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Handling of Abusive Riders


PURPOSE









To ensure the safety and dignity of Transit employees and customers. To safely minimize the threat of an abusive rider.

DEFINITIONS

I.
TYPES OF ABUSE 

Abuse can be perceived as verbal or physical. 

Verbal abuse can be the use of profanity, an overly loud threatening manner (screaming), or any vocal means that is intended to intimidate the driver or another passenger to the point of embarrassment or distraction.

Physical abuse can be as simple as a gesture that implies a threat of physical contact to actually striking an individual with a part of the body or an object. Throwing objects or brandishing a weapon of any kind is another form of physical abuse.

PROCEDURES

I.
HANDLING OF VERBALLY ABUSIVE ADULT RIDERS 

When handling a verbally abusive passenger, care must be taken so that the incident does not escalate to a physical threat. 

Politely ask the individual to stop the verbal abuse. Should the individual continue with the verbal abuse, stop and ask them to leave the bus immediately. Call 911 if assistance is needed in removing an abusive rider. 
If the individual is directing abuse of a sexual nature at a rider or employee, 911 must be called.

Notify dispatch and write an incident report to a supervisor at the end of your shift. Whenever possible, a certified letter will be sent to the individual notifying them of their 30-day suspension from service for inappropriate social behavior. Any repeated incidents will result in a permanent suspension.

II
HANDLING OF VERBALLY ABUSIVE JUVENILE, DRUG & ALCOHOL 
IMPAIRED, AND DISABLED RIDERS.

Politely ask the individual to stop the verbal abuse. Should the individual continue with the verbal abuse, call 911 and ask for assistance in removing the individual. This is to insure that the juvenile or individual gets a ride to their home or put into custody and not left in an area that would cause them harm. Notify dispatch and write an incident report to a supervisor at the end of your shift. Police Dispatch shall be called immediately whenever a juvenile is suspected of being under the influence of drugs or alcohol. 
III
HANDLING OF ALL PHYSICALLY ABUSIVE RIDERS
In the event of any physical abuse from a rider toward a transit driver or another rider or, if a driver believes that asking a verbally abusive individual to leave the bus will result in physical violence, call 911 from the cell phone. 

Should a driver feel it unsafe to use the cell phone in the presence of an abusive rider, call dispatch with the code “906” and the address in which the Police can meet the bus. Dispatch will notify 911 that a violent situation may be or is developing and give 911 the bus’ location and vehicle number. 
Example: “Dispatch, this is unit 8; I’m 906 at 2050 N. Kiowa”. 

If questioned by an abusive rider why the bus is stopped, a driver can comment that there is mechanical problems with the bus.
Safety of the transit driver and rider are of the utmost importance. Should a driver feel it necessary to abandon a bus for safety concerns, the driver must try to remove other riders if possible. Drivers should remove the vehicle keys and cell phone when they need to abandon a vehicle. Call 911 as soon as possible.
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