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APPEALING A SUSPENSION 
In order to appeal a decision for suspension, ClasTran must 
receive a written request to appeal.  The operations 
manager will review the appeal and notify rider of the 
outcome by telephone or mail, within seven working days 
after receipt of the written request for appeal.  Appeals must 
be forwarded to: 

ClasTran Appeals 
PO Box 10386 

Birmingham, AL  35202-0386 

or 

jtally@clastran.com 

If the rider does not agree with the decision of the 
operations manager, the rider may request a review by 
ClasTran’s Contracts and Standards Committee. 

Transportation will not be provided during the appeal 
process 

 

COMMENTS 
If you would like to make a comment, suggestion, or 
complaint, please contact us Monday through Friday 
between 8:00 a.m. and 5:00 p.m. 

Email:   jtally@clastran.com 

Phone:  205-325-8787 

Fax:  205-325-8788 

TDD:  205-325-8129 

Toll Free: 877-826-7876 

U.S. Mail: PO Box 10386 
  Birmingham, AL  35202-0386 

Page 16 



 

SUSPENSION PROCESS 
If a rider is reported or observed to be abusing the service in 
any way, including but not limited to those ways mentioned 
under Causes for Suspension of Service, ClasTran will 
contact the rider to investigate.  If the rider’s behavior or use 
of the service is determined to be in violation of ClasTran 
operational and safety policies, the rider will receive a 
written notice of service suspension that explains the 
reason(s) for the suspension. 

Suspensions will not be imposed for circumstances that are 
beyond a rider’s control.  Examples of situations not within 
the rider’s control are: 
 A sudden personal or weather emergency or traffic 

delay 
 Sudden or worsening illness 
 Late arrival of the ClasTran vehicle 
 A driver who does not provide appropriate assistance 
 Disruptive behavior caused by a disability 

If the investigation reveals a rider’s disruptive behavior is 
due to a disability and beyond his/her control, service may 
not be suspended.  However, ClasTran may require the 
rider to travel with a companion to help control his/her 
behavior and prevent harm to self or others.  If a companion 
cannot help control the behavior and a safety or health 
hazard continues to exist, service may be discontinued. 
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INTRODUCTION 
This Handbook informs riders of the policies and procedures 
established by ClasTran to provide safe and efficient 
transportation services.   

In Jefferson and Shelby counties, ClasTran provides curb-
to-curb demand-response service.  It is the responsibility of 
the rider to arrange for assistance from curb to door, if 
needed.   

All service is shared ride.  This means there may be other 
people on the vehicle with you.  The driver may stop to pick 
up or drop off other people on the way to your destination.  
This may cause delays and your patience is appreciated. 

Please visit ClasTran’s website at www.clastran.com for 
more information.  An application is available for riders in 
the Jefferson/Shelby County urbanized areas and an 
information sheet is available for riders in the rural areas of 
Jefferson/Shelby and all of Walker County. 

You may contact ClasTran between 8:00 a.m. and 5:00 p.m. 
Monday through Friday at: 

 Phone: 205-325-8787 

  TDD:  205-325-8129 

  Toll Free: 877-826-7876 

  Email:  aweary@clastran.com 

  U.S. Mail: PO Box 10386 
     Birmingham, AL  35202-0386 
 
 
This Handbook is available in audio format upon request. 
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CAUSES FOR SUSPENSION OF SERVICE 
Misusing the system can result in suspension of service.  
The following misuses could lead to suspension.  This list is 
not comprehensive. 

1. Excessive Cancellations, No-Shows, and/or Late 
Cancellations 
Excessive cancellations, no-shows, and/or late 
cancellations delay the vehicle and deny opportunities 
for others to ride. 

2. Disruptive or Abusive Behavior 
Disruptive or abusive behavior annoys and can 
endanger others.  This behavior includes, but is not 
limited to: 
 Intimidation or threats of physical harm 
 Verbal abuse 
 Unlawful harassment, including unwelcome verbal, 

nonverbal, or physical behavior having sexual or 
racial connotations 

 Unauthorized use of vehicle equipment 
 Smoking on vehicles 
 Eating or drinking without medical necessity 
 Refusing to remain seated with seatbelts firmly 

secured 
 Defacing equipment 

Refusing to comply with the requirements may result in 
permanent discontinuation of service. 
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DRIVERS ARE NOT PERMITTED TO 
 Enter a rider’s residence 
 Perform any personal care for riders, including but not 

limited to assisting riders with getting dressed 
 Lift or carry riders 
 Assist riders or mobility devices up or down steps 
 Fuel the vehicle with riders on board 
 Accept tips or gratuities 
 Use personal cell phones or engage in texting while the 

vehicle is in motion 
 Drop off a rider at an alternate location at the request of 

the rider, parent/guardian, or agency representative.  
The rider, parent/guardian, or agency representative 
must contact ClasTran to make such changes. 
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CONDUCT ON VEHICLES 
The following is never allowed when riding on ClasTran 
vehicles: 

 Smoking 
 Inappropriate displays of affection or sexual advances 
 Eating or drinking on board unless medically necessary 
 Riding under the influence of alcohol or illegal drugs 
 Littering 
 Profanity 
 Playing radios or other devices without the use of 

headphones 
 Threats of physical harm to self or others 
 Verbal, nonverbal, or physical harassment 
 Unauthorized use or willful damage to vehicle or 

equipment 
 Refusing to abide by Alabama State law regarding 

seatbelt usage  
 Criminal conduct defined in and/or prohibited by the 

Alabama Penal Code 

NOTE: Repeated violation of these rules may result in 
permanent discontinuation of service. 
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JEFFERSON AND SHELBY COUNTIES
 

Demand Response Service 
This is a shared use curb-to-curb service that operates in 
response to advance reservation.  A vehicle is scheduled to 
pick up the passenger and transport to the desired destina-
tion. 
 

Hours 
Monday through Friday 
7:00 a.m. – 5:00 p.m.* 

 
*Riders will arrive at their final destination by this time. 

 
Fare 

$4.00 one-way trip 
$8.00 round trip 

 
 
 
 
 

FARE COLLECTION 
 
Fares will be collected by the driver at the beginning of the 
trip.  Any combination of cash, check, money order, or 
ClasTran ticket will be accepted.  Correct fare must be 
provided to the driver.  Drivers do not make change.  All 
riders will receive a receipt from the driver if paying by cash, 
check, or money order.  Medicaid vouchers are not 
accepted.  ClasTran charges a $25 service fee for all 
returned checks.  All checks and money orders must be 
made payable to ClasTran. 
 

Page 3 

 

DRIVER RESPONSIBILITIES 
Drivers have the responsibility to: 

 Treat riders, ClasTran staff, and the general public with 
courtesy and respect. 

 Wear ID badge issued by ClasTran at all times and 
present a neat, professional appearance.  

 Ensure safe drop-off of riders, which includes, at a 
minimum, visually watching the rider until he/she has 
safely entered the door.  In some cases this may also 
include contacting dispatch to make sure that an 
attendant is available to meet a rider needing 
assistance from the curb to the door. 

 Use the incident/accident form to report concerns that 
may cause an unsafe, unsanitary, or unpleasant trip for 
you or others. 

 Stay within the “line-of-sight” of the vehicle. 
 Maintain the route schedule for the convenience of all 

riders. 
 Assist* riders when entering and exiting the vehicle.  

Report incidents and accidents to ClasTran 
immediately.  The dispatcher will call 911 if necessary. 

 Obey all traffic laws and posted speed limits. 
 
*Assistance includes, but is not limited to: 

 Offering riders a steady arm or other appropriate 
guidance when entering and exiting the vehicle 

 Helping riders in wheelchairs to maneuver on standard  
vehicle ramps and lifts 

 Helping riders carry no more than two grocery bags or 
similar sized packages on and off the vehicle 
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RIDER RESPONSIBILITIES 
Riders have the responsibility to: 

 Treat other riders, drivers, and ClasTran staff with 
courtesy and respect. 

 Read all sections of the Handbook. 
 Make reservations at least one day in advance. 
 Cancel trips two hours in advance. 
 Be at pick-up location on time. 
 Provide entry if the pick-up address is located inside a 

gated community or other place with special access. 
 Call to report if ClasTran has not arrived by 15-minutes 

after your scheduled pick-up time. 
 Pay the correct fare at the time of service.  Drivers do 

not make change.  You will not be transported if 
correct fare is not provided. 

 Wear seatbelts.  Failure to do so may result in 
termination of transportation. 

 Board the vehicle within five minutes of the pick-up time.  
Sufficient time will be provided for the rider to board and 
exit the vehicle.  If additional time is required, the driver 
may ask the rider to use the lift in order to keep a timely 
schedule. 

 Maintain acceptable standards of personal hygiene. 
 Board the vehicle with packages you can carry alone.  

Packages must not occupy a seat or create a safety 
hazard. 

 Provide updates of address changes, telephone 
numbers, emergency contact, change in physical 
condition or equipment used, etc. 
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WALKER COUNTY 
 

Deviated Fixed Route Service 
In addition to boarding the bus at specified stops, the bus 
will deviate from the route to pick up passengers who are 
located within ¾ mile of the route and are unable to get to 
the bus stop.  Please call ClasTran at least 24 hours in 
advance to make a reservation: 877-826-7876. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

County Routes 
 Monday ................................ Sipsey/Sumiton 
 Tuesday .................... Cordova/Sumiton/Dora 
 Wednesday ........................ Parrish/Oakman 
 Thursday ....................... Nauvoo/Carbon Hill 

All county routes connect to the City of Jasper route. 
 
             Hours            Fare1 
Monday through Thursday  $4.00 one way 
  7:30 a.m. – 2:30 p.m.  $8.00 round trip 

1Please refer to Fare Collection (p.3) and Purchase Tickets (p.5)

City of Jasper
 
  Hours     Fare 
Monday through Friday  $.50 one-way trip1 
6:30 a.m. – 6:30 p.m.   $10 annual pass2 
1Please refer to Fare Collection (p.3) and Purchase Tickets (p.5) 
2Contact ClasTran for information on purchasing an annual pass 

 
Americans with Disabilities Act 

 All vehicles are lift-equipped 
 All stops are announced by the driver 

Fare is $1.00 for a one-way trip.  Annual passes are not 
available for paratransit passengers. 
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HOLIDAYS 
Service is not offered on the following holidays: 

New Year’s Day 
Martin Luther King Day 

Memorial Day 
Independence Day 

Labor Day 
Thanksgiving Day 

Christmas Day 

NOTE: Only dialysis trips are provided on holidays, but no 
trips are provided on Thanksgiving Day or Christmas 
Day. 

 
 
 

PURCHASE TICKETS 
By U.S. Mail 

ClasTran 
PO Box 10386 

Birmingham, AL  35202-0356 
 

In Person 
 (mail is not received at this location) 
2121 Rev. Abraham Woods, Jr. Blvd. 

Suite 1100 
Birmingham, AL  35203 
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WHEELCHAIRS 
All vehicles equipped with lifts or ramps meet specifications 
under the Americans with Disabilities Act of 1990.  They will 
accommodate mobility devices up to 48” X 30” with a maxi-
mum weight of 600 pounds when occupied.  ClasTran 
cannot transport mobility devices that exceed these 
standards. 

Please be aware that a rider’s safety cannot be guaranteed 
if riders choose to remain seated in three-wheeled scooters 
or rolling walkers with a seat during transport. 
 
 
SUBSCRIPTION TRIPS 
A subscription trip is one the rider takes: 
 From the same pick-up location 
 To the same drop-off location 
 At the same time of day and/or 
 On the same day(s) of the week 

Subscription trips are scheduled automatically.  You only 
need to reserve them once unless you need to change the 
subscription.  Trips can be scheduled for as long as the 
rider needs the subscription.  Permanent changes to a 
subscription should be made at least one week in advance.  
The rider should specify that a particular trip on a particular 
date, not the subscription, is being cancelled. 

Please note that: 
 Service is based on availability. 
 Personal trips cannot be made in conjunction with 

agency trips. 
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COMPANIONS 
A rider may travel with one companion for the same fare as 
the rider.  A companion is not a personal care attendant.   A 
companion travels with the rider for company, not for 
assistance.  When calling to make a reservation, please 
advise if you will be riding with a companion. 

 

PERSONAL CARE ATTENDANT 
A Personal Care Attendant (PCA) is someone who assists 
the rider with mobility.  A PCA will be allowed to ride without 
charge when accompanying the eligible individual to or from 
the same origin and destination.  A PCA and a fare-paying 
companion may both travel with you on the same trip.  
When calling to make a reservation, please advise if you will 
be riding with a PCA. 

 

SERVICE ANIMALS 
Riders may travel with a service animal, but pets will not be 
transported.  When calling to make a reservation, please 
advise if you will be accompanied by a service animal.   

 

PACKAGES 
Customers must only carry packages that they can handle 
alone.  Packages must not occupy a seat or create a safety 
hazard. 

NOTE: Operators can only assist with carrying 
packages on and off the vehicle. 
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SCHEDULING A RIDE 
Call (205) 325-8787 or (877) 826-7876 Monday through 
Friday between the hours of 8:00 a.m. and 5:00 p.m.  You 
may leave a voicemail message if calling after hours or on 
weekends. 

Reservations can be made a maximum of 14 days in 
advance.  Reservations for next day service MUST be made 
by 11:00 a.m.  Same day service is not provided and all 
reservations are based on availability.   

You will need to have the following information ready when 
you call: 
 First and last name of rider 
 Date of trip 
 Address and phone number of pick-up location 
 Address and phone number of drop-off location 
 Requested arrival time/appointment time 
 Requested return time, if return trip 
 Notify if you will be using a wheelchair and/or traveling 

with a personal care attendant, companion, or service 
animal 

Occasionally a dispatcher may ask you to change your 
requested appointment date and/or time in order to 
accommodate your request.   
NOTE:  Personal trips cannot be made in conjunctions with 
agency trips. 
 
 
CANCELLING A RESERVATION 
You must call (205) 325-8787 or (877) 826-7876 two hours 
before your scheduled pick-up time to cancel a trip. 

 
 

Page 6 



 

CHILDREN 
Children under 12 years of age must be accompanied by an 
adult.  Children 12 and over may travel alone, on a case-by-
case basis. 

A car seat or booster seat must be used for any child under 
six years of age.  Rear-facing car seats are recommended 
until the child is one year old or 20 pounds.  Forward-facing 
car seats should be used until the child is five years old or 
weighs 40 pounds.  Alabama law requires children to ride in 
booster seats until reaching six years of age.   

ClasTran does not provide child safety seats and drivers are 
not permitted to secure child safety seats.  It is the 
responsibility of the rider to provide and secure the safety 
seat.  All children must be secured in an appropriate device 
or seatbelt while the vehicle is in motion. 

When calling to make a reservation, please advise if you will 
be riding with a child.  All children will be charged the same 
fare as the rider. 

 
MEDICAL EQUIPMENT 
Riders may bring a respirator, portable oxygen, and/or other 
medical equipment as long as it does not violate laws or 
rules related to transportation of hazardous materials.  
Equipment must be small enough to fit in the vehicle and be 
fully secured during transport. 
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PICK-UP AND DROP-OFF 
Every attempt is made to pick up as close to the scheduled 
time as possible.  The vehicle may arrive from 15 minutes 
before your scheduled pick-up time to 15 minutes after your 
scheduled pick-up time.  Please be ready at least 15 
minutes before the scheduled pick-up time, so the driver 
can stay on schedule.  If the vehicle has not arrived by 15 
minutes after your scheduled time, call ClasTran to report 
the situation and receive further assistance.  Riders do not 
have to board the vehicle before/after the scheduled 30-
minute pick-up window. 

You should call ClasTran if you will be late.  If you cannot be 
located within 5 minutes of scheduled pick-up, a dispatcher 
will attempt to call you.  If you still cannot be located, the 
driver will be instructed to proceed with his/her schedule. 

 

NO-SHOW/LATE CANCELLATION 
Riders will be considered a no-show/late cancellation if: 

 A trip is not cancelled at least two hours before the 
scheduled pick-up time 

 The rider does not board the vehicle within five minutes 
of the pick-up time 

 If the driver arrives at the destination address and the 
rider is not available or does not take the trip 

Excessive cancellations and/or three no-shows in three 
months may result in a 30-day suspension of service. 
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