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Bus Operator Training

The minimum training XE "training"  period for operators will be five, five-day weeks (200 hours) unless an operator XE "operator"  with prior transit experience can be tested and certified in less time. 

Training is provided for operators to receive a Commercial Operator's License (CDL) early in the training XE "training"  process so as to minimize the disruption of service.  

Training Class Guidelines Overview:

· White shirt/blouse with collar

· Black pants - Female employees may elect to wear skirts rather than pleated pants.  Skirts must be black in color with the bottom hem falling no higher than the knee and not so long that it may pose a threat to the safe operation of a vehicle.

· Black skirt must be knee length

· Black belt

· Black closed in shoes (no sandals or clogs)

· Pen to take notes

· Reliable time piece

Objectives:   
· Learn to drive defensively using techniques taught through the Smith System

· Learn to properly inspect a vehicle to ensure it is safe to operate

· Become proficient in customer relations and conflict resolution

· Gain  XE "vehicles" 

 XE "buses" general knowledge of PRTC service area, routes and schedules and thorough knowledge of assigned work. See 2.1.3

· Become familiar with PRTC Emergency Service Plan (ESP)
· Gain a thorough understanding of fare collection procedures for all service types

· Learn to complete reports in accordance with PRTC requirements

· Gain a thorough understanding of Americans with Disabilities Act (ADA) guidelines and PRTC procedures

· Gain the ability to execute skills obtained from Passenger Assistance Training (PAT)

· Become proficient in map and manifest reading skills

· Understand all standard operating procedures implemented by PRTC and First Transit
· Gain familiarity with the equipment that will be operated 

Training elements include at a minimum:

1. Orientation – Background Information PRTC/First Transit

2. Training Program Overview & Objectives 

3. First Transit Employee Rules & Procedures (employee handbook) XE "vehicles" 

 XE "buses" 
4. Substance Abuse Prevention

5. Emergency Procedures – Accident/Incident Policy/Emergency Service Plan

6. Back Injury Prevention 

7. Blood Borne Pathogens

8. Disability Awareness & Communication

9. Passenger Assistance Training  XE "customer" 
10. Smith System Training 

11. Vehicle Familiarity

12. Vehicle Maneuvering 

13. Customer Relations/Conflict Resolution (START Program)

14. Bus Service Types and Descriptions  XE "training" 
15. Radio Procedures XE "training"  

16. Mobile Data Terminal (MDT) System

17. Fare Collection Procedures XE "map" 

 XE "manifest" 
18. Destination XE "destination"  Signs

19.  XE "uniform" First Aid/CPR

20. Conflict Resolution and Self Defense

21. Radio Procedures XE "training" 
22. Skills Course

23.  XE "OmniLink" Behind the Wheel In Service (Day-time and night-time driving) Route Training

Supplemental Operator Training 

Ongoing training XE "training"  in support of safe and knowledgeable operations XE "operations"  is essential to the operators' training program.  First Transit provides supplemental training, evaluations, and certifications in the following areas:

1. As needed, following a preventable accident or incident

2. As required by changes in service, fares XE "fares" , operating environment, or as demonstrated by unsatisfactory performance

3. Whenever assignment changes

4. Monthly (at least): safety meeting of at least one (1) hour

5. Annual refresher training XE "training"  of at least four (4) hours

Training Plan and Documentation

Each student operator XE "operator"  shall be assigned a training XE "training"  check-off list to be initialed and dated by the operator, supervisor, and/or instructor.  This check-off list shall become a permanent part of the employee's training file.  Each operator assigned to a PRTC XE "PRTC"  service route who elects to operate a different type of service in the PRTC family of services XE "services"  shall notify the Safety and Training Supervisor if training on the new route is needed..  It is the responsibility of the operator to ensure they receive the training necessary to be proficient with the new route before operating the route in revenue service.  First Transit will ensure that instructors are familiar with the route.  

New Bus Operator Orientation
All bus operator XE "bus operator" s shall attend an orientation session as part of their training.  PRTC XE "PRTC"  staff will provide information about the relationship between First Transit and PRTC, and describe how and why services operate as they do.  Topics include: 

24. History of PRTC XE "PRTC" 
25. PRTC XE "PRTC"  Organization

26. Family of Transportation Services

27. Bus Service Area

28. Types of Bus Service

29. Participation in regional transit programs

30. What’s new at PRTC XE "PRTC" 
31. First Transit and PRTC XE "PRTC"  roles and responsibilities

ADA Training 

All operators shall receive at least one full day of training XE "training"  and remain proficient in: the Americans with Disabilities Act of 1990 as Amended (ADA) proper techniques for operating equipment, boarding XE "boarding"  and alighting XE "alighting"  passengers with disabilities XE "disabilities" , securing mobility aids, sensitivity training, stop announcements, and PRTC XE "PRTC"  policies regarding accessibility and passengers with disabilities.  Bus operators may alert their supervisor of the need for any refresher training.

First Transit XE "contractor"  ensures that personnel are trained to proficiency, as appropriate to duties, so that operators operate vehicles and equipment safely and properly assist and treat individuals with disabilities XE "disabilities"  who use the service in a respectful and courteous way, with appropriate attention to the difference among individuals with disabilities.

Capacity Policies

Operators are responsible for reporting XE "reporting"  overcrowding as it occurs on their routes. 

OmniRide XE "OmniRide"  Policy

1. PRTC XE "PRTC"  will examine and introduce ways to alleviate overcrowding on express buses XE "buses"  when ridership on any given trip exceeds the seated capacity XE "capacity"  of the bus normally assigned to that route an average of at least once per week over a period of about a month. The largest capacity bus seats 57 passengers.

OmniLink XE "OmniLink"  Policy 

1. Upon receiving reports or through direct observation of overcrowding on at least two days on the same trip, PRTC XE "PRTC"  will ensure the problem trip is monitored for 3-5 days to verify overcrowding.

2. Overcrowding is defined as buses XE "buses"  exceeding maximum seating load by more than 20% with riders standing for more than 15 minutes.

Customer Service Policy - Crowding to the point where all seats are filled is a daily occurrence in the transit industry and is oftentimes unavoidable.  PRTC will do what it can to relieve chronic overcrowding, which is defined above.  PRTC has also instituted other measures, such as adding 15 extra minutes to PM OmniRide deadhead trips, to increase the likelihood of beginning trips on time.  That said, PRTC's policy is to permit customers to stand on buses if they choose to do so, in accordance with the following:

32. Whenever a bus exceeds its seated capacity, operators shall: 

a.  Exercise additional cautionary driving measures, such as increasing following distance and reducing speed;

b.  Contact dispatch to learn the status of the next bus on their route in order to provide this information to waiting customers; and

c.  Notify dispatch whenever customers are left standing at a bus stop.

33. Customers are permitted to stand on buses, providing there is room to do so behind the "standee line" (buses have a sign saying that no standees are permitted in front of the line).

34. Operators are to stop at every scheduled bus stop regardless of how many customers are on board.  

35. If all seats are taken but the bus has additional room for standees, the operator shall inform waiting customers that the bus has standing room only and allow customers to board. 

36. If all seats are taken and there is no more room for standees, the operator shall inform waiting passengers there are no more seats or room to stand.  Operators should not allow passengers to board when there is no more room to stand.
Vehicle Backing
Motor vehicles can be operated much more safely when they are moving forward – operators should only back up when absolutely necessary.  Avoid backing up by parking so the vehicle can leave going forward.  If backing into a spot is necessary, use forward travel as much as possible to position your vehicle before backing up.  If a destination is missed, drive around again rather than backing up.
Prior to backing a vehicle on company property or otherwise in the scope of employment, the operator shall sound the horn and activate the vehicle’s emergency flashers and secure the use of a spotter.  A spotter shall safely guide the operator of the backing vehicle.  Radio Dispatch for instructions if a spotter is not available.   All vehicles equipped with a backing signal shall have such signal in proper working order.
Even with a spotter, backing up is the responsibility of the operator who is in control of the vehicle.  Immediately prior to backing the vehicle, the operator must perform a circle check by walking around the vehicle looking for possible obstructions.
Should compelling circumstances require (such as where a shop has only one mechanic, or there are otherwise no practical ways to provide a spotter) exceptions to the above policy are permitted such as:
· Use of orange cones by the operator as a means of spotting the backing area, forcing the operator to physically view the backing area before backing up, and also to give caution to bystanders.


· Use of other prudent safety measures to prevent backing accidents, incidents or injuries approved by the First Transit manager.

Bus Defects 

Vehicle Defect Records
It is critical both for safety and service reliability/quality that each vehicle be thoroughly inspected before being used in service.  Furthermore, it is required under Federal and State safety laws.  The report of this inspection and any defects found are to be documented on a Driver Vehicle Condition Report or DVCR.  In addition, any defects found during or at the end of service are to be included on the DVCR.
The purpose of the following sections is to define and communicate the DVCR process in accordance with regulatory requirements and issues/procedures that are specific to PRTC.  Employees are responsible for understanding and complying with the requirements and intent of these procedures: 
Operator pre-trip inspection:  The operator starts his/her shift by conducting the mandatory Pre-Trip inspection of the assigned vehicle, in accordance with the process defined by the First Transit Pre-Trip/Post-Trip Inspection Guide.  The DVCR is a bound book, located in every vehicle. If a vehicle does not contain a DVCR book, the operator is to obtain a replacement book from First Transit Dispatch. The operator should first examine the form completed during the previous trip and determine the disposition of any deficiencies found.  For information on defects, follow instructions in the section titled “Out of Service Defects – Pre-Trip Inspections” regarding defects noted during the inspection.
Operator updates DVCR and performs post-trip inspection:  At the end of the shift the operator will update the DVCR with any deficiencies discovered during operation and the Post-Trip inspection in accordance with the process defined by the First Transit Pre-Trip/Post-Trip Inspection Guide. For information on defects, follow instructions in the section titled “Out of Service Defects – Pre-Trip Inspections” regarding defects noted during the inspection.
Operator turns-in DVCR to the window supervisor:  Whenever a bus is returned to the bus yard and parked the operator shall turn in to dispatch the white copy completed after Post-Trip inspection. 
Dispatcher reconciles and files the DVCR white copy:  The dispatcher reconciles the number of buses going out in service to the number of DVCR white copies collected.  If there are any missing DVCRs, the dispatcher will contact the appropriate field personnel to collect the DVCR white copy from the operator. The dispatcher will review the DVCR sheets and will place sheets with needed repairs on the top of the stack of sheets collected. At least once per AM and once per PM shift the Dispatcher will deliver the DVCR sheets to the Maintenance Foreman on duty.
Maintenance generates work-orders based on DVCR defects noted:  During the course of the day, the maintenance supervisor/s will review the white copies, sort for priority, dispatch defects for repair and file DVCRs that are free from defects. 
Technician signs off on repairs:  As repairs are completed or deferred, the technician will return the white copy to the book and sign the book with an explanation of repairs 

and/or deferment.  He then removes the white copy and returns it to the maintenance supervisor.  All white copies must remain filed for at least 90 days, per USDOT regulations.
Note about repairs to non-safety items:  Regardless of whether or not a defect has been noted previously, it should continue to be recorded every time.  Do not assume the maintenance department is ignoring a defect that has been noted multiple times. A defect may not be repaired right away because:
· It is minor and will be fixed when the bus comes in for its next scheduled preventive maintenance (PM) service.
· The perceived defect has been examined by maintenance and found to have no problem.
· Replacement parts are on order.
If the same defect on the same vehicle has been written in the DVCR book for three consecutive days and there are no maintenance department comments in the DVCR book, operators should complete a Maintenance Action Request Card and turn the card in to Dispatch.  The card will be returned with a response.
Out of Service Defects – Pre-trip Inspections
Operators need to use good judgment in inspecting buses XE "buses"  and reporting XE "reporting"  defects, in compliance with CDL regulations.  Operators will alert Dispatch to any of the following mechanical malfunctions discovered during pre-trip inspections.   A vehicle XE "vehicles"  with any of the following malfunctions must be fixed prior to being placed into revenue service or replaced, unless otherwise authorized by a supervisor or dispatcher:  

1. Brakes

a.  Brake operation

b.  Brake warning system (audible and visual)

2. Lights

a.  Brake lights

b.  Headlights

c.  Signal lights (including 4-way flashers)

3. Operator's seat and/or seatbelt

4. Passenger door malfunction

5. Wheelchair lift XE "lift"  or kneeling malfunction

6. Horn

7. Air pressure 

8. Oil

a.  Oil light

b.  Severe oil XE "oil"  leak

9. Climate control problems preventing adequate heating or cooling

10. Tires (flat, low, bald, other defect XE "defect" )

11. Defective radio XE "radio" 
12. Broken mirror

13. Inoperative windshield wipers

14. Defective fire extinguisher

15. Any other defect XE "defect"  rendering the vehicle XE "vehicles"  unsafe to operate

Standard Operating Procedure for Bus Defects – While Operating
The standard operating procedure (SOP) below is to be used as a guide in dealing with reported bus defects.  Operators also need to use good judgment.

Initial Operator Response – When a bus defect XE "defect"  is noticed while being operated the vehicle XE "vehicles"  operator XE "operator"  should:

16. Stop the vehicle XE "vehicles"  at the first safe place, if defect XE "defect"  requires (see below).

17. Note the specific symptoms and circumstances.

18. Contact Dispatch.

The following items may require the operator XE "operator"  to stop the bus as soon as it is safe to do so: 

19. Hot engine

20. Transmission slips or will not shift

21. Engine cuts off

22. Air 

a.  Leak

b.  No or low air pressure XE "air pressure"  (under 80 psi)

23. Brakes

a.  Hot brakes or wheels

b.  Slack brakes

24. Bellows (if severe)

25. Oil

a.  Oil light

b.  Severe oil XE "oil"  leak

26. Any other defect XE "defect"  rendering the vehicle XE "vehicles"  unsafe to operate

Department of Transportation (DOT) regulations allow vehicles to operate with the following malfunctions: 
· Headlight – Only one low beam headlight functioning;
· Brake light – Only one brake light functioning; 
· Turn Signal – Without front turn signal lights, however, vehicle must have both rear turn signals functioning.
If any of these mechanical issues occur once the vehicle leaves the garage the vehicle can continue provided the DOT minimum requirements are met.  Malfunctions are to be reported to Dispatch who will advise the Operator to continue in service and report the item on the DVCR.   If a switch-out can be made without causing a service interruption, Dispatch should do so.
Reclining Seats

During the pre-trip and post-trip inspections and before beginning each new trip, operators will walk through the bus and return all reclining seats to the full upright and locked position.  

Dispatch will be informed of any problems; if found during the pre-trip inspection they will attempt to change the bus or request maintenance assistance, as necessary.  

Any seats that do not operate properly will be reported on the DVCR.  

The operator shall place a sign on any seat that does not lock at all saying “seat broken.”

Operators with more than one service trip should use the public address system to request that passengers return all seats to the upright and locked position.  

Bus Stops

Bus operators must follow the stop listing on the turn sheet.  Operators are to know where stops are located before starting any run.  Note: all OmniRide XE "OmniRide"  boarding XE "boarding"  locations have signs but many drop-off locations do not.  In general, drop-offs at un-signed stops are made in the safest location across from the signed bus stop XE "bus stop" s used for boarding, but operators need to check their turn sheets to confirm the location. 

27. Operators shall report XE "report"  to Dispatch all missing and damaged bus stop XE "bus stop"  signs and shelters as well as stops where trash cans are overflowing. 

28. Operators shall notify Dispatch of changes in bus stops or routes that prevent servicing a location or make it unsafe (e.g., construction, ice, etc.) – don’t assume someone else has already reported the problem.  Dispatch will send administrative personnel to the site to determine how best to serve the location and will, in turn, inform dispatch, supervisors, other operators, customer service, etc.

Operators are to service every bus stop XE "bus stop"  with waiting passengers.  If passengers don't need the bus to stop, they will generally wave it on, though individuals who are sight-impaired may not know which bus is the correct one until the operator stops and announces the route/destination.  Waiting passengers are NOT expected to hail the bus to get it to stop.

PRTC XE "PRTC"  does not require buses XE "buses"  to stop at every stop.  If no riders need to board or alight, the bus can keep going.  Operators need to be mindful of passengers approaching the bus stop XE "bus stop" s.  All buses have stop request signals that alert the operator that someone needs to get off.  Passengers may also alert the operator upon boarding XE "boarding"  or may ask the operator to use the PA to announce XE "announce"  stops.  Operators should also observe when a customer XE "customer"  is standing in anticipation of exiting the bus and take appropriate action to pull over at the next stop.  

Be alert for passengers not waiting at exactly at the right stop, e.g., in shade or under nearby shelter, especially when there are adverse weather XE "weather"  conditions. At rail stations, if operators see a train arriving while the bus is waiting for others to board, the operator XE "operator"  will wait for the arriving train's passengers before leaving the station.
At commuter lots, drivers should pull up to the front of the passenger island, leaving room for buses to pull up behind them.  
Serving Passengers at Non-designated Locations
All functions of flexibility in boarding or alighting passengers at other than designated stops are only to be performed if each event can be accomplished safely and in keeping with existing training.  The safety of onboard passengers and the public at large are always our first consideration.  Placing the vehicle and its passengers at risk is not acceptable. 

All actions performed must keep our basic principles and practice of Slow Starts Slow Stops in mind at all times. 

Designated stops include signed bus stops, unsigned bus stops described in turn-sheets, and off-route OmniLink trips.
Dropping off Passengers at Non-designated Locations
 When a passenger with an urgent medical need, a mobility impairment, or a stated concern for personal safety/security asks to exit the bus at a location other than a designated stop, the operator will use his/her discretion to accommodate the request but only where it can be safely accomplished along the route while maintaining the protection of all onboard passengers by providing advance notice to the driving public with appropriate signals and executing the Slow Stop approach.
Boarding Passengers at Other than Designated Stops 
Passengers arriving at the bus door after being closed in preparation for departure but prior to the vehicle being placed in gear and motion, can be boarded if in the operator's discretion this can be accomplished safely.  The safety of the bus, its already boarded passengers, and the passenger seeking to board are all factors to be considered.  Attempting to board passengers at other than designated stops is always risky behavior for those onboard, the general driving public and the individual attempting to secure special service.  It is not to be performed without a complete assessment of the immediate situation with safety as the guiding element.  Should the operator determine that the safest course of action is to allow the passenger to board, the passenger is to be informed that in the future they need to board at the bus stop.
Snow Stops

In adverse weather, it isn't always safe for passengers to stand exactly at the bus stop XE "bus stop" , so operators shall look for riders waiting nearby.  If it is not safe to stop where a person is waiting, operators may pull over before or after and wait for the passenger XE "passenger"  to walk up to the bus. 

Operator Breaks/Out-of-Bus during Revenue Service

During the course of a driving shift, situations may arise where, in order to maintain operator comfort and operational safety, it will be required for the operator to leave the vehicle in order to use restroom facilities and/or obtain water or other items. The operator must ensure these breaks do not interfere with or interrupt timely service for the ridership. For the purpose of this policy, the term “break” shall indicate a time when the operator needs to be away from the vehicle, and does not necessarily indicate a scheduled or guaranteed break or rest period.

When a need to depart the bus arises the following procedures must be followed:

· Dispatch must be notified (10-100) and permission granted prior to departure.

· The bus must be parked in a safe location, either in a bus stop, or out of driving lanes.

· The bus must be secured prior to departure:

· Ideally breaks will be timed so that there are no passengers on board the vehicle.

· The vehicle will be stopped at a bus-stop or safe location, parked parallel to the curb, with the four-way indicators activated, and the parking brake set.

· The vehicle will be shut off.

· The operator will logout of the farebox (see Farebox Operating Procedures “Logging Out” section)

· If passengers are to be left on the vehicle (requires dispatch permission), the service door will not be closed with air pressure in the system. The operator will release the air from the door using the air-release switch and announce to the remaining passengers that should they need to exit the vehicle they may open the door by simply pushing it open.

· If 10-100 occurs at the Transit Center, Dispatch will advise the Security Officer so s/he can monitor the bus until the operator returns.  The operator must wait at the bus until the security officer arrives.

· For security reasons and revenue protection, valid un-issued transfers, and any other fare media not in the farebox shall be taken with the operator.

· The operator will take no more time than is needed to complete the break and return to the vehicle regardless of the amount of recovery time in the service schedule. The break will not be used to purchase food or other personal items.

· The operator shall notify dispatch once s/he has returned to the vehicle.

· The operator will log back in to the farebox (see Farebox Operating Procedures “Logging in” section)

Arriving at Route Starting Point Early
When arriving at the starting point of a route prior to the published start time, either stage the bus out of sight of passengers or pull up to the bus stop and allow passengers to board. 
Layover Points and Idling of Buses (NEW SECTION)

When laying over or parking a bus, no bus shall be allowed to idle for a period of more than three (3) minutes, except when directed to do so by an immediate supervisor, or when the safety of passengers would be jeopardized by turning the vehicle off. The safety exception is typically only invoked in situations involving extreme cold or extreme heat and the climate control on the vehicle is required to be in operation for safety purposes. Please note, extreme weather determinations are made by management staff and communicated to bus operators during pull-out. Various agencies are charged with the enforcement of the Clean Air Laws governing idling times and will issue citations to operators who are found to be in violation. Any operator found to be in violation of this section will be subject to disciplinary action and will be held responsible for any fines levied as a result of a violation of this section.
Assisting Passengers with Disabilities and Seniors
General
Operators provide assistance to passengers with disabilities XE "disabilities"  consistent with the Americans with Disabilities Act (ADA), Passenger Assistance Training (PAT) and sensitivity training XE "training" .  PRTC’s policies are as follows.
1. 
Operators provide the same service to customers with disabilities and seniors (60 years of age and older) as they provide to able-bodied customers. There can be no difference in the service provided.
2. 
Operators cannot require a person with a disability to travel with a Personal Care Attendant (PCA), however, a customer with a disability is allowed to have one PCA (a PCA is someone designated or employed specifically to help the individual with a disability meet his or her personal needs).  In the case of a full vehicle, if only one more person would be allowed to board, the customer with a disability must be given the opportunity to ride, even if this means that the PCA would be left behind because there is not enough room for them to ride. In all cases, the person specified by the passenger with a disability as his or her PCA, must get on the vehicle at the same location as the person with a disability and they must have the identical destination as the person with a disability disabled. No fare is charged for the PCA.
  
Customers with disabilities may have companions accompany them, just as any able-bodied person can travel with others.  Companions pay the appropriate fare but do not pay an off-route trip surcharge unless they board or alight at an off-route location different from the person with disabilities with whom they are travelling. 

3. 
Operators shall not require individuals with disabilities to use designated priority seating if the person does not choose to do so.
4. 
Wheelchair lifts and ramps must be cycled every day and records maintained. During the pre-trip inspection of the vehicle, if all of the required straps and devices are not on board, the operator must contact Dispatch for assistance before pulling from the yard. Operators must report defects and lift failures to Dispatch by the most immediate means available regardless of whether it is detected on the yard on while in service.
5. 
Whenever a customer with a disability must be delayed in their travel due to failure of the lift, ramp, (or for any other reason), the Operator must report the situation at once to Dispatch.  In all cases, when a person with a disability must be “left behind” at a stop for any reason, Dispatch must be notified immediately. Alternate transportation will be provided to the disabled customer if the delay will exceed more than 30 minutes.

6. 
Operators are required to use all securement devices provided by the manufacturer (including straps, harnesses, clamps, etc.) as they were intended to be used. Customers in wheelchairs must allow the operator to secure the wheelchair or service will be denied. Operators must make every attempt to secure the wheelchair (or other mobility device) to the best of their ability. If a passenger has already boarded the bus but refuses to have their mobility device properly secured, they will not be transported and shall be asked to alight the bus.  Operators shall call Dispatch whenever a passenger is denied service for refusing to have their wheelchair properly secured.  Dispatch will advise the operator accordingly and, in turn, log it in TransTrack.

Operators shall provide service to customers using “common wheelchairs” (a “common wheelchair” is no larger than  30 inches by 48 inches and weighs a maximum of 600 pounds for device and user combined.  “Common wheelchairs” include three-wheeled “scooters” and other so-called non-traditional mobility devices).  All passenger mobility devices shall be secured using a four-point tie-down system, including scooters.  Scooters shall be secured using the rear securement points, and two tie-downs secured around the appropriate point of the front upright based on the model of scooter. Special electric devices such as “Hoveround” chairs will be secured as best as possible as they do not have front securement points. An Operator is not authorized to deny service to a customer because a mobility device cannot be properly secured.  If proper securement of a mobility device is not possible for any reason the operator shall notify Dispatch and seek direction.  Only passengers with disabilities can board with a “Segway” and the device must be secured to avoid injury and/or damage.
7. 
Operators may recommend that customers transfer from their “common wheelchairs” to regular fixed seating in the vehicle. However, the Operator cannot require a customer with a disability to move. If the customer chooses to move to fixed seating, the Operator must assist with making the move and the mobility device must be completely secured with tie-downs.  Persons with disabilities using a Segway must move to fixed seating.  

8. 
Operators are required to provide assistance to the customer with a disability by using the securement devices, repositioning the person’s wheelchair, storing a person’s walker or crutches, moving to a fixed seat, etc.  Operators assist patrons only to/from the curb, not between the bus and a building, home or other final destination XE "destination" .
9. 
Operators must permit customers, if requested, to use the lift or ramp to board and alight from the vehicle whether or not they use a wheelchair. For example, a customer using a walker or a customer with arthritis may find it impossible to negotiate the steps of the vehicle when boarding and alighting. All customers must be given the opportunity to use the lift, if they request it.
10. 
Customers in wheelchairs may ride up and down on the lift while facing toward or away from the side of the vehicle. Operators may recommend to wheelchair users that they should “back” onto the lift and ride up or down facing away from the side of the vehicle; however, the decision to drive forward or backward onto the lift rests ultimately with the customer in a wheelchair. Consideration should be given to the manufacturer’s recommendations which have to do with balance and the center of gravity of the individual in the wheelchair.
11. 
Seatbelts and shoulder harness straps must be provided for all customers in wheelchairs. Operators must request customers in wheelchairs utilize these restraints but cannot require they use them.  If a customer refuses to use the seatbelt or shoulder harness the Operator must contact Dispatch to report it before placing the vehicle in motion. Dispatch will, in turn, log it in TransTrack. The proper use and condition of belts and straps rests with the Operator of the vehicle. Transportation cannot be denied if restraints are missing or inoperative.  
12. 
Operators must announce stop and transfer points on fixed and flex routes. Also, Operators are required to announce stops upon the request of a customer with a disability. This action is designed to assist sight-impaired individuals. Operators must announce – outside of the bus – their route name/number at transfer points and bus stops serviced by other routes to assist sight-impaired customers who find it hard to read a bus destination sign. If a PA system is available Operators are also to announce major intersections, time points, and major destinations. An automated system, if available, must be utilized by Operators for these announcements.

13. 
Operators are required to use all accessibility-related features provided by the manufacturer of the vehicle; for example, lifts, securement straps, PA systems, enunciators, etc.

14. 
Customers with disabilities who have respiratory conditions that require the use of an oxygen bottle or tank must be allowed to bring the tank or bottle on board, provided that the tank or bottle can be secured.
15. 
Operators must allow a customer with a disability the necessary time it takes to board or alight from the vehicle, without comment.
16. 
Operators of public transport systems must attend training that includes understanding of and sensitivity to the needs of customers with disabilities. Operators must be knowledgeable about a variety of disabilities and must be trained to proficiency.
17. 
Operators must permit service animals to board the vehicle with a customer with a disability. The term “service animal” means any guide dog, signal dog, or other animal individually trained to work or perform tasks for an individual with a disability, including, but not limited to, guiding individuals with impaired vision, alerting individuals with impaired hearing to intruders or sounds, providing minimal protection or rescue work, pulling a wheelchair, or fetching dropped items.

Service animals will be accommodated in the least intrusive manner possible - ideally at the passenger's feet.  If the seat next to a passenger who utilizes a service animal is vacant, it is permissible for the service animal to occupy the seat.  Operators shall notify the Dispatcher if a service animal was transported on the bus and write it in the DVCR, including the location of the animal, so the bus can be properly cleaned.  Notification to the Dispatcher shall take place while in non-revenue service.  
18. 
Operators must allow customers with disabilities to use all stops that are open to all customers (even if it conflicts with the Operator’s own best judgment). However, if there is construction or other temporary obstacles at the stop, the Operator may choose an alternative stop.
19. 
Whenever there is room on board, a person using a wheelchair must be allowed to board. This often means that an Operator will have to ask customers seated in the securement area to move so that the wheelchair can be secured, however, the Operator cannot force anyone to vacate the priority seating area.  If the wheelchair XE "wheelchair"  slots are full, the Operator XE "operator"  makes all required stops and boards all passengers who can get on, ambulatory or otherwise.  The Operator needs to call Dispatch when anyone is left at a stop for any reason.

20. 
Priority seating areas and wheelchair securement areas must be labeled. Therefore, it is the responsibility of the Operator to report missing or damaged signs or labels on the vehicle or equipment defect sheet so that they can be replaced or repaired promptly.
21. 
Customers in wheelchairs must be able to reach the signal for the “next stop” buzzer or bell. Also, customers in wheelchairs must be able to see the visual sign which tells them that the “next stop” has been requested. Operators may still ask customers using wheelchairs where they want to alight (as a safety measure and for convenience of the customer with a disability).
22.
Operators deploy the kneeling feature when requested and whenever the bus cannot be curbed.

Priority Seating Policy

Front seats on all buses XE "buses"  have been signed to designate seats for passengers with disabilities XE "disabilities"  and seniors XE "elderly" .

Priority seats are intended to serve persons who are permanently or temporarily disabled or 60 years and older.  As proof of disability, these passengers may be certified by a physician and issued a "Priority Seating Permit" by PRTC (see sample below) XE "PRTC" .  Permit holders and those with proof of age identification have seating preference over non-permit holders.

Operators shall request (but cannot force) able-bodied passengers to move from the following locations when those spaces are needed by persons 60+ years and persons with disabilities:

· Passenger seating areas designated as priority seating for persons 60+ years and persons with disabilities: and

· Fold-down or other movable seat in wheelchair securement locations.

Passengers entitled to priority seating may choose to sit or stand in any passenger XE "passenger"  location, and forgo the priority seating.

Priority Seating Permit applications are available by calling or e-mailing PRTC XE "PRTC"  Customer Service and through PRTC’s website. XE "OmniRide"   

Operators who notice that a passenger XE "passenger"  may qualify for the Priority Seating Permit should quietly and diplomatically suggest they contact PRTC XE "PRTC" . 

[image: image2.jpg]A
PRTC
. OmniRide/OmniLink

PRIORITY SEATING/REDUCED FARE
SURCHARGE EXEMPTION CARD

(NAME)

Customer Service Department
(703) 730-6664

See back for reduced fare times”

Reduced Fare Valid on:

OmniLink and Cross County Service all day.

OmniRide and Metro Direct Service from
9:30am-3:00pm and after 7:00pm

Permit #:

Expiration Date:





Wheelchair Boarding Procedures

When one or more wheelchair passengers are awaiting pickup at a bus stop, the following procedure will be used:
· If an Operator sees a waiting wheelchair passenger(s) at a bus stop serviced on his/her route, s/he will ask any other passengers in line to delay boarding until the wheelchair passenger(s) boarding is complete and the operator is back in his/her seat. Passengers already in seats that must be moved to accommodate the wheelchair passenger(s) will be asked to move to other seats if available. If all seats are full, the Operator shall ask passengers in the wheelchair area(s) if they are willing to be standees.  If not, the Operator shall inform dispatch and inform the wheelchair passenger(s) what dispatch says regarding when they can expect to be picked up (dispatch will make arrangements to expedite pickup, asking the following bus if they have room provided that is a timely response).
· If the Operator does not notice waiting wheelchair passenger(s), the Operator will interrupt the boarding process and proceed as described above, as soon as s/he Operator becomes aware of the wheelchair passenger(s).
· When the bus reaches a wheelchair passenger’s alighting stop, the other passengers will be permitted to alight first and the wheelchair passenger will follow.

Wheelchair Reservations

Wheelchair passengers waiting at bus stop XE "bus stop" s are not required to make advanced reservations for pickup, as long as they are traveling to another bus stop or on-demand stop.
General Customer Service

Outstanding customer service is PRTC’s number one goal.  Each new operator will participate in an intensive module specifically designed to teach them how to communicate and resolve problems in a professional and positive manner, establish appropriate boundaries with customers, and avoid and curtail emotional interactions.  The module also provides instruction for interacting with supervisors and co-workers in a mature and positive way.

Passengers

· All passengers will be treated with respect and will receive on-time service and courtesy.  

· Bus operators will assist passengers with route information, times, directions and any other information they might request.  If a passenger XE "passenger"  is making a request that is not clear, contact Dispatch for clarification.

· All operators should be pleasant and courteous in their speech and manner.  Discourteous treatment of others will not be tolerated. 

· An operator must promptly and courteously give the badge identification number and last name when asked.  An operator must not make any derogatory comment.   

· The operator must treat customers in a tactful and consid​erate manner.  The operator should always be well-man​nered and speak in pleasant tones. 

· The operator should use considerate expressions when addres​sing passengers, such as "thank you" and "please."   Passengers should be addressed as "sir," "ma’am," "miss," etc. 

Vehicle Operator Customer Service Skills

· Techniques for dealing with the public in a helpful and courteous manner.

· Sensitivity to customer XE "customer"  needs.  

· Handling complaints and problems as required.  

· Reporting all passenger XE "passenger"  complaints and operational problems.

· Maintaining a courteous attitude.

· Answering to the best of one's ability any passenger XE "passenger"  questions regarding the provision of service.

· Providing information about service problems to passengers on board and those waiting at bus stops.

General Guidelines

As a courtesy to others, customers should use cell phones and two-way radios only when truly necessary, and not use the speakerphone. 
Customers should speak quietly when conversing with others.

Headphones are required for audio and gaming devices.  Volume shall be set so as to not be overheard by other passengers.

Allowing Others to Sit Down

Operators may ask other operators riding the bus to move to the back of the bus to allow others to board.

Operators may politely ask patrons taking up more than one seat to move their belongings to allow others to sit down.

Operators shall inform customers boarding the bus with large carry-on items that if the bus fills up they will have to stand and place the item on their seat or in the overhead storage area and that items cannot be placed in the aisle for safety reasons.

As buses approach seated capacity, bus operators will make an announcement asking customers to make room so others may sit down. 

See Section 4.5.3 regarding Priority Seating procedures for individuals with disabilities and seniors.
Passenger Code of Conduct

PRTC reserves the right to deny entry to, expel, and/or temporarily or permanently ban any person from PRTC property and/or vehicles, who in the judgment of the PRTC management or its agent, is imperiling public safety or being a public nuisance.  Actions that could imperil public safety or qualify as a public nuisance include, but are not limited to: 1) verbal or physical intimidation; 2) disrespecting the rights of other PRTC patrons; 3) use of profanity; 4) lewd behavior; 5) refusal to pay a fare; and 6) defacing or otherwise damaging PRTC-owned assets.  

If a passenger XE "passenger"  becomes rude or unruly, REMAIN CALM.  Let the person know that you are following procedures and give the passenger the Customer Service phone number so they may call and discuss the problem or situation with PRTC XE "PRTC" .  

DO NOT ARGUE or get angry with a passenger XE "passenger" .  If you are following procedures and instructions, the passenger is not angry at you, but at the system.  It is not your fault.   Contact PRTC XE "PRTC"  Dispatch for assistance, if needed.

Passengers may not be forcibly ejected by an operator. If it appears that a passenger’s conduct is a threat to the safety and well-being of the operator and/or passengers, the operator may stop the bus and contact the Dispatcher for instructions. If the operator or passengers are in immediate danger and the operator does not have time to contact dispatch, the operator may request that the threatening passenger leave the bus (only at a bus stop or other safe location if a bus stop is not near by). If the threatening passenger refuses to leave, then the operator and other passengers should depart the bus. Only when all of these steps are not possible and the operator is being attacked may the operator defend himself or herself using no more force than necessary to protect himself or herself from physical harm. The operator must then obtain the names and address of witnesses and inform the Dispatcher about the incident as soon as possible.

The following actions carry criminal sanctions and should be reported to the Dispatcher immediately for instructions.  Passengers in violation of the following acts will be subject to immediate ejection from the bus and may be subject to long-term suspension from the bus and/or transit system at the discretion of PRTC management.
· Disorderly conduct;

· Possession of firearms or other weapons;

· Possession of a controlled substance;

· Expectorating on the bus (includes spit, sputum, saliva and mucus);

· Profane swearing in general and abusive language to others;

· Intoxication;

· Discharging from the bus windows any substance that is likely to injure any person, animal or vehicle;

· Acts of fornication or other lewd behavior;

· Solicitation of sexual favors;

· Possession of obscene materials;

· Indecent exposure;

· Any acts of assault and/or battery;

· Possession of tobacco products by minors;

· Obstructing free passage of others getting on or off the bus;

· Participation in a riot (3 or more persons acting together with force or violence to jeopardize public safety, peace or order);

PRTC reserves the right to impose a temporary and/or permanent ban from bus riding privileges for those passengers that, in the judgment of PRTC, are imperiling public safety or being a public nuisance.  In the interest of promoting a safe and comfortable ride for all patrons aboard, PRTC shall enforce the Passenger Code of Conduct (posted in each bus)

Serious or repeated violations of the Code may result in an individual being temporarily or permanently banned from PRTC’s bus services.  It is the intent of the PRTC to confine such bans to only behaviors/actions that would warrant arrest under the provisions of the Virginia Code. 

When and if bans become necessary, PRTC will be guided by the principle of defining the duration of the ban so it matches the severity of the violation.  The purpose of the ban is to end the behavior/action, with progressively longer or permanent bans thereafter if the more limited ban did not achieve the intended result.  The following examples are intended to provide a sense of how PRTC envisions exercising this policy.  

Listed below are examples of less serious offenses that would likely result in a short-term ban:
•
Disorderly conduct

•
Expectorating on the bus (includes spit, sputum, saliva, and mucus)

•
Profane swearing in general and abusive language to others

Listed below are examples of more serious offenses that may result in a long-term or permanent ban:
•
Illegal possession of a firearm

•
Discharging any item from the bus that is likely to injure any person or animal or damage a vehicle

•
Felonious acts of assault and / or battery
Passengers with Baby Strollers

Passengers boarding with children using strollers must remove the child from the stroller while being transported.  Strollers must be folded, if possible, and stowed out of the aisle.  Strollers that cannot be folded must be secured in a wheelchair space.  Wheelchairs take priority over strollers.  Under no circumstances should a child be allowed to ride in the stroller while being transported.  Strollers used for transporting persons with disabilities are exempt.
Newspaper Distribution

For PRTC passenger's comfort and convenience, OmniRide offers The Express newspaper on morning trips; the paper is free.  

Papers are brought on board by the bus operator when the run is started; quantity is based on passenger demand for the particular trip(s) they serve. 

Extra newspapers will be collected by the operator and returned to PRTC.

Voter Registration

Stickers are placed on each bus stating Voter Registration applications are available.

Each bus will be issued a pocket folder with the applications inside.  It is the operators' responsibility to make sure applications are on the bus at the beginning of the route.  Additional applications will be available from the Dispatcher.  Operators will turn in any completed applications each day to the Dispatcher.  The Dispatcher will be responsible for turning the applications over to the Customer Service department each day.

At the beginning of each route, operators will announce  XE "announce" that Voter Registration applications are available on the bus and to call Customer Service for assistance.

Eating, Drinking, Smoking, etc.

Passengers may not eat or smoke on any buses.  Prohibited smoking includes smokeless products. Regarding drinking, while it is preferred that they not drink, passengers may do so on OmniRide vehicles, as has been the practice for many years. Passengers may not drink on OmniLink 
Pets
Other than service animals for customers with disabilities, only very small pets in cages with a secure latch that can be held on the passenger’s lap may be transported.
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Operator Emergency Procedures 

General

Bus operators are required to be proficient with emergency and incident procedures.
Emergencies are unusual major events requiring immediate attention by persons other than the operator XE "operator" .  The following procedures apply to all OmniRide XE "OmniRide"  and OmniLink XE "OmniLink"  emergencies.

Examples include:

29. Collisions between a vehicle XE "vehicles"  and another vehicle, person or object, passenger XE "passenger"  accidents including falls while passengers are entering, occupying or exiting the vehicle.

30. Significant disturbances, deaths, assaults, robberies, or the like.

31. Passenger complaints or injury or property damage or other circumstances likely to result in the filing of an insurance claim.

32. Significant travel incidents such as accidents, major delays, detours, etc. 
Responsibilities at Scene of Accident

1. Every operator is required to carry an accident infor​mation kit containing an accident report, notepaper and courtesy (witness) cards.  The operator will obtain necessary information about the other vehicle and occupants involved in the accident.  

2. The operator shall distribute the courtesy cards among passengers and also persons on the street that may have witnessed the situation. 

3. When police officers are present at the accident scene, it is sufficient to obtain their badge number and district.  The badge number or name of a firefighter, private officer, letter carrier, PRTC or First Transit staff that may be present should be included in the accident report.

4. An operator, after having an accident, should not become involved in an argument or discussion as to the responsibil​ity for the accident.  The operator should keep comments brief and limit them to the particulars of the accident.  Any statements should be provided to police, fire, PRTC or First Transit staff only.  The operator should maintain a professional and calm demeanor toward all parties involved in the accident or incident. 

5. Do not discuss fault or admit guilt to anyone at the accident scene.  The operator should not speculate about vehicle condition as a cause of the accident.  Speak only to PRTC, or First Transit staff or police officer.  The facts of the situation should be provided only.  

6. Should a collision occur with a motorist who is obviously under the influence of drugs or alcohol, the operator should try to detain the other driver until police arrive if the motorist is not injured.  NO FORCIBLE ACTION SHOULD BE TAKEN.  Do not comment about the other driver’s condition except to a police officer.

7. The operator should not leave the accident scene until released by police, PRTC or First Transit staff.  

Operator Responsibilities after the Accident

1. It is extremely important that a full and complete report be made at the office as soon as possible after the accident has occurred, but not later than the end of the employee's shift.

2. A complete report must be made after every accident or incident, however slight, which occurs on or near a PRTC vehicle involving a person, vehicle or object.  In case of a passenger or pedestrian accident, even though the person involved declines to give his or her name or states that he or she is unhurt, the operator must complete a full report.  Reports should also be filed for any disturbance in or outside the vehicle, fighting, nearby major accidents witnessed, damage to prop​erty, and passengers or pedestrians falling from the vehicle while boarding or nearby.

3. A new accident kit with courtesy cards should be picked up at the office after making an accident or incident report.

Court Appearances

1. Notify the Safety and Training Manager immediately about any and all claims, summons to court or official action or inquiry arising from an accident on a PRTC vehicle.

2. Operators must never sign any depositions, statements or documents pertaining to anything, which took place while on duty unless a First Transit official or attorney is present and ap​proves.  Operators cannot be legally compelled by police or any other authority to sign statements or documents. The operator will not assume any obligations or attempt to settle any claims. 
Other Emergency Operating Procedures

Vehicle Fire:
At first indication of fire on the vehicle, proceed as follows:
· Stop the vehicle immediately, SHUT OFF ENGINE, open doors, discharge passengers.

· Ask passengers to de-board in an orderly manner.  Bus operator and passenger safety is the first consideration.

· If possible, use the fire extinguisher located on the vehi​cle.  If fire is extinguished, notify supervisor for further instructions.

· If fire cannot be controlled by fire extinguisher, notify dispatcher immediately giving vehicle location and fire loca​tion on vehicle.  Await assistance and tend to passenger needs. 

·  A written incident report must be filed by operator.

a. In case of any of the above, contact Dispatch immediately. Give exact location and nature of emergency.  The dispatcher XE "dispatch"  will provide guidance and ask for other details to provide the appropriate assistance.

b. The “Emergency” number in the radio phonebook (#47) shall only be used to contact dispatch in an emergency when unable to contact dispatch through the regular channel, unless otherwise instructed by dispatch.

c. If unable to contact Dispatch or Supervisor, call 9-1-1 or ask a passenger XE "passenger"  to call 9-1-1.  While the two-way radio XE "radio"  is not set up as a cell phone, it can be used to call 9-1-1.

d. Protect the Scene – If the operator is not incapacitated, the operator should ensure the safety of all passengers.  The operator will assist in evacuation of the bus if possible and the placement of safety devices.  The operator is to remain calm at all times.  Dispatch is to be notified immediately.  The operator will provide as much information as possible when contacting Dispatch.

Provide Information:

Be able to provide the following information when asked:
1. Exact location of vehicle including the road, nearest intersection or exit, and direction of travel;

2. Nature of emergency; that is, accident, medical, or police assistance (e.g., assault).

3. For accidents, provide the following information when asked:

i. Number of vehicles involved

ii. Number of passengers on board

iii. Number of apparent injuries

4. For injuries or medical emergencies, be able to provide:

a. Number of injuries

b. Information on each injured person:

· Gender and approximate age

· Whether the person is conscious or unconscious

· Whether the person is a passenger or non-passenger

c. Do not transmit any further medical/injury information unless requested by Dispatch.

d. In case of an accident or incident involving personal injury on a vehicle, a pedestrian, or a passenger in another vehicle, the operator should first aid the injured person or persons.  Call the Dispatcher/Supervisor or ask someone else to do so.

5. Report to Dispatch the time that the following public emergency services and staff arrive on the scene:

a.
Fire Department

b.
Rescue Squad/Ambulance

c.
Police Department

d.
Street Supervisor

6.  Report to Dispatch the time that the Supervisor and/or police department approve the bus to return to service.  Dispatch may reroute the bus to get the run back on schedule.

Natural Disaster

In the event of impending danger due to possible natural disaster (tornado, hurricane, earthquake, etc.), dispatchers will:
1. Direct operators on the road that they and their customers should exit the vehicle and seek shelter in a ditch, in the basement of a nearby building, or in the safest possible place given the situation.  

2. Continue monitoring local weather reports and will consult with management to determine when personnel and vehicles can return to a normal operating mode.  

3. Ask operators to report whether vehicles have sustained any damage from wind or windblown debris and, if so, ensure they are inspected and repaired by maintenance staff before operating again.

Other Emergency Operations

In the event of an emergency, major incident, disaster, or other unusual situations such as a detour, operators may be given additional instructions that temporarily supersede the Standard Operating Procedures.  These instructions will come from PRTC XE "PRTC"  staff, Dispatch, or First Transit staff in consultation with PRTC.  Instructions from other authorities shall be confirmed with Dispatch.  

1. Honor flag stops XE "flag stops"  on detours XE "detours"  – Because situations often arise that require detour routing without advance notice (such as during protests or public events in Washington, DC), operators will allow customers to board and alight the bus at safe locations while operating along a detour route.  
· Note that when establishing a detour, management will attempt to serve as many regular bus stops as possible and minimize the distance the detour route is from the normal route of travel.
2. Virginia Railway Express Assistance

PRTC often serves as the coordinator of alternative bus service for the Virginia Railway Express in the event of breakdowns, accidents, and major service disruptions.  When such problems occur, PRTC must act quickly to deploy buses XE "buses"  and, if necessary, call on other bus companies to assist.  Operators are expected to provide their full cooperation in order to provide the best response possible in situations where plans must be developed “on-the-fly” in response to the particular problem.

Actions to Take When Security Status Level is Heightened

When the Department of Homeland Security issues an alert through the National Terrorism Advisory System (NTAS) that there is a credible threat, designated as either elevated or imminent, that applies to the PRTC service area or otherwise has the potential for impact to the safety and security of employees and passengers, transit center employees will implement the following security procedures:

Bus operators

· Thoroughly examine the entire bus interior, including overhead racks, as part of normal pre- and post-trip inspections. 

· Check, then lock, all compartment doors, including MCI luggage compartments.

· Remain vigilant at all times.

· Remind customers to be alert  - if they see something suspicious, say something to an operator or local law enforcement.

Maintenance

· Inspect interior for suspicious packages when each bus returns to the garage.

· Check, then lock, all compartment doors, including MCI luggage compartments and engine bay, during the normal servicing process.

· Close and lock all gates and doors not required to be open to support the operation.

· Inventory the bus fleet at the completion of service lane operations.

All employees

· Wear official I.D. badges at all times.

· Keep gates and doors closed and locked at all times.  Report any unsecured doors or gates to a supervisor or manager.

· Mark all personal packages, knapsacks, athletic bags, etc. and keep them in your possession – do not leave them unattended or unlocked at any time.

Security Guard

· Walk or drive around the entire facility at least once every hour.  

In addition to these mandatory measures, PRTC may also implement the following:
· Hire an additional security guard to watch the bus gate and yard during the hours when there is not presently a guard on duty.
· Require the on-duty security guard pay to particular attention to the gate area via cameras and both increase and randomize patrols of the property. 
· Request from the Prince William County Police department that they increase regular patrols of PRTC property and the vicinity. 
Suspicious/dangerous persons and packages
OmniLink and any other bus with an MDT – If, in the best judgment of the operator, there is a suspicious person or person with a suspicious package aboard the bus or a person who appears to be of danger to the operator or passengers, operators should immediately call dispatch using the covert alarm.  Dispatch will respond by calling the bus with the following code phrase:

“Have you seen Mr. Black’s umbrella?” 

(In other words, is there really an emergency or possible emergency on your bus?).

If the operator responds “yes” or does not respond at all, it will be treated as an emergency and the police will be called. The bus should be driven as slowly as possible without raising suspicion until intercepted by police. Follow police direction.

OmniRide – If, in the best judgment of the operator, there is a suspicious person or person with a suspicious package or a person who appears to be of danger to the operator or passengers aboard the bus, OmniRide operators should call dispatch and state the following phrase:

“Mr. Black left his umbrella on the bus.” 

(In other words, there is an emergency or possible emergency on my bus).

Dispatch will respond “10-4” and the police will be called.

After reporting the problem, the bus should be driven as slowly as possible without raising suspicion until intercepted by police. Follow police direction.

All services - In case of a suspicious package is left on board the bus and no passenger claims the package, the operator should:

1. Call Dispatch (if Dispatch can’t be reached, call 9-1-1). 

2. Drive to a safe location away from traffic and other congestion if possible. 

3. De-board passengers and move them away from the bus until the situation is cleared by police.

Suspicious persons include, but are not limited to individuals who are:

· wearing heavy clothing out of season

· very nervous

· perspiring when climate conditions are not hot

· carrying a package or wearing a backpack

· not a regular passenger

Suspicious items include, but are not limited to packages:

· with visible wires or batteries

· that are leaking unknown fluid

· that have an unusual smell

· that are left on bus by departing passenger
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