INTRODUCTION

The instructions and directives set forth in this handbook provide JAUNT, Inc. drivers with specific performance guidelines to help them perform their jobs safely, efficiently, and professionally.  Our quality service to the community is a direct reflection of how well our drivers understand and perform these duties as prescribed.

IMPORTANT

IT IS THE RESPONSIBILITY OF EACH EMPLOYEE TO READ AND OBSERVE THESE INSTRUCTIONS.

YOU WILL BE HELD RESPONSIBLE FOR KNOWING, UNDERSTANDING, AND ADHERING TO THE CONTENTS OF THIS HANDBOOK.

NOTE

Policies and directives contained herein are subject to change with or without notice at the sole direction of company officials.

Recommendations for change or improvement of this handbook are encouraged.  Contact the Safety & Training Manager if you have any inputs.

THE ROLE OF THE DRIVER

Your job is to transport passengers safely, courteously, and reliably.  Being a JAUNT operator is not easy, but you will find much satisfaction in helping many people each day who rely on our important community service.

The following essential behaviors are expected of all JAUNT drivers:


Drive Safely and Defensively – Always practice defensive driving skills; always obey traffic laws and signs; always stay focused on your driving duties.  People’s lives are in your hands. Responsible, smart, and safe driving practices are critical.


Be Courteous – Make your passengers feel comfortable and safe. Treat all passengers with disabilities with sensitivity.   Always be helpful and polite – even when the passengers make you angry.  Remember, we are in the “people” business.


Keep Accurate Records – Fill out the Daily Vehicle Inspection Reports (DVIRs) daily and make sure you accurately complete your trip sheets.  These records are critical to company operations.  Errors are costly!  Take the extra time to check and double check your computations in order to avoid mistakes.  Make sure they are correct BEFORE you turn them in at the end of the day.


Report All Accidents and Incidents - If you are involved in a vehicle accident (collision), if you have a passenger who has an incident (e.g., a fall or trip, etc.) or gets ill on the bus or van, or if you experience any security threat while on duty, then you must notify the Dispatcher immediately.  Take care of any injuries first and then wait for a JAUNT supervisor to arrive at the scene.  If a supervisor is not available, then the driver must ensure all appropriate Accident/Incident Forms are completed.


Keep Your Vehicle Clean – You are responsible for the care and cleanliness of each vehicle you are assigned.  Treat vehicles as though they were your own. Remove litter promptly. Use time between pickups to sweep and/ or wash your vehicle.  Remember to clean interior surfaces, seats, ceiling panels, side panels, dash areas, etc., as well. Make sure all liquid spills are cleaned up and no sticky residue is left.  Windows must be cleaned on the inside as well as outside.   Keep all seat belts and restraints stowed neatly out of the way. A CLEAN VEHICLE MEANS A SAFE VEHICLE. If necessary, wash times will be scheduled – notify your supervisor for assistance.

Assist ALL PASSENGERS – Give appropriate assistance to all of your passengers.  Passengers living alone should be provided with “door-to-door” service if required (this is noted on your trip sheets).  Facilities are responsible for their clients.  You must always open the door for passengers, make sure their seatbelts are properly fastened, and give them assistance on and off the vehicle.  DO NOT ASSUME THAT ALL AMBULATORY PASSENGERS CAN GET ON AND OFF THE BUS WITHOUT ASSISTANCE.  Make sure they use handrails and are careful on the steps.  Stand by (behind if necessary) and be prepared to catch them should they lose their balance and/or trip and fall.
Maintain a Positive Attitude – You are Jaunt’s ambassador to the public.  You represent the organization to every passenger, and it is an important part of your job to present a positive attitude at all times even when faced with difficult situations.  JAUNT offers free confidential counseling through a consultant as well as the Employee Assistance Program to help you with any personal or work related problems.  Seek this help first – the quality of your life is important.  If there is a problem, notify your supervisor at once – DO NOT HOLD IT IN!

Maintain a Good Attendance Record – Good attendance is important because you cannot perform your job if you are not here.  Pay attention to any postings of training and safety events, as these also require your attendance.

Use Good Safety and Security Awareness - Always be vigilant when coming to and from work as well as during the performance of your duties.  Use “common sense” and protect yourself, your passengers, and all company assets.  Report any unusual, unsafe, or suspicious activity to the Dispatcher or your supervisor as soon as possible.  Know your passengers and do not permit strangers to ride your vehicle.  Always wear your company Identification Badge and query other employees who are not displaying the proper ID.  Check your vehicles thoroughly for any suspicious packages or sabotage.  Never leave your vehicles unattended without locking them up, and always keep your vehicles in sight (as much as possible).  Always park in safe, well-populated lighted areas.  And maintain good professional radio discipline when talking over the radios.  Never use first names and do not discuss personal matters either in regards to employees, the company, or passengers.  When finished with your run, secure your vehicles to include locking all doors and exits.

DRIVER’S JOB DESCRIPTION

All JAUNT drivers must meet the following criteria:

· Be a minimum of 18 years old or older 

· Have five years of vehicle operation experience

· Be a high school graduate or have GED

· Be physically and mentally capable of performing all aspects of the job, and must pass a DOT Medical Examination

· Have a valid driver’s license and be eligible for a Virginia Commercial Driver’s License (CDL)

· Have a current Division of Motor Vehicles record DMVR with no more than two moving violations within the past year, and no drunk driving or reckless driving convictions within the last five years.

· Have no felony or substance abuse convictions within the past five years, nor any history of child molestation or abuse.

· Must be able to speak, read, write, and understand the English language

JOB SUMMARY:  Responsible for the safe, prompt, and courteous service of all riders transported in JAUNT vehicles.

Specific Duties and Responsibilities:

1. Operates JAUNT vehicles and provides the safest and most reliable transportation possible.

2. Assists the elderly and passengers with various disabilities on and off the vehicles when necessary.

3. Keeps vehicles washed and clean both inside and out (IAW company standards).

4. Capable of lifting and/or maneuvering 70 lbs. without assistance.

5. Completes daily trip sheets, vehicle inspection reports, accident /incident reports, Fare Collection Reports and other required records in a timely and accurate manner.

6. Checks the condition of assigned vehicles daily and recommends needed maintenance requirements to supervisors.

7. Collects fares as established by JAUNT policy.

8. Exercises “safety and security” awareness by carefully monitoring the passengers, vehicles, and company premises at all times and reporting any areas or situations needing attention or improvement.

9. Maintains a positive attitude and is courteous to the public at all times.

10. Maintains disciplined and professional radio and telephone communications in accordance with company procedures.

11. Responds to dispatcher when contacted.

12. Operates onboard Mobile Data Computer keeping up-to-date and accurate operational and tracking data.

13. Required to load and unload numerous passengers in wheelchairs, scooters, or using various types of mobility assistance devices.

14. Performs other duties as assigned by supervisors.

GENERAL PERSONNEL PRACTICES

Personnel Records – A confidential and detailed record of work performance is maintained on each employee.  This file is reviewed at the time of employee evaluation and serves as a guide for any promotion or disciplinary action.  You may review the contents of your file at any time.  Safety and Training files are maintained as well and indicate dates and times of all training and safety instruction provided by the company.

Employee’s Address – Any change in employee’s address or telephone number must be reported promptly to the business office for correction in his/her personnel record file.

Telephone Use – Telephones are for company business and emergencies only.  Long distance calls are not to be made by any authorized persons.  If long distance calls are necessary, obtain permission from your supervisor first, and then record the call on the proper form.  Use good “security awareness” when using the telephones and do not discuss company policies and procedures or divulge protected information of other employees or passengers. 

Discipline – Violation of rules or special instructions are sufficient cause for disciplinary action.  Disciplinary action may be recommended by the supervisor and includes verbal and written warnings, reprimands, suspensions or discharge.  All employees will adhere to the company Point System and must be thoroughly familiar with the conditions and ramifications thereof.

Employee Injury/Illness/Exposure – Any accident or injury to an employee, while at work, must be reported promptly to the supervisor.  Report all suspected exposures to hazardous chemicals (i.e., gasoline) or infectious diseases or bodily fluids even if the passenger appears healthy.

Conduct – During work hours, employees shall conduct themselves in a respectful and civil manner.  Gambling, loud profanity, arguing, fighting, sexual harassment, or other inappropriate behavior will not be tolerated.  Employees are to keep personal problems and differences out of the office.

Use of Alcohol and Drugs - The use of alcohol and controlled substances is strictly prohibited by our Drug and Alcohol policy.  JAUNT is a Drug and Alcohol free company and has rigid compliance requirements, which apply to all personnel.  Tests will be conducted on a random basis, as well as when circumstances warrant such as Post- Accident or Reasonable Suspicion testing.   JAUNT maintains a “zero tolerance” policy, and any Illegal use of a controlled substance will result in automatic and immediate termination.

Driving or performing any safety-sensitive function while under the influence of alcohol will also result in automatic and immediate termination.  A suggested rule is not to drive for at least eight hours after drinking alcoholic beverages; but this is no guarantee against a positive alcohol test.  A conviction for drunk driving on or off the job will also result in dismissal.

Drivers and other safety-sensitive employees may not use prescriptions or other  Over-the-Counter (OTC) medications, which interfere with their ability to safely operate a vehicle or control the motion of a vehicle.

Maintain a Good DMV Driving Record – You are required to report all moving violations that occur on or off the job to your supervisor.  Driving records will be checked at least once per year.  JAUNT receives a copy of your DMV driving record if you are convicted of any moving violations.  Drivers with negative balances are required to take the National Safety Council’s Defensive Driving Course at their own expense.

Reporting to Work – Regular on-time attendance is essential to the effective operation of the JAUNT system.  If you are unable to report for work because of illness or unavoidable circumstances, you will be expected to call your supervisor immediately and no later than two hours before your first scheduled pickup*.  When calling, give a reason for your absence and expected date of return to work.  Continuous absence without reason or carelessness in reporting may result in dismissal.  *NOTE: For early morning operations call and leave a message and then follow up with another call when a Dispatcher or Supervisor is on duty.

Safety Awards and Incentives Program – Drivers with no moving violations and no preventable accidents for a period of one year are eligible for annual Driver Safety Awards.  A pin and cash reward will be given as follows to all eligible full-time drivers:




1 Year




$50.00




2 Consecutive Years

$75.00




3 Consecutive Years

$100.00




4 Consecutive Years

$125.00

 $25.00 for each additional consecutive year thereafter.

Part-time drivers can earn ½ of the safety bonus.

Personnel Policies and Procedures – Additional, more detailed information is provided in the Company Policies and Procedures Manual. Each employee is responsible for knowing and complying with the contents of this manual.
DAILY SUPPLIES

The following supplies should be carried with each driver on a daily basis.  Most of these supplies can either be obtained from the dispatcher’s area or are maintained in the vehicles:

TRIP SHEETS (AS REQUIRED)
DAILY VEHICLE INSPECTION REPORT FORMS-DVIRs

DRIVER HANDBOOK

FLASHLIGHT*

AREA MAPS/ MAPBOOKS
ROUTE INSTRUCTIONS

SPECIAL TRIP INSTRUCTIONS (AS REQUIRED)
ACCIDENT REPORTING KIT 

DISPOSABLE GLOVES

BIOSPILL SUPPLIES

WHEELCHAIR and CHILD SEATS *

RECORD KEEPING

All drivers are responsible for keeping records on three different forms:

1. The Daily Trip Sheet or Manifest (as required)
2. The Daily Vehicle Inspection Report (DVIR)

3. The Daily Time Sheet or Time Card

4. End-of-Day Fare Collection Report

Timely and accurate completion of these records is critical to the overall operation of JAUNT. These are “legal documents” which provide a record of all of your duties and activities while working for JAUNT, and as such, should be taken seriously.

1. The Daily Trip Sheet/Manifest:  This daily log provides needed information for JAUNT’s record keeping and operational effectiveness reports and monitoring.  It is the basis for billing and for funding requests.  It must be kept accurately with all information filled in and submitted daily to the fare collection clerk. In many cases, there will be no actual paper manifest; instead you will have an “electronic manifest” on your onboard computers (Mobile Data Computers). You are responsible for accurately updating and maintaining the electronic manifest through the proper operation of the MDC.
The Daily Trip Sheet/Manifest includes:

a. Hours: Starting and Stopping times for each trip and when you take your lunch period.

b. Mileage: Starting and ending odometer reading for each trip.

c. Passenger: Name, street address, and destination of each trip.

d. Method of Payment: Who pays - A code for the agency paying for the trip, or whether or not they coded “S” for “self-paying”.

e. Passengers: A total count of the passengers in each category and information on how many of these (if any) have disabilities along with any special handling requirements that are needed.
f. Fare Amount: Always list the amount of fare you collected, or note “TKT” for tickets collected in the last column of the trip sheet.  Always compare the ticket amount with the fare amount due on your trip sheet.  Double-check this for accuracy.

g. Specific instructions as needed.
2. The Daily Vehicle Inspection Report (DVIR):  See section on vehicle operations.  This form is to be completed each day and turned in with the rest of your paperwork.

3. The Daily Time Sheet or Time Clock Card: If your supervisor asks you to use a time sheet, you must record your starting and ending hours each day along with your lunch period.  If you are told to use the time clock, you must punch in and out as instructed.  It is your responsibility to document the hours you work.  If you fail to do so, this could result in delays in your paycheck, and you may be required to provide additional documentation to support the hours you are claiming.  If you work more than 6 and ½ hours, you must take a 30-minute break.  This will be automatically deducted from your time.  If you did not receive a break due to your schedule, see your supervisor.  If you are using any type of leave you must record it on your time card, and have your supervisor sign it.

NOTE:  The time cards are also monitored for Hours of Service purposes.  You are responsible for not exceeding safe Hours of Service limits.  If you are having problems with this you must see your supervisor or the Safety & Training Manager immediately.  (See Hours of Service section for limitations)

DRIVER APPEARANCE STANDARDS AND DRESS CODE

1. Driver’s clothing, shoes, and general appearance must be neat, clean, and not otherwise offensive.  Drivers should wear the company uniform shirt neatly tucked in at all times. Appropriate pants, shorts (in season), or skirts should be worn.  Ragged jeans, cutoffs, mini skirts, sweat pants, or spandex style shorts are not allowed.

2. Shoes must be the fully enclosed lace-up style and have nonskid rubber soles.  They should provide the driver with adequate ankle support and safety while performing routine duties. No slip-ons, moccasins, sandals, or Velcro closures are allowed.

3. Outer wear such as rain suits, raincoats, jackets, coats, etc. may be worn when required depending on varying weather conditions.  However, drivers should exercise good judgment as to colors, condition, and need.  Whenever possible, wear the JAUNT uniform jacket as the outer layer so the company logo is visible. Gloves and umbrellas may be used as required.

4. Only authorized headgear is allowed.  Caps may not have any signs or slogans.  Company uniform caps with the JAUNT logo may be worn.

5. Identification/Nametags must be visible (worn) at all times while on duty.  There will be a $3.00 replacement fee for lost or damaged nametags.  

6. Drivers will maintain good personal hygiene and appearance at all times.  Good personal hygiene and appearance includes the following:

a. Neat, clean clothes

b. Clean shaven (beards and moustaches trimmed)
c. Proper bathing practices

d. No offensive body or foot odor

e. Standard personal grooming (breath, hair, nails, etc.)

A POSITIVE CAN-DO ATTITUDE AND A WINNING SMILE!

VEHICLE OPERATING PROCEDURES

1. Drivers must report for duty in time to allow for inspection of the vehicle before leaving the base.  It is your responsibility to report for duty 30 minutes before your first urban pickup or one hour before a rural pickup.

2. Prior to leaving the base, drivers must obtain all necessary equipment and information, such as child seats, wheelchairs, restraints, maps and directions, and trip sheets.

3. Drivers are required to have in their possession a valid Virginia Driver’s License.

4. Each driver must check his or her vehicle for safety and security prior to departing from the lot.  If any item fails to check out, inform your supervisor and write the problem on the maintenance board located in the dispatch office as well as document it on the Daily Vehicle Inspection Report DVIR for your specific vehicle.  Failure to report any defects, physical damage, or anything out of the ordinary, which may compromise safety or security of our operation, will be cause for disciplinary action.  The pre and post trip inspections are a critical part of your safety, the passenger’s safety, and the safety of our overall fleet.  When things are not right, you must communicate them to the maintenance department so that proper corrective measures can be accomplished.  Your inspections shall include, but are not limited to, the following:

a. Fluid levels – oil, water, washer, transmission, etc.

b. Tires – inflation and wear

c. Headlights, turn signals, flashers, brake lights, backup, running, etc.

d. Cleanliness of interior and exterior

e. Lift operation

f. Emergency equipment

g. Steering, gauges, horns, alarms 

h. Defrosters, heaters, Air Cond

i. Windshield wipers, washers

j. Vehicle Documents

k. Seats, belts, parking brake, and normal brakes

Follow the items listed on the DVIR and sign the inspection forms accordingly.  Turn in a copy of the DVIR to the dispatcher as required.

5. Everyone in the vehicle must wear a seatbelt.  You are responsible for making sure everyone is belted in.  You are required to wear your seat belt and shoulder harness at all times.  If a passenger refuses to wear a seat belt, we may refuse to carry them.  Children under the age of six or those who weigh less than forty pounds must ride in an approved safety device (child seat).

6. Drivers must use extreme caution while operating in the vicinity of schools, neighborhoods, and playgrounds.  Never pass a school bus that is stopped with its lights flashing.  Always yield the right-of-way to all pedestrians.

7. Any lost articles found on the vehicles must be turned in to the office as soon as possible.  Make sure nothing is left on the vehicle that does not belong.

8. No cards, decals, posters or signs of any kind may be placed either inside or outside of JAUNT vehicles unless authorized or directed by the Executive Director.

9. Operators will be responsible for keeping their vehicles clean inside and outside (Refer to the Clean Vehicle Criteria List).  At the end of your shift it is your responsibility to sweep out your vehicle and to wipe down the seats and handrails with disinfectant cleaner. Pick up all trash and debris and discard it in appropriate containers.  Windows shall be cleaned on the inside and outside as required.

10. There is to be absolutely NO SMOKING in or near JAUNT vehicles (within 25 feet) at any time.  Many people are allergic to smoke; just being in an environment where there has been smoking can harm some people.  This rule applies to all passengers and drivers alike, even when the vehicle is empty.

11. NO vehicle shall be returned to base with less than a ½ tank of gas.

12. Always back your vehicle into a parking space at the end of the day and secure the vehicle insuring all valuables are removed and all exits locked.

13. Drivers are responsible for securing their vehicles and ensuring that no passengers are inadvertently left onboard and/or unattended.  When the driver is planning to be away from the vehicle for more than 15 minutes, the parking brakes will be set, and all exits locked.  The Bus Check Tag or “triangle” will be displayed in the rear window indicating that the bus is empty and secured (unless it is equipped with an operable warning alarm).  The same holds true when securing the vehicle at the end of your shift.  Drivers must remember to unlock emergency exits and remove the triangles daily or when operations resume.  Any driver who leaves a passenger on a bus unaccounted for will be terminated.  Additionally, any driver operating the vehicle with the Bus Check Tag still hanging in the rear window will be subject to disciplinary action.

14. No parking is allowed in front of the garage or shed areas.
15. You must report all accidents and incidents such as passenger injuries or illnesses, fare payment problems, and violent or disruptive behaviors to the Dispatcher as soon as possible.  You should also contact the Dispatcher  and Supervisor for such things as confrontations with other drivers, near miss accidents, and any difficulties with origin or destination sites.  Failure to report an accident or incident will result in a minimum of a one-day suspension.  Be sure that all appropriate accident/incident forms are filled out as required.

16. Drivers are prohibited from carrying firearms or weapons on JAUNT vehicles or on JAUNT premises.  This is a security violation and will not be tolerated.

17. Always set your parking brake when stopping/parking the vehicle for any length of time.  Turn on your four-way flashers and place transmission in the “P” Park position.  REMEMBER TO ALWAYS RELEASE THE PARKING BRAKE BEFORE YOU DRIVE THE VEHICLE!

18. Drivers are prohibited from using cell phones while operating a JAUNT vehicle.  

19. Winterizing Vehicles: Company mechanics will insure all vehicles are prepared in advance for winter operations.  Drivers will be trained on the proper procedures for installing tire chains and on safe driving practices and precautions for adverse conditions as required.

Clean Van Criteria LIST
One very important JAUNT standard is to portray a professional image to our customers and the public. Keeping our entire fleet well maintained inside and out is a crucial factor in that goal. All drivers will be responsible for adhering to the following criterion that describes minimum standards for vehicle cleanliness: 

· All trash will be removed daily at the end of the shift.

· The floor will be swept or vacuumed daily at end of the shift.

· All spills will be cleaned up immediately.

· The dashboard, console, and seats will be wiped off* daily at end of shift.

· The taillights and headlights will be clean.

· The wheelchair restraint straps will be stored off the floor and seats.

· The outside will be washed at least once a week.

· The inside windows will be cleaned once a week (or as needed).

· The interior panels will be cleaned* once a week (or as needed).

· The interior handrails and lift handgrips will be wiped off* once a week.

· The interior walls need to wiped down* once a week.

· The floor will be mopped once a week.

· Driver's overhead area will remain free of objects that could fall and interfere with the safe operation of the vehicle.

· Personal items must be properly stored so as not to create a safety hazard on the vehicle.

· Fire extinguishers, first aid kits, and biohazard spill kits will be checked, cleaned, and restocked as required.

*NOTE

Use a disinfectant cleaner or cleaning solution to clean these areas.

TWO-WAY RADIO PROCEDURES

The two-way radio on your vehicle is there to improve transportation services for your passengers.  It is the “bloodstream” of the operation.  It should be used in a professional manner only and for its primary intended purpose only.  It should never be treated as a toy! It is a sophisticated piece of equipment, which is strictly regulated by the Federal Communication Commission (FCC).

Correct Use of the Radio:

2. To receive assignments or schedule changes while en route.

3. To report problems or circumstances about which you are unsure (e.g., no shows, traffic problems, schedule problems.).

4. To report accidents or emergencies or to request assistance.

5. For security reasons, use only designated call signs or route identifiers (J48, J119, URB 12, SPARE 1,etc.) and approved 10-Code (see 10-Code List) responses as required.

To maintain good radio etiquette, operators should observe the following guidelines and rules:
1.   Keep transmissions as short as possible.

2.  Restrict radio traffic to that which is necessary for the safe and efficient operation of the company. 

3.   Begin and end each transmission with an identifier such as a designated call sign or route identifier, e.g., “J-75”, “URB 14”, “SPARE 3”, etc., which is understood by all drivers and dispatchers. 

4.  Use the term "over" when ending a transmission and expecting a response.

5. Use the term "out" at the end of a transmission when no response is expected. 

6. Transmission of vulgar language, profanity, and music is expressly forbidden by the FCC and by JAUNT, Inc. 

7.   The designated radio operator (driver or dispatcher) is responsible for any transmissions, regardless of who is talking into the microphone. 

8.   Do not use the radio for private "chit-chat" or horseplay. If you want to chat with a friend, do so on your own time. 

9. Listen before you speak and do not “step” on others who may be transmitting. 

10. In a true emergency, any person is permitted to make an emergency transmission on any frequency. 

11.  For security reasons, do not discuss any personal information about employees, passengers, or company operations at any time.  Do not use people’s names over the radio, and do not broadcast the company discreet radio frequency.

JAUNT RADIO 10-CODES

10-1

Signal Weak


10-17
Enroute

10-2

Signal Good / Loud and Clear
10-18        Urgent (Quickly)

10-3

Stop Transmitting
10-19    
In Contact

10-4

Affirmative (OK)
10-20
Location

10-5

Repeat (say Again)
10-21        Call ___ by phone

10-6

Unnecessary Radio Use
10-22 
Disregard

10-7

Out of Service

10-23          Arrived at Scene

10-8

Back In Service

10-24 
Finished

10-9

Request to Ride Lift
10-25           Report to ____

10-10

Negative (No)
10-26

ETA


10-11

Assignment Complete -FREE
10-30          Danger/Caution

10-12

Stand By


10-31

Pick Up

10-13

Existing Conditions

10-14

Message/Information                    10-98     Can Take New Info Now                                      

10-15

Message Delivered                    10-100   Restroom Break

10-16

Reply to Message

10- 33 EMERGENCY - NEED IMMEDIATE ASSISTANCE
DEFENSIVE DRIVING TECHNIQUES

1. Drivers should never exceed the posted speed limits.  Decrease speed as necessary based upon your driving conditions and area of operations, e.g., residential areas, school zones, etc.
2. Obey all federal, state, and local ordinances and regulations regarding vehicle and public transportation operations.

3. Always turn headlights on while operating the vehicle for added safety.

4. Wear seatbelts and shoulder harnesses and make sure all occupants do the same.

5. The alert driver will watch for road hazards, low branches, overhangs, new traffic patterns, and other obstacles and will report these to the Safety & Training Manager.

6. Use extra caution on wet and slippery roads.  Shortly after a rain shower can be extremely dangerous as the residual oil on the surface of the road and the coating of water is especially slippery. SLOW DOWN.
7. Drivers must be mindful to stay a sufficient distance from the vehicle in front of them – use the 4 second rule whenever possible and do not box yourself in.

8. Backing should be avoided as much as possible.  Drivers should not back out into a street or highway.  If absolutely necessary to back, a safety observer should be used if available.

9. Never exceed the rated capacity of the van or bus.  Overloading can seriously hinder safe operation of the vehicle. The center of gravity (CG) of a vehicle moves aft and upward with added weight. The vehicle becomes less stable and easier to rollover and steering becomes less affective, so drivers must slow down and be very careful when steering so as not to make abrupt corrections, especially on curves.
10. Any time outside visibility becomes obscured, (e.g., heavy rain showers, snow, fog, etc.) the driver should pull off the road in a safe place until the visibility clears up sufficiently to proceed.  Notify dispatcher of any resultant delays.

11. When a vehicle has a mechanical problem on the road, notify the dispatcher immediately.  Be very specific about the problem you are experiencing and give an accurate location so that maintenance may be dispatched as required.  Drivers are not mechanics and therefore should not attempt to repair the vehicle unless specifically directed by a company mechanic.

12. Use the brakes judiciously and economically.  Excessive wear and tear can be avoided by driving smartly.  Look ahead and anticipate stops well in advance. Slow down by easing up on the accelerator and using the friction of the engine and tires to slow the vehicle gradually rather than using excessive brake applications at the last minute.

13. Always use turn signals to signal your intentions to other drivers.

14. Come to complete stops at STOP signs. Do not make rolling stops.  Make sure you clear in all directions prior to proceeding.

15. Always expect other drivers to do the unexpected.

16. Leave yourselves a safety margin on all four sides of your vehicle.  Create “space cushions” around your vehicle and always leave yourself an out (room to maneuver around or away from potential problems).

BE ALERT AND FOCUS ON YOUR DRIVING DUTIES … ALWAYS THINK SAFETY

[image: image1.wmf] 


FIVE KEYS TO SPACE CUSHION DRIVING

AIM HIGH IN STEERING
GET THE BIG PICTURE

KEEP YOUR EYES MOVING

LEAVE YOURSELF AN OUT

MAKE SURE THEY SEE YOU

ACCIDENT REPORTING AND EMERGENCY PROCEDURES

ACCIDENTS

1. In case of an accident or collision, the driver’s first duty is to care for any injured person or persons.  If there is any danger of fire, get the passengers out and away from the vehicle as quickly and as safely as possible.  NOTE: The vehicle must not be moved until the police arrive, or until the supervisor or company official so instructs.

2. If the two-way radio is operable, call the office and request the police to be sent and request an ambulance (Rescue Squad) if there are any injuries.

3. If the radio is not usable, go to a telephone, or, if you cannot leave the passengers for safety reasons, ask a witness to notify the office and request assistance immediately.

4. After the police and the dispatcher have been notified proceed as follows:

Write down names, addresses, telephone numbers and license numbers of persons involved as well as witnesses.  Obtain the police officer’s name and badge number.   Use appropriate company reporting forms when available.  These should be in the Accident Reporting Kit on your vehicle.

DO NOT ADMIT LIABILITY; DO NOT DISCUSS ANYTHING WITH ANYONE EXCEPT THE POLICE OR COMPANY OFFICIALS.

Accidents are generally reviewed within two weeks to determine whether they were preventable or non preventable.  Preventable accidents and or moving violations can result in dismissal.

Drivers involved in an accident may be required to complete a post-accident drug and alcohol testing.  Your supervisor or the dispatcher will advise you if such testing is required.  Refusal to submit to testing will result in immediate termination.

Failure to report an accident will result in a minimum one-day suspension.

PASSENGER  INCIDENT / INJURY/ ILLNESS

1. If a passenger becomes ill or has an onboard or boarding / unloading accident or incident, stop the van or bus (if in motion) and notify the dispatcher immediately.  Request that an ambulance or the Rescue Squad be called, if necessary.

2. Make the passenger comfortable, but DO NOT MOVE him/her.  Do not give them any foods, drinks, or medications.  See if the passenger is wearing an emergency bracelet or ID.

3. Do not give any first aid unless you are certified to do so.

4. Keep other passengers calm and out of the way while you await medical assistance.

5. As soon as possible after everything is under control, complete the Passenger Incident/Illness/Injury Form and submit it to your supervisor for review and processing.

PUBLIC RELATIONS

Keeping schedules and delivering passengers to their destinations safely and reliably are important measures of the quality of the service you provide.  However, driving is not the only skill you must master in order to become a successful operator and an asset to JAUNT.  You are engaged in a “people business” – day in and day out you must interact with people in order to perform your job effectively.  It is, therefore, important that you are able to relate to passengers, family members, agency employees, and other members of the general public in a manner that will project a positive and professional image of JAUNT and of you.

ALWAYS REMEMBER:

PASSENGERS are the most important people in our business – in person, by phone, or by mail.

PASSENGERS are not dependent on us – we are dependent on them.

PASSENGERS are not an interruption of our work – they are the purpose of it.  NO ONE ever won an argument with a passenger.

Instructions for Drivers:

· Keep a pleasant and courteous attitude AT ALL TIMES.
· If a client should have a complaint, give him or her the JAUNT telephone number and ask them to call the main office.  Inform your supervisor and the passenger educator to expect a complaint.  BE POLITE AT ALL TIMES.
· A driver must not provoke an argument or argue with passengers.
· Elderly and persons with disabilities must be given necessary assistance on and off the vehicle by the driver. (See Assistance Tips and Guidelines Section). You must always open the door for the passengers and make sure their seat belts are fastened.  Instruct all passengers to use handrails when boarding or getting off the bus and to be cautious.  DO NOT ASSUME THEY CAN GET ON OR OFF THE BUS SAFELY WITHOUT ASSISTANCE.  ALWAYS BE PREPARED TO CATCH A PASSENGER IN CASE THEY TRIP OR FALL.
· Request and collect the fare due in a courteous manner.  All self-paying passengers must pay each time they board your vehicle unless your tripsheet indicates otherwise.  It will be the driver’s responsibility to collect for each self-pay rider.  You must either collect cash (exact change), or a ticket each time someone boards your vehicle.  Always contact the dispatch office if you are in doubt about whether to collect, or if there is a question about a passenger’s fare.  If a person gets on the vehicle and refuses to pay or pays too little, the passenger will not be permitted to ride.  Notify dispatch of the problem, and inform the passenger in a courteous and polite manner that company policy states that a passenger may not ride without paying.
· Drivers are not allowed to accept tips from passengers.  They are required to turn in all excess fares to the business office at the end of the day.  Keep all fares separate from any personal money and do not offer to make change.
· Be prepared for problems such as: rudeness, requests to change the scheduled, attempts to manipulate the driver, and bad tempers.  This kind of behavior is inevitable occasionally and must be dealt with politely yet firmly.  Should a problem arise between you and a passenger, it must be handled only by JAUNT’s supervisory staff.  At no time are you allowed to contact a passenger directly.  If you do, this could be grounds for dismissal.
· Drivers are not allowed to make stops or deviate from their routes for any stops other than those that are scheduled unless they coordinate and receive approval from the dispatcher.  If a passenger requests a change in the schedule, you must clear it with dispatch first before making any changes or stops on your own.  Passengers must pay for their stops, and you can call dispatch to find out what the charge will be.
· JAUNT’s standard service is curb-to-curb.  Passengers are expected to meet the van at the curb within five minutes after the van or bus arrives.  Some passengers will require door-to-door assistance.  When transporting a passenger requiring door-to-door service, you should go to the door and assist the passenger to the vehicle.  If the passenger is not ready when you arrive, he/she has five minutes to show.  NOTE: Your tripsheet will indicate which passengers require this higher level of door-to-door service.
JAUNT DRIVER POINT SYSTEM

In order to improve safety, professionalism, and consistency in evaluating driver performance, and to ensure that company policies and procedures are uniformly followed, JAUNT uses an objective process for rewarding driver excellence and for administering discipline. This system is known as the Point System, which is an ongoing process of monitoring individual job performance, and for ensuring all drivers are consistently treated fairly and equally.  Drivers accumulate points for accident and incident free performance and disciplinary points for negative activities.  The company reserves the right to handle extraordinary circumstances with more aggressive disciplinary action any time it is deemed necessary or warranted.

Explanation:

CREDIT POINTS – For every Quarter (every 3 months) that a driver does not accumulate any disciplinary points, they will receive 1 credit point.  That credit point may decrease any disciplinary points the driver may already have, and may be stored, or “banked” as credit toward any future point accumulation.  A maximum of 4 credit points may be obtained.

DISCIPLINARY POINTS – Some of the most common incidents or behaviors resulting in disciplinary point assignments are listed below.  There are other situations that may occur and fall into one of the general categories below.  Supervisors and managers are authorized to make determinations of appropriate disciplinary point values as required.

ACTIONS – BEHAVIORS



POINTS PER EACH

Gross Negligence





10 points

Preventable Accident / Incident



4 points

Shift NO SHOW





3 points

No Radio Contact for 15 minutes


2 points

Dirty Vehicle





1 point

Late for Shift





1 point

Incomplete / Inaccurate Paperwork


1 point

Improper Dress





1 point

Missing or Damaged Equipment
2 points per incident beyond one in 6 month period.

DISCIPLINARY MEASURES – Disciplinary measures will be handled based on your accumulation of points as follows:

1 – 3 points


Incident letter to employee file

4 points


one day suspension

5 points


one day suspension or termination

6 points


two day suspension or termination

8 points


three day suspension or termination

10 or more points

five day suspension or termination
DRIVER’S HOURS OF SERVICE LIMITATIONS

All company drivers will adhere to the following duty limitations.  These parameters are established to provide safe operations for both drivers and passengers alike.  JAUNT drivers work either split shift or single shift schedules. Therefore two sets of rules apply as follows:

SPLIT SHIFT DRIVERS (At least 3 hours between shifts)

Daily Limit:  Drivers may be on driving duty (behind the wheel) no more than 12 hours within a 15 consecutive hour workday, and must have a period of 9 consecutive hours of uninterrupted rest OFF before starting a new workday. 

Weekly Limit:  Be on duty no more than 60 hours in any workweek and must take an off-duty period of at least 32 to 56 consecutive hours before starting a new workweek.

SINGLE SHIFT DRIVERS

Daily Limit: Drivers may be on duty (behind the wheel) no more than 12 hours within a 12 consecutive hour workday, and must have a minimum of 9 consecutive hours of uninterrupted rest OFF before starting a new workday.

Weekly Limit:  Be on duty no more than 60 hours in any workweek and must take an off-duty period of at least 32 to 56 consecutive hours before starting a new workweek.

Exception: These duty limitations may be exceeded during

Emergencies, or temporarily due to unique operational necessities, as required.
TRAINING

All company drivers must successfully complete and pass the following training requirements within the first six months on the job:

1. On-the-job training (to begin immediately upon employment)

2. New Hire Training Program – Comprehensive initial company training for all newly hired employees. Training includes company introduction and history, human resources, and policies and procedures.

3. Defensive Driving Courses (National Safety Council and Smith System)

Initial and refresher training 

4. Passenger Assistance Techniques (PASS) – special procedures for handling ADA passengers to include securement and emergency procedures

5. First Aid – training conducted every three years or as required by the Red Cross

6. Cardio-Pulmonary Resuscitation (CPR) – training conducted annually

7. Commercial Driver’s License (CDL)—you will be required to obtain your commercial driver’s license by the end of your first year of employment.  JAUNT will pay the cost of obtaining your CDL and CDL renewal.

8. Bloodborne Pathogens (OSHA) – all drivers are required to undergo this training annually.

9. Hazard Communication Standard (HCS) Right-to-Know (OSHA) – due to various chemicals and fuels used in daily operations, all employees require this training.

10. Safety Program Orientation and Refresher Training (continuation training).

11. Fire Safety and Fire Extinguisher Training (annually).

12. Vehicle orientation and hands-on driving experience and evaluation with supervisory personnel.

NOTE

All employees are required to attend Safety & Training Refresher sessions scheduled at various times throughout the year.  Drivers who fail to attend mandatory safety meetings may face disciplinary action, and forfeit safety awards and merit pay increases for that year.  Training is also conducted any time new systems or procedures are introduced and/or when particular trends indicate a need for training.

Safety Training is an important part of all Team Meetings and all personnel are required to either attend these sessions or to make up the training with the company Safety & Training Manager.

Training records are maintained in the Safety & Training Office for all company personnel.

BASIC GUIDELINES FOR ASSISTING CUSTOMERS WITH VISUAL IMPAIRMENTS

· Before they board, visually impaired passengers should be told, and/or reassured of, the route and destination of the bus. 

· When a visually impaired customer hands you a ticket, cash, or other item, place the ticket stub, brochure, transfer, change, etc. directly into her/his hand. 

· When assisting an individual with a visual impairment to a seat, remember that the seat next to the front door is preferable to the one behind the driver. It will be easier to remember to provide that extra service when announcing stops and providing passenger information. It is important to remember, however, that visually impaired customers may choose to sit in any seat they wish and still expect such assistance. 

· Remember to call out all stops. It is the law. It is very disorienting to deboard at the wrong stop. 

· Be sure to inform a relief driver that a passenger with a visual impairment is on the bus and their final destination. 

· When giving verbal directions to a passenger with a visual impairment be very simple and very specific. Say "turn right," "turn left," or "turn toward the front/back of the bus" rather than "over there" or "that way." 

 

SERVICE GUIDELINES FOR CUSTOMERS WITH VISUAL IMPAIRMENTS

1. Never make assumptions about individuals with visual impairments. When you interact, ask them if they would like your assistance.

2. Never act annoyed if you are asked to repeat what you have said by individuals with vision impairments. Background noise can distort the sound of your voice.

3. When you talk to individuals with visual impairments, talk directly to them and not someone who may be traveling with them.

4. Good service to one is good service to all. Adjustments you make in service delivery to customers with disabilities often results in better service to all passengers, (e.g., speaking clearly and giving precise directions).

5. Individuals with visual impairments often appreciate your providing them with a "sighted guide" to destinations (e.g., to and from the restroom, making a transfer to the proper bus, etc.) within your work environment. It can make getting around more efficient for them.

6. Stay alert to clues which indicate someone who does not use a white cane or a guide animal may have a visual impairment.

7. It is acceptable to offer to guide persons with visual impairments, but never grab them by the arm. It will throw them off balance.

8. When offering service to individuals with vision impairments, it is best to greet them by saying, "Hello" and identifying who you are.

9. Offer the same service options to individuals with visual impairments as you would to other customers.

10. When providing written information to individuals with visual impairments offer it in alternate formats, (e.g., audio cassette, large print, Braille).

SUGGESTIONS FOR GUIDING VISUALLY IMPAIRED INDIVIDUALS

When a sighted person guides a visually impaired or blind person, he or she is providing a personal service. Sometimes a guide feels awkward, because one doesn't really know how to guide in the most efficient way. If you follow the following tips, you will find that guiding can be easy and comfortable for you and the blind person.

1. Always remember that a blind person cannot see. This may sound silly, but when someone has been around a blind person who is graceful and effective, the blindness becomes less noticeable. There are still things that can be learned only with vision, or that can be learned by touch but only with a certain amount of embarrassment--like the fact that that's a finger bowl, not a soup bowl across from the coffee cup. Be open, direct and as inconspicuous as possible when telling the blind person about the surroundings.

2. Give the blind person your arm. DO NOT GRAB THE BLIND PERSON'S ARM and start pushing or pulling. Let your partner know where your arm is by touching his or her wrist with the back of your elbow. It doesn't have to be a big problem.

3. Usually you walk a half a pace ahead of the blind person. The distance should be increased to a full pace when going up or down stairs. With practice, the blind person can tell when you come to steps just by the way your arm moves.

4. If you are guiding someone that you have not guided before, always tell that person when you are coming to steps and whether they are ascending or descending.

5. Always go ahead of the blind person when entering doors or narrow passages. Blind people are more likely to be run into doorframes or tables when they go first. DON'T take a blind person by the upper arms and push him or her into narrow places.

6. Tell the blind person when you are coming to something that might trip him or her up, like the wheel blocks in a parking lot.

7. Always keep in mind that the blind person is about a body-width to the side of you. Be careful not to let him or her hit door frames or other obstacles with the shoulder or shin that is away from you.

8. If it is necessary for the blind person to move to the left or right in order to avoid something, say so quietly. Once again, DON'T shove.

9. Take the time to approach curbs and steps head on, so that they. are at right angles to the line of travel. Diagonal approaches are awkward because the blind person is not warned by your body movement at the time.

10. A good guide is just a guide, not a business manager. Don't try to take over on a trip to a store or to the bank. When someone speaks to the blind person through the guide, the guide should direct the conversation to the blind person. A nod in that direction will usually do it.

11 Always keep in mind what the next move of the blind person is going to be. It may help if you anticipate, so that you can give good directions. Be careful about mixing right and left, especially when you face him or her.

12. Give as true and as full an account of what you are seeing as the blind person wants or needs.

13. When you take a blind person into a place of public assembly, such as an auditorium or a banquet hall, be sure to make one's location known. This means where the blind person is in the room as well as in what room. This is especially important if you have to leave for a moment, for instance to make seating arrangements. It will be appreciated if you establish a point of contact, such as a counter, table, chair or a wall. This keeps the blind person from feeling like he or she has been left in mid-stream.

14. In the place of public assembly, things may be more difficult for the blind person than they are when in a familiar environment. Simple everyday things can become problems. In a case like this, you need to be alert and give whatever help is needed. It can avoid embarrassment for everyone.

15. Try not to use expressions like 'over here", "over them", 'down there', or "right here", when referring to objects near the blind person. It is better to say 'Let me show you' while contact is being made with what the blind person needs to find. You may help by telling the blind person very carefully just precisely where an object is. You may also tap it while saying "This is it". Asking 'Can I take your hand?" and then placing it on the object will also work.

16. When you are talking to or giving directions to a blind person, speak no more loudly than necessary. Speak clearly, but speak only to the blind person.

17. When you approach narrow aisles or open doorways where it is impossible to walk two abreast, move your arm backward from your side and over toward the center of your back. This will let the blind person know what is coming. He or she should then drop back a full pace behind you, by straightening the arm and stepping behind. This will put the two of you single file and far enough apart so that he or she will not step on your heels.

18. If you are directing a blind person to a chair or seat, put him or her into contact with it and state in which direction it faces. It can then be examined and pulled out from the table if necessary, or the person will be able to safely seat themselves with some minor directions or information. Assist them with their seat belt as necessary.

19. A blind person can enter an automobile independently if given a little information. State which way the automobile is facing, if it is a four-door automobile, and whether he or she is at the front or rear door. The right hand is placed on the door handle and the left on top of the car. The blind person should now have enough information to enter easily. If he or she becomes confused, additional information can be given, but no more than one person should do so.

SEVEN CATEGORIES OF COGNITIVE DISABILITY

1. Mental Retardation: a person has mental retardation if he/she has an IQ below 75; significant limitations in two or more daily living skills such as communication, self-care, social skills, community use, health and safety; and acquire these before the age of 18.

Most people with mental retardation are only mildly affected and only a little slower than average in learning new information and skills. Many lead independent lives in the community. Even those seriously affected can live independently with the right education and supports. Most people with mental retardation look like everyone else. Some may have other disabilities as well, (i.e., mobility, hearing or visual impairments). 

One type of mental retardation, known as Down Syndrome, is accompanied by physical characteristics such as a small head with a rather flat face; a short, broad neck; an upward slant to the eyes; small ears, mouth, hands and feet; and possibly hearing loss, a vision impairment and/or heart disease.

2. Autism: a severe, lifelong disability that greatly affects social interaction, learning, communication, and behavior. Autism results from interferences in the way the brain collects and organizes information. It can range from mild to severe.

The majority of people with autism also have mental retardation, but some may have very high intelligence or ability. Some people with autism may have extraordinary ability in one very specific skill area. A person with a high degree of intelligence for example might be able to calculate rapidly the day of the week on which an event occurred. Some of the features of autism may decrease in severity as the person reaches adulthood.

3. Mental Illness: a brain disease that severely affects a person's ability to think, feel and relate to others and the environment. A mental illness is not the same as mental retardation. Some of the major mental illnesses in this category are schizophrenia; major depression; manic-depressive disorder; phobias; anxiety; personality disorders; and, stress-related illnesses and disorders.

Different mental illnesses can cause very different symptoms. Some of the most common symptoms are inability to think clearly; hallucinations (i.e., hearing voices, seeing or feeling things that aren't there, a feeling of being controlled by other people or things); depression or acute mood swings (i.e., happy to depressed); poor concentration; difficulty remembering; lack of motivation; feelings of hopelessness or worthlessness; low energy; and thoughts of suicide or death.

Unless, they are experiencing stress, in most cases you would not be aware that your customer has a mental illness.

4. Traumatic Brain Injury: an injury to the head which results in cognitive difficulties such as low attention span; poor memory; difficulty thinking and following through steps needed to accomplish a task; difficulty communicating or speaking; slower responses; irritability; frustration; poor balance/coordination; and other disabilities (i.e., mobility).

Many people who have a brain injury do not look as if they have a disability, however, a noisy, confusing environment can be hard for the person to take and cause an outburst. Frustration in trying to deal with things can also increase the chance of an outburst.

5. Epilepsy: a disorder of the central nervous system, also known as a seizure disorder which is characterized by seizures. The onset of a seizure is due to a sudden discharge of electrical energy from the nerve cells in the brain. Seizures are usually prevented or controlled by medication. 

It is unlikely that you will know that a customer has epilepsy unless the person has a seizure in your presence. The most common kind is not the convulsive type, but the "complex partial seizure." A complex partial seizure starts with a blank stare, followed by chewing or twitching movements of the mouth or face. The person may wander; make repeated movements or fumble with clothing; shout, cry, laugh, or show fear; run; disrobe or make other movement; and sometimes be able to understand you but be unable to respond. The complex partial seizure generally lasts a few minutes. 

Another common type is the "absence seizure" which looks like blank stare, begins and ends abruptly, and only lasts a few seconds. If you were speaking with a person who was having an absence seizure, you might think the person were daydreaming, not paying attention or deliberately ignoring you. If this happened, it would be important for you to repeat what you said because the person won't remember what was said during the seizure. 

A convulsive seizure is least common type. It is believed Julius Caesar had this form of epilepsy and it is the one most often portrayed in the movies and on TV. Appropriate procedures for helping a customer who has a convulsive seizure are discussed in the handout on epilepsy. Following any kind of seizure; the person may be disoriented; confused; tired; upset or aggressive; unable to communicate; and remember little about the seizure.

6. Learning Disabilities: are disorders that make learning difficult because the ability to store, process or express information is impaired. A learning disability may cause a short attention span; difficulty with reasoning; poor memory; trouble communicating; poor reading, writing, and spelling skills; difficulty with numbers; and, poor coordination and social skills.

A learning disability is not a barometer of intelligence. Most people who have one, have average or above average intelligence. However, the learning impairment may cause a gap between a person's potential and the ability to achieve.

7. Alzheimer's Disease: a severe form of cognitive disability experienced by some older adults. As people grow older, it is not uncommon to experience varying degrees of memory loss. However, memory loss is not necessarily Alzheimer's Disease. This disease is a progressive degenerative disease of the brain that results in impaired memory, thinking, and behavior. It gets worse over time--anywhere from 3 to 20 years or even more--and typically begins when a person is over 65. Occasionally, a person will have early onset of Alzheimer's beginning in their 40's or 50's.

In the past, it was rare to meet someone who had Alzheimer's Disease. Since the population of older adults is increasing, it is more likely that you will, at some time, meet a customer with Alzheimer's, (especially in the early stage of the disease when the symptoms are not acute.)

Symptoms include gradual memory loss (particularly short term memory); inability to perform routine tasks; disorientation of time and place; inability to make decisions or exercise judgement; personality change; learning problems; loss of language and communication skills; carelessness in personal hygiene; repetitive actions; and eventual inability to take care of oneself.

TIPS FOR ASSISTING CUSTOMERS WHO HAVE EPILEPSY

It is unlikely you would notice the absence seizure. However, a convulsive seizure or Grand Mall Seizure is noticeable and should be handled as follows:

During the seizure:

· give the person room 

· clear the area of obstacles and people so the person can't injure her/himself 

· place a cushion or coat under persons head to prevent injury

· do not attempt to put anything in the person's mouth, stand by and wait until the seizure subsides (Do not worry about a person swallowing tongue!)

· turn person on their side so that saliva can run down and away from their mouth

· do not give anything to eat or drink during or immediately following a seizure 

When all seizures stop:

· be aware of how the customer may feel 

· use a calm voice to tell the person where he is, what you think may have happened (i.e., "I think you may have had some sort of seizure...") 

· offer assistance, if necessary 

When a seizure is over expect the person to:

· be confused and tired 

· be easily frightened, upset or aggressive 

· be unable to communicate 

· be disoriented 

· remember little or nothing of the seizure itself

IF SEIZURE LASTS LONGER THAN FIVE MINUTES, BE SURE TO CALL FOR HELP.  CALL DISPATCHER AND 911.

Tips For Assisting Customers with Communications Impairments

The cause of a communication impairment and the skill level of someone who has one varies widely. However, there are some basic communication techniques that can be used in nearly all cases: 

· When you recognize that the person you are interacting with has a communication impairment you should: 

- focus your attention fully on the person

- identify the communication impairment to determine the best way to communicate;

- be patient; and

smile --- it is reassuring.

· Always carry a pad and pencil, it is the fastest way to ask and receive information. 

· Ask how you might be of assistance. 

· Keep communication simple, ask simple questions-give simple answers. 

· Speak directly to the person so he/she can see your lips and don't be afraid to use gestures which can provide additional information. 

· Always speak to the person with a communication impairment even if he/she is accompanied by someone who acts as an interpreter, e.g., professional sign reader, relative or friend. 

· Do not indicate you understand if you don't, and don't be afraid to ask someone to repeat what he/she said. This is a common mistake people make when either they can't understand or feel someone can't understand them. People who have a communication impairment have experience in communicating in non-traditional ways and understand that you probably do not. They want to communicate with you and will be very creative in finding ways to work with you to accomplish that. 

· Talk normally in a normal tone of voice. Do not exaggerate lip movement. If you tend to speak rapidly, slow down to a normal rate of speech. Be prepared to repeat yourself. Even expert lip readers often don't completely understand what you say the first time. 

· Ask the person to repeat the information to determine if you were understood. 

· A good attitude about communicating with people is the best technique. When you care about helping your customers any way you can the communication process will be a success for you and them. 

TIPS FOR ASSISTING CUSTOMERS WITH COGNITIVE IMPAIRMENTS

Offer assistance if it looks needed:

· ask customer how you can help 

· let customer decide if s/he wants help 

· don't be insulted if your offer is turned down 

· Use body language that says you are willing to help, this means: 

· maintain eye contact

· smile

· lean toward the person slightly while listening 

· give verbal cues that you are paying attention, like "yes" or "yes sir"

· Give all adult customers the same respect--treat adults as adults and not like children. 

· Speak directly to the person, never indicate you assume an individual with a cognitive disability is incapable of communicating by directing your conversation to his/her travel companion 

· Be patient and give the customer with a cognitive disability a little longer to complete the interaction. 

· If you do not understand what a person says or needs, do not be afraid to ask questions or ask him/her to repeat it. 

CHARACTERISTICS OF MENTAL RETARDATION

A person is considered to have mental retardation if all three of the following conditions are present:

· below-average intellectual functioning (IQ below 70 to 75); and 

· significant limitations in two or more daily living skills such as communication, self-care, social skills, community use, health and safety, among others; and 

· shows up in a person before the age of 18. 

There is a type of mental retardation known as Down Syndrome which does cause some physical differences, such as:

· a small head with a rather flat face 

· a short, broad neck 

· an upward slant to the eyes

· small ears, mouth, hands and feet 

· possibly some hearing loss, a vision impairment and/or heart disease. 

MENTAL ILLNESS: CHARACTERISTICS AND SERVICE TECHNIQUES

Mental illness is a brain disease that severely affects a person's ability to think, feel and relate to others and the environment. A mental illness is not the same as mental retardation. 

CHARACTERISTICS OF MENTAL ILLNESS:

Different mental illnesses can cause very different kinds of symptoms, and individual people may experience very different kinds of symptoms. A person with a mental illness may speak to himself or others in a rambling or confused way. They could be either very talkative or very withdrawn. Some other symptoms of a mental illness may include; 

· difficulty thinking clearly 

· hallucinations, such as voices, seeing things or feeling things that are not there 

· feeling that other people or things are controlling her/him or controlling the person's thinking 

· depression or major mood swings from extreme happiness to extreme depression 

· poor concentration 

· difficulty with memory 

· lack of motivation 

· feelings of hopelessness or worthlessness 

· little energy 

· thoughts of suicide or death 

People with mental illnesses are often stereotyped as irrational, aggressive and violent, when in reality their symptoms are more likely to make them passive, isolated, and withdrawn.

TIPS FOR ASSISTING CUSTOMERS WHO ARE MENTALLY RETARDED

Adults with mental retardation are not children--although the person may have difficulty learning, he or she has lived longer, has developed in other areas of life, and has different experiences than a child. So, treat adults as adults and:

· be patient, they may be a little slower in doing things like boarding, paying the fare, purchasing a ticket, taking a seat 

· offer to read something for them, they may be unable to read well (or at all) 

· practice "active" listening skills, they may ask something obvious (i.e., "Where is the bus going?), ask something repeatedly, have difficulty expressing themselves, or even have a speech impairment 

· be prepared to repeat what you say, they may not remember something told to them a few minutes earlier 

· offer to assist them with things that are abstract like money, they may have difficulty understanding money and not be able to count it out 

· ask them to repeat what you tell them and be careful of what you tell them to do, they want to please other people so they will say "yes" if you ask if they understand, or do whatever you tell them to do (this can make people with mental retardation vulnerable to being taken advantage of by others) 

· don't react negatively if they touch you, they are very often open and friendly and may have a tendency to touch or hug others, even strangers 

· Keep your tone and manner pleasant and even. If the person is anxious or upset, your calm friendly manner can help reduce stress. 

· If the person is speaking to himself or others, in a disjointed, rambling or confused manner, don't try to make sense of it, or argue with the person. Remain calm. Do show respect and give the person "space." 

· If the person is talking constantly, and it is interfering with your job, explain in a matter-of-fact, friendly voice that you cannot talk right now because you have to help other customers, pay attention to traffic, etc. 

· Be firm in saying "no" when appropriate if a person is behaving in a way that is unsafe.

ALZHEIMER'S DISEASE: CHARACTERISTICS AND SERVICE TECHNIQUES

Alzheimer's Disease is a progressive, degenerative disease of the brain that results in impaired memory, thinking and behavior. However, memory loss is not necessarily Alzheimer's Disease. It gets worse over time--anywhere from 3 to 20 years or even more--and typically begins when a person is over 65. Occasionally, some people experience early onset of Alzheimer's.

CHARACTERISTICS OF ALZHEIMER'S DISEASE:

As the disease progresses people with Alzheimer's may experience:

· gradual memory loss, particularly of recent events, although events of the past may be recalled with remarkable clarity

· inability to perform routine tasks

· disorientation of time and place 

· difficulty in making decisions or exercising judgement 

· personality change 

· difficulty in learning 

· loss of language and communication skills 

· carelessness in personal hygiene 

· repetitive actions 

TIPS FOR ASSISTING CUSTOMERS WHO HAVE ALZHEIMER'S DISEASE:

· Notice if the person is wearing a medical identification bracelet marked "memory impaired." 

· Consider whether the person may have started out on a bona fide journey and simply got disoriented or whether the person may have wandered from home and is lost. 

· Call the police, your dispatch, or other appropriate service to see if someone may have been reported missing. 

· If a person that potentially has Alzheimer's is disoriented, upset, or acting angry or aggressive you should: 

· use a calm, reassuring voice to tell the person you will help, don't argue or pressure the individual

· do not startle the person by approaching unexpectedly with raised hands or in any way that appears threatening

· change the subject to help the person refocus. For example, if a person seems to be increasingly agitated for no apparent reason you could hand them a schedule or brochure, and in a courteous, matter-of-fact way, say "Have you seen our latest schedule?", "It might be of interest to you."

Tips for Serving Customers with Mobility Impairments

· Ask the customer what type of assistance he/she needs and how you can best provide it.

· Never grab a customer using a cane or walker by the arm. His/her balance is usually very unstable. 

· Always prepare customers in wheelchairs for movement by telling them you are ready to move them or asking if they're ready to go. They cannot see you behind them and it can be frightening or painful to be jolted unexpectedly. 

· When assisting customers in wheelchairs, it is safer to go up a ramp or curb facing forward and down a ramp or curb backward. You are then always on the "down" side of the chair and better able to control its movement and prevent an accident. 

WHEELCHAIR HANDLING TECHNIQUES

Proper wheelchair handling techniques insure the safety and comfort of the occupant. You should always observe the following tips when assisting a wheelchair user:

  Give a verbal cue to prepare the passenger for movement (e.g., "Here we go", or "Are you ready?", etc.). 

  Move the chair slowly and smoothly, avoiding jolts and quick movements which can be uncomfortable and/or painful. 

  Grip the wheelchair firmly and make sure the hand grips are secure. 

  Use good body mechanics by keeping your back straight, bending at the knees and leaning your body into the chair to increase control. 

  Be sure of your footing, especially on wet or icy surfaces, and wear shoes that are tied tightly and will not cause you to trip or turn your ankle. 

  Never attempt to lift a wheelchair by its wheels or armrests: the wheels will spin and the wheelchair will tip over on its back and armrests are often removable and may come off into your hands. 

 Always hold onto the wheelchair until its wheel locks are set - even then, be wary of their ability to hold, especially on a grade. 
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Going Up A Curb

  Approach the curb with the chair facing the curb and stop a few inches before the footrests reach the curb's edge. 

  Give a verbal cue indicating that you will be tilting the chair. 

  Make sure the handgrips are secure. 

  Tilt the chair backward into the balance position. 

  Move the chair forward until both rear wheels contact the curb. 

  Lower the front casters onto the curb surface. 

  Place one foot forward and bend the knees slightly. 

  With a straight back, pull up on the handles as you push your hip and thigh into the back of the wheelchair. The wheels will easily roll up and over the edge of the curb. 

  Be sure the chair is completely up on the curb before stepping up. 

Going Down A Curb

  Approach the top side of the curb and turn the chair facing away from the curb. 

  Back the rear wheels of the chair to the edge of the curb. 

  Plant both feet about 12-18" away from the bottom of the curb, with one foot in front of the other. 

  Lean into the back of the chair with your hip and thigh as you pull it just over the edge of the curb. Allow the chair's back wheels to roll to the ground. 

  Tilt the chair to the balance position. 

  Pull the chair away from the curb until you are sure the footrests will clear the top edge. 

  Ease the front casters to the ground using the tilt bar. 

Wheelchair Loading Procedures (LIFT OPERATIONS)

  Stop the coach at a point which will allow the lift to be deployed at a spot which is level and free of obstacles. The coach can be positioned 1-2 feet from curbs. 

  Secure the vehicle. ALWAYS engage the parking brake before attempting to operate the lift. 

  Turn on power to the lift. 

  Exit the vehicle and open and secure door(s) to the lift. 

  Disengage the lift platform from any vehicle restraints, unfold the platform, and raise the handrails, as necessary. 

  Make sure yourself and others are clear of the lift's moving parts during operation of the lift. 

  Lower the lift platform until it makes level contact with the ground and the front barrier lowers for boarding. 

  Push the wheelchair backward, and centered, onto the lift platform. 

  Set the wheelchair wheel locks. 

  Cue the customer as you prepare to raise the lift. 

  Keep one hand on the wheelchair as you raise the lift platform. 

  Observe the operation of the lift and the movement of the customer at all times as you raise the lift. 

 After the platform stops at the floor position of the coach, unlock the wheel locks and carefully push the wheelchair into the bus.  Apply the wheel locks (ask individual to assist if they can).  Enter the bus and move the customer to the seating area. 

Wheelchair Unloading Procedures

  Exit the vehicle and open and secure door(s) to the lift. 

 Disengage the lift platform from any vehicle restraints, unfold the lift, and raise the handrails, as necessary. 

 Reenter the bus and pre – position the wheelchair at the threshold to the lift (but not on the lift)

 Exit the bus and carefully pull the wheelchair, forward and centered, onto the lift platform. 

 Set one wheel lock and then the other, always holding the chair with one hand (CAUTION: If the vehicle is parked tilting to the side of the lift, then the lift platform is tilted downward. There will be an added pull on the wheelchair as you are setting the brakes. Be sure you have a firm grip on the chair and make sure the front barrier of the lift platform is in the locked upright position to prevent the chair from rolling off the lift!). 

  Lower the lift platform. 

  Cue the customer as you prepare to lower the lift. 

  Keep one hand on the wheelchair as you lower the lift platform. 

  Observe the operation of the lift and the movement of the customer at all times as you lower the lift. 

  Make sure yourself and others are clear of the lift's moving parts during operation of the lift. 

  Lower the lift platform until it makes level contact with the ground and the front barrier lowers for deboarding. 

  At ground level, pull the wheelchair toward you and off the lift platform. 

Securing the Wheelchair

  Position the wheelchair evenly between the four floor brackets and apply the chair's brakes. 

  Separate the front and rear wheelchair securement belts. 

  Always secure the front of the chair first, making sure the casters do not face to the sides. 

  Attach the top hooks of the front belts to a solid structural frame member of the wheelchair (as high as possible) and the anchor ends to the floor brackets. (3” to 8” outside of the casters).
  Maintaining a belt angle of about 45 degrees, remove slack in the front belts and lock. 

  Attach the top hooks of the rear belts to a solid structural frame member of the wheelchair (as high as possible) and the anchor ends to the floor brackets (just inside the rear wheels). 

  Maintaining a belt angle of about 45 degrees, remove slack in the rear belts. 

  Securely tighten and lock the rear belts. 

Securing the Occupant

  Separate the lap and shoulder belts. 

  Place the lap belt around the passenger. 

  Place each end of the lap belt between the side panels and the seat or through the gap between the chair and the seat behind the passenger (CAUTION: Never put the lap belt over the arm rests or the side panel of the wheelchair.). 

  Connect the anchors on loose ends of the belt to either the floor brackets or the rear wheelchair securement belts. 

  Connect the shoulder belt to the lap belt. 

  Tighten the lap belt comfortably but securely around the passenger (across the hip/pelvic area, not the abdominal area). 

  Adjust the shoulder belt, as necessary. 

 

Wheelchair Etiquette

The following suggestions enable better communication with people who use wheelchairs:

1. The key concept? Focus on the person, not on his or her disability. 

2. It is appropriate to shake hands with a person who has a disability, even if they have limited use of their hands or wear an artificial limb. 

3. Always ASK the person who uses a wheelchair if he or she would like assistance before you jump in to help. Your help may not be needed or wanted. 

4. Don't hang or lean on a person's wheelchair. A wheelchair is part of his or her own personal or body space, so don't lean on it, rock it, etc. 

5. Speak directly to the person who uses the wheelchair, not to someone who is nearby as if the wheelchair user did not exist. 

6. If your conversation lasts more than a few minutes, consider sitting down, etc. to get yourself on the same eye-level as the person who uses the wheelchair. It will keep both of you from getting a stiff neck! 

7. Do not demean or patronize the person who uses a wheelchair by patting him or her on the head. 

8. When giving directions, think about things like travel distance, location of curbs and ramps, weather conditions and physical obstacles that may hinder their travel. 

9. Don't discourage children from asking questions of a person who uses a wheelchair about their wheelchair. Open communication helps overcome fearful or misleading attitudes. 

10. When a person who uses a wheelchair "transfers" out of the wheelchair to a chair, pew, car, toilet or bed, do not move the wheelchair out of reach. If you think it would be best to move it for some reason ask the person who uses the wheelchair about the best option for them. 

11. It is OK to use expressions like "running along" or "let's go for a walk" when speaking to person who uses a wheelchair. It is likely they express the idea of moving along in exactly the same way. 

12. People who use wheelchairs have varying capabilities. Some people who use wheelchairs can walk with aid or for short distances. They use wheelchairs because they help them to conserve energy and to move about with greater efficiency. 

13. Don't classify or think of people who use wheelchairs as "sick." Wheelchairs are used to help people adapt to or compensate for the mobility impairments that result from many non-contagious impairments. Some of these are, for example, spinal cord injury, stroke, amputation, muscular dystrophy, cerebral palsy, multiple sclerosis, post polio, heart disease, etc. 

14. Check your assumptions! Don't assume that using a wheelchair is a tragedy. Wheelchairs when they are well fitted and well chosen are actually a means of freedom that allows the user to move about independently and fully engage in life. 

15. Don't pet guide dogs or other service animals...they are working. 

Assisting Ambulatory and Semi-Ambulatory Passengers

Drivers and other staff need to be alert to situations that might require their assistance. The following are some general guidelines for assisting ambulatory and semi-ambulatory passengers:

  When assisting or "spotting" on bus steps, whether going up or down, POSITION YOURSELF BELOW THE PERSON YOU ARE ASSISTING. You are in a better position to assist if he/she falls. 

  Encourage passengers to use handrails and grab handles during the boarding and deboarding process. Be ready to assist, but allow the passengers to do it themselves if they wish. 

  If a passenger falls or collapses toward you while being assisted on a level surface, brace yourself by setting one foot behind the other. The person may either remain standing after regaining his/her balance or may need to be eased to the floor or ground. 

  Should someone fall or collapse in a direction away from you, ease him/her to the floor, going with the motion of the fall, but breaking the impact. Trying to pull him/her back to regain balance will only decrease your control. 

  Whether on steps or level surfaces, one arm around the lower back and the other hand under the near elbow/forearm of the other person will help to steady the walk. 

  When assisting someone going up steps, placing both hands just above the hips from behind will help to gently steer or boost him/her. 

  When assisting someone using a cane (who has difficulty with one leg or hip), suggest that he/she start out with his/her good leg going up the steps and the bad leg going down the steps. ("Good leg go to heaven, bad leg go to h...") This will make it much easier for him/her to help and take the load off you. 
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