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1 Passenger Service and SafetyASICSHow to properly assist and interact with your passengers Developed by Community Transportation Association of America1 PASS BADISCLAIMERThe PASS Basic Training Manual and Power Point Presentation is for the use of participants in the CTAA PASS Basic Program. It is offered only for information purposes. It is not intended to be all inclusive or to address ppthe hazards faced by each participant specifically. The manual specifically does not address issues or duties arising out of any Federal, State or local statutes, ordinance or regulations, except in a direct manner. Users must evaluate their own needs and adapt the information and procedures in this manual to meet those needs. CTAA assumes no liability for the contents herein or lack by Community Transportation Association of America2 PASS Basics Segment # 1In this segment we will cover:You as a professionalCustomer ServiceCommunicationStress ManagementDeveloped by Community Transportation Association of America32 YOU AS A PROFESSIONAL Developed by Community Transportation Association of America4 CHARACTERISTICS OF A PROFESSIONALEach trained for a

1 Passenger Service and Safety A SICS How to properly assist and interact with your passengers DevelopedbyCommunityTransportation PASS AssociationofAmerica 1 B



	    	 Fullscreen    	    	 Download	





    

                
                
                
                
                
                

            

Tags:


   Services, Safety, Passenger, Sics, Passenger service sics a b, Passenger service and safety


Information



    
        
        	Domain:
        	        

    

    
    	
    		Source:
    		    	

    






	
		Link to this page:
			









	
		Please notify us if you found a problem with this document:

	


	
     Spam in document




×
Spam notification




	
        Thank you for your participation!


				


		
    	 Submit notification    


    









	
     Broken preview




×
Broken preview notification




	
        Thank you for your participation!


				


		
    	 Submit notification    


    









	
	 Other abuse
	






                
                
                
                
            



	
    	Transcription of Passenger Service SICS A B PASS


        
    	1 1 Passenger Service and SafetyASICSHow to properly assist and interact with your passengers Developed by Community Transportation Association of America1 PASS BADISCLAIMERThe PASS Basic Training Manual and Power Point Presentation is for the use of participants in the CTAA PASS Basic Program. It is offered only for information purposes. It is not intended to be all inclusive or to address ppthe hazards faced by each participant specifically. The manual specifically does not address issues or duties arising out of any Federal, State or local statutes, ordinance or regulations, except in a direct manner. Users must evaluate their own needs and adapt the information and procedures in this manual to meet those needs. CTAA assumes no liability for the contents herein or lack by Community Transportation Association of America2 PASS Basics Segment # 1In this segment we will cover:You as a professionalCustomer ServiceCommunicationStress ManagementDeveloped by Community Transportation Association of America32 YOU AS A PROFESSIONAL Developed by Community Transportation Association of America4 CHARACTERISTICS OF A PROFESSIONALEach trained for a to have special to meet licensing a valuable serviceDeveloped by Community Transportation Association of America5 The Final characteristic of a professional is high level performance at all s easy to be positive feel good and treat others well It s easy to be positive, feel good, and treat others well when everything is fine.
2 The difficulty comes when things are NOTgoing well. This is the true test of your skill as a by Community Transportation Association of America3 When being pleasant to passengers is not easy, try following one or more of these techniques: Refocus think about positive things in order to stop thinking about negative things Talk it out talk with other operators and supervisors Understand If there is a problem, contribute to the solution as best you can7 Developed by Community Transportation Association of AmericaA professional driver must possess the necessary skills to work with passengers, family of passengers, agency administrators, a motor vehicle safely is not enough. You must also;also; Make the Passenger feel welcome Answer questions8 Developed by Community Transportation Association of America Make the ride safe and comfortable Handle any problems that occurFll il ii Follow special instructions Keep accurate and timely records of your work9 Developed by Community Transportation Association of America4 Passengers rightfully expect safe, efficient and comfortable transportation time to permit passengers to board and exit ftbl d b ti t id it t h comfortably and, be certain to provide assistance to each by Community Transportation Association of AmericaPractically everything done while performing your job and the manner in which you conduct yourself while performing it.
3 Contributes either favorably or unfavorably to the Passenger s image of you and your unfavorably to the Passenger s image of you and your by Community Transportation Association of AmericaKEEP IN MIND:Good performance is taken for granted poor performance is always by Community Transportation Association of America5 Support and explain agency policies when dealing with passengers. Speak positively about your agency. Avoid talking about how tough your job Talk over agency/organization problems with supervisors NOT by Community Transportation Association of AmericaThree basic rules or skills that you must know and safe, reliable and expert Service Drive safely and smoothly at all times Speak clearly, calmly and with respect Offer assistance to every passenger14 Developed by Community Transportation Association of AmericaBe courteous and patient Use respectful language and tone of voice Leave your troubles at home or with arguments Remain polite Do not get angry15 Developed by Community Transportation Association of America6 When you perform your job as a professional, everyone benefit because your passengers will.
4 T ll Treat you more pleasantly Willingly follow your directions Respect you as a professional16 Developed by Community Transportation Association of AmericaYour passengers benefit through: Safe, comfortable and reliable transportationYour agency benefits because you help to: Increase supportive ridership Improve community support and potential funding Reduce insured risks17 Developed by Community Transportation Association of AmericaCUSTOMER SERVICE18 Developed by Community Transportation Association of America7 The driver is the most important asset of a transit agency. However, the most important person at the transit agency is the customer. Without the customer, th i there is no by Community Transportation Association of AmericaWho are your customers?Think in terms of who receives the Service and how that Service impacts that individual or group.
5 Also, think about who provides the Service and how the perceptions of employees, funders, contributors and perceptions of employees, funders, contributors and taxpayers have a strong positive or negative effect on your by Community Transportation Association of AmericaGroups to consider as customers include: Potential riders these individuals are not using your Service now, but may in the future Existing riders these are the people for whom your Service exists21 Developed by Community Transportation Association of America8 Former riders these individuals were users of your Service , which made a difference in their lives; either positive or negative Indirect customers those not using, but influenced or affected by your Service , , employer or family of a person you transport22 Developed by Community Transportation Association of America Funders of Service this can include funding agencies, state or federal departments of transportation, Service clubs, municipalities and individual community members and elected officialsindividual community members and elected officials Co workers In a transit agency, every employee is a customer to at least one other by Community Transportation Association of AmericaOf all the things you do as a transportation vehicle operator.
6 The way you interact with your passengers will have the most influence on your job and the future will have the most influence on your job and the future of your by Community Transportation Association of America9 Consider these facts: As a driver, you represent your employer In the course of a day, you have more contact with the public than any other employee of your agencythe public than any other employee of your agency A large number of motorists and pedestrians see your vehicle25 Developed by Community Transportation Association of AmericaA Passenger should never have to ask for assistance because the driver failed to offer it. As a driver, you are responsible for Passenger safety . Therefore, assistance must be offered to every Passenger , every day. You are responsible for assisting passengers in and out of the by Community Transportation Association of AmericaSome riders may wish to board or exit the vehicle on their own.
7 Be close by to assist these individuals should it be needed If injury occurs as a result of should it be needed. If injury occurs as a result of negligence because a driver failed to get out of the driver s seat, you, the driver, may be found at by Community Transportation Association of America10 Helping passengers get on and off the vehicles requires some judgment calls from the driver. It may be safer, and faster, to request the Passenger use a boarding wheelchair and the lift. In accordance with the ADA, if a boarding wheelchair is not available, the Passenger may stand on the liftmay stand on the by Community Transportation Association of AmericaWhen providing assistance, it is very important to remember you are dealing with a before taking direct is extremely important and must remain a high priority.
8 Therefore, if a Passenger refuses your offer of assistance, you must be close by and watch for signs of by Community Transportation Association of AmericaHandling customer ( Passenger ) complaints Listen non defensively, no matter how outrageous the complaint may seem, listen without bias or judgment Validate the feelings of the person making the Validate the feelings of the person making the complaint. Acknowledge the frustration and confirm their right to feel upset30 Developed by Community Transportation Association of America11 Remember, feelings are not always rational, but are real don t make promises or try to solve the problem in the heat of the moment Try to see the problem from their point of viewDo you know what your company policy is concerning complaints?
9 31 Developed by Community Transportation Association of AmericaCOMMUNICATION32 Developed by Community Transportation Association of AmericaCommunication is a series of obstacles and are in a position to control whether those obstacles become problems, or whether you can find the opening for effective communication which can help opening for effective communication, which can help toward solving problems and make you and those around you feel by Community Transportation Association of America12To understand your Passenger s point of view, put yourself in their place. Treat others as you would want to be treated or how you would want a transportation to be treated, or how you would want a transportation vehicle operator to treat a member of your by Community Transportation Association of AmericaEmotional communication is more likely to get out of control.
10 Make a determined effort to stay or frustration is caused by any number of reasons, including personal problems, traffic, schedule, unfriendliness, etc. Anxiety will limit an operator s capacity to be tolerant and by Community Transportation Association of AmericaThree steps for better alert to the person be an active how you communicate Use simpler wordshhdhhlld Show how to do the things you are telling to do Write it down or draw a simple picture You may need to give the information more than for comprehension Ask the Passenger what they are going to do now36 Developed by Community Transportation Association of America13 Tips on communicating with passengers Treat adults as adults Offer assistance ASK Speak directly to the Passenger If you do not understand the Passenger do not pretend that you did37 Developed by Community Transportation Association of AmericaSTRESS38 Developed by Community
 Show more

 
    




	
    	Documents from same domain

    	
	
				
					

		
			PEOPLE FIRST LANGUAGE - Webinars, Webcasts, LMS, …

			media01.commpartners.com
			PEOPLE FIRST LANGUAGE The words we use in everyday conversation, on the job, at home and with friends are powerful. ... securement system, explain to the passenger that he ... Safety Issues Service animals are socialized and trained to interact ...

			   First, Services, Language, Safety, People, Passenger, People first language

		

	

	
				
					

		
			Session 67 Panel Discussion Policyholder Behavior ...

			media01.commpartners.com
			2 • Variable Annuity Guaranteed Living Benefits Utilization Study • Fixed Indexed Annuity Policyholder Behavior Experience • Individual Life Insurance Lapse/Surrender and Premium Persistency Experience Agenda

			   Life, Insurance, Behavior, Lapse, Life insurance lapse

		

	

	
				
					

		
			ASSOCIATION OF CORPORATE COUNSEL

			media01.commpartners.com
			ASSOCIATION OF CORPORATE COUNSEL How To Get the Most Out of Your IP December 15th, 2008 Page 3 both copyrights and trademark, it is optional. However, it is advisable and in fact required for

			   Corporate, Association, Counsel, Association of corporate counsel

		

	


                
                
	
				
					

		
			ASSOCIATION OF CORPORATE COUNSEL TITLE: Information ...

			media01.commpartners.com
			ASSOCIATION OF CORPORATE COUNSEL Information Sharing Agreements Confidential Information and Feedback: Two Sides of the Coin May 14th, 2008 Page 2

			   Information, Corporate, Agreement, Confidential, Association, Feedback, Sharing, Counsel, Association of corporate counsel, Association of corporate counsel information sharing agreements confidential information and feedback

		

	

	
				
					

		
			Jeffrey S. Tenenbaum

			media01.commpartners.com
			Venable LLP - Attorneys / Professionals - Jeffrey S. Tenenbaum 9/18/08 3:36 PM ... HOME >> Professionals >> Jeffrey S. Tenenbaum Printer-Friendly Version Email Page ...

			   Jeffrey, Venables, Jeffrey s, Tenenbaum

		

	

	
				
					

		
			Rule 30(b)(6) Deposition Question Topics

			media01.commpartners.com
			questions and topics will serve as a good outline when preparing questions for deposition or when preparing a corporate ... (GotoMyPC.com), PCAnywhere, LapLink). > Chat programs (e.g., ICQ, IRC, etc.). > Other applications User Workstations • Describe all type(s) of user workstation systems and client programs currently in use. o What operat ...

			   Rules, Corporate, Deposition, Gotomypc, Rule 30

		

	


    



	
    	Related documents

    	
	
				
					

		
			ADA Passenger Assistance Training “Train the Trainer”

			www.douglasjcross.com
			Passenger Service and Safety Certification (PASS) – Community Transportation Association of America (CTAA). (valid through January 2014) NOTE - As of Fall 2012, the

			   Training, Services, Safety, Train, Assistance, Passenger, Passenger service and safety, Ada passenger assistance training train the

		

	

	
				
					

		
			Minnesota Department of Transportation (MnDOT) 2016 …

			www.dot.state.mn.us
			2016 Train-the-Trainer Passenger Service and Safety (PASS) Minnesota’s Commitment to Diversity and Inclusion The State of Minnesota is committed to diversity and …

			   Services, Department, 2016, Safety, Transportation, Passenger, Minnesota, Minnesota department of transportation, Mndot, Passenger service and safety

		

	

	
				
					

		
			CPUC AUTHORIZES PASSENGER CARRIERS TO PROVIDE FREE …

			docs.cpuc.ca.gov
			The first pilot program will allow companies to provide passenger service using autonomous vehicles with a trained driver in the vehicle. The second pilot program will allow passenger service ... services being offered with the high level of safety that we expect from our passenger service

			   Services, Safety, Passenger, Passenger service

		

	


                
                
	
				
					

		
			Managing Customer Expectation for Passenger Service at …

			www.aci-asiapac.aero
			Managing Customer Expectation For Passenger Service at Airport 1 ... the concept of managing customer expectation on passenger service quality of Kuala Lumpur International Airport (KLIA) is explored by examining a number of factors that simultaneously influence passengers’ satisfaction. ... Nevertheless, safety is a non-negotiable issue and ...

			   Services, Customer, Safety, Managing, Passenger, Expectations, Passenger service, Managing customer expectation for passenger service

		

	

	
				
					

		
			Managing Passenger Handling at Airport Terminals

			www.atmseminar.org
			Managing Passenger Handling at Airport Terminals ... which result from safety/security and legal requirements. From the airport point of view, safety and ... whereas the passen-ger expects adequate service and comfort levels. On the other hand, airport revenues are increasingly dependent on the non-aviation sector (retail and service revenues ...

			   Services, Safety, Handling, Terminal, Managing, Passenger, Airport, Managing passenger handling at airport terminals, Passen ger, Passen

		

	

	
				
					

		
			15-Passenger Van Inspection Checklist

			www.depts.ttu.edu
			Are safety restraints out and accessible to each passenger? 13. Before driving the van ... 15-Passenger Van Inspection Checklist Inspect with a partner! The job will get done faster and you’ll do a better job! Safety is the reason you need to do an inspection! ©2006 Quality Service & Professional Development, Texas Tech University. All ...

			   Services, University, Safety, Tech, Texas, Passenger, Texas tech university, 15 passenger van

		

	


                
                
	
				
					

		
			PEOPLE FIRST LANGUAGE - Webinars, Webcasts, LMS, …

			media01.commpartners.com
			PEOPLE FIRST LANGUAGE The words we use in everyday conversation, on the job, at home and with friends are powerful. ... securement system, explain to the passenger that he ... Safety Issues Service animals are socialized and trained to interact ...

			   First, Services, Language, Safety, People, Passenger, People first language

		

	

	
				
					

		
			Passenger Service and Safety (PASS) Trainer and Certified ...

			www.dakotatransit.org
			the critical elements of safety, sensitivity and passenger assistance. This workshop is designed for the community transportation driver, supervisor or manager to ensure current

			   Services, Certified, Safety, Pass, Passenger, Terrain, Passenger service and safety, Trainer and certified

		

	

	
				
					

		
			FREE CHILD SAFETY SEAT FITTING STATIONS Region A

			www.lahighwaysafety.org
			FREE CHILD SAFETY SEAT FITTING STATIONS Region B Louisiana State Police Troop B & UMC Trauma Center 2101 I‐10 Service Road Kenner, LA 70065 Contact: Melissa Matey or Bridget Gardner

			   Services, Station, Safety, Child, Regions, Fitting, East, Child safety seat fitting stations region

		

	


                
                
	
				
					

		
			BY ORDER OF THE COMMANDER AIR MOBILITY COMMAND …

			static.e-publishing.af.mil
			duty days (60 days for Guard/Reserve) of assignment to the Passenger Service Flight (after receiving computer access) and completed annually, pending computer access. 2.4.

			   Services, Command, Passenger, Mobility, Air mobility command, Passenger service

		

	


    


    Related search queries
ADA Passenger Assistance Training “Train the, Passenger Service and Safety, Minnesota Department of Transportation (MnDOT) 2016, Passenger, Passenger Service, Safety, Managing Customer Expectation For Passenger Service, Managing Passenger Handling at Airport Terminals, Passen-ger, Service, 15-Passenger Van, Texas Tech University, PEOPLE FIRST LANGUAGE, Passenger Service and Safety (PASS) Trainer and Certified, CHILD SAFETY SEAT FITTING STATIONS Region, AIR MOBILITY COMMAND




                

            
        	
                    


                
                
                
                
            

        	
        

    


    
            
                    
    	About us
	Trends
	Terms of usage
	DMCA
	Contact
	⚡ AMP version
	© PDF4PRO.com, 2017






            

    







                
                
            
