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Operator Manual
This manual was designed to provide you, the Operator, with a comprehensive handbook to enhance your knowledge, level of skill, passenger sensitivity and to provide awareness of essential safety procedures. 

This manual is to be used by all staff of ___________________transit. It is to be used in conjunction with all other transit policies and any other departmental policies, guidelines and procedures. Failure to adhere to procedures may result in disciplinary action. 

Whenever a situation arises that is not covered by this manual or a supervisor (or transit service representative, in the absence of a supervisor) cannot be contacted, operators must exercise their best judgment in deciding the safest and wisest course to follow. Operators should discuss their decision with a supervisor at their earliest possible convenience. 

Section 1
Introduction
You as a professional

These rules of conduct are not designed to restrict employee rights, but rather to define them and thus protect the rights of all. Operators are the front-line customer service representatives for the transit company. The public’s opinion of the transit system as a whole is based largely upon its opinion of the operators. This manual and the policies identified in the following pages are designed to guide and assist operators in fulfilling their responsibilities. 

Professional operators are defined as an individual:

· Specially trained for a job

· Required to have special skills

· Provides a valuable service

· Required to meet licensing standards

· Provide a high performance level
Driver’s General Duties
As a motor vehicle operator, your job is a very responsible one. You are required to handle many tasks including, but not limited to:

· Operate the vehicle in a safe manner

· Remain aware of all that is happening around you in traffic, on sidewalks and in your vehicle

· Provide assistance to riders

· Be attentive to specials needs of riders and potential emergencies

· DO all of this in a pleasant, courteous manner ALL of the time.
Effective Communication
Effective Communication is a major factor in the job of a professional operator:

· Speak clearly, calmly and with respect

· Answer questions politely and completely

· Remain polite
· You are in the forefront of the transportation industry and perform an important role as a representative of your agency

Section 2
Quick Guide

Responsibilities and General Requirements/Regulations
As a professional operator you have responsibilities, requirements/regulations you must abide by, but whenever a situation arises that is not covered by this manual, radio or call supervisor for further instructions:

· It is your responsibility to maintain all licensing and/or physical requirements of your position. See Policies & Procedures Manual page 27.
· Any changes in employee information such as address, phone number, or any information affecting health insurance must be immediately reported to a designated staff member.  See your supervisor for proper reporting procedures.
· See your supervisor to restock items in the Personal Protection/Spill Kit as needed.
· Operators may be required to attend training sessions or other classes related to your employment as in Section 8 of this Operators Manual.
· Operators are responsible for completing Pre/Post Trip inspections.  See Policies & Procedures Manual page 126.
· Always check the inside of your vehicle each day upon returning to the transportation garage or parking area.

· Operators are also required to collect the correct fare from every passenger.  If a passenger refuses to pay the fare after being asked, the operator should notify a supervisor.  See Policies and Procedures Manual page 77.
Beginning Your Work Day 
As a transit operator, there are also responsibilities that are required of you as you begin each work day.

· As your department’s policy dictates, punch your own personal time card or whatever appropriate action you are instructed to do in order for your agency to keep track of your hours worked.

· Every bus used in revenue service must be cleaned inside and out, including the sweeping and washing of floors, wheels and windows.  See Policies & Procedures Manual page 133.
· Review your work assignment sheet and address any immediate questions or problems with routing or scheduling of your assignments with Dispatch. 

Driver Conduct in the Vehicle

Professional drivers are expected to abide by simple rules in regards to their conduct in the transit vehicle.  See Policies & Procedures Manual page 33.
· At no time shall any type of alcohol, medication containing alcohol or a controlled dangerous substance be permitted on the vehicle.
· Seat belts must be worn at all times when operating a vehicle.

· Ensure the safety and security of the vehicle.  Whenever you leave the vehicle, day or night always make sure the vehicle is; parked in a safe location with parking brake engaged, windows are closed, lights are off, radio is off, keys are removed from the ignition switch and the doors are locked.  NO NOT leave keys in the vehicle.

· DO NOT park vehicles in front of garage doors or in any area blocking other vehicles.

· Drivers are responsible for ensuring that valid vehicle registration and insurance cards are in the vehicle as well as any other required signs or notices to passengers.
· A bus or van in revenue operation must never be left unattended.
Section 3     Customer Service
Conduct with Customers

As transit operators, you must always conduct yourself as a professional when dealing with customers.

· The main goal of a professional operator is to provide passengers with safe and dependable service: Remember, safety first, schedule second.  Be concerned for the convenience and safety of all passengers.
· Drivers must convey a helpful and professional attitude toward passengers and also provide service that makes passengers want to ride again.

· You as a professional must always use respectful language and tone of voice.  Do not swear or call names, avoid sarcasm.

· Never embarrass anyone.  Quietly, and respectfully, discuss the problem or issue with the goal of helping to resolve it.  Remember your riders are people too.
Customer Assistance

Along with professional conduct towards customers it is equally important that the operator provides outstanding assistance to each and every passenger.  See Policies & Procedures Manual page 102.
· Help passengers to understand how to use the bus service.  Give out accurate information and thoroughly explain whatever customer information materials are available.  Take time to understand passenger questions and make sure passengers understand your answers.
· Know the route.  Keep up-to-date on landmarks, hotels, places of interest, major businesses, streets, connecting or intersecting bus routes, locations of street numbers on route, and intersecting streets.
· NEVER pass anyone up.  If in doubt whether the person is waiting for the bus, stop and ask.

· All customer information is strictly confidential.
· Notify dispatch immediately if you encounter an unsafe situation for yourself or the customer.

· Often, the customer requires assistance.  DO NOT touch a customer unless first asking if they require assistance and asking them the manner in which they would like your assistance.  Typically this would be by offering the customer your arm.
Prohibited Passenger Conduct

Operators are responsible for enforcing passenger rules that are designed for passenger safety, comfort, and convenience of all passengers and drivers.

· Smoking or using tobacco products is prohibited on vehicles.

· Passengers must pay proper fares.

· Federal regulations prohibit the operation of any bus with passengers standing in front of the standee line.
· Flammable or hazardous materials (e.g. batteries, gasoline cans) are not permitted on the bus at any time.  See Policies & Procedures Manual page 109.
· Firearms or other weapons are not permitted on the bus at any time.  See Policies & Procedures Manual page 109.
· No inappropriate or offensive behavior toward the operator or other passengers will be permitted.

· Passengers must refrain from excessive noise, moving around the vehicle while in motion, throwing objects, fighting and sticking head or arms out the windows.

· Passengers may take ordinary hand baggage, and small packages or articles that can be carried without inconvenience to other passengers, inside the vehicle.  However, such articles shall not be permitted to remain where they will interfere with the entrance, exit, or the free use of the aisle or mechanisms of the vehicle.  See Policies & Procedures Manual page 110.
Most situations of enforcing passenger rules can be handled with a firm, polite request.  If this fails and the situation warrants action, the operator should:
· Politely inform the passenger that his/her behavior is an infraction of the system’s rules and ask the person to stop immediately.

· If the passenger persists, quietly tell the passenger to leave the vehicle. 

· Never use physical force in attempting to remove or detain a passenger, if the passenger refuses to leave, notify the supervisor and ask for help.  Wait at the specified location for the police or supervisor to come and remove the passenger. (Always abide by the system’s policy and procedures.)  See Policies & Procedures Manual page 60.
Section 4
Transit Service

Service Animals
Service animals are used to assist persons with disabilities including those with visual impairments, hearing impairments, mobility impairments, epilepsy, arthritis, and other physical disabilities.  Service animals provide assistance in a number of ways.  They may be taught to retrieve dropped items, pick-up papers, pull their partner’s wheelchair and carry items.  See Policies & Procedures Manual page 114.
· No identification of being a service animal is required however, you may ask if the animal is a service animal and if the customer advises that it is and the animal is under the control of the handler and properly harnessed you must welcome them aboard.
· Service animals should sit or lie on the floor.  Animals should not occupy a passenger seat.
· Service animals should not block the aisle or exits.
· In most cases a service animal should not be permitted to use the lift (because of safety concerns, their tails, paws, heads, or equipment may catch in the lift mechanism, causing severe injury to the animal.  An exception might be a standee using the lift.

· Keep in mind that control of the service animal is the responsibility of the animals’ handler.  If an incident occurs the driver must notify dispatch at once and complete a written incident report.

Service animals are socialized and trained to interact appropriately with other animals and people.  However, it is possible that a service animal could be provoked and become aggressive.  Therefore, according to the Department of Justice:

You may exclude any animal, including a service animal, from your vehicle when the animal’s behavior poses a direct threat to the health or safety of others.  You may not make assumptions about a particular animal based on your past experiences with other animals.  Each situation must be considered individually.

Wheelchair procedures
You as a professional driver are required to transport passengers in wheelchairs on all vehicles that meet or exceed ADA requirements.  You are required to operate wheelchair equipment and assist wheelchair customers on and off the vehicle.  Training regarding safe wheelchair transport and securement procedures should be provided.  Drivers should not operate the lift or transport a wheelchair customer without proper training.  See Policies & Procedures Manual page 106.
· All operators should be familiar with the manual operation of the wheelchair lift in case of mechanical failure.

· Report any wheelchair safety issues to a supervisor.

· Always inform the customer of your intent to move the wheelchair before doing so.  A wheelchair in considered an extension of the person’s body.
· The wheelchair lift is to be operated from a standing position on level ground and vehicle operators are NOT to ride the lift with a wheelchair customer.

· Place the wheelchair onto the lift with the customer facing outward by backing the wheelchair onto the lift.  Use the armrests of the wheelchair to do this. Remind customer to keep arms, hands, and elbows in and feet on the footrest.
· Customers may be boarded forward facing – by their request only.  This is a dangerous practice and you must inform the customer of the dangers.  Use caution.

· Inside vehicles wheelchairs should be secured in a forward facing position.

· All wheelchair securement straps must be secured and the customer must be secured with all securement belts.

· All straps must be a matching set and the proper straps for the type of securement for which the vehicle is equipped.  In other words do not mix and match straps. (ex. Q-Straint, Sure-Lok).
· Wheelchair customers may transfer to a seat if they can do so independently or with limited assistance from the driver.  The transfer must be executed in a safe manner with the wheel chair as close to the seat as possible.  Remember, once the person transfers, they must be able to get up from the seat and back into the chair independently or with limited assistance.

· All wheelchairs must be secured even if a customer transfers to a seat.
Section 5
Emergency Procedures

Emergency Procedures

The four basic procedures for handling accidents and emergencies are: 1) Keep calm. 

2) Protect yourself, your riders, and the vehicle. 3) Contact dispatch. 4) Document all pertinent information and complete required reports.  See Policies & Procedures Manual pages 42 and 129.
· In the event of a serious threat, assault or passenger illness, the operator’s first responsibility is to get help while safeguarding the passengers.
·  The operator should use the radio to call for help and continue on his/her route if able to do so.  If the operator cannot continue on the route due to threat, illness or injury, he/she should stop the vehicle in a safe location and secure the vehicle. Use the radio to call for help and stand by for direction and/or assistance.
· Be prepared to relay all pertinent information to Dispatch such as the nature of the emergency, customer name, and vehicle location.

· Do not transport the customer to a medical facility, if immediate attention is required wait for dispatch to request ambulance and for them to arrive at vehicle location.

· If an operator is harassed or if passengers create a nuisance for others, it should be reported immediately to a supervisor.  The operator should follow the instructions of the supervisor.

· If as a driver you are injured or become ill on the job, you must notify a supervisor immediately.

Breakdowns

Should a vehicle act erratically, a breakdown is suspected, or a breakdown occurs:
· If you are able to move the vehicle, drive it to a safe location and radio dispatch.  Dispatch will assist you in resolving the problem, such as calling for a replacement vehicle, a mechanic or a tow truck.

· Be prepared to describe to dispatch the exact problem you are having with the vehicle so they will be able to assess the situation.

· If possible, turn wheel toward the curb and set parking brake.  Activate the flashing hazard lights and place reflective safety triangles on the roadway, at the proper intervals and location.  See Policies & Procedures Manual page 55.
· The operator must ensure that passengers are kept as safe as possible.  Passengers may be moved into an appropriate location if the disabled vehicle is in a high accident area, if there is a threat of fire or if cold or hot weather endangers passengers.  Removing passengers is not favored unless they will be safer than staying in the vehicle.  See Policies & Procedures Manual pages 42 and 129.
Section 6
Vehicle

Vehicle Operation and Road Safety

This is intended as a guide for vehicle operational procedures and road safety.  Above all else, an operator must use a COMMON SENSE approach when handling any situation.  An operator should always call his/her supervisor when in doubt about the proper action.  See Policies & Procedures Manual page 46.
· Transportation drivers must remain alert and attentive at all times.  Do not allow conversations with riders to distract you.
· It is the operator’s responsibility to know and observe all traffic laws.

· Drivers must maintain a safe following distance of the vehicle in front of them to ensure a safe stopping distance.

· Give adequate warning when slowing down or stopping.  Pull over as far to the right as possible when stopping, put vehicle in park and set the parking brake. Always use 4-way flashers when loading or discharging riders.

· Extreme caution must be used in inclement weather such as snow, ice, sleet, rain or fog.  Smoke can also lower your sight distance.  Be aware of limited sight distances and always use headlights in these situations.
· Preventable accidents include: Backing accidents, Intersection accidents, Pedestrian accidents, Rear-end collisions, Traffic lane encroachment accidents, Accidents resulting from mechanical conditions, Accidents with parked vehicles, Collisions with stationary objects, Unattended vehicle accidents, Adverse weather condition accidents and Passenger activity causing an accident

· More than 1 out of 3 of all accidents occurs at intersections.  Traffic signals, signs and the “rules of the road” regulate intersections.  Be aware of other vehicles, pedestrians, bicycles and use caution.  Be prepared to yield at any time.

· Four-way stops can be dangerous and require you to follow the “rules of the road”.  The vehicle arriving first has the right –of- way.  If two vehicles arrive at the same time the vehicle to the right has the right-of-way.  Remember not all motorists adhere to these rules so professional drivers must always be prepared to yield or stop suddenly to avoid a collision.
· Backing up is always dangerous.  Avoid backing up at all times if possible.  If you have to back up you must: circle your vehicle and look for obstacles, use a spotter whenever possible, use mirrors to judge the distance and the clearance, always back slowly and if the vehicle is not equipped with a back-up beeper, tap the horn.
Vehicle Inspection Report
Before driving each day the most important step a transit operator must perform is the pre-trip inspection of the vehicle.  A proper pre-trip will expose defects and better ensure the safety of the driver and the passengers.  A proper pre-trip inspection can prevent breakdowns, accidents, save time and costly repairs.  See Policies & Procedures Manual page 126.
· Pre-trip your assigned vehicle in a logical and sequential manner using the agencies “Pre-trip inspection sheet”.  If you discover new damage to a vehicle during your pre-trip inspection, bring it to the attention of the mechanic and/or supervisor before starting your day.

· Properly adjusted mirrors enable you to see more clearly around the vehicle, reducing blind spots. 

· Operators driving a lift equipped bus or van must cycle the lift before leaving the garage or parking area to ensure it is in working order.  If the lift is not working properly you must contact the mechanic or your supervisor if there is no on site mechanic.
· Post-trip inspections should also be performed after each shift.
Care and Maintenance of the Vehicle

Effective maintenance is an integral part of any transportation program.  Drivers are responsible for the care and minor maintenance of the vehicle to ensure safe and proper use of vehicles.  Drivers should have a general knowledge of the mechanical operation of their vehicles so they may be able to identify basic mechanical troubles when their vehicle becomes disabled.  See Policies & Procedures Manual page 125.
· Drivers should always clear vehicles of ice and snow to enable them to see out of all windows and ensure the safety of the passengers.

· Drivers should operate the bus with regard for the preservation of the vehicle.

· Drivers should test their brakes in the first block when leaving the garage or parking area and never ride or pump the brakes.

· Drivers should always use extreme caution when driving on wet, slippery streets, as well as when driving over rough streets, streets under construction and through low water areas to prevent damage to the vehicle or injury to the passengers.

· Drivers should avoid rubbing tires on curbs, running up over curbs, or running over objects in the street that might damage the tires and /or underside of the vehicle.
· Drivers should also yield the right-of-way to pedestrians crossing the street regardless of whether it is a marked crosswalk or in the center of the block where there is not a crosswalk.
Section 7
Reports and Required Paperwork

Accident Reporting

All accidents/collisions with another vehicle or stationary object must immediately be reported to dispatch so that the proper authorities can be contacted.  Inform them of your exact location.  See Policies & Procedures Manual page 46.
♦     Keep calm, you are the person who must make rational and informed decisions.  

       Pause for a moment: take a deep breath: take control.

♦    Ask the customers if they require medical attention and relay this information 

       to dispatch so that an ambulance can be dispatched if needed.

♦     Keep all riders on the vehicle unless potential dangerous conditions warrant their            
       removal.  Safety of the riders is of the utmost importance and must be considered   
       first. 
♦     Along with an accurate description of the accident note any names, addresses, 
       telephone numbers of riders on board the vehicle because they are witnesses.
♦     Fill out documentation that is required by the agency in case of an accident in a 
       timely manner and turn into supervisor as agency policy dictates.
Miscellaneous Reports

Drivers are often required to complete other paperwork in accordance with company policies, such as incident reports, driver manifest reports, and vacation request forms. All reporting or required paperwork should be completed accurately and in a timely manner as stated in company policies.  See Policies & Procedures Manual page 46.
♦     Examples of incident reports are: wheelchair with no leg rests, customer injury on
       or off the vehicle, customer possible injury on or off the vehicle, unsafe pick-up or
       drop-off area, rudeness by customer or any other issue disrupting the “normal flow
      of work assignments”.
♦     A driver manifest is a department document used for recording important 
       information regarding customer status, driver time and mileage.  Information
       relating to the customer, such as customer address, a difference in location or a 
       correction in address may be noted on the manifest.  No shows for riders should also

       be noted on the driver manifest so a count can be kept. Proper completion of the
       driver’s manifest is an important component in accurate record keeping.
♦     Driver’s may also be required to fill out vacation request forms, these as all others
       should be done in accordance with company policy.
♦     Driver injury reports should also be turned in to a supervisor immediately.

Section 8
Addition Policies and Procedures
Driver Appearance and Uniform Requirements

Drivers are sometimes expected to wear uniforms while on duty.  See Policies & Procedures Manual pages 23 and 25.
♦     Follow department regulations for proper dress code.  Operators are expected to 

       maintain a neat and well groomed appearance at all times while on duty.

♦     All attire must be clean and in good condition. (No patches or holes.)

♦     No open toed or backless shoes.

♦     Shoes must be sturdy and have non-skid soles.

Employee Work Hours
Due to the nature of the transportation business a variety of work shifts and hours are often required by agencies each day to accommodate passenger trips.

♦     Notification in changes of scheduled work hours should be given as soon as             practical, according to agency policy.

♦     It is most generally the driver’s responsibility to check schedules for work hours.

Radio Operating Procedures

Two-way radios should be checked each morning for proper working order.  This should be done with your pre-trip inspections.  Any malfunction of the radio should be reported to dispatch or a supervisor prior to the start of a work day.  See Policies & Procedures Manual page 136.
♦     Before transmitting, THINK.  Know what you want to say. Transmit brief, concise

       and accurate messages.

♦     Do not use the radio for personal conversations.

♦     Never discuss complaints via the radio, the physical or mental status of any 

       passenger, any criticism of customers, other drivers, or directives given by dispatch
       or supervisors
♦     If it is apparent that the two-way radio is not working properly at any time during

       your shift, notify dispatch by telephone or any means possible
Cell Phone Use

All cell phone use while operating a transportation vehicle should be in accordance with company policies and regulations.  These policies are to deter any distraction to the driver.  See Policies & Procedures Manual page 39.
♦    Personal cell phones should not be used while operating an agency vehicle.  This
      would also include hands free cell phones, portable radios and tape players.

♦    In the event that the transportation system uses cell phones as means of 

      communication to dispatch, the same rules would apply as for radio procedures.
Required Trainings
All drivers are required to attend training classes to familiarize them with their job as a transportation operator. See Policies & Procedures Manual page 69.
♦     Bloodborne Pathogens, ADA requirements, First Aid and CPR, Vehicle Evacuation, 

       Lift Procedures and Wheelchair Securement, Defensive Driving Course, On 

       Road Drivers Training, Substance Abuse Training and Pre-trip Inspection Report 
       Training. 
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