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THE TRAINING STAFF
WELCOMES YOU ABOARD!

You are about to begin a five-week journey through the ATC Tempe Operator Training Class. This journey will consist of fun times, hard work, meeting new people, having new experiences, sharing with others and questions and answers. While this journey can be very intense at times, and maybe even a little overwhelming, there will be many times when you will feel very satisfied and proud of your progress.

We are in the ‘people business’, and the mission of the Training Team is to ensure quality and professional people within the transit industry by developing and providing learning opportunities. We are all very dedicated to our mission. Our customers deserve the best service we can give them . . . and we will give them the BEST!
During the training program there will be intensive training in all aspects of your new career. The next five weeks will include:

· Learning the routes, the routing and the streets of Tempe.

· Important points of interest locations, such as schools, hospitals, malls and other local attractions often visited by our customers.

· Instruction in the ‘tools of the trade’, operating the bus safely, fares, VMS radio, head sign and transfers.

· Special courses in Customer Relations and the Americans with Disabilities Act.
· Plus, we will assist those who need to get their CDL.

The training hours will vary. Some days may begin at 6am; some days may start at 2pm. And again, some days you may be ‘split’, as an example, working 4 hours in the morning from 6am – 10am then you will be off until you will return to work at 2 pm and work until 6pm. This is the nature of the job of a professional bus operator. You may expect a rigorous and an ever-changing schedule during the training program.

You will be trained as professionals, by professionals. Our expectation from you is exactly that. You will dress and act as professionals at all times. The ‘uniform’ for trainees is a drivers shirt (supplied) and dark pants or shorts, socks, black shoes with closed toe and closed heel. Un-acceptable dress includes blue jeans, baseball caps, and T-shirts. 
Remember: You ARE ATC Tempe, and each of you represents the company and the Training Team.

There will be written quizzes on the different items and materials taught. It is your responsibility to study the material and be prepared for training each day. The quizzes will be scored and you must maintain a 75% average in order to complete the program successfully. There will also be a final written test with a minimum score of 80% is expected. Studying at home is the only way you will be able to learn and retain the massive amount of new information, which will be presented to you over the next several weeks.

We know this sounds like it is difficult . . . and it is. The Training Team will do all we can to prepare you for your new career. When you are done, you will be an integral member of 
a rapidly growing team of professionals that proudly serves Tempe and the Valley of the Sun safely.
As a Training Team we are here to assist you. If that means we need to elaborate on a subject, we will. If it means we need to meet with you on an individual basis, we will do that as well. We strongly encourage you to ask questions so that you are sure the information you are learning is correct.

Anytime you need extra assistance or just need to talk with one of us; we will be there to support your efforts to succeed. It is very important that you feel comfortable and that you take advantage of this opportunity. 
If we cannot see you immediately, please leave a message on voice mail so we can get back to you as soon as we are available to do so. (480)966-1207 ext 230

ABOUT THIS TRAINING MANUAL

This Training Manual has been designed for your use both as a Trainee and later as an ATC Tempe Operator. Feel free to write in it and keep it with you at all times during the Training program. This manual will serve as an aid and a guide for you while you are in training.

It is your responsibility to read this manual and know the information it contains.
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All quizzes and evaluations will be based upon this manual and the other materials you will receive in the course of training. This is your basic text during your training period and a great source of reference upon completion of training.

All the pertinent information and data has been compiled and place in sections. Each section is divided so that you may find information easily now and refer to it quickly in the future as an Operator.

It is more than wise to familiarize yourself with the company’s policies and regulations. Those guidelines will also provide a great form of assistance during your tenure as a trainee and throughout your career as a professional Operator.

There is a big difference between a BUS DRIVER and a BUS OPERATOR.
At ATC Tempe we will train you to be a BUS OPERATOR.
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An OPERATOR is a person who does it all and more to always get the job done in all areas of bus operations.

An OPERATOR is ‘Customer Oriented’ and moves people in a safe and courteous manner
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A DRIVER is a person who thinks only of the bus and does as little as possible – barely enough to ‘get by’ – and he or she doesn’t always get the job done.

A DRIVER is ‘Bus and self-oriented’

You will have a choice of being an OPERATOR or a DRIVER.

The path you choose will affect all you do while being employed with ATC Tempe

What makes a good ATC Tempe bus OPERATOR?

A Good Operator . . .

· Shows respect for other operators, customers, supervisors and the VMS radio operators.

· Knows company policies and regulations and follows them regardless of personal feelings.

· Carries schedules, courtesy cards, paddle, driver’s license, DOT card, company ID card, accurate time piece and a pen.

· Checks the bulletin boards DAILY, and keeps his or her watch accurately set for ATC Tempe time.
· Always checks (and waits) for transferring customers coming from other bus routes.

· Never tailgates, looks at both doors before closing and while closing them, checks all mirrors, inside and outside, before pulling away from a stop, checks controls and gauges regularly and always watches for customers and pedestrians who might run in front of the bus.

· Consults with the Relief Operator mentioning any and all problems, detours and other oddities 
· on the route or with the bus found during his or her shift.

· Knows his or her equipment, customers, routes, connecting routes and all landmarks on the route.

· Comes to work with a great attitude, and allows enough time for any unforeseen road or traffic emergencies.

· Has the ability to cope with stress, customers, traffic, management and other bus operators.

· Must be levelheaded, easygoing to a point and have the ability to use ordinary common sense.

· Is a person who is able to handle frustrations? 
· Knows the responsibility towards the customers, other operators and themselves and accepts the responsibility by knowing the limits, of the bus and of themselves.
· Realizes that no matter how long one operates a bus there is always something out there to be learned from the people and the traffic. There are always bad habits to loose and good habits to be gained.

· Can be comfortable operating a bus, as long as he or she does not allow themselves to become complacent or inattentive permitting ‘mistakes’ to happen.

· Realizes that driving buses are more than ‘just a job’, a good operator must enjoy operating a large piece of equipment, dealing with a diverse population and all the challenges associated with each aspect of operating a bus.

STATEMENT OF COMMITTMENT
THE CUSTOMER!
The success of ATC Tempe, like any business, is dependant upon our ability to satisfy our customers. Good judgment and our organization’s policies dictate that safety and the customer must come first!
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We have adopted the following statement of commitment toward our customers:

· In all divisions of the agency, it must be remembered that safety is our FIRST concern.
· Our customers’ concerns MUST be approached with respect and courtesy at all times.

· Our dedication to them, THE CUSTOMER, determines the future of transit in Tempe.

WHAT IS A CUSTOMER?

A customer is THE most important person in this organization, on the bus, in person, by mail and/or on the phone.

A customer IS bringing us his or her needs; it is our job to handle them in a way that is profitable to the customer and to our organization.

A customer IS a person who makes it possible to pay our wages.

The customer is NOT:

· Dependant on us, we are dependent on the customer!

· An interruption of our work, the customer is the REASON for it!

· A cold statistic, he or she is a flesh and blood human being with feelings and emotions like our own.

· Someone neither to disagree with nor to match wits with, nobody EVER won an argument with a customer!

Try to put yourself in the customers’ place, think about their problem. Talk to them in a friendly, helpful, respectful way – in the spirit of good service. Ask yourself if the conversation would satisfy YOU, if you were in the customers’ place.

Would YOU ride YOUR bus again?

In questionable situations . . . try to give the customer every benefit of the doubt possible.

YOU AND THE COMMUNITY

ATC Tempe is an essential member of the Valley Metro Transit System. We provide the majority of the service necessary to safely move large numbers of people into businesses and industrial centers as well as providing transportation to the many recreational facilities throughout the Valley of the Sun.

Valley Metro is also used by many school children, from elementary through high school and college age students as well. The students depend on the public transportation we provide to get them to and from school.

In meeting the ever-changing needs of our community ATC Tempe is constantly seeking ways to improve our service through the extension of our routes, purchasing the latest, most modern equipment and the changing of bus routes in order to provide fast, efficient service to our customers.

Alternative fuel vehicles are included in our commitment to our community and the environment. We are continually striving to clean the air through the use of high-grade fuels, finely tuned engines and the use of alternative fuels. With more and more people riding the bus, there are fewer cars on the 
roadways, which also helps lessen the amount of air pollution.

It is our OBLIGATION to provide the community with well-trained, safe, competent and courteous operators. Every possible effort is made to ensure that our operators are a credit to both our organization and to the community. Our customers look to us for operators who have expert driving and customer relations abilities. The ATC Tempe training department is committed to providing the community with the type of operator they expect, through the utilization of the most advanced training methods and materials available.

When we perform a public service, we should bear in mind that we are obligated to:

· Provide the community with the very best and safest service possible.

· Help business by providing good, safe economical customer transportation.

· Meet the needs of industrial and residential developments in our community.

· Relieve traffic congestion by moving large numbers of people, rather than many single-occupant cars that clog our highways and pollute the air.

YOU are the person who meets and greets the customers. YOU are the front-line customer relations representative for ATC Tempe. The impression YOU give and leave with the customers will be a lasting one………..Make it a good one! 

YOU are an integral part of our company. YOU are the person who sees the customers, talks to them and performs a service for them. It is up to YOU to make each and every customer feel that they are the most important person riding with you. AND THEY ARE! The customers are the most important part of our business. Without them, there would be no need for a transit industry. They are not required to ride the bus. There are other forms of transportation available to them. They are doing us a favor by taking advantage of the service we provide.
Perhaps it is wise to keep the ‘Golden Rule’ in mind:

OUR CUSTOMERS ARE TO BE TREATED AS I WANT TO BE TREATED – WITH COURTESY AND RESPECT

‘DO’S AND DON’T’S’ WHILE IN TRAINING

DO:
Make good use of any waiting time while on the property.

DO:
Sit next to someone different each day in the classroom. This provides you with the opportunity to get to know the other members of your class.

DO: Sit near your Instructor whenever possible while on the bus.

DO:
Consult with a member of the Training Team if there is a conflict with an Instructor.

DO:
Ask questions of the Instructors whenever there is doubt and/or confusion.

DO: Drive whenever requested to do so by your Instructor.

DO:
Seek information from the Trainers and supervisors if the information you are given differs from what you were taught in training. These people will do their best to get the correct answer to your question.

DO:
Take notes during your training and read the manuals. Ride buses during your free time in order to gain better knowledge of the routes. 

DO:
Be on time every day.

DON’T: Argue with the Instructors. They are here to teach and to help you succeed. 
DON’T: Carry ANY concealed weapons. This is a violation of company policy.

DON’T: Litter or throw cigarette butts just anywhere, there are trashcans in the classroom and throughout the property.

DON’T: Take excessive time off from training, if you miss even one hour you could miss some very important information.

ATTENDANCE Policy for Student Operators during training including the 90 day probationary period

Prompt, dependable attendance is an absolute necessity while you are employed with ATC Tempe. Our entire system operates on a schedule, which requires employees to be at work daily and to be consistently on time.

While you are involved in the ATC Tempe Operator training program, prompt, dependable attendance is crucial. Every day of the training period is vitally important in your preparation to become a professional coach operator. For these reasons, missing time or being late (miss-outs) for training cannot and will not be tolerated.

Article 16 in the Operators C.B.A—Definition of Miss out “A miss out is the failure of the operator/trainee to report for duty at the assigned place and at the scheduled time. Dispatch allows for 1 minute after the scheduled report time. It is suggested that you report at least twenty (20) minutes before the scheduled check-in time to avoid a possible miss-out. Allow plenty of time to get to work. Traffic and unforeseen situations, which may cause you to be ‘cutting it close’, can and often do occur. 

Article 16 in the Operators C.B.A.— Definition of  No show, No call
“No show, No call are unexcused absences from scheduled work where the employee fails to call within 1 hour after the scheduled report time. “  A No show, No call means the company was given no advanced warning of the impending missed assignment.

If you are ill, and cannot come in for your scheduled shift or during training, you must call the Dispatcher only at least an hour before check-in time. 480-966-1207 ext 224. This is the same policy as listed in the ATC Tempe Operator’s Manual. 
Every trainee is obligated to be present for training on time each and every day that training is in session. Requests for time off will be considered and/or granted in emergency situations only.

While in the Operator Training Program, each trainee will be subject to the following policies:

First Absence or Miss-Out will result in all of the following:

· Counseling with the Instructor reporting the absence or miss-out to the office of Training Manager

· Absence or miss-out will be recorded in the attendance file.

· Final warning given.

Second Absence or Miss-out will result in all of the following:

· Counseling with the Training Manager absence or miss-out will be recorded in the attendance file.

· Disqualification from the Training Program. (Depending on circumstances)

Trainees are not expected to be late or absent during the training program unless there are extenuating circumstances. The Training Department will release, at the discretion of the department, any trainee who accumulates TWO (2) Miss-outs during the training program.
Absences during the route training portion of the training course must be made up before the trainee can successfully complete the ATC Tempe Training Program.

The Trainee must attend all of the classroom instruction.

Failure to call or to report for work on or before the beginning or your work shift during the training period will be considered, as previously defined as a no show, no call which will result in disciplinary action up to and including termination. 
OPERATOR TRAINEE EVALUATION DURING TRAINING

Evaluations will be completed on each Trainee at various phases of the training program. These evaluations will be used to determine whether the Trainee is ready to be graduated, or should be disqualified. These forms will cover the following areas:

PUNCTUALITY
Being late twice (unexcused) will result in termination.

APPEARANCE
Appropriate dress, neatness, cleanliness and grooming.

ATTITUDE
Willingness to learn and follow company rules, 
policies and procedures of the current labor contract.
PARTICIPATION
Takes part in class discussions and asks questions 
whenever an item is not understood.
ASSIGNMENTS
Completes all written assignments during class to the 
satisfaction of the Instructors

ATTENDANCE
Any lost time during the route training segment

(miss-outs) will have to be made up to the

satisfaction of the Training Department, whether 
excused or not. More than one unexcused loss of 
time may result in disqualification from the Training 
Program.

DRIVING ABILITY

Using the techniques taught in the Defensive Driving 
Classes and continued improvement in on the road 
bus operation.

ACCIDENT RECORD
One (1) preventable accident during the ATC Tempe 
Training program will result in immediate 
disqualification.

ATC TEMPE MISSION
ATC provides passenger transportation services that exceed the expectations of our customers, employees, and other stakeholders.

VALUES

· Practice ‘SAFETY FIRST’ – to create a safe environment for our passengers, your fellow employees, and the general public

· Build relationships with our customers to exceed their expectations

· Build trust through respect, effective communication, and empowerment

· Do what we say we are going to do with honor and integrity

· Work collaboratively, enabling our employees to grow as individuals and within the organization

· Pursue excellence and quality by encouraging resourcefulness, initiative and courage

· Sustain a reasonable rate of return 
VISION

To be the recognized leader in public transit – adding to the quality of life of our customers and employees.

IMPORTANT PHONE
NUMBERS

480-966-1207

This is the main number for ATC Tempe

EXTENSIONS YOU MIGHT NEED:

VMS (if you will be absent)    

 
               233
TRAINING (absence during training)     

230

SCHEDULING     






232

Mike McDade
PAYROLL     







234

Dee Dee Eaton

BENEFITS     







301

Yvon Davis

SENIOR OPERATIONS SUPERVISOR:      231-222

LETTER OF WELCOME

Dear Employee,

On behalf of all the member of National Express group and ATC Transportation Companies, I am glad you are part of our Team.

ATC has been providing services to the transportation industry since 1935, and over the years, has been regarded by industry analysts as the high quality, value added service provider. 

This commitment to excellence in service is evidenced by our strong customer orientation with special emphasis focused on the needs of passengers with disabilities. 

Our mission is to provide the highest quality, safe, reliable, and courteous transportation service that optimizes value to our customers and exceeds their expectations. 

We are committed to investing in and developing integrated mass passenger transport systems for the future, and exploiting the significant opportunities for growth, which exists in the public transport market. These companies together allow us to serve our customers and to responsibly pursue new ones. 

This growth, based upon superior service, will provide opportunities for all of us. Our success depends on our employees, whether performing as individuals or working together. We are committed to maintaining and encouraging an environment of challenge and opportunity.

I hope you find your experience here to be satisfying and rewarding.

John Luddon

General Manager

ATC Tempe
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Your training is broken into three parts:

· Classroom

· Behind-the-wheel

· Route training

You will spend one week in the classroom, ten days behind-the-wheel, and at least seven more days in route training. During the Revenue Training portion of the training course you will check in at dispatch every day. 

During the classroom you will have approx. ½ hour for lunch each day. During the behind-the-wheel training you will need to bring lunch and water (drink) for each day since lunch will be on the road. 

During your route training you will be driving an actual route with a trainer, so you will need to bring everything you need on the road.

You will need to bring your classroom book with you everyday of the classroom and route training. It contains the information we will be covering during the classroom portion. You will need to bring pen and paper to each day of class as well. 

You will need to study the brake test and the pre-trip for your third party testing. Even though we cover 

both the brake test and pre-trip daily, you will need to study them on your own time as well.

You must have your license (permit) and your current DOT medical card on you every day. This will be true even after training, since your license is not valid without your DOT medical card. The trainers will be checking for your credentials every day.

Once you begin Revenue Training you will be assigned a different trainer and  route daily. You will be given a schedule for a week in advance. This is to give you as much exposure to the different routes we have in Tempe as possible. 

The trainers will be there to assist you as you drive the route for the day. They will also discuss with you any areas you need to work on. This is the time to polish your driving skills, customer relations skills and all the other things operators do on a daily basis. 

CLASSROOM TRAINING SCHEDULE

0700 am – 1500 pm

Approx. ½ hour lunch

DAY 1

Orientation

New Hire Paperwork

Introduction to Staff

Cell phones/smoking

Attendance

Restrooms



Handbook

DOT Drug and Alcohol

Sexual Harassment

Bloodborne Pathogens

MSDS

DAY 2

Defensive Driving

DAY 3 

Customer Relations

ADA Training

Disability Awareness
Boarding and using bus

With mobility aid
DAY 4

Emergency Procedures

Accidents/Incidents

Bus Security

Bus Book

Fares/Fare Boxes

10-Codes

Head signs

Paddles

DAY 5

Visit from Union

Review

Final Exam
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DAY 6
L & R Turns

Straight-line backing

Reverse Serpentine

DAY 7
Parallel Parking

Alley dock
Extreme serpentine

DAY 8
Pre/Post Trip

Brake Test

Route Training
DAY 9
Pre/Post Trip

Brake Test

Route Training

DAY 10
Pre/Post Trip

Brake Test

Route Training
DAY 11
Pre/Post Trip

Brake Test

Route Training
Day 12
Third Party Pre-Trip 

Drive Routes

Day 13
Third Party Skills yard and Road Test

Drive Routes
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REVENUE TRAINING
Each day will be different for each Trainee. You will be assigned a different route and Trainer each day. The hours will vary as will days off. You will be given as close to 40 hours for the week as possible.

You will be expected to drive the route for the entire shift. Be prepared to use the VMS radio, fare box, head sign codes and make all announcements for that route. You will be expected to have good route and time management for that route by the end of the day. You will also learn relief procedures and fueling procedures. Remember that SAFETY is FIRST.
When you are given your schedule for the following week, the run and block number for the route you are driving is included. Obtain the paddle from dispatch for that run and study it over night. Make any notations you feel you may need on the paddle. Go thru the turn sheets and your notes. You will be evaluated each day on your driving, appearance and attitude and your trainer will review the evaluation with you. 

You must check in and out with dispatch. DO NOT BE LATE. Most trainers are early so you might get in the habit of being early too. Bring your lunch and a water bottle, juice or other soft drink for the day.

THE HISTORY OF THE COMMERCIAL DRIVERS LICENSE

In years gone by to operate any commercial vehicle all that was needed was termed a ‘chauffeurs’ license issued in the state of your residence.

There were very little national or even state-to-state controls on these licenses. As some drivers accumulated a large number of moving violations (tickets) and license suspensions in different states throughout the country it became commonplace for the driver to simply go to the state ‘next door’ and acquire another license from that state and continue driving. During those years there were often many, many drivers rolling along our highways with two, three, even four (or more) different driver’s licenses from different states. This practice became so widespread that the Federal Government decided to step in to bring some uniformity to the commercial drivers licensing system.
In the late 1980’s a nationwide system was instituted. Using the technology available, state-to-state computer communication, a national licensing system and standardization of the testing process the Federal Government began the current Commercial Drivers License program. 
Under this system only the best will drive . . . and they will do it with ONE license, issued by your resident state. 
Yet, the Federal Government will continually monitor all commercial drivers testing and licensing.

As an ATC Tempe Operator, you are required by the Federal Department of Transportation and the State of Arizona to have a current Commercial Drivers License. You are required to have this license in your possession whenever you are operating any vehicle.

Federal law states that you must also have your DOT medical certification card at all times. The law states that CDL candidates must pass a complete physical including a drug and alcohol screening. Random drug and alcohol tests will also be part of this requirement.

ATC Tempe requires that along with those two items you must carry your Employee Identification Card. 

ATC Tempe strictly follows the Federal guidelines as they pertain to the pre-employment, post accident, probable cause and random drug and alcohol testing program.

The final portion of the Commercial Drivers License testing system is broken into three distinct sections:

· VEHICLE PRE-TRIP INSPECTION

· BASIC VEHICLE CONTROL SKILLS

· ON-THE-ROAD EXAMINATION

The CDL candidate must pass ALL THREE of these tests to qualify for their CDL. These are separate tests, but they are all taken at the same time . . . as a group

Now, let’s take a closer look at the three different tests.

What follows is a brief description of the three parts of the CDL driving tests. There are explanation sheets and diagrams included in this section to assist you with your preparations prior to taking your CDL test.

ALWAYS THINK SAFETY FIRST!
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You will have to demonstrate your ability to pre-trip the vital components of your vehicle, such as: the ENGINE COMPARTMENT, the INTERIOR and EXTERIOR of the vehicle and you will have to perform the SEVEN STEP BRAKE TEST. 

These things will ensure that all of the safety and operational parts of the vehicle are in good, functional working order.

BASIC VEHICLE CONTROL SKILLS

After completing the pre-trip inspection you will continue with the test by demonstrating your ability to maneuver the vehicle in a controlled situation, on what is termed a CDL Skills Lot. You will be asked to maneuver you vehicle through a series of exercises designed to test your basic ability to back, turn and park the vehicle in the safest manner possible.

ON-THE-ROAD DRIVING TEST

Upon successfully completing the BASIC VEHICLE CONTROL SKILLS portion of the test, you will then be taken out onto a certified road course thru the City of Tempe to demonstrate your ability to safely and professionally operate the vehicle under actual traffic situations. 

BASIC VEHICLE SKILLS CONTROL TEST

Your Basic Control Skills will be tested with the following four exercises:

Straight Line Backing

· Step #1: Drive Through and Stop

· Step #2: Back through, keeping the mirrors inside the base of the cones.

Alley Dock

· Step #1: Starting from a 45 degree angle, back the coach into an “alley” putting the rear bumper inside the target area.

Parallel Parking (Conventional):

Backwards Serpentine

(Both of these will be explained while at the skills yard)

SKILLS YARD BOUNDRY ENCROACHMENTS AND PULL-UPS
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Boundary Encroachment: crossing and/or passing over a boundary marker, a line or a cone, with any portion of the vehicle . . . including the vehicle mirrors.
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Pull Ups: changing the direction of the vehicle to get a better angle.
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The Examiner will score the number of ENCROACHMENTS and/or the number of PULL UPS for each exercise during the course of the Basic Skills Test.

Official instruction and errors will be explained to you prior to the beginning of each exercise.
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The maximum number of points allowed for the Basic Skill Test is 12.
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Should you accumulate 12 points during the Basic Skills Test you will not be permitted to continue with the final portion of the test, the Road Test.

You will be asked to secure the coach and tap the horn when you have completed the exercise.

ON-THE-ROAD DRIVING TEST
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After you have successfully completed the BASIC VEHICLE CONTROL SKILLS test the examiner will give you instructions regarding the next part of your CDL examination . . . the ON-THE-ROAD test.

This is a brief list of the guidelines and the abilities you are going to be scored on during the ON-THE-ROAD portion of the test.

Please study these guidelines and practice them while you are driving with your Trainers during the course of the training program, prior to the CDL test.

Should you have any questions and/or concerns please DO NOT HESITATE to ask one of the Trainers for assistance.

During the ON-THE-ROAD test you may be asked to demonstrate or ‘simulate’ a particular situation, for example: UP/DOWN GRADES or STOPPING/STARTING ON A GRADE. The reason for these ‘simulations’ is because in the Greater Phoenix area there are no long, steep hills. It is necessary for the examiner to test your knowledge of the necessary procedures should you be confronted with such a situation while you are operating your vehicle on our nation’s roadways. You will be asked 

to EXPLAIN to the examiner what you would do in the ‘simulated’ situation Talk to the examiner and tell him everything you would do.

We have supplied you with this information in the Training Manual so everyone has an equal opportunity to study the material and ask questions before you have to take the CDL test. Note: ATC Tempe’s policy regarding the 3rd Party CDL Test—If the Operator Trainee fails any 1 of the 3 parts to this test, the Trainee will be excused from the Training Program.

CDL tests will be given at about the 12th day of the training program in an effort to allow you sufficient study time and adequate resources to prepare for the test.   

BEST OF LUCK!

REMEMBER . . .  There are NO DUM QUESTIONS. . . except the ones you don’t ask. If you have ANY concerns or questions . . .

Please. . .Do not hesitate to ask for assistance.

COMMERCIAL DRIVERS LICENSE PRE-TRIP INSPECTION

The reason to do a Pre-trip is very simple: You, the Operator need to know that the coach you are taking is safe and in good working order.

As you approach your vehicle CHECK to see if there are any leaks, tools or mechanics under the bus. Is the coach sitting level? (possible air bag problem)

Enter the coach and turn it on to night run (two clicks to the right)

Turn on all switches that can be turned on including:

· High beams

· Strobe

· Four way flashers

· Fast idle

Exit the coach and go to the front of the bus

From the top to the Bottom check:

· The strobe light

· Clearance lights

· Head sign

· Windshield

· Wiper blades (include washer hoses)

· Bike rack 

· Bumper

· Flasher lenses

· Reflectors

Go to the street side of the bus and begin checking: (use the W sweep) Think of the coach as a flat wall and anything protruding from that “wall”, inspect including the following--

· Clearance lights

· Driver’s window

· Fuse box

· Battery box
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Check the tires and include:

Shroud must be secure and mud flaps must be at least 2” but no more than 8” off the ground

ICD refers to the top of the tire--

I – Inflation

C – Condition






D – Depth of tread

ABC refers to the side walls of the tire--

A – Abrasions

B – Bubbles






C – Cuts

Inflation should be at 110#

Condition of the tread

Depth of tread is 4/32” for front tires (NO recaps allowed) 2/32” for rear tires.

There must be a space between the duals. Make sure the duals are level. Recaps are ok. 

· Check the lug nuts (tight)

· Hub oil seal (no leaks)

· Rim (no cracks or welds)

Check:

· Side of coach for dents, dings, scratches, and decals

· Reflectors

· Clearance lights

Check:

· Radiator grate (clear of shrubs, paper, plastic or other debris)

· Open the coolant door 

· Check the sight glass for green anti freeze fluid (you might have to shake the bus) 

· Open the engine compartment

Name the seven parts of the engine area for the 3rd party test

· Check hoses (exhaust and coolant)

· Gauges (temperature and oil pressure)

· Leaks

Now turn off engine with the kill switch

Inspect:

· Water pump and condition of belt

· Alternator and condition of belt

· Serpentine belt (actual alternator/water pump belt)

· Engine oil dipstick

· Power steering pump (gear driven)

· Air compressor (gear driven)

Check: (use W sweep) (remember the “wall”)

· Clearance lights

· Taillights

· Back-up lights

· License plate light

· Bumper (be sure it is level)

· Retarder light         

Check the right side of the coach using the W sweep for the same things as on the left side. Be sure to include the rear door (secure), fuel area for excessive frost(indicates leak) make sure the dust cover is in place. Be sure the hub meter is secure on the right rear wheel.

Interior Check:

· Floor tread for peeling and tears

· All seats for rips, cuts, graffiti, secure

· Handrails are secure

· Emergency roof hatch (operational)

· One emergency window on each side of coach

· Chime

· Modesty panels

· Operate wheel chair ramp

· Check kneeler lights both inside and outside are on

Driver compartment check:

· Insurance papers

· Registration

· Minimum 3 (three) reflective triangles

· Fire extinguisher (needle in the green and pin is secure)

· Operate seat belt

· Test the Amerex system and power to video camera

Next sit in the seat with the seat belt ON. Look from left to right and name all the dials, switches and gauges on the console to the left and the dashboard. Be sure to mention the gearshift selector and heater/defroster. The steering wheel should have no more than 2”-4” of play from the center. Check the tilt and telescopic ability of the steering wheel. Check the horn. Check the turn signal buttons on the floor and the high beam button.

AIR BRAKE TEST

· Make sure the engine is on, and fast idle, ramp enable switches are in the off position and make sure that the back door is not activated or open..

· Start pumping the service brake until the pressure drops to 80 psi for the cut-in test.

· Turn the fast idle switch on and see if the pressure builds from 85 psi to 100 psi in 45 seconds.

· If it does, continue building pressure and wait for the pressure relief valve to open, usually between 110 psi and 130 psi for the cut out test.

· Turn off engine

· 1st Static test: brake on, fast idle switch off – just sit. The pressure should not drop more than 2 psi in 1 minute.

· 2nd Static test: brake off (you may need to chock front tire) The pressure should not drop more than 2 psi in 1 minute.

· 3rd Static test: Applied pressure. Step on the service brake firmly and hold for 1 minute. The pressure should not drop more than 3 psi in 1 minute.

· Turn ignition switch to the on position only: make sure that the fast idle switch is still off. Pump the service brake until the low air pressure warning light stays on. This normally7 happens between 60 psi and 80 psi. (On the road, when you hear and see this warning, pull your coach over before it stops!)

· Keep pumping the service brake until the pop out occurs. This should happen between 20 psi and 40 psi. This pressure reading is taken with the red needle.

· Start the engine and turn the fast idle switch on. Wait until you have at least 60 psi. Cover your service brake and have parking brake on. Put the coach in gear, fast idle switch off and give it a little gas. You are testing the parking brake to make sure it will hold the bus.

· Cover service brake and open rear door to engage the interlock system. Release the parking brake. Interlock should hold the bus. In fact you should not ‘have a pedal’.

· The rolling test: Cover service brake, close rear door, clear your mirrors and make sure that moving the coach is safe to do, let coach roll forward about 3-5 mph and step firmly on service brake to see if coach pulls to one side or the other.  (if it does brakes are not aligned)
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FARES FOR THE VALLEY METRO SYSTEM
FLASH – Neighborhood Flash, Flash Forward and Flash Back are all free. 

Children under age 6 are not charged a fare for local or express when accompanied by a responsible, fare-paying adult. 

Valley Metro employees with a current ID badge
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Operation's Manager Notifcation

This notification is to inform you that we have received customer
complaints and have passed them on to dispatch for operator’s response. I
have listed the Operator’s response form information at the bottom for
your awareness. Thank you.
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Acceptable forms of Identification

· Valley Metro Reduced Fare Certification care, Medicare card, valid Arizona Drivers License, Arizona Non-Drivers ID, and school ID with picture and date of birth

· Persons with a medically certified disability must have a Valley Metro Reduced Fare Certification card or Medicare card

· Valley Metro Reduced Fare Certification cards cost $2.50

· Proper ID or proof of disability must be presented when purchasing a Valley Metro Reduced Fare Certification Card

TRANSFERS
Transfers are valid for sixty (60) minutes from the end of the line. Ninety minutes (90) on Saturday and Sunday. (there is a 20 minute “window” with each transfer, please honor this)
Transfers are only issued at the time when the fare is paid

Transfers are not given for other transfers unless directed to do so by a supervisor

Transfers cannot be used by anyone other than the person to whom it was first issued.

When accepting transfers:

· The time must be valid

· The date must be valid
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 VMS Introduction

[image: image27.wmf]VMS (Vehicle Management System) is installed on all Valley Metro Transit buses. This system enables dispatch to monitor the on-time-performance, position of the bus in the city and communication from the Operator to and from Dispatch.

The system involves GPS (Global Positioning System) to track the buses. The program installed actually knows when the route is being run early or late. 

Communication with this system is mostly done thru text messages. In the menu, an Operator can find many different text messages to be used for a wide variety of situations. It is suggested that the Operator use the text messaging first before using the hand held phone.

To use the phone with this system, push 1 of 2 buttons. The RTT (Request To Talk) is to signal dispatch that you need to speak to them. The PRTT (Priority Request To Talk) is for emergencies.

The system has an EA (Emergency Alarm) to the left of the Operator on the console, to be activated in case of an emergency (Life Threatening Events). Several things happen when activating this part of the system. When activated, the system goes into emergency mode in the bus and at dispatch. In dispatch there are 2 monitor screens for each station. When activated 1 monitor shows the route, run and the Operator name of only that particular bus that has activated this EA. The other monitor screen shows a map of the area from which the EA came from and the exact location of the bus.

On the bus, when the EA is activated it enables a covert microphone. Dispatch can listen to what is happening on the bus without speaking to the Operator. When this microphone is on, all information is recorded to a hard disk of the computer to be used later to document the event.

You will have hands on experience in operating this system from your instructors behind the wheel and in revenue training.

What are “TEXT MESSAGES”?

· Text Messages are pre-programmed messages, “canned messages”, that the operators, Supervisors and anyone who drives a transit vehicle should use to communicate to the Operations Control Center, (OCC)… the radio room.

· The system stores “generic” messages that the user can access and send without actual voice conversation. Such basic messages as: “Farebox Jammed”, “Accident, vehicle not involved”, 
· “ECM light”, or even “Unruly Customer”. Everything from mechanical problems to ramp failure are at the finger tips.

· The OCC, (Operations Control Center) will reply using a text message as well. Possibly telling the user to park in a safe location until assistance arrives or explaining that someone will meet them at the end of the line. 

· Text messages are quicker and require less unnecessary conversation between the parties. They are precise and to the point.  Response time is much quicker as well.

Special Note:

Voice communication is available for those situations when there is not a text message covering that particular problem or incident. In accordance with current ADA policies and procedures, announcements are to be made to passengers informing them of transfer points, major intersections and landmarks.   The City of Tempe believes these announcements benefit all passengers, not only the disabled.   Quality assurance personnel are assigned statistically to ride random trips each month, and among other items, to report if these announcements are being made properly. Beginning in early 2005, automatic voice “annunciators” were activated in the Valley Metro fleet to assist the operator in this duty.  Any device is subject to failure and / malfunction.  If an annunciator is malfunctioning on a transit vehicle, it shall be the responsibility of the operator to override the automatic equipment and make verbal announcements as was done prior to the equipment being installed. The use of the public address system causes the automatic annunciator to go to mute mode thereby allowing the operator’s voice to be the only sound transmitted on the public address system.

When necessary to override the annunciator system the operator shall:

· Monitor the announcements in route and determine if the information being announced is accurate and complete.

· If the information is incomplete the operator shall use the public address system to correct any errors or omissions.

· Document on the Daily Vehicle Report (DVR) the location of the error and a description of the error.

· Be prepared to repeat the above procedures for the entire route as necessary.  

THINK TEXT!

Programmable Voice Messages
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Radio 10 Codes
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These Radio 10 Codes are the most common used by ATC Tempe. You will need to get to know them well. Some are already listed in the text menus of the VMS System. 

10-33 All call emergency situation

(STAY OFF THE AIR WAVES)

10-87 Accident-no injuries-bus not involved

10-88 Accident-injuries-bus not involved

10-89 Accident-no ijuries-bus is involved

10-90 Accident-injuries- bus is involved

10-91 Supervisor requested

COURTESY STOPS

Valley Metro and the City of Tempe condone, allow and encourage ‘Courtesy Stops’ under the following conditions:

‘Courtesy stops’ are only allowed for passenger deboarding. They are permitted for boarding on Route 62, which allows for ‘Flag stops’.

‘Courtesy stops’ are allowed at near side locations opposite of far side stops.

If a passenger requests either verbally or with the use of the bell, a near side stop at a far side stop intersection, you are encouraged to accommodate providing said stop can be made safely. If this cannot be made safely, please explain to the passenger the concern for safety. If you have any questions please contact a Supervisor or Trainer.

In the cities of Scottsdale and Mesa, it is illegal to stop for passengers at other than a bus stop. 

DEFINITIONS
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This is a list of some of the terms and phrases you will hear during the training program. If you do not know, or do not understand, what a term or phrase means . . . please don’t hesitate to ask any Trainer for help.

Scan:  

Effectively looking at the Big Picture for hazards.

Big Picture:

A space about 2-6 blocks in front of, one block on each side of and the space in back of your bus, which you are always ‘searching’ for hazards.

NOTE:  Part of the Big Picture is the INSIDE of the bus too.

Hazard: 

Anything that comes into, or could come into the Safety Zone that might be a danger to you, your bus or your passengers.

Safety Zone:

The area around and inside the bus you should be searching for hazards.

Cover the Brake:

Putting your foot on the brake pedal, without pushing on the brakes, to cut down the time it takes to apply the brakes, if necessary.

Blind Spot:

Any place you cannot see from the driver’s seat or in the mirrors.

Reference Point:

A ‘point’ or place YOU use to start your turn. There is another reference point you use to stop at the curb for bus stops.

Pivot Point:

The point where the bus turns. The pivot point on a bus is at the middle of the drive axle of the bus.

Protect the ‘right’:

Keeping the bus in the lane with no more than 3 or 4-foot space between the bus and any possible hazards on the right side, but not so large a space to allow another vehicle to pass you on the right . . . between you and the curb. 

The Zone: (at bus stops)

The space 60 feet before and 60 feet after the bus stop ‘sign’. This space should be used to put the bus AND the doors in the SAFEST place for boarding and deboarding passengers.

Bus Bay:

A cut out in the curb where a bus stop (zone) is located.

Overhang:

The FRONT body portion of the bus between the front bumper and the front tires. The overhang can pass over a curb or other object………………..

ONLY IF NEEDED.

Tail Swing:

The rear body portion of the bus between the rear bumper and the rear tires. The tail swing will travel or swing as much as 18 to 30 inches farther right or left when making a turn. The tail swing could violate another lane of traffic or strike an object alongside you bus as you turn.

Nearside Stop:

A bus stop located before you enter an intersection.

Far-side Stop:

A bus stop located after you go through an intersection.

Curb side/Door side:

The side of the bus closest to the curb.

Street side/Driver side:

The side of the bus closest to the traffic, or centerlines.

Money lane:

The lane the buses use to pick up people . . . right or curb lane.

Two-way left turn lane:

The middle lane on many roads, having yellow lines, used for left turns into a driveway or other parking area . . . NOT a real left turn lane used to turn left onto other roads.

HOV, High Occupancy Vehicle lane:

This is a lane on some freeways, which is marked with a diamond shape to encourage commuters to car pool, ride the bus or use alternative fuel vehicles. It may be used exclusively by vehicles carrying two or more persons during the rush hours.

Interlining:

This happens when a bus changes into another route at the end of a line. 

Secure the bus:

This is the way you secure the bus. Using these steps:

· Pull the parking brake
· Take the bus out of gear (put the bus in Neutral)
· Turn on the Fast Idle
· Turn flashers on

These steps should be done in reverse order when you move the bus.

Safe location:

A place where a bus may stop without upsetting traffic and without being a ‘hazard’ for the other traffic.

Straddle the lane:

Sometimes you may have to keep the 3 to 4 foot space on the right side of the bus by putting the bus over the painted white lines.

Trip:

Going one way on any route. From one end of the line to the other end of the line.

End of the Line: (Layover)

Where you stop after any trip on any route.

NOTE: There are four things an operator should always do at each end of the line:

· Secure the coach first

· Reset the Head sign/Destination sign

· Reset/change the time on the transfers

· Put the new sequence number in the fare box

· Walk thru the bus looking for lost items or items left on the bus, and pick-up pieces of paper, cups, etc.

Layover/Recovery:

A place where the bus route begins or ends. It is also the place you park the bus before you go the opposite direction. This time is used to catch up on lost time so the bus will be on schedule when starting the next trip.

Mobility Aid:

Any piece of equipment, which assists a person with a disability to have greater mobility.

Multiple Left Turn Lanes:

When there are two lanes to turn from it is important to select the Proper Lane to make your turn, BEFOFE you turn. When there are two lane turning LEFT . . . ATC Tempe operators will select, and turn from the ‘outside left turn lane’

Whenever you turn left, with more than one lane of traffic, you should follow the lane you are in as you turn and search, search, search for possible hazards. Finish the turn in the curb (money) lane.

Be sure to always search for hazards

And

Check the opposite mirror as you turn

Inside Lane:

The lane closest to the center of the road . . . left lane.

Outside Lane:

The lane closest to the curb . . . right lane.

The definitions for ‘inside’ and ‘outside’ lane have been researched with the Arizona Department of Transportation and the Arizona Department of Public Safety.

Consistent and correct information is our goal.
BIKE LANES

Maintain lane position in Nabi’s and Eldorado’s. Drive to the left of your center. This keeps the coach off the white divider line for the bike lane on most streets. Bicyclists have a tendency to ride to the left of their lane, so be very careful and watch them very closely. 

DO NOT TAP YOUR HORN behind a bicylists. This may startle them.

· Keep lines in view with your mirrors

· Before you change lanes make sure there is enough room

· After you have signaled, make sure no one is in your blind spot –  especially a person on a bike

There are a few streets that are narrow and difficult to maintain lane position in a way to stay off the white divider line for the bike lane. 

Examples:  Hardy in Tempe and Broadway in Mesa.

At a right turn make sure you check for bicyclists before setting up for the turn. Let all bicyclists proceed first. 

STAY BEHIND THE BICYCLIST. 

BICYCLISTS HAVE THE RIGHT OF WAY
· Turn on your four ways and make the right turn after the bicyclist has a safe lead ahead of you

· Give the bicyclist as much space as you can

· Never try to “beat” the bicyclists to the bus stop.

You need to check your mirrors:

· For bicyclists and protect their space

· After you have signaled, check that no one has moved into your blind spot

· Once you have started the lane change, double-check that your path is clear

· Use your mirrors as much as possible and keep your eyes moving
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Safe driving is based on your ability to recognize hazards, so you can use your judgment and skill in maneuvering a bus. You will be trained in certain essential driving skills, using both in and out of service buses. The materials in this section of the manual will help you learn the technical aspects of maneuvering a bus. Study them now and refer to them throughout your training and whenever you have a question about bus operation.

Driving your bus is different than driving your car. Your bus:

Gives you a higher point of view, is longer, heavier, has a longer stopping distance and wider turning radius; has slower acceleration; has a larger steering wheel and carries more passengers.

The size of the bus gives you a driving advantage. You have a better view of the road because you are higher up and can see over traffic. Also, other vehicles can see the bus clearly.

DO NOT LET THE SIZE OF THE BUS OVERWHELM YOU OR MAKE YOU OVER CONFIDENT!
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You cannot assume you own the road or can risk tricky maneuvers simply because you have a better view of the road. You cannot allow the size of your bus to make you over confident. At the same time you cannot allow the size of the bus to overwhelm you and make you afraid of driving.

You are responsible for the lives of hundreds of customers each day. Developing good driving habits is essential to your job as a 

PROFESSIONAL OPERATOR

Defensive driving can prevent accidents. The good defensive driver will survey the road, being alert to possible accident situations. Using defensive driving techniques may eliminate the need for last minute swerves and skids.

Defensive driving is being continually alert to possible accident hazards around your bus and taking action to avoid those hazards.

Preventable/Non-preventable Accidents:

If a rock hits your bus, it is not your fault. There is nothing you can do to prevent it from happening. This is a non-preventable accident. You can; however be legally right, but professionally wrong, thereby having a preventable accident.

Three Main Causes of Accidents Are:

· Other drivers or pedestrians, you have very little control over other drivers or pedestrians

· Your vehicle, you can control the condition of your bus by checking it during the pre-trip inspection and reporting any problems

· YOU

The National Safety Council estimates about 90% of motor vehicle accidents are PREVENTABLE.  You cannot control all the factors, which might cause accidents. You CAN control your bus and yourself.

All operators drive defensively to a degree. They do this on the basis of common sense, instance, experience, or from what they have read or been taught by others.

THE MOST IMPORTANT FACTOR IN DEFENSIVE DRIVING IS YOU

YOU POSSESS YOUR OWN DEFENSIVE DRIVING TOOLS:

· Your physical ability to spot a hazard, maneuver the bus away from it and warn others

· Your knowledge of the Safety Zone and how to maintain it

· Your knowledge of the rules of the road

· Your knowledge of the equipment

· Your skills in maneuvering the bus

EMERGENCY MANEUVERS, like slamming on the brakes or swerving are not good defensive driving actions. If you drive defensively, you will be able to identify a hazardous situation and take precautionary steps. A last minute move should not be necessary.

Defensive Drivers:

· Are aware of the bus’s limits and capabilities

· Know their skills and abilities

· Anticipate potential accident situations

· Do not rely on last minute actions to avoid accidents

BE AWARE OF THE BUS’S LIMITS AND CAPABILITIES

· Remember the difference between buses. Brakes, acceleration, deceleration, retarders, size and other factors that will affect the operation of the bus.

· Familiarize yourself with each bus during the pre-trip inspection, before pull out

DEFENSIVE DRIVING TOOLS

Many equipment items on your bus are ‘Defensive Driving Tools’, which you can use to keep the Safety Zone free of hazards.

· THE BRAKES are your most basic defensive driving tool to avoid a hazard

· THE MIRRORS enable you to check vehicles approaching from the rear on either side. Remember there is a blind spot extending in the back of the bus for at least 50 feet

· THE LIGHTS enable you to see better and make your bus more visible to others

· THE TURN SIGNALS inform others of your intentions

· THE ACCELERATOR is sometimes used to avoid a hazard. In most potential accident situations, you should brake rather than accelerate

· THE HORN warns other of your presence. It does not give you the right of way

· THE DEFROSTER, WINDSHIELD WIPERS AND WASHER, provide a clear windshield for good vision

Notes
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THE “SET UP”
Seats adjust to many different positions. Select one, which is best for you, allowing good visibility and comfortable use of equipment. Be sure to adjust the air pressure in the seat properly and comfortably before adjusting your mirrors.

Your instructor will demonstrate the use of all knobs on the seat. Put all the air into the seat cushion then bleed enough air out of the seat so your feet can rest flat on the service brake pedal.

Make sure there is a natural bend at the knee and no pressure under the thigh, which could cause the leg to go to sleep. The knee should be even with or slightly higher than the hip. Adjust the seat cushion and back of seat, including lumbar. Make sure you are sitting in a natural seated position, do not lay back or sit so rigid as to be unsafe. The back of the seat should be angled just enough for comfort. Slide the seat forward until you can place your foot flat on the brake/throttle and to be able to apply enough pressure to start/stop the vehicle. Do not sit so far back as to necessitate stretching to reach the pedals. This practice is unsafe. Being comfortable is important whether you are tall, short, big or small but remember setting the seat for safety is of the utmost importance.

HAND/FOOT POSITION

Hands need to be at approximately the 9 and 3 position as much as possible. Sliding your hand to the 10 and 2 or 8 and 4 position to rest is acceptable.

You should always have two hands on the steering wheel. You entire foot should be on the pedal you are using, not just your toes. Your foot should be straight, not turned sideways with the toe on one pedal and the heel on another.

SETTING THE STEERING WHEEL

Set the distance from the steering wheel by resting your foot on the service brake/throttle. Next make sure you can sit comfortably with your hands at the 9 and 3 positions without your elbows resting on the steering wheel. This again is an unsafe practice.

There should be a natural bend at the elbow, for example an exaggerated L shape. There needs to be space between the steering wheel and all body parts (minimum of 3 inches)

STARTING AND SHIFTING THE BUS

Starting a bus is different from starting a car because a bus has:

· No ignition key

· Equipment which operates on air pressure rather than electricity

Air pressure provides the power for:

· The suspension

· The brakes

· The doors

· The transmission

· In some buses the throttle

If the air pressure is not at or above the minimum level of about 90 #, you will not be able to safely operate any of the above equipment. Most importantly, you may not be able to stop safely.

To start your bus you must do the following:

· Apply the service brake to the floor.

· Turn the ‘ON’ or ‘MASTER’ switch to the night run’ position  (2 clicks to the right)

· Check to see if the transmission is in neutral, and the parking brake is set

· Once the power is turn on to the coach, listen for 3 clicks. 

· Then push the starter button.

· Warm up the engine using the fast idle switch

· Wait for the air pressure gauge to reach the appropriate minimum level.

Do not use full throttle as this can cause excessive wear on the engine parts since oil pressure will not have built up sufficiently to lubricate the engine.

Most buses have buzzers or lights, which stay on until the oil and air pressure, reach their appropriate levels.

SHIFTING

Buses are not equipped with a parking gear. If you plan to stop for more than two minutes, you must put the bus in neutral and apply the parking brake. The transmission will automatically up-shift and downshift when necessary. NEUTRAL is used for starting and periods of waiting for more than two minutes. DRIVE is used for normal driving.

You cannot shift directly from a forward gear to reverse. To shift from forward to reverse you must:

· Stop the bus – pause two seconds

· Shift to NEUTRAL – pause two seconds

· Shift to REVERSE

STEERING AND TURNING

Place your hands on the wheel at the 9 and 3 position. Palms are wrapped around the wheel with thumbs on top. Never hook your thumbs under the wheel

To steer to the left or the right, using the PUSH-PULL method

PUSH-PULL to the left


· Pull the wheel to the left with your left hand

· Push the wheel to the left with your right hand

PUSH-PULL to the right

· Pull the wheel to the right with your right hand

· Push the wheel to the right with your left hand

ACCELERTATING

· Put the service brake pedal to the floor

· Turn off the fast idle

· Release the parking brake 

· Put the transmission in DRIVE

· Take your foot off the brake

· Step slowly on the accelerator, while keeping your foot flat on the pedal

ACCELERTATE SMOOTHLY AND EVENLY

Quick acceleration can cause standing customers to be thrown to the floor very easily, or can make seated customers uncomfortable by throwing them backwards. It also increases the chances of having an accident. It takes a lot to stop these coaches because of their weight. When you are not accelerating, keep your foot resting on the brake.

The proper procedure for driving down an open road is to:

· Accelerate slowly to the desired speed

· Maintain the speed, using the accelerator and brake pedals as little as possible

To drive down a city block, follow this pattern:

· Accelerate smoothly and evenly for the first third of the block

· Maintain speed during the second third of the block

Brake slowly the last third of the block

MIRROR SETUP
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Proper mirror setup is crucial to be able to get the big picture. Your safety depends on it, your passenger’s safety depends on it and the safety of potential passengers depends on it. You need to be able to trust your mirrors. 

In image #1—top mirror should be set to view a portion of the bus, just to have a reference, the lane to your left and about 200ft. behind the bus. The convex mirror (sometimes referred to as “fisheye” mirror) should be adjusted to see your blind spot to the left and along the left side of the bus.

Note: on our buses, the driver’s side mirror is 1 big mirror with a round convex mirror on it. The mirror should be adjusted to see a portion of the bus, just to have a reference, you should be able to see the left rear tire touching the pavement and the lane to your left.

In image #2—the inside rearview mirror should be adjusted to see down the center of the bus, up to the rear deck. Try to include the wheelchair securement area also. The setup will enable you to see any movement by a passenger possibly getting ready to pull the chime or simply walking down the isle way.

In image #3—the top mirror should be adjusted to see a portion of the bus, just to have a reference, the lane to your right and about 200ft. behind the bus. The convex mirror should be adjusted to see a portion of the bus, just to have reference, the lane to your right, the rear dual area and the courtesy lights on both sides of the rear door.

We can not stress enough the importance of adjusting the mirrors properly. Many accident/incidents have happened because of improper mirror setup. Some minor and some very serious. With the proper mirror setup, you will see all that you need to see in order to travel down the road safely and smoothly. Part of the Defensive Driving course here at ATC Tempe involves the “5 Keys of Defensive Driving”.

THE 5 KEYS TO DEFENSIVE DRIVING
#1  Aim High in steering

This involves looking 12 to 15 seconds in front of the bus and scanning all that is in that space up to the front of the bus. Example: driveways, signal lights, pedestrians, dogs, bicycles, children and cross traffic.

#2  Get the big picture
This may be the most important key because it involves all 5 keys at the same time.

#3  Keep your eyes moving
Here you should be looking at a mirror every 5 to 8 seconds. Not only will this help in acquiring the big picture but it will aid in preventing fatigue. Remember: Eye move stimulates thought. 

#4 Leave yourself an out
This involves space cushion driving. Having space and time to react to an event will give you the opportunity to stay away from a hazard if one should present itself. On the next page, we will discuss following distance and braking distance.

#5 Make sure they see you
By using the resources you have on the bus, you can attempt to let others know that the bus where it is in relation to them by using the horn, flashers, signal lights, head lights, strobe light. This key is probably the most difficult to acquire because you can not trust that anyone will acknowledge your signals. As a Professional Coach Operator, you will have the skills to be able to handle all of these situations. Listen to your instructors.

All 5 of these keys have worked very well for countless operators who practice them and they also work very well for just about everything that life has to deal to you.
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FOLLOWING DISTANCE
Following distance is the distance you should drive behind another vehicle to allow for safe stopping distance.

When driving a larger vehicle we recommend the  4 second rule to establish your following distance.

When the vehicle ahead passes a point (telephone pole, sign etc.) You begin counting ‘one thousand one . . . one thousand and two and so on…….

Your bus should not pass the same point before you count to ‘one thousand and four’. If you do, you are following too closely. Let the retarders work for you and DROP BACK.


Remember, when using the four second rule, it is necessary to leave an additional second of following distance for every 10 ft. of vehicle over 40 mph or if anything is out of the ordinary. 

Example: if you are ill, the weather is bad or there is a problem with the bus.

KEEP FOLLOWING DISTANCE IN MIND EVEN WHEN YOU ARE STOPPED BEHIND ANOTHER VEHICLE

· Stop when you can imagine a full sized pick up truck between the front of the bus and the vehicle in front of you. This will give you plenty of space to maneuver around that vehicle if it stalls or breaks down.

· When the vehicle moves forward, allow another 5 feet before you move your bus.

Allow much more following distance for a bicycle, motorcycle, or moped as you do for any other vehicle.

Be aware of the clearance to the sides as well as the front of your bus. It’s ideal to have 3 to 4 ft. from the bus to the curb, but that can not always be achieved.

BRAKING DISTANCE

Brake smoothly, using steady even pressure. Do not fan or stab your brakes. It may cause loss of air pressure. You should not step sharply on the brake pedal, except in a real emergency.

Touch and then press the brake pedal down slowly and smoothly. As the bus reaches the correct speed or comes to a stop, gradually ease up on the brake pedal. 

When you come to a stop, step on the brake pedal firmly to keep the bus from moving.

Braking is more than putting your foot on the brake pedal. You must also consider the time it takes for you to react and touch the brake pedal after you see the need to stop.

STOPPING DISTANCE

Stopping distance is the number of feet it takes the bus to stop after the operator first sees the need to stop.

STOPPING DISTANCE CONSISTS OF PERCEPTION DISTANCE, REACTION DISTANCE, AND BRAKING DISTANCE.

PERCEPTION DISTANCE is the distance your vehicle travels from the time your eyes see a hazard until your brain recognizes it. The perception time for an alert driver is about ¾ of a second. At 55 mph you should travel 60 feet.

REACTION DISTANCE is the distance traveled from the time your brain tells your foot to move from the accelerator until your foot is actually pushing the brake pedal. The average operator has a reaction time of ¾ of a second. This accounts for an additional 60 feet traveled at 55 mph.

BRAKING DISTANCE is the distance it takes the bus to stop once the brakes are applied.

Stopping distance increases dramatically as your speed increases. At 55 mph the stopping distance is about 5 times greater than at 20 mph.

Situations that may cause greater stopping distances:

· Wet roads

· Operator illness or fatigue                      

· Gravel or sand on the road

· A full bus

Rain, gravel, sand or snow creates a slippery layer between the tire and the road surface. Under these conditions, allow two or three times the usual stopping distance.

REMEMBER: YOUR PHYSICAL AND EMOTIONAL CONDITIONS AFFECT STOPPING DISTANCE. YOU MAY BE SLOWER TO REACT WHEN YOU ARE NOT OPERATING AT YOUR BEST.

STOPPING DISTANCE AT A CROSSWALK AND BEHIND OTHER VEHICLES

If you are stopped behind one car at a red light and the car turns right on red it is not necessary for you to move up. If you do move, you need to move very slowly so the person in the vehicle behind you does not think the light turned green and run into your bus. 
BRAKING

Brake smoothly, using steady even pressure. Do not use stab braking! Do not fan or pump the brakes as it will cause the loss of air pressure. You should not step sharply on the brake pedal unless there is a real emergency.

Press the brake pedal down slowly and smoothly. As the bus reaches the correct speed or comes to a stop you should gradually ease up on the brake pedal. Do not raise and lower your leg to brake.

Stay on the throttle longer, when you are driving the NABI bus, as you get closer to the stop move your foot to the brake so the retarder is only applied once. Do not try to beat the retarder or turn it off.

When you are driving your bus you will need to aim for a stopping point, and remember to release 50-60% of the air pressure to take the “jerk” out at the end.

Keep firm pressure on the brake after you come to a complete stop. This will keep the bus from rolling.

Braking is more than putting your foot on the brake pedal. You must also consider the time it takes for you to react and touch the brake pedal after you see the need to stop.

You braking will become smoother if you pick the point you are going to stop. Then stop once, without making an adjustment. This procedure will take practice but is well worth the effort.

Remember, many times there will be cars directly in back of the coach.


CAUTION: AT NO TIME will an operator signal with any gestures to other vehicles or pedestrians to indicate things such as: ‘go ahead’, ‘the way is clear’, ‘stop or don’t go’.

SAFETY ZONE

The Safety Zone is the area around your bus, which you should survey for hazards.

The Safety Zone consists of:

· The area in front of the bus, determined by the proper following distance

· The area on each side of the bus (at least 15 feet)

· The area to the rear of the bus, determined by the proper following distance of the vehicle behind you (there may be several cars behind you in your blind spot)

When a hazard enters your Safety Zone, you risk having an accident. Maintaining following distance allows you to stop safely. Allowing 15 feet on each side provides a margin for safety when pedestrians or vehicles are near the bus. Being aware of the blind spot behind your bus takes into account hazards you might not see to the rear. If a car in front of you is outside the safety zone and brakes suddenly, you will be able to avoid hitting it. If you must brake suddenly, a vehicle behind you, outside of the Safety Zone will be able to avoid hitting your bus. In bad weather, the Safety Zone increases 2 – 3 times in length, both in front and to the back of the bus. This increase depends on the severity of the weather.

Factors affecting the size of the Safety Zone are:

· Speed of the bus

· The speed of the vehicles around you

· The weather

MAINTAINING YOUR SAFETY ZONE requires you to consider alternative actions when hazards arise. At all times:

· Determine potential accidents

· Expect the worst

· Plan a defense

· Act when necessary

SIMPLY KNOWING HOW TO MANEUVER YOUR VEHICLE IS NOT ENOUGH TO PREVENT ACCIDENTS.

WHEN YOU DRIVE DEFENSIVELY, YOU TAKE CONTROL OF THE DRIVING SITUATION.

WHEN YOU DRIVE NON-DEFENSIVELY, YOU DO NOT CONTROL THE DRIVING SITUATION

THE SAFETY ZONE IS THE AREA

AROUND YOUR BUS WHICH YOU

SHOULD BE SURVEYING FOR HAZARDS

At 25 mph in good weather, your safety

Zone will extend 100 feet (2 ½ bus lengths

In front of your bus; at least 25 feet

To the rear, and 15 feet to each side.

Continual head and eye movement is necessary to get the ‘big picture’ and operate the bus safely. Repeat this process regularly. You should be scanning approximately every 5 to 8 seconds.

· Never focus on any mirror or you will lock you focus and lose the big picture.

· The necessity of SCANNING/SEARCHING is to see all hazards as soon as possible.

· Scanning/searching without action is useless – a car approaching may require action.

· Scanning/searching will enable you to see a hazard sooner so you can take action to avoid the hazard.

The safety of the bus in and through the intersection must be the primary focus of the operator on approach, as the bus enters and as the bus proceeds through the intersection.

Any bus stop, nearside or far side, should be the secondary focus. If the bus doesn’t make it through 

the intersection the customers at the bus stop will still be waiting. 

SAFETY FIRST!!!
NOTE:
when the light turns green the operator should count ‘1000-1, 1000-2, 1000-3’ before he/she ever moves the bus. This practice allows the operator to search the intersection for any possible ‘red light runners’ and /or any other ‘unseen’ hazards. Thus, reducing (NOT eliminating) the possibility of a collision.

SEARCH!

ALWAYS . . . LEFT, forward, RIGHT, forward LEFT!

DON’T LET A HAZARD TRAP YOU!

Once you see the hazard you will be able to avoid it by using one of the following methods:

· ADJUST YOUR SPEED, which includes stopping if necessary

· CHANGE DIRECTION, a slight deviation, a lane change 

· [image: image53.wmf]GIVE A SIGNAL, headlights, horn or any combination of the above necessary to dispose of the problem so you eyes may continue to move your vehicle through traffic

INTERSECTIONS!

WHAT YOU DO NOT SEE

CAN HURT YOU

SCANNING AT INTERSECTIONS

· Scan left, forward, right, forward, left as you approach the intersection

· Scan left, forward, right, forward, left as you are going through the intersection

· Scan left, forward, right, forward, left as you exit the intersection

SCAN LEFT FIRST BECAUSE YOU CROSS THE PATH OF THE VEHICLE ON THE LEFT FIRST. A red light running vehicle on the left has the first opportunity to hit your bus.

Remember to look ahead of your vehicle while you are scanning so you know what is in front of your vehicle and further down the road at the next bus stop while you are scanning.

When you are going through the intersection lift your foot off the throttle just enough to allow the retarder to kick in. This will slow the bus down. Hold your foot position so the retarder remains on until you see the intersection is clear, then reapply throttle. Drive thru an intersection at a safer speed.

CALLING STREETS AT INTERSECTIONS

Call streets before entering the intersection so you can have two hands on the wheel when you are going through the intersection. 
Do not distract yourself when you are in an intersection. Streets may be called up to two blocks before the intersection, which will enable the operator to concentrate on the situation at hand. You may call additional streets as you learn your stops.

When you stop at an intersection you should look left, forward, right, forward, left before starting up again. This will prevent false starts and stops and will allow the intersection to clear. You will be able to establish proper following distance and a smoother ride for the passengers.

There are several methods operators can use to develop good defensive driving habits. All four of these formulas can be practiced from the first day of training.

SEE     THINK     DO

*

ANALYZE     COMMIT     EXECUTE

*

IDENTIFY     FORCAST     DECIDE     ACT

*

PERCEPTION     REACTION     BRAKING

These formulas will all produce the same results! Try them all and you will find out even though the words may differ slightly the actions are exactly the same.
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STALE GREEN LIGHTS

When you are approaching an intersection and you did not see the light turn green you should consider the light STALE. Assume the light is ready to change and prepare to stop. There are several ways to tell if a light is stale.

Things to look for:

· Has the pedestrian signal turned from walk to don’t walk?

· Is the flow of traffic moving and well paced? A fresh green light is usually indicated by a slower flow of traffic.

· Is cross traffic at the light building up?
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How far back were you when the light turned green?

U-Turns
This maneuver is not permitted under any circumstances except if a police officer or supervisor directs you to do this.  This is very dangerous to do. Adherance to this policy is a must.
LEFT TURNS AT INTERSECTIONS

When you are setting up for a left turn, at an intersection with a narrow left turn lane, you will need to get your left dual on the first yellow line in order to fit completely in the turn lane. This procedure is called HUGGING the left.

When the light turns green you can proceed out in the intersection, approximately halfway, if you are the first vehicle. You must have enough room to get ¾ of your bus into the intersection, if you are the second vehicle. Do not move into the intersection if the space is not available. You should never proceed into the intersection if you are the 2nd or 3rd vehicle.

If there is another vehicle in the intersection turning left in front of you, you will need to allow room for them to turn. 

MANEUVERING AT INTERSECTIONS

Intersections are the most dangerous point on your route. You are dealing with cross-traffic and traffic that is turning. There are signals and signs to be obeyed. Many pedestrians and cars do not obey them, making your professionalism really come out.

The National Safety Council reports one-third of all accidents happen at intersections. The figure is even higher – 40% for urban accidents.

Intersections are regulated by:

· A stop in one direction

· A four-way stop

· Traffic lights

· Yield signs

Rules for passing through the intersections:

· Slow down ahead of time

· Cover the brake

· Look for signs of danger

· Obey traffic lights and signs

· Check pedestrian and vehicular traffic and other dangers before entering

· Check for cross-traffic and transfers

· Stop or yield if necessary

· Do not call streets while in the intersection

BE ALERT TO TRAFFIC LIGHTS AND SIGNS WELL IN ADVANCE
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· Check first to the left

· Then check to the right

· Check to the left again

· Check forward

· Proceed with caution

Repeat this process approaching, entering and exiting an intersection.

AT FOUR-WAY STOPS

· The vehicle which stops at the intersection first goes first

· The vehicle to the right goes next

· Be prepared to yield your the right-of-way to vehicles which go out of turn

· You are the professional coach operator
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Here are some guidelines you can use when you are waiting at a traffic light to make a turn:

Remain behind the crosswalk until you can safely enter the intersection far enough to make your turn

If your vehicle is not ‘in the intersection’ waiting to turn when the light turns red . . . DO NOT TURN! You are running a red light if move forward to make the turn.

If there are already two (or more) vehicles ‘in the intersection’ waiting to turn when the light turns red . . . DO NOT TURN!

“What is ‘in the intersection’?” you ask . . .

LOTS AND LOTS OF DANGERS

The decision is up to you to:

BRAKE and STOP or to ‘beat the RED light’ and get the ticket or worse.

SAFETY FIRST

BRAKE on yellow . . . STOP on red!
DEFENSIVE DRIVING AT INTERSECTIONS
Intersections are particularly dangerous because:

· More hazards exist, such as cars running red traffic lights

· You may meet more than one hazard at an intersection. A car may run a traffic light at the same time, as a pedestrian, steps out in the street without looking

CAUTION: At no time will an operator signal with any gestures to other vehicles or pedestrians to indicate things such as: ‘go ahead’, ‘the way is clear’, ‘stop’, or ‘don’t go’.

THE DEFENSIVE DRIVER ASSUMES THE WORST WILL HAPPEN AND PREPARES FOR THE WORST

Avoiding Accidents at Intersections

· SLOW DOWN WHEN APPROACHING INTERSECTIONS WITH TRAFFIC CONTROLS. Anticipate when the green light will change to yellow, then red. Check your side mirror for cars following too closely.

· NEVER ASSUME OTHER DRIVERS WILL STOP AT STOP SIGNS AND YIELD YOU THE RIGHT OF WAY. Anticipate other drivers will be careless. Slow down or brake when entering the intersection, if you have any doubts you can enter and go through safely. Foot should be covering the brake (never be under power through a major intersection)

· MAINTAIN YOUR SAFETY ZONE WHEN STOPPED AT A STOP SIGN OR TRAFFIC LIGHT. Stop 10 feet behind another vehicle at intersections. If the vehicle ahead stalls, you can then pull around it. Wait and add another 5 feet to the following distance before pulling out after the vehicle ahead. (look left, right, left and straight ahead while waiting to move)

Always establish following distance before pulling out after a vehicle. Survey the area around the bus and look for possible hazards. Do not assume pedestrians will obey the lights.

· NEVER MOVE INTO THE INTERSECTION IF YOUR VIEW OF CROSS-TRAFFIC IS BLOCKED. Pull up and stop where you can see. Open your doors and look both ways. Close the doors, and proceed when it is safe to do so.

When other vehicles approach you at an intersection, never assume they will yield the right of way. Enter the intersection slow enough to stop if other vehicles do something illegal or reckless.

· AT SERVICE STOPS BEFORE INTERSECTIONS: always collect fares before leaving the stop. Ask the customers to move behind the white line.

· MAKE A RIGHT TURN ON RED only AFTER COMING TO A COMPLETE STOP. Stop 10 feet from the intersection. Be aware pedestrians will be crossing with the green light and are not always aware of your presence.

· YOU CAN BE INVOLVED IN AN ACCIDENT EVEN IF YOU ARE NOT LEGALLY AT FAULT. You must always be alert and prepared for the worst. If someone is injured or a vehicle is seriously damaged, it doesn’t matter whether you were right or wrong.

THE BASIC PROCEDURES FOR PASSING THROUGH AN INTERSECTION ARE:

· Slow down and SCAN as you approach

· Scan left, right, forward, left as you are approaching the intersection

· Scan left, right, forward, left as you are going through the intersection

· Scan left, right, forward, left as you are exiting the intersection

· Lift your foot off the accelerator just enough to allow the retarder to kick in

· Obey traffic lights and signals

· BRAKE on yellow . . . STOP on red!

· Check pedestrian and vehicle traffic

· Pull up to the corner if necessary to see cross traffic

· Stop or yield if necessary

· [image: image60.wmf]Proceed when it is clear and safe to do so

SPECIAL HAZARDS

There are many clues to hazards – things that indicate the possibility of having an accident. There are defensive actions you can take to avoid an accident:

· A ‘DO NOT WALK’ SIGN indicates the light will soon change. Assume pedestrians will walk any way. Be prepared to stop.

· A TRAFFIC JAM presents special hazards. Drivers become impatient and may cut in front of your bus or tailgate. Traffic may need to merge into another lane. Traffic may block the intersection.

To avoid an accident in a Traffic Jam:

· Prepare to slow down and merge when you see the jam ahead

· Survey more carefully for vehicles merging or tailgating

· Make sure the bus does not create a hazard by entering the intersection when there is not enough room to clear it

An accident at an intersection presents problems. You should assume other drivers might be distracted or slowed down by the accident. Be prepared to:

· Slow down

· Signal left

· Check for oncoming traffic very carefully before pulling into the other lane to pass the accident

· Check to see no one at the accident scene steps in front of the bus

· Signal right before moving back to the correct lane of traffic

AT AN INTERSECTION WHERE THE LIGHT REMAINS RED FOR A LONG TIME: you should wait until it is clear to you the light is malfunctioning and not just a long light before entering the intersection. Assume drivers coming from the opposite direction may enter the intersection at any time once they realize the light is stuck.
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AT A YELLOW LIGHT: brake slowly so the driver behind you will adjust, almost without thinking, to the bus’s speed and will be ready to stop when you do. Assume the other driver does not see the yellow light and be prepared.

AT STALE GREEN LIGHTS: if you are approaching an intersection and you did not see the light turn to green you can assume the light will be changing soon. Be prepared to stop. Remember to watch the ‘don’t walk’ light, cross traffic and the flow of traffic going your way.

AT RED LIGHTS OR RED ARROWS: do assume other drivers will stop. Do not assume they will yield at yield signs.

AT A FOUR-WAY STOP: assume the other driver will make the wrong move. Let him/her go out of turn if necessary.

AT AN INTERSECTION WITH MORE THAN ONE TURN LANE: be aware others may misunderstand or ignore the arrows. Be prepared to stop.

WHEN THE VEHICLE AHEAD OF YOU MOVES: do not assume you can move. Check the lights and traffic first.

AT AN INTERSECTION WHERE YOUR VIEW IS BLOCKED: assume there may be traffic or pedestrians coming. Pull up until you can see clearly. Open the doors and look both ways. Close the doors and proceed slowly.

OTHER CARS APPROACHING YOUR BUS OR ALONGSIDE YOUR BUS may cut in front of you or create some other hazard. Again, be prepared to deal with potential accident situations.

[image: image62.wmf][image: image63.wmf]PEDESTRIANS may step out in front of your bus, drop something and turn back in front of you, or walk too slowly to get across before the light changes. Children are especially careless and unpredictable.

ALWAYS SURVEY THE ROAD, MAINTAIN YOUR SAFETY ZONE, AND ALWAYS PREPARE FOR THE WORST
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Be aware of your own limits, each of the following can affect your driving ability:

· Personal problems

· Rest (of lack of rest)

· Illness

· Alcohol and/or drugs

Personal problems can distract you, affecting your alertness and awareness. Try to leave home problems at home, work problems at work, and road problems on the road. This is not always easy to do, but defensive driving means keeping your mind on your job.

The amount of rest you get affects your driving. You may have both an early and late shift. It is very important to try to adjust your schedule so you get enough rest, if you want to avoid fatigue.

Normal reaction time is ¾ of a second. If you are tired, your reaction time may increase to one second. At 55 mph this could mean an additional 20 feet stopping distance. Twenty feet could mean the difference between life and death.

TURNS

[image: image65.wmf]The size of your bus makes turns difficult. You will be learning the basic square turn for both right and left turns.

You must maneuver carefully to avoid running into poles, pedestrians or curbs. You may have to swing into the far lane. Other drivers do not expect this and may sideswipe you.

Before actually making a turn, check for pedestrians or vehicles in the street you are entering. Always check to the left, to the right and straight-ahead.

Make your turns at 5 to 7 mph, keeping your foot on the brake ready to stop in an emergency. Accelerate after the turn is complete.

The turning point for:

· A right turn is the point at which you can sight down the street into which you are turning. Be sure to set up and use your reference points.

· A left turn is the point at which the front of the bus is at the middle of the intersection. If you have to stop for traffic, keep the bus’s wheel straight. If the bus’s wheels are turned and a large vehicle hits the bus it will be forced into the oncoming traffic.

Be aware of the bus’s overhang. It is the part of the bus extending in front of the bus’s front wheels and in back of the bus’s rear wheels.

ALWAYS CHECK THE OPPOSITE MIRROR BEFORE MAKING ANY TURNS!

REMEMBER YOU WILL BE REQUIRED TO LEARN AND DEMONSTRATE ALL TYPES OF TURNS.

BASIC PROCEDURES FOR SQUARE RIGHT TURNS

PROPER APPROACH AND SET UP:

Check right mirror for hazards. Reduce speed and cover the brake with your foot. From at least 150 feet back, signal right. Gradually move to the right, to approximately 4 feet and parallel to the curb.

PROPER SIDE CLEARANCE:

· Maintain approximately 4 feet right side clearance

· Continue parallel to the curb

· When you are 1 bus length from the reference point your speed should be reduced to less than 5 mph.

REFERENCE POINT (used to assist in making turns)

· Keep the front wheels straight

· Check both mirrors for hazards

· Check street you will be entering

Remember reference points differ with the operator and type of coach. Make sure you are familiar with your individual reference point before attempting to turn.

STEERING

· Continue turning right with your foot covering the brake

· Check left, center and right mirrors for hazards while you are turning

· When you are centered in the lane you are entering, and it is safe to do so, turn the steering wheel to the left

· Remove your foot from the brake and use smooth and gradual acceleration out of the turn

BASIC PROCEDURES FOR SQUARE LEFT TURNS

PROPER APPROACH AND SET UP

· Check left mirror for hazards

· Reduce speed and cover brake

· Start moving left, after you have passed your last bus stop

· Signal your intent to turn left at least 150 feet from intersection

· Straighten you bus out in the left lane

· When you get into the turn lane you should hug the left side yellow line next to the bus

REFERENCE POINT (is a guide to assist you in making turns)

· Keep the front wheels straight

· Check your mirrors

· When your left shoulder is parallel with your reference point, begin turning left

STEERING

· Continue turning left with your foot covering the brake

· Check left, center and right mirrors for hazards while turning

· When you are centered in the lane you are entering, and it is safe to do so, turn the steering wheel to the right
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The purpose of this standardizing of signaling techniques at customer stops is to further our safe driving practices and provide maximum courtesy to other drivers, letting them know our intentions when they cannot see around us.

All operators should familiarize themselves with these standard uses of bus signal lights when approaching, stopping at and departing from all customer stops. This applies when there is a designated stop and when the operator chooses to make a courtesy stop.

Near side stops are straight ahead stops, in the right traffic (curb, money) lane made before the intersection. The right turn signal should be on 150 feet before the stop. Turn the four ways on when you come to a complete stop and leave them on while stopped. As the last customer is discharged, the four ways are to be turned off and the left turn signal is to be turned on and kept on while maneuvering safely back into traffic. Use the same procedures when maneuvering into and out of bus bays.

Far side stops are straight ahead stops, made in the right traffic (curb, money) lane after crossing the intersection. Maneuver to the furthest right lane before reaching the intersection. When you are halfway across the intersection turn on the right signal. When you come to a complete stop turn on your four ways and keep them on the entire time you are stopped. After you close your doors, the four ways should be turned off and the left turn signal should be turned on and kept on while maneuvering safely back into traffic. Please leave the signal on until you have established full lane position.

Stops made immediately after making a right or left turn onto another street. Use your respective turn signals when making a right or left turn. Keep your right turn signal on until you have established full lane position. Keep your left turn signal on until you have entered the curb lane then immediately activate your right turn signal. When you have come to a complete stop, activate your four ways and leave them on the entire time you are stopped. After you close your doors, the four ways should be turned off and the left turn signal should be turned on and kept on while maneuvering safely back into traffic.

REMEMBER TO USE PROPER SIGNALING PROCEDURES – NOT JUST THE FOUR WAY FLASHERS

SERVICE STOP MANUEVER

A service stop is made whenever you are pulling into a bus stop/bay to pick up and/or discharge passengers. Safe service stop execution requires you to position your bus in a manner, which provides safe and quick access to the curb.

When you are approaching a service stop on the street you should start signaling 150 feet before the stop. When you have come to a complete stop put on your four ways. Leave the four ways on the entire time you are stopped. At this point your bus should be straight along the curb so the back of the bus is not sticking out into the street. In order to curb the bus correctly you can use the following method:

· Use a reference point to line up a point on the windshield with the curb

· Use a point where the blacktop changes to cement

REMEMBER TO GLANCE IN YOUR RIGHT SIDE MIRROR AS YOU APPROACH YOU STOPS

[image: image67.wmf]DO NOT STARE OUT THE FRONT DOOR TO CURB THE BUS! Your peripheral vision to the right disappears. This can be very dangerous.

When you are ready to pull out of the stop make sure your left signal is on, turn the four ways off, scan your mirrors starting with the right passenger side mirror, to the inside rear view mirror and look for an opening in traffic. Pull out into traffic when it is safe to do so.

Remember:

· Make sure all boarding customers are on and all exiting customers are off the bus

· Watch as passengers leave the bus thru the rear door to the sidewalk with your mirrors.

· Collect as many fares as possible before moving the bus

· Watch the rear door to ensure all customers are out of the rear door area (no one is caught in the doors) before closing the door

· Watch the front doors close

· Signal you intentions

· Check for traffic to the left, pedestrians on all sides, traffic lights and signs

· Take you foot off the brake and accelerate, moving into the traffic flow

Remember to drive with caution and always put 
SAFETY FIRST!

Remember to watch the customers getting off and those running for your bus, including those using bicycles and mobility aids.

When you are approaching a service stop with a BUS BAY you should signal 150 feet before the stop and when you come to a complete stop you should turn on the four ways.

Entering a bus bay is different than stopping out in the street. Please follow this procedure when you are entering a bus bay:

· The bus should be positioned 3-4 feet from the curb

· Slow down as you approach the bay

· When the right front tire passes the first directional cut in the curbing you should start turning into the bay (right)

· As you get to the curb you need to use your overhang and straighten up alongside the curb

· When you have got the bus completely out of the traffic lane you should move forward enough the front of the bus does not pass the next directional change in the curb

When you are ready to pull out of the bus bay you should both mirrors, make sure your left turn signal is on, turn off the four ways and pull out when it is safe to do so. You should turn the wheel to the left and pull out as close to the white line on the left as possible so you do not hit the curb or go into another lane of traffic.

Occasionally customers will ring the bell to get off, when you are stopping for a red light. You should curb the bus and allow the customer to deboard from the front door only. It is necessary to have your four ways on as well.

Any time there is a connecting route at the intersection you should automatically curb the bus. This adds to good customer relations and could also save the operator valuable time. 

REMINDER: Instructors will demonstrate all driving procedures.

BOARDING AND DISCHARGING CUSTOMERS

Whenever possible stop the bus approximately 3 feet before the Bus Stop sign, parallel to the curb. Stop where it is safe!

If you must stop the bus more than a foot from the curb, stop at least 4 feet from the curb

Do not stop/open the doors at any obstructions: poles, trees, mailboxes, or puddles.

Whenever possible, board customers at the front door and exit customers from the rear door. Make sure customers exiting from the front are off before allowing new customers to board.

Warn customers if you must stop the bus near a hazard. Exit customers from the front if necessary. Remember to watch for hazards at both doors.

Check the rear doors to make sure they are clear before leaving the service stop and make sure that the passengers are seated before moving the bus. Example: elderly, passengers with bags, mothers with kids, passengers with disabilities.  Watch for small children who are close to the bus.

IMPORTANT SAFETY RULES

· NEVER OPEN THE DOORS UNTIL YOU HAVE COME TO A COMPLETE STOP. We do not travel with the door open.
· Keep your foot on the brake. NEVER RELY ON THE REAR DOOR INTERLOCK SYSTEM AS A BRAKE

· Keep you hand on the door handle while the door closes and watch the front and rear doors as they close!

· Do not move the bus until all doors are closed and you have checked all the mirrors. Starting with the top and bottom right side mirror.
· When boarding or discharging a large group of customers, put the transmission in neutral and apply the parking brake for added safety! SECURE YOUR BUS!
BUS BOARDING ZONE

The Boarding Zone is the area in which the bus stops to board and discharge customers. Conditions vary considerably at service stops. A boarding zone is approximately 120 feet in length. The operator needs to make a decision as to ‘where’ the safest place to stop is, so the customer can deboard safely. You must be able to maneuver your bus in each of the following situations:

· A boarding zone with 100 feet or more available

· A boarding zone with cars parked up to the boarding zone

· A boarding zone with cars parked illegally in the boarding zone

· A boarding zone located on the other side of an intersection (far side stop)
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If a vehicle is illegally parked in front of the boarding zone:

· Pull up behind the vehicle if there is only one vehicle

· Be sure to leave 15 feet between the bus and vehicle so you can pull out safely

· If there is not enough room to pull into the boarding zone, stop in the street parallel to the curb

When vehicles completely block the Boarding Zone, stop parallel to the parked vehicles 4 feet away. Warn customers they will be stepping out into the street and need to watch their step.

For mid-block service stops, pull in the same as for a far side stop. Stop 15 feet behind the vehicle in front if there is one there. If the Boarding Zone is blocked or too small to maneuver into, stop in the street parallel to the parked vehicle.

If you arrive at a service stop and there is another bus there, pull up within 15 feet behind it. A board and discharge customer in the Boarding Zone in proper position after the bus ahead leaves the service stop. (Exception would be if the boarding zone were a long zone) In rural areas, where there might not be a curb, assume the edge of the road to be the same as a curb and stop 6-12 inches away.

SERVICE STOP ACCIDENTS
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A service stop at or near an intersection:

· You may sideswipe a vehicle passing you on your left as you leave the service stop

· You may hit a vehicle attempting to turn right in front of your bus

You should always check the mirrors, look out the left side window and signal while moving cautiously into the traffic flow.

A service stop with the left rear of the bus angled out:

· You create a hazard for other drivers

You should pull in as far as possible or stop in the street parallel to the curb

A service stop after a left turn:

· You must swing the bus wider to pull in parallel to the stop

· You must enter another lane or traffic

· Another vehicle may try to pass on your left without adequate room

You should stay in your lane and watch for other vehicles trying to pass

A far side stop:

· Other drivers may think you are turning when you signal to enter the service stop and may cut in front of you

You should signal after entering the intersection and move over as close as possible to the far side curb

EXPRESSWAY DRIVING

[image: image70.wmf]Entering the Expressway:

Signal 150 feet before entering the expressway, and then pick up speed in the acceleration lane to match the speed of vehicles already on the expressway. Be aware some drivers slow down in the acceleration lane.

Make sure all vehicles in front of you have entered the expressway. Stop or slow down as needed. 

Enter the expressway, when there is a gap in traffic, which will allow you to merge at the traffic’s speed. Remember you vehicle size is large and acceleration time will be longer.

The acceleration lane gives vehicles entering the expressway time to reach the same speed as the vehicles already on the expressway. Entering vehicles can then merge smoothly when there is a gap in the traffic.

While on the Expressway:

· Use the six second rule to establish following distance

· Change lanes if you need to pass an obstruction, or you need to pass a slow moving vehicle

· Drive in the HOV lane when appropriate, if there is not an HOV lane drive in the lane you are most comfortable driving in

When you start your lane change allow sufficient distance between your vehicle and the vehicle in the other lane so you may avoid ‘cutting them off’

To Pass Another Vehicle:

When you are passing another vehicle you should signal your intentions, adjust your speed and merge when there is a gap in traffic.

Move back to the right lane when you can see the vehicle in your mirror. You bus should be about 5 ½ vehicle lengths in front of the vehicle when you pull back into the right lane.

· If another vehicle passes you, do not try to match its speed

· If the bus and the vehicle passing it are traveling at the same speed, they block the roadway

· Drop back if the vehicle cuts in front of you

· When you see a car in the acceleration lane ahead, adjust your speed so the car can merge easily

Exiting:

Because of high expressway speeds, you should start signaling 250 feet before the exit to give adequate warning to other vehicles behind yours. If your signal is on too far in advance, other drivers assume you’ve forgotten to turn it off. When you do exit, they may not be prepared for it.

Decrease your speed as soon as you enter the deceleration lane. If you decrease speed on the expressway, you could slow down expressway traffic, creating a hazard. (If you miss your exit, continue on the next exit, do not back up or cut sharply across traffic)

For safety, try to make sure all of your customers have seats if you are going to drive on an expressway. It is especially important you know your route on the expressway! You do not have time, at high speeds, to make last minute decisions.

Know what exit lane you are going to take and move into it well in advance.

REMEMBER:

EXPRESSWAY DRIVING DEMANDS SPECIAL CARE AND CONSTATNT ALERTNESS

If anything goes wrong, the situation is likely to be much more serious at expressway speeds than at slower speeds. The chances of severe injury to your customers are much greater in high-speed accidents than they are at the slower speed at which you usually drive.

OTHER DRIVING HAZARDS

BACKING

NEVER BACK YOUR BUS ON ROUTE

· Never back your bus alone. Have another driver or supervisor help you

· Put on your four ways

· Give short continuous horn beeps

Generally, avoid getting into a situation where you will need to back up your bus.

PASSING

Normally, you will drive your bus in the right hand lane. You would move to another lane if:

· You were going to make a left turn

· You were going around a slow or stopped vehicle

· You were going around an obstacle

Passing procedures

· Signal

· Check traffic in the lane you are entering

· Move to the other lane when traffic is clear

· Move at a smooth, not sharp angle

CURVES

To safely negotiate a curve:

· Brake before the curve, not in it

· Do not brake during the curve

· Straighten the bus path as much as possible during the curve

· Accelerate slowly as you come out of the curve

NIGHT DRIVING

Be aware that your visibility is cut sharply when you drive at night. The interior florescent lights of the bus produce a glare on the windshield. You must be able to sop in the length of road lit by your headlights.

REMEMBER TO TURN THE ‘MASTER SWITCH’ TO ‘NIGHT RUN’ 

WHEN THE SUN GOES DOWN

Use your high beams only when there are no vehicles within 500 feet of your vehicle and no vehicles are approaching your vehicle for at least 500 feet. The glare in the other driver’s eyes or the rear-view mirror makes it difficult for the driver to see the road.

If a vehicle comes toward you with its high beams on, look towards the right edge of the road.

Drive at least 5 mph slower than you would in daylight under the same conditions.

BAD WEATHER

Use extra caution in bad weather. Slow down and be prepared for the hazards you meet

Make sure other vehicles see you in bad weather. Turn on your headlights

Make sure you can see other vehicles. Turn on windshield wipers, defroster, and clear the mirrors

Accelerate and brake slowly. If the bus skids, ease up on the accelerator. Turn the wheel in the direction of the skid

Leaves or loose gravel can cause skids. In these situations drive as if the road were wet

Increase your following distance two to three times and brake sooner. Watch for stalled vehicles. If a street will be blocked for a long time call dispatch.

Look for customers who might be waiting in sheltered spots.

In fog, follow the same rules as night driving. Always use the low beams in fog.

When driving along the road with foggy patches, keep the bus’s speed reduced. Avoid a pattern of quick acceleration in clear patches and quick braking in foggy patches

In the summer, Phoenix will experience an occasional dust storm:

· In a sand or dust storm: pull over to the safest side of the road, and turn off all outside lights. When the storm has passed resume at a safe speed.

RAILROAD CROSSINGS
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Railroad crossings are very dangerous places. There are specific laws that you must follow when crossing tracks. These rules are for your protection as well as the protection of your passengers. 

YOU MUST STOP AT ALL RAILROAD CROSSINGS except the exempt tracks that you will be shown during training.

[image: image72.wmf]As you come up to railroad tracks, be in the far right lane; turn on the four ways 150 feet before the tracks. You MUST stop between 15 and 50 feet of the nearest track. Make a full stop, open the front door, look both ways, listen, close the front door and proceed when it is safe to do so.

Turn off the four ways AFTER the rear wheels of your bus have crossed over the tracks and you start to pick up speed.

If there is a traffic light controlling the tracks you do not need to stop for the tracks.

Under NO CIRCUMSTANCES STOP WITH ANY PART OF YOUR BUS OVER/ON RAILROAD TRACKS!

Do not stop under the arms at the tracks. They can come down unexpectedly and crush your bus or break the arm. Pay special attention to angled tracks. 
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Before congress passed the Americans With Disabilities Act (ADA) in 1990, it found that:

· Some 43,000,000 Americans have one or more disabilities, and this number is increasing as the population as a whole is growing older.

· Historically, society had tended to isolate and segregate individuals with disabilities, and despite some improvements, such forms of discrimination against individuals with disabilities continue to be a serious problem.

· Discrimination against individuals with disabilities persists in such critical areas as employment, housing, public accommodations, education, transportation, communication, health services, voting, and access to public services.

· Unlike individuals who have experienced discrimination based on race, color, sex, national origin, religion, or age, individuals who have experienced discrimination based on disability have often had no legal recourse to address such discrimination.
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· ADA ‘guarantees disabled people access to employment, public accommodations, transportation, public services and telecommunications’

· It extends civil rights protection to disabled persons.

· The Act is built upon existing federal legislation

· It was signed into Law July 26, 1990

· To establish a ‘clear and comprehensive national mandate for the elimination of discrimination against individuals with disabilities’ and to set ‘clear, strong, consistent, enforceable standards for addressing discrimination against individuals with disabilities’

· ENSURE EQUAL OPPORTUNITY and to encourage full participation

· Enable disabled persons to LIVE INDEPENDENTLY and to obtain ECONOMIC SELF-SUFFICIENCY
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WHO IS PROTECTED BY ADA

The intent of the American With Disabilities Act is to protect individuals with disabilities who experience discrimination in their daily lives.

DISABILITIES are defined as:


‘A physical or mental impairment that substantially limits one or more 


of the major life activities of such individuals.

Impairments are classified as physical or mental.


Physical disabilities are:

‘Any physical loss affecting one or more of the following body systems’:

· [image: image83.wmf]Neurological

· Special sense organs

· Speech organs

· Reproductive

· Urinary

· Musculoskeletal

· Cardiovascular

· Respiratory

· Digestive

· Hemic/Lymphatic

· Skin/endocrine

· HIV

Mental disorders are defined as:

‘Any mental or psychological disorder, such as mental retardation, organic brain syndrome, emotional or mental illness and specific learning disabilities.

The definition of disability requires that the disability ‘limits one or more of the major life activities’. Major life activities according to ADA are:


Breathing

Hearing

Walking


Learning

Working

Self Care


Seeing

Manual Tasks
Speaking

TRANSIT SERVICE COMPLIANCE AND THE ADA

The following is a listing of the transit requirements to comply with the Americans With Disabilities Act. ATC Tempe is in full compliance with the law.


Regarding the mobility aid lift, and according to the law:

· All equipment is accessible

· There is a system of regular and frequent checks of lifts

· Vehicle operators are to report lift failure to dispatch immediately

· A vehicle with an inoperable lift is to be removed from service as soon as possible. This one of the reasons why you MUST pre-trip your vehicle

· If a vehicle in revenue service has an inoperable lift, alternate alternate accessible service is required if the next accessible bus is not due for over 30 minutes


THE LAW

All common mobility aids must be transported

(Common mobility aid means a mobility aid belonging to any class of three or four-wheeled devices, usable indoors, designed for and used by individuals with mobility impairments, whether operated manually or powered. A ‘Common Mobility Aid’ is a device that does not exceed 30 inches in width and 48 inches in length – measured two inches above the ground, and does not weigh more than 600 pounds when occupied)

· A wheelchair securement system is to be provided and its use may be required

· Transportation cannot be denied if the mobility aid cannot adequately be secured

· Transfer to a vehicle seat may not be required

· Personnel shall assist customers with the use of securements, lifts, and ramps

· Individuals with disabilities, who do not use wheelchairs, including standees, shall be allowed to use the lift/ramp or kneeler

· Do not deny transportation due to a heavy load.

SERVICE STOPS AND CUSTOMERS WITH DISABILITIES.

The Law states:

· Bus stops shall be announced (transfer points, major intersections/destinations, and at intervals to orient customers) Stops shall also be announced by request

· Means shall be provided to assist the customer to identify the proper vehicle or the particular route

· Service Animals will be allowed on board

· Adequate information on accessibility is to be made available

· A customer using the lift shall be allowed to deboard at any stop unless the lift cannot be deployed or no other customers are allowed to use the stop

· Individuals with disabilities shall be allowed to travel with respirators or portable oxygen supplies, as long as the supplies are secured

· Adequate time shall be provided for individuals with disabilities to board/deboard

REGARDING THE TRAINING OF COMPANY PERSONNEL 

The Law states:

· Personnel shall be trained to proficiency as appropriate to duties. Training includes sensitivity, mobility aid handling, and securement.



CUSTOMERS WITH DISABILITIES

Persons with disabilities are traveling more and more by all modes of transportation, including air, rail and bus. As this market increases, the transportation industry is recognizing a need to ensure that employees meeting the public are prepared to provide sensitive and effective service to customers with special needs.

All of us have expectations of how people should look and behave. Naturally, these expectations are not always fair or accurate.

While people with disabilities experience real personal limitations (e.g. not being able to hear, to see, to walk, or to reason and understand concepts as well as others) many limitations associated with being disabled result from society’s response to disabilities.

An individual with a personal limitation is just that – a person who cannot meet society’s expectations in the same way as the ‘non-disabled’, but who has the same needs, desires, and emotions as anyone else.

Unless we have a range of experience with people who are in one way or another different from ourselves, initial contact can often be awkward. There will always be moments of anxiety, curiosity, and even fear.

Our goal is to create fair, open expectations and to help overcome fears and apprehensions about aiding the community of persons with disabilities.


RECOGNIZING

The customer with special needs is an individual whose needs must be met in a different way from those of most people. More often than not, the ‘special need’ reflects a limitation on the accessibility of the environment.

UNDERSTANDING

Understanding requires an examination of society’s perception of the community of disabled persons – the negative attitudes and barriers that have developed over the years.

It is very hard to break away from centuries of misinformation, superstition, and discomfort. Even today, many of us avoid contact with the community of disabled persons because of fear, or lack of knowledge and exposure.

We would like to try to correct some of these negative attitudes to help you interact positively with the community of persons with disabilities.

ASSISTING

Treating each person with a disability as an individual is essential and results in the most effective assistance. Members of the community of disabled persons think of themselves as people first and disabled second, and so wish to be assisted in the same way that you would assist any customer – with concern, respect, dignity and understanding.

What follows are some suggestions as to how you can ‘Use the Right Words’

YOUR CUSTOMER DOES NOT NEED SYMPATHY

Sympathy is one of the biggest impediments to full acceptance of a community of persons with disabilities. Feeling ‘sorry’ for a person with a disability or feeling gratitude and relief that you do not have a disability may actually create an extra burden for such a person. It is important to understand that a disability need not overshadow everything else in life, but instead, is only one aspect of life. When one pities people with a disability, it 

makes them feel devalued. Most people would prefer respect ‘like everyone else’.

YOUR CUSTOMERS ARE NOT ALL ALIKE

People with disabilities have the same wide variety of skills and personalities that other people have. We sometimes assume that all members of the disabled community are alike. People with hearing impairments, for example, may have different degrees of hearing, and some use sign language while others prefer to read lips and speak. Personal interests and qualities vary, too. People with disabilities are unique individuals – not just categories. You may like some people, and not others. Some of your customers will like you, and others will not – a perfectly normal situation.

A CUSTOMER WITH A DISABILITY IS NOT SICK

This concern reflects the common misconception that a disability is the same thing as an illness or disease. This belief implies a kind of medical perspective in which something is ‘wrong and needs to be fixed’, that a person is sick and must be cured. In fact, most disabilities are aspects of a person that cannot be ‘fixed’ or ‘cured’ but can be made less inconvenient by the use of aids and devices. A person with a disability can become sick, like anyone, but the disability itself is not an illness to be cured. Some people with a temporary disability may have illnesses, such as heart disease, or suffer a broken limb. There are many distinctions to be made in this area. 

Most people who have some disability are as healthy as people who do not have disabilities. Your customers’ disabilities are part of them. It is one thing that makes each of them an individual.

YOUR CUSTOMER IS NOT INCOMPETENT

A person with a disability is usually able to get around and do everyday tasks. Those who think otherwise may be assuming incompetence and dependence when they see people using aids and appliances. In many ways, the biggest handicap that disabled people face is inherent in the attitudes and expectations of others. The devices members of the community of disabled persons use are the same as any technological advance that help us do what we want better and faster. If members of the community of disabled persons have problems coping, it is because they have generally been segregated and must overcome the architectural inaccessibility of most public facilities. Many members of the community of disabled persons however, do get around and they can cope, despite the barriers.

If a customer with a disability boards your bus accompanied by another person without a disability, please speak directly to the customer with the disability! Speaking to the non-disabled person when 

wishing to communicate to the customer with the disability is also an assumption of incompetence.

YOUR CUSTOMER’S DISABILITY IS NOT CONTAGIOUS

Many disabilities are evident at birth or soon after and reflect a genetic abnormality (e.g., spina bifida, hemophilia), prenatal trauma (e.g., rubella or German measles), or are the result of the birth experience. Disabilities also result from accidents or illnesses after birth: these include spinal cord injuries, amputations, polio, and severe emotional trauma. While many people may be curious about the source or cause of a disability, it is important to realize that a disability is not ‘catching’.

YOUR CUSTOMER REQUIRES UNDERSTANDING

Assess the problem to the best of your ability. Learn to recognize the symptoms and limitations of particular disabilities: 1) determine the customer’s facility to stand, communicate, walk, or maneuver a wheelchair; 2) whether pain, stiffness, or weakness is a factor; 3) the degree of caution you must take. If a person has a verbal disability, it may take the individual longer to say a sentence, and it may take a concerted effort on your part to understand what he or she is saying. Take your time to understand and 

appreciate the problem and, if you do not understand, do not be embarrassed to say so.

YOUR CUSTOMER NEEDS YOUR WILLINGNESS TO ASSIST IF REQUIRED

Usually, customers with disabilities will ask you when they need help, and can tell you the best way to provide it. Listen to what they have to say. We all have limitations; it’s just that some are more obvious than others. When we’re confronted with people with obvious disabilities, we may be embarrassed and unsure. When you say, ‘I don’t know how to help 

him because he is blind,’ you’ve already assumed you have to treat him differently. You shut down the two-way relationship. Concern yourself with the customer’s needs, not yours.

YOUR CUSTOMER HAS DIGNITY

Assist people with disabilities when necessary or requested, but do not discourage their active participation. Be aware of what members of the community of disabled persons cannot do, and more importantly, what they can do. Allow them the dignity of doing what they can do by themselves.

YOUR CUSTOMER DESERVES RESPECT

Be gentle, reassuring, and respectful. Let your customer know exactly what you are doing every step of the way. Naturalness, real kindness, and inherent human respect results in most successful contact. Avoid an ‘overdose’ of assistance, which makes a disability more noticeable, damages the value of your relationship with the customer, and lowers his or her own respect and self-esteem.

PASSENGER RELATIONS IS THE MOST IMPPORTANT PART OF YOUR JOB

Passengers pay for and expect bus companies to provide safe, efficient and comfortable bus service from one place to another. YOU, the coach operator are the main provider of that service.

YOU ARE THE ONLY REPRESENTATIVE OF ATC TEMPE THAT MOST PASSENGERS EVER SEE.

You not only drive the bus but you also:

· Make the passengers welcome on board

· Take their fares and transfers

· Answer their questions

· Make sure their ride is comfortable and safe

· Handle any passenger problems they have

The way you handle this task – PASSENGER RELATIONS – is the main deciding factor for passengers on whether or not they will ride the bus. YOU the coach operator, are the salesperson for ATC Tempe/Valley Metro.

EVERYONE BENEFITS FROM GOOD PASSENGER RELATIONS

If you handle passenger relations as a professional coach operator – providing reliable, expert service, remaining courteous and patient at all times, and avoiding arguments – the benefits will be well worth the effort.

When you, the coach operator, remain professional and practice good public relations, everyone benefits.

YOU BENEFIT

Passengers will:

· Treat you more pleasantly

· Follow your directions better

· Support you in dealing with other passengers who create or have problems

· Serve as more cooperative witnesses if necessary

· Respect you as a professional

Passenger relations can make the difference in the ease of your job and in the satisfaction you get from your job as a coach operator.

ATC TEMPE BENEFITS

The way passengers are treated by you, the coach operator, usually decides for them whether or not they will ride the bus.

· If they have a choice, passengers will not ride with an operator who drives recklessly

· If they have a choice, passengers will not ride with an operator who is rude or indifferent to their problems

Passenger relations can make the difference in the amount of community support and funding ATC Tempe. 

PASSENGERS BENEFIT

Transportation is one of the most important needs people have. Your practice of good passenger relations ensures your passengers:

· Safe transportation

· Comfortable transportation

· Reliable transportation

Passenger relations can make the difference in providing passengers with the reliable, pleasant transportation they deserve.


IT IS NOT EASY

Few people take the time to think about how difficult the coach operator’s job is. Perhaps the easiest part is driving the coach. Passenger relations can be much more difficult. GOOD PASSENGER RELATIONS SKILLS MAKE THE JOB!

No two people are alike. No two passengers are alike. Every day you, the coach operator, are presented with new passenger relations problems. It takes a great deal of skill, knowledge, and tact to handle them competently.

PURPOSE OF THE PASSENGER RELATIONS COURSE

YOU, THE EXPERIENCED COASH OPERATOR, ALREADY KNOW A GREAT DEAL ABOUT PASSENGER RELATIONS.

You know how to deal with a great many different passenger types and passenger problems.

THEN WHY TAKE A PASSENGER RELATIONS COURSE?

This course is designed to teach basic skills that will make it easier for you to:

· Deal courteously and patiently with your passengers

· Provide expert, reliable service

· Avoid arguments that can lead to poor passenger relations

No one knows all there is to know about dealing with people. One can learn the best way to drive a bus, but there is not best way to get people to move to the rear of the bus. There are certain approaches and attitudes that will help, though. In this course we will practice these approaches and attitudes, help each other find out what we are doing right and what we are doing wrong, and learn from each other how to handle a variety of passenger situations.

PASSENGERS are the most important people in our business

PASSENGERS are not dependent upon us – we are dependent upon them

PASSENGERS are not an interruption in our work – THEY are the purpose of it. We are not doing them a favor by serving them – THEY are doing us a favor by giving us the opportunity to serve them.

PASSENGERS are not outsiders to our business – THEY ARE OUR BUSINESS

PASSENGERS are not cold statistics – THEY are flesh and blood, human beings with feelings and emotions, with biases and prejudices, with likes and dislikes, just like YOU and ME.

PASSENGERS are not someone to argue or match wits with. No one ever won an argument with a passenger.

PASSENGERS are a people who bring us their wants. It is our job to handle their requirements – PLEASANTLY and HELPFULLY so that they will ride with us again and again.

YOU MAKE THE DIFFERENCE

A study done by USC showed that if a patron has a bad experience they will tell 10 people about it. If they have a good experience, they will tell 3 people. With 10 people on your coach that is a difference between 100 people not riding and 30 riding and returning. If all 30 are pleased with the service, that number will keep increasing.

YOU ARE A PROFESSIONAL!

Do you consider yourself a professional coach operator in the same way that doctors, lawyers, and teachers consider themselves professionals?

WHAT DO YOU SHARE IN COMMON WITH OTHER PROFESSIONALS?

· You are specially trained for your job

· You are skilled in your job

· You provide a valuable service to people

· You must have a license to perform your job

Your attitude should show the pride in your job and yourself that all professionals have. If you have the attitude of a professional, you will automatically practice the three passenger relations skills. You will:

· Provide reliable, expert service

· Remain courteous and patient at all times

· Avoid arguments at any cost

Think of yourself as a professional and you will act as a professional!

ONCE A PROFESSIONAL, ALWAYS A PROFESSIONAL

One mark of a professional is high-level performance at all times. As a professional coach operator, you must always perform your best.

Your professional attitude as a Coach Operator is often threatened by circumstances beyond your control:

· Weather

· New policies

· Family problems

· Other Coach Operators

· Traffic jams

· Grouchy passengers

· Rush hour

· Money troubles

THE TEST OF A PROFESSIONAL

It is easy to be positive, feel good, and treat others well when everything around you is going well. The difficulty comes when things are not going well. This is the true test of your skill a professional Coach Operator.

If you can remain professional and courteous toward all your passengers – no matter how difficult traffic conditions are – no matter how difficult your personal life may be at the time – and no matter how difficult your passengers may be – YOU ARE A TRUE PROFESSIONAL.
At times you must use all your energy and passenger relations skills to maintain a courteous and professional attitude toward your passengers and your job. The payoff for you, the Operator, is that your passengers will make your job much easier for you and you will have fewer problems to add to those already present.

You, the coach operator, cannot let a ‘bad day’ affect your professional, courteous service.

YOUR ATTITUDE IS SHOWING!

Your appearance, your gestures, your posture, your speech, and your actions – all reveal your attitude. You must be constantly aware that each of these must be professional to win and to keep your passengers’ respect.

Have you ever been surprised when others guessed your feelings correctly? Sometimes you think that others cannot see how badly you feel – only to have them ask what is bothering you.


It is very hard to hide your attitude. Too many things provide clues to others about your attitude for the day, such as:

· Appearance

· Speech

· Body language (the way you hold yourself and your gestures)

· Behavior

If you look messy, speak rudely, slump in the driver’s seat, and do not help your passengers with their problems, they are going to presume that you have a poor attitude toward your job and yourself.

If you look neat, speak politely, sit erect in the correct driver’s position, and offer assistance to your passengers, they are going to presume that you have a professional attitude.

Be careful to display a professional attitude in all areas. It does no good to speak politely if you are frowning at the passengers. It does no good to offer help if you are sarcastic. 

BE A COMPLETE PROFESSIONAL

Good appearance, body language, speech, and behavior signal a professional attitude.

THREE PASSENGER RELATIONS SKILLS

TO GUARANTEE A PROFESSIONAL ATTITUDE

Practice the three passenger relations skills to make sure that your appearance, body language, speech, and behavior display a professional attitude at all times.

All the things you do to display a professional attitude are part of the three passenger relations skills. Practice them in the way given below and your appearance, body language, speech, and behavior will automatically be those of a professional coach operator.

RELIABLE EXPERT SERVICE EQUALS A PROFESSIONAL ATTITUDE

· Depart on time and try to stay on schedule

· Drive safely

· Drive Smoothly

· Supply accurate information about fares, routes and schedules. Answer questions politely and completely

· Give directions simply and fully

· Speak clearly

· Point in the direction the passenger should go

· Watch to assure that the passenger heads in the right direction, if you have time

· Give a route map to the passenger

· Ask whether the passenger understands. If no, repeat the directions

· Ask other passenger for help if you don’t know an answer

· Learn all of the bus routes of ATC Tempe 

· Learn the points of interest and the main business areas

· Handle problems efficiently and completely. Know ATC Tempe’s policy and rules

BOARDING PASSENGERS

FIRST IMPRESSIONS ARE LASTING IMPRESSIONS

The minutes between the time people arrive at the bus stop and the time they pay their fares can be critical for you and ATC Tempe. If anything goes wrong during these minutes, you and ACT Tempe will be blamed. If everything goes well, you and ATC Tempe will have a good public image.

During the time your passenger wait for your bus, then board it, and pay their fares, they decide whether or not:

· ATC Tempe provides dependable, reliable service

· You are a professional coach operator who will make their journey safe and pleasant

It is then the travelers decide to ride your bus or to use some other means of transportation if they can.


YOU MAKE THE DIFFERENCE

You the coach operator are the salesperson for ATC Tempe.

You, the coach operator, cannot always control your arrival time at the bus stop. Traffic delays, mechanical breakdowns, passenger questions, 
weather and road conditions, or other problems you cannot help can cause you to be late.

You can determine the impression people have of you as a professional coach operator. What you do from the time you approach the bus stop until the time passengers pay their fare is critical. Your actions can determine whether:

· A passenger angrily walks away OR pays his fare and becomes a regular passenger

· A passenger begins the bus ride with good feelings about you and ATC Tempe OR bad feelings

When you practice the passenger relations skills, you influence people in a positive way.

BE POSITIVE – BE PROFESSIONAL – BE PROUD

Your professional attitude shows when you are able to do these below:

· The smooth way you pull the bus up to the curb

· Your neat uniform and alert appearance

· Your friendly greeting to each passenger

· Your polite and interested tone of voice when you answer questions

· The courteous, knowledgeable way you help your passengers who need you

Your professional attitude says:

· ‘I like myself’

· ‘I take pride in my job’

· ‘I care about your safety and comfort’

· ‘I care about you’

· ‘I am a professional coach operator who will make your journey safe and pleasant’

Gain your passengers’ respect and support at the start of the trip and you will have it for the rest of the trip.

Picking up and boarding passengers can be the busiest and most important part of your job. The impression that you created during this time will stay with your passengers for the rest of the trip.

WHEN YOU USE THE THREE PASSENGER RELATIONS SKILLS YOU:

· Give a positive impression of yourself and the service you provide

· Show that you are a professional coach operator

· Show that you take pride in what you do

Each skill involves the performance of many tasks. Master them and you will gain the respect and support of your passengers. You can add to these from your own experience. Here are just a few:

PROVIDE RELIABLE, EXPERT SERVICE

· Appear neatly groomed

· Depart on schedule

· Stay on schedule whenever possible

· Avoid splashing waiting passengers

· Check the bus stop area for dangerous spots and avoid them

· Answer questions clearly and accurately

· Avoid unnecessary conversation with passengers while driving

ALWAYS BE COURTEOUS AND PATIENT

· Greet even the grouchy passengers pleasantly

· Answer questions in a polite tone of voice

· Do not embarrass passengers fumbling with change or transfers

· Help people who have difficulty boarding the bus

· Treat your passengers the way you want to be treated

· Give passengers the benefit of the doubt whenever possible

· Wait for passengers to be seated or steadied before moving the coach

CHALLENGES, NOT PROBLEMS

If you treat issues that arise with your passengers as problems that is all you will ever have. Instead, treat them as challenges to your skills as a professional and you will have an easier time with difficult situations.

Hot or other poor weather conditions 

Traffic jams 

Mechanical failures 

New rules, routes, and schedules 

Other coach operators 

Angry passengers 

Many situations beyond your control can cause challenges in picking up and boarding passengers and they can:

· Make your bus late

· Confuse and upset your passengers

· Make you tired and angry

NO MATTER HOW BAD THE WEATHER, THE PASSENGERS, THE TRAFFIC, OR YOUR DAY HAS BEEN – YOU, THE PROFESSIONAL COACH OPERATOR, MUST CONTINUE TO PRACTICE THE PASSENGER RELATIONS SKILLS THAT YOU HAVE LEARNED.

YOU:

· Solve the challenge if you can

· Explain the issue to your passenger if you cannot solve it

· Remain courteous and polite

· Avoid arguing with the passenger about any issues

If you practice your passenger relations skills in dealing with the small challenges, they will not become big problems!

HOW TO USE THE THREE PASSENGER RELATIONS SKILLS TO HANDLE CHALLENGES WITH BOARDING PASSENGERS

Passenger challenges are part of a Coach Operator’s day. How you handle them shows how professional a coach operator you are. No two operators handle challenges exactly alike. If your solution works for you, you are a professional.

Here are some typical challenges coach operators have with boarding passengers. Each is followed by an example of one way a professional coach operator could handle it.

There are many good ways to handle similar passenger challenges. Think about these solutions as you read them:

· Do you have a better solution?

· Could you have avoided the problem?

· Does this solution follow ATC Tempe policy? Or do we have additional rules concerning this challenge?

Departing on Schedule

Challenge:

· A passenger tells you he overslept and missed his usual bus. He asks you to leave the terminal a few minutes early so he won’t be late for work.

Suggested Solution:

· Politely explain that ATC Tempe policy requires buses to depart at scheduled times. If you left early, you might leave behind other passengers who count on the bus leaving at the scheduled time.

The Wrong Transfer

Challenge:


· A boarding passenger gives you a transfer that  is not valid for your bus

Suggested Solution 1:

· Politely explain that the transfer is not valid for your bus. Tell her which bus she can use it on, and give her clear directions to get to the right bus stop.

Challenge:

· The passenger tells you she needs to take your bus. She insists that the other operator said that the transfer would be valid for this bus.

Suggested Solution 2:

· Decide whether it is possible that the other operator gave her the wrong transfer. If it is, give her the benefit of the doubt and accept the transfer. If it is not possible, refuse to accept the transfer, clearly and politely explain your reason, and request a supervisor if needed.

Delayed Arrivals and Angry Boarding Passengers

Challenge:

· An angry passenger gets on board and yells at you for being 10 minutes late

Suggested Solution:

· If you are late, politely explain the reason for the delay. If you are on time according to the current schedule, politely tell the passenger. Explain how he can get information about current schedules. (Call 602-253-5000)

Remember – there are many ways to handle passenger challenges. Keep to your passenger relations skills and you will find the best way for each challenge.

DRIVING AND PASSENGER RELATIONS SKILLS

You, the professional coach operator, must use both good driving and passenger relations skills to make sure the entire bus trip is safe and pleasant. Your passengers may not realize this, but you must.

When you, the coach operator –


Drive at a safe speed


Stop and start slowly and smoothly


Avoid potholes and other road hazards


Slow down around curves


Stay in the bus lane

You show that YOU ARE INTERESTED IN BOTH THE SAFETY AND THE COMFORT OF YOUR PASSENGERS – that you are the truly professional coach operator.

The professional coach operator know that rough stops and starts or high speed around corners and curves will cause you to lose the respect and support of your passengers. You also know that good passenger relations are important throughout the day.

The professional coach operator has two sets of skills – driving skills and passenger relations skills.

SIT BACK AND RELAX

There are many ways in which you can use your passenger relations skills once your trip is underway. You can use most of the skills you use with boarding passengers with the passengers on board or alighting from your bus.

You might create a good first impression but for it to remain a good impression, you must use your passenger relations skills for the entire trip!

Here are some of the ways you can apply the three passenger relations skills to make your passengers’ trip easier and more pleasant.

PROVIDE RELIABLE, EXPERT SERVICE

Check to see that alighting passengers are safely on the sidewalk before pulling away. Use your best driving skills to make the ride smooth and comfortable.

Always check your side mirror before opening the back door. If there is anything that might hinder a passenger, give them warning.

Tell passengers when you see a delay ahead:

· The reason for the delay

· The amount of time your bus will probably be delayed

· Alternative methods they might use to get to where they are going faster (for example – walk or take another bus)

· Politely but firmly ask passengers to move to the rear of the bus

BE COURTEOUS AND PATIENT – ALWAYS

You are as courteous to and patient with passengers on board and alighting as you are to boarding passengers.

· Answer questions politely

· Warn passengers of any dangers (water puddles) at the rear exit

· Call out stops CLEARLY 

· Remain courteous and patient no matter how annoying a passenger may be

AVOID ARGUMENTS AT ANY COST


It is especially important that you not be drawn into an argument with a passenger while you are driving.

If possible, ask the passenger to discuss the problem with you when you stop at the next authorized bus stop.

· If the passenger continues the argument, call for assistance

· Be sure to ask a Supervisor to remove any passenger who may distract your driving or turn violent

Use your passenger relations skills to make your first and last impressions ones which will win passengers for ATC Tempe.

MORE CHALLENGES:

Just as with boarding passengers, your passengers on board and alighting are going to have challenges. These too can be handled with your passenger relations skills.

Some challenges you may encounter relate to passengers who:

· Won’t move to the rear of the bus

· Want to talk to you while you are driving

· Miss their stops

· Want to get off at unauthorized stops

· Want to smoke on the bus

· Write on the seats

HANDLING THESE PASSENGER CHALLENGES ARE MADE ALL THE MORE DIFFICULT BY THE FACT THAT YOU MUST NOT LET THEM DISTRACT YOU FROM YOUR DRIVING.

But you can handle them if you use your three passenger relations skills:

· Provide reliable, expert service 

· Remain courteous and polite

· Avoid arguments at any cost

Protect your passengers on board by never letting an argument threaten your driving or their safety.

HOW TO USE YOUR SKILLS WITH DEBOARDING PASSENGERS

Passengers on board can cause more challenges for you when you must handle them and drive at the same time. Avoiding arguments at any cost must be achieved for your safety and for that of your passengers.

Unauthorized Stop

Challenge:

· Your passenger says he is late for work. He asks you to let him off at the next corner in front of his office building to save him time. Unfortunately, the next bus stop is a block away.

Suggested Solution:

· Explain that although you sympathize with him, ATC Tempe policy does not allow you to let him off at any unsafe areas.

Avoiding Arguments About Unauthorized Stops

Challenge:

· You have to stop at the passenger’s corner for a red light. He angrily tells you that another driver let him off there just the other day.

Suggested Solution:

· Keep a professional attitude; don’t attack his argument; follow ATC Tempe policy; and repeat your basic answer.

Personal Effects in the Aisle

Challenge:

· A passenger with three suitcases boards your bus

Suggested Solution:

· As soon as he boards the bus ask him to avoid blocking the aisle

‘You Missed My Stop’

Challenge:

· A woman is angry because you missed her stop. She says she pulled the chime cord but you didn’t hear it ring.

Suggested Solution:

· Apologize; give her the benefit of the doubt; allow her to exit your bus at the next safe location.

Know and clearly state ATC Tempe policy. Then you can rest assured your position is the correct one.

SPECIAL PASSENGERS

Some passengers may have special needs for you, the coach operator, to meet. They are:

· Elderly passengers

· Passengers with a disability

· Children

ELDERLY AND DISABLED PERSONS

Elderly and disabled people are special persons. They deserve our respect – elderly persons for their years of experience and wisdom, persons with a disability for their fight to lead ‘normal’ lives.

PUT YOURSELF IN THE PLACE OF ELDERLY PERSONS:

· How would you feel if you had just missed a bus because you couldn’t run for it?

· How would you feel if you could not hear the driver clearly when he gave you directions?

· How tired would a 70-year old passenger feel, if even you get tired standing on a bus?

· How hard would it be for a 70-year old passenger, if it were hard for you to keep your balance on a fast-moving bus?

PUT YOURSELF IN THE PLACE OF THE PERSON WITH A DISABILITY

· How would you feel if you were blind and couldn’t see the street signs or landmarks that tell you where to get off?

· How would you feel if you were deaf and couldn’t hear the operator’s directions?

· How would you feel if you had lost a leg and had to go up and down the aisle on crutches?

Imagine how elderly and disabled persons feel. Then treat them as you would want to be treated.

One of the main possessions left to elderly and disabled persons is their pride.

But how often have we seen an elderly person urged to move quickly when he can’t? A deaf person 
shouted at? A blind person embarrassed by being helped when he didn’t need it?

THE ELDERLY AND THE DISABLED WANT AND DESERVE TO BE TREATED JUST LIKE EVERYONE ELSE.

Sometimes they do need special consideration. It can be given so it attracts the least amount of attention.

YOU CAN HELP IN A PROFESSIONAL WAY

The passenger relations skills you use with your other passengers apply particularly to helping elderly and disabled persons.

In no case more than in dealing with elderly and disabled persons, do you, the coach operator, determine whether or not your passengers will use public transportation. Many of them simply cannot ride the bus unless you assist them. Here is the real test of your passenger relations skills.

PROVIDE RELIABLE, EXPERT SERVICE

· Be on the lookout for elderly and disabled persons.

· Check your mirrors for elderly and disabled persons. They cannot run quickly to catch the bus – wait for them!

· Do not pull away from the curb until these passengers are seated. Special seats are provided for these passengers (marked with signs) 
· make sure they are not used by others when needed by elderly and disabled persons.

· Pull as close to the curb as possible

· Make a special effort to avoid obstacles or dangerous ground patches around the bus stops

BE COURTEOUS AND PATIENT  - ALWAYS

· Follow the Golden Rule

· Respect the pride of elderly and disabled persons

· Give whatever help is necessary, but do not draw extra attention to the passenger

· Speak clearly and look at hearing impaired persons so they can read your lips

· Answer questions and give directions more slowly for mentally impaired persons.

CHILDREN ON YOUR COACH

Younger children look to  you for security during the bus trip. Teenagers may test you, but once you’ve shown them you can be firm and still be friendly, they may actually help you to keep others in line. Best of all, children are fun and they can provide some of the more relaxed moments of your day.

WIN THE RESPECT AND FRIENDSHIP OF SCHOOL CHILDREN

· Be firm

· Be friendly

· Do not play favorites

· Watch out for small or confused children

· Watch out for bullies

· Inform you supervisor of special problems

PROVIDE RELIABLE, EXPERT SERVICE

· Call out bus stops

· If you can’t help children with directions, find someone who can – don’t leave them feeling lost or confused.

· Try to make sure younger children are seated before pulling away

· Be firm with school children that are inconsiderate of other passengers

BE COURTEOUS AND PATIENT – ALWAYS

· Answer questions clearly and politely

· Have the younger children repeat the directions you have given them

· Treat children with respect – they are persons too

· Follow the Golden Rule with young people

· Be especially helpful when children are scared or lost

AGAIN, AVOID ARGUMENTS AT ANY COST

· Explain rules politely and clearly

· Use a firm tone of voice, but do not shout

· Do not ignore problem children or you will create problems for your other passengers – then you will have arguments with them

· Follow the same rules you use for adults 

SCHOOL CHILDREN ARE PASSENGERS TOO!

 

ELDERLY AND DISABLED PERSONS
These rules make certain that elderly and disabled persons feel welcome aboard your bus:


· Be alert for elderly and disabled persons

· Provide help if needed

· Check your mirrors for people who can’t run for the bus

· Call out all stops


· Speak clearly and look directly at passengers when answering questions

· Give clear directions

· Do not draw attention to elderly and disabled persons

RESPECT ELDERLY AND DISABLED PEOPLE!

THE SAFETY OF YOUR PASSENGERS IS IN YOUR HANDS

A few passengers can be rude, unpleasant, and argumentative. Even if you are clearly right, DO NOT BE DRAWN INTO AN ARGUMENT!

You never know when a fight may result from an argument, endangering yourself and your other passengers.

No matter how provoked you are, continue to act as a professional:

· Remain polite

· State ATC Tempe policy clearly

· Do not discuss policy or your actions

IF THE PASSENGER PERSISTS IN ARGUING:

· Call for dispatch for help

· Have the offender removed from the bus

YOU ARE NOT A POLICE OFFICER – DON’T RISK YOUR LIFE!


GIVING DIRECTIONS

How do you feel when you are lost? Confused? Scared? Don’t let your passengers experience those feelings.

GIVE CLEAR, FULL DIRECTIONS

· Explain directions simply and fully

· Speak clearly

· Point in the right direction

· Watch, if you have time, to assure that the passenger heads in the right direction

· Give the passenger a route map if available

· Ask if the passenger understands. Repeat the directions if necessary

· Ask other passengers if you don’t know the answer

REMEMBER

YOU ARE ….

ATC’s
SERVICE PERSON!

COURTESY AND PATIENCE EQUAL A PROFESSIONAL ATTITUDE

· Use respectful language

· Use a respectful tone of voice

· Do not swear or call names

· Avoid sarcasm

· Never shout at or strike a passenger

· Treat EVERY passenger with respect

· Keep passengers informed

· Give passengers the benefit of the doubt

· Do not embarrass your passengers

· Practice tact and consideration

Your passengers have placed their lives in your hands. It is up to you to show them that you can be trusted. You do this by your professional attitude, by providing reliable expert service, by being courteous and patient, and by avoiding arguments at any cost.

RELIABLE, EXPERT SERVICE
THE MARK OF A PROFESSIONAL

Transportation is one of our most basic needs. As a professional bus operator, you meet that need by providing reliable, expert bus service.

YOU, THE BUS OPERATOR, may be the only ATC Tempe representative passengers ever see.  YOUR PASSENGERS DEPEND ON YOU TO:

· Get them where they are going

· Get them there safely and comfortably

· Keep them on schedule

· Supply accurate information about fares, transfers, routes and schedules

· Handle problems efficiently and courteously

TO YOUR PASSENGERS YOU ARE ATC TEMPE


CUSTOMER COMPLAINT PROCESS

The following is the process that is used to monitor the our customers responses to incidents that are good and that are not in keeping with the policies and information given above. It is to your advantage to learn the in’s and outs of this process.
PURPOSE
The purpose of this policy is to document and formalize the customer comments and complaints process to be followed at ATC Tempe.

GENERAL PROCEDURE

The following general procedure is to be followed when processing customer comments and complaints.  When situations arise that are thought to be exceptionally extraordinary or unclear, the Quality Assurance & Compliance (QA) Supervisor should consult with the Director Human Resources & Administration.

The following procedures will be followed when processing customer comments:

1. Customer comments are recorded through Valley Metro’s Customer Relations Department and/or through the City of Tempe.

2. The customer is informed by Valley Metro that their concern will be forwarded o the provider (ATC) for follow up.  The customer will be inform that they will receive a response wihin forty-eight (48) business hours.

3. Valley Metro’s Customer Service Department forwarders customer comments to ATC Tempe’s QA Supervisor via fax daily.

4. Upon Receipt of customer comments from Valley Metro, ATC Tempe will contact the customer to acknowledge receipt of their concern and follow up with further questions, if necessary for the investigation.  During the initial contact by ATC Tempe, the customer is informed they will receive a follow up telephone call or letter with the results of the investigation within ten (10) business days.  

5. Customer comments received by ATC Tempe through Valley Metro, the City of Tempe, telephone, letter, fax, or in person will be entered into the ATC Tempe Customer Service Database (See appendix A “Customer Complaint Form”). 

6. The QA Supervisor will research customer concerns on a daily basis to determine which operator was involved.   To locate the operator involved in the incident, the QA Supervisor will use the bid software to determine who was assigned to the route on the date the incident occurred.  Also, the supervisor will refer to the daily attendance roster to confirm that the operator worked the assignment on that day.  

7. Customer comments will coded by category and department:

Operations

Early




Late




Failure to PickUp

Failure to Discharge

No Show




Route Cut




Confrontation



Possible Substance-    Abuse


Sudden Stop/Start

Discourteous


Not Collecting All Fares

Not Accommodating

Pass Not- Accepted/Issued

Closed Door on- Passenger 

Smoking

Cut Motorist Off

Reckless Driving

Speeding

Other-DrivingSafety

Operator Behavior

Eating

Radio

Security




Maintenance

 Passenger Disturbance

A/C Not Working

Passenger Assault to- Driver


Empty Trash at Stop

Vandalism at Bus-

Stop

Dirty Vehicle

Physical Violence at- Stop

Insects

Other-Security

Mechanical

Wheelchair Lift

The Quality Assurance and Compliance Supervisor will interview operators for each complaint in order to thoroughly investigate the complaint.  They will provide dispatch with a list of operators to be interviewed.  Dispatch will instruct these operators to see the QA Supervisor at the end of their shift daily.  The operator is asked to provide a statement regarding their recollection of the incident.  The statement is entered in the operator section of the complaint form in the database.

· The QA Supervisor will make a determination of the investigation and their statement is entered in the supervisor section of the complaint form in the database.  The validation will be determined according to the documentation revealed during the investigation.  Investigations are validated in one of three categories: 

· Preventable-Operator Not at Fault - If a customer stated that a bus did not show up at the designated time and the investigation confirms that the bus did not show up because it broke down, this would be a valid complaint because what the customer stated was in fact true, but the operator is not at fault.

· Preventable-Operator at Fault - If a customer stated that the operator was discourteous, not accommodating, etc. and the investigation confirms that or the operator shows a pattern in the category, this would be valid complaint and the operator is at fault.

· Non-Preventable - If a customer complains about an operator upholding a policy and is aware of the policy and it’s requirements, the complaint is not valid because the customer is aware of the policy and the requirements.  The operator is simply doing his/her job.  If the customer complains about an operator running early, late, no show, etc. and the investigation shows otherwise, the complaint is not valid.

· The following progress disciplinary action will be taken when complaints are determined to be preventable:

a.
When an employee receives three complaints, within a twelve-month period, she/he will be counseled by a Team Supervisor, and issued a Phase I Letter of Warning.

b.
When an employee receives five complaints within a twelve-month period, she/he will be counseled by a Team Supervisor, required to attend a Customer Relation Training session, and issued a Phase II Letter of Warning.

c.
When an employee receives seven complaints within a 12-month period, he/she will receive a Phase III Letter of Warning and issued a five (5) day disciplinary suspension.  If the employee accumulates one additional complaint resulting in a total of eight (8), within a twelve-month period, he/she will be terminated.

Discipline for complaints shall be administered based upon the number of complaints accumulated within the past twelve-month period.

· Once the investigation is complete, the QA Supervisor will follow up with the customer either by letter or telephone call. They will enter the follow up statement and date of contact in the follow up section of the complaint form in the database.

· The QA Supervisor will close out the complaint and print out final copy to be faxed to Valley Metro’s Customer Service Department.  They will also place a copy in the City of Tempe Folder to be forwarded at the end of the month.

AMERICANS WITH DISABILITY ACT (ADA)
· Upon Receipt of ADA customer comments from Valley Metro, ATC Tempe will contact the customer to acknowledge receipt of their concern and follow up with further questions, if necessary for the investigation.  During the initial contact by ATC Tempe, the customer is informed they will receive a follow up telephone call or letter with the results of the investigation within forty-eight (48) business hours.

· The QA Supervisor will research the customer concern immediately to determine which operator was involved.    They will provide dispatch with the name of the operator for an immediate meeting with the QA Supervisor.  

· The QA Supervisor will make a determination of the investigation and their statement will be documented in the supervisor section of the complaint form in the database.  On outline of the investigation in a letter format will be immediately sent to the Valley Metro Customer Service Department for closure with a copy to the customer.  

· Progressive discipline will be administered in accordance to the policy listed on page 3 of this document as well as being scheduled for mandatory ADA sensitivity refresher training.
POSSIBLE SUBSTANCE ABUSE
· Complaints received by Valley Metro, the City of Tempe or ATC Tempe involving possible substance abuse will be immediately forwarded to the Operations Manager to initiate an investigation.  ATC Tempe will follow the procedures of the Substance Abuse Policy, pg. 15.

INJURY-PROPERTY CLAIM
· Upon receipt of an injury or property claim, the Quality Assurance and         Compliance Supervisor will open a claim case and forward to ATC Corporate office for investigation and follow up.  ATC Tempe will ensure that Valley Metro and the City of Tempe receive a copy of any claim.
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Tempe, Arizona

CUSTOMER COMPLAINT FORM

DATE OF CALL:
                                                    
TIME OF CALL:


CUSTOMER INFORMATION:
NAME:

                                               
ADDRESS:


CITY:


STATE:


ZIP:

WORK PHONE:


HOME PHONE:


INCIDENT DATA:















DATE OF INCIDENT:


TIME OF INCIDENT:


INCIDENT LOCATION:


BOARDING TIME:


BOARDING LOCATION:


DIRECTION OF TRAVEL:
  FORMCHECKBOX 
N
 FORMCHECKBOX 
S
 FORMCHECKBOX 
E
 FORMCHECKBOX 
W

ROUTE #:


BUS #:
 

BLOCK:


RUN:


CATEGORY:

OPERATOR NAME:


OPERATOR #:


OPERATOR DESCRIPTION:

CUSTOMER COMMENTS:  (1ST PERSON)
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
RESPONSE REQUESTED:
 FORMCHECKBOX 
 NONE
 FORMCHECKBOX 
 LETTER
 FORMCHECKBOX 
 PHONE CALL
 FORMCHECKBOX 
 OTHER 

PROVIDER:  



TAKEN BY:  
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EMERGENCIES
Webster’s Dictionary defines an emergency as an urgent need for assistance. We define it as: Any time the safety of the Operator and/or passengers are threatened, OR anytime that service is threatened.

Your passengers place their lives in your hands when they board your bus. As a professional coach operator, you must have a thorough knowledge of the basic emergency and accident handling procedures to earn that trust.

When there is an emergency involving your bus, you, the coach operator, are responsible for handling that emergency in a way that lessens the risk of injury or death to your passengers and to yourself.

These emergencies range from minor annoyances, such as a small disagreement between passengers, to life-threatening situations, such as a fire. Sometimes a minor annoyance, like a passenger dispute, can turn into a life-threatening situation if not handled properly by you, the coach operator.

In an emergency, your responsibilities are:

· To protect yourself and your passengers from injury or death

· To keep your passengers as comfortable and as calm as the situation permits.

· To protect your bus from damage

· To protect yourself and ATC Tempe from fraudulent or excessive liability claims

These are tremendous responsibilities. Until a supervisor arrives, YOU ARE ALONE IN MEETING THEM. In an emergency, there is only one person to whom passengers can look for direction and help – to you, the coach operator.

It would certainly be much easier for you if all emergencies were the same. To help you handle various priorities, we will teach you the basic procedures with some modifications for different types of priorities. For now, most priorities can be listed in the following categories:

· Fires

· Accidents

· Violent or potentially violent situations

· Ill passengers

· Mechanical breakdowns

This manual covers the steps to take in handling the most common emergencies. In an emergency – when you may be just as frightened as your passengers – it may be hard to remember these procedures step by step. 

Fortunately, they all stem from six basic emergency and accident handling procedures:

· Remain calm

· Protect your passengers and yourself

· Reassure and assist your passengers

· Obtain help

· Protect the bus

· Report to dispatch

Learn these steps thoroughly so that your reaction and response will be automatic. They should be the first things that enter your mind if an emergency occurs. If they do, it will be much easier for you to recall the ways to handle a specific emergency.

The six emergency and accident handling procedures can help to keep you calm and able to deal with an emergency or accident even if you are frightened or nervous.

As you can see, obtaining help and reporting to dispatch are separated. That is because in the case that your radio is not operating, you will need to use a ‘landline’. 

IT’S A FIRE

FIRE EXTINGUISHERS

There are three types of fire extinguishers. They come in A, B, and C. They also come in various combinations of ABC. To help you remember the type of fire that each extinguisher can put out. 

· A – Ashes – anything that burns to ashes including tires

· B – Boom – anything that can explode (gasoline, diesel)

· C – Charge – anything that is electrical

Pull the pin on the extinguisher, aim at the base of the fire, squeeze the handle, and sweep at the base of the fire.

During your pre-trip be sure that the gauge is in the green, and that the charge date is within one year.
Fires on you bus can occur as a result of electrical or mechanical malfunction, carelessness, accident, or arson. Be alert at all times to the possibility of fire and BE PREPARED by knowing the precautions to take to protect your passenger if fire occurs.

The first emergency covered in this training course is that of fire, because the steps required to deal with fire are those required in any emergency:

· Be alert to signs of fire. Call dispatch and pull over in a safe location

· Stop and secure the coach immediately if fire is suspected

· Evacuate the passengers if necessary

· Check for passengers that did not or could not evacuate

· Use the fire extinguisher if you can put the fire out easily

· Keep passengers and bystanders clear of the bus

· Set out your triangles (do not go back into the bus unless safe)

· Do not restart the bus until cleared by your supervisor to do so

KEEP CALM

Be Alert to Signs of Fire at all times when driving your bus. You know the signs of fire – a burning odor, smoke and flames. If you see flames, of course, there will be no doubt in your mind that there is a fire. A burning odor and smoke are less obvious. For this reason, they are sometimes ignored until it is too late. Don’t wait – check them out immediately.

WHERE should you check if you suspect a fire but the source is not immediately visible?

· Inside of the coach as you are checking for passengers

· The tires. Do not overlook the inside tires. They catch on fire more readily than do the outside tires.

· The engine compartment, do not open the door to look. Look underneath for smoke or feel the door for extreme heat

WHEN must you be particularly careful to check for fire even if there are none of the signs of a fire?

After any accident in which your bus collides with another vehicle or object in such a way that the fuel or electrical systems might be damaged, check immediately for fire. If you think there is any fire danger at all, follow the usual procedure for dealing with fire.

WHY is it important that you spot the fire first?

If you are the first one to spot the fire, you can handle the situation in a professional manner, which will cause the least panic among the passengers. If a passenger spots the fire first, he/she may panic and cause the other passengers to panic also.

The earlier you catch a fire, the greater the chances of saving from harm your passengers, yourself, and your bus.

STOP THE BUS IMMEDIATELY IF THERE IS A FIRE OR SUSPICION OF FIRE

Of course, you’re not going to continue on your route if there is a fire on the bus. But what if you are not sure whether or not you smell or see smoke? Do not take any chances. Stop the bus immediately and check it out.

Time is critical in a fire. Your life and your passengers’ lives may depend on your finding the source of a fire before it leaps into flame or causes an explosion. NO FIRE CAN BE TREATED AS MINOR – all fires are potential killers.

When you stop the bus you know that certain precautions must be taken.

· Pull over to the side of the road – contact dispatch while doing so

· Stop in a safe location

· Do not obstruct traffic

· Do not stop in an intersection

· Do not stop on a railroad crossing

· Open all doors

· Shut off the engine

· Evacuate passengers

EVACUATE THE PASSENGERS

If there is a fire or any chance of a fire breaking out, evacuate the passengers as quickly as possible. Speed is critical to a safe evacuation. You also need to ensure not to incite a panic so stay away from words such as ‘fire’ or ‘evacuate’. Instead, say something like: ‘there is a situation with the coach that I need to check out, for your safety, I need everyone to exit the coach through the doors closest to him or her.’

Speed is Critical

For a safe, quick evacuation of passengers be brief and to the point.

· Do not go into an explanation. Time is important, so do not start answering unnecessary questions

· Tell inquiring passengers that you will answer questions AFTER everyone has exited the bus.

· Reassure the passengers that, if they stay calm and follow directions, everyone will get off the bus safely.

· Give clear directions

· Tell the passengers which exit or exits to use

· Tell the passengers they must stay clear of the bus after they are off. 

· Open the bus doors and if necessary, the emergency exits

· Direct the evacuation

· Order people, if necessary, not to push

· Direct the passenger flow as much as possible

If time allows, check through the bus to make certain that no one is left behind. Those who may be unable to get off the bus might be a small child, a person who has been overcome by smoke inhalation, a person who is panic stricken or a person who has been injured in the accident which caused the fire.

· If any passengers are left on the bus, try to get them to leave the bus on their own. If they will not, carry them off. Leave them only if:

· They refuse to get off, and you will endanger your own life by arguing further

· You will risk further injury to them by moving them, and you feel confident that the fire can be put out before it endangers them

· You are not strong enough to carry them off and cannot get help

· Once passengers are off coach, get off, direct to safe location, and assist as necessary

ABOVE ALL, KEEP CALM!

If you are calm, the passengers fears will be somewhat eased. They will find it easier to follow your directions. APPEAR TO BE IN CONTROL if you appear to know what you are doing and to give clear orders, your passengers will feel safe in following your lead. They themselves may be too scared to think of the correct actions to take, but you, with your professional knowledge of emergency procedures, can direct them in the correct actions.

PROPER PLACEMENT OF WARNING DEVICES

When parked at the side of the road or when you pull off the road and stop, be sure to turn on the four way emergency flashers. This is important especially at night. Don’t trust the taillights to give warning. Drivers have crashed into the rear of a parked vehicle because they thought it was moving normally.

If you must stop on a road or the shoulder of any road, you must put out your emergency warning devices as soon as possible. Place your warning devices at the following locations:

If you stop on a two-lane road carrying traffic in both directions or on an undivided highway, place warning devices within ten feet of the front or rear corners to mark the location of the vehicle and 100 feet behind and ahead of the vehicle, on the shoulder or in the lane you stopped in.

Back beyond any hill, curve, or other obstruction that prevents other drivers from seeing the vehicle within 500 feet

If you must stop on or by a one-way or divided highway, place warning devices 10 feet, 100 feet and 200 feet toward the approaching traffic.CALL FOR HELP
Be sure to call dispatch for help if necessary. The VMS radio will do the job. Use the text messages as much as possible but if you have a situation on your bus and you feel threatened, do not hesitate to use the EA (emergency alarm) button to left of the drivers seat. Base will already know your EXACT location, you just need to let radio know what kind of help you need (fire, ambulance, police, supervisor). If you cannot use your radio, use your cell phone, or send a passenger to a pay phone to call. Be sure the passenger has the needed information to give to the dispatcher.

OFF OR ON THE BUS – the Passengers are still your Responsibility.  Your job does not end when you have evacuated the bus safely and called for help. You are still responsible for your passengers and for the safety of the bus.

Use the fire extinguisher to put out the fire, but only if you can do so without injury to yourself. Do not be a hero – your life is more important than the saving of a bus.

Assist any injured until medical help arrives. This is not first aid treatment as much as it is just keeping any injured or ill passengers comfortable. You can treat injured passengers for shock by keeping them:

Lying or sitting down, no matter how slight the injury, comfortable and warm/cool, talking to the passenger (especially with a head wound).

Keep passengers and bystanders clear of the bus. 

Get courtesy cards signed and wait for help to arrive

The safety of your bus and those around it are your responsibility until the proper authorities (fire, police, or your supervisor arrive.

ILL PASSENGERS

Periodically, a passenger may complain of illness or other medical emergency. Although you are not a medical professional and are not expected to administer first aid, all complaints are to be taken seriously. Your primary responsibility is to ‘Obtain Help’ for the passenger.

· If the passenger is unconscious, look for a medic alert

· Find out as much information about the passenger and if he/she requests an ambulance

· Call dispatch and advise them of the situation

· Remain calm and follow dispatch directions

· Assist the ill passenger

· Distribute courtesy cards

· Complete an incident report as soon as possible

If a passenger appears ill, yet doesn’t want an ambulance; or if a passenger is unconscious, tell dispatch. They will call the proper authorities and let them decide to call an ambulance or not. Our concern for passenger comfort and safety is a priority.

VIOLENCE!

When your life and your passengers’ lives are threatened by an armed robber or a passenger, you must rely on the most basic of the emergency and accident procedures – keep calm – so you do not provoke the person.

It may seem that asking you to remain calm and to think carefully when your life and your passenger’s lives are in danger is asking you to be superhuman. You CANNOT panic. An armed person may be just as frightened as you are. If you or your passengers resist or make an unexpected move, an armed person may panic and use his or her weapon. You must remain calm, no matter how scared you are. Keep armed persons from being provoked. Keep your passengers from provoking armed persons. If you stay calm and in control of the situation, your example will make it easier for your passengers to remain calm.

Be able to observe the holdup person carefully so you can give a good description to the police

Be able to remember all the steps to protect yourself and your passengers

Do not risk your life or your passengers’ lives in by resisting or by arguing.

HOW TO HANDLE A TREAT OF VIOLENCE

You cannot wait until there is a holdup or threat of violence on your bus to learn these rules. Read over them frequently so they will automatically come into your mind if ever needed.

Call dispatch and give:

· Your EXACT location, run number and bus number

· Brief description of the person and direction they were last seen heading

· Request emergency aid if necessary

· Get courtesy cards

· Fill out an incident report

VIOLENCE ON YOUR BUS? 

GET HELP FAST!

You know that holdups are not the only times when you could be faced with violence on your bus. Typical situations that could also lead to violence are:

· Disagreements between passengers

· Sexual annoyance of a passenger

· A passenger angry with you or the Transit system

· A drunk, or drug addict, bothering passengers

FIGHTS ON THE COACH

In the event of a fight between two or more passengers, your first priority is for the safety of the other passengers.

· Stop the coach in a safe place (preferably at a bus pull out)

· Open all your doors (when both doors are opened, this allows other passengers to exit the coach or an individual involved in the fight will exit)

· Call dispatch (make sure that you give a brief description of the incident—dispatch already knows where and who the operator is with the VMS system)

· DO NOT attempt to break-up the fight (getting out of the drivers seat could be considered an act of aggression)

· Protect yourself if necessary (do what you need to do to protect yourself and your passengers)

· Complete an incident report

If the police ever board your coach, do EXACTLY as they say!

ACCIDENTS
Preventable Accidents

ATC’s goal is zero accidents. The company reserves the right to determine appropriate corrective action for a preventable accident, based on cause, severity, injuries, damage, negligence, the employee’s safety record or other contributing factors. No employee of ATC is allowed a certain number of preventable motor vehicle accidents.

Definition

An accident is considered preventable unless the investigation shows that our driver did everything possible, as an expert driver, to prevent it.

Retraining

Retraining should be based on the primary or root accident cause, secondary or associated accident causes and any defects noted in the behind-the-wheel evaluation. It can include behind-the-wheel training, accident scene review, classroom training, safety films, and other training resources or materials.  Employees will be paid for retraining.

Procedure

The following corrective action procedure is the minimum requirement where a motor vehicle accident (MVA) is determined preventable.  This procedure does not apply to For Record Only (FRO) vehicle accidents.

First Preventable Accident (per C.B.A.)
1. Review results of the drug and alcohol test required by company policy and take appropriate corrective action. 

2. Review the Safety and Training Supervisor's evaluation of the employee's driving skills (behind-the-wheel evaluation) and the employee's safety record.

3. If this is the first preventable accident within 12 months, retraining is mandatory.  Formulate a retraining plan that has a minimum of 4 hours of retraining.  The employee must be removed from safety-sensitive work duties until retraining is completed.

4. A written warning will be placed in the employee's personnel file.

Second Preventable Accident (per C.B.A.)
1. Review the results of the drug and alcohol test required by company policy and take appropriate corrective action. 

2. Review the Safety and Training Supervisor's evaluation of the employee's driving skills (behind-the-wheel evaluation) and the employee's safety record.

3. If this is the second preventable accident within 12 months, retraining is mandatory.  Formulate a retraining plan that has a minimum of 10 hours of retraining.  The employee must be removed from safety-sensitive work duties until retraining is completed.

If this is the second preventable accident within 24 months, retraining is mandatory.  Formulate a retraining plan that has a minimum of 6 hours of retraining.  The employee must be removed from safety-sensitive work duties until retraining is completed.

Third Preventable Accident (per C.B.A.)
1. Review the results of the drug and alcohol test required by company policy and take appropriate corrective action. 

2. Review the Safety and Training Supervisor’s evaluation of the employee’s driving skills (behind-the-wheel evaluation) and the employee’s safety record.

If this is the third preventable accident within 24 months, the employee will be terminated.  If this is the third preventable accident within 36 months, the employee will be placed on Administrative Leave for up to five days while the property’s General Manager and Safety and Training Supervisor review the case. They will make a recommendation to the Area Director of Safety Education and Development and the Regional Vice President, who are responsible for making a determination as to whether to retain or terminate the employee. A minimum of 20 hours of retraining is required for any employee returning to work.

The very best defensive driver can still be involved in an accident. If you are involved in one, the important thing is to handle it so that your passengers and you are protected from further injury, and you (and ATC Tempe) are protected from fraudulent or excessive liability claims.

As a professional coach operator, you are better trained and better skilled than most drivers on the road. Even so, you may, through someone else’s error 
or other conditions beyond your control, be involved in an accident. The accident could be one of five basic types:

· Between your bus and a moving vehicle

· Between your bus and a stationary object

· Between your bus and a pedestrian

· To a passenger on your bus or getting on or off your bus

· In the vicinity of the bus without direct involvement of your bus

In an accident your responsibilities are the same:

· Keep your passengers and yourself from further harm

· Keep yourself and ATC free from unjust or excessive liability claims

· Keep calm and assist your passengers

IN CASE OF ACCIDENT

· Stop the bus immediately

· Protect your passengers and yourself from any hazards created by the accident

· Check for fire

· Call for assistance

· Check for injured passengers

· Evacuate the bus if necessary

· Inform your passengers of the situation, what actions you have taken, and how they will be affected

· Assist the injured

· Get courtesy cards completed

· Give the police the information requested

· Do NOT admit blame!

· Fill out an accurate and complete accident report

If you or ATC is at fault in an accident, fair claims for injuries or damages will have to be paid. But too often these claims exceed the actual injuries or damages. Protect yourself from this by handling the accident correctly and getting all the information required to give ATC an accurate picture of the accident circumstances.

Your first responsibility after an accident is to protect your passengers and to obtain help for them if necessary. But you still must be aware at all times that claims can be brought against you or ATC after an accident. You can take action to prevent unjust claims.

Do not move the bus if possible (until told to do so by a supervisor or police)

Only give information to the police or ATC supervisor

Only talk to dispatch (use 10 codes), an ATC supervisor, or the police

DO NOT ADMIT GUILT

Do not criticize ATC equipment or rules in public

Do not promise to contact anyone personally

Get as many courtesy cards as possible

Complete an accurate accident report

THE ACCIDENT REPORT IS YOUR RECORD OF WHAT HAPPENED

MAKE IT YOUR BEST WITNESS!

Complete the accident report as soon as possible while the information is fresh in your mind. You may think you will remember everything later, but small details can slip your mind easily. Also it may be months before you may have to go to court and much can be forgotten. Complete the report in ink so that no one can claim you altered the information to strengthen your case. Keep a pen on board your bus at all times to be prepared for any emergency reporting or courtesy card completion. Make the report legible (easy to read), accurate, and complete. Observe the events and the individuals involved as accurately as you can during and immediately after the accident so your report will be effective. 

Look for three things in particular:

· The actions of people and vehicles involved

· Weather, traffic, and lights

· Other relevant conditions and circumstances, such as faulty brakes

If you have to go to court, your accident report should support your evidence. Make sure that it is clear, correct, and complete.

COURTESY CARDS

Everybody gets one! Be courteous when soliciting courtesy cards. If you always practice good passenger relations – if you are always courteous to your passengers – they will not object to taking the time to complete courtesy cards. These cards will then help you and ATC to reconstruct an accurate picture of the accident. Always refer to the cards as Courtesy Cards. Give them out as soon as possible

Collect them as soon as they are completed

Give them to witnesses outside the bus.

Make sure there is a name and phone number on each card. Passengers usually complete courtesy cards for courteous operators.

RECOGNIZING TIRE FAILURE

You must know how to recognize tire failure. The major signs of tire failure are:

· SOUND – The loud bang of a blow out is an easily recognized sign. Because it can take a few seconds for your bus to react, to be safe, assume that the blow out is yours

· VIBRATION – If the bus thumps or vibrates heavily, it may be a sign that one of the tires has gone flat. With a rear tire, it may be the only sign that you’ll get.

· FEEL – If the steering feels ‘heavy’, it is probably a sign that one of the front tires has failed. Sometimes if a rear tire fails it will cause the bus to slide back and forth or ‘fishtail’. However, dual rear tires usually prevent this feeling. Once you recognize the possibility a tire has failed, do the following:

· Concentrate on steering. Hold the wheel firmly with both hands

· Lift your foot from the accelerator. As your speed decreases, brake softly. Hard braking could cause you to lose control.

· Pull off the road if it is safe to do so

· After stopping, check all tires

· Call dispatch

BRAKE FADE

Excessive over use of the service brakes result in overheating and leads to brake fade. Continued overuse may increase the brake fade until the bus cannot be slowed or stopped at all. If you experience brake fade, follow the steps below:

· Shift to a lower gear

· Look for a safe area and pull over as soon as possible

· If the brakes are extremely hot, curb the tires. DO NOT apply the parking brake until they have cooled.

OTHER BRAKE EMERGENCIES
Here is what to do for other air brake emergencies:

· BRAKE FAILURE – shift to a lower gear and pull over as soon as possible. At slower speeds pull the park brake to stop if necessary

· LOW AIR PRESSURE – If your low pressure warning light comes on, stop as safely as you can and secure the coach

· WET BRAKES – After driving through deep water, test for wet brakes by braking lightly. When wet, brakes may pull to one side or not hold at all. Dry them by driving slowly and lightly applying the service brakes
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PLEASE MOVE BACK 





nO EATING/DRINKING  





Please yield seating








hold/seat children








not in service / pls exit bus








exit with Bike reminder








3 min. bus shut off











waiting for timepoint











check engine compartment











LANGUAGE/FEET OFF SEAT











operator off bus / doors








>>>  OPTIONAL  <<<








watch your step





doors closing, pls clear





take items / exit rear door





10-1 Receiving poorly


10-2 Receiving well


10-4 Message received


10-5 Angry passenger


10-6 Out of vehicle


10-7 Out of service


10-8 In service


10-9 Repeat message


10-10 Fare box problem


10-12 Leaving yard


10-13 Heavu traffic


10-16 Full bus


10-17 Assisting passenger


10-19 Returning to base





Please move to the back of the bus





Eating and drinking are not permitted on the bus





Please yield seating to passengers with disabilities and  the elderly.





For your own safety, hold on to your children and keep them seated.





Attention passengers: This bus is no longer in service. Please exit the bus.





To retrieve your bike, please alert the operator and exit through the front door.





Attention passengers: The bus needs to be shut off for no less than three minutes. Please be patient.





Attention passengers: This bus is ahead of schedule. Please be patient as the bus waits to get back on schedule.





Attention passengers: The operator needs to check the engine compartment, we will be under way shortly





Please be courteous to other passenger refrain from using offensive language and putting your feet on the seats





Attention passengers: The operator will be off the coach for a brief time. Please be patient we will resume the route shortly, if you need to exit the bus push the front doors open then close again





Watch your step when exiting





The doors are shutting, please clear the doors





Please don’t leave your personal items on the bus and please use the rear door when exiting.








10-20 Location


10-21 Telephone base


10-22 Disregard


10-23 Stand by


10-25 Transfer


10-32 Radio check


10-36 Time check


10-37 Wheelchair boarding


10-39 Wheelchair deboard


10-45 Fueling vehicle


10-60 Late in schedule


10-76 In route to…….


10-97 Arrived at destination


10-100 Restroom break





Image #2





Image #3





Image #1





AIM HIGH IN STEERING





GET THE BIG PICTURE





KEEP YOUR EYES MOVING





LEAVE YOURSELF AN OUT





MAKE SURE THEY SEE YOU
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