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These policies and procedures are an enhancement to the

Lake Havasu City Operating Policies and Procedures and the Lake Havasu City Personnel Rules & Regulations.

The policies and procedures listed in this handbook are specific to 

Havasu Area Transit Employees.
Additional policies and procedures can be found in the Safety, Security and Emergency Preparedness Plan (SSEPP), located in the Dispatch office.
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Mission Statement
“Our mission is to provide public transportation to the community in a safe and efficient manner, to aid in the economic development of our community while enhancing the quality of life, mobility and independence of our citizens”.

Civil Rights Proclamation
Havasu Area Transit will provide public transportation 
service to all passengers without regard to race, religion, national origin, gender or disability. 
Public Employment
Havasu Area Transit personnel are “Public Employees” and as such, are subject to being scrutinized by local taxpayers. Every Havasu Area Transit employee will use proper judgment in the performance of their assigned duties and use of city property to insure that the public’s perception of our service is an asset to the community.
GENERAL PERSONNEL POLICIES

ATTENDANCE 
All employees are required to personally notify the Dispatch office at 453-7600 (during regular business hours) or 855-1637, then dial * (STAR) 256 (after business hours) at least one hour in advance of their scheduled shift if unable to work due to illness or emergency. There are no exceptions to this rule.

It is the employees’ responsibility to “clock in” with the Dispatch office at the beginning of shift and out at the end of shift, to record time for payroll. Unless instructed otherwise by the Supervisor, you are not allowed to work (and will not be paid) prior to your assigned start time. Each employee will complete a timesheet that reflects their actual hours worked each pay period and submit it in the designated mailbox on the last day of the pay period. P.O.C. employees will submit timesheets weekly by Friday night to be returned to them on Monday.

Meetings & Training: When deemed necessary, meetings and training will be held to provide information to employees and allow each individual to interact with other transit employees. These meetings will be held typically at 1100 and 1315. Due to the nature of transit operations Dispatch cannot pull drivers in off of their routes to attend. Therefore, it is expected that all employees will attend a meeting not in conflict with their assigned schedule.
- All employees will be paid to attend meetings and training. Attendance is mandatory. Failure to attend mandatory meetings and training will be treated as failure to report for an assigned shift. -
SCHEDULING 
Personnel Rules and Regulations govern employee vacations, holidays, sick leave, comp time, court leave, industrial leave and military leave. The following rules expand the leave policy for HAT personnel.

Vacation/leave time - Requests for time off will be handled on a first come, first served basis. Vacation leave and the use of comp time will be granted in accordance with accrued leave hours. No employee will be allowed vacation leave or comp time in excess of accrued leave hours. Complete an R.F.A. Upon receipt of the pink copy your leave will have been approved. If you serve on jury duty, a copy of the notice to appear or documents provided by the court must be provided for the Payroll section.
Sick Leave – Full-time employees who call in sick or leave work early because of illness must use available sick leave. Vacation or Comp-Time can be used if all sick leave has been expended.
Schedule changes - Employees seeking changes to the schedule must request the change through the Supervisor or Lead and receive approval. In the event an employee requests a schedule change and other coverage cannot be arranged, the originally scheduled employee is expected to work that shift.
Employees who deceive a Supervisor or Dispatch by calling in sick and are in fact not sick in order to have a day off; will be subject to dismissal under LHC Personnel Rules & Regulations, Section 405, item C-15. Any employee who threatens to call in sick when not approved for leave will be subject to disciplinary action. 
P.O.C. employees are subject to changes in their schedule and can be sent home at any time when they are not needed.

BREAKS

Breaks - If personnel coverage is adequate, employees working an eight-hour or longer shift are allowed two breaks during their shift. Shorter shifts are allowed one break. Breaks cannot be combined or banked. Compensatory time or overtime pay is not granted for breaks not taken or for work performed during breaks. Dispatchers may be called back into service during their break if necessary.
Personnel are not allowed to use their break to attend appointments such as medical or otherwise. Sick leave for medical, comp or vacation time must be used. Personnel should attempt to schedule appointments during none work hours if possible. City vehicles will not be used to attend appointments. If a driver is on break in a city vehicle, that driver will not use the vehicle to attend to personal business other than obtaining items for the purpose of the break i.e. food, beverage or restroom use. Personnel will always be aware of public perception while operating a city vehicle.
SMOKING
Smoking is PROHIBITED in all City offices and vehicles. There are no exceptions.

UNIFORMS/APPEARANCE 
All clothing is to be neat and clean at all times. Pants or shorts may be worn, however those made from sweatshirt fabric, short-shorts or exercise type wear are not allowed. Employees will wear TRANSIT shirts when supplied. Midriffs will be covered. City logo attire will not be worn in public after hours especially if the individual is consuming alcohol. 
Hair, beards and moustaches will be neat, clean and cut as necessary to present a well-groomed appearance at all times. The Division Manager will make the final determination.

LICENSE REQUIREMENTS 
All employees are required to possess a valid State of Arizona Commercial Driver’s License with a “P” endorsement. Employees are required to have their license in their possession while on duty. If at any time your driver’s license expires or your privileges are revoked, suspended or canceled, or if you are involved in an accident or receive a citation, you are required to notify the Supervisor immediately. It is the employee’s responsibility to make certain their license is valid at all times. It is also the employee’s responsibility to provide a copy to the office upon request.
GOSSIP 
Gossip and rumors can easily hurt an individual or organization. It is everyone’s responsibility to not proliferate gossip or rumors about passengers or another employee. No information regarding a passenger or HAT employee should be discussed with passengers. Information regarding HAT office business and procedures that is discussed with passengers should be kept to a minimum, i.e., only that information necessary for them as riders. Any other requests should be referred to the Supervisor.

READING MATERIAL 
Fixed route drivers are not allowed reading material on their buses. Due to the nature of Curbside service, Curb-to-Curb drivers can carry reading material however; personal reading materials must be kept out of view of the public, passengers and co-workers. Reading material includes newspapers and crossword puzzles, as well as books and magazines, etc. Employees working in Dispatch should check with the Supervisor for additional assignments if traffic is slow and they are current on their assignments.

PASS-ON LOG/MEMO’S 
All employees working in Dispatch are to read and initial the Pass-On Log, and ALL employees are to read all new memos posted in the “Information Station” in the driver’s area at the start of their shift.. 
DRUG AND ALCOHOL POLICY 
Lake Havasu City Operating Policies and Procedures 3.11 fully explain the Department of Transportation (DOT) Drug Testing Program. All HAT employees are expected to be aware of and comply with the restrictions included in the policy. Each employee is provided a copy of the policy at employee orientation.

SERVICE POLICIES AND PROCEDURES

FARES 
* For the most recent fares, please refer to the current HAT brochure.

Passengers must be at least ten (10) years of age to ride alone. Any passenger under 10 must be accompanied by a person 10 years of age or older. The accompanying passenger will be charged an additional fare for each stop whether they exit the vehicle or not. 
All passengers are required to pay the appropriate fare upon boarding unless other arrangements have been made with Dispatch, or a special circumstance exists, warranting decision by the Driver/Dispatcher to transport without fare payment (see below).

Passengers are required to have the exact change. Driver/Dispatchers do not make change unless it is possible to do so without disruption to service.

All HAT employees are authorized to use discretion in deciding to transport passengers without payment of fare at the time of boarding and without a POD/COD having been approved in advance. If you encounter a passenger in a situation that you feel warrants consideration, and you make the decision to transport, the passenger’s name, address and telephone number should be filled out in the box provided on the front of the Checkout Sheet. This should be done prior to transporting. All efforts should still be made to collect the fare at the destination. If this fails, the HAT office will have the passenger’s information from the Checkout Sheet to collect the fare at a later time. Circumstances such as these should occur infrequently and the decision to transport without fare should always be made with the customers’ and the City’s best interest in mind.

All decisions should include consideration of Lake Havasu City’s positive, proactive customer service goals, as well as HAT’s mission.

FIXED ROUTE SERVICE: 
Regular Fare: Regular fare for all riders over the age of five.

Blue Tokens, Bus Buck, Monthly Pass - are prepaid trips for a regular fixed route fare.  

CURBSIDE SERVICE: 
Regular Fare – Any passenger five or older
Blue Tokens, Bus Buck - are prepaid fares and are valued at $1.00 each.
Seniors fare- seniors 65 and older 
Qualified Disabled- Pre-qualified disabled passengers or passengers that claim or display a disability.   
No Charge – Children under five are free.
Payment on Destination (POD) – It is Transit policy not to accept POD’s except in unique situations. POD’s cause loss of time and can cause loss of revenue. In unique situations: Passengers may pay at the destination if it has been prearranged by the passenger with Dispatch. The employee working in Dispatch must call the destination to determine that the correct fare is available. POD’s should the rare occasion exist can only be conducted on the curbside service portion of Havasu Area Transit.
SO – Passengers participating in the Special Olympics program do not exchange any fare with the Driver/Dispatcher.

CA* – These are confidential fares that are arranged by the City Attorney’s office, and no payment is exchanged.
* All CA trip tickets are to be copied to the Transit Manager for accurate record keeping.

SERVICE AREA 
HAT vehicles provide service within the greater Lake Havasu City’s area to include Desert Hills, Horizon Six and the Shops at Lake Havasu.
WALK-UPS/ FLAG DOWNS  
Havasu Area Transit does not accept walk-ups for curb-to-curb service. A 24 hour reservation needs to be made to utilize the curbside service for qualified persons only. All walk-ups should be directed to the fixed route portion of our system. Should a person appear in distress, please contact Dispatch or 911 immediately. 
Havasu Area Transit does not accept flag downs for rides. Should a citizen flag a bus down for assistance/emergency Dispatch will be notified immediately. 

PETS/SERVICE ANIMALS

No pets are allowed in the vehicles unless they are completely enclosed in a secure container, such as a pet carrier. When dispatching the ride, advise the Driver/Dispatcher they will have a pet carrier.

It is HAT policy to allow service animals trained to aid a person with a disability to ride without being contained. Under the ADA regulations we are not allowed to ask the passenger what type of disability they have or why they have a service animal. If you suspect that the animal is a pet, not a trained service animal, advise a Supervisor. When dispatching the fare, advise the Driver/Dispatcher that the fare has a service animal. 

All animals should be kept out of the way of other passengers and off the seats.

OXYGEN BOTTLES/RESPIRATORS
It is HAT policy to allow passengers to ride all vehicles while using portable oxygen or respirators. Oxygen bottles must be in portable carriers for safety reasons.
GRATUITIES 
Driver/Dispatchers cannot accept gratuities of any kind. All monies or gifts received by Driver/Dispatchers or left in vehicles as tips must be logged on the HAT Checkout Sheet as “tips” and turned in with all other daily receipts.

PACKAGES
Please refer to attached policy for carry on packages. HAT does not deliver packages.
BICYCLES 
Passengers are responsible for loading and unloading of their bicycles. Bicycles are to be carried on the bike racks only and not inside the bus.
CHECK ACCEPTANCE

HAT DOES NOT ACCEPT CHECKS! 
Individuals wishing to write a check may do so at City Hall Customer Service only.
CUSTOMER SERVICE 
All HAT employees should attempt to give the passenger the best service possible. 
If a passenger would like a receipt, the Driver/Dispatchers can write one on a piece of paper or business card. If the passenger will need receipts on a regular basis they should purchase a receipt book to carry with them when they use HAT or make other arrangements with the HAT. office.

Each bus will have a supply of Customer Comment Cards in it. If a passenger would like to fill one out, they may. The completed Comment Card can be returned to the Driver/Dispatchers, and turned in at the end of the day with your regular paperwork. If the passenger prefers, the Comment Card may be returned by mail.
All drivers will allow adequate time for persons with disabilities to board or disembark transit vehicles regardless of schedule times.

LOST AND FOUND 
All passenger property left on a vehicle will be turned in to Dispatch at the end of your shift. The Driver/Dispatcher should label and log when and where the item was found and place it in the lost and found bin. Items will be kept for 90 days, at which time items of value will be turned over to LHCPD. If the owner can be identified by the item, Dispatch will attempt to contact them for pickup. 

SYSTEM SAFETY POLICIES AND PROCEDURES
SAFE PICK UP LOCATIONS 
HAT vehicles are not allowed in a drive-thru, i.e., banks, fast food establishments, convenience markets, etc.  
HAT’s curb-to-curb service should not enter a private driveway unless approved by a Supervisor, or the driver/Dispatcher can determine it is safe to do so. Passengers are to be picked up and dropped off at the curb, unless the Driver/Dispatcher deems necessary and safe.

Driver/Dispatchers should be alert to potential unsafe situations. Examples of this would be to drive around the block to avoid a known dangerous intersection or to avoid making a U-turn.

Passengers can ride on the lift in a standing position if they are unable to negotiate the bus steps. Passengers riding the lift as a standee are Dispatched as “one with a lift.”

PASSENGER ASSISTANCE 
Our goal is to provide prompt, courteous, personal service to our passengers. We do, however, have restrictions imposed upon us due to insurance limitations, etc., as follows:
Driver/Dispatchers should not enter a residence or business to pick up or drop off a passenger. Dispatch will instruct passengers to be ready at the door if they need assistance to the vehicle. Once at their destination, they may be assisted to the door if it is within sight of the vehicle.

Driver/Dispatchers are permitted to leave the vehicle with passengers inside; provided the transmission is in “Park” and the parking brake is set. The engine may be left running with the air conditioner on, provided it is not left idling for more than a few minutes. Driver/Dispatchers are to remain within sight of their vehicle when the engine is running.

Transit vehicle doors should always face the curb, sidewalk, entrance, etc. Exceptions to this would be one-way drives.

All Driver/Dispatchers must assist any passenger who needs help in loading and unloading of packages and groceries, within reason. This should not be construed as personal servitude but as good customer service.
SEATBELTS 
Seatbelts shall be worn at all times by City employees. All children under the age of 18 should wear a seat belt.
Children four years of age and under must be in a child safety seat. Each 8 passenger vehicle is equipped with one car seat. If the seat is already in use or there is more than one child in a group that is required to be in a child restraint, then the passenger must provide the seat. 20 passenger buses are not required to have/use child safety seats.
REFUSING A FARE/ABUSIVE CUSTOMERS 
If a Driver/Dispatcher refuses a ride to a passenger they feel they cannot safely transport, due to a physical or mental condition, they will notify Dispatch in person or by phone that they have refused a ride as soon as possible according to the circumstances. Sometimes we will have riders that are too intoxicated to even make it into the vehicle or are injured and are trying to get to medical attention. We are liable for their safety and the safety of other passengers already on board once they board (or even sit in) the vehicle. If a rider trying to board the bus appears to be injured, call 911 if you feel it justified.  A  HAT Incident Report Form must be filled out as soon as time allows during the Driver/Dispatcher’s shift and turned in to the Transit Supervisor before the end of the shift.

Should a driver encounter an abusive passenger the driver can refuse the fare. Safety and dignity of passengers, transit employees and equipment are of the utmost importance. Drivers or Dispatch may have to call 911 to have Police help in defusing a situation. Refer to Transit Policy in the SSEPP.
EMERGENCY/HAZARDOUS SITUATIONS

Safety is our primary concern if an emergency or hazardous situation arises. If you ever feel that you or a passenger is in danger (either on the phone or in person), call 9-1-1 immediately.
All HAT employees are trained in Bio-Hazard Procedures during PASS Training. Please refer to HAT policy “Handling of Abusive Riders” and Emergencies and Evacuations in the Safety, Security, Emergency Preparedness Plan (SSEPP) available in the Dispatch office. The SSEPP outlines procedures to follow in the event of an emergency or evacuation.

TRIPS TO THE HOSPITAL

When picking up passengers at the hospital and they appear to be heavily sedated, they must have an attendant.
PRE-TRIP VEHICLE INSPECTIONS
All vehicles being put into transit service will have a pre-trip and post-trip inspection performed by the operator without exception. All deficiencies will be noted on the pre-trip/post-trip inspection sheet. Any vehicle that has a deadline deficiency will not be put into service without fleet maintenance approval. Drivers will notify the next shift driver of any deficiencies if that vehicle is being hot seated.
*Wheelchair lifts will be cycled during all pre-trip inspections. Should a lift be deemed as out-of-service the vehicle will not be used on a service route until the lift can be repaired. 

INCIDENTS, ACCIDENTS, AND ON-THE-JOB INJURIES

The Operating Policies & Procedures of Lake Havasu City provide the following definitions:

ACCIDENT is defined as an unintentional event that results in loss, injury, damage, or 
harm to persons or property.

INCIDENT is defined as an event, intentional or unintentional, that results in or contributes to, or could result in or contribute to, a loss, injury, damage, or harm to persons or property from fire, theft, weather, etc.

MOTOR VEHICLE ACCIDENT is any damage or injury attributable to the motion 
of a vehicle.
ACCIDENTS
When an employee is involved in a non-motor vehicle accident resulting in a loss of City property, damage to City property or property of another, or injury to any person, the employee shall immediately:

Render aid and request medical assistance, if applicable. If someone appears injured, do not move the victim as it may cause further injury. Offer medical assistance; remember paramedics are free and let the passengers know this. You do not have to call for medical assistance if the person refuses.

Call 911 for medical assistance if needed.

Dispatch will notify the Transit Lead or Supervisor immediately. If not available, notify the Division Manager and Risk Management.

Driver/Dispatcher is to locate and identify any witnesses and obtain name, address and phone number.

Driver/Dispatcher is to obtain the injured person’s name, address and phone number, and the nature and extent of the injury.

If no police report is made, Driver/Dispatcher is to fill out Risk Management Incident Report form (blue for an accident and motor vehicle accident, pink for non-employee injury) and put in Transit Supervisor’s in-basket before going home. Dispatch will need to have the Driver/Dispatcher respond to the office to complete these forms.

A safety sensitive employee may be subject to Post Accident Testing under the FTA regulations.

INCIDENT REPORTS
The Risk Management Incident Report Form should be filled out in the event of an accident, motor vehicle accident or an incident if no police report is made. These forms are kept in the Driver/Dispatchers’ area, and must be filled out and turned in to the Transit Supervisor before the involved employee leaves for the day. Some examples might be: anytime a passenger or employee is injured in any way or could have been; property of the City is damaged or could have been; property of the City is lost or stolen; property of others is damaged or could have been as a result of action by a City Employee.

The Transit Incident Report Form should be filled out for any incident or activity that may come up later. The forms are located in the Driver/Dispatchers’ area. The Transit Incident Report Form should be filled out if you observe or experience any type of problem or unusual circumstance during the course of your workday. This information can be used to clarify and correct problems with procedures or passengers and to help prevent future problems from becoming incidents. These problems or circumstances might include Driver/Dispatchers, passengers, motorists or the general public. Completed forms go directly to the Transit Supervisor.

If you are involved in either type of incident: 

Render aid and request medical assistance if needed. Offer medical assistance; remember paramedics are free and let the passengers know this. You do not have to call for medical assistance if the person refuses.

Dispatch will notify the Transit Lead or Supervisor immediately. 

Locate and identify any witnesses.

Completed forms go directly to the Transit Supervisor before you go home.

MOTOR VEHICLE ACCIDENTS
In the event of an accident involving a City vehicle, the following must be done (even if there is no apparent damage):

Driver/Dispatchers should immediately call 911 if medical assistance is needed.

Give the 911 Dispatcher the exact location of the accident, including an address or cross street if possible, the number of victims, the number of vehicles involved, the extent of injuries and whether traffic is blocked.  Then phone Dispatch.
Dispatch is to notify the Transit Lead or Supervisor immediately.

On minor vehicle “bumps” with no damage, the police do not have to be called. A Supervisor must still be notified in the event a picture has to be taken.

If a motor vehicle accident occurs outside the City limits, it would be handled by the agency that has jurisdiction of that area.

The HAT Driver/Dispatcher is not to leave the scene of an accident until released by the Police Officer or Supervisor. Employees must remain on duty until interviewed by a Supervisor. Dispatch may send an employee for emergency medical care if required. The employee must be accompanied by another employee.
If there are passengers on the vehicle at the time of the accident, Dispatch will need to have another Driver/Dispatcher respond to transport them. They should not leave the scene until released by the Police Department, as they are witnesses. In an extreme case where they need to get to work, etc., they may leave once the Driver/Dispatcher has obtained their name, address and telephone number where they can be reached.

Any person requesting information regarding the accident should be referred to Risk Management. No information should be given out regarding the accident except to the Police Department or Risk Management Officer.

Unless the accident is a very minor fender-bender, the vehicle must not be put back into service as it may have sustained hidden damage. A mechanic must inspect the vehicle before being returned to service.

The Driver/Dispatcher will need to come into the office to fill out the proper report form. The report must be completed before the Driver/Dispatcher leaves for the day.  All report forms are to be filled out completely, including all vehicle information. Dispatch has a list of all vehicle ID numbers. All paperwork MUST be turned in to the Transit Supervisor before the Driver/Dispatcher goes home for the day.

A safety sensitive employee may be subject to Post Accident Testing under the FTA regulations. OPP 3.11 states:

“An employee who is subject to post-accident testing must remain available or the City may consider the employee to have refused to submit for testing. The employee must refrain from consuming alcohol for eight (8) hours following the accident, or until he/she submits to an alcohol test, whichever comes first”.
ON-THE-JOB INJURIES

Injury or illness as defined by City O.P.P. 4.02.01: Injury or illness means accidental injuries arising out of and in the course of employment, and such disease or infection as may naturally result there from, and occupational disease arising out of and in the course of employment as herein defined.

Sequence of events after an On-The-Job Injury:

Locate and identify witnesses.

The employee shall notify the Transit Lead or Supervisor about the injury immediately, regardless of the severity. The Supervisor shall provide the employee with the blue copy of State Compensation Form 4-100 for the physician and shall immediately investigate the injury. If the accident with injury involves property damage, a Risk Management Incident Report shall also be filled out.

In the event the Supervisor is unavailable, the State Compensation Form can be obtained from Dispatch.

Provide date, time and location where the injury occurred and the nature and extent of the injury.

Describe how the injury occurred.

A safety sensitive employee may be subject to Post Accident Testing under the FTA regulations

VEHICULAR POLICIES AND PROCEDURES

VEHICLE PROBLEMS 
Any Transit vehicle involved in any accident that results in visible damage will not continue or be placed in service unless approved by a Supervisor or inspected by a mechanic.
If a problem involves a safety-related part, i.e., tires, brakes, steering, front end, etc., or something that may cause further damage if it is driven further, the vehicle should not be driven and Dispatch should be notified immediately to arrange a tow truck.
BREAKDOWNS 
All mechanical breakdowns are to be reported to Dispatch immediately. No unit should be sent to the mechanic unless the Vehicle Maintenance (VM) office is called first. All vehicle problems must be written up on a work order before going to VM. 

FUELING 
The Driver/Dispatchers fuel HAT vehicles. Driver/Dispatchers will notify Dispatch when they are 10-8 from their Pre-Trip Inspection what their fuel reading is. Driver/Dispatchers need to notify Dispatch if they are down to ¼ tank during a shift. Each vehicle should be fueled daily at end of shift.
CAR WASH/VEHICLE CLEANING 
HAT vehicles need to be kept as clean as possible, inside and out, on a daily basis. It is the Driver/Dispatcher’s responsibility to maintain the cleanliness of the interior. The Driver/Dispatcher will notify Dispatch if the exterior needs to be taken care of. 
TOW TRUCKS

In the event of an accident or breakdown, Dispatch will contact a towing company as posted in the Dispatch office.  If a vehicle has been involved in an accident, it should not be used to transport any passengers. If the accident was very minor and there is no apparent damage, the Driver/Dispatcher may drive the vehicle back to base. Another vehicle will be Dispatched to take any passengers who may be on board at the time.

In the event of a flat tire or dead battery, Dispatch will contact Vehicle Maintenance (during regular business hours) or the on-call mechanic (after business hours).

RADIO COMMUNICATIONS
GENERAL RADIO GUIDELINES
Employees shall follow the established radio codes and procedures. You may send only those messages that are essential to the Transit operation. Any other usage is a violation of FCC rules and is strictly forbidden. All radio transmissions should be kept as short and concise as possible. If information is not necessary to aid the Driver/Dispatcher, do not put it on the air. No names or personal passenger information are to be given out over the air.

The base radio in Dispatch is to be turned on each day we are open. At closing each day the employee working in Dispatch should advise the Driver/Dispatchers “radio is 10-7.”  Wait a moment in case a Driver/Dispatcher is ready to transmit information, and then turn the radio off.

Driver/Dispatchers are to advise Dispatch of specific location when 10-6, Code 7, out of vehicle, etc.

Driver/Dispatchers are to notify Dispatch when 10-97 for a pick up. They are to wait a reasonable amount of time (2-5 minutes), and then advise Dispatch again if no contact is made. It is the responsibility of Dispatch to either No Show at this time or contact the passenger by telephone and advise them that the bus is waiting.

All radio transmissions must be as short and concise as possible. Any information that is not essential to the operation of the system does not belong on the air. Long-winded explanations are not necessary if you choose your words carefully.
It is good practice for the fixed route service to communicate to another route if there will be a wheelchair, scooter or lift rider making a transfer at the transfer station.
Ten Codes 
10-1
      Poor reception

10-21
Call by phone

10-2
Clear reception

10-22
Disregard

10-4
Okay/Yes


10-40
Break

10-6
Unavailable for traffic
10-42
Residence

10-7
Out of service

10-45
Meet at/go to _____

10-8………In service
                          10-77    Negative contact

10-9
Repeat message

10-85
En route

10-10
Available for traffic
10-97
Arrived at destination

10-20

Location


10-97A
 When you are 97 at next stop, Dispatch will have





  additional traffic 

390
Drunk

415
Disturbance (details 10-21)

906
CALL POLICE/need assistance

918
Mental subject

961
Accident - no injuries

962
Accident - with injuries

999
Need help urgently

Code 7
Lunch Break
CA……….City Attorney fare (confidential)


COD
Change on destination

POD
Payment on destination


FAB
Fare is prepaid at base


One  with a chair…One passenger in a W/C or electric cart
SO…….Special Olympics 
TRANSIT CELL PHONES
Cell phones are provided for each bus as a means of secondary communication with Dispatch. Cell phones are not to be used for personal calls except in a rare case of a family emergency; this will be reported to a Supervisor as soon as possible. At no time will a driver use any cell phone while the bus is in motion, this is city policy, this includes “texting”.
Driver/Dispatchers are not to call Dispatch by cell phone/land line except in cases of emergency, extreme radio traffic that hinders use of the radio or directed by Dispatch with a 10-21 code.

Personal cell phones will only be used during breaks and emergencies. Violation of this policy will result in loss of privilege. 

DISPATCH PROCEDURES

DISPATCH OFFICE DAILY DUTIES

Upon arrival in the morning turn the 2-way radio on. Check voice mail for messages.

Read and initial the most recent entries in the pass-on log and stock the Drivers’ area with all necessary supplies.

Read the Vehicle Status Report from the prior day as well as the Checkout Sheets for the Driver/Dispatchers from the prior day to determine which vehicles are drivable. Vehicles with problems that need immediate attention should be held and not driven. All vehicle problems should be listed on the Vehicle Status Report.

Assign keys from the key box, issue Blue Tokens and cellular phone and initial Driver/Dispatcher’s Pre-Trip sheet.

Count revenue and tally accordingly.

Balance total cash, Blue Tokens, No Charges, etc. against the Checkout Sheet. Total revenue and double check total adding all columns across the bottom.

Complete the Weekly Ridership Recap and double check total, initialing the totals you tally. 

Daily Deposit will be done by Dispatch unless otherwise noted.

Roll all coins and tokens as necessary. Write HAT on the coin wrappers or stamp with deposit stamp. Wrap bundles of cash with the appropriate band. Put deposit slip and revenue in the appropriate section of the bank bag. An employee from City Hall will pick up the deposit Monday - Friday. (Forty tokens are rolled in a half dollar wrapper).
Complete the Monthly Pass, Bus Bucks and Token reconciliations.

Complete the Vehicle Status Report, the Dispatcher should print and fax the report to the shop.

Dispatch totals must balance with the Driver/Dispatchers’ totals each day. 
TELEPHONE PROCEDURES 
CURBSIDE SERVICE ONLY: 
Telephones are answered beginning at 0530. Phones should be answered within two rings.  When answering the phone, say “Good Morning (afternoon/evening) HAT or Havasu Area Transit.”  Get the following information from the caller:


Pick up address, including apartment # (if applicable). If calling from a business, get the                                                                            
            Business name.

Destination, including business name (if applicable).

Find out time they want to be picked up. 

Fare type (BT, RF, etc.). Tell them the exact amount of the fare, and that exact change is                    
 required 
Advise them they will need a pick up time at the time they call. Advise them they will have a one and one half hour turnaround time between drop off and pick-up. 
Certain areas of the City and some of the local businesses have designated pick up areas.  You need to ascertain exactly where the passenger should wait to be picked up and relay that information to the Driver/Dispatcher. For example, McCulloch Blvd. from Acoma to Smoketree, passengers should wait in the rear of the building. We cannot double park.

Good telephone skills are a way of showing respect for the caller. If we make them feel like they are important to us, they may be more receptive to what we have to say. The best way to answer the phone is with a smile in your voice. To avoid the caller going on at length, say, “Excuse me sir/ma’am, but before you go any further may I ask you a couple of questions?” Always say please and thank you, too.

If it is necessary to put a caller on hold, ask them first. When you return to their call, thank them for holding. Try not to put a call on hold for more than 30 seconds, and do not put them on hold more than once.

COMPLAINT CALLS 
If you receive a complaint call, transfer it to the Supervisor if available. Be sure to tell the Supervisor you are transferring a complaint call. If the Supervisor is not available, try to help the caller by getting as much information as possible and tell them the Supervisor will call them back.  Complete a HAT Incident Report with all information and attach any documentation.

Complaint calls are not to be transferred to the Supervisor’s voice mail unless the caller gives Dispatch their name and a phone number. This is meant to stop erroneous calls.

HELPING CONFUSED CUSTOMERS  
Use the customer’s name frequently (if known). Use yes or no answers to keep control of the conversation. Be specific, and be patient. Repeat everything and get feedback to verify that they understand you.
HANDLING ABUSIVE LANGUAGE  
Ask the caller to please watch their language. If they continue, warn them that you will hang up. If they persist after a warning, hang up.

TELEPHONE THREATS

If a caller makes a personal threat, take it seriously. Try to get the 5 W’s:

WHO

WHERE

WHAT

WHY

WHEN

Notify the Supervisor and the P.D. immediately.

TELEPHONE CON ARTIST  
To avoid being “conned” out of confidential information on the phone, follow these two guidelines:

Know what information you can and cannot give out.

Get authorization from the Supervisor when you are in doubt. (i.e. Toner/copier supplies)

FORMS AND REPORTS
TRANSIT CHECKOUT SHEET/PRE TRIP INSPECTION

The pre trip inspection is completed by all Driver/Dispatchers prior to driving a vehicle. The checkout sheet portion of the form is completed at the end of the shift from the log. The log is used to record all pick ups, breaks and deadhead miles. This information is transferred to the checkout sheet at the end of the shift. 
All vehicles problems that need immediate attention should be written up on this form, and will not be driven until corrective action has been taken. When a vehicle is being held for repair or maintenance, the keys are covered with a red hold tag. Dispatch will review all pre trip inspection forms and logs daily for proper completion. 
ROUTE SHEETS (Tally)
All route sheets are to be filled out as the route progresses. Drivers are not to “commit to memory” their fares and fill out the route sheets at the end of their shift.
END OF SHIFT PAPERWORK/FARE ACCOUNTABILITY

At the end of employee’s shift all drivers will bring their fare boxes to the drivers room and count their fare box. Drivers will note on their paperwork the amount of cash, blue tokens and gold tokens and turn paperwork and cash/tokens into the Dispatch office. If ending shift after the close of Dispatch, drivers will deposit their fares into the hall safe or lock their fare box in the hall closet. Dispatch /admin will verify totals of each driver when the deposit and daily paperwork is reconciled.

VEHICLE WORK ORDER

Dispatch will complete a work order prior to sending a vehicle to the shop. Be as complete as possible in stating the problem, have the driver talk to the mechanic if necessary. Always note the current mileage. Work orders are to be time stamped when the vehicle goes to the shop, and upon its return.
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