ed 

Jones (EJ), Glen Stewart (GS), Jim Runyon (JR), Albert Aguilera (AA), and Derek Davis (DD)                                                                                                                                                                                                               

 

MEMBERS NOT PRESENT: None 

 

CITY STAFF PRESENT: Melody Murch (MM), Christine Chavez (CC) and Dustin Ponciano (DP) 

 

GUESTS: Charlotte McGowan (CM), Anthony Taeza (AT), Sue Shaw (SS), and Barbara Barns (BB) 

 

CALL TO ORDER: ME called the meeting to order and asked all attendees to introduce themselves in seating 

order. 

 

PUBLIC COMMENT:  None Received 

 

APPROVAL OF June 20, 2018 MINUTES:  AA motioned to approve the minutes as written.  The motion 

was seconded by JR.  Motion approved 7-0. 

 

REVIEW MONTHLY REPORTS:  The Visalia Transit, MV and Marketing Reports were reviewed by TAC 

members prior to the meeting.  No questions or changes were brought and no action was taken.  

 

TRANSIT POLICY UPDATES:  The Service Refusal Policy was tabled and will be brought to the August 

2018 meeting. 

 

AUGUST 4, 2018 FARE INCREASES AND FIXED ROUTE CHANGES:   

 CC presented a summary of all route and fare changes which will occur on August 4, 2018.  

 BB requested an additional stop be placed along Road 308 in Goshen to prevent the need for school 

children to cross traffic.  She also asked if the time tables allowed enough time for the boarding of ADA 

passengers. 

 CC stated that she would pass BB’s concerns on to Tulare County who is responsible for the installation 

of Goshen stops.  She also stated that route changes were planned based upon ridership counts and that 

boarding time for ADA passengers was taken into account. 

 SS and DD expressed frustration with a lack of public noticing for the changes before they were made.  

DD asked how the people who use the bus loops being cut at the end of the day would get home.   

 MM reminded the TAC that the Short Range Transit Plan (SRTP) was reviewed by the TAC before 

being adopted by Council.  Also, that the route and fare changes resulting from the SRTP were reviewed 

with the TAC before being taken to the Council for approval and that public comments were taken by 

the Council before the changes were approved on January 16, 2018 and March 5, 2018.  MM stated the 

TAC item tonight is for public information and that the changes have already been approved. 
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 SS stated that passengers who can’t get back home will just stay home. 

 CC reminded everyone that the Dial-A-Ride (DAR) will still be available to the end of the transit day for 

ADA certified customers, and on-demand requests and that the route cuts will not affect that service. 

 SS asked if the DAR is available on weekends and CC responded that the DAR is available during all 

hours of Fixed Route service which includes weekends. 

 Various attendees expressed concern that the changes will affect ridership. 

 GS suggested the city consider the use of a Micro Transit program. 

 

ITEMS OF INTEREST:  

 The new seat belt law (effective July 1, 2018) and new VT cargo policy have been implemented. 

 One of the new Battery Electric Buses are planning to be brought to the Council work session on August 

20, 2018. 

 

REQUEST FOR FUTURE AGENDA ITEMS: 

 Annual Ridership Report for 2017/18 to be presented in September 2018. 

 Presentation from First Transit Management requested for October 2018, and to conduct the meeting at 

the Operations and Maintenance Facility. 

 

Meeting was adjourned at 6:41 p.m. 

 
Minutes prepared by Melody Murch. 

 

Committee Attendance (last 12 months) 

 
 

“In order for a commission/committee to meet, conduct business and take action, a quorum must be present. A quorum is 

generally defined as a majority (one more than half) of appointed members to the particular advisory body.” As such, the 

Transit Advisory Committee, which has nine appointed positions, must have a minimum of five members present to reach 

a quorum. 

 
Effective April 1, 2012, excessive absenteeism, which is defined to mean missing three consecutive regular meetings or four 

regular meetings in a 12 month period, shall constitute resignation of the member and the member shall be considered 

removed from the advisory board. 
 

 

  

Aug Sep Oct Nov Dec Jan Feb Mar Apr May June July

2017 2017 2017 2017 2017 2018 2018 2018 2018 2018 2018 2018

Albert Aguilera A P P P P P P A P P P

Derek Davis P P P A A P P P P P A P

Ed Jones P P P P P P P P P P P P

Glen Stewart P P P P P P P P P P P P

Jim Runyon P P P P P P

Karen Varner P P P P P P P P P P P P

Michael Esquibel P P P P P P P P P P P P

Member Name
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TRANSIT DIVISION 

JULY 2018 ACCOMPLISHMENTS 
        

Call Center: 

 Call Center staff took a total of 1,751 calls during the month of July. This is 6.66% decrease over the 

previous year. In addition to taking calls, Greenline staff has been assisting with the transition to 

Syncromatics by monitoring live bus information for discrepancies, running reports, and assisting 

customers with accessing and using the new resources. 
 

Council Items / RFPs: 

o 7/16/18: DAR Purchase award 

o 7/16/18: TAC Reappointments 

o 7/16/18: DTV POA Security Contract Award 
 

ITS Project – Transit staff continues to educate passengers about the new technology available to them and 

transition them to automated bus tracking systems. Throughout the month of July, there were 1,207 visits to 

VisaliaTransit.info, 2,049 text-to-track messages sent, and 3,501 calls made to the IVR system, for a grand total 

of 6,757 inquiries to passenger information systems (excluding Greenline). 
 

Marketing – During the month of July, marketing efforts focused on social media. Social media focused on 

rider alerts / detours, V-LINE, ongoing Construction, Rider Rewards, Keep Moving Visalia, and Sequoia 

Shuttle. Rider Rewards vendor giveaways, reached 5,000 people throughout the month of July. Combined 

followers on Facebook, Instagram, and Twitter grew by 99 in July for a total of 15,631 followers across all 

platforms. 
 

 

Project Updates 

 

Charging Stations – The contractor constructing the Charging Stations for our new Battery Electric Buses 

(BEB’s) has been given the notice to proceed.  The completion of this project is projected for October 2018.  

These buses were delivered the week of June 25
th

 and a temporary charger is being provided by Proterra for 

their charging until the permanent charging stations are completed. 

 

Generator Install – A notice of completion for this project was approved by the City Council on August 6
th

 

2018. 

 

Operations RFP (17-18-23) - This contract has been executed and work has begun on a mobilization plan for 

the turnover on October 1, 2018.  The new contractor, First Transit, has begun the application and hiring 

process, providing an opportunity for all existing MV employees to continue working on the VT contract.  Two 

bids were received on RFP 17-18-80 for the turnover maintenance audit and an award of this contract will be 

completed in August 2018.  The turnover audit will be performed during the month of September 2018. 

 

Sequoia Shuttle Service - Marketing materials, including several print ads, blog posts, social media 

promotions, eBlasts, and digital banner ads, were all produced during the month of July. Combined social media 

followers across all platforms (Facebook, Instagram, and Twitter) currently total 26,037. 
 

Short Range Transit Plan (SRTP) Implementation- Route and Fare changes were implemented on August 4, 

2018. 

 

TAC Reappointments - The Reappointment of TAC members Derek Davis and d Michael Esquibel were 

approved by Council on July 16, 2018. 

 

Transit Funding –  
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 The City of Visalia has applied for a Bus and Bus Facilities grant (5339b) for the replacement of the two 

large 35 foot buses in service on the V-LINE. 

 Transit Staff has applied for Low No (FTA 5339c) Grant Funding for the planned purchase of 7 new 

Battery Electric buses in 2019/20.  Awards for this funding should be announced in September 2018. 

 
 

V-LINE – V-LINE had a total of 1,335 passengers during the month of July. Marketing efforts included digital 

ads, travel pre-roll and social media promotions focused on commuting, Fresno State students, and stop 

locations in Fresno. Social media followers increased by 119 in July and totaled more than 6,556 followers on 

Facebook, Twitter, and Instagram combined.  
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TRANSIT DIVISION 

JULY 2018 ACCOMPLISHMENTS 
 
 

 

 

 

 

 

 

 

 

 
 

 

 

 
 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

  

 

 

 

Fixed Route July 2018 July 2017 Difference % Change 

Ridership 99,544 98,770 774.00 0.78% 

Passengers per Hr. 9.30 9.51 .21 -2.18% 

Revenue Hrs. 10,682.70 10,388.90 293.82 2.83% 

FY-YTD Ridership 99,544 98,770 774.00 0.78% 

Dial-A-Ride July 2018 July 2017 Difference % Change 

Ridership 3,032 2,924 108.00 3.69% 

Passengers per Hr. 2.80 3.1  .33 -10.46% 

Revenue Hrs. 1,076.60        935.0  141.59 15.14% 

FY-YTD Ridership 3,032 2,924 108.00 3.69% 

V-LINE July 2018 July 2017 Difference % Change 

Ridership 1,335 1,253 82.00 6.54% 

Passengers per Hr. 2.60 2.5 .11 4.55% 

Revenue Hrs. 506.90 503.8 3.07 0.61% 

FY-YTD Ridership* 1,335 1,253 82.00 6.54% 

Sequoia Shuttle July 2018 July 2017 Difference % Change 

Route 1: Giant Forest 158,480 140,185 18,295 13.05% 

Route 2: Moro Rock/Crescent 101,366 94,108 7,258 7.71% 

Route 3: Wuksachi 35,046 13,712 21,334 155.59% 

Route 4: Wolverton 19,652 29,303 9,651 -32.94% 

External 4,452 3,974 478 12.03% 

Season Ridership 318,996 281,282 37,714 13.41% 

 July 2018 July 2017 Difference % Change 

HOP 21 26 5 -19.23% 

Call Center Calls 1,751 1,876 125 -6.66% 

Complaints 33 30 3 10.00% 

Preventable Accidents 4 4 0 0% 

Advertisements on Bus July-18 Sold for 7/18 –06/19 YTD 

 
   $10,536.75     $10,536.75     
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MV TRANSPORTATION, INC. 

525 N. Cain Street | Visalia, CA   93292 

P 559-713-4754 | F 559-713-4956 

www.mvtransit.com 

TAC Report provided by MV Transportation 
 
July, 2018 
 
Safety: 
 

 Safety Meeting was held in July.   
o Topics discussed: 

 Driving while distracted 
 Seatbelt law 

 
Operations/Maintenance: 
 

 We have had a total of 5 non-preventable incidents since our last meeting.  We 
have had 3 preventable incidents.  There was 1 passenger incident, 5 fixed 
objects,1 hit and run and 1 vehicle backed into us. 

 Road construction continues to detour Route 6 out of Goshen. 
 
Customer Service: 
 

 32 complaints for the month of June 
o Schedule    1 
o Courtesy  12 
o Bus Stop    0 
o Route Concerns   0 
o Safety     4 
o Vehicle    4 
o Other     11 
o  

 All complaints during the month of July have been closed out. 



 

Demographic:  
Ages 18-64  |  65% Women, 35% Men 
Impressions: 174,149 
Engagement Rate: 6.8%

Last 
Month

This 
Month

Difference %

Facebook 13,925 14,012 87 0.7%

Twitter 669 674 5 0.7%

Instagram 938 945 7 0.7%

Monthly Marketing Report

JULY 2018
Visalia Transit 
Monthly Marketing Recap Report

FOLLOWERS TOP MONTHLY Visalia Transit 
FACEBOOK POST

2%
2%

96%

Facebook
Twitter
Instagram

Demographic:  
Ages 18-54  |  57% Women, 43% Men 
Impressions: 3,454 
Total Number of Likes: 211

Demographic:  
Ages 25-54  |  38% Women, 62% Men 
Impressions: 4,241 
Engagement Rate: 2.03%

The top Rider Rewards post in July gave away a dozen 
donuts from Al’s Donuts. The overall top performing post in 
July was a photo of a bus driving down a street that 
encouraged followers to send in photos of their 
destinations. This post reached 29k people and garnered 1k 
reactions and 591 post clicks.

IMPRESSIONS BY PLATFORM

TOP MONTHLY Rider Rewards 
FACEBOOK POST 

Impressions: 8.7k

Reach: 5k

Engagement: 685

Impressions: 74k

Reach: 29k

Engagement: 1.6k

FACEBOOK ADVERTISING

Budget Results Impressions Cost per 
Result

June $1,814 3,072 139,445 $0.59

July 1,803 2,622 152,998 $0.69



 

Monthly Marketing Report

July 2018
V-LINE 
Monthly Marketing Recap Report

FOLLOWERS TOP MONTHLY FACEBOOK POST

IMPRESSIONS BY PLATFORM

Demographic:  
Ages 18-65+  |  69% Women, 31% Men 
Impressions: 50,200 
Engagement Rate: 8.42%

Last 
Month

This 
Month

Difference %

Facebook 5,971 6,085 114 1.9%

Twitter 161 165 4 2.5%

Instagram 305 306 1 0.3%

FACEBOOK ADVERTISING

Impressions: 23k

Reach: 9k

Engagement: 927

2%
6%

92%

Facebook
Twitter
Instagram

Demographic:  
Ages 25-44  |  54% Women, 46% Men 
Impressions: 1,032 
Total Number of Likes: 74

Demographic:  
Ages 35-44  |  47% Women, 53% Men 
Impressions: 3,453 
Engagement Rate: 1.2%

In the month of July, the focus was travel for V-LINE. Most 
of our page likes were garnered from our travel centric 
audience. This is partially due the V-LINE contract with 
FSU not being approved until mid-month. The unspent 
student likes budget in July will rollover into August. The 
top post (pictured above) was shared a total of 41 times 
in July. 

Budget Results Impressions Cost per 
Result

June $1,563 1,327 81,671 $1.17

July $909 1,108 42,966 $0.82



Monthly Marketing Report

July 2018Projects 
Monthly Marketing Recap Report

Projects– 
 Visalia Transit & V-LINE 

Materials developed in the month of July 
include: 

Visalia Transit 

• Social Media Management 
• Social Media Advertising 
• Rider Rewards 
• Social Media Promotions- Rider 

Rewards Giveaways 
• Farebox Decals for Fare Increase 
• How-To Videos 

• How to Ride 
• Technology 
• Passes 
• Dial-a-Ride 

V-LINE 

• Social Media Advertising (Student) 
• Social Media Advertising (Travel) 
• Digital Advertising (Travel) 
• Social/Digital Ad Creation (Student) 
• Social/Digital Ad Creation (Tavel) 



 

Monthly Marketing Report

July 2018
Sequoia Shuttle 
Monthly Marketing Report

FOLLOWERS TOP MONTHLY FACEBOOK POST

Demographic:  
Ages 25-54  |  68% Women, 32% Men 
Impressions: 170k 
Engagement Rate: 5.76%

Last 
Month

This 
Month

Difference %

Facebook 23,941 24,588 647 2.7%

Twitter 374 380 6 0.8%

Instagram 1,064 1069 5 0.6%

Facebook Advertising

Demographic:  
Ages 25-54  |  66% Women, 34% Men 
Impressions: 4.8k 
Engagement Rate: 5.17%

Demographic:  
Ages 25-54  |  44% Women, 56% Men 
Impressions: 2.4k 
Engagement Rate: 2.89%

Gross 
Budget

Results Impressions Cost per 
Result

June $1,500 32,769 182,456 $0.05

July $1,500 40,786 132,584 $0.21

Budget Clicks Impressions Cost per 
Click

June $2,575 786 237,784 $3.28

July $2,657 1,159 245,230 $2.29

Website Analytics

Total Page Views New Users

June 29,906 80.6%

July 32,414 78.9%

Impressions: 20.5k

Reach: 12.1k

Engagement: 2.3k

The top post for the month of July asked 
Facebook fans to submit their guess of how tall 
they think the pictured Giant Sequoia is. With 
the help of paid advertising, the post garnered 
more than 20k impressions and reached a little 
over 12k people. 

E-blasts

Sends Opens Clicks
Last Month 
Newsletter 

Sign-Ups

This Month 
Newsletter 

Sign-Ups

- - - 83 34

Digital Advertising 
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July 2018Sequoia Shuttle 
Monthly Marketing Report

Projects– 
Sequoia Shuttle 

Materials developed in the month of 
July include: 
   
• Public Relations Outreach 
• Influencer Planning/Outreach 
• Influencer Itinerary/Management 
• Blog Writing/Posting  
• Digital Video Ads 
• Social Media Advertising  

• General 
• Family-Focus  

• Social Media Management 
• Visalia Times Delta Ad- Media 
• Movie Ads- Media 

Projects
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September 1, 2018 
 
TO:   All Transit Personnel and Contractors 
 
COPY: Mario Cifuentez, Deputy City Manager  
 
FROM:  Melody Murch, Interim Transit Manager 
 
SUBJECT: Service Denials Due to Rider Conduct 
 
 
Purpose:  
 
The purpose of this policy is to provide guidance for Visalia Transit personnel and 
contractors (VT Staff) on the circumstances under which service may be denied.  The 
goal of this guidance is to provide a safe and pleasant travel environment for 
passengers and drivers while protecting the rights provided by the Americans with 
Disabilities Act (ADA), which prohibits discrimination and ensures equal opportunity and 
access for persons with disabilities and Title VI of the Civil Rights Act which prohibits 
discrimination based upon race, color, national origin, disability, age or sex. 
 
Policy Statement:  
 
Visalia Transit (VT) passengers are expected to follow all VT rules of conduct to the 
best of their ability and to display good behavior, decorum, and respect for others. Any 
individual refusing to follow VT rules of conduct, engaging in violent, seriously 
disruptive, or illegal behavior, or representing a direct threat to the health or safety of 
others may be denied service.  Willfully disruptive passengers will not be tolerated on 
VT vehicles and may be denied service at the discretion of VT Staff.  
 
Guidelines for Denial of Service: 
 
For the purpose of this policy, “Rules of Conduct” refers to all VT policies, including but 
not limited to, Transit Center Policies posted in the lobby of the Visalia Transit Center 
(TC), all VT policy memos, and the standards set within all applicable local, state, and 
federal law or ordinances.  All current VT specific policies are included in this document 
as Appendix A.   
 
Examples of prohibited Behavior 
 

 VT rules of conduct exist to provide a framework of proper behavior while using 
VT services.  VT Staff should use their best judgement as to the severity of the 
behavior and whether it amounts to a violation of VT rules which needs to be 
addressed.  A customer who is informed of a rule of conduct and asked to 
comply is expected to do so.  A refusal to comply with VT rules of conduct is 
grounds for a one-time refusal of service.   
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A service denial based upon violation of VT rules requires 
the person to understand the rules and to willfully disobey.  
For example; a person with Tourette’s syndrome may make 
involuntary profane exclamations which are beyond their 
ability to control or stop.  The involuntary behavior of an 
ADA customer is not grounds for refusal of service. 
 

 Violent behavior is any aggressive, physically threatening or abusive behavior 
towards others or damaging to VT property and must be addressed immediately 
by the use of established procedures for calling emergency assistance.   
 

 Seriously disruptive behavior may include but is not limited to loud yelling, 
seriously uncontrolled children and the offensive and repeated use of profane 
language towards VT Staff or fellow customers.  VT Staff must use their best 
judgement as to what level of disruption is “serious”.  Any behavior which is 
causing a disruption of service (stopping the bus from proceeding on the 
assigned route) is to be considered seriously disruptive.   
 

For example; an ADA customer may be subject to 
involuntary behaviors which may be disconcerting to fellow 
customers, but not constitute disruptive behavior.  Disruptive 
behavior must be willful and under the control of the 
individual in question. 
 

 Illegal behavior is any violation of local, state or federal law or ordinance 
occurring on VT property. If a customer is informed that an activity is illegal and 
stops the activity, no further action need be taken unless injury to a person or 
property has occurred.  VT Staff should use their best judgement as to when 
emergency assistance should be requested. 
 

 Threats to health or safety may include but are not limited to bringing 
aggressive animals onto VT property or exposing fellow passengers to 
unsanitary conditions.  An individual who carries vermin (fleas, lice, etc.) on their 
person or in their belongings and/or cargo, or who leaves bodily fluids on 
surfaces which they come into proximate contact with is considered a threat to 
the health and safety of others.   
 

To Clarify; while providing service to a person with personal 
hygiene issues may be unpleasant for other customers, an 
individual’s odor is not a basis for denial of service. 

 
Proper Procedures for One-Time Denials of Service 
 
The following procedures will be followed by all VT Staff when addressing a violation of 
VT rules of conduct. 
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 In the event that a passenger is violating VT rules of conduct, or engaging in 
violent, seriously disruptive, or illegal behavior, or representing a direct threat to 
the health or safety of others, the VT Staff shall request that the individual stop 
the behavior immediately.  (Exception: If the VT Staff does not feel they may 
safely approach the individual they must use their own established procedures 
for calling emergency assistance.) 
 

 In the case of an unsanitary condition presenting a threat to the health and safety 
of patrons, the passenger may be asked to correct the condition before 
accessing VT services. 
 

 If the passenger continues the objectionable activity, the VT Staff will deny 
service or ask the individual to leave the premises.  In the case of a bus 
passenger, the VT Staff will report the incident to Dispatch, stop the bus, and ask 
the passenger to exit the vehicle. (Dispatch will use good judgment in assessing 
the situation and may call for emergency assistance, if prudent.) 
 

 Any denial of service will be recorded by VT Staff and reported to the Transit 
Manager (TM) weekly.  Denials of service for which result in a call for police 
response must be reported to the TM within twenty-four (24) hours or on the first 
business day after the service denial occurs.  
 

 Customers denied service on a one-time basis may continue to access VT 
services provided they stop the offending conduct which caused the service 
denial.   
 

 Customers who have been denied service should be encouraged to contact the 
City of Visalia Transit Office located within the Transit Center (at 425 E Oak 
Avenue, Visalia, CA 93291) or visit www.visaliatransit.com  to report the incident 
if they believe they have been treated unfairly or discriminated against. 
 

 Extreme or repeated disruptive behavior may be grounds for passenger 
suspension, which is a denial of service for a specific period of time.  

 
Proper Procedures For Suspension of Service 
 

 Denials of service will be recorded and investigated to determine which of the 
following categories they fall into: 
 

o Valid one-time service denials resulting from poor passenger conduct. 
o Repetitive patterns of valid service denials to the same customer requiring 

a suspension of that particular customers transit services for a period of 
time.  

o Invalid one-time service denials requiring additional training for VT Staff, 
or disciplinary action. 

o Discriminatory service denials in violation of the ADA or Title VI requiring 
written documentation of all investigation findings and resolution, including 
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any disciplinary actions taken and resulting changes in policies or 
procedures to prevent any reoccurrence. 

o Service denials which result from the unsanitary condition of an individual 
causing a health and safety risk for others.  These service denials will be 
reported to the proper authorities to be investigated for the possibility of 
abuse or self-neglect. 
 

 When a repetitive pattern of valid service denials for a particular customer is 
found, VT Staff will suspend service to this customer for a period of time pending 
mitigation of the cause for service denials. 
 

o  A suspension of service notice will be issued stating the reason for, and 
length of, suspension.   (A notice of suspension of service may be 
delivered by registered mail to a known address. If the name and address 
of a suspended rider is unknown, a picture and or description may be 
posted in any VT Staff only area of the Visalia Transit Center or 
Operations and Maintenance Facility.) 

o Customers suspended for a period of time based upon poor passenger 
conduct will be allowed to return to service at the end of their suspension, 
provided the poor conduct does not continue or recur. 

o Customers suspended for health and safety reason will be allowed to 
return to service upon correction of whatever condition caused the health 
and safety concern.   

 
 
Guidelines for Denial of Access to Service Animals: 
 
Definition of a Service Animal 
 

 Only dogs are recognized as service animals by the American’s with Disabilities 
Act (ADA). 

 A service animal is a dog that is individually trained to do work or perform tasks 
for a person with a disability. 

 Dogs whose sole function is to provide comfort or emotional support do not 
qualify as service animals under the ADA. 

 Service animals must remain under the control of the owner at all times. 
 
Questions Allowed 
 

 When it is not obvious what service a dog provides, only limited questions are 
allowed.  Staff may ask: 
 

1. Is the dog a service animal required due to a disability? 
 

2. What work or task has the dog been trained to perform? 
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A person who states their dog is required by a disability and identifies the service 
it performs will be allowed access for their service animal subject only to the 
exceptions within this policy as set forth in ADA law. 

 
Questions and Actions Not Allowed 
 

 Do not ask about a person’s particular disability or request medical 
documentation. 

 Do not request any documentation or proof of training for the dog. 
 Do not ask that the dog demonstrate its ability to perform the work or task it has 

been trained for. 
 Allergies and fear of dogs are not valid reasons for denying access or refusing 

service to people using service animals.   
 
When on the same bus, persons with allergies or a fear of animals and persons 
with service animals may be assigned seating at opposite ends of the bus by the 
operator, or be given the choice to wait for the next bus.   
 

Refusal of Access for Service Animals 
 

 A person with a disability cannot be asked to remove their service animal from 
Transit Center property unless: 
 

o The dog presents a threat to the health and safety of others.  (An example 
of this type of threat would be growling, snapping or threatening behavior 
towards other patrons, drivers or service animals), or 

o The dog is out of control and the handler does not take effective action to 
control it, or 

o The dog is not housebroken. 
 

 Customers who have been denied access for their service animal should be 
encouraged to contact the City of Visalia Transit Office located within the Transit 
Center (at 425 E Oak Avenue, Visalia, CA 93291) or visit www.visaliatransit.com 
to report the incident if they believe they have been treated unfairly or 
discriminated against. 
 
When a service animal is denied access to Transit facilities or vehicles, the 
customer must be allowed to access transit service without the animal’s 
presence.  In accordance with VT policy, animals may be securely caged while 
inside VT facilities and may be securely caged for rides aboard VT buses as long 
as the cage complies with the VT cargo policy.  The VT cargo policy requires 
cargo to be limited to what a single rider can carry onto the bus through the front 
door of the vehicle without assistance and place securely on his/her lap when 
seated.  Riders must stay with their cargo at all times and hold onto their 
belongings firmly.  Cargo is not allowed to impede the free movement of 
passengers or the driver in the aisle, doors, step wells or emergency exits, and 
must not present a potential hazard or danger to passengers. 
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Appeal: 
 
Individuals who feel they have been unfairly denied service or unfairly denied access for 
their service animal may contact the Greenline at 1 (877) 404-6473 or VT at (559) 713-
4100 to file a complaint.  Complaints may also be filed by visiting the City of Visalia 
Transit Office located within the Transit Center (at 425 E Oak Avenue, Visalia, CA 
93291) or www.visaliatransit.com .  When a complaint is received, the incident will be 
investigated.  An investigation of a complaint may include interviewing parties involved, 
reviewing surveillance video and reviewing all applicable rules of conduct.  VT Staff will 
respond to the complainant with the results of the investigation. 
 
While VT Staff are trained and equipped to investigate and respond to ADA and Title VI 
complaints, individuals may also file complaints through the following channels: 
 
ADA Complaints 
 
Information about how to file a complaint concerning discrimination due to a disability 
protected under the Americans with Disabilities Act (ADA) may be found online at: 
 

 https://www.ada.gov/filing_complaint.htm 
 
Title VI Complaints 
 
Information about how to file a complaint concerning discrimination based upon a status 
protected under Title VI of the Civil Rights Act may be found online at: 
 
https://www.justice.gov/crt/how-file-complaint 
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Service Denial Policy - Attachment A 
 
Transit Polices Included: 
 

 Transit Center Policies 
 Cargo, Stroller and Cart Policy 
 Marijuana on Transit Property 
 Hoverboards not Permitted 
 Lost and Found Policy 
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July 19, 2018 
 
TO:   All Transit Personnel and Contractors 
 
COPY: Mario Cifuentez, Deputy City Manager  
 
FROM:  Melody Murch, Interim Transit Manager 
 
SUBJECT: Cargo, Stroller and Cart Policy 
 
 
Purpose:  This policy establishes guidelines under the authority of the California code of 
Regulations (CCR 13, Section 1216(c)) for the transportation of carts, strollers, cargo and 
packages on Visalia Transit buses which restricts Visalia Transit buses from allowing any 
greater quantity of cargo than can be safely and conveniently carried without disturbing other 
passengers.   
 
Policy:  To ensure compliance with this law, the following procedures have been established. 
 

1. Visalia Transit service operators shall have discretionary authority to determine if carts, 
strollers, cargo and packages are in compliance with this policy.   
 

2. Bus Operators are expected to exercise professionalism, courtesy, good judgment and 
common sense on a case-by-case basis. 
 

3. If a driver refuses boarding to a passenger in accordance with this policy, dispatch must 
be notified immediately.  All service refusals will be reported to the Visalia Transit 
Manager no later than the following business day.  
 

4. Carts will not be allowed if they: 
 

a. Exceed 30" tall, 18" wide, and 18" deep (not including handle and/or wheels) 
b. Cannot easily/quickly negotiate vehicle door entrances and turns for any reason 
c. Contain loads that exceed the height and designated capacity of the carrying 

device 
d. Include items that are wet, leaking, or considered hazardous for any reason 

 
5. Riders are limited to cargo items which can be boarded onto the vehicle in a single trip 

without assistance from another person.  Multiple trips to load cargo are not allowed. 
 

6. Passengers with strollers must remove the child and collapse the stroller once on board 
the vehicle so strollers can be properly stowed. 
 

7. Strollers and empty grocery carts should be properly folded and stored so as not to 
impede the free movement of passengers or the driver in the aisle, doors, step wells or 
emergency exits, and must not present a potential hazard or danger to passengers.  
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8. Drivers have the discretionary authority to ask passengers to remove items from 

grocery carts and to fold the carts, so that the carts do not impede access to the aisle, 
step wells, or emergency exits, or present a potential hazard or danger to passengers. 
 

9. If a grocery cart with packages cannot be folded, it must be placed on the bus so that it 
doesn’t impede the free movement of passengers or the driver in the aisle, doors, step 
wells, or emergency exits, and it must not present a potential hazard or danger to 
passengers. 

 
10. Passengers must stay with their carts, strollers, or cargo during the entire trip and hold 

onto their belongings firmly. 
 

11. Loading items through the rear door of a bus, due to the front being full, is not permitted. 
Bus drivers shall ask riders in the front to move further back to make room for these 
riders to board through the front door only. 

 
12. While operating a walker, cart, or other device, bags and other items must remain under 

the control of the rider at all times.  
 

13. The amount of cargo carried onto the bus or attached to the exterior of any cart is 
limited to what the rider can place securely on his/her lap when seated and must not 
create a scenario where the device exceeds the maximum cart dimensions in this 
policy. Packages must be removed and placed on the riders lap if blocking the aisles 
and/or if requested by the driver. Items or devices allowed on the vehicle should be of 
such a size and nature that moving them to another area of the vehicle would continue 
compliance with this policy. 
 

14. No more than three (3) different riders with carts, strollers, or other cargo will be allowed 
on the buses at one time. Riders with carts, strollers, and cargo trying to board when the 
bus is already at capacity will be required to wait for the next scheduled bus. 
 

15. In accordance with California Department of Motor Vehicle regulations, the following 
hazardous materials are not allowed on Transit vehicles:  explosives, gases, flammable 
gases, liquids, or solids, oxidizers, poisons, radioactive materials, and corrosives 
(vehicle batteries).  The only exception to this rule is for the transportation of a respirator 
or portable oxygen supply for a disabled person (49 CFR Subtitle B, chapter 1, 
subchapter C). 
 



 

 

May 16, 2018 
 
TO:   All Transit Personnel and Contractors 

 
COPY: Mario Cifuentez, Deputy City Manager  

 
FROM:  Melody Murch, Interim Transit Manager 
 
SUBJECT: Marijuana on Transit Property 
 
 
Effective January 1, 2018 it became legal to smoke marijuana in private throughout the 

state of California.  After purchase, our citizens have the right to transport their 

marijuana from the dispensary to their private residence.  It remains unlawful to display 

or use marijuana in public. 

 

In much the same way, our customers are allowed to purchase alcohol and transport it 

home on our buses, but they are not allowed to open or ingest the alcohol in public or 

on board a City bus. 

 

Any customer who is opening or displaying marijuana which is in their possession 

should be asked to please put it away.  If a customer refuses this request, the response 

should be the same as if they have opened a container of alcohol in public or on the bus 

and refused to put it away.  Any such refusal is a matter for the Visalia Police 

Department to address.   

 

We ask that Visalia Transit be made aware of customers who refuse to follow the law 

and /or Transit policies while on our property or aboard a City bus.  This will allow us to 

track and investigate any offenses and respond accordingly. 



Visalia Transit 
Memo 
 

To: Passengers and Patrons of Visalia Transit   

From: Transit Management 

Date: May 1, 2016 

Re: Hoverboards Not Permitted 

 

For the safety of our employees, passengers, and patrons, hoverboards will not be 

permitted on Visalia Transit property or buses, effective May 1, 2016. This includes: 

 Visalia Transit Center 

 Visalia Transit Fixed-Route 

 Dial-a-Ride 

 V-LINE 

 Sequoia Shuttle 

 Visalia Towne Trolley 

 Visalia LOOP Bus 

 

Background 

The safety of our passengers and staff is our primary concern. This policy has been 

instituted as a safety precaution due to numerous incidents involving hoverboards 

nationwide. It is our intent that this policy is consistent with other public transportation 

entities, including Amtrak, Orange Belt, Airline Providers, etc. who may also serve our 

customers via transfers or continued transportation options; and, who also have instituted 

similar policies. 

 

Visalia Transit reserves the right to refuse service to anyone who fails to comply with this 

policy up to and including a ban from Visalia Transit properties and/or service for 30-90 

days. We appreciate your understanding of this policy and your continued ridership with 

Visalia Transit. If you have questions about this policy, please contact the Transit Office at 

(559) 713-4100. 

 

Thank you. 






