
Manager’s Message
As we move into a new year with a renewed sense 
of optimism, our priority remains to keep our 
clients and staff safe.  It has been an incredibly 
challenging year, and we thank our clientele for 
doing their part to help keep everyone safe 
throughout the pandemic.  Unfortunately, for 
many this has meant limiting travel and access to 
the community as we all adjust to restrictions.  
During this time it is important to take care of 
ourselves both physically and emotionally.  We 
appreciate the kindness and patience that so 
many have exhibited over the past year.  Support 
is available for those experiencing mental health 
challenges. Call 211 (or text INFO to 211), 
available 24 hrs/day, or find Canadian Mental 
Health Association resources online at 
edmonton.cmha.ca.

Moving forward to 2021, we expect our service levels to gradually return to normal as 
restrictions are lifted and Edmontonians return to a more normal routine.  We will 
continue to adjust our service levels to keep up with service demands while we continue 
our progress on our commitment to improve our customer experience. 

Paul Schmold - Manager Paratransit
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Cancellation Policy

In order to better serve all of our clients, DATS is monitoring no-shows, cancellations at 
the door, and late cancellations (within 2 hours of pickup). We are also monitoring 
subscription trip cancellations.

Understandably, some cancellations are unavoidable. DATS is introducing a point-
system to track cancellations for all DATS clients. Each month, clients can use up to 8 
cancellation points without any warnings or penalties.

Clients who are no-showed, or cancel at the door, use 2 cancellation points. Clients 
who cancel late (within 2 hours of scheduled pickup) use 1 cancellation point.

Clients who exceed 8 cancellation points in any one calendar month are given a 
warning. Clients who then exceed 8 cancellation points in another one month period 
(within six-months) will be suspended from using DATS for 7 days.

Clients who exceed 8 cancellation points in a month for a third time (within a six-month 
period), will be suspended from using DATS for 14 days, and a client who exceeds 8 
cancellation points in a month for a fourth time (within a six-month period) will be 
suspended from using DATS for 30 days.

Additionally, clients who cancel over 40% of one or more of their subscription trips in a 
calendar month will receive a warning. Clients who exceed a 40% cancellation rate 
again in one month, over a six-month period, will lose that subscription, and must wait 
30 days from the date of termination to re-apply for that subscription. Clients will still 
be able to use DATS as normal, making reservation and same-day bookings to meet 
their needs. Only the subscription will be affected.

We’re here to help. If you must cancel a trip, please let us know at least two hours 
before the scheduled time of pickup. Call our cancellation line at (780) 496-4567 
Option 1.

If you must cancel a subscription trip frequently, consider applying for a new 
subscription at a different time, or use reservation trips for your travel needs.

Letting us know in advance about a cancellation can free up resources to deliver trips 
for other clients. Calling in advance gives others a chance to make same-day trip 
requests and helps us better plan our service.

For more information about our trip cancellation policy, please contact DATS 
Community Relations (780) 496-4567 (Option 4).

New Buses
DATS is receiving 45 new buses in January 
and February of 2021, replacing aging 
vehicles in our fleet.  Some of these vehicles 
have a different layout than our other buses, 
such as a lift towards the middle of the bus 
(instead of at the back). Once inspected and 
upgraded to include our communications 
and security equipment, they will be out on 
the road by the end of February.


	Page 3

