


























































































































REAL LIFE SCENARIO

From time to time one passenger will have seizures, most of
the time while asleep on the bus. This passenger will scream
out, rock back and forth and grab the seat in front of her.
The driver must pull over and continue to call out the
passenger’s name until she comes out if it. This passenger
must not sit behind the driver, as grabbing the driver’s seat
while having a seizure would have dangerous consequences.

DEMENTIA AND OTHER CONDITIONS AFFECTING THE ELDERLY

While memory loss is a natural part of the aging process, memory loss associated
with dementia or Alzheimer’s disease is a sign of a much more severe and
progressive disease. Most people diagnosed with Alzheimer’s disease are older
than 65, but the disease can occur in people in their 30s, 40s and 50s.

There are other conditions that have dementia symptom:s, such as Parkinson’s
disease, brain injury and even severe depression. Since it is common for persons
with dementia to wander, transit operators need to be aware of the signs:

» Acting confused and/or disoriented
» Staying on until the end of the line
= Requesting a stop that is obviously not on the line or does not exist
» Can’t find the right words to communicate what they need or want
» Crying or in a highly emotional state

For more information, refer to the appendix.

Let’s review how the driver in the video handled a wandering situation.

Driver: “Mary, this is your stop.”

Passenger: “What do you mean? | thought you were taking me
home. This isn’t right.” Becomes more upset.

2

Driver: “Mary, I’'m supposed to take you to the senior center.’

Passenger: “But, | don’t want to go to the center. | want to go
home. Please take me home.”
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Driver:
= s patient and supportive. Lets the passenger know
that she is listening and trying to understand what she
is saying.

» Demonstrates interest and comfort by moving closer
to the person and maintaining good eye contact.

= Gives the passenger time. Is careful not to interrupt.
Focuses on the passenger’s feelings, not the facts.

=  Offers a solution. Calls dispatcher.

The driver was right to stay with the passenger and call on the dispatcher for help.
The dispatcher could phone the senior center to have an attendant come and get
the passenger or could phone home to alert a caregiver of the situation.

The Alzheimer’s Association has a helpful program that aids people in identifying
lost individuals with Alzheimer’s. If someone is exhibiting the signs of dementia
look for the Safe Return bracelet around his or her wrist. It is a chain bracelet with
an identification tag attached to it. The underside of the bracelet will have a toll-
free number to call and an identification code. That code will let the operator
notify the personal contacts for that person, whether it is a family member or
caregiver.

If no identification tag is present and it has been established that the passenger is
indeed lost, you should contact local police to assist. The police will be able to
locate the nearest contact for the lost individual and have him or her returned
safely.

The Alzheimer’s Association offers these additional tips on how to interact with
persons with dementia:

* Maintain a calm tone of voice and be supportive

= Give the person time

» Use short, simple, and familiar words

* Avoid large arm motions

* Ask one question at a time

» Avoid criticizing or correcting; if the person says the wrong thing, let it be.
Arguing often make things worse

The Alzheimer’s Association also has good tips for dealing with hearing and
visually impaired individuals.
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HEARING IMPAIRED PASSENGERS

Approach from the front

Face the person when speaking

Speak slowly and clearly and use a lower tone of voice

Use nonverbal communications, such as pointing or gesturing
Write things down, if needed

Don’t discuss the person as if he or she wasn’t there

VISUALLY IMPAIRED PASSENGERS

Avoid loud noises or sudden movements

Identify yourself as you approach

Express your intentions before you approach

Offer assistance as needed - do not touch the person
Do not raise your voice

In addition, be sensitive to passengers with mobility problems. They may require
your attention and assistance in boarding and exiting the vehicle, but may not
come right out and ask for it.

A passenger should never have to ask for assistance because a driver failed to offer
it. However, never touch a person unless he or she indicates your offer of
assistance is accepted.

And, of course, make sure these individuals are safely seated before you move the
vehicle.
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EXERCISE 1: PERSONAL HYGIENE

List four options for dealing with a passenger hygiene problem.
1.

2.

EXERCISE 2: INCONTINENCE
List four steps in dealing with a passenger who has an incontinence accident.
1.

2.
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EXERCISE 3: SEIZURE
List seven points to remember about handling a passenger having a seizure.

1.

2.

EXERCISE 4: DEMENTIA

Pairs of participants should enact the scenario illustrated in the video and Chapter
5, using the suggested customer management techniques.
» Passenger with dementia confused and upset about destination.

Facilitator and class will provide feedback.
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EXERCISE 5: HEARING AND VISUAL IMPAIRMENT

Describe how you would you handle the following situations?

1. An older, hearing-impaired passenger is confused about the fare and is visibly
upset.

2. A passenger is trying to assist a visually impaired woman by taking hold of her
arm and she doesn’t want to be helped.
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CHAPTER SIX
STRESS MANAGEMENT

Today’s world is full of stresses that affect us every day. Whether it’s a disgruntled
passenger, bad weather, or a flat tire, these incidents chip away at your good
mood throughout the day and week. Without a way to manage this stress, even
the best drivers can crack. Pent up stress can lead to an outburst similar to those
we have discussed in other parts of this module.

Remember, drivers are accountable for their actions just as much as passengers.

So, this chapter will provide tips on dealing with challenging situations on a
personal level. Just because an irritation or threatening incident has ended, does
not mean it is over.

It is important to know strategies for handling the emotional stress. You have a
responsibility to manage yourself as well as your challenging passengers.

COMMON REACTIONS TO STRESSFUL EVENTS

Handling difficult passengers and challenging situations over time may result in
both physical and mental symptoms, including:

= |nability to concentrate
» Being nervous, jittery, or jumpy
» Feeling numb or disconnected
= [nitial shock
» Obsessing over the events or replaying them in your mind
» Difficulty in trusting others
* Emotional withdrawal from friends and family
» Crippling fear that event may happen again
Of course, reactions will differ from person to person and depending on the

situation. If you have a history of stressful events or traumatic situations you may
take longer to recover physically and/or mentally.
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SUGGESTIONS FOR MANAGING STRESS

You don’t have to be okay right after a difficult situation. The following tips may
help in the wake of an encounter with a difficult passenger:

* Find someone to talk to--a close friend or family member--about the
encounter and allow yourself to tell him or her what happened to you.
You don’t have to keep it all bottled up inside you.

»  Offer support to others and take advantage of their support in return.

=  Be patient with yourself.

If none of these suggestions seems to help, or the effects of the traumatic event are
causing obstacles to your daily life, there are other options available to help you.
If available, contact your system’s employee assistance program counselor. These
trained professionals are available to assist people who have gone through
stressful or threatening situations. Treatment may be as simple as talking through
the incident with someone who can help you work out the issues that are
bothering you.

For more information on stress management, call the National Transit Resource
Center at (800) 527-8279 or www.ctaa.org/ntrc.
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EXERCISE 1: STRESS MANAGEMENT

List below 10 ways you relieve stress after an encounter with a difficult passenger
or a threatening or traumatic situation.

Example: Talk through the situation with a co-worker
1.

2.

10.
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SUMMING IT UP

You have an important job. Every day people count on you to get them where
they need to go in a safe and timely manner. Unfortunately, there are many
obstacles that may prevent you from accomplishing these goals. Many of them
are out of your hands. However, the ways in which you deal with problem
situations or difficult passengers are completely within your control. Just
remember some keys to success when confronting these challenging situations.

= Listen

* Find something to agree on
» Offer an explanation

= Offer a solution

= Divert attention

» Change the subject

* Try a compliment/question
= letitgo

» Present a choice

In Since Strangling Isn’t an Option, Sandra Crowe advises that the more you do
something, the better you get. You may not see instant results by employing these
customer management techniques, but simple changes in action are better than no
change at all. She says it all comes down to three principles:

Acknowledge difficult people when you can. They need all the help they can get.
When you see them doing something right, let them know.

Accept them as much as you can. They are human, too, and struggle with their
own self-acceptance. The more they see your acceptance of them, the less they
will be difficult. Acceptance automatically takes you out of judgment. The more
acceptance you offer, the higher morale will be, yours and theirs.

Set boundaries. Difficult people make a career out of their behavior. Let them
know what is and isn’t okay with you. Stand up for yourself without turning into
an ape. Let them know how to treat you.

If you know your policies and practice the scenarios presented in this book, you
should be ready for just about anything that might come your way. Keep
practicing good customer management techniques, stay positive and take
satisfaction in the job you are doing.
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APPENDIX: INFORMATIONAL RESOURCES

Health/Medlcal Issues

Alzheimer’s Association
www.alz.org

= American Nurses Association
www.nursingworld.org

» Bodily Fluids, CTAP Brief #3
www.ctaa.org/ntrc

= Epilepsy Foundation
www.efa.org

= |ncontinence.org
Sponsored by the Bladder Health Council of the American Foundation for
Urological Disease, Inc.

= Seizures, Passenger Service and Safety (PASS)
pp. 86-89, www.ctaa.org

= Stress Management, Since Strangling Isn’t an Option...Dealing with Difficult
People
Sandra Crowe, M.A., Perigee (1999)

= Stress Management, Passenger Service and Safety (PASS)
p. 3-4, www.ctaa.org

» Your Ticket to Safety — Bloodborne Pathogen Awareness
This module educates public transportation system personnel on a step-by-
step basis regarding bloodborne pathogens in the work place. The
videotape includes blood and body fluid cleanup, emergency procedures,
OSHA regulations, transmission and infection of HIV, HBV and other
bloodborne pathogens. Available from the lowa Department of
Transportation.
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Transit Issues

American Public Works Association (APWA)
www.apwa.net

Federal Transit Administration (FTA)
www.fta.dot.gov

National Transit Resource Center at Community Transportation Association
of America (CTAA)
www.ctaa.org/ntrc

Rural Transit Assistance Program (RTAP)

The goals of RTAP are to provide training and technical assistance for rural public
transportation operators, improve professionalism and safety of rural public transit
services, and promote efficiency and effectiveness of rural transit services and
support coordination with human service transportation.

www.nationaltrap.org

Some Training Materials

Passenger Service and Safety (PASS)

The PASS Driver Certification Program ensures that community transportation
drivers have current expertise in passenger assistance techniques and sensitivity
skills appropriate for serving persons with disabilities. Contact the Community
Transportation Association of America at (800) 527-8279 or www.ctaa.org for
availability.

Passenger Assistance Techniques

A program by Transportation Management Associates that is designed to inform
drivers of the needs of elderly and disabled passengers and to suggest ways drivers
can assist these passengers safely and unobtrusively. Call (817) 293-6801 for
ordering information.
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APPENDIX: SAMPLE POLICIES AND PROCEDURES

Iv.

Policies and Procedures
For the Use of Summit County Public Transportation

General Policy.

a.

Public transportation vehicles and facilities are provided by the
Summit Stage for the benefit of the Summit County community,
visitors, and the general public. All permissible use of public
transportation vehicles and facilities (Stage Services) shall be strictly
limited to conduct consistent with the reasonable use and enjoyment
of such services and their safe and reliable operation.

. Any behavior or action which in any manner or to any degree

is inconsistent with the reasonable use and enjoyment of Stage
Services, or is disruptive to their intended optimum operation, shall be
cause for discontinuation of the privilege of utilizing Stage Services, up
to and including suspension and/or expulsion from Stage Services.

Such unacceptable conduct includes, but is not limited to, failing to
follow the direction of a driver or other Summit Stage personnel,
misuse or abuse of Stage Services, threatening or intimidating
language or gestures, consuming alcohol or other controlled
substances, fighting, disruptive use of personal music devices, and any
other conduct that may inhibit guest use and staff function.

Denial of Service.

d.

[y

The County reserves the right to refuse to any individual the use of
Stage Services, in the exercise of its reasonable discretion, when such
action may be deemed necessary and in the best interest of the
County, Summit Stage guests, and the health, safety, and welfare of
the public.

The use of Stage Services may be denied to any individual, including
but not limited to, the following express reasons:

. Prior or present misuse or abuse of Stage Services.
. Threatening or intimidating behavior.

3. Inability to travel independently, in a safe and prudent manner.
4. Failure to adhere to the terms and conditions of any formal
decision suspending use of Stage Services.

MANAGING PROBLEM PASSENGERS AND DIFFICULT SITUATIONS

49



50

VII.

VIIL.

Hazardous Materials. Hazardous materials such as explosives,

flammable liquids, firearms, or weapons are strictly prohibited from Stage
Services. Any violation of this prohibition will result in immediate
notification of the appropriate law enforcement officials.

Animals. All animals are prohibited from Stage Services, subject to the
following limited exceptions:

a. Legitimate service animals under the control of a guest with a
disability.

b. Animals stored in an approved carrier under the control of a
responsible guest.

¢. Any guest traveling with an animal may be expelled if the animal’s
behavior compromises the safe operation of Stage Services or
otherwise poses a threat to the health, safety, and welfare of the
public.
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The Resource Exchange

Vehicle Accidents/Incidents
Procedures:
B. Incident Procedures

1. An incident is any unusual event, personal accident, or iliness, which
occurs during a team driver’s daily route. An incident does not
necessarily result in an injury and could involve a customer or another
person(s). When a driver is involved in an event which is out of the
ordinary, an incident report must be completed as soon as possible.
Examples of incidents include: (a wheelchair tipping over, a customer
hitting his/her head on a vehicle doorway, or a customer requesting
you stop the vehicle due to illness). A customer does not need to
show signs of injury to necessitate an incident report.

2. If a consumer acts in a violent, combative, or threatening manner (i.e.
throwing items of clothing/shoes, getting out of seat, uncontrolled
hitting, threatening you or other consumers) the vehicle will be pulled
to the side of the road immediately. Call the Transportation Office or
contact the Road Supervisor when your vehicle is safely stopped. If
you are unable to regain control of the situation and the consumer
continues to create an unsafe driving condition, a bus with a travel-
host will be dispatched to retrieve the consumer. The residential
provider or family may be called to pick up the customer. Drivers will
not move their vehicle until other transportation arrangements are
made. Incident reports will be completed and turned in to Fleet
Manager/Operations Dispatcher. Follow-up will be conducted by CTM
and the Community Coordinator.

C. Accident/incident reports are vital in determining the cause of and
prevention of future accidents/incidents. The importance of a complete
and accurately filled out form can not be overemphasized. It is not
unusual for people to make claims (including taking legal action) for
events which we may consider insignificant.

D. Non-Accident Medical Emergencies:
1. Radio the Operations Dispatcher immediately.

2. Depending on the seriousness of the emergency, the driver may or
may not ask for emergency response assistance.
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3. If no radio contact is available, the driver may drive directly to a
hospital, fire department or other medical facility depending on the
seriousness of the emergency.

4. If a consumer becomes hostile or uncontrollable, stop the vehicle and
contact the TRE Operations Dispatcher for assistance.
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Special Transit

Bus Operator’s Guide

ALPHABETIZED OPERATING PROCEDURES

Ejecting Passengers

A. A young child, a person of
unsound mind or a person with a
disability who is unable to take care of
himself must never be ejected from the
bus.

B. No passenger shall be ejected
for mere intoxication unless the
passenger becomes dangerous or
offensive. This person must be turned
over to a Police Officer or Special Transit
supervisor. Eject such passengers with
great care and guide them until they are
free from possible injury.

C. No person will be ejected from
a bus without direct permission from

dispatch.

Misconduct — Adult
For acts of misconduct such as

intoxication, vandalism, passenger

disputes, assaults, robbery, or threat of

such actions on the coach, you should:

= try to remain calm (speak slowly
and clearly).

= notify the dispatcher by giving first
your name and location — most
importantly your location.
DO NOT move coach from that
location.

» state the nature and seriousness of
the problem.

= give your name, route, block, and
coach number.

= open both doors.

= do not detain or chase suspect(s).
Note only features and mannerisms
of suspects for future identification.
Look for scars, tattoos, hair, eye, &
skin color, clothing color and style,
height & weight (approx.). To get a
more accurate height, make a
mental note of where his/her head
reaches to in doorways or against
railings.

= follow the dispatcher’s, supervisor’s,
and/or police instructions. Be sure
to make out an Incident Report at
the end of the incident.

Misconduct — Student

When you see school children
breaking windows, tampering with
equipment, fighting, using profanity,
smoking, sticking hands or bodies out
the windows or engaging in other
malicious mischief you should:
= if possible, get the name, address,
and telephone number of offender(s),
and get witnesses to complete Courtesy
Cards.
] report this information on an
Incident Report
=  if assistance is needed, report the
situation to the dispatcher by radio.

Refusing Transportation

A. In extreme circumstances, you
may refuse transportation to an
individual or group who are behaving
offensively, threatening the safety or
comfort of other passengers, or who are
so ill or intoxicated that they cannot
care for themselves.

B. If you must refuse
transportation, do it as politely and
discreetly and quickly as possible.

C. Call the dispatcher immediately
for permission and fill out an Incident
Report when you return to base.

Smoking on Buses

The use of chewing or smoking tobacco
is prohibited. Leaving a bus to smoke
when delayed in route is prohibited.
Operators will not be permitted to
smoke on any Special Transit vehicle.
Operators who wish to smoke at
layovers must get off the bus to do so.
You must keep a sufficient distance
when smoking as to keep the odor from
permeating the interior of the vehicle.
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