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POLICY 
Policy Name Resolution Number Origin Date Revision 
No Show & 
Cancelation 

26-07-06 3/2008 07/15/2026 

 
NOTE: The Delaware County Transit Board ("DCTB ") is the governing body of Delaware County 's Public Transit System established by the 
Delaware County Commissioners under the authority of Ohio Revised Code sections 306.01 and 306.02. Delaware County Transit ("DCT") is 
the common name given to the public transit system. This policy is established and set forth under the authority of the DCTB. DCT and DCTB 
may be used interchangeably in this policy or used separately to distinguish responsibilities. 

PURPOSE 

The purpose of this policy is to establish expectations for trip cancellations and no-shows, reduce 
service disruptions, and ensure fair and equitable access to transportation services for all passengers. 
 
SCOPE 
This policy applies to: 

• Delaware County Transit staff responsible for scheduling and operations 
• All passengers utilizing Delaware County Transit services 

 
DISTRIBUTION 

All passengers through the DCT User Guide and DCT’s website at www.delcotransit.com  

DEFINITIONS 
Cancellation – A previously scheduled trip that the passenger cancels in advance. This applies to 
cancellations made by phone, email, or through the Interactive Voice Response (IVR) system 
 
Late Cancellation (Demand Response Only) – A scheduled trip canceled the same day, up to one (1) 
hour before the scheduled pick-up time. 
 
No-Show – A scheduled trip where the passenger is unavailable, refuses the trip, fails to cancel within the 
required timeframe, or has a service violation (see additional service violations). 
 
Demand Response Service – Transportation that requires advance scheduling. 
 
FLEX Service – Transit service that may be scheduled in advance but does not require advance 
reservation. 
 
Penalty Point – A point assessed for a no-show, late cancellation, or policy violation. 
 
Excessive Penalty Points – Four (4) penalty points accumulated within a rolling twenty-five (25) day 
period. 
 

http://www.delcotransit.com/


DELAWARE COUNTY TRANSIT BOARD 
 

No Show & Cancelation Policy 
2 
 

 

POLICY STATEMENT 
Delaware County Transit recognizes that circumstances may arise that prevent passengers from using 
scheduled transportation. Passengers are strongly encouraged to cancel trips as early as possible to allow 
service availability for others. 
 
No-shows and late cancellations negatively impact system efficiency, reduce available capacity, and 
create unnecessary operational costs. 
 
Demand Response Service 

• Cancellations made the same day as the scheduled trip, more than one (1) hour before the 
scheduled pick-up time will result in one (1) penalty. This applies to cancellations made by 
phone, email, or through the Interactive Voice Response (IVR) system. 

• Cancellations (less than one (1) hour before scheduled pick-up) will result in two (2) penalty 
points and will be considered a no-show. This applies to cancellations made by phone, email, or 
through the Interactive Voice Response (IVR) system. 

• Passengers who are not present when the vehicle arrives will be considered a no-show and will 
result in two (2) penalty points. 

 
FLEX Service 

• Cancellations made after notification that the driver is en route will result in two (2) penalty 
points and will be considered a no-show. This applies to cancellations made by phone, email, or 
through the Interactive Voice Response (IVR) system. 

• Passengers who are not present when the vehicle arrives will be considered a no-show and will 
result in two (2) penalty points. 

 
Additional Service Violations Subject to Penalty Points or Suspension 

• Passengers must have the exact fare ready when boarding. DCT does not provide change.  
• Passengers must reserve transportation for the correct number of riders, prior to the driver 

arriving.  
• Passengers must be able to load their belongings in one trip unassisted. (ADA guidelines will be 

followed). 
• Passengers must not use fictitious names or other passenger accounts.  

 
Penalties 

• Accumulating four (4) penalty points within a rolling twenty-five (25) day period constitutes 
excessive violations. 

• Passengers who reach excessive penalty points may choose one of the following: 
o Suspension of service for twenty-five (25) days; or 
o Payment of a $25.00 fine 
o All future scheduled trips will be canceled until the suspension is resolved. 
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ADA No Show Exception 
 
In accordance with ADA guidelines, remaining scheduled paratransit trips will not be automatically 
canceled unless the passenger specifically requests cancellation. 
 
SUSPENSION APPEAL PROCESS 
 
Passengers who believe penalty points were assessed in error may submit an appeal by phone, email, in 
writing, or in person to: 
 
Crystal James 
Deputy Director 
Delaware County Transit 
119 Henderson Ct. 
Delaware, OH 43015 
Phone: 740-368-9033 
Email: CrystalJames@delcotransit.com  
 
If the matter is not resolved, the passenger may appeal to: 
 
Delaware County Transit Board 
119 Henderson Ct. 
Delaware, OH 43015 
 
Decisions of the Delaware County Transit Board are final. 
 
If a penalty fine is overturned, reimbursement will be issued as ride credit or transit pass only. No cash 
refunds will be provided. 
 
Revision Dates: 
8/2024 

mailto:CrystalJames@delcotransit.com
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