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Skills and Techniques for Maintaining a Safe Environment on Your Bus
What to Wear

As a professional operator, you need to conform to the required dress code.  A clean appearance and pressed uniform is expected when dealing with the public.  

Making the effort to look professional will gain you respect and make your workday easier.

· Clothing Safety

Consider the safety of your clothing choices.  First, make sure that your clothing:

· Does not bind or restrict your movements. 

· Wear shirts or blouses that allow you to extend your arms without ripping out the shoulder seams.  

· Tight pants should also be avoided so that you can easily bend your legs and sit comfortably in the seat.  
By following these suggestions, you’ll also be able to get out of your seat when necessary to help a customer board, especially wheelchair passengers.

· Uncomfortable

Another reason you should make sure your clothes fit is that tight clothing makes you grouchy.  Do you really want to sit all day long in clothing that doesn’t allow you to breathe, that binds and cuts into your skin?

· Dangerous Accessories

When accessorizing, you need to consider the safety of the items you choose.  Some accessories can be dangerous.

· Earrings 

Dangling earrings can be too easy to grab and control you if you are assaulted. Earrings are a nice accessory, but avoid the longer styles.

· Neckties  

Long neckties have actually been used as weapons against crime victims.  Neckties can make you look more professional, but you could consider using a pull off or clip type.  

· Heavy gold chain  

Long chains or pendants can also be used to hold you or choke you. Chains or pendants, especially the more costly ones, should probably  be left home.  A big gold chain may look great, but it can also entice someone to rob you.

Notes:

The Options

Let’s take a moment to go over some other options that were suggested by your fellow operators.

These are only suggestions, and the list is not inclusive.  Each situation you face is unique; only you can decide how it can best be handled.

· Explain the situation to gain compliance 

This is generally the first option you should take.  What you will say depends on the situation.  You may need to explain the rules or set up expectations for the customer. How you word your explanation is important, and we will be covering this option in greater detail later in the program. 

· Let It Go 

If a customer boards, makes a rude comment to you and then sits down, should you confront him or her and prolong the confrontation?  Probably not, in a case like this it’s better to “Let it Go” and get on with your day.

· Use the Radio 

By calling in on the radio, you’re letting the problem person know you are not alone and that help is nearby.  You’re also letting the dispatcher know there is a potential problem on your bus.  Then, if you do go Code Blue, they’ll have a better location on your bus and respond more quickly.

· Stop the Bus

Stopping the bus to deal with the situation is usually a good idea for your own safety as well as the rest of the passengers on the bus.  Stopping the bus allows you to concentrate on resolving the situation.

· Open the doors 

By opening the doors, you’ll give the offending person(s) a way to get out of the bus.  It will also provide an exit for other customers if necessary.  The objective is to disengage the situation – not keep the person on the bus.  It is never a good idea to try to retain the person on the bus.  

· Close the doors 

Another defensive action you can take is to close the doors and not allow a potentially dangerous person on your bus.  If you let a problem person off the bus, be sure to close the doors so the person can’t get back on.

· Leave the area 

If there is a dangerous situation outside the bus – you have the option to leave the area.  Even if you are putting yourself off schedule – remember your safety and the safety of your passengers comes before the schedule.  

· Release your seatbelt

If you see a situation developing, a simple defensive action you can take is to release your seatbelt to increase your mobility.  

· Press the Code Blue button 

If you feel that you or one of your passengers is in imminent danger and you can’t use the radio to communicate the situation – use your emergency button.

· Watch for Police 

If there’s an agitated person on your bus and danger is not eminent, you may want to continue driving while keeping your eye out for a police office or supervisor who can help you remove the person. 

· Handout Courtesy Cards 

After an event occurs, you should hand out Courtesy Cards.  By gathering the information you’ll be able to complete your report, while sending the message that we take each situation seriously. 

· Fill out an Incident Report 

Filling out a report isn’t just for the Risk Department records.  Your report could lead to an arrest or the deployment of increased security on the route.

· Turn on high beams/Four-way flashers 

Turning on your flashers or high beams is a great way to alert other operators or police to a problem on your bus.  If you see a bus with its flashers on, it’s a good idea to go by slowly and check if the operator is all right.  Then if you suspect a problem on the bus, be sure and call it in.

Notes:

· Applying the Actions

In any situation you will have several options available.  Which should you try first? 

Follow these general steps when thinking about which action to take:

1. Always consider your own safety and the safety of your customers before deciding which action to take.  

2. Then consider those actions that can be taken on your own, such as explaining the situation to the customer or turning on your high beams first. This will give you greater control and allow immediate action.  

3. When the circumstances are not yet critical, use those actions that will help de-escalate the situation. 

· Possibilities

In most threatening situations, there are no simple answers.  

Your actions depend on:
· Your personality;

· Your physical condition;

· What you are comfortable with;

· Circumstances that you are being faced with.  

·  Remember to consider:

· Your safety and the safety of your customers;

· Things that you can do on your own

However, if you are in immediate danger, don’t hesitate to use the radio or Code Blue button when the situation warrants such actions.  

Physical Fitness 

The ability to defend yourself largely depends on your physical fitness. It’s important to make sure that you have the degree of movement necessary and the flexibility that will allow you to defend yourself.  

· Weight 

Excessive fat restricts your movements and makes it hard to turn in the driver seat. If you are overweight, consider trimming down as part of a routine to stay injury-free and to have the ability to defend yourself.  

· Flexibility

Flexibility is another aspect of your physical self that you can improve to increase your safety. The ability to turn your head and look around helps your driving and your ability to watch for troublesome passengers.

Arm and leg flexibility will be necessary to properly execute some of the defensive moves covered in the last unit.  

Notes:

Identify

The earlier you identify a problem and begin to deal with it, the better chance you’ll have to keep it from escalating. 

In this unit we will discuss some common problems that can be identified:

· While approaching a bus stop or at the stop. 

· Physical signs that will tell you a confrontation is escalating.

Approaching the Stop

Identifying a problem early and then dealing with it increases your chances of keeping it from escalating.  Some problems can be identified even before you pull into a bus stop. For example:

· Large groups of people waiting to board, especially groups of school children, can be troublesome. 

· The days you’re running behind schedule can make your customers a little more irritable, and the chances of confrontation are increased. 


·  At The Stop

When working a route, be sure to find out where problems commonly occur.  If you know ahead of time what to look for, you’ll be able to play the “What If” game and decide how to handle these recurring problems.

For instance, you may know a stop where there are lots of people transferring to different buses.  Sometimes, operators don’t wait, and the person left behind could decide to take out his/her frustrations on the next driver… which might be you.  What can you do?

· Wait for Passengers 

If you pull into one of these stops, watch for customers heading for your bus.  Wait as long as possible for transferring passengers who have called ahead.  

Give your customers time to board the bus. Don’t just leave and create a problem for another operator.

· No Room On The Bus

Here’s the case where the bus is full or when there is a bicyclist waiting at a stop when your bike rack is already full.  Someone is going to be passed by, and the next operator will hear about it.

You could make it easier for everyone by letting the person know when the next bus will be by or if you can - call for a standby bus due to the number of riders waiting.  

People are much more willing to accept the situation when they know the cause or at least what is being done about it.

People are much more willing to accept the situation when they know the cause or at least what is being done about it.

· Running Late

Let’s face it; some days you’re going to run behind schedule.  Which means you’re going to have to deal with customers who are angry about YOU being late.  So why not be prepared to handle this common situation?

When you pull into a stop - late, take the initiative and head off confrontations by acknowledging and if appropriate explaining the situation.  

· Potential Problems

A good way to identify potential problems is to observe your customers as they get on the bus. By using both verbal and non-verbal communication, you can help set the stage for your interactions with customers.  

Greet each customer and watch for his or her reaction. Customers’ responses will give you clues as to their mood and disposition.

· Angry

People will generally respond to a friendly greeting.  Depending on their mood, you may get an energetic Good Morning, a smile or maybe just a nod of the head.  It’s when the response comes back defensive, overly annoyed or flirtatious that you need to watch out.

Aggressive, angry people are more likely to become physical, lash out and cause problems either with you or with customers on the bus.  These are the people you need to keep your eye on and possibly use some of the techniques we’ll be covering in the next unit for reducing your risk of confrontation.

· Reasons To Greet Customers

Greeting each customer who gets on your bus is also a way of setting the tone and taking control.  A confident, friendly greeting can set the stage for interacting with your customers.  If you appear disinterested or ignore the people getting on your bus, it will send out the wrong message.

A confident, friendly greeting lets each customer know that you are here to do your job and will be getting them as quickly and safely to their destinations as possible.

It’s also just good customer service to acknowledge people who ride your bus.  Our customers have choices when it comes to transportation, and we want them to continue to choose the bus.

· So greeting your customers serves a few purposes:

· To gain insight into the customer’s mood and disposition;
· To set the tone for interactions;
· To keep customers happy so we can keep our jobs.

Notes:

Problems At The Stop  

You’ll want to be sure and greet people when you know there is or may be a problem.  The type of greeting and the way you say it will help keep you in control and avoid customer confrontations.

One of the most common problems you will face are fare disputes.  
· Fare Problems

This is one every operator has experienced, the customer who gets on and either refuses to pay the fare or tries to pull some kind of scam on you.  Arguing about the fare can quickly escalate.  What can you do?

As a professional operator, it is your responsibility to make a “reasonable” attempt to collect the fare.

·  Only make a “reasonable” attempt to collect the fare!

· Handling Fares

The best way to handle fare disputes is to be prepared by having some responses for common situations.  Play the “What If” game for the customer who gets on and is a quarter short or think about how you’d handle the person who blows past the farebox without a word.

Keep your responses impersonal. You are not expected to put yourself in danger or to hold up your other customers; just make your attempt to collect the fare “reasonable”.  

· Consider The Next Driver

Whenever there is a difficult customer situation, be careful not to just pass on a problem to the next operator. 

A good rule to follow is to let your customers know what is going on:

· If you’re late – tell them why;

· If the bus is full or you need to pass them up – give them the reason and let them know when they can expect service.

When you take care of the problem as best you can, your day will be easier, and you’ll probably be helping your fellow operators at the same time.

Notes:

Physical Indicators

· Stages

Another tool for self-defense is being able to identify signs that a threatening situation is escalating.  Generally there are four stages in the process:

1) Normal

2) Agitated

3) Angry 

4) Dangerous

  Let’s look at what changes take place during each stage. 

· Normal 

The person who boards a bus in a normal stage will be calm, speak rationally and in a relaxed demeanor. 

Something will have to trigger the next stage.  Maybe he/she has an invalid fare or a request that must be denied.  How you handle this situation could initiate the next stage.

· Agitated 

In the agitated stage people may raise their voice, their language may become more aggressive and their demeanor will be tense.  In some cases a person may board the bus already in this stage.

Here is where verbal control can help - because at this point, how you respond can escalate or de-escalate the situation.  We will cover some of these techniques in the next section.

· Angry 

At this stage, if the situation has escalated, their voice will be louder, their speech will be more abusive and their demeanor will become increasingly aggressive.  You will see physical signs such as an increase in their breathing, sweating and muscle tension and a clenching of the fists.  Their physical movements may be more agitated.

By remaining professional, using verbal control techniques and not taking their actions personally, you’ll have a better chance of de-escalating the situation. This may be your last chance to avoid a physical confrontation.

· Dangerous 

Watch out if someone passes into this stage where ability to reason is gone.  Depending on the person, he/she will either be ranting and raving or may stop talking completely.  Physical signs are extreme muscle tension, sweating, flushed complexion. 

This person is now functioning on instinct, and a physical attack may be imminent.  You should still try to remain calm and take steps to protect yourself such as activating the Code Blue button.  You will also want to prepare yourself to use the defensive techniques covered in the last unit.

· De-escalating

It’s essential to note that until the situation gets to the Dangerous Stage – you can de-escalate it.  Your response and the way you handle each situation relies on remaining calm and not personalizing the situation.  

To de-escalate the situation it is important to remember two key elements: 

·  Allow customers to retain their dignity. 

·  Give them a way out of the confrontation.

Body Language

Your defense begins with the way you present yourself.  This includes your posture, eye contact and the tone of your voice.

· Presenting Yourself

First impressions are important.  When customers get on your bus, who do they see?  You -- the operator, sitting with your head up and your shoulders back. 

That’s what they should see. By maintaining a confident posture and good eye contact you’ll be better able to read your customers.  

Next time you are on your bus, think about your posture and appearance.  What message are you sending your customers?  And by the same token, what message are they sending you?

· Common Postures

Here are a few common postures and the messages they send:
· A sagging posture where the bus driver is leaning over the steering wheel makes a driver look tired and disinterested.

· When a driver is sitting erect and turned toward the customer they appear more confident, energetic and willing to help. 

· An operator who is leaning forward toward a customer as he or she boards the bus appears more open and interested.

· Sitting with crossed arms, staring forward makes someone look defensive, unresponsive and closed off.

· Looking Positive

Posture is one of the elements involved when trying to present a positive image.   

Knowing these postures will also help you identify problem customers.  Be aware of those customers whose aggressive posture, gestures and use of language could mean trouble on your bus.  Make sure these customers know you have seen them with your greeting.

· Eye Contact

Along with posture, eye contact is important.  You can maintain the right posture, but you need to make eye contact, too.  People who use eye contact are viewed as confident, credible and having nothing to hide. Always look directly at the person you are dealing with but do not stare.  Staring is a sign of aggression and makes people uncomfortable.

· The Tone

Along with your body language the other thing customers will notice is the tone of your voice.  When you greet your customers, don’t make it sound like you’re challenging them to have a nice day or that you are bored beyond belief.

The tone and inflection in your voice can be seen as friendly or as rushed and impersonal.

· Don’t Provoke

The tone of your voice and your body language can actually provoke aggressive behaviors.  That’s why you should always speak and act respectfully toward your customers.  Even when customers treat you poorly, matching their intensity and behavior will only escalate the situation.

Maintaining a professional appearance and speech pattern will help de-escalate the confrontation.

Customer Management Technique

The Customer Management Technique has 2 levels:

· First to avoid starting a confrontation

· The second is used when a situation has already escalated

· Level 1

The first level of this technique is used in situations where customers have a problem; maybe they don’t have the correct fare or they have a complaint about the bus service.  At this point, the situation has not escalated, but the potential for escalation is there.

· The Technique:

1. Don’t take away their dignity;

2. Give the customer an out.  

· Dignity

Dignity involves a person’s belief that he/she deserves to be treated with respect regardless of the circumstances.  When using the Customer Management Technique, it’s important to allow an individual to retain his or her dignity.

These are ways of taking away someone’s dignity:

· Insulting their cultural heritage;

· Mentioning their physical attributes;

· Accusing the customer of cheating on the fare

· Talking down to the customer

· Give the customer an out

Another aspect of the Customer Management Technique is to give the customer an out. This is a way for the customer and you to continue on with your day, gracefully.

· Never give your customers an ultimatum -  “Pay the fare or I will have to call my supervisor and have you removed from the bus”.

· Instead, give them a way out, - “You are expected to pay the full fare, but if you are short today, just pay it tomorrow”.  

If you fail to give the customer “an out”, you may take away his/her dignity.  Taking away someone’s dignity could easily cause an escalation of the situation.

· Level 2

Where the first level of the Customer Management Technique involves giving the customers an out and not taking away their dignity- the second level is for those situations that have already escalated.

The Customer Management Technique involves giving the person a choice in the situation. 

Of course, in any situation customers have a choice; the tricky part is swaying them to make the right decision – one that will allow everyone to carry on with their day – with their dignity intact.

· The Choice

When giving customers a choice, be sure to keep the tone impersonal and non-threatening.  The choice shouldn’t be a demand and should include the consequences of their decision.  

What this means to is avoid saying things like, “I require you to pay the fare” or “I can’t allow you to play the radio on the bus”. Instead say, “Sir/Ma’am, you’re required to pay the fare” or “for the comfort of the other passengers would you please turn down the radio’.

Be sure that the consequences are realistic and can be carried through.  

· Help Them Make Their Choice

The strength of the technique is in presenting customers with a negative and a positive choice – and then allowing them to make up their own mind.

You no longer really have to be involved – it’s up to them.  The technique is impersonal; it gives them an out, and it doesn’t take their dignity away.

Reducing the Robbery Risk

If you work late night or early morning hours, or have a route that goes though a tough part of town, you could be more vulnerable to an attempted robbery.

Thieves look for an easy mark, a way to make a quick hit.  An operator, alone on a bus, could be very tempting.  However, there are actions you can take to reduce your risk of becoming a victim.

· Don’t Be A Victim

Besides being alert to your surroundings, one of the best things you can do to reduce your chances of being robbed is to make it less tempting.

· Avoid carrying excessive cash or credit cards.

· Avoid opening your wallet or purse in the presents of customers. 

· Don’t wear expensive or excessive jewelry or designer-style sunglasses.

· Don’t leave your personal items on the bus, unattended.  

· Avoid carrying expensive pens or cell phones.

Notes:

Discouraging An Attack

In this section you’ll be given a few suggestions for actions you can take when you’re feeling uncomfortable about a customer and you’re feeling your safety is at risk. Situations may include:

· Verbal Altercation 

If you have already had a verbal altercation with someone and the patron still seems agitated by the encounter.
· Suspicious Customer

If there is a customer on the bus who is acting out of the ordinary, such as changing seats or staring at you.
· Overly Flirtatious 

If a customer is being too familiar or flirtatious, especially after you have asked them to stop. 
· Suspicious Vehicles 

When there is a vehicle that is following you in and out of bus stops.  Although the other driver may not be after you, the driver may be after one of your customers.

Notes:

· Possible Actions

If you are in a situation where, for whatever reason, you feel your safety is at risk, taking one or more of these actions will make aggressors think twice before making their move.  

1. Look For Police – it’s always good to know if there are police in the area, especially if you have a suspicious or troublesome customer on the bus.

2.  Use the Radio - Call the Communications Supervisor and be sure to give him or her your current location.  This will let the aggressor know you are in contact with someone else and help supervisors or the police find you.

3. High Beams/Four-way Flashers - Put your flashers on to alert the police or any operators nearby of a potential threat on your bus. If you see another bus with its flashers on (for no apparent reason), report it – you could be saving a fellow operator in a dangerous situation.

4. Stop the Bus/Open Doors - If you feel threatened, pull the bus into a stop that is well lit or where there are other people or more buses and open the doors to encourage the person to leave.  You may want to use the excuse of having a mechanical problem with the bus.

5. Code Blue - If you think that a physical attack is imminent, use your Code Blue button.  Do not wait until it is too late and you are unable to activate the signal.  

6. Horn – Depending on the area, you could use your horn to draw attention. 

7. Get Description/Courtesy Card – if you feel someone might attack you, write down his or her description.  If anything does happen, there is a better chance to catch the person.

· Get Noticed

The purpose of these suggestions is to get you and the situation noticed.  This will let aggressors know that their actions will be observed and that help is nearby. 

In most cases, that fact alone will discourage a potential attack.  So, while working your route:

· Get to know the places you could use for safety. 

· Identify the bus stops and parking lots that are well lit and populated. 

· If possible, get to know the police officers in the area.  

The more you know about your route, the better equipped you’ll be to respond to a threatening situation. 

Notes:

Self-Defense Techniques

In this unit you will be given tools to defend yourself.  These can be used when all else has failed and you are now being physically assaulted.

Covered in this unit:

· Why it’s important for you to remain in your seat if attacked.  

· Self-defense techniques that will enable you to actively resist an aggressor.

· How to report the incident and go over the three elements involved in an assault.

Notes:

Stay Seated

The best place for you to defend yourself is right where you are, in the driver’s seat.

· Reasons to remain seated: 

8. The driver’s compartment offers a natural barrier: On one side there is the farebox and the windshield.  To the left side is a window and to your back, the seat back and partition divider. 

9. That gives the aggressor very little room to carry out an attack and puts you in a great position to defend yourself.  If you can, release the seatbelt to give yourself a greater range of motion.

10. Being in the seat also gives you greater access to the controls, radio and panic button. 

11. Being seated allows you to use your legs to push the person away.  Your legs are much stronger than your arms and will help defend your body.

12.  Another reason you should remain seated is to stay in a defensive mode.

· Defend, never attack

It is perfectly legal and right that you should defend yourself.  However, you may not become the aggressor.  If you get up and go after the person, you will leave yourself open to both legal and company discipline.  Not exactly fair, considering the fact that you didn’t start it – but it’s the law and the rules of the company.

Never become the aggressor!

· Self-Defense vs. Aggressor

By law, anyone can defend themselves or their property from threatened violence or injury through the use of force -- provided the force used is no more than is necessary to carry out that defense.

It’s important to understand where you cross the line from defense to aggressor. If someone hits you and then backs off, you cannot further engage that person.  That is the law.  

If you get up out of your seat and confront someone, you will probably be considered the aggressor at that point.  Stay in your seat and in a defense mode to protect yourself physically and legally.
Notes:

The Techniques

Try each of these techniques; then choose the ones you think will work best for your personality and build.  Concentrate on these until you feel comfortable and can easily execute each one.

· Verbal Warning

The first technique is used in conjunction with all the others.  The technique is to shout at the attacker.  Shout “NO, STOP, LEAVE ME ALONE” as loud as you can.  

1. Arm Strike 

The Arm Strike can be used if someone has come from behind you.  To execute the Arm Strike turn your upper torso toward the attacker and forcefully extend your arm directly at the person.  At the same time shout “NO, STOP, LEAVE ME ALONE”.  

If executed properly, this strike can be like being hit with a baseball bat.  Aim the forearm strike at the attacker’s chest, ribs, throat or groin. Keep your hand in a knife-hand configuration, and strike with the portion of your arm from the wrist to the elbow.

2. Elbow Strike

The Elbow Strike is a powerful strike that can be very effective.  To execute the Elbow Strike bring your fist up to chest level and forcefully swing and jab your elbow toward the assailant.  At the same time shout “NO, STOP, LEAVE ME ALONE”. The level of this strike could be very effective and disable the attacker for a moment. Targets can also include the assailant’s jaw, temple, cheek or chin.  Hopefully, this will give you enough time to open the doors and kick the attacker out toward the steps. 

3. Palm Strike 

To execute the Palm Strike turn your upper torso toward the attacker and forcefully extend your arm directly at the person, leading with the palm of your hand.  

The "heel" of the palm is the striking surface. If you are aiming high, try to strike for the nose, jaw or temple area. Other good targets are the ribs or groin, using a palm-up position. The fingers are pulled back toward you, and the thumb is kept to one side, to avoid getting caught during the strike. 

At the same time you are making your strike, shout “NO, STOP, LEAVE ME ALONE”.  

4. Knee-Shin-Toe Strike

To execute the Knee-Shin-Toe Strike you will need to release your seatbelt and turn slightly in your seat.  

Raise your right foot off the floor a couple of inches and aim your foot between the assailant’s knee and shin.  

Strike out with the side of your foot dragging your heel down their leg, with a final stomp on their toes.  At the same time shout “NO, STOP, LEAVE ME ALONE”.  

Even if you can only raise your foot a little, this can be a very effective strike when you can end it with a painful stomp on the assailant’s toes.

5. Turn and Kick

The Turn and Kick is an effective and powerful technique performed from the driver’s seat. To execute the Turn and Kick Technique release your seatbelt, and turn your body toward the door.  

Lead back against the window to get more leverage.  

Then raise your knee up to your chest and forcefully strike out against the assailant with your foot.  At the same time shout “NO, STOP, LEAVE ME ALONE”.  

Effectively executing this move could actually send the person right out the door.

6. Blocking – Arm to Head
Blocking is a technique that will defend your head from blows by an attacker.  Having someone hit your arm is much less dangerous than if they can strike you in the face or upper body.

Simply bring your arm up, making your hand into a fist and keep your arm between you and the attacker.

7. A Knife Attack 

To defend yourself from someone with a knife, you’ll need to use a technique similar to the Blocking technique covered in this section.  If you can, wrap a jacket or sweater around your arm.  

Then bring your arms up and cross your wrists to fend off any strikes.  This can be used against people with weapons or someone who is trying to strike you with a fist.

Your arm will undoubtedly be injured, but a cut arm is much less serious than a face, neck or upper body wound

Reporting The Incident

After an attack or confrontation has occurred, you will need to report it to your supervisor and, depending on the circumstances, to the police.  

In this section we’ll cover:

· The elements of an assault 
· Points you’ll need to make when reporting the incident.  

· Three Elements

An assault is only considered an assault if three elements are present:

1. A Threat

2. Fear

3. Present Ability
· Threat

In legal terms this threat can be delivered verbally or implied physically. 

For example – a threat would be someone standing over you with fist raised, glaring down.  It would not be a threat if someone jokingly says – “I’m going to break your leg if you don’t get this bus here on time tomorrow”.  

The intent to carry out harm is not there and would not be considered a true “threat”.

· Fear

The second element is fear.  You must have some fear regarding the intended threat.  For example, if an 80-year-old woman threatened to “beat up” a burly young man, it would be hard to prove “fear” was present.  Now if that 80-year-old woman was brandishing a gun at the young man – fear could easily be proven.

· Present Ability

Finally, the person must actually have the “present ability” to carry out the intended threat.  In the first example, the elderly woman in all likelihood could not have physically carried out the threat.  However, there was  “present ability” regarding the second threat – that of being shot by someone with a gun.

Here’s another case - if someone is standing outside the bus, threatening to “punch your lights out” – present ability is not there, and you would be at fault if you got out of your seat and went after the person making the threat.  But if that same person were standing on the bus, beside your seat – his/her threat would be made with “present ability”.

Notes:

· Self Defense

Again, if all three elements – a threat, fear and present ability – are present, you will be able to claim you were assaulted.  And if you are assaulted, you may legally defend yourself – both in the eyes of the company as well as the legal system.

However, your self-defense must be just that -- defense.  You cannot use excessive force in your defense, or you will be guilty of an offense yourself.

Admittedly, when you are being attacked, it’s hard to take the time to consider, “Am I using excessive force in my defense?”  A little common sense is all that is necessary, however.  

· Excessive Force

Here is an example concerning use of force and what is considered legal self-defense.  

· Example 

Someone boards the bus, screams at an operator for being late, slaps him in the face and then walks back to take a seat.  In response, the operator gets out of the seat, drags the person out of the seat and throws the person off the bus.

Since the assault had stopped and the operator was no longer under threat, his actions would be considered excessive, and he would now be considered the aggressor.

In this case, the threat and the “present ability” were no longer there.  The person is still guilty of an assault.

· Making Your Report

There are three areas to discuss concerning reporting any incidences on your bus.  These are:

· Why Make a Report

· What To Include In the Report

· How To Make The Report

· Why Report It?

It’s important for you to report any incidence of violence or threat of violence on your bus for several reasons.  

· In practical terms, these reports will be used to identify dangerous activity or problem customers on various routes.  Bulletins can be issued to alert your fellow drivers of these reported problems.
· Reports can track ongoing or recurring problems and can be used to assign security officers to the areas where they are needed the most.  This of course will increase your security.
· These reports will be used to justify the security budget.  Without justification, the finances won’t be there to fund a higher level of security for you and our passengers.  And our passengers may decide on alternate methods if they don’t feel they can get a safe ride on the bus.  

Notes:

· What Should Be Included

When reporting the incident to the authorities and to the company representatives be sure to include:

· Any evidence that proves an assault occurred. 

· Explain the threat that was made, 

· Describe why you were afraid and include a description of their physical capabilities to prove that “present ability” was real.

This will help authorities prosecute any suspects and help justify any defensive actions you took during the incident.

Give as much detail as possible and be sure to hand out and collect courtesy cards from any customers.

Notes:

· 
How To Report It

You may be asked to give a description of the incident both verbally and in writing.  When giving or writing your report, stay calm and don’t allow your emotions to enflame the language you use to describe the incident.

Always be professional when interacting with the police and refrain from aggressive or derogatory language.  This type of language will only decrease the validity of your assault claim and may even put you in trouble with the police. 

·   Make It Clear

When the police look at your report or interview you, they will be determining the severity of the assault and who was responsible for the assault.

Make it clear in any report that you were not the aggressor.  You can do this by proving you did not provoke an attack in any way by your actions or language. 

If you did defend yourself physically, you need to relate how the aggressor threatened you and that you were afraid of the threat.

Also, you need to communicate the details that prove the aggressor had present ability.

·   Who’s Telling The Truth?

Remember, police officers and company officials can only work from the reports they receive from you, the suspect and any customers.  Each report will be made from a different angle, and it can be quite difficult for someone who was not present to sort out fact from fiction.

To keep things as clear as possible, be as accurate as you can when making your report.  

Stick to the details and leave out personal opinions.  

Having a plan to deal with these situations before you open the doors will help keep things in control.
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