Interacting
with
Passengers

Instructor Notes:
• Display welcome slide as participants enter the room to reassure they are in
the correct place.
• Be sure to welcome participants to class – introduce class members and all
trainers present.

• Be sure to start on time.
Discussion Points:
• Remember, enthusiasm and positive energy are critical.
• Class participants are embarking on a challenging journey which begins here.
• For some, this may be the first time in a classroom in a very long time,
making them feel slightly intimidated. Be sure to make participants feel
welcome.

• Review emergency exit locations and facility specific policies, including cell
phones and smoking.
Time Recommended: 1 hour
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Objectives
By the end of this section, participants will know
and understand:
• Importance of positive passenger interaction
• Passenger expectations
• Steps to providing reliable expert service
• Operator skills needed for positive passenger

interaction
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Instructor Notes:
• Use the points on this slide to give participants a general idea of what the
training content is.
Discussion Points:
• As a public transportation provider, we do not simply provide transportation –
we transport passengers.
• The interaction between operators and passengers is pivotal to customer
satisfaction.
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Importance of Passengers
• Passengers are why we all

have a job
• We are selling a service
• Repeat business is
important
• You are a customer service
representative
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Instructor Notes:
• The importance of our passengers is sometimes overlooked.

• Engage participants in a discussion using the discussion points below to
guide the conversation.
Discussion Points:
• If it weren’t for our passengers, everyone in our company, including the
general manager, would be out of a job.
• We rely on our passengers to provide fare revenue, political support, and tax
revenues.
• We need to provide superior service to our passengers so they will continue
to be loyal riders and provide us with the support we need.
• Another important point to remember is that we are selling a service —
transportation from one point to another.
• When you sell a service, the way you treat your passengers determines
whether they continue to be loyal passengers.
• For riders who use our service as a convenience, good customer service can
determine whether they continue to use our service or choose alternative
transportation.
• It’s important to always remember that this is the service industry and you, as
the professional operator, are the principle customer service representative.
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Public Image
• Front line
• Customer service
• Alternative transportation
• Operator’s responsibility to

meet passenger expectations
• Goal is for paratransit to be

popular choice
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Instructor Notes:
• The passenger is not the only one to benefit from good customer service.
• The professional operator who uses customer service skills benefits from
increased passenger respect and support and experiences fewer daily frustrations.
• If you consistently practice good customer service skills, your passengers will likely
return your pleasant manner, be more receptive to your instructions, cooperate as
witnesses in the event of an incident or emergency, support you in handling difficult
passenger situations, and continue to use the service.
Discussion Points:
• As a professional operator you work directly with the public.
• You perform at the front line for the company’s transportation service.
• Because you are the transit company’s mobile ambassador, it’s your professional
customer service skills that will encourage your passengers to continue riding the
service.
• Conversely, if your passengers are exposed to bad customer service — if your
behavior is inattentive or rude — many of your passengers will look for alternative
transportation:
• They will drive their own vehicles,
• Have someone else drive them, or
• If they do not have a transportation alternative, they may just give up and
stay at home.
• Even if our service is more economical and convenient, people may try to avoid
what they perceive as “the hassle” of using our service.
• As a professional operator and as a frontline service representative, it’s up to you
to fulfill your passenger’s expectations about service.
• The goal should always be for the operator to work toward making our service the
passenger’s popular choice!
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Mobile Ambassador
Meet passenger expectations by
focusing on the following
characteristics:
• Courteous
• Reliable
• Knowledgeable
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Instructor Notes:
• It sounds very simple, but you will need to practice each of the three customer service
characteristics; courtesy, reliability, and knowledge — every day.
• On busy days when traffic is especially heavy or there are other special circumstances
that tax your skills and patience, passengers may also approach you with unusual
questions or concerns, or have special needs.
• In these situations, more than ever, you will need to remember and practice Courtesy,
Reliability, and Knowledge.
Discussion Points:
• Courteous operators:
• Always give a cheerful “hello” or “good day” when picking up a passenger

• Treat your passengers with respect and give them the benefit of the doubt in the
event of a disagreement
• Communicate in an appropriate and accurate manner
• Never embarrass a passenger
• Have patience
• Reliable operators:
• Pick up passengers safely and on time
• Provide the appropriate level of assistance
• Maintain the schedule
• Drive defensively
• Knowledgeable operators:
• Provide accurate and appropriate information
• Know the proper route to take
• Know proper assistance techniques
• Know all other aspects of their jobs
• Anticipate or remember the particular needs of passengers
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Professionals
What jobs do you view as professional
occupations?
What do we mean when we say a person is
a professional at his or her job?

6

Instructor Notes:
• Engage participants is a discussion regarding what they feel a “professional
job and professional person “ are in their opinion.
• Encourage discussion to reveal specifically what they mean, giving examples
etc.

Discussion Points:
Question: Ask participants: What jobs do you view as professional
occupations? (Write down responses that are given on a dry erase board or flip
chart)
• Potential Answers:
• Doctors
• Lawyers
• Teachers
• Engineers
Question: Ask participants: What do we mean when we say a person is a
professional at his/her job? (Write down responses that are given on a dry erase
board or flip chart)
• Potential Answers:
• Perform valuable services
• Have special training
• Have a high level of skill
• Continuously upgrade their skills
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• Take pride in their work
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Vehicle Operator – Professional?

What about you?
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Instructor Notes:
• Refocus participants to think about their jobs and their role as a professional.
• Many people do not see themselves as professionals; we often hear, “I’m just
a driver.”
Discussion Points:
• Now let’s apply these professional qualities to you:
• You perform a valuable service, by providing the public with paratransit
transportation.
• You have received special training to become a professional operator.
• You have a high level of skill in driving the vehicle, operating the
vehicle equipment, and dealing with passengers.
• You are required to continuously upgrade your skills by taking courses
such as this one.
• You have reason to take pride in your work as professional operator.
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Professional Attitude
Your professional attitude is
reflected in:
• Image of your self
• Passengers
• Co-workers
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Instructor Notes:
• Engage participants in a discussion about attitude
• Professional pride is essential if you are going to develop and maintain excellence in
customer service.
Discussion Points:
Your professional attitude is reflected in:

• Your image of yourself:
• Confidence in your ability to perform the job
• Neat uniform and grooming
• Pride in being a paratransit operator
• Your interaction with passengers:
• Pleasure in working with your passengers
• Allowing your passengers the benefit of the doubt
• Belief that your customers are basically honest and cooperative
• Your relationship with co-workers:
• Pleasure in working with your coworkers
• Readily sharing information with coworkers
• Reliance on their cooperation
• Learn what issues create negative impacts on your professional attitude and then figure
out ways to counteract them.
• As a professional, your goal is to avoid letting anything interfere with your on-the-job
performance.

• Avoid letting your mood affect your professional paratransit operator skills.
• Just as a doctor cannot afford to mistreat patients due to personal problems,
mistreating your passengers in response to small irritations or personal problems is not
professional.
• Continuing to provide quality customer service, in spite of personal problems or difficult
passenger situations – that is what a professional attitude is all about.

8

Common Stress & Management
Examples of Stress:
• Weather
• Traffic jams

• Problems with coworkers
• Illness

Examples of Stress Management:
• Music
• Focusing on good parts of the job

• Light conversation
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Instructor Notes:
• Stress can erode professional attitudes and behavior while on the job.

• Awareness is the most effective way to prevent it from becoming an issue
between you and your passengers.
Discussion Points:
Question: Ask participants: What are some of the issues that could increase
stress and have a negative impact on your professional attitude?
Potential Answers:
• Weather

• Traffic jams or collisions
• Unpopular company policies or rules
• The vehicle you were assigned
• Problems with a co-worker
• Illness
• Financial problems
• Family problems
• Difficult passenger situations
• Tight schedules
Question: Ask participants: What are some of the ways you manage or control
your stress?
Potential Answers:
• Music
• Light conversation
• Focusing on the good parts of the job
• Using “happy thoughts” during breaks
• Others?
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Professional Habits
Your professional habits are
reflected in your:
•

Attitude

•

Appearance

•

Body language

•

Speech
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Instructor Notes:
• Engage participants in a discussion regarding professional habits.
• It is important to make these characteristics habits so they are automatic while on the
job – they become who you are.
Discussion Points:
• Maintaining a professional attitude is just the beginning; your passengers must
perceive you as professional.
• Although you may have the right attitude, your passengers judge your professionalism
based upon how your personal habits influence your outward actions and appearance.
• By consciously practicing professional habits until they become an automatic part of
your daily routine, you will learn to always project a professional image.
• Outward signs of professionalism that are influenced by personal habits may include:
• Attitude:
• Positive, upbeat, honest, pleasant, friendly, generous, and not letting
others’ negativity get you down.
• Appearance:
• Good grooming/personal hygiene, neatly pressed uniform or approved
attire.
• Body language (posture and gestures):
• Erect posture in proper driving position, seat belt fastened, smiling,
looking directly at passengers when communicating with them and
using appropriate gestures to clarify direction.
• Speech
• Politeness/courtesy, clearly understood words (diction), proper
grammar, accurate and appropriate language.
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Appropriate Levels of Conversation
• Conversation can establish

relationship with passenger
• Calm and reassure them

• Makes passing of time

pleasant
• Keep it light – be aware of

potential for distraction
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Instructor Notes:
• Conversation can be used to lighten the environment on a vehicle
• However, conversation can also become a distraction.
• Engage the participants in a discussion regarding how these differ.
Discussion Points:
• When a passenger is nervous or uncomfortable, often a light conversation
can make them feel more at ease.
• May calm them and assist in reassuring them they will be ok.
• Conversation which does not involve a deeply emotional or controversial topic
can be helpful.
• Avoid getting into a deep conversation which may cause the operator to
become distracted behind the wheel.
• Pause all conversation when loading, unloading, crossing RR tracks, or
performing any maneuver with the bus.
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Empathy vs. Sympathy
Interaction with passengers
with disabilities must be:
• Respectful
• Focused on abilities – not

disabilities
• Empathetic (putting

yourself in their shoes)
• Not sympathetic (feeling

sorry for them; pity)
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Instructor Notes:
• Discuss the differences between empathy and sympathy using the discussion
points below.
Discussion Points:
• When transporting passengers with disabilities, you must be aware of your
own approach to them.
• Remember to at all times be:
• Respectful – avoid raising your voice, speaking in anger or ignoring
someone.
• Empathetic – use reasonable understanding of the situation the
passenger may be in, use sensitivity for passengers who struggle with
typical issues and challenges.

• Avoid becoming sympathetic – don’t pity or feel sorry for someone whose
condition or circumstance seems unfortunate.
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Cultural Concerns for Interaction
• Diverse world
• Customs and cultures
• Awareness
• Sensitivity to differences
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Instructor Notes:
• Discuss the proper levels of respect for passenger diversity and cultures.
Discussion Points
• In cities across the country, diversity has become the norm rather than the
exception.
• Passengers bring to your vehicle their cultures and customs from all over the
globe.
• Some of those cultures and customs have a direct impact on the day to day
interaction with passengers.
• In some cultures:
• Shaking hands is disrespectful.
• Looking a person in the eye when talking to them is viewed as
aggressive behavior.
• Many more examples reflect the diversity of our passengers
• Awareness is key to appropriate interaction with passengers.
• Sensitivity is a must when transporting people from other countries, cultures
and whose customs are different from your own.
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Weather Impacts on Customer
Service

• Vehicle comfort control

• Loading & unloading issues
• Walkways
• Time
• Schedules
• Focus on safety
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Instructor Notes:
• Weather is always potentially an issue: heat, cold, rain, snow etc., impact our
customers and the manner in which they access our services.
Discussion Points
• Passenger comfort inside the vehicle may be impacted by weather:
• Sunny – seats located in the afternoon sun may cause passengers to
become overheated if air conditioning is not adjusted properly.
• Cold – seats near doors may cause passengers to experience drafts,
rain or snow while loading and unloading if temperatures are not
maintained.
• Pick up location waits become very difficult when exposed to the elements.
• The pick up location areas may become slippery in rainy or icy conditions
and/or sidewalks impassable from snow which has not been cleared.
• Because of weather it may take longer to load and unload, which may impact
your arrival times at the pick up locations.
• The important consideration here is to stay focused on safety.
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Role Play Activity

Passenger wants to board
vehicle with her supermarket
shopping cart.
How should operator respond?
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Instructor Notes:
• Ask for volunteers to role play what the appropriate response should be from the operator.
• The purpose of this exercise is to:
• Provide practice in applying the basic customer service skills
• Encourage participants to view how the basic customer service skills are
applied in a specific scenario
• Provide a forum to share ideas regarding the steps and their sequence
• Review applicable company policies
• Ask for participants to play the roles of the “operator” and the “passenger” in this situation
• Have them come up to the front of the class.
• Assign the “operator” and the “passenger” the situation on this slide.
• Give them a couple of minutes to collect their thoughts and then ask them to role-play their
situation
• When the exercise is over, thank them for their participation.
Note: As the instructor, you may find it useful to break the ice by illustrating how you wish the
role-playing to be done. Do not be too particular. The objective is to provide observation and to
practice the basic customer service skills.
Brief the volunteers how they should respond during the role play:
Operator:
• Role: Handles the situation utilizing the basic customer service skills and remains professional
when addressing the passenger

• Demeanor: Your demeanor is that of a professional paratransit vehicle operator. Practice the
Basic Customer Service Skills.
Passenger:
• Role: When the operator tells you the shopping cart is not allowed on the vehicle, you argue
loudly. You have too many bags to carry without the cart and even if you could, the bags are
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too heavy. Besides, there is room in the vehicle for it and it is a short trip to your
house.
• Demeanor: You are angry at the delay and can’t understand what the big deal is. You
want the operator to just allow the cart on the vehicle and take you home.
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Passenger Conflict Prevention
• Prepare for workday
• Welcome passengers
• Listen to passenger

concerns
• Thank passengers for

riding with you
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Instructor Notes:
• Introduce the next few slides using the discussion points below.
• Each technique for passenger conflict prevention will be discussed in detail in
the upcoming slides.
Discussion Points:
• One of the secrets of customer service is to prevent problems before they
happen.
• Wise operators know that preventing complaints and keeping the passenger
happy is always easier than learning new strategies to deal with angry
passengers and responding to passenger complaints.
• By using the skills described in this section, you will be able to set the tone of
exchanges with passengers and anticipate their needs.

• Implementing the skills will allow you to influence the outcome of passenger
interactions, provide superior customer service and make your job more
enjoyable.
• Let’s discuss each one of these four operator skills separately and see how
they should be implemented to provide appropriate customer service.
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Prepare for the Workday
• Prepare yourself to look and feel professional
• Practice wellness, including proper rest
• Anticipate passenger’s needs
• Ready the vehicle
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Instructor Notes:
• Engage the participants in a discussion regarding preparation for their workday.
Discussion Points:
Prepare for the workday:
• Prepare yourself to feel and look like a professional
• People that look professional — who are properly groomed and dressed for their job — command
more respect. Passengers have a tendency to follow directions when requested from a
professional looking operator.
• Ask participants: What can a paratransit operator do to look more professional?
• As an operator you have control over:
• Whether you are in a proper uniform
• Whether your uniform is clean and pressed
• Whether you are clean and neatly groomed
• Practice high levels of wellness, including proper rest:
• Be aware of consequences from medications including over the counter medicines – be a label
reader!
• If you are sick and your safety performance will be negatively impacted – call in.
• Practice proper diet, exercise and rest
• Anticipate the passengers needs:
• If you have transported the passenger on a regular basis, you should know some of their basic
needs during transport – prepare ahead of time to meet those needs.
•

During inclement weather make adjustments accordingly in the logical needs of the passengers

• Ready the vehicle
• This task is designed to prevent customer service problems that could arise during your workday.
Inspect the paratransit vehicle inside and out. Outside look for safety items and malfunctioning
equipment, which could create a negative experience for your passengers.
• State and Federal laws require vehicle inspections, but inspection is also required by our company
in order to keep passengers safe, prevent service delays, and prevent passenger confrontations.
• Ask participants: What items may cause service delays?
• Any safety related item can require a road call and may cause a service delay:
• Brake lights

• Wheelchair securement devices
• Broken or loose mirrors
• Windshield wipers
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Welcome Passengers
• Greet passengers
• Set positive tone
• Negative reactions
• Keeping passengers

informed
• Professional interactions
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Instructor Notes:
• Discuss ways to welcome passengers.
Discussion Points:

Welcome passengers:
• Greeting passengers:
• Your initial contact with a passenger is generally the most important and establishes how further
interactions will take place. Welcoming passengers as you meet them lets you establish contact
with each individual, and may alert you to problem passengers. Welcome each person or group of
people. It may sound like a lot of work, but in reality this simple act has the ability to set a positive
tone for any future interactions the operator may have with the passenger.
• Put yourself in the place of a customer
• When you walk into a store and are greeted by someone, how do you feel?

• How do you feel when you’re ignored when walking into the same store?
• Set a positive tone:
• Greeting passengers has a tendency to make people more open and friendlier. A positive tone set
with passengers is good customer service, and friendly interchange with passengers has the added
benefit of making the operator’s day more enjoyable.
• Negative reactions:
• In some cases when you greet passengers you may get a negative reaction such as “What’s so nice
about it.” A negative comment from a passenger in response to your greeting can actually have a
positive outcome. It’s best to know when passengers are angry because it gives the operator the
opportunity to apologize for the cause of the complaint. The act of acknowledging somebody’s
anger typically diminishes it. Try not to let the few negative reactions to your greeting keep you
from welcoming other passengers.
• Keeping passengers informed:
• In another type of situation, operators can use their welcome as an opportunity to inform
passengers of time/traffic delays. Making general announcements keeps your passengers informed
and will also minimize your need to repeatedly answer the same question.
• Professional interactions:
• The relationship between First Transit employees and passengers must be strictly professional at all
times

• All interaction with passengers must be free from personal relationships, personal conversations, or
conduct that could be construed as harassment, abuse, or otherwise inappropriate
• Avoid commenting on passengers’ clothing or their appearance
• Ask participants: What are some simple greetings that may be used with the passengers?
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• Simple greetings would include:
• “Nice to see you again”
• “Good morning/afternoon”
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Listen to Passenger Concerns
• Listen to understand
• Ask questions to

clarify problem
• Empathize with

passenger
• Never ignore

passengers
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Instructor Notes:
• Engage the participants in a discussion regarding listening to passenger
concerns.
Discussion Points:

Listen to passengers concerns:
• When passengers have complaints, or are angry when they meet you – listen
and try to understand their problems.
• Ask any appropriate questions to clarify the problem.
• Empathize with the passenger when you apologize. If possible, try to offer a
solution. As an example an operator could say: “I’m sorry for the delay; there
was a detour further back on my way over here. Why don’t I get you onboard
and I’ll get you where you are scheduled to go. Once again, I’m sorry”. This
statement offers empathy for the inconvenience; provides a reason for the
delay without blaming anyone; and offers a solution.
• Never ignore passengers. In most cases, the only thing a passenger is
looking for is someone to listen to their complaint and show some empathy for
their situation.
• Ask participants: What other solutions could you offer?
• Other solutions may include:
• “Let me make a note of this so I can tell my supervisor.”
• “It would be helpful if you called the customer service
department and let them know your concerns.”
• “Let me see if there’s anything my supervisor can do right now
to help you”.
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Thank Passengers
• At destination
• Simple sign of

respect
• Making passengers

feel appreciated
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Instructor Notes:
• Engage the participants in a discussion regarding thanking passengers for
riding with them.
Discussion Points:
Thank the passengers for riding with you:
• As you leave the passengers at their destination, thank them for riding with
you.
• If the passenger thanks you first, give a clear and warm, “Thank you” back.
• If you are scheduled to pick up the same passenger later on in the day to go
back home or to another appointment, this would be a good time to reconfirm
with them.
• Saying thank you is a simple sign of respect which lets passengers know you
appreciate them.
• It builds a rapport with the passengers through courtesy.
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Instructor Notes:
• Use this opportunity to evaluate the learning based on what questions are
asked from the participants
• If there seems to be an area that lacked general understanding – take the
time to clarify the main points
• It is important to be sure everyone is comfortable with moving on to the next
section of this training
Discussion Points:
• None
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Review
1. Passenger safety is always priority
2. Passengers must also feel cared for
3. Appropriate levels of customer service bring them

back to your bus regularly
4. Managing their perceptions is important
5. Proper interaction must be done with respect and

sensitivity
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Instructor Notes:
• Engage in a review of the training content from this section with your
participants.
• Use this opportunity to clear up any misunderstandings or confusion
regarding any of the content.

• This may be your last opportunity to enhance their learning, which may save
the life of a passenger one day.
• Cover the points on this slide.
Discussion Points:
• None
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Summary
• Positive passenger interaction is very important

in establishing a relationship
• Understanding your passenger’s expectations for

the ride allows you to be successful and build
repeat customers
• Reliable expert service is built in steps
• Positive passenger interaction requires skill

– practice every day
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Instructor Notes:
• Cover the points on this slide.
Discussion Points:
• None
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Thank You!

This section of training
is now complete
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Instructor Notes:
• None
Discussion Points:
• None
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