SKAGIT TRANSIT

OPERATOR MANUAL

EMPLOYMENT RULES

INTRODUCTION
In order to be an effective public service, it is essential that SKAT maintain the goodwill and continued positive support of the residents of the Skagit Public Transit Benefit Area (PTBA).  The opinions of these residents will be based largely upon their impression of the manner in which SKAT operators perform their tasks.

Standard rules of conduct and procedures are necessary for the safe and efficient performance of any operation requiring the common effort of a large number of people.  Employment by SKAT is an assurance of willingness to comply with these rules at all times.

The job of a Transit Coach Operator (Bus Operator) is a very demanding job.  Sometimes the Coach Operator is required to make quick and independent decisions.  Remember, your safety, your passenger’s safety, and the safety of your coach should always be your first consideration.  Since this manual can not completely cover every possible situation, the intent of the Manual is to provide you with rules and guidelines to use in making good and consistent judgments.

If the meaning of any rule is not clear, do not hesitate to discuss the matter with the Operations Manager or Service Coordinator, who will explain it to you.  Operators are encouraged to submit recommendations of ideas that will improve SKAT’s passenger safety and service.

It is the operators responsibility to be familiar with the procedures covered in this Coach Operator Handbook and any other related special information.

It is our responsibility, as public servants, to provide a safe transportation system.

This Coach Operator Handbook is a general informational guide to SKAT’s current operational policies and practices and shall not be construed as a contract or covenant of employment and the statements contained herein are not binding, in any way, upon SKAT.  SKAT reserves the right to amend, delete, supplement, or rescind any of the provisions of this Coach Operator Handbook or its personnel policies, practices or procedures from time to time, as SKAT deems necessary and appropriate, without prior notice.  These policies and procedures shall not be construed to create any contractual rights or any type of promise or guarantee of specific treatment upon which any employee may rely.  SKAT also reserves the right to deviate from these policies in individual situations to achieve its primary purpose of proceeding orderly and cost efficient transportation services to the general public.

SECTION  I

GENERAL EMPLOYMENT RULES

KNOWLEDGE OF RULES

Each operator with Skagit Transit is issued a copy of this manual and is responsible to read it and is held accountable for its contents.

In addition to the contents of this manual, special instructions to operators are occasionally issued, either verbally by members of the supervisory staff or in the form of written bulletins posted in the operator’s area.  All such instructions, whether in conflict with these rules or not, must be adhered to while they are in force.  Each operator must consult the notice board, and his/her mail slot DAILY, and is held accountable for the information posted.

If any doubt exists regarding the exact meaning of any rule or instruction, it is the responsibility of the operator to seek additional information or interpretation from the service coordinator.

APPEARANCE STANDARDS

A neat, clean appearance marks you as a professional and creates a positive image for you and Skagit Transit in the community we serve.

The following standards regarding your appearance must be observed when reporting for, and while on duty.

A. UNIFORMS

The basic uniform consists of regulation jackets, pants, shirt and tie.  All uniform articles must be kept neat, clean and in good repair.  The shirt must be buttoned and tucked into the pants at all times.

Clean black, navy blue or charcoal, plain, polished dress boots will be worn or athletic shoes with grip soles or slip resistant soles.  For safety reasons, platform soles, heels over 2" high, open toes or heels, smooth soled shoes, moccasins, sandals and clogs are not permitted.  The Service Coordinator can be contacted for clarification if needed.

The SKAT logo patch must be worn on the uniform jacket and shirt.  The only other authorized badges allowed to be displayed on the uniform are the operator’s name tag or SKAT issued award pins or patches.

Bus Operators will arrive at work in full uniform and ready to perform their assigned duties at his/her appointed time.  Bus Operators must wear uniforms while on duty.  Uniforms may be worn while traveling to and from work, or while engaged in other SKAT business.  Operators must change out of the uniforms at the end of a shift before engaging in personal social activities.  This will avoid the perception by the community of inappropriate activities by operators in uniform.

B.  GROOMING

Poor personal grooming or improper wearing of the uniform, which results in an unkempt appearance, is unacceptable.  Following are some general grooming rules to follow:

(1)  Operators are to practice personal hygiene, cleanliness, and grooming practices which are consistent with generally acceptable standards of appearance for public service employees.

(2)  Hair, sideburns, mustaches and beards must be clean, combed, and neatly trimmed.

(3)  Hair must be controlled so as not to interfere with the safe operation of your coach.

OPERATOR'S RESPONSIBILITY

KNOWLEDGE OF SPECIAL INSTRUCTIONS

Operators must check for special instructions, reroutes and detour information.  It is the operator's responsibility to be aware of special instructions posted on the bulletin boards.  Such instructions shall be considered replacement of previous instructions.

OPERATOR'S MANUAL CHANGES

Coach Operators are responsible for incorporating all changes to this manual into their personal copies of the manual.  The manual should be referred to as necessary to ensure the operator is familiar with its contents.  It is very important that this manual is with the operator while on duty.

ADDRESS AND TELEPHONE NUMBER

All operators are responsible for keeping the SKAT Personnel Office advised of their correct addresses and telephone numbers within 10 working days.  All operators must have a phone number at all times.  This information is held in confidence and will not be given out to anyone, without prior written approval from the operator.

EMPLOYEE SUGGESTIONS OR COMPLAINTS

Any operator who has a complaint or suggestion is urged to put it in writing and turn it into their supervisor.

Complaints or suggestions requiring immediate attention should be addressed to the service coordinator.

DIVULGING TRANSIT SYSTEM INFORMATION

The affairs of SKAT are not to be divulged, nor is anyone to be permitted access to any reports or records without proper authorization.

PASSENGER COMPLAINTS

Occasionally SKAT receives complaints from passengers or the general public regarding SKAT service.  Complaints are handled as they are received, and are investigated as necessary.  Sometimes complaints are considered invalid and are not followed up.  For example, SKAT will not record or respond to any complaint that is submitted anonymously.  In addition, complaints are not recorded when it is obvious that the employee involved responded in accordance with SKAT policy and demonstrated appropriate demeanor during the incident.

Many of the complaints received by SKAT deal with Coach Operator attitudes and conduct when dealing with passengers or the general public.  Good passenger and public relations skills are a very important part of each Coach Operator's duties.  Coach Operators must be courteous, cordial and accommodating to all passengers and the general public.

The service coordinator will submit written complaints to operators for their information and written response.  The service coordinator may also wish to question an operator regarding an incident.

Except under unusual circumstances, SKAT does not initiate disciplinary action based on a single complaint.  Many operators will receive complaints, and SKAT recognizes that many complaints result from misunderstandings between operators and passengers.  Frequent complaints about an individual operator, however, may be considered grounds for counseling, or disciplinary action.

FORMS

Operators will be required to completely fill out any forms, such as accident/incident reports, passenger counts or bus condition reports, as may be determined necessary by supervisors.

ATTENDANCE STANDARDS

Dependability of any transit system is directly related to its survival in the community it serves.  In other words, if a resident of a community cannot depend on the buses to be there when the schedules say they will, that person will not take a chance on riding transit.

It is critically important for each Transit Operator to report for his/her assigned work on time.  Keep yourself informed of the report time for any run to which you are assigned.  Being knowledgeable is helpful to you and your passengers, and promotes your image as a professional.

Any Bus Operator who does not report for duty in full uniform, at his/her scheduled report time and location, and who fails to properly notify the service coordinator, shall be charged with a "Late Report" or an "AWOL", according to the following definitions.

1.  Late Report - A failure to report for duty at the assigned time or failure to notify the Service Coordinator of an inability to report for duty at least 2 hours prior to the scheduled report time.

2.  AWOL - A failure to report within one hour following the scheduled report time, or failure to telephone the Service Coordinator/Dispatcher within one hour following the report time.

Operators charged with a "Late Report" or an "AWOL" MAY be reassigned to another run, as necessary, for the balance of the work day.  REGULAR FULL - TIME OPERATORS CHARGED WITH A “LATE REPORT” OR AN “AWOL” WILL NOT BE GUARANTEED EIGHT HOURS PAY FOR THAT DAY.

DISCIPLINARY CODE:  LATE REPORT AND AWOL

Late Reports and AWOLS shall accrue for a period of one year from date of first infraction and shall be combined for the purposes of discipline.

LEAVE OF ABSENCE:  WITH OR WITHOUT PAY

Any request for leave of absence must be submitted to the Service coordinator at least two weeks in advance of the leave, unless otherwise authorized by the Service coordinator, using the “Request for Leave Forms”.

The taking of leave without prior approval will be considered as an unexcused absence and may be cause for discipline.

HOSTILITY

Acts hostile to SKAT personnel or that result in damage to SKAT property or services are major infractions and cause for disciplinary action up to and including termination.

DISLOYALTY

Disloyalty is defined as talking, writing, or doing things which tend to discredit, malign, or impugn the integrity and competency of SKAT employees or management, when the person knows or could reasonably determine that such actions are untrue or malicious.

RESPONSIBILITY FOR DAMAGES

Any Operator causing damage to SKAT property through deliberate negligence or disobedience of rules may be held financially responsible for such damage and/or disciplinary action.

ARRESTS

An operator arrested for a felony or given, upon conviction, a citation, whether on or off duty, shall immediately report the fact and the cause thereof to the Service Coordinator.  Failure to report a citation or arrest will be cause for disciplinary action.

GAMBLING

Gambling in any form is prohibited on any portion of SKAT's property or while on duty, and is subject to disciplinary action.

INSUBORDINATION

Insubordination is defined as refusal to obey instructions or orders from a supervisor, whether verbal or written, or an intentional act or discourtesy or belligerency toward a supervisor.
INTOXICANTS AND DRUGS

The use of, or being under the influence of any alcoholic beverage, marijuana, or any hallucinogenic or narcotic drug ( this includes some prescription drugs) is inconsistent with the safe operation of a vehicle.  Doctor's instructions will govern the use of prescription drugs.

1.The consumption of any intoxicant or drug within eight (8) hours of reporting for duty is prohibited.  Any operator accepting duty within 8 hours of consuming any intoxicant or drug shall be considered in violation of this rule and subject to disciplinary action.

2.Possession of, use of, or being under the influence of (testing positive), intoxicants, marijuana, or any hallucinogenic or narcotic drug while on duty or on SKAT property or while in uniform is prohibited and is grounds for disciplinary action including termination.

DRIVER'S LICENSE REQUIREMENTS

Drivers license requirements are as follows:

All employees whose job description requires them to drive a bus either full-time, part-time, in an emergency, or any other reason are required by SKAT to have and maintain at a minimum a valid class "B" commercial drivers license with a passenger endorsement and air brake restriction at their own expense.  The bus driver must also maintain a current DOT physical card.

WEAPONS

It is a strict violation for any employee to carry a weapon of any kind including chemical weapons and other protective devices while in a SKAT uniform, on or off duty, on SKAT property or in a SKAT vehicle.  An employee doing so is subject to immediate discharge.

DOT PHYSICAL CARDS

Upon employment SKAT will pay for the operators pre-employment physical which will also be his/her DOT physical examination.  All future DOT physical examination renewals will be paid by the employee.

SECTION II

OPERATING RULES

GENERAL OPERATING PROCEDURES

RADIO OPERATING PROCEDURES

Use of the bus radio system is limited to business purposes only.  Examples of such purposes:  emergencies or problems, illness on board, accident, other life threatening situations, bus mechanical problems, unusual traffic congestion or detours, ice or snow hazards, delays or late arrivals, and transfer coordination.

In the event of an emergency pick-up the handset and say “Clear Traffic” this will alert everyone to stay off the radio except dispatch and the calling individual.  “Remain calm”.

The bus radio must be turned on with the volume up enough to hear clearly when the bus departs from the base, and must be kept on while the bus is in service.  The radio is to be turned off when the bus returns to the base.

The operator taking a bus into service should notify dispatch that the unit is on the air by identifying the route number not the bus number.  For example, “101 to dispatch, I am 10-8 at the base.”

When the bus is returned to the base and the bus has been parked, the operator should once again identify the route number and sign off.  For example, “101 to dispatch, I am 10-7 at the base.”  The bus operator returning the bus to the base shall turn off the radio unit.

Below you will find some general rules for radio operation:

1.
Remove the handset from the holder, and listen until the frequency is clear of conversation.

It is a violation of the Rules and Regulations to interrupt any emergency message.  Other interruptions cause confusion, interference and delays in the transfer of information.

2.
Keep message short:  Be brief and to the point.  It saves air time and causes less confusion.

3.
Be careful what you say.  All transmissions can be monitored by the general public, the FCC and other government agencies assigned the same frequency.  Profane or obscene language in any degree is prohibited by Federal law.  Violation can cause fines and /or penalties and possibly disciplinary action.

4.
No personal message:  Personnel should be directed to call the other party by telephone, giving only the telephone number.  Personnel should never be reprimanded over the radio.

5.
Speak normally:  Do not talk too rapidly or shout into the microphone, as it will cause the radio to distort the audio resulting in confusion at the receiving end.

6.
Always sign off:  When through transmitting use your route number or personally assigned number as directed.

7.
To report radio trouble:  advise dispatch as soon as possible, using any communication means available.  Indicate vehicle number and type of problem as observed.

8.
When transmitting:  for example - “101 to dispatch” or route you are calling and wait for acknowledgment.  Try again if not answered.  If dispatch or route says “stand-by please,” hold all conversations, unless a dire emergency until dispatch or route you are calling says “go ahead.”

9.
To terminate a transmission:  Identify the route number and clear.  For example, “101 is clear.”  Then firmly replace the handset in the holder.

OPERATOR'S EMERGENCY ALARM PROCEDURE

Some SKAT buses are equipped with an emergency button which is located on the side switch panel to the left of the operator’s seat.  This button should only be used in an extreme emergency (when use of the normal radio channel would cause grave danger for the bus operator or passengers, and when immediate police assistance is required to respond to an emergency situation on the bus.)

The emergency button activates the reader board that initiates:  "EMERGENCY PLEASE CALL POLICE."  If the operator can safely transmit additional details of the emergency after activating the emergency button please do so.  Try to remain calm to safely provide the dispatcher with whatever details you can.  Additional details should include:

1.  Type of emergency

2.  Number of people involved

3.  Type of weapons visible (if any).

4.  Present location - Are you stopped or moving.

5.  Description of vehicle, license number, direction of travel.

6.  Description of person or persons (clothing)

7.  Medical emergency (describe injuries)

PRE-TRIP INSPECTION

All Operators are required to make a pre-trip inspection immediately after their scheduled report time.  This inspection is to insure that the coach is in safe operating condition.  The pre-trip inspection will include the following:

1.Check water level.

2.Check oil level.

3.Check to see that parking brake is on and transmission is in neutral.

4.Start engine and check gauges.

5.Check lights, tires, lug and axle nuts.

6.Check four-way flashers and turn signals.

7.Check for body damage.

8.Check mirrors and adjust properly before moving the bus.

9.Check passenger bell.

10.Check rear door sensitive edge.

11.Check seats, floor, walls, windows.

12.Check red binder for all appropriate paper work and fill as needed.

13.Adjust seat.

14.Check horn.

15.Check air pressure, wipers, doors.

16.Check brakes as you leave the yard.

17.Ensure that schedule box is filled with schedules.

18.First aid kit is complete.

19.Spill kit is complete.

20.Triangles

When relieving on the road, the driver going out of service and the driver going into service must inspect the vehicle together.  If any irregularities or damage are found, comments should be written on the pre-trip inspection log and both operators should sign it.  If the condition of the vehicle is acceptable, the operator going into service should so note it on the pre-trip inspection log and sign it.  If this is not done, the driver going into service accepts responsibility for the bus and its condition.

REQUIRED EQUIPMENT

Operators must have the following equipment with them and in operational condition when operating a transit vehicle.  Should there be a problem with any of this equipment, a supervisor should be notified immediately.

A.
A valid Washington State Class B (or A) Commercial drivers license with passenger endorsement and air brake restriction.

B.
A current DOT physical card.

C.
Regulation name tag, which shall be worn on the uniform properly, on the right side of the uniform, and in full view of the public at all times.

D.
Accident report forms and courtesy cards.

E.
Reliable time piece set in coordination with dispatch time.

F.
Operator Manual

TRAFFIC VIOLATIONS

Operators are required to know and always obey all local and state traffic laws.  Any citation or arrest for traffic violations, or warning is the sole responsibility of the employee and may also be a subject for discipline.  Any Operator who has been cited while operating a SKAT vehicle must immediately notify a supervisor.

RELIEFS

Operators shall remain with their bus until the relief Operator comes to make relief.  Should the relieving driver be late for any reason, the Operator being relieved should notify dispatch and continue operating the bus.

TRANSFER POINTS

All Operators shall use extreme caution at any transfer point and shall pull in and stop at the transfer point, enabling anyone who might want to take the bus to board.  All destination signs shall be changed immediately upon entering the transfer point to alleviate confusion amongst the public.

1.Flashers are to be used at all times while in the transfer zones.

2.Speed into and out of transfer zones should not exceed 5 mph.

SEAT BELTS

All Operators shall use seatbelts while operating a transit vehicle.  Any defects in the seat belt shall be reported immediately.

DOORS

Operators shall not operate any bus with the doors open.  The doors shall be kept closed until the bus comes to a complete stop.

PASSENGER COUNTS

Operators are expected to count each boarding passenger on the appropriate counter for the route and to accurately record the counts on the count sheet at the designated time of day and points on route.  All counts are to be turned in at the end of the operator’s shift.

FUELING

All transit personnel fueling vehicles will remain at the pump and fueling nozzle and monitor until fueling is completed.

SECTION III

PASSENGER RELATIONS

COURTESY

All employees are expected to be polite and considerate in their dealings with the public.  The Operator is the first line of contact for public relations.  The courteous and professional image that the Operator projects determines the success and reputation of SKAT within the community.

GENERAL


1.  Greet every person with a smile and a smiling phrase.  Your job is to make their ride the most pleasant experience of their day.  Show all of our passengers the same consideration and courtesy you would expect.  Make good use of the expressions “Please” and “Thank you”.  If problems develop, exercise patience and self control.  DO NOT engage in arguments with your passengers.  Arguing or the use of bad language will only intensify the situation.


2.  The major distinguishing quality of a professional coach Operator is his/her ability to deal with the public in a PLEASANT, positive manner.  Many people can “drive” a coach.  Only a few special people, like you, can skillfully operate a coach and politely communicate with a group of individuals at the same time.


3.  Courtesy to our passengers, motorists, and pedestrians is essential to a good transit system.  The residents who support SKAT deserve no less.  Remember, you do not have a second chance at making a good first impression.


4.  All standing passengers should have a firm grip before acceleration of the coach.  Disabled, elderly, and little children must be seated.

SERVICE INFORMATION


1.  You should have a good knowledge of the Public Transit Benefit Area (PTBA) area including major points of interest.


2.  Passengers requesting assistance should be furnished with information as to SKAT routes, transfer points, bus schedules, etc.  If you are unable to answer your passenger’s question, call Dispatch and attempt to provide your passenger with an answer to their question prior to departure.  Under no circumstances shall passengers knowingly be given incorrect information.


3.  Coach Operators should have a working knowledge of all routes and schedules for the entire system.


4.  Communication with Dispatch is NOT for the purpose of securing schedule information except in extreme situations.

SPECIAL ASSISTANCE


1.  Elderly and disabled passengers require special care.  YOU SHOULD NOT ACCELERATE THE COACH UNTIL THOSE PASSENGERS ARE SEATED.  Elderly and disabled passengers have priority to the courtesy seats on the coach.  If a  non-elderly or non-disabled passenger is seated in one of those seats, politely ask him/her to move so the elderly or disabled passenger may use that seat.


2.  If the passenger boarding is elderly, disabled, carrying a child, etc., use the kneeling feature to facilitate their boarding,  Be certain coach is clear of the curb or any other protruding object to prevent coach damage.


3.  Wheelchair passengers will have priority in seating arrangements so they may be secured properly.

KNOWLEDGE OF SYSTEM/INFORMATION

Operators shall be informed on all matters pertaining to bus transportation that will be of assistance in answering inquiries and directing passengers.  It is the Operator's responsibility to know all pertinent information concerning his route.  Every operator is responsible to read, understand and sign all memos on the required reading board located in the drivers lounge.

WHEELCHAIR LIFTS/KNEELER OPERATION

The following information is a general guideline for the use of the wheelchair lift for passengers in wheelchairs or those unable to climb stairs because of heart ailments, crutches, etc.  If any additional information is needed, contact your Supervisor or Dispatch.

A.  Disabled Passengers - In order to use the lift equipped coach, the disabled passenger must:

1.  Board the lift platform either forward or backward by himself or with the aid of a companion.

2.  Prevent the chair from rolling while on the moving platform by himself or with the aid of a companion.

3.  Be able to use some measure of communication with the Operator to indicate his destination.

4.  Have the chair secured (by the Operator) on both sides, using no less than three tie downs.

5.  Do not remove the tie down devices until the coach is stopped in the bus zone.

6.  Be able to hold on to the handrails if standing on a moving platform.

B.  Non-Disabled Passengers:

1.
May not use the lift unless they are aiding a disabled passenger.  The lift is not to be used by those not requiring its use (no baby strollers, grocery carts, etc.).

2.
Must vacate seats in the tie down area at the request of the Operator.

3.
Must move back behind the tie down area to provide room for the wheelchair passenger to maneuver.

STROLLERS, CARTS, ETC.

Strollers should be folded and baby in arms when on coach.  Carts must be folded if not in use.  Items such as these are not to be loaded with the wheelchair lift.  For the safety and convenience of all passengers, carts and strollers should not be placed in such a manner as to block or obstruct the free movement of passengers in the aisle.

LOST AND FOUND

Items left on the coach should be secured by the Operator and turned in to the dispatcher.  Items that are found and are of obvious value should be reported to the Service Coordinator or the Dispatcher.  Passengers with questions pertaining to previously lost items should be directed to call the SKAT office.

PASSENGER LOADING/OFF LOADING

Passengers will not be permitted to board or disembark from the coach while it is in motion.  The Operator should pull as close to the curb as possible when loading and unloading for the safety and convenience of the passengers.  If loading or unloading in an area without curbing, the Operator should take care so as to leave adequate space between bus and any objects which may obstruct their egress.  Operators must be sure to allow the departing passengers to exit first.  Then passengers may board the bus by either the front door or the rear door.  Both doors should be open.

SEATING

Passengers are to be seated before the bus resumes travel.  In the event of standees, passengers are required to stand behind the yellow/white standee line.  Passengers are not permitted to stand in the doorwell while the coach is in motion.  If there are elderly or disabled among the standees, the front seats are designated for their use.  Politely ask those able to stand to let the elderly and disabled passengers be seated.  Ensure elderly and disabled are seated before moving the bus.

TOBACCO

The use of tobacco, in any form, is prohibited while operating any transit vehicle i.e.:  buses, shuttle vehicle, etc.  Smoking, by passengers, is permitted at terminal points; however, the passengers are required to be off the coach and outside any shelters.

The use of tobacco, in any form, is prohibited in all areas of SKAT’s facility.  SKAT provides a tobacco free working environment.

DISCIPLINE ON THE BUS

It is the Operator’s responsibility to maintain discipline on the coach while either moving or stationary at a transfer area.  The safety and comfort of all passengers depends on the Operator's mature judgment in determining the level of discipline necessary to insure a safe and comfortable experience for all patrons.  Any and all disciplinary actions must be handled in a calm, courteous, and diplomatic matter.  Any disciplinary action taken must be reported to a service coordinator.

SOLICITORS

Solicitors and beggars will not be permitted to solicit from passengers on transit vehicles.  Such persons, if found to be at or near bus stops, shall be reported to Dispatch.

Any documents of a commercial, charitable, religious, or political nature, that appear to have been left on a coach for the express purpose of solicitations of passengers, are to be removed and disposed of by the Operator.

Drivers will not solicit or hand out material that has not been approved by SKAT management.

REFUSAL OF SERVICE

Operators may refuse transportation in accordance with SKAT’s Rules of Conduct policy.  Determination should be made on the best judgment of the Operator.  A written incident report will be completed and turned in to your supervisor at the end of the Operator’s shift along with any courtesy cards, if applicable.  Any serious problems should be brought to the attention of the supervisor for his/her immediate attention.

You shall contact dispatch and explain the circumstances before you refuse transportation to any potential passenger.

If you are instructed to refuse transportation, do so as discreetly and quickly as possible.  Advise dispatch immediately.  You must fill out an incident report upon returning to base.

If, while driving, a passenger becomes unruly or uncooperative and a threat to your safety or others, the following steps should be used.


a. Stop your coach.


b. Ask the passenger to cease whatever he/she is doing.



c. If his/her actions continue, tell him/her you will have to ask them to leave the coach.


d. If he/she still continues, REQUEST (never DEMAND) that they leave the coach.


e. Whether the passenger leaves the coach or refuses to leave, contact dispatch and fill out an 
incident report upon returning to the base.


f. If he/she continues, stop the coach, request and wait for coordinator to arrive.

EJECTION

Operators should exercise caution and good judgment when deciding to eject a passenger.  Disorderly or offensive conduct by a passenger is justifiable reason for ejection.  Under any other circumstances, the Supervisor or dispatcher on duty should be contacted to handle the situation.

Any passenger that is ejected should be let off at an area where he is free from possible injury.  Extreme care should be observed during inclement weather or at night.

UNDER NO CIRCUMSTANCES WILL AN OPERATOR LAY HANDS ON A PASSENGER EXCEPT IN SELF DEFENSE OR IN DEFENSE OF ANOTHER PASSENGER.

After a passenger has been ejected, courtesy cards should be secured whenever possible and turned in, along with a completed incident report to a supervisor at the end of the Operator’s shift.

All situations should be handled calmly and tactfully to avoid any confrontations.

A young child, a person of unsound mind, or a person in a feeble and helpless condition, so as to be unable to care for himself, must not be ejected.  Contact the service coordinator or the dispatcher, and they will handle the problem, or contact the local police to assist.

CONVERSING

While the coach is in operation, the Operator should confine conversation to answering questions, giving directions, and extending courtesy connected with the job in a brief and courteous manner.  At no time should the Operator look away from the roadway in such a manner as to jeopardize the safe operation of the coach and the safety of the passengers.  The coach operators will announce bus stops, points of interest and special events.

ANIMALS

Passengers are not allowed to have dogs, cats, or other animals on the bus unless the animal is in an approved carrier.  Exceptions are:  seeing-eye dogs, used by the blind; and hearing-aid dogs for the deaf.  Hearing-aid dogs are identified with an orange collar or harness and leash.

DESTINATIONS SIGNS

It is the operator’s responsibility to make sure that his coach has the proper destination on the reader board at all times.  As some routes dictate, direction of travel or destinations intended should be shown appropriately or changed before the directions or destination intended is reached.

SMOOTH VEHICLE OPERATION

The Operator should avoid sudden stops or hard braking whenever possible.  Fast cornering or sudden jerking movements of the steering wheel should be avoided except when necessary.  A safe, smooth trip experience by the passengers creates a favorable impression of SKAT.

SAFETY FIRST

The most important rule which Coach Operators must observe is “safety first.”  Safe arrival is always more important than operating on scheduled time.  It is the operator’s responsibility to drive in a manner that identifies accident-producing situations soon enough to take reasonable and prudent action to avoid a collision.  More safety guidelines are included in the Safety Section.

MAINTENANCE OF SCHEDULE

Operators shall ensure that their buses are operating as closely as possible to the established time schedule.  Under normal conditions, no bus shall depart from any layover point later than five (5) minutes beyond the scheduled departure time when on time.  (This does not imply that operators have a right to run five minutes late.  Each operator is expected to run on time).  Operators may request additional waiting time by radio, in order to ensure that connections are made by transferring passengers.  Operators are expected to use good judgment in this regard.

If, as a result of traffic conditions, weather conditions, mechanical breakdowns or other reasons, an operator will be more than ten (10) minutes behind schedule, the dispatcher on duty is to be notified.  Consistent or frequent failure to maintain schedules will be investigated and may be cause for disciplinary action.

TIME POINTS

A time point on a schedule should be viewed as a departure time.  Operators arriving at a specific time point early will not be in violation of SKAT rules as long as the bus does not depart from the time point prior to the established time.

OPERATING AHEAD OF SCHEDULE “RUNNING HOT”

Bus Operators observed operating ahead of schedule (departing from time points prior to the schedule time) will be subject to disciplinary action.  Occurrences will be accumulated for a 12 month period from the date of first occurrence for the purposes of discipline.

GARAGE PULL-IN PROCEDURE

All operators shall follow the procedure outlined below when pulling into the base area at the end of a work shift.

1.Maximum speed at the base is 5 mph.

2.Set parking brake and shift into neutral.

3.Shut down all systems (engines, lights, etc.)

4.Record passenger counts and clear counter.

5.Close all windows, doors and vents.

6.Bring all articles left on the bus into dispatch.

7.Report any equipment defects.

8.Write on count sheet the time on the hour meter.

REFUSAL OF EQUIPMENT

Occasionally, SKAT vehicles will develop mechanical problems that may create a hazardous condition or an uncomfortable situation for the operator or the passengers.  Operators are expected to exercise good judgment when requesting a change of equipment for mechanical reasons.  Minor mechanical problems that may cause inconvenience but are not serious enough to interfere with safe operations will not ordinarily warrant a change of equipment during service.  Minor mechanical problems such as seat belt malfunction, loss of marker lights, or heating and ventilation problems should be reported to the Maintenance Department on a repair request.

If an operator encounters any mechanical problems, he/she should contact the Service coordinator or Dispatch to report the problem.  Consideration will be given to all problems reported, regardless of its nature.

The Maintenance Department will make every effort to keep all vehicles in top operating condition.  If problems persist with a particular bus, operators should notify the Service Coordinator.

VEHICLE SAFETY EQUIPMENT

The following items of safety equipment must be in good working order, and will be carried on all SKAT vehicles at all times:

1.Fire extinguisher

2.First Aid kit

3.Reflectors (triangles)

4.Spill clean up kit

5.Flashlight

Any shortages shall be reported to the supervisor and replacements made before putting the vehicle in service.

PASSENGER SERVICE

COURTESY

The image that the public has of SKAT and of public transit in general is formed by the impression made by SKAT Bus Operators.  Operators are expected to treat the public in general, and SKAT passengers in particular, with the greatest courtesy.  Arguments with passengers should be avoided.

You, as a bus Operator, have the support of the system to use your customer relations training and experience to handle these situations.  It is imperative that we build good relations with the public, and when there are misunderstandings, that the customer be given the benefit of the doubt, especially when there are no prior similar incidents with that individual.

You have the authority to use the following procedures when confronted with a situation resulting from misinformation or a misunderstanding:

1.Inform the passenger of the correct procedure or policy.

2.If the person seems distressed, invite them to contact the Customer Assistance Office for clarification on the issue.

3.Keep the situation from escalating.  Avoid a confrontation.  Do not belabor the issue, or lecture the passenger.  Safety is most important.

4.If the above steps are ineffective, contact Dispatch or a supervisor.

There will always be the risk that SKAT has been “conned” by someone, but, your safety is more important.  We do not condone rule violations, but we must be conscious that it may result because of a lack of understanding or misinformation.  If you encounter the same problem, with the same passenger, have informed them of the proper information, referred them to a service coordinator, and still feel there is abuse of the system - an Incident Report is to be filed.  The Service Coordinator will then investigate.
PASSENGERS WITH SPECIAL NEEDS

Operators must be especially courteous and patient with elderly and disabled individuals.  These passengers may require special assistance, and it is the operator’s responsibility to accommodate these passengers whenever possible.  Courtesy seating for elderly and disabled passengers is available at the front of the bus.  It may be necessary for the operator to ask other passengers to move to allow elderly and disabled passengers access to these seats.

Operators must be aware that passengers may have disabilities that are not readily apparent.  For example, a sight-impaired person may have enough vision that he/she does not need a cane or a guide dog or may be using an Identifier Kit.  Operators must be sure to answer all questions verbally and to speak clearly when addressing passengers.  All passengers should be treated politely and with patience at all times to avoid any misunderstandings that may arise.

The Americans With Disabilities Act (ADA) requires all Coach Operators to announce at a minimum, transfer points, major intersections, and destination points on every bus route.  Operators are expected to use the microphone when making announcements, but if inoperative, will need to speak loudly enough for all passengers to hear.  The public address system shall be tested during the pre-trip inspection, and, if in need of repair, reported to Dispatch.

There are several important points to remember or think about when you are dealing with the public about Accessible Service.

1.Lack of information can create confusion, and thus no cooperation.  Therefore, if necessary, when deploying the lift:

a.Tell passengers what is happening and why

b.Politely refer any complaining passenger to a service coordinator.  The driver does not have to justify Accessible Service to a complainant.

2.Remember there is an adjustment period for any new service.

a.Everything seems to take longer

b.Passengers attention will be directed to lift use because of its newness.

(1)It will be a new experience in seeing the lift.

(2)It will be a new experience to ride with passengers in a wheelchair.

c.Most disabled persons do not have riding experience.  They will need to develop good riding habits by consistent treatment and instructions from drivers.

d.Most regular passengers do not have riding experience with disabled passengers.  They will need consistent encouragement and instructions from operators.

3.  One area of significance in dealing with the public’s concerns is in getting people to vacate the jump seats - to allow the disabled person to occupy that space.  The area will certainly be posted with notices to this effect, but you still may be called upon to make such requests.  In attempting to get the jumpseats vacated, remember:

a.  There are constructive ways to make a request:

(1)Avoid demands

(2)Make polite requests

(3)Remain neutral in your request, for example:  “SKAT would like people to make these seats available . . .”.

b.  In the event of a refusal:

(1)Point out that the bus does not move until the passenger and wheelchair are secured in the proper place

(2)As a last resort, the obstructionist person will be removed by a service coordinator.

4.To head off any confrontations with passengers or between passengers:

a.  Operators need to be alert to any antagonistic interchanges between passengers.

(1)  They should intervene before the situation escalates

(2)  Remember, overt hostility may be initiated by anyone, disabled or non-disabled.

b.  When you are refusing to do that which you deem unsafe, remember to :

(1)  Use the “I” message in refusing, for example - “I am sorry, for your safety, SKAT does not allow me to. . .”

(2)  Explain SKAT's regulations which govern the driver’s responsibility.

c.  The fact that you may feel sympathetic to someone should not cloud your better  judgment.  The fact that a person needs help does not provide any reason to do anything unsafe.  REMEMBER:   THE SAFETY OF ALL PASSENGERS IS YOUR PARAMOUNT CONCERN.
FIXED ROUTE ACCESSIBLE SERVICE GUIDELINES

ELIGIBILITY

Any passenger who cannot, or should not, use bus steps may use the lift.  These passengers fall into three categories:

1.Passengers using wheelchairs.

2.Passengers requiring other mobility aids, such as walkers, crutches, canes.

3.Passengers who are mobile, but who cannot exert themselves enough to use bus steps (i.e., severe arthritis).

The lift may be used only if it can be operated without endangering the safety of the operator or passengers.

The lift is not to be used for such items as grocery carts, strollers, or luggage.  Operators will not:

1.Operate the lift in any situation that he or she determines to be hazardous.

2.Leave the bus to assist passengers (except in an emergency).

ATTENDANTS

Passengers who cannot board or deboard the lift by themselves, because of inadequate motor coordination, mental disability, etc., must be accompanied by an able-bodied attendant.  Drivers will operate the lift only, and will assist passengers once they are in the bus.  They will not help patrons get on or off the lift.  Attendants may accompany disabled passengers on the lift, after being cautioned about the limited doorway head clearance for passengers standing on the lift.  In no other case will two passengers be allowed on the lift at the same time.

PASSENGER LIFT PROCEDURES

1.  The Passenger Lift - Gilligs Only
The Gillig coach is equipped with a passenger lift in the entrance door step well, to provide for boarding wheelchair and physically-disabled persons.  Switches in the lift control panel, located to the right of the operator, control the lift operation.  The lift must be cycled before the start of your driving shift.

CAUTION:  BEFORE ACTIVATING THE LIFT, BE SURE THAT BOARDING PASSENGERS ARE CLEAR OF THE ENTRANCE STEP AND THAT THERE ARE NO OTHER OBSTRUCTIONS UNDER THE FIRST STEP

a.  Interlock & Warning Devices

The Passenger Lift system is equipped with several interlocks and warnings to ensure safe operation.

The Lift will not turn “On” until the transmission is shifted in to neutral, the parking brake is set, the front door is open and the  “Power” switch is “On”.

When the  “Power” switch is activated:

The “lift” indicator light in the dash will come on.

The service brakes will be applied.

The warning light just outside of the lift door will come on.

When either the “Lift” switch or “Stow” switches are activated:

A warning beeper will sound.

The accelerator will be blocked.

When the “Lift” switch or “Stow” switches are released:

The warning beeper will turn off.

The accelerator will remain blocked until the front door is closed.

The rear service brakes will remain applied until the front door is closed.

2.Lift Operation (GMC)

symbol 183 \f "Symbol" \s 12 \h
Activate four-way flashers (S.O.P.)

symbol 183 \f "Symbol" \s 12 \h
Set emergency brake

symbol 183 \f "Symbol" \s 12 \h
Put coach in neutral

symbol 183 \f "Symbol" \s 12 \h
Activate rear door

symbol 183 \f "Symbol" \s 12 \h
Activate front lift power switch by turning key located to right of driver’s seat.  (Rear 
door will open automatically when door control is in rear position and key is turned).

a.Passenger Loading

1. Set parking brake, place transmission in neutral, open rear door, activate front power switch by turning key located to right of drivers seat.

2. Lift cover on wheelchair lift control panel, turn power switch to on, move park/deploy switch to deploy and hold until lift is fully deployed.

3. Move up/down switch to down until platform reaches the ground *This model lift will not stop automatically when it reaches the ground you must release the up down switch when platform is at ground level* (Note: If you are parked near a curb be extra careful to stop lift when platform reaches the curb or severe damage to the lift will result!)
4. When platform is at appropriate level activate the curbside restraint/ramp by moving the restraint up/down switch to down.

5. Load passenger.  If in a wheelchair, recommend that passenger back on to the platform.  Make sure the wheelchair is centered and that the brakes are locked.  

6. Move up/down switch to the up position until platform reaches floor level.

7. Have the passenger unlock their brakes and proceed to the seating area.

b.Passenger Off loading

1. Set parking brake, place transmission in neutral, open rear door, activate front power switch by turning key located to right of drivers seat.

2. Lift cover on wheelchair lift control panel, turn power switch to on, move park/deploy switch to deploy and hold until lift is fully deployed.

3. Load passenger.  Instruct passenger to enter lift facing away from coach.  Make sure wheelchair is centered and brakes are locked.

4. Move up/down switch to down until platform reaches the ground *This model lift will not stop automatically when it reaches the ground you must release the up down switch when platform is at ground level* (Note: If you are parked near a curb be extra careful to stop lift when platform reaches the curb or severe damage to the lift will result!)
5. When platform is at appropriate level activate the curbside restraint/ramp by moving the restraint up/down switch to down.

6. Instruct passenger to unlock brakes and leave lift.

c.Parking the lift

1. Make sure all passengers are completely clear of lift.

2. If lift is at ground level raise lift to floor level

3. Push and hold platform unlock switch to unlock position 

4. Move park/deploy switch to park and hold until lift is fully parked.

5. Move power switch to off position and close cover on lift control.

6. Turn mast lift power switch to off by rotating key switch located to the right of drivers seat.  



Remember:  Lift will not stop automatically at ground level.  If parked near a curb 


you must stop lift when it reaches the appropriate level.  Also the ramp must be 


operated separately it will not go down by itself.

3.  Boarding Procedures

1.Set parking brake, place transmission in neutral, and open front door.

2.Allow other passengers to board and deboard first.  Ask passengers to exit through the rear doors.

3.Lower the lift platform to the ground.

4.Ask the disabled passenger if he or she has used the lift before; extra care must be taken with first time users.

5.Instruct the passenger to board the lift.  It is recommended that the patron in the wheelchair board the lift backwards, but this is an option and not required.

6.Instruct the passenger as to the safest position on the lift.  Standing passengers are required to stand between the hand rails on the lift platform.  Attendants should board the lift first, followed by the wheelchair facing backward to the bus.

7.Require passengers in wheelchairs to set their brake.  require standing passengers and those in wheelchairs to grasp the handrails and to watch the clearance between the handrail and the door as the lift is operated.

8.Caution standing passengers and attendants about the limited doorway head clearance.  Passengers using crutches or other walking aids should be cautioned that they will need to bend over in order to enter the bus.

9.Check for proper functioning of the safety gate.  Prevent lift passengers from resting against the safety gate in the case of mechanical failure.

10.Operate the lift.

11.Caution passengers in the first seating section to watch their feet as the wheelchair enters the bus.  Older and less agile passengers should be given the opportunity to move to the rear of the bus as the wheelchair enters.

12.If the wheelchair jump seats are occupied, ask the passengers to move to other seats, and to fold up the jump seats.

13.As the passenger is positioning the wheelchair, stow the lift.

14.Assist the passenger as necessary then secure the wheelchair with tiedown straps.

15.Record boarding on the proper counter.

4.  Deboarding Procedures

1.Disabled passengers should ring the bell and say "lift please."

2.Set parking brake, place transmission in neutral, and open front door.

3.Allow other passengers to deboard first.  Ask them to exit through the rear door.

4.Caution the disabled passenger not to board the lift until you instruct him or her to do so.  Release the tiedown strap.

5.Bring the lift to its up position.  Check safety gate to ensure it is in the up position.

6.Assist the passenger as necessary.

7.Be sure the tie down straps are secured in their holders when not in use.

8.Return to your seat and instruct the disabled passenger to board the lift.  Passengers in wheelchairs should have their backs to the bus. 

9.Instruct the passenger as to the safest position on the lift.

10.Require passengers in wheelchairs to set their brakes.  Warn all passengers to grasp the handrail, watching the clearance between the handrail and the door as the lift is operating.

11.Operate the lift.

WHEELCHAIR SECUREMENT

Buses will not be moved until wheelchairs have been secured.

The tie down system uses three adjusting straps, one on each side of the wheelchair and one up front.  The system is easy for drivers to use without sacrificing safety.

Following are instructions for the use of the tie down system.  If you have any questions concerning the tie down system, ask a supervisor.

1.Preparation for Use

Set tie down belts before wheelchair is backed into position.  The belt next to the wall should be extended and hooked over the latch mounted on the bottom of the folding seat.  This will allow access to the belt without having to reach down between the chair and the seat.  The aisle-side belt should be released from its upright position.  This will allow the belt holder to swivel toward the wheelchair when securing.

2.Connection to the Wheelchair

The wheel chair should be backed against the modesty panel and the hand brakes should be set.  Pull the belt next to the wall from the latch and loop the end of the belt around a vertical frame member of the chair and buckle the ends together.  Allow the belt to retract and pull on it to make sure it is secure.  Pull the aisle-side belt from the holder and loop the end of the belt around a vertical frame member of the chair and buckle the ends together.  Allow the belt to retract and pull on it to make sure it is secure.  One strap should be attached to the front frame of the wheelchair and pulled to make it secure.

3.  Disconnection from the Wheelchair

Unbuckle the aisle-side strap, wall strap and the front strap from the wheelchair and allow them to fully retract.  While the wheelchair is moving onto the lift platform, reset each belt in preparation for the next use.

Wheelchair Types

1.Unmotorized

2.Motorized

3.Custom made wheelchair with different size wheels and frames.

4.Wheelchairs with permanent reclining backs.

5.Standard size wheelchairs with modifications.

6.Scooters ("Steno chairs on a scooter")

7.Wheelchairs with oversized wheels and spokes

8.Battery powered flat carts

9.And many others

All of these different wheelchair types will present their own special needs, and operators will need to use judgment to provide safe, efficient service.  Any wheelchair will be allowed on an accessible bus if the lift can be operated safely and if the wheelchair can be securely tied down on four sides.

OVERLOADS

If overloading causes disabled passengers to be passed-by on an accessible route, Dispatch should be notified.  The operator should also stop and advise the passenger when the next accessible bus will arrive.  If wheelchair jump seats are occupied, operators must ask passengers to move in order to accommodate passengers with wheelchairs.  If the wheelchair jump seats are occupied and there are no other seats available, the operator should ask if any passengers would be willing to stand to accommodate the wheelchair.  If they refuse to do so, the bus is overloaded and the wheelchair will not be allowed to enter the bus.  When both wheelchair tie down areas are occupied by wheelchairs, a wheelchair passenger may still board if he or she, or one of the tied down wheelchairs, can transfer themselves into a standard bus seat.  In this event, the wheelchair in question must be collapsed and stowed out of the aisle.  The bus will not be operated with more than two persons sitting in wheelchairs.  Drivers will not jeopardize their passengers or their own safety by carrying a load that cannot be handled safely.

LIFT MALFUNCTIONS

Lift malfunctions must be reported to the Dispatch Office immediately.  Maintenance personnel are trained to by-pass some lift functions in order to operate the lift.

1.  In the event of a malfunction, consider the following: go through all five of the standard lift procedures again - step by step.

2.  Lift power does not come on:

a.  Is transmission in neutral?

b.  Is emergency brake on?

c.  Is lift power switched on?

d.  Is front door all the way open?

e.  Is front door air on?

3.  Toe-plate does not drop:

a.  Flick down switch a couple of times.

b.  Flick up switch and then down switch a couple of times.

c.  Possibly a rock or object is putting pressure on the chain - check to see if the chain is clear.

NOTE:  Do not stand or put pressure on toe-plate when it is in the up position.

EMERGENCY PROCEDURES

NOTE:  Always call for help in event of an emergency.

A.  Accident or Emergency Without Imminent danger

If an accessible coach is involved in an accident in which danger is not imminent, do not remove the disabled passengers.  If disabled passengers are injured, wait for the paramedic team to treat and remove.

B.  Accident or Emergency With Imminent Danger

Operators should remove disabled passengers from a coach only if it would be more dangerous to leave them aboard, such as in the case of fire, imminent explosion, bomb threat, life-threatening traffic hazard, etc.  The following procedures for unloading under imminent danger conditions should be used in order of highest priority.

1.  Use the lift normally.  If not at a curb or sidewalk, assign someone to stand on the right side of the coach to signal other traffic which might try to pass on the right.  The disabled passenger should be taken to a safe location.

2.  Use the emergency ramp.  This option can be considered only when time for deployment of the ramp exists.

3.  With the help of other passengers, lift the disabled passenger off the coach through the front door.  Wheelchair passengers should be lifted in their wheelchairs and carried off facing forward.

4.  If the wheelchair cannot be lifted, with the help of others, lift the passenger out of the wheelchair and carry off the coach.

5.  With the help of other passengers, evacuate the disabled passenger through an emergency exit window.  Try to have help outside to receive the disabled passenger from the exit window.

C.  Disabled Passenger Imminent Danger With No Help

If operators are alone, or unable to enlist help, the following procedures should be used:

1.  Check with the disabled passenger for the best method of carrying, and then proceed with the evacuation.

2.  If the passenger is unconscious, operators should either drape the passenger’s arms over their shoulders and, with the passenger facing the operator’s back, carry the disabled passenger to safety.  If the operator is unable to lift the passenger by these means, the operator should grasp underneath the arms and drag the passenger to safety.

D.  Imminent Danger Summary

1.Use lift

2.Use ramp, if available

3.Lift wheelchair through doors

4.Lift passenger through doors

5.Lift passenger through window

6.Carry or drag passenger off alone

In regard to all the guidelines listed above, common sense and the particular situation involved must govern the operator's decisions.  Specific rules cannot be made that would cover all possible situations.  At all times, providing efficient accessible service will depend on the good judgment of the operator.

BUS STOPS

Buses in service shall stop for all persons hailing the bus.  The bus shall stop at the safest and most convenient spot, as near to the passenger as possible.  If the passenger is not at a corner or an otherwise established bus stop, inform the passenger politely of the safest location to catch the bus.  Under no circumstances should the passenger be chastised or “scolded” due to their choice of location for hailing the bus.

KNEELING FEATURE

Some of SKAT’s buses are equipped with a kneeling feature that allows the front stairwell side of the bus to be lowered in order to provide easier access to the first step.  The kneeler should be used when a passenger requests it, or when an operator suspects that a particular passenger may have difficulty climbing up or down the first step.  The bus should never be lowered onto a curb, since this rests the weight of the bus on the first step.

When activating the kneeler, ensure everyone is clear of bus.  Once you select raise, it cannot be stopped midstream.  The rear brake interlock activates when kneeler is in operation.  The kneeler will not work with the wheelchair power on.  Do not cycle lift with the bus in kneeler position.

PASSENGERS TO BE SEATED

Passenger must be seated before the bus resumes travel.  If all seats are taken and passengers must stand, they should stand behind the standee line at the front of the bus.  Passengers will not be permitted to stand in the doorwell while the bus is in motion.

STRANDED PASSENGERS

Coach Operators have occasionally offered to transport passengers to the SKAT base and then transport them home, if the passengers are stranded after the buses stopped operating for the day.  Operators should not transport stranded passengers to their home or personal vehicle, but may transport to a bus stop along the return route to the SKAT base with prior approval from a supervisor or dispatch.

FRIENDS AND RELATIVES ON THE BUS

Operators must not allow friends or relatives to ride for the purpose of visiting, entertaining or baby-sitting.  Special requests must be approved by the Service Coordinator.

LOST ARTICLES

Operators should not give information to passengers regarding lost articles.  Passengers should be referred to the dispatch office.

RULES FOR PASSENGERS

Passengers are not allowed to engage in the following activities an should be diplomatically informed of such.  If passengers do not comply, contact the Service Coordinator/dispatch for assistance.  Care should be taken to avoid a confrontation.

Passengers are not allowed to:

1.Engage in any activity prohibited by law or local statute.

2.Post any sign, sticker or banner on the bus.

3.Carry packages that are so large as to cause a hazard, blocking an aisle.  (Example:  Any package larger than what it would take to occupy one seat is a hazard, and therefore, too large).  Any item to long to carry in upright position is to long.

4.Carry weapons of any kind, including unsheathed knives.  This does not include law enforcement officers.

5.Bring aboard unfolded strollers.  Child must be placed in a seat or held by the person bringing them on board.

6.Bring aboard animals, except in caring case, or for hearing-ear dogs for the deaf and seeing-eye dogs for the blind.

7.Damage the interior of buses in any way, including setting heavy objects on seats or allowing children to stand on seats.

Good judgment and common sense must be exercised in determining other items which you deem dangerous to yourself, or other patrons, with safety considerations being the number one priority.  Should you have any questions regarding what is acceptable, notify your supervisor or dispatch.

UNLAWFUL BUS CONDUCT R.C.W.  9.91.025

A person is guilty of unlawful bus conduct if, while on or in a transit vehicle, and with knowledge that such conduct is prohibited, he or she,

1.  Smokes or carries a lighted or smoldering pipe, cigar or cigarette on the bus.

2.  Discards litter other than in designated receptacles.

3.  Plays any radio, recorder, or other sound-producing equipment, except when connected to ear phones.

4.  Spits or expectorates.

5.  Carries any flammable liquid explosive or other article or material likely to cause harm to others.

6.  Intentionally disturbs others by engaging in loud or unruly behavior.

7.  Consumes or is under the influence of any intoxicating beverage or drug.

ENFORCEMENT

While the Rules For Passengers and the Unlawful Bus Conduct Code provides us with leverage to deal with troublemakers, it does not replace good public relations practices.  A polite request that someone adhere to policies is always our first option.  If this approach fails, the steps to enforcing R.C.W. 9.91.025 or Rules For passengers are as follows:

1.If you have to ask a passenger to quit smoking, etc., you must point to the sign indicating that his actions are against the law or against SKAT policy and explain that you are required to call this to his attention.  Be polite and firm with your request.

2.If the passenger refuses to comply with you requests, notify Dispatch and stop the coach at the next stop or if necessary at the nearest safe location.

3.Inform the passenger that he/she is in violation of state law RCW 9.91.025 and you are notifying the Police.  The Police will be dispatched to your location.  Be sure to collect incident cards and complete an Incident Report at your first opportunity.

INTOXICATED PASSENGERS

Although it is a violation of State law to consume or be under the influence of any intoxicating beverage or drug while on or in a municipal transit vehicle, SKAT recognizes the public benefit of transporting such passengers in order to keep them from behind the wheel of their own vehicle.

If you suspect someone of being intoxicated, make sure the RCW poster is brought to their attention.  As long as passengers are able to do the following, they will be allowed to ride our system:

1.Board and exit the bus safely and without assistance.

Intoxicated passengers that harass the driver or fellow passengers, pass out, or have a history of causing problems, should not be allowed to ride the bus.  If they begin causing problems once they have boarded your bus, you must:

1.  Notify Dispatch immediately;

2.  Park the bus in a safe, well lit location; and,

3.  Notify the passenger that he/she is in violation of Washington State law and must get off the bus.

If they refuse:

1.  Have Dispatch summon the police; and,

2.Remain at that location until the police arrive.  If the officer has any questions regarding the State Code, point out the unlawful bus Conduct poster located on your coach.

AVOIDING CONFRONTATION

Most assaults to drivers result from verbal confrontations with passengers.  Any passenger who becomes angry should be considered a possible threat to you regardless of size, sex, or age.

Anger seldom remains at a constant level, it either escalates or dissipates.  Your manner, speech, and your proficiency in handling problem situations in general will largely determine the passenger’s response.

Remember, it is not your responsibility to enforce the law yourself.  If a passenger does not comply with your requests, call Dispatch.  On all Gilligs if you are unable to use the radio, and feel the situation may be life threatening, activate the emergency button.

RADIO

The radio is to be used to request help for non-emergency calls and emergency calls when it is safe for you to use the radio.

EMERGENCY ALARM

The emergency button is to be used only in an emergency situation, when you are in danger of bodily harm and when it is not safe for you to use the radio.  As soon as you are able, call via the radio so you can give Dispatch your exact location and the nature of your emergency.

ASSAULT PREVENTION

Check Channel Cards - Be sure that the Unlawful Bus Conduct and channel Cards which prohibit smoking, eating, drinking, etc., on the coach are properly displayed when you check out your coach.  If you have to ask a passenger to stop smoking, etc., you should point to sign indicating that his actions are against the law and explain that you are required to call this to his attention.

Drugs and Alcohol - If you suspect that an abusive passenger is under the influence of drugs or alcohol, give him calm and simple directions and call Dispatch.

Boisterous Juveniles and Adults - Most physical assaults are prefaced by verbal assaults.  Be particularly cautious of boisterous juveniles, especially if they board the bus as a group.  Notify dispatch in case they have to be removed from the bus.

IF YOU ARE PHYSICALLY ASSAULTED

1.Activate the silent alarm system.

2.Pull the bus to the curb at the first safe place and set the brake.

3.Open the doors.

4.Yell “Call the Police” to passengers or other persons in the area.

5.Do not attempt to apprehend the attacker, always maintain a defensive, self protection posture.  Your safety is the primary concern.

6.Contact Dispatch as soon as it is safe for you to do so.

7.Do not pursue the attacker if he leaves the area.

IF A PASSENGER IS PHYSICALLY ASSAULTED

1.Call Dispatch.

2.Pull the coach to the curb at the first safe place and set the brake.

3.Open the front and rear doors so other passengers can exit the coach.  It may also give the passenger being assaulted a chance to escape.

4.Do not leave your seat until the situation is resolved.  Once you leave the seat you have cut off all communication with Dispatch and they may need additional information to dispatch police.

5.Do not attempt to restrain the attacker.

6.If the attacker flees before the police arrive, call the Dispatcher to request an ambulance, if necessary and give the dispatcher your exact location, a description of the attacker, and the direction in which he fled.

7.Wait with the victim and encourage any witness to stay until the police arrive.

DENIAL OF BUS PRIVILEGES

In order to provide security for both operators and the traveling public, all security related incidents should be immediately reported to dispatch.  To ensure proper documentation, an incident report must be completed by the end of the operator’s shift.  If through a review of incident reports, it is determined by the Operations Manager and the Service Coordinator that an individual, through his/her actions, are compromising the safety of the operator or the public, that individual’s bus privileges will be revoked.

Bus privileges will be reinstated only after meeting with the Operations Manager and/or the Service Coordinator.

When a person has had their privileges revoked or it is determined they are a habitual source of trouble, their description and/or picture will be posted on the operator’s board referenced with a number.  All related incident reports should contain this reference number.

SAFE WATCH

As a SKAT employee, you spend much of your time in public places throughout Skagit County.  If you observe a suspicious incident or a person in distress, advise dispatch of the situation by reporting it.  Let the Dispatcher know that the incident you are about to report will need to be relayed to either police, fire, or medical services.

In the case of a suspicious incident, obtain a description of the suspect.  Be observant, try to note such details as height, weight, sex, age, clothing, and outstanding features.  If a vehicle is involved, obtain the license number, color, make, model, year, and any damage or other distinctive markings on the vehicle.

EATING, DRINKING AND SMOKING - PASSENGERS

Passengers are not allowed to consume food on the coach, however, food and beverages may be carried on the coach if they are properly wrapped to prevent spillage.  If a passenger will not comply with your request, call the on-duty supervisor.  Beverages are allowed to be consumed on the coach if they are in a covered container.  Smoking on buses by passengers is not allowed.

EATING and DRINKING - OPERATORS

While on duty, Operators are permitted to eat or drink coffee or non-alcoholic beverages while the bus is stopped at layovers or rest breaks, provided it does not interfere with the proper and safe handling of passengers or equipment.  Consuming beverages or eating by the Operator while the bus is in motion or in traffic is forbidden.

SOLICITORS AND BEGGARS

Solicitors and beggars will not be permitted to solicit from passengers on SKAT vehicles or other SKAT facilities.  Such persons, if found to be at or near bus stops, shall be reported to the Service coordinator.

SICK PASSENGERS

Operators must immediately notify Dispatch of any passengers who are ill or injured.  Operators must attempt to make such passengers as comfortable as possible, and must not leave any ill or injured passenger unattended.

PASSENGER QUESTIONS

Operators should keep themselves informed on all matters pertaining to the SKAT system that will be of assistance in answering questions and directing passengers (such as other routes, special service, etc.).  If an operator is uncertain of the correct answer to a particular question, he/she should refer the passenger to the Dispatch Office.  Information should never be given if there is any doubt concerning its accuracy.

Questions from passengers should not be ignored.  While answering a question, however, the operator should not look away from the road.  Operators must give their undivided attention to the operation of the bus.  All conversation with passengers should be pertaining to service.  If the conversation is going to require more than approximately thirty (30) seconds, explain to the passenger that you will attempt to answer when you are stopped at an authorized bus stop.

SECTION IV

SAFETY

GOLDEN RULE

Proceed safely, take no chances.

ACCIDENTS

A transit accident is defined as any incident in which a transit vehicle comes in contact with a person, vehicle, or other object, regardless of whether or not damage was done to the object or person struck, or any incident inside the bus involving injury to passengers or having possible later ramifications.

If the coach is involved in a collision with another vehicle, any fixed object, or a pedestrian, or if a passenger is injured by falling, being caught by a closing door, or otherwise injured:

A.  Secure the coach in safe manner, and DO NOT MOVE THE VEHICLE UNTIL AUTHORIZED BY SUPERVISOR OR OTHER OFFICIAL.

B.  Check degree of injuries to passengers and occupant of other vehicle and/or pedestrians.

C.  Contact Dispatcher:   give name, route number, location, and the need, if any for police or ambulance assistance.  Dispatch will contact a supervisor.

D.  Aid the injured.

E.  Obtain license numbers, names, and addresses of other vehicles or pedestrians involved.  Ask the other person to fill out his own information in writing, and then verify it with his license.  Give your name, driver’s license number, license number of coach, address (380 Pease Rd, Burlington) and telephone number (757-4433).  That’s ALL.

F.  Obtain the names and address of ALL passengers and any people who may have seen the accident.  Gather all information necessary for detailed accident report.  NOTE:  when handing out courtesy cards, START from the REAR of the coach!!!

G.  Cooperate with police if they have been called or arrive at the scene, and do not leave until released.

H.  Do not make any statements to anyone (except SKAT supervisory personnel or the police) describing the accident, how the accident occurred, or your opinion of fault.  Simply state that you will make a complete report and forward it to your supervisor.

I.  Contact Dispatch for further operating instructions.

J.  Fill out detailed accident report, in person, at the end of your shift.

K.  If a student Operator was on the coach, both student and instructor must make separate reports.  Both must file an accident report.  Be specific.  Fill in all applicable blocks.  Print clearly and legibly.

The above procedure is spelled out to you on your Accident Packet in the Red Book, which is on the bus.  You should become familiar with the procedure so as to be better prepared in case it is needed.

All accidents, regardless of severity, will be reported in writing at completion of shift.  Accidents involving vehicles on the streets and highways will be reported to the necessary officials in accordance with the laws of this state.

ACCIDENT/INCIDENT REPORTS

Accident/Incident reports are available from the Service Coordinator or in the drivers lounge and must be completed and turned in to the Service Coordinator on the same day as the accident or incident occurred.  Print information on form in a clear, concise, legible manner.  Failure to submit the completed forms on a same day basis, unless authorized by the Service Coordinator, will subject the operator to disciplinary action.

ACCIDENT REPORTS

An Operator must report an accident to the Service Coordinator and file an accident report.  An accident report must be completed for the following reasons:

A. Personal injury to Operator and/or Passenger.

B. Anything striking a SKAT vehicle.

C. Any time a SKAT vehicle strikes something.

D. Damage to transit property (i.e., shelters, etc.)

E. Vandalism.

F. Any trip or fall.

G. Emergency Stop / near miss.

H. Illness requiring medical attention.

INCIDENT REPORT

An Operator must report an incident to the Service Coordinator and file an incident report.

An incident report must be filled out for the following reasons:

E.  Refusal of service.

F.  Passenger/Passenger altercation.

K.  Equipment Failure (wheelchair lift/doors).

ACCIDENT REVIEW PROCEDURES

A
.Purpose:

To determine the preventability of any collision involving a SKAT vehicle.  The definition of “preventable”, as taken from the National Safety Council’s Defensive Driving Course, is: “A preventable collision is a collision in which the driver failed to do everything reasonable to avoid it.”  A collision is defined as:  “A mobile or stationary object, that makes physical contact with a SKAT vehicle.”

B.
Review and Findings:

Upon receipt of a collision report, the Safety/Training Coordinator will investigate the incident by discussing the collision with the driver of the vehicle and reviewing all available information.  The findings of “preventable” or “non-preventable” will be forwarded, via memo, to the operations manager and risk manager.  The operations manager will notify the driver of the findings.

C.
First Appeal:

If the driver disagrees with the findings, he/she may submit a written request to the operations manager requesting a collision review panel be convened.  The operations manager will inform the safety/training coordinator to convene a panel.

D.
Collision Review Panel:

The collision review panel will be composed of one senior fixed route driver, one senior paratransit driver, two SKAT supervisors, and chaired by the safety/training coordinator.

The panel will review all available information, and discuss the collision with the driver.  The panel will then vote to rate it as a preventable or non-preventable collision.  In the event of a tie vote, the panel chairperson will provide the tie-breaking vote.  The chairperson will forward a report of the panel’s findings to the operations manager, and risk manager.  The operations manager will notify the driver of the findings.

E.
Second Appeal:

If the driver does not agree with the review panel’s findings, he/she may submit a written request to the operations manager requesting a collision review board be convened.  The operations manager will arrange for the board to be convened.

F.
Collision Review Board:

The collision review board will be composed of one senior fixed route driver, one senior paratransit driver, two SKAT supervisors, and chaired by the operations manager or risk manager.  NOTE:  Drivers and supervisors from the review panel will not be used on the review board.  The board will examine the available information and discuss the collision with the driver.  The board will then vote to rate the collision as “preventable” or “non-preventable”.  In the event of a tie vote, the board chairperson will provide the tie-breaking vote.  The chairperson will forward a report of the board’s findings to the operations manager, risk manager, safety/training coordinator, and executive director.  The operations manager will inform the driver of the board’s findings.

G.
Final Appeal:

If the driver does not agree with the review board’s findings, he/she may submit a written appeal to SKAT’s executive director to review the board’s findings.  The executive director will review the board’s findings, all available information, and discuss the collision with the driver.  The executive director will rate the collision as “preventable” or “non-preventable”.  The decision of SKAT’s executive director will be final.

Preventability will be determined within thirty (30) days of the accident’s occurrence.

ACCIDENT POLICY/DISCIPLINARY CODE

Preventable accidents, as determined by SKAT accident review procedures, are subject to disciplinary action.  Discipline will be based on the severity of the accident and the operator’s past record.

INJURY OR ILLNESS ON THE JOB

Injury or illness that occurs while at work must be reported immediately to the Service Coordinator.  A written report of the incident must be submitted on the Employee’s Report of Occupational Injury or Illness form on the day of the incident.  Failure to report immediately may result in disciplinary action.

Employees must present a medical release form to the employer prior to returning to work from an on-the-job injury.  Employees may also be required to be certified by the employer-designated physician prior to returning to duty.

BACKING

The backing of coaches is prohibited except when absolutely necessary.  If backing is deemed necessary by the Operator, then the Operator must do the following:

A.  Inspect the area thoroughly.  If someone is not available to guide you physically, get out of the vehicle to review the scene when reason dictates this procedure is in the best interests of the overall safety of the riders and vehicle.

B.  Whenever possible, obtain the assistance of a responsible guide such as a supervisor, another SKAT Operator, or a police officer.

C.  Always use four-way flashers.

D.  Always tap horn before backing, even if coach is equipped with audible back-up alarm.

Remember, always be aware of what is going on around your vehicle at all times and in all circumstances.  And use that extra caution and awareness when you’ve found yourself in the position of having to back your vehicle.

SPEEDING

Exceeding the posted speed limit is not acceptable for any reason.

COASTING

Coasting of coaches is prohibited.

PASSING

Passing of other vehicles is generally not advisable.  If a pass is necessary, it should be done in a safe manner so as not to be in a position to miss passengers or passenger stops.

TRAFFIC LIGHTS, SIGNS AND LIGHTS.

Traffic Lights and Signs - Vehicles will stop on an amber light when entering an intersection and come to a full stop at stop signs and red lights.

Vehicle Lights - Headlights, marker lights, and interior light shall be used at all times (Minimum inside lights may be used in lieu of full dome lights to cut down on reflection and increase Operator visibility.)  Turning indicator lights will be used when changing lanes, leaving curbside, and all left or right turns.

Use four-way flashers when entering a transfer station, a bus zone, or blocking any section of roadway for passenger stops.

RECKLESS DRIVING

Reckless driving of any kind, as defined below, is subject to disciplinary action.  The definition is “a wanton and willful disregard for life or property”.  For example, driving at twice the posted speed limit is considered reckless driving by the police.

EMERGENCY VEHICLES

When being approached by an emergency vehicle, pull the coach as far to the right as possible to let the emergency vehicle pass.

ANIMALS ON THE ROAD

Never allow the presence of an animal on the road to cause you to make as evasive maneuver that would jeopardize the safety of your passengers or others on the road.  Never swerve to avoid striking an animal.  Avoid “panic” stopping which may cause injury to your passengers.  If a dog or cat is killed or injured by your coach, notify the  coordinator.  An accident report must be filled out upon returning to the base.

UNATTENDED COACH

When a coach must be left unattended:

A.  Put the coach in neutral

B.  Set parking brake
C.  Kneel coach which will activate interlock system
D.  Turn wheels in appropriate direction to maximize safety.

E.  USE OF REAR DOOR AS A PARKING BRAKE IS PROHIBITED.

PEDESTRIAN HAZARDS

Operators must always be alert for pedestrians, especially at intersections, crosswalks, and the downtown area.

CHILDREN

Always be on the alert for children, especially in residential areas, school zones, and transfer areas.

DANGEROUS STREET CONDITIONS

Any dangerous street conditions should be approached with due caution and if necessary, be reported to Dispatch.

INCLEMENT WEATHER

Longer following distances are appropriate during inclement weather.  Snow, ice, rain, and fog all pose problems to Operators.  Severe problems should be reported to dispatch, and Operators should always be prepared for route deviations during inclement weather.

OBSERVANCE OF TRAFFIC LAWS


1.All traffic laws are to be observed at all times.  Coach Operators are personally responsible for any traffic law violation.


2.Coach Operators shall not use any type of hand or arm signals to direct other vehicles/pedestrians.


3.When interfacing with a law enforcement officer or emergency vehicle personnel, the Coach Operator shall contact Dispatch immediately and fill out an incident report upon returning to the Base.

SPACING RULES


1.Use one coach length for each ten(10) miles per hour up to 20 m.p.h.; then allow a four-second interval between your coach and the vehicle ahead.


2.The “four-second rule” is based on NORMAL driving conditions.  Allow more space when conditions are less that ideal (raining, dark, foggy, traffic congestion etc.).  Sometimes five or six seconds may be required.


3.When stopped in traffic, a minimum distance of 6-8 feet is to be maintained between the front of your vehicle and the rear of the vehicle ahead and/or stop line.  This will allow movement around the vehicle without backing if it becomes necessary.


4.When stopping for a traffic signal on a road with more than one line in your direction of travel, position your coach far enough back from the stop line or first line of the crosswalk to allow a vehicle on the left of the coach to have a full view of the intersection.  A good rule is to bring your coach to a stop so that the front bumper is adjacent to the door handle on the passenger’s door of the vehicle on the left.


5.Before accelerating, count one thousand one, one thousand two.  By doing so, you have allowed traffic to clear and given yourself time to spot other potential hazards.

LITERATURE AND HANDOUTS ON COACHES


1.  The distribution of any unauthorized material aboard a SKAT coach is prohibited.  Any such unauthorized material found placed on the seats of coaches, or made available on a “take one” basis, is to be removed by the Coach Operator.  If the Coach Operator observes a passenger attempting to distribute unauthorized material, the operator is to politely request the passenger to discontinue the activity.  If the passenger continues to distribute unauthorized material, the Coach Operator is to contact Dispatch for assistance.

STOPPING NEAR THE CURB


1.  Near curbs:


a.  When loading or unloading passengers, the Coach Operator should position the coach at a distance from the curb (approximately 6 to 8 inches) that will permit your passengers to make a normal step from the coach to the curb.


b.  If for any reason the coach is unable to stop near the curb, the stop should be made far enough away so that your passengers would be required to step onto the street when boarding or being discharged.


2.  Rural Areas:


a.  In rural areas where there are no curbs and there is sufficient space to do so, pull the coach completely off the roadway.  Watch out for “soft” shoulders


b.  If there is not enough space, remain completely in the traffic lane. (DO NOT STOP COACH HALF-ON/HALF-OFF ROADWAY.)


c.  No stops are to be made in the lane of travel on a state highway in unincorporated areas unless so indicated by a bus stop, Driver Alert, or memo.

DEADHEADING


1.  Deadheading is that time between the coach’s departure from the garage and the coach’s arrival at its first scheduled departure point and when traveling between in-service areas or interlines.  Additionally, it is that time between the coach’s “Out of Service” time point and its arrival at the garage.


2.  Coaches deadheading to the beginning of their runs during peak hours should not arrive at a transfer point more than five minutes early.

LOST AND FOUND


1.  Coach Operators are to inspect their coaches prior to leaving the Base, at terminals 
and at the end of their shift for lost articles.  All articles are to be brought to Operations at the end of shift and tagged with route, run number, date, and time found.  Items are to be given to Dispatcher on duty and logged.  If money is involved, Dispatch will count it in the presence of the Operator.


2.  If a Coach Operator finds an article/articles, he/she may return such article provided it is cleared with Dispatch, and positive ID and a lost and found tag release form is signed by the claimant.


3.  Once lost and found items are presented to Dispatch, they are sent to the office for owners to claim.

IN THE ROADWAY STOPS


1.  The stops should be approached as close as is practical to the right edge of the roadway, fogline or curb.


2.  While preparing to stop, turn on four-way flashers to alert motorists of a possible traffic interruption.


3.  When resuming travel on the roadway, disengage four-way hazard lights.

OFF THE ROADWAY STOPS (pullouts, shoulder, far side intersection)


1.  While preparing to stop, turn on four-way flashers to alert motorists of a possible traffic interruption.


2.  Prior to returning to traveled roadway, deactivate four-way flashers and activate left turn signal.


3.  After re-entering traffic, cancel left turn signal.

MIRRORS


1.  The mirrors should be adjusted so that they reflect a view of the roadway to the Coach Operator for at least 200 feet to the rear of the coach.  Mirrors are to be scanned six (6) to ten (10) times per minute.

OPERATING WITH CHAINS


1.Stay at least eight (8) inches from the curb when making stops.


2.Maximum speed limit is 25 mph.


3.Never “spin” tires with chains on.

TRANSFER CONNECTIONS


1.  Coach Operators needing to make connections with other coaches at transfer points are to specify which coaches are to be held.  You are not to request all coaches remain unless necessary.


2.  Coach Operators are to hold five (5) minutes when requested to do so from a late arriving coach.  Operators may also be requested to hold longer than five (5) minutes or may do so at their discretion, but not longer than ten (10) minutes without approval from Dispatch.  Coach Operators should be in their coaches two (2) minutes prior to leave time for coach communication contact if needed.

SECTION V

ROUTES AND SCHEDULES

A.
Signs:

1.  When leaving the Service Center to begin service, the “Out of Service” sign will be displayed.


2.   When going out of service, the “Out of Service” sign will be displayed.

B.
Adherence to Schedule:

1.   Runs must be operated according to the scheduled timepoints.  Timepoints are departure times unless otherwise indicated on the run-card.  If it is an unsafe location to layover for time, proceed to a safe location.


2.   If, for any reason a coach is running ten (10) minutes late or more, Dispatch is to be notified.  Notification is also required when the coach is back on schedule.


3.   At no time is a Coach Operator to turn back short of the scheduled destination without authorization from the Dispatch Office, or Supervisor.


4.   Coach Operators shall be on their coach two (2) minutes before departure time and will be ready to depart at the scheduled time.

C.
Recovery Time:

1.   This is the period between scheduled arrival and leave times at transfer Center.  Its primary purpose is to provide headway spacing as well as to regain time lost by traffic delays.  It permits a coach to depart as scheduled.


2.   This time is not to be considered as a guaranteed time period for a Coach Operator’s personal use or as a rest period.


3.   During inclement weather a Coach Operator may remain on the coach while they are laying over for time.  The Coach Operator may use this time for eating and relaxing, etc., however, passengers will be permitted on the coach.

D.
General Information:


1.   For safety purposes - Destination signs should only be changed out of the flow of traffic in a safe location.

E.
Detour
1.Operators will not deviate from the prescribed route either to deliver passengers or for any other purpose except in cases of emergency or road construction.  If it becomes necessary to detour, the operator is required to contact dispatch or a supervisor immediately and give reason for detour.

F.
Bus Stops
1.Buses in service shall stop for all persons hailing the bus.  The bus shall stop at the safest and most convenient spot, as near to the passenger as possible.  If the passenger is not at a corner or an otherwise established bus stop, inform the passenger politely of the safest location to catch the bus.  Under no circumstances should the passenger be chastised or “scolded” due to their choice of location for hailing the bus.

G.
Flag Stops
1.Good judgment must be exercised at all times in the use of a flag stop.  The operator must always consider “Safety First”, know what the traffic is doing, and check the visibility in all directions.  You must also take into consideration the physical ability of the passenger to load or unload safely.  Flag stops may be allowed where there are no designated bus stops ONLY if the stop can be made safely.

SECTION VI
DISCIPLINE GUIDE

This Guide attempts to standardize types of actions for various infractions of rules, and to inform employees of actions that may be taken for continued violations of rules and  regulations.  It is a guide to employees and supervisors involved in disciplinary matters and should not be construed as a hard and fast limitation upon supervisors in dealing with such matters.  Mitigating circumstances of each occurrence will always be taken into consideration.

POSITIVE PERFORMANCE COUNSELING

The Positive Performance counseling program emphasizes good performance as a condition of continued employment.  The more traditional progressive discipline approach tends to punish the good employee who infrequently has a performance problem.  Under this new system, a counseling session is conducted after the first infraction, but no documentation is entered in the employee's permanent file.  This method gives the employee the benefit of solving the problem, and having a clean record if no further performance problems occur.

Four steps in Positive Performance counseling:

A. Counseling Session - The Counseling Session is intended to make the employee aware that a problem exists by bringing it to his attention in a relaxed atmosphere.  No documentation is entered in the employee’s permanent file.

B. Oral Reminder - The Oral Reminder is a conversation between supervisor and employee about a problem that was not corrected after the counseling session.  The purpose is to correct the situation by bringing it to the employee’s attention in a friendly, but serious manner.  A brief memo summarizing the meeting and the expectations is written to the employee with a copy to the employee’s permanent file.

C. Written reminder - The written Reminder is used after an Oral Reminder has been given and no change in performance has occurred.

It is a formal discussion between Supervisor and employee of an on-going performance problem.  A memo is written to the employee detailing the events leading up to this session and stressing the seriousness of the situation and of the need to improve.  A copy of the memo is entered into the employee’s permanent file.

D. Decision Making Leave - The Decision Making Leave begins with a serious conversation between supervisor and employee about the performance problem and is followed by the employee being placed on a decision making leave without pay for an assigned period of time.  The purpose of the leave is to enable the employee to decide whether or not he is able to continue working for the organization, which means following the rules an doing a good job.  It is an extremely serious step since discharge will occur if performance does not improve.

An employee only gets to this step by first being given the opportunity to improve in a counseling session and two reminder sessions.

The employee is expected to return from the Decision making Leave with a written decision whether to improve performance or resign.  If the decision is positive, there should be some specific plan for improving performance (what he or she is going to do to turn the problem around.)

Most performance problems in the work place would fall under positive Performance Counseling as a means of correcting the problem.  However, there are some infractions which, by their severity or seriousness, would warrant more immediate and decisive action.  Discipline for such infractions could range from written reminder, suspension, to termination.

The Positive Performance Counseling process is a mature way of addressing work performance problems, which places the responsibility for improvement where it should be, with each individual employee.

DIFFERENCES BETWEEN POSITIVE PERFORMANCE COUNSELING

AND TRADITIONAL PROGRESSIVE DISCIPLINE

	Element
	Traditional
	Positive

	Goal
	Compliance
	Commitment

	Focus
	Employee
	Problem

	Responsibility
	Supervisor
	Future

	Time Frame
	Past
	Future

	Communication Direction
	At the Employee
	With the Employee

	Mode
	Parent/Child
	Adult/Adult

	Process
	Punishment
	Coaching

	Climate
	Authoritarian
	Collaborative
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