AESVA

Merrimack Valley Transit

Merrimack Valley Transit Proudly Provides the following MiniMeVa Free Services
Boston & Peabody MediMeVa

Our Boston & Peabody /7tediMeVa is a curb-to-curb, medical transportation service for /7iniVieVa passengers who reside
in Amesbury, Andover, Boxford, Georgetown, Groveland, Haverhill, Lawrence, Merrimac, Methuen, Newbury/Byfield,
Newburyport, North Andover, North Reading, Rowley, Salisbury, and West Newbury. This service allows riders to access
the following hospitals and medical centers in Boston and Peabody.

e Massachusetts General Hospital — 55 Fruit St.

e Mass Eye and Ear Infirmary — 243 Charles St.

e Shriner’s Burn Institute — 51 Blossom St.

e Boston Medical Center — 1 Boston Medical Place

e Tufts New England Medical Center — 800 Washington St.

e  Tufts Floating Hospital for Children — 735 Washington St.
Beth Israel/Deaconess Medical Center — 330 Brookline Ave.
Brigham and Women’s Hospital — 75 Francis St.

e Harvard School of Dental Medicine — 188 Longwood Ave.

e Children’s Hospital — 300 Longwood Ave.

e Dana-Farber Cancer Institute — 44 Binney St.

e Joslin Diabetes Center — 1 Joslin Place

e VA Medical Center — 150 S. Huntington Ave. (Jamaica Plain)
e lLahey Clinic — Peabody

MediMeVa to Boston hospitals:
All customers will ride the AM van trip to Boston. Passengers with the earliest appointments will be dropped off first.
The miniMeVa van will depart Boston no later than 3:30 PM.

MediMeVa to Lahey Clinic - Peabody:
All customers will ride the AM van trip to Peabody. The miniMeVa van will depart Peabody no later than 3:30 PM.

Service is provided with MeVa lift-equipped vehicles and on occasion is supplemented with other vehicles that may be
vans or sedans. This service is intended to safely and efficiently accommodate as many customers per trip as possible.

This customer manual will detail policies that will help you and the other /#ediMieVa customers receive the best possible
service. Please follow these policies to avoid any service disruptions to you and other MediVieVa customers.

How to schedule a trip:
* You can call the /iniMeVa Office to reserve a ride at (978) 469-6878 (option 3) Monday - Friday 8:00am - 5:00pm.
* Trips may be reserved up to 14 days advance, but no later than 7 days in advance.
* When reserving your trip, please specify:
e Date of travel e Medical center where the e Appointment time
e Customer pick-up location customer will be dropped off

* We drop off all passengers at the main entrances of the hospitals. The addresses are listed above.

* When booking your ride, the reservationist will give you a 30-minute window in which the van will arrive. If you are
placed on stand-by, it means you will have a ride, but are asked to call back between 4:30pm and 5:00pm the night
before, or anytime on the day of your scheduled trip if you would like to know the window of time.

* Please be ready to board the vehicle when it arrives. The driver will wait no longer than 5 minutes.



* If the MiniMeVa vehicle does not come within the 30-minute window, please call the /iniMeVa Office to check the
status of your trip.

* Trip cancellations must be made at least 1 hour prior to the start of your pick-up window.

* No trip reservations or trip reservation changes can be made on the day of the trip.

* Each customer is allowed as many bags as they can carry within one trip. Please note that drivers cannot help to carry
bags or personal belongings.

Service Availability
Rides will be available on Mondays, Tuesdays and Thursdays. We will have one trip in the morning and one return trip in
the afternoon. Hours are flexible and will vary depending on appointment times and demand.

Service is not available on the following holidays: New Year’s Day, Easter Sunday, Memorial Day, Independence Day,
Labor Day, Thanksgiving Day, and Christmas Day.

Service Rules

* All passengers are required to wear seatbelts.

* All passengers are to be properly secured at all times. Passengers that are not properly secured will not be transported.
* The type of vehicle that you will ride in will depend on availability.

* Individuals who use a three wheeled device (The Amigo Chair) or any other mobility device which cannot be securely
fastened are encouraged, but not required, to transfer to a vehicle seat, if they are so able.

* Unsafe behavior or destruction of MeVa property will not be tolerated. If such behavior occurs, the passenger could be
required to leave the vehicle immediately.

* Under no circumstances is the driver responsible for any of the actions taken by a customer before, during, or after
their trip.

* Customers should not be riding alone in a MeVa vehicle if they cannot be left unattended.

* Eating, drinking, smoking, or playing of loud music on the vehicles is not permitted.

* Tipping is not allowed.

How to Prevent Service Disruptions:

Please be ready to board the vehicle when it arrives. The driver will wait no longer than 5 minutes once they arrive. If you
are not ready and the driver leaves, your trip will be recorded as a No-Show. Trip cancellations must be made at least 1
hour prior to the start of your pick-up window. If your trip is cancelled less than an hour prior to the start of your pick-up
window, the trip will be marked as a late cancel.

Reasonable Modifications

MeVa is dedicated to providing equal access to its services for persons with disabilities as well as any individual who
(either on occasion or over an extended period) may require modifications to MeVa'’s policies, practices, and procedures.
Any individual with a disability requesting reasonable modification accommodations for an extended period of time is
required to complete the form listed on the MeVa website or by calling (978) 469-6878 to request a form. A decision will
be made within three (3) business days from the date of the request.

* In the event that is not practical to make the request in advance, it can also be made with the reservationist (when
reserving your trip) or directly with the driver. The reservationist, driver, and dispatcher will then make a determination
of whether the modification can be accommodated.

Comments / Complaints:

Comments or Complaints can be made through a number of methods: through our website, calling MeVa’s main number
and speaking with the receptionist, or calling the /iniMeVa Office. All complaints are given to the responsible party and
the complainant is called within 24 hours of its receipt in order to inform the individual that a complaint has been
received and is under review. Once resolved, the complainant will receive a response from the department head within
three (3) business days in the form of telephone call, an email, or letter advising them of the outcome.

Contact Information for /#tini MeVa’s Office
85 Railroad Avenue, Haverhill, MA 01835
Tel. (978) 469-6878 option 3
Email: miniMeVa@MeVaTransit.com




