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Transportation 

Toolkit 
Access to safe, affordable, reliable transportation is one of the most persistent 
problems facing many people, especially seniors and people with disabilities. 
Knowing where to obtain information about transportation options can be a 
frustrating challenge. Disability Rights & Resources developed this transportation 
toolkit to make locating transportation services in Charlotte more convenient and 
accessible. Basic information about the company/agency name and contact 
information, service area, costs, eligibility requirements (if any), and hours of 
operation are listed for each transportation provider. This document was updated 
June 2023. Please call the transportation providers to verify accuracy, as all 
information contained herein is subject to change.  

This Transportation Toolkit was made possible by a grant through the Charlotte 
Area Transit System (CATS).  Their funding of this project is greatly appreciated. 

 
 

To receive this information in an alternate format, please contact  
Disability Rights & Resources at (704) 537-0550. 
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Information on each resource was compiled using their website. Please see each 
website for more detailed information. 
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Charlotte Area Transit System 
www.ridetransit.org 

The Charlotte Area Transit System (CATS) operates the largest transit system 
between Atlanta, GA and Washington, DC with over 70 local, express and regional 
bus routes, a light rail line, services for the disabled, and vanpools serving more 
than 23,000,000 trips each year. Managed by the Public Transit Department, a 
department within the City of Charlotte, CATS maintains a dual focus, managing 
and continually improving day-to-day operations of the region’s transit services 
within a six-county area while advancing planning for a regional rapid transit 
system integrated with land-use plans which includes light rail, commuter rail, bus 
rapid transit and expanded bus services. 

All of CATS fixed route buses, streetcar, and trains are accessible and meet the 
Americans with Disabilities Act (ADA) requirements.  CATS also offers paratransit, 
Special Transportation Service (STS), for eligible customers with disabilities.  Click 
here for more about CATS accessibility. 

CATS-Pass App 
CATS-Pass is the official mobile app for the Charlotte Area Transit System. CATS-
Pass offers a seamless way to plan and pay for trips instantly on your smartphone 
– anytime, anywhere. Riders can also view real-time locations and up-to-the 
minute arrival times for buses, LYNX Blue Line and the CityLYNX Gold Line across 
the entire CATS system. It is available on the iPhone and Android app stores. 

If you received this toolkit on a USB drive, there is a flyer included as a separate 
document on the drive with instructions for downloading and setting up the app. 
Frequently Asked Questions about the CATS-Pass app are included as Appendix 4 
of this toolkit. 

CATS Fixed Route Buses 
How to Ride 
Riding CATS is easy.  Here are a few tips to get you started: 

https://charlottenc.gov/cats/bus/riding-cats/Pages/accessibility.aspx
https://charlottenc.gov/cats/bus/riding-cats/Pages/accessibility.aspx
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Plan your trip 
Look at the CATS System Map to determine which bus route(s) you need to take 
to reach your destination.  The system map gives an overview of all the bus 
service. 

Obtain the corresponding bus schedule(s) 

Look at the map on your bus schedule and find the point along the route that is in 
the most convenient place for you to board.  Not all bus stops are listed, only 
major time points.  There will be a bus stop sign, with the route number on it, 
along that route within a few blocks of that location. 

Find the time point that is closest to the time you want to arrive, then move your 
finger along that line to your boarding point.  This determines your departure 
time. 

Download the CATS-Pass app for scheduling and real-time tracking information on 
your route. Plan your trip, view schedule for selected route or individual stop, and 
track your bus all on the CATS-Pass app. It is available on the iPhone and Android 
app stores. 

You may also plan your trip using Google Maps. Input your starting point and your 

destination, and make sure the transit icon  is selected, and it will give you 
directions including what bus stop to go to, which route to take, and where to get 
off the bus. 

Go to your bus stop 
Be at your bus stop a few minutes early. Look at the headway sign above the 
windshield for the route number and name. When you see the bus approaching 
stand near the bus stop sign and have your fare ready.  Be sure to stand where 
the operator can see you. 

Once you arrive at your bus stop, make sure that the route you are using is listed 
on the bus stop sign. You can also check the bus stop ID, which is a 4 to 5 digit 
code, listed on the bus stop pole. This ID can be used when calling into 704-336-
7433, and selecting the option to receive schedule information via stop ID. Or you 
can input the stop ID in the CATS-Pass mobile app, after selecting Plan, clicking 
the magnifying glass, and selecting STOP. 

https://charlottenc.gov/cats/bus/Documents/Charlotte-Riders-Guide.pdf
https://charlottenc.gov/cats/bus/routes/Pages/default.aspx
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Have Your Fare Ready 
Exact fare or a CATS pass is acceptable – for more information, see “How to Pay” 
below. All fares are posted on the fare box as you enter the bus. If you need a 
transfer, please ask the driver.  Transfers are good for 1 hour, 45 minutes.  They 
are free unless you are transferring to a connecting service whose fare is higher 
than the one you paid.  

Get on your bus 
Allow other passengers to exit the bus before boarding. Generally seating near 
the front is reserved for the elderly and mobility impaired passengers. You must 
carry on baby strollers and other small items.  Please do not block the aisles. 
Lastly, sit back and enjoy the ride. 

Get off at your stop 
About one block from your stop gather your belongings and pull the stop 
cord.  This will signal to the driver to stop at the next bus stop. Exit through the 
front or rear doors. 

Providing feedback or ADA Complaint 
To provide feedback or register an ADA complaint, click here for customer service 
contact info. 

The CATS-Pass mobile app allows for you to file a complaint or submit Safety and 
Security concerns directly to CATS. Simply select the “MORE” option. For security 
or safety concerns, select Transit Security. This option allows for you to safely and 
anonymously submit security issues, via the See Say App. These concerns go 
directly to CATS Safety and Security department, and allows for you to record and 
take pictures discreetly.  If you have a non-security concern, you can submit that 
concern by selecting Help & Support, and the Email Us Feedback. This information 
is submitted to CATS Customer Service professionals who will forward your 
concern appropriately. 

http://www.charlottenc.gov/cats/about/Pages/customer-service.aspx
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How to Pay 

Pay as Your Board the Bus 
Deposit your fare in cash into the fare box as you board the bus. Be prepared with 
the correct fare, because you will not get change back. 

Purchase a Bus Pass in Person 
Bus passes are available to purchase in person at all transit centers and a number 
of other locations in the Charlotte area, including many grocery stores. A list of 
pass sale locations as of March 2023 is in Appendix 1 of this toolkit. Click here for 
an online list of Pass Sales Locations. Note that not all kinds of passes are 
available at all locations. 

Monthly and weekly passes allow you to ride for an unlimited number of times. 
Monthly passes are sold for express routes OR local & neighborhood routes OR 
both (be sure to purchase the correct one). All monthly passes can be used on the 
LYNX Blue Line as well. Weekly passes are available only for local and 
neighborhood bus routes (not express routes), as well as the LYNX Blue Line. 

Purchase a Bus Pass Online 
Go to the CATS Online Pass Sales Store to purchase bus passes online, or use the 
CATS-Pass App.  

Passes purchased online are mailed automatically to you or can be picked up at 
the Charlotte Transportation Center at the CATS Customer Service Center located 
in Pavilion C. 

There is a $2.00 mailing and processing fee to have passes mailed to you, and a 
$12 minimum order, not including fees. You may also choose to have your passes 
sent via certified mail for $4.00. 

Purchasing Transfers 
Transfers to local buses are free, but higher when transferring to an Express 
Route or a higher fare service. You must ask for one when you pay your fare. 
Transfers must be used within 1 hour and 45 minutes or on the next connecting 
bus. 

https://charlottenc.gov/cats/fares/Pages/pass-sale-locations.aspx
https://charlottenc.gov/cats/fares/Pages/pass-sale-locations.aspx
https://secure.ridetransit.org/psales/
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Transit IDs 
A Transit ID enables people 62 years and up, those with disabilities, students, and 
children to ride at reduced rates. The IDs are made at the Charlotte 
Transportation Center, located at 310 East Trade Street, Monday through Friday, 
in Pavilion A from 8:00 a.m. to 5:00 p.m. The cost of the ID is $1.00. Customers 
purchasing and riding with a Senior/ADA monthly pass, ADA 10 ride ticket or a 
senior ticket issued from a LYNX Ticket Vending Machine must be prepared to 
provide a valid Medicare card or Transit ID. Customers with valid Transit IDs need 
to show it to bus operators when boarding. Riders with Medicare cards only need 
to show their card to ride at a reduced rate. Transit IDs can also be used when 
purchasing passes at a Pass Sales location at reduced rates. 

Fare Capping 
Fare capping is a flexible, cost-saving option that rewards customers with a 
monthly pass once they have paid $88, the equivalent of a local monthly pass, in 
eligible fares through the CATS-Pass app. 

When customers reach the $88 monthly threshold, a local monthly pass will 
automatically be added to their CATS-Pass wallet. With the monthly pass, 
customers can ride local bus and rail for free for the remainder of that month. 

How Fare Capping Works 
All local bus and rail passes, including one-way, one-day and weekly passes, 
purchased through the CATS-Pass app will count towards the $88 monthly 
threshold. Only passes purchased through the CATS-Pass app will count towards a 
monthly pass. 

Riders can connect their CATS-Pass accounts to their debit or credit cards and 
load funds into their mobile wallets to purchase passes. 

To pay with cash, riders can visit the CATS customer service booth at the 
Charlotte Transit Center and provide the agent with cash that will be instantly 
added to their CATS-Pass accounts. 

Customers will automatically receive a monthly pass in their CATS-Pass wallets 
once they have met the monthly threshold. 
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For the remainder of the month, riders can show their monthly passes to bus 
operators and rail fare inspectors to ride CATS local bus and rail for free. Express 
and Express Plus buses will still require normal fare, regardless of the fare capping 
status of the rider. 

On the first day of the following month, riders' fare capping will reset. 

What about Riders without Smartphones? 
Riders who do not have access to a smartphone may be eligible to receive a free 
smartphone and free phone service through the Federal Communications 
Commission's income-based Affordable Connectivity Program (ACP). Through 
ACP, qualifying households can receive one free smartphone and free monthly 
service. To learn more about this program, riders can contact the Life Wireless at 
1.888.543.3620 or email info@lifewireless.com. Click here for more information 
about the ACP. 

Bus Accessibility Features 
All CATS buses: 

• Are equipped with lifts or ramps. Additionally, CATS fixed route buses have 
low floors or kneeling capability for anyone who has a difficult time 
climbing steps. 

• Have priority seating for customers with disabilities conveniently located at 
the front of the bus.  Bus operators will secure wheelchairs and scooters. 

• Have an automated system that displays and announces time points, major 
intersections, landmarks and points of interests.  Bus operators will also 
announce upcoming stop locations if requested by a rider.  

• Have push strips to request the operator to stop and to deploy the lift. 
• Permit service animals. 

For information on riding the bus, schedules, trip planning or to request an 
accessible bus stop, click here.  To engage a speaker to explain these services, call 
(704) 336-RIDE (7433). 

  

https://charlottenc.gov/cats/bus/Pages/Fare-Capping.aspx
https://charlottenc.gov/cats/bus/Pages/Fare-Capping.aspx
https://charlottenc.gov/cats/bus/riding-cats/Documents/busstopsurvey%20v1.pdf
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LYNX Blue Line 
The LYNX Blue Line is the Charlotte region's first light rail service. It is 18.9 miles 
long and operates from I-485 at South Boulevard to UNC Charlotte’s main campus 
in University City. With 26 stations, including 11 park and ride locations, the LYNX 
Blue Line provides a congestion free commute with a consistent travel time. LYNX 
operates seven days a week. Weekday service operates from 5 a.m. to 2 a.m. and 
service is available every 15 minutes during weekday rush hour and every 20 
minutes during non-peak hours and on weekends. 

How to Ride 

Getting Started 
1. Familiarize yourself with the LYNX Blue Line map and schedule to determine 

which station is closest to you. See Appendix 2 of this toolkit for the Blue Line 
map and schedule as of March 2023. 

2. Decide what time and which station you will need to catch the train to reach 
your destination. Many of CATS bus routes provide service to the LYNX Blue 
Line for easy access to stations. 

3. Purchase a pass or ticket that best meets your needs. 

Riding A LYNX Train 
1. Prior to the train arriving, an audio announcement will be broadcast on the 

station platform informing you of the approaching train's destination.  
2. Stand at least three feet from the tactile edge of the platform. 
3. There is no need to flag down the train. In-service LYNX trains stop at every 

station. 
4. Wait for the train to come to a complete stop, and let the doors open fully. 
5. If the doors do not open automatically, push the flashing button in the center 

of the doors to activate them. 
6. Allow passengers to exit before you board. 
7. Find a seat or hold on tightly to a hand rail. Never lean against the doors. 
8. Be prepared to show your valid pass or ticket should a CATS Fare Inspector 

request to see it. 
9. Shortly before reaching your stop, gather your belongings and prepare to exit. 
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10. Move toward the doors and exit once they completely open. If the doors do 
not open automatically, push the flashing button in the center of the doors to 
activate them. 

11. Upon exiting the train, move to a safe distance away from the vehicle so 
others can board. 

Providing feedback or ADA Complaint 
To provide feedback or register an ADA complaint please click here for CATS 
customer service contact information. 

How to Pay 
The LYNX Blue Line operates as a proof of payment fare collection system. A valid 
pass or ticket is required to ride. Failure to possess a valid ticket or pass could 
result in a citation of $50. A valid monthly or weekly pass is also considered as 
proof of payment. 10-ride passes and STS yellow tickets are not valid on LYNX 
services. 

CATS' Fare Inspectors and Police Officers will check for valid tickets and passes 
aboard the LYNX Blue Line.  Remember to keep your ticket handy until exiting at 
your final destination. Customers purchasing and riding with a senior/disabled or 
youth/student ticket must provide a valid Medicare Card or transit id.  

There are a number of ways to pay for your pass or ticket: 

Use a Ticket Vending Machine 
LYNX tickets can be purchased at self-service ticket vending machines (TVMs) 
located on the rail station platforms. TVMs sell one-way and round-trip tickets, 
one-day passes, and 7-day passes. For more information, including step-by-step 
instructions to use a TVM, see Appendix 3 of this toolkit. These instructions, plus 
an informational video, is also online at https://charlottenc.gov/cats/rail/lynx-
blue-line/Pages/TVM.aspx. 

Purchase a Pass Online 
Go to the CATS Online Pass Sales Store to purchase passes online. Day, weekly, 
and monthly passes are usable on the CATS bus system and the LYNX light rail, but 
10-ride passes, yellow STS tickets, and pink ADA tickets are not accepted on the 
LYNX. 

http://www.charlottenc.gov/cats/about/Pages/customer-service.aspx
https://charlottenc.gov/cats/rail/lynx-blue-line/Pages/TVM.aspx
https://charlottenc.gov/cats/rail/lynx-blue-line/Pages/TVM.aspx
https://secure.ridetransit.org/psales/
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Passes purchased online are mailed automatically to you or can be picked up at 
the Charlotte Transportation Center at the CATS Customer Service Center located 
in Pavilion C. 

There is a $2.00 mailing and processing fee to have passes mailed to you, and a 
$12 minimum order, not including fees. You may also choose to have your passes 
sent via certified mail for $4.00. 

Use the CATS Pass Mobile App 
The CATS Pass mobile app provides a way to purchase a LYNX ticket in advance 
using a smart phone. You can pay through the app with a credit or debit card, and 
use the ticket when you’re ready to ride. The ticket will display on the screen to 
show to a fare inspector or bus operator, and can be used to transfer to a local 
bus just like a paper LYNX ticket. See appendix 4 of this toolkit for frequently 
asked questions about the CATS-Pass app. If you received this toolkit on a USB 
drive, there is a flyer included as a separate document on the drive with 
instructions for downloading and setting up the app. 

Transfers 
Bus transfers are valid on LYNX if used within the time indicated on the back of 
the transfer. Remember that you must ask for a transfer when you board the bus. 

One-way tickets and round-trip tickets can be used to transfer to the bus service if 
used within 105 minutes of the time of purchase. If you are riding a higher priced 
service like an express or express plus bus service, you will need to pay the 
difference aboard the bus. 

Accessibility 
LYNX trains have priority seating near the train entrance as well as level floor 
boarding from the station platform. For additional information on accessibility, 
call (704) 336-RIDE. 

CityLYNX Gold Line Streetcar 
The CityLYNX Gold Line Streetcar opened for passenger service on Monday, 
August 30, 2021. 

The 4-mile-long streetcar line has 17 stops and connects the Historic West End 
through Center City Charlotte to the Elizabeth neighborhood. 
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Hours of Operation 
The CityLYNX Gold Line Streetcar operates 7 days-a-week from 5 a.m. to 2 a.m. 
CATS is continually monitoring ridership and will make adjustments to service 
levels as needed. 

How to Pay 
CityLYNX Gold Line streetcar service is currently fare-free as of March 2023. When 
CATS begins to charge fares, the cost to ride will be that of a one-way bus trip, 
$2.20. The fare can be paid via fare box on board the vehicle or via the CATS-Pass 
app. 

List of Stops 
• French St. 
• Johnson C. Smith 
• Bruns Ave. 
• Wesley Heights 
• Irwin Ave. 
• Johnson & Wales University 
• Charlotte Gateway Station 
• Mint St. 
• Tryon St. 
• CTC/Arena 
• Davidson St. 
• McDowell St. 
• CPCC 
• Elizabeth & Hawthorne 
• Hawthorne & 5th st. 
• 8th st. 
• Sunnyside Ave. 
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Riding Paratransit (STS) 
All transit agencies operating a fixed-route bus system must provide a comparable 
paratransit system for people with disabilities who cannot use the fixed-route bus 
service. CATS Special Transportation Service (STS) operates the paratransit system 
which is a pre-scheduled, shared-ride, door to door service. 

The STS service operates under the Americans with Disabilities Act (ADA), which 
guarantees all trips within the systems service area. The STS service area is 
defined as the area up to ¾ of a mile on either side of an existing fixed or local bus 
route. Service is available on the same days and times that the fixed-route buses 
in the area are operating. 

You can be approved for STS service even if your residence in not within the 
service area. Under such circumstances you would be required to be picked up 
and dropped off at a location that is within the service area to get a guaranteed 
trip.  

When CATS makes service level changes to the fixed route bus service, there may 
be potential changes to the ADA’s ¾ mile service area for STS (paratransit) riders. 
When these service changes occur they may affect your ability to receive STS 
service from your residence or to your desired drop off location. 

STS Eligibility 
If you have a disability that prevents you from using the lift-equipped fixed route 
bus some or all of the time you may be eligible for CATS STS paratransit service. 

Eligibility is determined by three factors: 

1. Your ability to get to and from the bus stop 
2. Your ability to board and exit the bus 
3. You cognitive ability to navigate the fixed route bus system 

Operational issues that are not used to determine STS eligibility include: 

1. Age 
2. Distance to and from a bus stop 
3. Lack of bus service in area 
4. Overcrowded buses 
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How to Apply 
Individuals interested in applying for STS can receive an application via mail, fax, 
or online. To receive an application via mail or fax, contact STS at 704-336-2637 
and select option 3. You may also apply online at ADARide.com. If you received 
this toolkit on a USB drive, the paper application is also included as a separate file 
on the drive. 

On your application, you will need to describe your disability and how it impacts 
your ability to use CATS fixed route service. Make sure that ALL questions have 
been answered and that the professional verification section has been signed by 
your healthcare provider. If your application is not complete, it will be returned to 
you. 

After you've completed your application, fax it to (704) 336-5119, or mail it to: 

Special Transportation Services 
901 N. Davidson Street 
Charlotte, NC  28206 
Once STS receives your application, you will be contacted to schedule your 
appointment for an in-person interview and possibly a functional assessment. 

Once your interview and assessment are complete, you will be considered either: 

1. Eligible to ride STS 
2. Eligible with conditions or 
3. Ineligible to ride STS 

Those considered as eligible to ride STS will be sent a letter of determination 
stating their certification and their eligibility to use CATS' STS service. 

Applicants determined to be ineligible or eligible with conditions may appeal their 
evaluation.  An independent panel has been established to hear appeals and does 
include a person with a disability. 

Depending on the nature of your disability, STS may also require that you be 
certified by a Functional Assessment professional that you are unable to use CATS 
Fixed Routes Buses. STS staff will let you know if this assessment will be required. 
The new ADA regulations require that STS transport those with disabilities who: 
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• Are unable to board, ride or get off an accessible bus without the assistance 
of someone, other than the operator of the lift or other boarding device, or 

• Are able to board, ride and get off an accessible bus, but require 
transportation during a time when such a bus is not being used on a route, 
or 

• Have a specific impairment-related condition that prevents them from 
traveling to or from a bus stop. 

Rider’s Guide 
CATS provides a rider’s guide for STS riders with detailed information about fares, 
scheduling, rules, etc. You can find it online if you click here, or if you received this 
toolkit on a USB drive, it is included as a separate file on the drive. The Rider’s 
Guide is current as of March 2023.  

https://charlottenc.gov/cats/para-transit/riding-para-transit/Documents/STS%20Rider%20Guide/STS%20Rider%20Guide%202022_F.pdf
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Mecklenburg Transportation System 
Mecklenburg Transportation System (MTS) is a program within the Mecklenburg 
County Department of Social Services (DSS) that provides non-emergency 
transportation to eligible citizens of Mecklenburg County. Transportation is 
provided to various locations seven days a week, except December 25. 

Transportation is provided by: 

• Monthly bus passes through Charlotte Area Transit System (CATS). 
• County certified drivers. 
• Contracts with transportation vendors such as taxi companies and private 

companies that provide wheelchair-equipped vehicles to help with 
specialized transportation needs. 

MTS services are used to take you to non-emergency medical appointments or 
other destinations approved by DSS. It is not a taxi service. The driver is not 
permitted to enter your home. 

How to Apply for Services 
To apply for Medicaid funded transportation to a nutrition site, medical facility, or 
other location, call the MTS scheduling line at (704) 336-4547. Be prepared to 
provide the name, social security number, date of birth, complete home address, 
and telephone number of the person needing transportation, and the name and 
number of an emergency contact person. 

To apply for Veterans Transportation, call the Veterans Service Office (704) 336-
2102. 

Description of Transportation Programs and Eligibility 
Medicaid Transportation 
Adults and children authorized to receive Medicaid transportation are 
transported to and from a medical destination. CATS bus service is the primary 
mode of transportation. Door to door service is available, but a Medicaid 
Transportation Exception Form is required. Cost: No fare. 
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Elderly Disabled Transportation Assistance (EDTAP) 
Adults aged 60+ or adults and children with a disability may receive 
transportation to and from dialysis or chemotherapy. Passenger fare of $1.50 per 
trip is required. 

Elderly General Purpose (EGP) 
Adults aged 60+ not living in an assisted living facility or nursing home, may 
receive transportation to and from medical and dental appointments, pharmacy, 
grocery shopping, paid employment, senior centers and congregate meal sites. 
Passenger fare of $1.50 per trip is required. 

Rural General Public (RGP) 
Available to individuals living outside the urbanized area. Door to door service is 
provided within the rural area of Charlotte. Riders are limited to 40 one-way trips 
monthly. Passenger fare of $1.50 per trip is required.  

Veterans Services Transportation 
Veterans may receive transportation to and from Veterans Affairs hospitals in 
North Carolina as well as clinics in Charlotte. Call 704-336-2102 for more 
information.  

Senior Citizens Nutrition Program Meal Sites  
Adults aged 60+ may receive transportation to and from Mecklenburg County's 
Senior Citizens Nutrition Program meal sites. Nutritious meals and opportunities 
for socialization and enhanced physical health are provided. Contributions are 
encouraged but not required. 

Urbanized Area General Purpose (5307)  
Adults aged 60+ or individuals with a disability that reside in the 
Charlotte/Mecklenburg urbanized area. Transportation is used for non-
emergency medical, government facilities, Social Security Administration, banks, 
hair salons, faith-based centers, exercise or related recreational centers, paid 
employment, post-secondary education, congregate nutrition sites and grocery 
trips. Passenger fare of $1.50 per trip is required. 
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Quality of Life Trips 

To help offset the financial impact of the pandemic on older adults, DSS offers a 
free fare ride program for any adult 60 and older. The free fare rides are available 
to designated locations through June 2023. Call 704-336-4547 for more 
information. 

Online Request Forms 
Some MTS services can be requested through an online form. To avoid 
duplication of efforts, if you have already spoken with someone by phone, please 
do not submit an online request. Please read the guidelines for each type of 
online request carefully, and only use the form if you are eligible to do so. None 
of these forms may be used by a first-time rider – they are only to be used if you 
have already used the service once and are requesting a subsequent trip. 

Medicaid Bus Pass Reservation 
The online request form for Medicaid Bus Pass Reservations can be found here. 
The online request form is only for Medicaid Bus Pass reservations. 

The trip form must be completed in its entirety. 

The following requests cannot be made via the online form: 

• Cancellations 
• First time riders 
• Group trips (trips consisting of 5 or more riders) 
• Non-medical trips 
• Trips requiring multiple stops 
• Veteran trips 

Transportation Subscriptions 
For customers who have (1) scheduled a subscription within the last 6 months 
and (2) for whom DSS has received and approved their prior authorization 
paperwork for a new subscription, please use the online request form to request 
another transportation subscription. 

If you do not meet both criteria, you must call Transportation Scheduling at 704-
336-4547 in order to request a subscription. 

https://mecklenburgcounty.co1.qualtrics.com/jfe/form/SV_cUf6fMVpdZKQhrD
https://mecklenburgcounty.co1.qualtrics.com/jfe/form/SV_1Rdiy0mHcxHqVBX
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The following requests cannot be made via the online form; instead they must be 
made by calling the Transportation Scheduling line: 704-336-4547. 

1. Bus Pass requests 
2. Cancellations 
3. First time riders 
4. Group trips (trips consisting of 5 or more riders) 
5. Non-medical trips 
6. One time appointments 
7. Trips requiring multiple stops 
8. Trips that require pre-authorization 
9.  Trips that require temporary exemptions 
10.  Veteran trips 

Veteran’s Services Transportation 
This form is only for veterans for whom DSS and the Veterans Support 
Organization (VSO) have approved prior authorization paperwork. If you do not 
meet this criteria, you must call MTS Transportation Scheduling in order to 
request assistance. 

Eligibility guidelines: 

1. The online request form is only for Transportation reservations for 
veterans. 

2. All online trip requests must be received by the Transportation Scheduling 
Unit at least five business days before the first trip. 

3. The trip request form must be completed in its entirety. 
4. Incomplete requests or requests not within the guidelines will not be 

accepted or confirmed. 
5. For complete requests, a member of the Transportation Scheduling Unit 

will confirm the trip details. 

The following requests cannot be made via the online form; instead they must be 
made by calling the Transportation Scheduling Unit at 704-336-4547. 

1. Cancellations 
2. First-time riders 
3. Group trips (trips consisting of 5 or more riders) 

https://mecklenburgcounty.co1.qualtrics.com/jfe/form/SV_6G9fwfAxQaJpNit
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4. Non-medical trips 
5. Trips requiring multiple stops 
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Concord Kannapolis Area Transit (Rider) 
www.ckrider.com 

Serving the communities of Concord and Kannapolis, Rider Transit is a public 
transportation solution designed to connect you with the people you want to see 
and places you want to be. Rider Transit will continue to improve the quality of 
life for residents and visitors by providing a cost-efficient, readily accessible, 
intermodal means of mobility for those who want to use its services. For more 
information call (704) 920-7433. 

Rider Transit provides fixed route bus service and ADA Paratransit service to the 
Concord and Kannapolis communities seven days a week. Hours of operation are: 

Monday – Friday: 5:30 am to 8:30 pm 

Saturday – Sunday: 8:30 am to 8:30 pm 

Customer Service is located in the main lobby of the Rider Transit Center and is 
open Monday – Friday from 6:30 am until 5:30 pm and on weekends from 8:30 
am – 5:30 pm. 

The Rider Transit Center facility is open Monday – Friday from 5:30 am until 7:30 
pm and on weekends from 8:30 am to 7:30 pm. 

How to Ride 
Riding the bus is a great way to save yourself a little money and cut the stress 
from a frustrating commute. Rider Transit offers some helpful hints on how to 
make the experience pleasant. 

Waiting for the Bus 
• Arrive at the bus stop at least five minutes early. 
• When waiting for the bus, stand at the nearest bus stop sign. 
• Each bus is identified by the route name located on the top front of the 

bus. 
• Do not approach the bus until it has come to a complete stop. 
• Rider buses are equipped with automated voice and text messaging making 

stops easily identifiable. 
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Entering Rider Vehicles 
• Enter through the front door of Rider buses. 
• Pay the fare with exact change, Rider Bus Pass, Rider Spare Fare Card or 

Transfer Pass. 
• If you need to get a Transfer Pass for the next Rider bus, please ask the 

driver as you board the bus. 
• All Rider buses are equipped to accommodate two bikes on the front 

exterior bike rack. Load bikes onto front of bus prior to boarding. 

Priority Seating 
Priority seating for persons with disabilities has been designated near the front of 
the bus. Other passengers are asked to allow senior citizens and persons with 
disabilities to sit in this area, even if it means that other passengers are required 
to change seats or to stand. 

Safety 
• Take your seat as soon as possible. 
• Do not change seats unless absolutely necessary. 
• Children are not permitted to ride in strollers while on the bus. In addition, 

strollers must be closed and stowed safely while on the bus. 
• Mobility devices utilized by passengers must be secured in the Priority 

Seating area while on the bus. 
• Exit from the rear door when leaving a Rider bus. Persons with disabilities 

should use the front door, which is curb level. 
• Surveillance cameras are in use on every Rider bus for your safety. 
• Do not carry open cans, bottles, or food on the bus. 
• Do not smoke on any Rider buses. 
• Alcoholic beverages are not allowed on Rider buses. 
• Do not use profanity on Rider buses. 
• Weapons are prohibited on the bus. 
• No items, activities, or conditions are permitted on the bus that may pose a 

health hazard for other riders or transit staff. 
• No disruptive behavior or abusive language will be permitted. 
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Routes and Schedules 
Along the road, Rider stops are marked with bus stop signs. Each sign indicates 
the bus route that is picked up at that location. To view and/or print out route 
maps with stops, go to https://ckrider.com/maps-and-schedules/. Alternatively, if 
you received this toolkit on a USB drive, the transit system map (including route 
schedules) is included as a separate file on the drive. 

Exiting Rider Vehicles 
• Exit from the rear door when leaving a Rider bus. This minor effort allows 

boarding passengers to use the front door and helps to keep the bus on 
schedule. 

• Persons with disabilities should exit at the front of the bus, which is curb 
level. 

Additional Guidelines for Riding 
• Arrival and departure times are approximate. Arrive at the bus stop at least 

five minutes prior to any posted time. 
• Bus stops are identified with a bus stop sign. When waiting for the bus, 

stand at the nearest bus stop sign. 
• Each bus is identified by the route name located on the front of the bus at 

the top. 
• Stand in a visible location near the sign, and signal the operator when your 

bus approaches. 
• Do not approach the bus until it has come to a complete stop. 
• Enter the bus through the front door, allowing riders to exit first. 
• If no seats are available, stand and hold on to the poles for stability. Please 

remember the seats in the front of the bus are reserved for senior citizens 
and passengers with disabilities. 

• As the bus nears your stop, signal the operator by pulling the cord located 
near the windows. If you’re not sure where to depart, ask the operator to 
call out your stop. 

Passenger Code of Conduct 
The following guidelines will ensure all passengers and operators have a pleasant 
ride while using Rider Transit services. Enjoy your ride! 

https://ckrider.com/maps-and-schedules/
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For the safety of our passengers and our operators all Rider vehicles are equipped 
with security cameras. Cameras monitor video and audio activity. 

To Ensure a Safe Ride 
• Passengers are responsible for carrying their own packages. 
• Please limit any items to what you can carry yourself in a single trip. In the 

event your items take up an additional seat you will be asked to pay the 
fare for the additional seat. 

• Rider Transit is not responsible for any items left on the vehicles. 
• Smoking, including e-cigarettes, is not allowed on any Rider Transit 

vehicles. 
• Do not use profanity on Rider Transit vehicles. 
• No disruptive behavior or abusive language will be permitted. 
• Don’t litter. 
• Shirt and shoes are required when riding. 
• If you choose to listen to music while on-board a Rider Transit vehicle, 

headphones/earbuds are required. The use of radios or other audio 
devices, including speaker phone conversations, distracts the driver and 
other passengers. 

For Everyone’s Safety 
No items or conditions are permitted on-board vehicles that may pose a health 
hazard for other passengers or transit staff. The following items are prohibited: 

• Open cans, bottles, or food 
• Car batteries 
• Gasoline, kerosene, or any other flammable liquid 
• Weapons, including but not limited to guns or knives 
• Illegal drugs 
• Open containers of alcohol 
• Animals, other than service animals for the disabled 

For Passengers’ Safety – Riding Rider Transit 
• Stand away from the road to avoid traffic. 
• Stay in well-lit areas. 
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• Wait until the vehicle comes to a complete stop before attempting to 
board. 

• Take your seat as soon as possible. 
• Do not change seats unless absolutely necessary. 
• Children are not permitted to ride in strollers while on vehicles. 
• Strollers must be closed and stowed safely while on board. 
• Passengers who interfere with the safety or privacy of other riders or the 

safety or privacy of the operator will be suspended from riding. 
• Never walk in front of a vehicle. Wait until the vehicle has pulled away so 

you can cross the road safely. 

Accessibility 
Transportation is a critical part of everyday life. Whether someone needs to get to 
work, school, medical appointments, shopping, recreation or social opportunities, 
public transit is a great option available to everyone in our communities to help 
get them where they need to go. Using fixed route (bus) public transit can be 
challenging or impossible for some people with disabilities. An ADA Paratransit 
How to Ride Guide has been prepared to help explain the accessibility options 
available on Rider Transit and how to use the ADA Paratransit program. It can be 
found at https://ckrider.com/accessibility/#ada-application or, if you received this 
toolkit on a USB drive, it is included as a separate file on the drive. 

Please note: Rider Transit will make reasonable modifications to its policies and 
practices to accommodate individuals with disabilities. If you are unable to 
navigate the fixed route system, call 704-920-5876 to see if you qualify for Rider 
Transit’s ADA Paratransit service. Additionally, the material on their website and 
all material printed by Rider Transit will be provided in an alternative format upon 
request. To request a modification, please call Rider Transit at 704-920-7433. 

Fares & Passes 
Keep your Rider passes, cards, and IDs in good condition so they can be read by 
the fare box. Don’t bend them or get them wet, and keep them away from high 
heat and out of the sun. All pass cards, transfers and IDs are non-transferable, 
cannot be shared, and are non-refundable. Misuse of Rider fare media may result 
in your pass being deactivated. 

https://ckrider.com/accessibility/#ada-application
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One-way Trips 
• Bus Fare: $1.25 
• ADA Paratransit: $2.00 
• Children under age 5: Free 

Bus Passes 
• One Day Pass: $4.00 
• 10-Ride Pass: $10.00 
• 7-Day Pass: $12.00 
• 31-Day Pass: $40.00 

Transfer Passes 
If you are paying with cash to board the bus and need a transfer pass to complete 
your trip on a connecting bus, request a transfer pass from the driver when you 
pay your fare on the first bus. When you board your connecting bus, scan the 
transfer pass at the digital reader. A paper transfer pass may be used to transfer 
to any Rider Transit bus on any route or to a CATS bus or light rail. 

If you are using your phone or smartcard to pay your fare to board the bus (see 
the Rider Digital Fare Payment System section, below), a free transfer pass will 
automatically be loaded into your account. This transfer pass may be used to 
transfer to any Rider Transit bus on any route. Please note, you will need to ask 
your driver for a paper transfer pass if you plan to transfer to a CATS bus or light 
rail, as CATS does not accept the digital Rider Pass. 

Reduced Fare 
A Reduced Fare ID Card is required for all discount rates. Be prepared to show 
your Reduced Fare ID Card to receive the discount. Qualified individuals (persons 
with disabilities, senior citizens 65 and older, Medicare card holders with photo 
ID, current students with a valid school ID and proof of enrollment, and military 
veterans) can obtain a Reduced Fare ID Card application through one of the 
following ways: 

• Print and mail the completed form to the address at the top of the form or 
bring the form to the Rider Transit Center Customer Service Office. The 
form can be downloaded from ckrider.com or, if you received this toolkit on 
a USB drive, the form is included as a separate file on the drive. 



27 
 

 

• Visit the Rider Transit Center Customer Service Office at 45 Transit Ct NW, 
Concord, NC 28025. 

Reduced Fare Bus Passes and Reduced Fare ID Cards are non-transferable. The 
discounted rate is only valid for the person who qualifies for the Reduced Fare ID 
Card. Replacement cards are $5.00. 

Rider Digital Fare Payment System 
With your digital Rider Pass, you can pay fares with your smartphone or with a 
smartcard. Plus, your digital Rider Pass has all kinds of cool features and benefits, 
so you can:  

• Manage your account online. 
• Auto-load a new pass. 
• Protect your passes and account balances. 
• Get real-time information. 
• Pay fare on the bus with your phone, and much more! 

The digital Rider Pass by way of the Umo mobile app is an excellent addition to 
your smartphone to pay for your trips with ease! Of course, cash fares are still 
available if you choose to pay that way. 

Rider Transit has compiled a Frequently Asked Questions document about the 
digital fare payment system, which you can find online at 
https://ckrider.com/fares-and-passes/ or, if you received this toolkit on a USB 
drive, the document is included as a separate file on the drive. 

How it Works 
Load and Go: The digital Rider Pass offers a convenient new way to ride the bus 
by allowing you to load money or bus passes either through the Umo mobile app 
or onto a Rider Pass smartcard and pay as you ride. Just scan the code from your 
smartphone at the reader on the bus or tap your smartcard for quick, easy 
boarding.  

Fare Caps: With the new digital Rider Pass, fixed route passengers will never pay 
more than the monthly cap no matter how many times you ride! The system 
automatically tracks your rides so you don’t have to. Once you spend $40 ($20 
reduced fare) within a month, you can ride the rest of that month for free. 

https://ckrider.com/fares-and-passes/
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How to Get Started 
To get started, first choose to use either your Umo mobile app or the Rider Pass 
smartcard available for purchase from Rider Transit Customer Service. Then 
follow the simple steps below. 

For Umo mobile app 
1. Download the free Umo mobile app from the Android or Apple app store. 
2. Register your account online at umopass.com to protect your cash 

balances, passes and transfers in the event that your mobile device is lost, 
damaged or stolen. 

3. Buy transit passes with a tap. 
4. Scan your app’s QR code at the reader when you board the bus. 
5. One free transfer will automatically be added to your account. 
6. Enjoy the ride! 

For smartcard 
1. Visit the Customer Service window at the Rider Transit Center to get your 

smartcard. New and replacement cards cost $2.00.  
2. Register your account online at umopass.com to protect your cash 

balances, passes and transfers in the event that your smartcard is lost, 
damaged or stolen! 

3. Load the card with bus passes or cash value. You can also load your card by 
visiting the Customer Service window at the Rider Transit Center. 

4. Tap your smartcard at the reader when you board the bus. 
5. One free transfer will automatically be added to your account. 
6. Enjoy the ride! 

Cabarrus County Transportation Services 
www.cabarruscounty.us/transportation 

Cabarrus County Transportation Services (CCTS) provides transportation for 
eligible Cabarrus County citizens. CCTS provides about 700,000 miles of service 
each year over more than 100,000 trips and utilizes a fleet of more than 20 
vehicles. CCTS’s mission is to provide transportation services that enable all 
eligible individuals to access necessary medical care and other resources that can 

http://umopass.com/
http://umopass.com/
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improve and enhance their quality of life. By providing transportation for essential 
services, CCTS promotes an independent lifestyle that allows individuals to remain 
in their homes as long as possible. To find out more information, call (704) 920-
2246 or go to www.cabarruscounty.us/transportation 

Eligibility 
Cabarrus County Human Services has programs to help the community cover the 
cost of transportation. 

Medicaid will cover transportation to: 

• doctor appointments. 
• pharmacy visits (for prescription pickups only). 

The Work First Family Assistance program will cover transportation to: 

• job searches. 
• work for a certain amount of time. 

Adult and Family Services will assist clients who are over 60 and not receiving 
Medicaid. The cost of transportation is covered to: 

• doctor appointments. 
• pharmacy visits (for prescription pickups only). 

Adult and Aging Services also offers the LunchPlus Club program. If you qualify for 
transportation through Adult and Aging Services, you can find out more by:  

• calling 704-920-1400 and choosing option 7 at the first menu. 
• choosing option 2 at the second menu. 

The Rural General Purpose (RGP) program is available to those living in the rural 
areas of the County who: 

• do not qualify for transportation through any of the above programs. 
• need transportation within the County to destinations not covered by other 

programs. 

Contact the Demand Response Call Center at 704-920-2246 about eligibility 
through the RGP. 

https://www.cabarruscounty.us/transportation


30 
 

 

There are many other programs available. Contact the main Human Services line 
for help at 704-920-1400. 

Reservations 
Call the CCTS Demand Response Call Center Monday through Friday, 8am to 5pm 
at 704-920-2246 to schedule a trip. Be prepared with the following information 
before calling to schedule a reservation: 

• your name (or the name of the person you are scheduling for) 
• pick up address 
• phone number 
• date of appointment 
• destination name, address, and phone number 
• appointment time 

All reservations must be scheduled no later than 1pm on the day before the 
appointment. Call in Monday reservations no later than 1pm on the Friday before 
the appointment. Reservations may be scheduled up to two months in advance. 
Same day reservations are accepted. CCTS can't guarantee a same day reservation 
or that it will arrive on time. 

Additional reservations on the same day must be at least one hour apart. 

Schedule medical appointments for Monday through Friday between 8am and 
1pm. Schedule return trips no later than 4pm. 

Pre-approved medical appointments outside Cabarrus County are only available 
for DSS Medicaid clients. Schedule these appointments for Tuesday, Wednesday 
or Thursday between 8am and 1pm. Schedule return trips no later than 3pm. 

Be ready for pick up as early as one and one half hours before your appointment 
time for in county trips. For out of county trips, riders must being ready two hours 
in advance. 

In some cases, TJ's Taxi or American Alternative may be used for trips. If this is not 
an acceptable option for you, inform the CCTS representative. 
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Scheduling a Return Trip Home Reservation 
Call CCTS at 704-920-2246 when you are finished with your appointment and 
ready to return home. Pick up for a return trip home can sometimes take one to 
one-and-a-half hours. When calling for a return trip, you MUST be at the same 
location where you were dropped off. The only exception is if you scheduled a 
pick up from another location when you set up your reservation. Failure to call 
and cancel a return trip may result in a no-show flag. 

Cancelling a Reservation 
Call CCTS at 704-920-2246 to cancel your scheduled reservation. If you cannot call 
during regular business hours, leave a message for the dispatcher. You must call 
CCTS to cancel your reservation. Calling the provider to cancel is not enough. 
Calling CCTS cancels all segments of the reservation. 

Trip Procedures 
CCTS will make every attempt to get you to your scheduled appointment on time. 
Be aware, there may be delays due to: 

• inclement weather 
• road conditions 
• traffic backups 
• overscheduling of trips 
• other unexpected reasons 

Pick up will be at least 30 minutes before your scheduled appointment time. If 
you are not picked up in this time frame, call the Demand Response Call Center. 

To make changes to your reservation, call the Demand Response Call Center. Give 
adequate notice of any changes so your trips are scheduled correctly. 

Passenger Policies 
Passengers are required to follow certain rules while using the CCTS service: 

• If a passenger has a child riding, the parent must provide a child safety seat. 
NC law requires that any child under 80 pounds or under 8 years old be 
restrained in a car seat. 

• All CCTS riders must wear a seatbelt. 
• CCTS does not provide wheelchairs or child restraint seats. 
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• Wheelchair client’s homes without ground level access must have 
accessible ramps installed. 

• CCTS is not responsible for any items left on the vehicles by riders. Make 
sure you take all your items with you when you leave the vehicle. 

• Passengers are not allowed to smoke, eat or drink on CCTS vehicles. 
• Weapons are not allowed on CCTS vehicles. 
• No animals, other than service animals, are allowed on CCTS vehicles. 
• Inappropriate behavior or bad language is not acceptable. This includes 

conduct toward both vehicle operators and CCTS staff. These behaviors 
could result in the suspension of services. 

Immediate suspension of services will occur for the following reasons: 

• Touching a driver inappropriately 
• Hitting a driver 

Gastonia Transit 
www.cityofgastonia.com/city-bus-service 

Gastonia Transit can take you to shopping centers, schools, office/medical parks, 
businesses, city and county facilities, and cultural centers- in comfort and safety. 

If you have any comments or questions about the services provided by Gastonia 
Transit, call their information number: (704) 866-6855. 

How it Works 
Most routes begin and end at Bradley Station, located at the intersection of 
Oakland Street and Main Avenue. For specific time and route information, call the 
information number at (704) 866-6855 or, if you received this toolkit on a USB 
drive, reference the Gastonia Transit Guide included as a separate document on 
the drive. Service is provided Monday through Saturday; no service is provided on 
Sundays. 

You can get onto the Gastonia Transit system at any place along a route that is 
marked with a Gastonia Transit bus stop sign. You should arrive at the bus stop 
several minutes before the scheduled arrival of the bus. All buses are wheelchair 
accessible. 
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Every Gastonia Transit bus has a large destination sign above its windshield, and 
another smaller sign next to the front door. These signs tell you the route 
number, the final destination, and major points along the route. If you’re not sure 
that you are getting on the correct bus, just tell the driver where you want to go, 
and they will be glad to help. 

Be sure to have your exact fare (or a ticket or pass) ready to deposit in the fare 
box. Although the electronic fare boxes accept coins and bills, neither they nor 
the drivers make change. 

As the bus approaches your destination, let the driver know you want to get off 
by pulling the yellow cord above the window. Audible and visual stop 
announcements are made to assist disabled passengers. If you are using one of 
the wheelchair positions, you should either pull the yellow cord alongside the 
window or push the yellow plastic strip beside you. A bell and lighted sign will 
alert the driver to stop at the next bus stop sign. Please remember to watch for 
your stop and sound the bell a block before the stop. 

Transit Safety 
Please remember to: 

• Make front seats available to the elderly and disabled. 
• Keep aisles clear of packages, strollers, and other large items 
• Allow passengers to exit the bus before boarding 
• Use earphones for any music players. 

Please do not: 

• Eat, drink, or smoke on the bus 
• Bring open containers or weapons on the bus 
• Use profanity or rude behavior 
• Bring pets on the bus (service animals welcome) 

Transfers 
When more than one bus is required to complete your trip, you can transfer onto 
a second bus at no additional cost. Simply ask your operator for a transfer as you 
board the first bus and pay for your fare. You must request a transfer to the 
connecting bus at the time you first board the bus. 
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When you board the connecting bus, please insert the transfer in the fare box. 
Transfers must be used within 90 minutes of the time printed on the transfer, and 
may only be used to complete a one-way trip. Transfers are not valid for round 
trips. Transfers are not accepted to and from the Route 85X or Gaston County 
ACCESS Service. 

Lost and Found 
All items left on the buses are collected at the end of the day and temporarily 
stored at the Bradley Station. If you have lost an item on the bus, please call (704) 
866-6855 to determine if it can be recovered. Gastonia Transit is not responsible 
for lost or stolen items. 

Paratransit Service 
For passengers whose disabilities make it impossible for them to use a regular 
bus, Gastonia Transit offers paratransit service. This curb-to-curb van service 
operates in the same service area, during the same hours, and on the same days 
as regular route bus service, and trips can be reserved up to 6:00pm the day 
before you wish to travel. This service is provided anywhere within ¾ mile of all 
regular routes during normal operating hours for a cost of $2.50 per trip. 

This service is only available for those that meet eligibility requirements, so 
certification is required for those interested individuals. Application forms and 
operating policy forms for the service are available at Bradley Station or by calling 
(704) 866-6855. In addition, if you received this toolkit on a USB drive, these 
forms are included as separate files on the drive. 

Fares & Passes 
Gastonia Transit has a variety of ways for you to pay your fare. For all cash fares, 
however, exact change is always required. For safety reasons, bus drivers do not 
carry change. 

Fares 
• Regular Fare: $1.25 
• Elderly and Handicapped Fare: $0.60 
• ADA Paratransit: $2.50 
• Children age five and younger: Free (must be accompanied by an adult) 
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In order to receive the elderly and handicapped fare, you need proof of being 65 
years of age or older, a Social Security health insurance card, or a Gastonia Transit 
VIP Card. 

Passes 
To avoid concerns about keeping up with exact change, tickets good for 10 trips 
may be purchased at the Bradley Station, located at 121 N Oakland St, or the City 
of Gastonia Revenue Division located at 181 South Street for the following costs: 

• Regular Fare Tickets: $12 
• Elderly and Handicapped Tickets: $6 
• ADA Paratransit Tickets: $25.00 

Connections to Other Transit Services 
Gaston County ACCESS 
ACCESS (formerly Central Transportation of Gaston County) offers coordinated 
transportation service to all of Gaston County using scheduled routes and 
demand-response services. By coordinating schedules and working together, 
Gastonia Transit and ACCESS make it possible to travel to all parts of Gaston 
County. ACCESS provides connections to Gaston College and Dallas from Bradley 
Station. If you would like to find out more about the services offered by Gaston 
County ACCESS, call (704) 866-3207. 

The route operates Monday-Friday and will pick up and drop off every hour 
beginning from 7:30am until 3:30pm at Bradley Station. Deviated service is 
offered twice daily and must be within ¾ mile of the fixed route. To request 
deviated service contact (704) 866-3206. 

Sunway Charter (Bus Service between Boone and Charlotte) 
The Sunway Charter bus arrives at Bradley Station 7 days a week at 12:05pm 
going to Charlotte, and returns to Bradley Station at 6:40pm going back to Boone. 
Schedules are available at Bradley Station. 

CATS Express Bus to Charlotte 
The Charlotte Area Transit System (CATS) operates the Route 85X express service 
between Bradley Station and uptown Charlotte. Please contact CATS at (704) 336-
RIDE for up-to-date schedule, park-and-ride, and fare information.  
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Union County Transportation 
www.unioncountync.gov/transportation 

Union County Transportation is Union County’s only source of public transit. 
Transportation services are available to residents of Union County through limited 
NCDOT-funded grant programs or through sponsorship of a local human service 
agency. Cost depends on time of registration and type of trip scheduled. 

Eligibility 
Union County can provide transportation services to all county residents 18 years 
of age and older. They provide scheduled transportation to many types of eligible 
passengers, including those with mobility issues, special needs, county residents 
who would like to go to work, the elderly, and general public. Transportation 
services are provided at a nominal cost to the passenger, with many costs being 
covered by either grant or County funds. 

Policies, Procedures, & Guidelines 
Services are offered Monday through Friday from 6 a.m. – 6 p.m.  

Passengers must adhere to all safety and behavior rules of the transportation 
system as included in the Passenger Policies and Procedures. A summary of 
transportation Passenger Policies and Procedures, including safety and behavior 
expectations, is provided to customers at the time of registration, and the full 
version is also available for review at www.unioncountync.gov/transportation or, 
if you received this toolkit on a USB drive, it is included as a separate file on the 
drive. 

If you have any questions or need additional information, call 704-292-2511, 
option 3. 

Transportation Calendar 
A chart of destinations is listed below. Please note: 

• Appointments for Salisbury Clinic must be scheduled no earlier than 9:30 
a.m. and completed by 1:30 p.m. 

• Appointments for Charlotte Clinic must be scheduled no earlier than 8 a.m. 
and completed by 1 p.m. 

http://www.unioncountync.gov/transportation
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• Charlotte & Salisbury are for Medical and Veteran Affair appointments only. 
• On shopping/retail days, you will be dropped off at 11:30 a.m. and have 

two hours max to shop. 
• 48-hour notice is required for scheduling and cancellations must happen 

24-hours before. 

Monday Tuesday Wednesday Thursday Friday 
Charlotte  
(appts. 8 a.m.-
noon, done by 1 
p.m.) 

Charlotte  
(appts. 8 a.m.-
noon, done by 1 
p.m.) 

Charlotte  
(appts. 8 a.m.-
noon, done by 1 
p.m.) 

Charlotte  
(appts. 8 a.m.-
noon, done by 1 
p.m.) 

Charlotte, 
*Every other 
Friday  
(appts. 8 a.m.-
noon, done by 1 
p.m.) 

Matthews  
(appts. 9 a.m.-1 
p.m., done by 2 
p.m.) 

Matthews  
(appts. 9 a.m.-1 
p.m., done by 2 
p.m.) 

Matthews  
(appts. 9 a.m.-1 
p.m., done by 2 
p.m.) 

Matthews  
(appts. 9 a.m.-1 
p.m., done by 2 
p.m.) 

Matthews  
(appts. 9 a.m.-1 
p.m., done by 2 
p.m.) 

 Shopping/Retail 
(11:30 a.m. drop 
off, 2 hour max) 

 Shopping/Retail 
(11:30 a.m. drop 
off, 2 hour max) 

Shopping/Retail 
(11:30 a.m. drop 
off, 2 hour max) 

 Salisbury  
(appts. no earlier 
than 9:30 a.m., 
done by 1:30 
p.m.) 

 Salisbury  
(appts. no earlier 
than 9:30 a.m., 
done by 1:30 
p.m.) 

 

How to Ride 
Step 1: Register as a Rider 
All passengers must complete and sign a registration application with 
acknowledgement form, and submit a copy of their driver’s license or picture ID.  

You can complete the registration process entirely online by clicking here: 
https://lfportal.unioncountync.gov/Forms/UCTClientRegistration 

You may also obtain the required forms by: 

• Downloading it from unioncountync.gov/transportation 
• Calling 704-292-2511, option 3 
• If you received this toolkit on a USB drive, they are included as separate file 

on the drive. 

Then, mail the following documents to Union County Transportation, 610 Patton 
Ave, Monroe, NC 28110: 

• Completed and signed application form 

https://lfportal.unioncountync.gov/Forms/UCTClientRegistration
https://www.unioncountync.gov/government/departments-r-z/transportation
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• Copy of driver's license or picture ID 
• Signed acknowledgment form (included in application) 

Step 2: Book Reservation 
Call 704-292-2511, option 2, Monday through Friday, 9 a.m. – 5 p.m. Services are 
offered Monday through Friday, from 6 a.m. – 6 p.m. 

Reservations 
A minimum of 48-business hours in advance reservation is required. However, if 
there is availability, scheduling inside of this 48-hour window may be 
accommodated. Reservations may be made up to a year in advance. 

Reserve by speaking to a teammate or by leaving a voicemail. Provide the 
following information, so your reservation can be scheduled accurately: 

• name of person needing transportation, 
• contact phone number, 
• date and time of appointment for which transportation is being requested, 
• pick-up location address, 
• destination/appointment location address. 

Incorrect or incomplete information may result in your appointment not being 
scheduled. 

Do not give the driver appointment requests. You are responsible for calling the 
office and scheduling transportation. 

Changes in address, phone number and/or and mobility status should be reported 
when making appointments. 

• Non-Medicaid trips within and outside of Union County: 704-292-2511, 
option 2 

• Trips to Charlotte/Pineville/Salisbury (VA) are scheduled several days a 
week based on available resources, and may require transfer from one 
vehicle to another. Click here to view the planned schedule for out-of-
County trips. 

• Medicaid trips: 704-292-2511, option 2 
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Cancellations 
Call 704-292-2511, option 2, by noon the day before your scheduled reservation 
you wish to cancel. 

If you do not call, or, if you call later than noon, you will incur a $2.00 late cancel 
fee. 

Fares & Fees 
• No fare for clients sponsored by a human service agency. 
• Clients pay $2 for a one-way trip within Union County depending on 

funding.  
• Destinations outside Union County could incur additional costs. 

Step 3: Pick Up and Return Home 
Passengers will receive an automated call a day before a scheduled trip for 
confirmation. 

Pick-up 
Services are offered Monday through Friday, from 6 a.m. – 6 p.m. Passengers 
should be ready one hour prior to their scheduled appointment time, unless 
otherwise notified. Vans will wait only three minutes beyond a scheduled pick-up 
time. Passengers not ready to board the vehicle within the allotted timeframe will 
be charged with a "No Show." 

Return Home 
Call 704-292-2511, option 5, for pick up to return home. 
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A Note about Medicaid-Funded Transportation 
If you are seeking Medicaid-funded transportation services, be aware that the 
process is different depending on whether you have Medicaid Direct or a Prepaid 
Health Plan. 

Medicaid Direct 
If you have Medicaid Direct, you should contact the transportation provider for 
your county: 

Mecklenburg Transportation System: (704) 336-4547 

Cabarrus County Transportation Services: 704-920-2246 

Gaston County ACCESS: (704) 866-3207 

Union County Transportation: 704-292-2511 

Pre-Paid Health Plans (PHPs) 
If you have a PHP, you will need to call the number on your Medicaid card to 
request transportation services. 

You may also attempt to contact the Non-Emergency Medical Transportation 
broker for your plan. Find your plan in the chart below, and then contact the 
broker indicated in the chart: 

If your plan is: You should contact: 
AmeriHealth Caritas ModivCare (833) 498-2262 
Carolina Complete Health ModivCare (855) 397-3601 
Healthy Blue ModivCare (855) 397-3602 
UnitedHeathcare Modivcare (800) 349-1855 
WellCare MTM (877) 598-7602 
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Private Transportation Providers 
This section concerns private companies that provide transportation. They 
broadly fall into two categories: taxi services and non-emergency medical 
transportation. 

Taxi Services 
Below is a sample of some of the taxi companies that operate in the Charlotte-
Mecklenburg area. Taxi services operate 24/7, and they do not have a limited 
geographic service area – they will take you anywhere you want to go. All taxi 
companies can provide wheelchair vehicles on request. Their rates are set by 
law, so they all have the same prices: 

• $3.00 base fare, PLUS: 
• $3.00 per mile (or $0.60 per 1/5 of a mile) 
• $2.00 per additional passenger after 2 
• $0.50 per minute of wait time at pickup or in rush hour traffic 
• $30.00 flat rate to travel between uptown and the Charlotte airport 
• $14.00 flat rate to travel from the airport within a 3-mile radius 

City Cab 
Phone: (704) 333-3327  

Crown Cab 
Phone: (704)-334-6666  

Green Cab 
Phone: (704) 777-1117 

Yellow Cab 
Phone: (704) 444-4444  

TJ’s Taxi (Based in Cabarrus County) 
Phone: (704) 938-5440 
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Non-Emergency Medical Transportation 
All of the below companies offer a door-to-door transportation service, either for 
an individual trip, or a series of pre-scheduled trips (such as a weekly medical 
appointment). Many of them contract with Medicaid for transportation to 
medical appointments, but most also accept private clients and will take you to 
any destination within their service area. All of the below companies offer 
wheelchair vehicles. 

A-1 Wheelchair Patient Transport Co 
 Phone: (704) 333-9741 
 Website:  www.a1patienttransport.com 
 Service Area: Mecklenburg, Cabarrus, and Gaston Counties 
 Hours: 5am-5pm Monday-Friday. Nights and weekends with 

advance notice 
 Price: $55 loading fee, and $2.50/mile.  

American Specialty Transportation Service 
 Phone: (704) 662-6494 
 Website:  www.americanspecialtytransport.com 
 Service Area: Local and long distance 
 Hours: 24/7 including holidays 
 Price:  Varies 
 Notes: Premium service. Owner recommends first calling 

Mecklenburg County Transportation for medical transport to 
save cost. 

Carolina Specialty Transportation 
 Phone: (704) 824-2455 
 Website:  carolinaspecialtytransport.com 
 Service Area: Trips must begin in Gaston, Cleveland, and Mecklenburg 

Counties. Destinations anywhere in North or South Carolina. 
 Hours: 24/7 transportation, Call between 5am and 5pm M-F 
 Price:  Contact for quote 

Charlotte Towncar Service 
 Phone: (704) 906-9010 

http://www.americanspecialtytransport.com/
https://carolinaspecialtytransport.com/
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 Website:  www.cltcar.com 
 Service Area: Mecklenburg, Gaston, and Cleveland Counties 
 Hours: 24/7 
 Price: Varies by location  

Drive of Faith Transportation, Inc. 
 Phone: (704) 839-9455 
 Website:  www.driveoffaith.com 
 Service Area: Charlotte Metro Area 
 Hours: Mon-Fri 6am-6pm; After-hours and weekends upon request 
 Price: $50 each way plus $1/mile. Contact for exact quote.  
 Notes: 10% discount for seniors & military. First hour of wait time at 

appointment is free, after which wait fees apply. 

Prestige Wheelchair Transport 
 Phone: (704) 332-3939 
 Website:  None 
 Service Area: Charlotte 
 Hours: 24/7 
 Price:  Taxi rates (see previous section) 

Secure Comfort Care 
 Phone: (704) 701-7392 
 Website:  securecomfortcare.com 
 Service Area: Within a 50 mile radius of Charlotte 
 Hours: 24/7 
 Price:  Sliding fee scale based on income 

Wheels U Trust 
 Phone: (980) 225-5378 
 Website:  None 
 Service Area: Mecklenburg, Cabarrus, and Gaston counties 
 Hours: 6am-6pm Monday-Friday and by appointment 
 Price:  $45 one-way or $90 round-trip 

  

http://securecomfortcare.com/


44 
 

 

Non-Profit Transportation Providers 
Non-profit agencies that provide transportation tend to have low-cost or no-cost 
programs, but unlike private companies, they usually have requirements that 
must be met for you to be eligible to receive transportation. They typically require 
more advance notice to arrange transportation, and they don’t all have 
wheelchair vehicles available. 

Community Link Programs of Travelers Aid Society 
 Phone: (800) 977-1969 
 Website:  communitylinknc.org/travelersaid 
 Service Area: Charlotte to destination 
 Hours: 9am-3pm M-F 
 Price: Free, as long as eligibility requirements are met. 
 Wheelchair vehicle: Yes, Greyhound bus 
 Notes/Eligibility: Must be in need of medical services and unable to be 

treated in Charlotte, fleeing domestic violence, or exiting 
jail. Must be able to contact someone at destination to 
confirm housing. Community Link provides Greyhound bus 
vouchers to eligible travelers. They do not provide local 
transportation. An in-person assessment is required. 

Disabled American Veterans Transportation Network 
 Phone: (704) 597-3538 
 Website:  None 
 Service Area: Kernersville & Salisbury 
 Hours: 8am-12pm Monday-Friday 
 Price: Free 
 Wheelchair vehicle: No, but wheelchairs are available at VA clinics and hospitals 
 Notes/Eligibility: Transportation provided to ambulatory veterans with 

medical appointment at VAMC in Salisbury. Must call at least 
7 days in advance. Transportation is subject to volunteer 
availability. Continue to seek other transportation options 
until seat is confirmed. Income and other restrictions apply. 

Metrolina Association for the Blind 
 Phone: (704) 887-5100 

http://communitylinknc.org/travelersaid
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 Website:  www.mabnc.org 
 Service Area: Mecklenburg, northern Union, and portions of Cabarrus 

counties 
 Hours: 6:30am-8:30pm Monday-Friday 
 Price: $10 for trips under 26 miles; $20 for longer trips 
 Wheelchair vehicle: Yes 
 Notes/Eligibility: Must be a client of MAB. Call 2 days ahead. 

Regional AIDS Interfaith Network 
 Phone: (704) 372-7246 
 Website:  www.carolinarain.org 
 Service Area: Mecklenburg County 
 Hours: 9am-5pm Monday-Thursday, 9am-12pm Friday 
 Price: Free 
 Wheelchair vehicle: No 
 Notes/Eligibility: Must be a client of RAIN, HIV+ or identified at risk for HIV 

and taking PrEP. Transportation is only provided to medical 
appointments or for other basic needs related to HIV (such 
as a food pantry). 

Shepherd's Center 
 Phone: (704) 365-1995 
 Website:  www.shepherdscharlotte.org 
 Service Area: Zip Codes 28105, 28134, 28203, 28204, 28205, 28207, 

28209, 28212, and parts of zip codes 28210, 28211, 28215, 
28226, 28270, 28277 

 Hours: 9am-5pm Monday-Thursday, 9am-1pm Friday 
 Price: Free. Suggested donation of $20/round trip 
 Wheelchair vehicle: No, must be able to enter car without assistance. Walkers 

can be accommodated. 
 Notes/Eligibility: Transportation provided to individuals age 55+, for medical 

appointments and other essential needs only.  

  

http://www.mabnc.org/
http://www.carolinarain.org/
http://www.shepherdscharlotte.org/
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Other Resources 
These resources do not provide transportation directly, but may be able to assist 
you in other ways, or identify other transportation options. 

Referral Services 
These services exist to identify other community resources that may be of help to 
you, including transportation. 

CharMeck 311 
 Phone: 3-1-1 

 Website: www.charlottenc.gov/HNS/CharMeck311/ 

 Description: CharMeck 311 serves as the customer contact center 
providing information and services for customers in the City 
of Charlotte and Mecklenburg County. CharMeck 311 is 
open Monday through Friday from 7 a.m. – 7 p.m. Residents 
can also submit service requests online 24 hours a day. 
Callers to 311 may also get directory assistance to City and 
County offices, schedules for meetings of City and County 
government and information about various City and County 
services. Specialists trained in tax and utility issues will be 
on hand to assist callers. Complex calls beyond the scope of 
311 and those requiring extensive research and investigation 
will be connected directly to the appropriate department. 

Just1Call 
 Phone: (704) 432-1111 

 Website:  www.just1call.org 

 Description: Just1Call is a one-stop source of information and assistance 
for seniors and adults with disabilities living in Mecklenburg 
County, N.C., as well as their families and professional 
caregivers - wherever they may reside. This service is 
confidential, free of charge, easy to use and available in 140 
languages. 

http://servicerequest.charlottenc.gov/service
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NC 211 
 Phone: 2-1-1 or 1-888-892-1162 

 Website:  www.nc211.org/find-help 

 Description: NC 2-1-1 is an information and referral service provided by 
United Way of North Carolina. Accessible via an easy-to-
remember, three-digit number, families and individuals can 
call to obtain free and confidential information on health 
and human services and resources within their community.  

Coordinated Entry (Homelessness Services) 
 Phone: (704) 284-9665 

 Hours: Mon-Fri 8am-5pm 

 Description: Mecklenburg County is the Lead Agency for Coordinated 
Entry for the Charlotte-Mecklenburg Continuum of Care. If 
you are experiencing homelessness or think you will be 
homeless soon, Coordinated Entry is your first step to 
connect to homeless services and homelessness prevention 
resources in Mecklenburg County.  

  Mecklenburg County Coordinated Entry CAN: 

• provide friendly, compassionate service and a listening 
ear 

• assist in identifying resources 
• assist in generating creative solutions 
• provide referrals to which you are eligible to shelters, 

outreach, diversion, and prevention, if available 

  Mecklenburg County Coordinated Entry CANNOT: 

• provide financial assistance 
• provide a discharge plan 
• provide motel vouchers 
• provide housing vouchers or low-income housing 
• provide immediate shelter (some shelters have waitlists) 
• provide transportation, bus passes or moving services 
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Senior Nutrition Program: Congregate Meal Service 
This service is currently offered at 14 locations throughout Mecklenburg County. 
Participants meet Monday-Friday, between the hours of 9:00am and 2:00pm, to 
engage in a variety of programs, including opportunities for physical activity, 
meaningful socialization, arts, health literacy, and educational programs. 

SCNP provides nutritious meals planned by a registered dietician to fulfill one-
third of the daily nutrition requirements for seniors age 60 years and older. 

For more information, including a list of site locations, click here. 

Who Qualifies 
1. Mecklenburg County residents, age 60 + and their spouses regardless of 

age when accompanying an eligible client. 
2. Individuals under age 60 with disabilities who reside with and accompany 

eligible individuals. 
3. Individuals under age 60 with disabilities who reside in partner housing 

facilities, occupied primarily by older adults. 

Other Services 
Care Ring 
 Phone: (704) 375-0172 
 Web Site: www.careringnc.com 
 Hours: 8am-5pm Monday-Friday 
 Location: 601 E. 5th Street, Suite 140, Charlotte NC 28202 
 Description: Care Ring leads a collaborative effort to meet our 

community’s changing health care needs. They are a non-
profit organization that helps people who fall through the 
cracks of the health care system in Mecklenburg County. 
Since 1955, they have been providing uninsured individuals 
access to medical and dental care. One in 10 people die from 
limited access to health services. Care Ring’s goal is to 
prevent these needless tragedies and build a stronger, 
healthier community. 

Child Care Resources, Inc. 
 Phone: (704) 376-6697 

https://www.mecknc.gov/dss/adults/Pages/CongregateMealProgram.aspx
https://www.careringnc.com/
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 Web Site: www.childcareresourcesinc.org/  
 Location: 4600 Park Rd. Suite 400, Charlotte, NC 28209  
 Description: Child Care Resources Inc. is a private, non-profit child care 

resource and referral (CCR&R) agency that works with 
families and communities to help ensure that all children 
have access to high-quality, affordable early learning and 
school-age opportunities and experiences that enable them 
to succeed in school and in life. 

Disability Rights & Resources 
 Phone: (704) 537-0550 
 Web Site: www.disability-rights.org 
 Hours: 9am-5pm Monday-Friday 
 Location: 5801 Executive Center Drive, Suite 101, Charlotte NC 28212 
 Description: Disability Rights and Resources is an advocacy-based, 

consumer-controlled, community-embedded center that 
advocates with and serves as mentors for people with 
disabilities. Their mission is to create a fully inclusive 
community in which all people, with and without disabilities, 
may pursue their own goals and choices for living and 
working together. 

  Through the Let’s All Go! Program, Disability Rights & 
Resources teaches people with disabilities and seniors how 
to use public transportation in Mecklenburg County, and 
provides this transportation toolkit that they can use to 
become more independent and to participate in their 
community. 

Safe Alliance 
 Phone: 980-771-4673(HOPE) 
 Web Site: www.safealliance.org 
 Hours: 24/7 
 Location: Confidential 
 Description: The mission of Safe Alliance is to provide hope and healing 

to those impacted by domestic violence and sexual assault. 

http://www.childcareresourcesinc.org/
http://www.safealliance.org/
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If you are in immediate danger, call 9-1-1. If you are in need 
of support for domestic violence or sexual assault, call the 
24/7 Greater Charlotte Hope Line at 980-771-4673.  
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Transportation for Students with Disabilities 
K-12 Transportation to School 
According to the NC Department of Public Instruction, a student with an 
Individualized Education Program (IEP) may have Transportation listed as a 
related service. Further, that IEP may require specialized equipment (e.g. 
wheelchair lift) or other accommodations so that the student can be safely 
transported to and from school. In such cases where there is an IEP, the school 
district has an obligation to make sure that those needs are met. The school 
system may decide that those needs can be met via transportation by school bus 
or may identify an alternative method, such as contracting with a third party to 
transport the student 

CATS Student Discounts 
K-12 students can purchase one-way and round-trip bus passes for half price 
when they show a valid student or transit ID. Children 12 and under are to be 
accompanied by an adult. Children 5 years of age or younger must be 
accompanied by an adult and ride free. College students are considered adults 
and thus must possess a valid adult ticket when riding.  Most of the area colleges 
and universities have pass purchase programs through CATS that provide students 
with reduced prices when purchasing those passes through the college / 
university. 
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National Transportation Resources 
Amtrak 
Amtrak’s goal is to provide safe, efficient, and comfortable service to all 
passengers, and is pleased to provide additional services to passengers with 
disabilities, and has worked to make its facilities more accessible to customers 
with disabilities. 

For tickets, routes, schedules, and accessibility assistance, call 1-800-872-7245. 

For more information on services and assistance for passengers with disabilities, 
including reservations for accessible space, station accessibility, traveling with a 
companion/attendant, wheeled mobility device services, use of oxygen 
equipment, service animals, and special dietary requirements, visit the following 
web page: https://www.amtrak.com/accessible-travel-services. 

Charlotte-Douglass International Airport 
The City of Charlotte and Charlotte Douglas International Airport (CLT) are 
committed to promoting the quality of opportunity for all. CLT continues to 
modify its facilities, programs, policies, or practices, as necessary, to ensure 
access is provided. 

If an individual believes he or she has been subjected to discrimination, he or she 
should contact Liz Erhartic, the ADA Coordinator for Charlotte Douglas 
International Airport at 704-589-6594 or email elizabeth.erhartic@cltairport.com. 

Requesting a Wheelchair at CLT 
Wheelchairs are controlled by the airlines, not the Airport. Please contact your 
airline immediately for ALL special assistance needs. 

Due to an increase in demand for wheelchair service, advance notification to the 
airline at least 24 hours before your trip is strongly advised. Passengers in need of 
wheelchair service also are advised to arrive early or factor in extra time for your 
CLT layover. 

https://www.amtrak.com/accessible-travel-services
mailto:elizabeth.erhartic@cltairport.com
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When traveling through CLT... 
• Contact your airline prior to travel for wheelchairs, passenger loading lifts, 

personal assistance throughout a connection or escort assistance for 
minors. 

• Inform the security checkpoint screener of any disability or if you have 
special equipment that cannot go through an x-ray inspection. 

• TTY/TDD is available at the Airport Services Counter and Visitor Info Center. 
24/7 assistance is available by calling 704-359-4030 from any TTY/DDD. 

• Visual messaging and paging is located on flight information monitors and 
visual display monitors throughout the terminal. 

• All restrooms are accessible. Family restrooms are located near gates A6, 
A24, B4, C7, D5, E5, E15, the Plaza near the corner of Concourses D & E, and 
Arrivals/Baggage Claim Zones B and E. 

• Adult Changing Stations are centrally located in family restrooms in the 
terminal near Gates A6, C7 and E34. 

• Service Animal/Pet Relief Areas are located inside the terminal (post-
security) on the Concourse A Connector (between Gates A1-A13 and A21-
A29), in the restroom corridor near the corner of Concourses D and E across 
from Checkpoint E, and on Concourse E near Gate E36. An indoor Area is 
also located in Baggage Claim (pre-security, lower level) between Zone D 
and Zone E on the back wall behind the bag carousel. 

• Handicap parking is available in all CLT decks/lots, and accessible shuttles 
run continuously. If assistance is needed, please call 704.359.4038. If you 
wish to park your vehicle and escort a disabled passenger into the terminal, 
it is recommended that you park in the Hourly Deck in front of the terminal. 
The first 15 minutes of parking in the Hourly Deck is free. 

• Customers in need of emergency and non-emergency assistance have a 
new device available to them. The Airport's Hourly Deck, Daily Decks and 
Express Decks now have call stations located at each point of entry and 
exit. These call stations, which are bright blue with a corresponding blue 
light over each, allow anyone to call for help during an emergency. To use, 
push the red button that reads "PRESS FOR HELP" for emergency situations 
or push the black button labeled "INFO" for non-emergency situations, such 
as automobile assistance. The planned three-year project required 
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extensive installation of underground cables, electrical wires, data 
infrastructure and a thorough testing period. Work is currently underway 
on the next installation phase CLT's parking facilities. 

• Contact TSA Cares, the hotline for people with special assistance needs. Call 
a week or more before you plan to fly for questions about screening 
procedures or for assistance at a security checkpoint. 

For general questions, please email: adacoordinator@cltairport.com 

Aira On-Demand Visual Assistance 
Aira is a visual interpreting service that provides live, on-demand access to visual 
information through a trained agent. Passengers who are blind or have low vision 
can utilize Aira to help navigate, read, describe, or otherwise interpret visual 
surroundings. 

Access to Aira is free and unlimited while at CLT Airport and can be used on 
Airport property even before arriving at the terminal. 

With the Aira app, passengers can connect with a live Aira agent who will visually 
interpret their surroundings via the user’s smartphone camera. 

Download the Aira app in the App Store or on Google Play. 

Flying with a Wheelchair 
The following information comes from the Ask ADA column in the Summer 2019 
issue of All About Seniors magazine. 

Traveling is an exciting opportunity and can easily be accomplished while using a 
wheelchair. Just like everyone else, you just need to know what to expect and 
plan ahead. The airport itself is covered by the Americans with Disabilities Act 
(ADA) but airplanes aren’t because they are covered by a different law – the Air 
Carriers Access Act, which has been law since 1986, and ensures that persons with 
disabilities will not be discriminated against. 

Asking the right questions can help you prepare for a successful flight. Contact the 
airlines when you make your reservations and ask a lot of questions about the 
size of the plane, how and when they will transfer you from your wheelchair into 
the aisle chair (those skinny, rigid-backed chairs) and from the aisle chair into your 

https://www.tsa.gov/travel/passenger-support
mailto:adacoordinator@cltairport.com
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seat. If needed, tell them that you need an aisle seat with a raising armrest. Ask 
how they will ensure the safety of your chair. 

When you get to the gate, ask to speak face-to-face with the individual who is 
going to load your chair and get their name. Tell the person anything particular 
about your chair. Make plans to carry on your cushion (and footrests, if possible) 
because they are the parts that tend to break, puncture, or get lost. If you use a 
power wheelchair, try to take your controls with you, too. 

If you get to your destination and your chair is damaged or lost, you may contact 
the Complaints Resolution Official (CRO) before you leave the airport, even if it is 
by phone. The law requires every airline to have someone who can address 
complaints “immediately”. 

For more details about the Air Carriers Access act, click here or call Disability 
Rights & Resources at 704-537-0550. 

Greyhound 
Greyhound is the largest North American provider of intercity bus transportation, 
serving more than 3,800 destinations across the continent. The company also 
provides Greyhound Package Express and charter services. For fare and schedule 
information and to buy tickets call 1-800-661-8747 or visit the website 
at www.greyhound.com. 

Greyhound is committed to serving people with disabilities in accordance with its 
obligations under the ADA. Individuals should contact Greyhound with questions, 
concerns, or complaints regarding travel on Greyhound for customers with 
disabilities. 

Purchase and Travel Assistance 
If you have a disability, Greyhound will do everything they can to help you have a 
comfortable journey. While some disabilities and needs may be obvious to their 
employees, others are not and you may be served by several different 
representatives of Greyhound along the way.  It is essential that you ask for 
assistance at each location where you need help, including each driver if you 
have different drivers for multiple legs of your trip. 

http://www.disabilitytravel.com/airlines/air_carrier_act_details.htm
http://www.greyhound.com/
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If you are having trouble purchasing tickets electronically due to a disability, a 
Customer Service Representative will be happy to help you by phone at 1-800-
752-4841 and waive the standard convenience fee after confirming that your 
inability to book electronically is due to your disability. You may also email 
Greyhound if you are having problems due to your disability: 
ADA.support@greyhound.com 

Here are a few additional numbers that might also be useful: 

• TTY/TDD: 1-800-345-3109 
• Spanish/Español:  1-800-531-5332 

More Information 
For more helpful information for Greyhound customers with disabilities, including 
priority seating, help with getting on and off the bus, traveling in a wheelchair or 
mobility scooter, assistance during stops, service animals, or oxygen, respirators, 
& medication, go to the following web page: 
https://www.greyhound.com/en/help-and-info/travel-info/customers-with-
disabilities 

  

mailto:ADA.support@greyhound.com
https://www.greyhound.com/en/help-and-info/travel-info/customers-with-disabilities
https://www.greyhound.com/en/help-and-info/travel-info/customers-with-disabilities
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Appendix 1: Bus Pass Sales Locations 
 

Retail Location Address Pass Types 
Charlotte Check 
Cashers PLS 

1800 S. Tryon St. 10-Ride Local, STS Tickets 

Charlotte Check 
Cashers PLS 

4421 N. Tryon St. 10-Ride Local, STS Tickets 

Charlotte Check 
Cashers PLS 

7010 Albemarle Rd. 10-Ride Local, STS Tickets 

Charlotte Check 
Cashers PLS 

3711 Central Ave. 10-Ride Local, STS Tickets 

Charlotte Check 
Cashers PLS 

4651 South Blvd. 10-Ride Local, STS Tickets 

Compare Foods 4300 N. Tryon St. Weekly, Local Monthly, STS Tickets 

Compare Foods 2701-A Freedom Drive Weekly, Local Monthly, STS Tickets 

Compare Foods 
3600 N. Sharon Amity 
Rd. 

Weekly, Local Monthly, Tickets 

Compare Foods 3112 Milton Rd. Weekly, Local Monthly, STS Tickets 

Compare Foods 818 E. Arrowood Rd. Weekly, Local Monthly, STS Tickets 

Food Lion Store 
207 

706 Gilead Rd., 
Huntersville 

10-Ride Express 

Food Lion Store 
276 

7400 Plaza Road 
Extension 

10-Ride Local, Local Monthly, 
Senior/ADA Local Monthly, STS Tickets 

Food Lion Store 
518 

9112 S. Tryon St. 
10-Ride Local, Local Monthly, STS 
Tickets, 10-Ride ADA 

Food Lion Store 
635 

2123 Beatties Ford Rd. 
10-Ride Local, Local Monthly, 
Senior/ADA Local Monthly, STS Tickets 
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Retail Location Address Pass Types 
Food Lion Store 
822 

3009 Plaza Road 
10-Ride Local, Local Monthly, 
Senior/ADA Local Monthly, STS Tickets 

Food Lion Store 
1490 

20125 N. Main St., 
Cornelius 

10-Ride Express, Express Monthly 

Food Lion Store 
1614 

5850 E. Hwy 74, Indian 
Trail 

10-Ride Express Plus 

Food Lion Store 
2203 

2226 Park Rd 
Local Monthly, STS Tickets, 10-Ride 
Senior/ADA, 10-Ride Local 

Food Lion Store 
2215 

9323 N. Tryon St. Local Monthly, STS Tickets 

Food Lion Store 
2216 

6275 Wilson Grove Rd. 
10-Ride Express, Express Monthly, STS 
Tickets, STS Monthly 

Food Lion Store 
2217 

6430 W. Sugar Creek 
Rd. 

STS Tickets 

Harris Teeter -
Arboretum 

3333 Pineville-
Mathews Rd. 

Local Monthly, STS Monthly, STS Tickets 

Harris Teeter - 
Berewick Town 
Center 

4821 Berewick Town 
Center 

10-Ride Local, 10-Ride Express, Local 
Monthly, STS Monthly, STS Tickets, 
Senior/ADA Local Monthly 

Harris Teeter - 
Old Towne Mall 

4100 Carmel Rd. 
Local Monthly, STS Monthly, STS Tickets, 
Ride Senior/ADA 

Harris Teeter - 
Uptown 

325 W. 6th St. 
Weekly, 10-Ride Local, 10-Ride Express, 
Local Monthly, Senior/ADA Local 
Monthly, STS Tickets 

Harris Teeter 
- Central  

1704 Central Ave. 
Weekly, 10-Ride Local, 10-Ride Express, 
Local Monthly,Senior/ADA Local 
Monthly, STS Monthly, STS Tickets 
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Retail Location Address Pass Types 
Harris Teeter - 
Cotswold 

112 S. Sharon Amity 
Rd. 

10-Ride Local, Local Monthly, STS 
Monthly, STS Tickets 

Harris Teeter 
- Kenilworth 
Commons 

 1227 East Blvd. Local Monthly, STS Monthly, STS Tickets 

Food Lion 2255 2201 WT Harris Blvd. 
10-Ride Local, Local Monthly, 
Senior/ADA Local Monthly, STS Tickets, 
10-Ride Senior/ADA 

Harris Teeter - 
Morrocroft 

6701 Morrison Blvd. 
10-Ride Local, Local Monthly, 
Senior/ADA Local Monthly, STS Monthly, 
STS Tickets 

Harris Teeter - 
North Cross 

9759 Sam Furr Rd. 10-Ride Express 

Harris Teeter 
- Park Rd.  

4101 Park Rd. 
10-Ride Local, Local Monthly, 
Senior/ADA Local Monthly, STS Monthly, 
STS Tickets 

Harris Teeter - 
Steele Croft 

13000 South Tryon St. 
Weekly, 10-Ride Local, Senior/ADA Local 
Monthly, STS Tickets, Local Monthly 

Harris Teeter 
- Quail Corners 

 8538 Park Rd. 
Local Monthly, Senior/ADA Local 
Monthly, STS Monthly 

Matthews Town 
Hall 

232 Matthews Station 
St. 

10-Ride Express 

Quick-N-EZ Food 
Mart 

2650 West Blvd. 

10-Ride Local, 10-Ride Express, 10-Ride 
Express Plus, Local Monthly, Senior/ADA 
Local Monthly, STS Tickets, 10-Ride ADA, 
1 Day 
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Appendix 2: Lynx Blue Line Map and Schedule 
 

The LYNX Blue Line is the Charlotte 
region's first light rail service. It is 
18.9 miles long and operates from I-
485 at South Boulevard to UNC 
Charlotte’s main campus in University 
City. With 26 stations, including 11 
park and ride locations, the LYNX 
Blue Line provides a congestion free 
commute with a consistent travel 
time. LYNX operates seven days a 
week. Weekday service operates 
from 5 a.m. to 2 a.m. and service is 
available every 15 minutes during 
weekday rush hour and every 20 
minutes during non-peak hours and 
on weekends. 
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Appendix 3: Ticket Vending Machine Information 
Step-by-Step Instructions 
Step 1: Select 
To begin your purchase, first select 
the type of ticket by pressing the 
corresponding numbered buttons on 
the sides of the screen. “Quick Ticket” 
automatically selects the one-way 
adult ticket. 

On your next screen, select your rider 
category. You can add or subtract 
tickets using numbers next to the + 
and – signs for each category. Your 
selected tickets will appear in the middle of the screen. Remember, to purchase a 
senior/disabled or student/youth ticket, you must have a valid transit ID, school 
ID, or Medicare card. 

Step 2: Insert Payment 
Once you've selected all your tickets, please begin inserting your payment option, 
such as cash, credit card or change card, or scan your Smart Card. The largest bill 
accepted is $20. Coins can be used, but pennies are not accepted. Credit cards 
accepted include Visa, American Express, Mastercard and Discover. For your 
added security, TVMs are equipped with chip- credit card readers. If your credit 
card is chip-activated, a blue light will flash at the bottom of the credit card 
reader. Insert your card in the slot. Input your PIN number or zip code, if 
prompted. If your card is not chip-activated, you must swipe your card on the side 
of the reader. If the card is denied, you will receive a message that says "Card Not 
Approved" with a denial sound. If payment is approved, the reader will sound 
indicating for you to remove your credit card. All transactions will run as credit. 

When using a change card, insert the card in the labeled slot. The change card will 
return to you with the remaining balance and the time and date it was used listed 
on the back. 
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Step 3: Take 
Once your payment is confirmed your 
tickets and/or change card, if applicable, 
will be printed. Remove your ticket(s) and 
don’t forget any change. 

The TVM will provide change in the form of 
bills, coins, and/or change card (see below) 
on a single transaction based on change 
availability. Bills issued as change will come 
out of the bill inserting device. 

Tickets 
A one-way ride ticket is valid for one 
light rail trip in one direction. It 
expires 105 minutes from the time 
indicated on the ticket and 
customers can get on and off if they 
continue in the same original 
direction of travel during that 105-
minute period. 

Customers needing only one adult 
one-way ticket may use the quick 
ticket feature to save time. 

One-way ride tickets, quick tickets, 
and round-trip passes can be used to transfer to the bus service if used within 105 
minutes of the time of purchase. If you are riding a higher priced service like an 
express or express plus bus service, you will need to pay the difference aboard 
the bus. 

A one-day ticket is valid for one calendar day and expires at 12-midnight on the 
day issued. A one-day ticket may be used on both bus and light rail services if time 
and date have not expired. 

A round trip ticket is valid for one round trip to and from your destination on the 
day purchased. 
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A weekly pass is valid for seven consecutive days once issued and can be used on 
both the bus and light rail. Weekly pass expires at midnight on the seventh day. 

Bus transfers are valid on LYNX if used within the time indicated on the back of 
the transfer. 

Change Cards 
In the event a TVM is low or 
out of change, a change card 
will be issued. Any funds due 
to the customer will be 
issued via a change card 
provided by the machine.  

A change card can be used in 
the TVM to purchase another 
ticket or on the bus to pay for 
your ride. Please note a 
change card does not serve 
as a ticket to ride. At the 
TVM, please insert in labeled 
slot when you're ready to 
purchase. When you use a 
change card, the card will be 
returned to you with the remaining balance listed on the back of the card. The 
maximum amount of change is $20.  A change card also will be issued if the TVM 
malfunctions. 

Change cards are not refundable and must be used on a CATS service.  Refunds 
will be issued only with proof of residency 35 miles outside of Charlotte.  If you 
need assistance, please contact CATS customer service at 704-336-7433. 

Safety and Security 
CATS TVMs are under constant video surveillance. It is unlawful to tamper with 
TVMs or damage CATS property. Failure to abide by the law could result in arrest 
and loss of CATS riding privileges. In the event of an emergency, listen to 
announcements and follow the instruction of CATS personnel. 
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ADA Compliance 
The TVMs are ADA compliant with braille and audio to assist customers.  An 
earphone jack is also provided for audio.  To access the instructions verbally, 
press the audio button.  To increase the volume, press and hold the audio button 
to the desired volume level.  To hear the instructions in Spanish, press the 
language button.  All buttons have braille for assistance. 
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Appendix 4: CATS-Pass App FAQ 
Tickets 
What types of tickets can I purchase in the app? 
The following tickets can be purchased in the CATS-Pass app: 

Adult: Local bus and LYNX One-Way, One Day, Weekly and Monthly; 
Express bus One-Way and Monthly; Express Plus bus One-Way and Monthly 

Senior and ADA/Disabled: Local bus and LYNX One-Way and Monthly; 
Express bus One-Way and Monthly; Express Plus bus One-Way and Monthly 

Youth: Local bus and LYNX One-Way, Express bus One-Way and Express 
Plus bus One-Way 

Can I view my active ticket or activate a ticket when I have no or poor 
cell service, like in the tunnel? 
You can view the “Wallet” section offline, including active tickets, non-active 
tickets and expired tickets. You also can activate tickets while your phone is 
offline, but the ticket will only be available for 60 minutes. After that hour, your 
phone must reconnect to the Internet to view the ticket again. The other features 
of the CATS-Pass app, like the trip planner, can only be used when online. 

How do I get a printed receipt for my ticket? 
Choose “History” in the CATS-Pass “Wallet” section. Select the purchase order. 
Use the export icon in the upper right corner to email a receipt for each 
transaction. 

Do transit tickets cost more using the CATS-Pass app? 
No, the cost of a ticket purchased using the CATS-Pass app is the same as tickets 
purchased from a Ticket Vending Machine (TVM) or other pass sale location. 

Can changes be made after a ticket is purchased? 
No, once a ticket is purchased changes cannot be made. To learn more about the 
refund policy, view the CATS-Pass Terms and Conditions. 

https://charlottenc.gov/cats/bus/Pages/CATS-Pass-Terms-Conditions.aspx
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What should I do if I bought the wrong ticket? 
All refunds will be reviewed on a case-by-case basis and refunded at the 
discretion of management. Please contact CATS Customer Service at 704-336-
7433 or via email at telltransit@charlottenc.gov. 

How do I view my purchased tickets? 
On the home screen, click the “Wallet” button to view your tickets. All active 
tickets will be displayed directly on the home screen. 

Can I buy a ticket for another person or group of people? 
Tickets can be purchased for people traveling with you. Tickets cannot be sent 
electronically to another person’s phone. Activate all tickets for people in your 
group before boarding the bus or train. 

Can I buy tickets days in advance of my travel? 
Tickets can be purchased in advance. Non-activated tickets are stored in your 
“Wallet.” Do not activate your ticket until shortly before you board the bus or 
train. Tickets expire 60 days after purchase date. 

How long can I keep a non-activated ticket? 
Non-activated tickets will expire 60 days from the purchase date. There are no 
refunds for expired tickets. 

If I purchase a ticket in the app do I need to print it? 
You do not need to print a ticket. Go to the “Wallet” option and activate the ticket 
before boarding. Show the ticket on your smartphone to the bus operator or fare 
enforcement officer when required. 

How do I activate my ticket? 
To activate the ticket, slide the “Slide to activate” button on the bottom of the 
ticket. Once the ticket is activated, “RECENTLY ACTIVATED” will display on the 
screen, the timer will begin to countdown to the ticket expiration and you will see 
a live-motion image in the background. 

If I have a ticket that’s purchased but not active, can I get a fine for 
fare evasion? 
There are no free rides. You must activate your ticket before boarding and show 
the ticket on your smartphone to the bus operator or fare enforcement officer 

mailto:704-336-7433
mailto:704-336-7433
mailto:telltransit@charlottenc.gov
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when required. Failure to produce a valid (Active) ticket is punishable by arrest or 
criminal citation. Criminal citation can result in a $50 fine. 

Planning Your Trip 
How does the Trip Planner work? 
Using the “Plan” tool, you can create personalized journeys using CATS buses, 
light rail and streetcar. Results are shown in both text and map view. 

What information is available about routes in the app? 
Real-time data is available for bus, light rail and streetcar. The app displays the 
scheduled time and denotes if the vehicle is on time, early, or delayed. 

Fare Capping 
How much do I have to spend to activate the fare capping feature? 
You must purchase and activate $88 (the equivalent of a local monthly pass) in 
eligible fares via the CATS-Pass app to use the fare capping feature. 

What passes are eligible for fare capping? 
All local bus and rail passes, including one-way, one-day and weekly passes, 
purchased through the CATS-Pass app will count towards the $88 monthly 
threshold. Only passes purchased through the CATS-Pass app will count towards a 
monthly pass. 

How do I receive my upgrade to a local monthly pass? 
Once you reach the $88 monthly threshold, a local monthly pass will 
automatically be added to your CATS-Pass wallet. 

How long is my upgrade to a local monthly pass good? 
The upgrade to the monthly pass is only for the current month you are purchasing 
tickets. On the first day of the following month, your fare capping will reset. 

Can I participate if I don’t have a smartphone? 
You must have a smartphone to download the CATS-Pass app and use the fare 
capping feature. 

Riders who do not have access to a smartphone may be eligible to receive a free 
smartphone and free phone service through the Federal Communications 
Commission's income-based Affordable Connectivity Program (ACP). Through 

https://www.lifewireless.com/plans/north-carolina-lifeline-free-phone-service#:%7E:text=North%20Carolina%20ACP%20Benefits&text=To%20receive%20a%20free%20smartphone%2cone%20ACP%20benefit%20per%20household.
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ACP, qualifying households can receive one free smartphone and free monthly 
service. To learn more about this program, riders can contact the Life Wireless 
at 1-888-543-3620 or email info@lifewireless.com. 

Customer Service 

I forgot my PIN. How do I retrieve it? 
Please call CATS Customer Service for assistance at 704.336.7433. 

Who do I contact if I need more assistance with the CATS-Pass app? 
For CATS Customer Service please call 704-336-7433 or 
email telltransit@charlottenc.gov. Contact your mobile service provider for data 

connectivity issues. 

How do I report an issue or contact transit security in the app? 
Customers can securely report safety concerns in the CATS-Pass app by clicking 
the “More” option and selecting “Transit Security”. 

Privacy 

How is my privacy protected? 
CATS will not share your profile information. Your information is also exempt 
from records requests. 

Do you store or share any of my personal information? 
For diagnostics, the CATS-Pass app stores your name, phone number, build stage, 
app version and device model, platform and version. You can view this 
information in “Your Profile”. Your credit/debit card information is protected by 
your PIN and stored securely with Payeezy, a leading provider of credit card 
processing for electronic payments. Payment information is neither stored in the 
app nor collected or stored by the Charlotte Area Transit System. 

If I lose my phone, is my information safe? 
Your information stored in the CATS-Pass app may be vulnerable if you have not 
taken precautions to protect your mobile device, such as locking the screen, 
activating remote features and configuring two-step authentication for all apps. 

mailto:telltransit@charlottenc.gov
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