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CRISIS MANAGEMENT GUIDELINES FOR TRANSIT DRIVERS

THE SIX BASIC CRISIS REACTION STEPS
1. Keep calm and assess the situation.

2. Contact the dispatcher and, if necessary, emergency responders.

3. Protect yourself and your passengers.

4.   Secure and protect the vehicle.

5.   Reassure and assist passengers.

6.   Complete the required documentation.

BODILY FLUID SPILLS PROCEDURES
1. Contact dispatch and describe the situation.  If you are instructed to respond to the bodily fluid spill, complete steps 2-11.  If you are instructed to wait for assistance to arrive on the scene, secure the vehicle and wait.  In any case, follow system policy on handling biohazards.

2. Locate the biohazard kit that is on the vehicle.  Avoid stepping on the fluid spill.

3. Put on the disposable gloves found in the biohazard kit when giving any first aid or cleaning up any potentially dangerous bodily fluid spill such as blood, vomit, urine or defecation.

4. Cover the spill area with the disinfectant found in the biohazard kit.

5. Using the appropriate instrument from the biohazard kit, dispose of any material that may be contaminated by placing it in the biohazard bag found in the biohazard kit.

6. If the clean up includes broken glass or other sharp objects, extra caution must be taken.  Pick the sharp objects up by mechanical means rather then using your hands and dispose of them in the leak proof, puncture proof container provided in the biohazard kit for that purpose.

7. Discard carefully all clean up materials including gloves in the biohazard bag.

8. Double bag the biohazard bag immediately if there is any possibility of it ripping or tearing.

9. Insure that all biohazard materials are placed in the appropriate transit system depository.

10. Thoroughly wash hands with soap, disinfectant and running water as soon as possible.

11. Complete all required incident documentation.

ASSISTING ILL PASSENGERS PROCEDURES
1. Secure the vehicle in a safe location.

2. If possible, determine what type of help the passenger might need.  If the passenger is unconscious, ask other passengers if they know what is wrong with the ill passenger.

3. Check the passenger’s wrists and neck to see if there are any medical warning tags.  Follow the directions on the medical warning tags if you find any.

4. Contact dispatch, explain the situation, ask for emergency assistance if you need it and instructions.

5. Inform the other passengers of what is going on and keep them away from the ill passenger.

6. Administer first aid or CPR if you are trained in it and it is your system policy to do so.

7. Keep the passenger warm, comfortable and talk to him or her as a treatment for shock.

8. DO NOT give the passenger food, drink or medication unless medical warning tags say to do so.

9. Ask other passengers to fill out courtesy cards and complete all required incident documentation.

HAZARDOUS CONDITIONS PROCEDURES
1.    Intersections:  Slow down, cover the brake and be ready to yield.  Enter slowly and with a view of cross traffic.

2.    Vehicle Ahead:  Maintain a safe following distance, be prepared for obstructions and at night be governed by the distance illuminated by the headlights.

3.    Vehicle Behind:  Signal well ahead, tap brake lightly to flash brake lights, slow down gradually.

4.    Opposing Vehicle:  Slow down, stop or steer to the right, signaling with horn and flashing lights.

5.    Backing:  Don’t back up.  If absolutely necessary use a spotter.

6.    Passing and Being Passed:  Consider unusual actions of the driver being passed or of oncoming traffic.  Yield to a passing vehicle by slowing down or moving to the right.

7.    Lane Changes:  Anticipate the other driver by keeping an escape route open.  Yield to other vehicles when merging.

8.    Turning:  Properly position the vehicle before starting to turn, monitor mirror and make head checks for traffic and pedestrians.

9.    Pedestrians:  Slow down and anticipate unusual behavior at all times.

10.  Passengers:  Wait for boarding passengers to be seated before starting and never sacrifice safety for the schedule.

11.  Fixed Objects:  Focus on space cushioning.  If in doubt secure vehicle and get out to be sure contact won’t be made.

12.  Parking:  Apply brake and make sure it holds.  On a hill chock block a wheel or steer wheels toward the curb.

13.  Railroad Crossings:  Always stop and anticipate a train.  Open door, look, listen.  Cross when tracks are clear.  Do not shift gears and be sure vehicle is able to clear crossing without having to stop on tracks.

14.  Traffic Circles:  Maintain the space cushion and be ready to adjust to unusual movements by other drivers.

15.  Motorcycles and bicycles:  Aggressively scan for their presence and be aware of road conditions which may cause them to spill and require evasive action.

16.  Traffic Jams:  Maintain a space cushion, signal intentions and establish lane position early.

17.  Expressways:  Keep eyes moving, look far ahead, just ahead, left, right, behind.  On access ramps gradually match the vehicle speed to the traffic flow.  Expect other drivers to tailgate and make abrupt lane changes.

18.  Bad Weather:  Increase following distance.  Protect against glare.  Reduce speed.  Remind passengers to watch their step.  Beware of overpasses, underpasses and shady areas.

19.  Skids:  Don’t jerk steering wheel or jam brakes.  Ease up on accelerator and practice good skid management.

20.  Tornadoes:  Have all passengers leave vehicle.  Secure vehicle.  Guide passengers to substantial structure for cover.  Avoid windows.  If no structure available, lay flat in a ditch or low lying area.

21.  15 Passenger Van:  All occupants must use seatbelts at all times.  Maintain tire pressure and tread.  Keep weight in front of rear axle.  Reduce speed based on wind conditions. 

SECURING THE VEHICLE PROCEDURES
1. If possible and you are not in an accident, move the vehicle to a safe location off the roadway.

2. Place the vehicle in PARK or place in gear if standard transmission; set the brakes and shut off the engine. 

3. Put on the four-way hazard flasher signals.

4. If the vehicle is on a grade, turn the front wheels to either the right or the left depending on which direction would minimize rollaway, and block the rear wheels against the grade.

5. Put out triangles if the vehicle is not in a completely safe location.

A. If it is a two-lane road, place one triangle 100 feet or more to the rear of the vehicle or around any curve or over the top of any hill and aligned with the center of the vehicle.  Place a second triangle 10 feet to the rear of the vehicle and aligned with the traffic side of the vehicle.  Place a third triangle 100 feet or more in front of the vehicle or around any curve or over the top of any hill and aligned with the center of the vehicle.

B. If it is a four-lane or divided highway, place one triangle 200 feet or more to the rear of the vehicle or around any curve or over the top of any hill and aligned with the center of the vehicle.  Place a second triangle 100 feet to the rear of the vehicle and aligned with the traffic side of the vehicle.  Place the third triangle 10 feet to the rear of the vehicle and aligned with the traffic side of the vehicle. 

C. In any other circumstance, put out triangles using common sense and in a way that will steer traffic from both directions around your vehicle. 

ACCIDENT HANDLING PROCEDURES
1. Check your location.  DO NOT move your vehicle unless you are instructed to do so by law enforcement or when leaving the vehicle where it is would expose the passengers to greater danger such as in a busy traffic lane, on a blind curve, near the top of a hill, or because of weather.

2. Secure the vehicle by placing the vehicle in park, setting the brakes, turning off the engine and turning on the four-way hazard flashers.

3. Make a decision to evacuate or not to evacuate the vehicle.  EVACUATE IF NECESSARY.  

4. Assess the condition of your passengers and contact dispatch providing the following information:

A. Exact location, cross street or direction of travel

B. Type of emergency and exactly what has occurred

C. Number of passengers on the vehicle, number of wheelchair passengers and any injuries

D. What type of help you will need from law enforcement and emergency medical personnel

E. Whether or not you are blocking traffic and if the vehicle can be safely moved

5. Respond to passenger needs and assist any injured passengers consistent with your system policy.

6. Inform all passengers of the situation, what actions you have taken and how they will be affected. 

7. Request that all passengers and witnesses complete courtesy cards including their names, phone numbers and any other information they can provide.  Collect the cards for turn in to management.

8. Get all necessary information from other drivers, law enforcement and emergency medical personnel including:

A. License numbers of other vehicle(s)

B. Make, model and color of other vehicle(s)

C. Name, phone number and driver license number of other driver(s)

D. Insurance carrier and policy number of other driver(s)

E. Name of ambulance company and hospital to which injured were transported

F. Name, department and badge number of responding law enforcement officer(s)

G. Any other pertinent observations including condition or behavior of other driver(s)

9. Cooperate with law enforcement officials, insurance representatives and system management.

10. DO NOT assign blame or take responsibility for the accident.

11. DO NOT talk to the media, but instead refer the media to system management.

12. Complete all required accident report documentation as soon as possible.

FIRE SAFETY PROCEDURES
1. If smoke or fire is present, EVACUATE the vehicle before using the fire extinguisher.

2. DO NOT open up the hood or engine compartment if there are signs of fire inside.

3. Shut off all electrical power and read the instructions printed on the extinguisher.

4. Only try to extinguish a fire if you are sure of what you are doing and it is safe for you to do so.  The fire extinguisher should be used primarily to fight your way off the vehicle and only after the vehicle has been evacuated should it be employed to put out a fire.

5. When using the extinguisher, stay as far away from the fire as possible.

6. Aim at the source or the base of the fire, not at the flames.

7. Position yourself upwind.  Let the wind carry the extinguisher contents toward the fire rather than carrying the flames toward you.

8. Continue extinguishing until whatever was burning has been cooled.

9. Absence of smoke or flame does not mean that the fire is completely out or cannot restart.

VEHICLE EVACUATION PROCEDURES
1. ONLY EVACUATE the vehicle when for safety reasons it is necessary to do so.

2. DO EVACUATE the vehicle if any of following conditions exist:

A. The vehicle is in a dangerous location and cannot be moved

B. You see fire or see or smell smoke

C. You see leaking fuel coming from or underneath the vehicle

D. Any other conditions that would make it safer for the passengers to evacuate the vehicle

3. Once a decision to evacuate is made, speed of evacuation is essential, especially with threat of fire.

4. Calmly tell your passengers what you are going to do, tell them which exit(s) to use and where you want them to wait, stressing that they must stay clear of the bus and clear of traffic hazards.  

5. Assess the condition of passengers to be evacuated and what assistance will be required.

6. Ask for assistance from ambulatory passengers in evacuating passengers who are injured or disabled.

7. Evacuate all ambulatory passengers first except those who have agreed to assist in the evacuation of non-ambulatory passengers and ask someone to take the fire extinguisher off the vehicle with them.

8. Make sure all passengers assemble in a safe location well away from the vehicle.

9. When evacuating non-ambulatory or wheelchair passengers, do the following:

A. Use a web cutter to cut through all securement devices.

B. If the wheelchair door works and the lift is operative, put the lift halfway down and use it as a step to roll the chair off the vehicle or to drag or carry non-ambulatory passengers off.

C. If the wheelchair lift is not working, slide wheelchair passengers out of their chairs and drag or carry them and any injured or unconscious passengers down the aisle and out the door. Dragging should be done by bending at the knees and grasping and pulling under the arms. 

D. If the doors of the vehicle are blocked or non-functioning, evacuate any mobility impaired, injured or unconscious passengers by getting them through emergency exit windows or roof hatches as the situation may dictate and preferably with assistance outside and inside.

TRANSIT SECURITY PROCEDURES
1.   Security Related Driver Knowledge and Behavior

A. Be aware of suspicious activity or behavior by patrons or others in proximity to or in public transportation vehicles or facilities;

B. Notice unusual conditions of vehicles, both those belonging to the system and others which may enter into parking lots or facilities;

C. Be vigilant with respect to strange packages, items or substances which are brought into or left in facilities or vehicles;

D. Have critical phone and contact numbers immediately available;

E. Help control access to vehicles and facilities;

F. Help passengers deal with the confusing aftermath of emergency events;

G. Know how to relate to passengers in a crisis;

H. Understand their roles in an emergency;

I. Recognize threats and properly handle them;

J. Stay familiar with the operation of emergency equipment;

K. Lead in a crisis;

L. Follow standard and emergency operating plans and procedures;

M. Be responsive to the needs of emergency responders;

2.  Transit Vehicle Being Commandeered

A. When approaching a stop or pick up point, survey area for suspicious people or activities.

B. If suspicious people or activities are present, report concerns to dispatch/authorities and drive vehicle out of area.

C. If suspicions are aroused after vehicle has stopped, do not open doors but communicate with individual through the window until determining proper action.

D. Avoid boarding individuals carrying what might be a weapon or looks like a suspicious package.

E. If individual with concealed weapon is aboard vehicle, act as if you didn’t see the weapon.  Do not confront the individual.  Stay calm and focused.  If possible, pretend vehicle is broken down and get everyone off vehicle.  Contact dispatch.

F. If vehicle is commandeered follow all instructions and avoid confrontation.  Remain calm and show no outward signs of panic.  Talk to the hijacker and try to create a relationship.  Stay in touch with hijacker and don’t antagonize the person.  Be both patient and assertive.

G. If vehicle is commandeered while parked, open or keep open all doors and allow opportunity for all to exit.  If it seems appropriate, ask perpetrator if vehicle can be de-boarded but don’t push too hard to end the situation.

H. If vehicle is commandeered and in motion, drive past locations where someone might react and report.

I. Attempt to alert authorities but take no action that will increase risk.

J. Stay calm, use common sense, follow instruction of perpetrator, wait for emergency response or find way to escape.
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