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City of Albuquerque

Transit Department

100 1st St SW

Albuquerque, New Mexico 87102

CALL: 724-3100 or TTY: 724-3183

Dear Sun Van & Others Interested in Sun Van:

 ABQ Rides Paratransit service, Sun Van, which began operating in 1978, is the City of Albuquerque’s Paratransit service intended to complement ABQ Ride, the City’s fixed route service. Sun Van operates a share-a-ride, curb-to-curb, accessible service, which means you, as a passenger, will most often ride with other passengers on the van. This service is sometimes called ADA Paratransit Service because it is provided as part of our effort to meet the requirements of the Americans with Disabilities act of 1990. Sun Van service must be reserved at least one day in advance. The service is provided with ramp-equipped vans, which are scheduled through the ABQ Ride’s Customer call center at 243-7433 (243-RIDE). Sun Van operates during the same days and hours as ABQ Ride’s fixed route bus service. The service can be used for any trip purpose. This Passenger guide provides information about Sun Van Service – who is eligible to use the service, when it operates, how to request a ride, fares and other important information. If you still have questions after reading this guide, you can call ABQ Ride at 724-3100 or TTY at 724-3183.

We are here to help.

The City of Albuquerque does not discriminate on the basis of race, color, national origin, ancestry, sex, religion, age or disability in the provision of services, programs or activities.

Sincerely, 

Greg Payne

Director






SUN VAN & YOU

WHAT IS SUN VAN?

Sun Van is a public Paratransit service for ADA eligible persons who are unable to use ABQ Rides fixed route buses.

WHO IS ELIGIBLE FOR SUN VAN SERVICE?

ADA regulations stipulate that a person may be eligible for paratransit services under one of three categories.

CATEGORY 1:

Any individual with a disability who is unable, as a result of a physical

or mental impairment (including a vision impairment), and without the

assistance of another individual (except the operator of a wheelchair

lift or other boarding assistance device), to board, ride, or disembark

from any vehicle on the system which is readily accessible to and

usable by individuals with disabilities." [Section 37.123(e)(1) of the

ADA regulations] This applies to an individual who cannot

independently navigate the fixed route bus system (board, ride or

disembark from a bus or train).

Category 2:

This applies to an individual who would be able to use the fixed route

bus system if it were accessible (e.g., if a low-floor or lift-equipped

bus is not available). This category is not required once a transit

system is 100% accessible. (ABQ Ride plans to be fully accessible by 2007)

Category 3:
"Any individual with a disability who has a specific impairment-related

condition, which prevents such individual from traveling to a boarding

location or from a disembarking location on such system." [Section

37.123 (e)(3) of the ADA regulations] this applies to an individual

who, because of his/her disability, cannot access a bus stop or a rail

station to board the fixed route bus system and cannot access his/her

final destination after disembarking from a fixed route bus or train.

Eligibility is determined each time the eligible customer calls. Two

important qualifiers to this category are included in the regulations.

First, environmental conditions and architectural barriers not under the

control of the public entity do not, when considered alone, confer

eligibility. Inconvenience in using the fixed route bus system is not a

basis for eligibility
HOW DO I BECOME A SUN VAN RIDER?

If you have mobility impairment, which makes it impossible to ride the regular bus for some or all of your trips, call the ABQ Ride office at 724-3100 (TTY: 724-3183) and ask for an information packet.  This packet contains a brochure explaining the service and an application form for Sun Van.

Certification for potential riders is done by appointment only. When you have your application completed, call our office to set up your interview. You may ride Sun Van to your interview. Ask the receptionist to arrange your ride.

For a complete assessment, you must come in person to the Alvarado Transportation Center for an interview.  We will also take your picture for your ID Card.

You may also ride on Sun Van to have the health care provider portion of your application completed before you come for certification. Transportation to and from the certification interview is free.  

After your interview, it may take up the 21 days for our staff to review your application. Once this has been done, ABQ Ride picture ID cards are mailed to those applicants determined eligible for Sun Van Service. Any passenger who is not certified within the 21-day period due to a delay in the processing of the application may receive presumptive certification.

Those who are denied use of Sun Van will receive written notification with specific reasons for the denial. Anyone who has been denied may appeal this decision.  Details on this process are included in the denial letter or by calling our office at 724-3100 (TTY: 724-3183). A passenger may re-apply for certification at any time after being denied service. If a disability or situation changes and there is documented information that identifies the change, please call our office to set up another in-person interview. This ride will be free of charge.

Visitors from out the area may, upon providing proof of ADA Paratransit eligibility, use Sun Van as transportation for up to 21 days from the date of their first trip.

WHAT KINDS OF CERTIFICATIONS ARE AVAILABLE?

Most of our passengers are able to care for their own needs while traveling.  Due to the nature of their mobility impairment, others are certified to ride with a personal care attendant or are certified as “sheltered.”

RIDES WITH PERSONAL CARE ATTENDANTS:  Passengers who are unable to care for their personal needs while on the van are certified to ride with a “personal care attendant.”  Their Sun Van ID card is marked to inform the drivers. The attendant is not charged a fare.

SHELTERED RIDERS:  Passengers certified to ride Sun Van under the “Sheltered” category will not be dropped off at any destination without a responsible person signing to accept them.  The only exception is if a designated caretaker or family member has completed a Sun Van permission form stating that the sheltered rider in question can be dropped off at specifically stated locations without anyone signing for him/her.

This form must be in the passenger’s file in the ABQ Ride office before he/she can be dropped off without a responsible party’s signature.  Furthermore, it is the responsibility of the designated caretaker or family member to notify ABQ Ride if and when this form is no longer valid.

Anytime a drop off address changes for sheltered passenger, he/she will not be dropped off without a responsible person signing to accept him/her until there is a revised Sun Van permission form in the passenger’s file.

For the safety of the sheltered rider, exceptions to this policy are not allowed without prior written approval of the Transit Operations Division Manager.

MAY I TAKE MY SERVICE ANIMAL?

Service animals are permitted on our vans. Please call us at 724-3100 (TTY: 724-3183) for information.

WHAT TYPES OF RIDES DOES SUN VAN HAVE?

Most rides are demand rides and may booked individually up to 7 days in advance.

However, Sun Van also offers limited subscription service for standing rides. Subscription Standing Rides are two or more trips to or from the same addresses at the same times weekly. These rides are classified as “subscription standing,” because once they are scheduled, they are reserved indefinitely. The passenger does not call unless he/she wants to cancel either part of the week or the entire week.  The Americans with Disabilities Act (ADA) limits the percentage of total trips booked as subscription to a maximum of 50% of the total number of rides at any particular time of the day, seven days per week. For this reason, the department maintains a waiting list of those passengers who wish to utilize a subscription standing ride. To be placed on the subscription standing ride waiting list, the passenger must call the Supervisor in charge of paratransit scheduling at 724-3157. When a subscription standing ride time becomes available, the Scheduling Supervisor contacts the next customer on the waiting list to activate their subscription standing ride. The department reviews the waiting list on a monthly basis to determine if more slots are available for individuals to have a subscription standing ride. Individuals on the waiting list should contact the scheduling supervisor if any information on the original request has changed (i.e., change in address, pick-up/drop-off locations or times).

ABQ RIDE recommends that passengers who benefit from the Subscription Standing Rides service cancel their ride(s) as soon as possible by calling the customer service center at 243-RIDE (7433).  This will allow the department to maximize the amount of passengers, rather than leave an empty seat on a vehicle.  A maximum of 21 consecutive days may be cancelled without the passenger losing their subscriptions standing ride.  

Fares for this service will be the same as regular demand rides.  The passenger will pay the driver the $2.00 fare at the time of pick-up.

Requests for changes in subscription service must be requested at least two weeks prior to the initiation of a new schedule by contacting the Scheduling Supervisor.  If the change will not disrupt the current service, the request will be granted and the passenger will be notified.  Conversely, if the request disrupts the current service, the passenger will be placed on the waiting list with their new requests.  Also, they will be notified that the request was not granted and are no longer scheduled as a subscription standing ride.  The passenger will be required to schedule their rides through the customer service center.  

HOW MUCH DOES IT COST TO RIDE SUN VAN?

The Sun Van fare is $2.00 each way of transportation and must be paid at the beginning of each one-way trip with cash, check, or a Sun Van coupon.  WE OFFER A DISCOUNT FOR USING COUPONS. Call 724-3100 (TTY: 724-3183) for information on the current fare. The driver cannot provide change. You must have the exact fare. Sun Van coupons may be purchased either in books of 10 or individually.  You may purchase them in person or by mail. Several outlets scattered throughout the service area sell coupon books. Please call 724-3100 (TTY: 724-3183) for information.

DURING WHAT HOURS DOES SUN VAN PROVIDE RIDES?

Monday through Saturday------------------5: 30 a.m. to 10:00 p.m.

Sunday-----------------------------------------6:00 a.m. to 7:30 p.m.

We are closed for only a few holidays per year.  Call for information.

WHERE CAN I GO ON SUN VAN?

You can go anywhere within the Albuquerque city limits and most of Bernalillo Country except the East Mountain area.

HOW DO I GET SUN VAN TO PICK ME UP?

Once you are a certified SUN VAN rider, call us at 243-7433(243-RIDE) TTY: 724-3183 to request a ride.  Rides are made by phone reservation only.  Our reservation lines are open seven days a week Monday through Friday 6:00 a.m. to 8:00 p.m., Saturday and Sunday 8:00 a.m. to 5:00 p.m. Requests for next day service must be called to the Customer Service Call Center no later than 5:00 p.m. the day before the trip. We are able reserve rides up to 7 days in advance.

Be sure to have you Sun Van ID number ready when you call to make a ride reservation. You will also need the correct street address of where you are going when you call.  Our reservation clerks take several hundred calls per day; please provide them with as much information as you possibly can regarding your trips. If you require assistance beyond “curb to curb” such as a need for the Driver to ring your doorbell please notify the reservation clerk. Drivers are not permitted to enter any homes or businesses to assist passengers.

You may make as many reservations as you wish, but we limit you to 6 one-way trip reservations per call. This gives all of our riders an opportunity to schedule trips.

Be sure to allow 90 minutes between your first pickup and the second one for each round trip.  Otherwise, the second van may arrive to pick you up from your destination before you have arrived.  Counting   the 30-minute window and the 60 minutes traveling time, this is very possible.  If this is confusing, the reservation clerk will be happy to assist you in planning your trip.

You may take one companion with you. Please tell us when you plan to do so.  The companion is required to pay the same fare for each one-way trip as the certified passenger.  If the companion is a child, you may be required to provide safety restraints for the trip, depending upon his/her age.  Please tell us if your companion is a wheelchair user so that we send the correct equipment the first time.

On holidays when our vans are not in service, we have a holiday message line for you to use to make reservations.  We accept messages received between 8:00 a.m. & 5 p.m. and will call you back, probably the next day, to let you know if we were able to grant your request.

Call our reservation line to access this message service on holidays when we are not working.  We can’t guarantee your exact request can be granted. Due to the amount of requests there are for certain time periods the requested time may change.  So, wait for our call the following day before you make definite plans.

WHAT SHOULD I DO IF I CAN’T GO AFTER I’VE MADE A RESERVATION?

Be sure you call us at 243-7433 (243-RIDE) as soon as you know you won’t be riding, cancellations are most helpful when made by 4:45 p.m. the previous day. To avoid a no show you must call at least two hours prior to you scheduled pick-up time to cancel your ride. We will answer between 6:00 am and 8:00 p.m. Monday through Friday, and from 8:00 a.m. through 5:00 p.m. Saturday and Sunday.

If this phone number is busy for a long time, you may also call 724-3100 to cancel your ride Monday through Friday, between 8:00 a.m. and 5:00 p.m.

WHAT HAPPENS IF I DON’T RIDE WHEN THE VAN COMES OR I DON’T CALL IN TIME TO CANCEL?

Unfortunately, since the full cost of Sun Van trips exceeds the fare charges, we must assess riders who do no call us at least 2 hours before the scheduled pick-up time with a No Show.  Three No Shows in a 30-day period may result in suspension of your riding privileges for up to 30 days.  When faced with this possibility, you have the right to appeal.  These details are included in the letters passengers receive when they face suspension.  You may also call our office for this information. If you have been marked as a no show and you feel there were circumstances beyond your control (i.e… inclement weather, cancelled medical appointments, failed mobility aid devices etc…) that caused the no-show, you may call the Customer Service Call Center and explain the situation to a supervisor who has the authority to remove the no-show.

WHAT SHOULD I DO THE DAY OF MY TRIP?

To stay on time for our passengers, Mini-Ride may arrive anytime from 15 minutes before your scheduled ride time to 15 minutes after it.

Please be ready & waiting for the van where you can see it and get on board within 5 minutes after it arrives.  (We may work out special arrangements for visually impaired riders so they know we have arrived).

Our drivers are not allowed to enter buildings to find you.  They are also not permitted to take wheelchair users in or out of inaccessible areas.

If you have not boarded the van within 5 minutes, the driver will notify our dispatcher.  It is likely the van will leave & you will be charged with a No Show.

If you are charged with a No Show and you no longer need your return trip be sure to call at least 2 hours before the scheduled pick up time to cancel that ride. Otherwise, we will assume you have found a ride to your destination and still need the return trip. Failure to cancel this return ride could result in a second no show for that day. 

We do not like to leave without you, so please be sure you are ready 15 minutes before your trip time.  We cannot wait any longer than 5 minutes or we will be late for our other riders.

Anyone traveling with you must board the van when you do.  We cannot allow companions or attendants to board until the certified rider does so.

WHAT ARE MY RESPONSIBILITIES AS A PASSENGER?

When waiting for the van, please call us only when we are outside the late window of your scheduled pickup.  Our dispatchers are very busy and don’t have time to check on vans which are not yet late.

As we just stated above, please be ready to board the van within 5 minutes of its arrival. You must show your Sun Van ID card and pay the fare as soon as you see the driver.  You will not be allowed to ride without either at the beginning of each trip.

Please expect to ride with others and plan to spend up to 60 minutes or more on the van depending on the length of your trip.

Be sure you have the correct street addresses including quadrants (NE, NW, SW & SE) of all your planned trips before you call our reservation lines.  Our clerks can more quickly serve all our riders if everyone calling has their address handy.  Because the clerks are so busy, they may not be able to look up addresses in the phone book.  Correct addresses are also important to make sure you get where you want to go.

Please do not ask our drivers to enter buildings.  They are not permitted to lose sight of their vehicles nor are they permitted to go into private residences at any time.

Be sure you can carry any articles you plan to take with you on Sun Van. To save room for riders & protect their safety, you may bring only 4 plastic grocery-sized bags at one time on our vans.
Articles not bagged cannot be larger that 18”by 18”.  You are expected to carry everything you bring on the van.

Conduct, which is physically or verbally abusive either to Sun Van staff or to other riders, is not permitted at any time.  Passengers, their companions or attendants who engage in this behavior, either while on the van, on the phone or in person at the office, may face suspension of ridership privileges.

When riding in our vans, you are expected to remain seated with your seat belt fastened at all times.  Wheelchair torso riders are expected to have a working seat belt as part of their chair & to have it fastened around them. Passengers taking children with them must have them properly secured.  

Children newborn to 9 months or 20 pounds must be transported in an infant safety seat provided by the passenger.  Children 9 months or 20 pounds to four years to 40 pounds must be transported in a toddler safety seat provided by the passenger.  Other children must travel with the vehicle seat belt fastened.

Wheelchair users who change wheelchairs should notify us before their next ride to ensure a properly equipped van is dispatched.  Riders who begin using a wheelchair should also notify us before their next ride for the same reason.  Failure to do so could result in a trip delay while the correct equipment is dispatched.

For safety reasons, Sun Van recommends passengers with inoperative mobility devices or devices with inoperable braking mechanisms have them repaired prior to boarding the van.  Unoccupied wheelchairs will only be transported with passengers who transfer onto van seats.

WHO SHOULD I CALL IF I THINK I LEFT SOMETHING ON THE VAN?

To claim a lost article, call 243-7433(243-RIDE) TTY: 724-3183.   We keep any article found on a van for 30 days.  You must come to our office at 100 1st St SW, to claim lost items.

Unfortunately, we cannot be held responsible for items left on our vans.

WHO SHOULD I CALL IF I HAVE A QUESTION, CONCERN, OR COMPLAINT?

Please call the customer service center 243-7433(243-RIDE) TTY: 724-3183 between 8:00a.m. To  5:00 p.m. Monday through Friday.  

If you have a concern, which cannot wait until our administrative office is open, please call our reservation line 243-7433(243-RIDE) TTY: 724-3183.  Ask to speak with a shift supervisor.

We are also pleased to hear any ideas you have for improving our Sun Van Para Transit service.

THANK YOU FOR TAKING THE TIME TO READ THIS INFORMATION!

