Transporting
Passengers with
Disabilities

Instructor Notes:
• Display welcome slide 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, opening session 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 hours

1

Section Overview
•

Transporting passengers with disabilities requires
attention to detail

•

It is important to understand each passenger’s
needs when providing for their safety on your
vehicle

•

Each diagnosis has a related set of behaviors and
needs

•

Sensitivity and empathy help provide a safe and
pleasant ride
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Instructor Notes:
• Use the points on this slide to introduce the content of today’s training.
Discussion Points:
• None
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Objectives
By the end of this section, participants will know
and understand:
• What a disability is
• Different types of disabilities
• How to assist a person based on disability type

3

Instructor Notes:
• Simply share the objectives for this training by reading them from this slide.
Discussion Points:
• None
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Introduction
What is a disability?
• The ADA defines a disability as
a physical or mental
impairment(s) that substantially
limits one or more major life
activities
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Instructor Notes:
What is a disability?
• The Americans with Disabilities Act (ADA) defines a disability as a physical or
mental impairment(s) that substantially limits one or more major life activities.
• Major life activities are activities that an "average person can perform
with little or no difficulty."
• Examples include:
• Walking
• Speaking
• Breathing
• Performing manual tasks
• Seeing
• Hearing
• Learning
• Caring for oneself
• Sitting
• Lifting
• Reading
• Standing
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• Working
• It is important to remember that not all disabilities are visible
Discussion Points:
• Can you name a disability you are familiar with?
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Physical Disabilities
• Limit physical functioning, mobility,

dexterity or stamina
• Every disability is different – not all
can be seen
• Assistance techniques differ person
to person
• Not all people with disabilities will
need or want same level of
assistance
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Instructor Notes:
• A physical disability limits a person’s physical functioning, mobility, dexterity or
stamina.
Discussion Points:
It is not possible to include a list of all the specific impairments that may result in
physical disabilities, but some of the more common ones passengers may have
are:
• Blindness or other visual impairments
• Cerebral palsy
• Diabetes
• Epilepsy
• Hearing or speech impairments
• Heart Disease
• Kidney Disease
• Paralysis
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Examples of Physical Disabilities
• Visual Disability
• Hearing Disability
• Mobility Disability
• Cardiovascular/Respiratory

Disability
• Speech Loss

Let’s examine further…
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Instructor Notes:
• This is a list of disabilities that we will discuss in greater detail in the coming
slides
• Simply review the list and move on
Discussion Points:
• None
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Visual Disabilities
According to U.S. law:
• If best eye acuity = 20/200 or worse
and/or peripheral vision is less than 20
degrees, person is legally blind
• Determines eligibility for
• Driver's licenses
• Disability requirements
• Special services
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Instructor Notes:
• Review the slide content with participants
• This is a list of visual impairments.
• Briefly cover this list; it is not intended to be comprehensive or become a
medical lesson – these are just a few examples.
Discussion Notes:
• Most common causes of visual impairments:
• Cataract
• Glaucoma
• Childhood blindness
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Visual Disabilities –
Symptoms
•
•
•
•

Might see vehicle but not signage
on vehicle
May not be able to identify hazards
or obstacles
May need assistance with all
aspects of transportation
Movement may be difficult without
assistance
8

Instructor Notes:
• Review symptoms to help participants be aware of the challenges their
passengers with disabilities may face on a daily basis.
• Although every person may not exhibit all these symptoms, this list represents
a range of potential symptoms you may observe in your passengers with a
visual disability.
Discussion Points:
Vision disabilities range from mild to total blindness:
• An example of mild vision disability could be a passenger who can see the
vehicle is at the curb but cannot see well enough to read the vehicle’s
signage.
• Passengers who are totally blind may need assistance with all aspects of their
transportation.
• Low vision or loss of vision affects a person’s ability to identify, hazards and
obstacles.
• This can make movement difficult, without receiving assistance.

8

Techniques – Visual
Disabilities
Ask before providing physical assistance
•

If assistance is accepted:
• Offer your arm
•

Explain maneuvers before moving

•

Remain behind passenger while boarding

•

If passenger uses white cane, walk on opposite
side of cane

•

Help passenger locate fare box/deposit fare

•

Upon exit, describe any hazards
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Instructor Notes:
• Include participants in the discussion around visual disabilities and providing
physical assistance
Discussion Points:
• When offering assistance, identify yourself and make sure the person knows
you are speaking to him or her.
• Speak directly to the passenger in a normal volume voice.
• Ask before providing assistance, to verify the person wants and needs
assistance.
• If the passenger accepts your invitation for assistance, offer your arm and
explain the maneuvers to be made (e.g. vehicle step right now, approximately
10” tall).
• Remain behind the passenger while boarding and in front of the passenger
while exiting.
• Doing so will allow you to assist the passenger in the event he/she
loses balance.
• When walking with a passenger who uses a white cane, walk on the opposite
side of the cane.
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• A white cane is used by a person with low vision or vision disability to navigate
their path and identify hazards or obstacles he or she cannot see.
• If necessary, help the passenger locate the fare box and deposit the correct
change.
• As the passenger exits the vehicle and you assist him/her to the destination,
describe any hazards and location, particularly if the passenger needs to cross
a street.
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Techniques – Visual Disabilities
If physical assistance is declined:
• Offer verbal assistance to help identify

hazards
• Speak in a normal voice and volume
• Reconfirm passenger’s destination
• Check rearview mirror for passengers who

may begin to stand prematurely

Uneven Sidewalk

10

Instructor Notes:
• Include participants in the discussion around visual disabilities and providing
verbal assistance.
Discussion Points:
• If the passenger declines your physical assistance, you may offer verbal
assistance in the form of identifying and describing any hazards (e.g. “Curb,
three feet in front of you”).
• Again, speak directly to the passenger in a normal voice and volume.
• Reconfirm the passenger’s destination.
• Announce his/her destination approximately one-block in advance.
• As you come up on a location for drop off, check your rear view mirror for
passengers who may begin to stand or unsecure prematurely.
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Passenger Assistance Activities
This visual disability assistance
role play demonstrates:
1. Challenges of leading a person

with a visual disability
2. Challenges to individual being led
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Instructor Notes:
• Include participants in the discussion around visual disabilities and providing
verbal assistance.
Discussion Points:
• If the passenger declines your physical assistance, you may offer verbal
assistance in the form of identifying and describing any hazards (e.g. “Curb,
three feet in front of you”).
• Again, speak directly to the passenger in a normal voice and volume.
• Reconfirm the passenger’s destination.
• Announce his/her destination approximately one-block in advance.
• As you come up on a location for drop off, check your rear view mirror for
passengers who may begin to stand or unsecure prematurely.
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Hearing Impairments
• Conditions affecting frequency and/or intensity

of hearing
• 3rd most prevalent health issue in older
adults
• 1 in 5 Americans report some degree of
hearing loss
• At age 65, 1 in 3 Americans have
hearing loss
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Instructor Notes:
• Include participants in the discussion around hearing impairments and
providing assistance.
• This is a list of types of hearing loss which fall under the “Hearing
Impairments” category.
• Briefly cover this list; it is not intended to be comprehensive or become a
medical lesson – these are just a few examples.
Discussion Points:
• Ask participants: What experience do you have with interacting with a
person or persons with a hearing impairment.
• Hearing impairments – conditions affecting the frequency and/or intensity of
one's hearing.
• Hearing loss is the 3rd most prevalent health issue in older adults
• 1 in 5 Americans report some degree of hearing loss
• At age 65, 1 in 3 Americans have hearing loss
Three types of hearing loss:
• When hearing loss is due to problems with the ear canal, ear drum, or middle
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ear and its little bones (conductive hearing loss)
• When hearing loss is due to problems of the inner ear, also known as nerverelated hearing loss (sensorineural hearing loss (SNHL)
• Refers to a combination of the other two types of hearing loss. This means
that there may be damage in the outer or middle ear and in the inner ear or
auditory nerve (mixed hearing loss)
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Hearing Loss Symptoms
• Your greetings may be difficult or

impossible for them to hear
• Passengers may not hear stop

announcements
• Communications regarding safety must

be provided by alternative methods
• Passengers may not engage with

operator or other passengers
• May not respond to audible cues
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Instructor Notes:
• Review symptoms to help participants be aware of the challenges their passengers
with disabilities may face on a daily basis.
• Although every person may not exhibit all these symptoms, this list represents a
range of potential symptoms you may observe in your passengers with a hearing
loss disability
Discussion Points:
• Deaf individuals do not hear well enough to rely on their hearing to process speech
and language.
• Individuals with mild-to-moderate hearing disability may be "hard of hearing," but are
not deaf.
• These individuals differ from deaf individuals in that they use whatever level of
hearing they have to assist in communication with others.
• Examples of “alternative methods” of communication with a passenger with hearing
loss might include:
• Sign language
• Easily understood gestures for such things as “sit down” etc.
• Small white board to communicate in writing
• It is important to be aware of passenger movements, and body language during
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transport.
• Look for visual cues such as hearing aids in or behind the ear.
• Repeated requests to repeat a communication may indicate difficulty hearing.
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Techniques – Hearing
Disabilities
• Speak only when person can see you

• Speak loudly and clearly at your normal rate
• When speaking through an interpreter, speak directly to

passenger
• Commonly used and understood gestures can aid in

communication
• Facial hair may bring challenges for passengers who are

trying to read your lips
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Instructor Notes:
• Include participants in the discussion and encourage the sharing of their
experience.
Discussion Points:
• Review the bullet points on the slide.
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Hearing Disability – Activity
This role play involves:
• Assisting a passenger who has a
hearing disability
• Extra effort to be sure passenger
hears you
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Instructor Notes:
• Explain the role playing exercise; one participant will play the part of the
operator and one participant will play the role of a passenger who has a
hearing disability.
• Depending on class size, everyone may not have an opportunity to participate
in the role playing exercises. It is important for everyone to remain engaged
during the role playing process.
• This activity must be conducted inside the classroom to avoid running out of
time
Activity:
Ask for 2 volunteers to get things started; one person to play the role of the
vehicle operator and one person to play the role of the passenger with a hearing
disability. Once you have your volunteers, explain the following:
Operator: You arrive at a passenger location to pick up a passenger who has a
hearing disability. Greet your passenger, ask him if he would like assistance, and
if he accepts, provide the assistance he asks for. If he declines assistance,
explain to the passenger that you are going to walk beside him in the event he
changes his mind and does need assistance.
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Passenger: You are a passenger with a hearing disability. The vehicle operator
arrives to take you to your destination. The operator should greet you and ask if
you need assistance. You should accept the assistance and ask the operator if
you can hold onto her arm. The operator should speak in a clear manner; slightly
louder than normal. She should also point and use other hand gestures to assist
you in getting to the vehicle.

Proficiency points to look for:
• Operator should introduce herself to the passenger.
• She should offer assistance to the passenger from the door to the vehicle.
Passenger should accept assistance.
• Operator should offer an arm for the passenger to take hold of and passenger
should hold on.
• Operator should give clear and concise instructions speaking at a normal rate
and slightly louder tone.
• Operator should use universal hand gestures (pointing) to assist in the
communication process.
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Mobility Impairment
What is a mobility impairment?
Inability of a person to use one or more
extremities or lack of strength to walk,
grasp, or lift objects

16

Instructor Notes:
• Engage participants in a discussion regarding what they feel may be potential
challenges to getting on or off the vehicle.
• Remind them that of the importance of being aware of the needs of their
passengers is required every day.
Discussion Points:
• A mobility impairment refers to the inability of a person to use one or more of
his/her extremities or lack of strength to walk, grasp, or lift objects.
• Mobility impairments may not be obvious (for example, a person who is
elderly and not using a wheelchair or other mobility device); however, these
customers may still need assistance.
• Other mobility impairments may be temporary, as when someone breaks a
leg and must use crutches until their leg heals.
• Examples include:
• Spinal Cord Injuries
• Stroke
• Traumatic Brain Injury
• Cerebral Palsy
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• Muscular Dystrophy
• Multiple Sclerosis
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Symptoms of Mobility Disabilities
• Level of disability differs from one

passenger to another
• May affect balance as well
• May have decreased feeling in

extremities
• May have moderate disabilities and may

not need or want assistance
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Instructor Notes:
• Review the characteristics on the slide
Discussion Points:
• Patience is needed when providing assistance
• Passengers can be helpful in providing information if you are unfamiliar with
their mobility aid (wheelchair, walker, scooter, etc.) They are very familiar with
their mobility aid; ask them for help.
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Techniques – Mobility Impairments
• Provide assistance with walking,

climbing stairs or other physical
activities as needed
• Ask if they desire assistance -and

specifically how- before providing
• Exercise patience when providing

assistance
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Instructor Notes:
• Explain local/contractual policies and requirements as they pertain to
the service – curb to curb or door to door.
• Explain the difference between the two.
Discussion Points:
General Guidelines For Assisting Passengers Who Have Mobility
Impairments
• Allow passengers extra time when needed with boarding, climbing stairs,
seating, getting up, depositing the fare, etc. Allow your passengers the time to
do these activities.
• Avoid gestures that can cause the passenger to become anxious.
• Ask participants: Can you identify gestures that may make a
passenger feel rushed or anxious?
• Don’t hesitate to ask your passengers for helpful information about unfamiliar
mobility aids when needed to provide passenger assistance.
• Some passengers may not use a mobility device but may still need
assistance.
• For passengers using a cane, with the ability to walk to the vehicle, allow
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them to take your arm with their free hand.
• For passengers not using a mobility device and are unable to walk to the
vehicle with operator assistance, contact Dispatch. (if local policy differs,
explain the local/contractual policies and requirements).
• Respect passenger’s desire to keep mobility aid close to them to the degree
possible without violating safety practices.
• Under any circumstance, passengers should not be carried to or on the
vehicle.
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Cardiovascular Disease
What is cardiovascular disease?
•

Conditions that affect heart and
blood vessels

•

Leading cause of death for both men
and women in the U.S.
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Instructor Notes:
• Review the definitions of these two diseases.
Discussion Points:
• About 610,000 people die of heart disease annually in the US – one in every
4 deaths
• Examples include:
• Coronary artery disease (including heart attack)
• Abnormal heart rhythms
• Heart failure
• Congenital heart disease
• Heart muscle disease
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Cardiovascular Symptoms
• Extreme fatigue
• Constant dizziness or lightheadedness
• Fast heart rate or irregular heartbeat
• Chest pain or discomfort during activity

that goes away with rest
• Difficulty breathing during boarding or

exiting vehicle
• Severe cough
• Restlessness or confusion
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Instructor Notes:
• Review the list of symptoms on the slide.
Discussion Points:
• In addition to being familiar with cardiovascular diseases and what they are,
you should be aware of the symptoms related to these diseases.
• Remain observant of your passengers during loading and unloading and
regularly monitor them during the ride.
• If you observe a passenger exhibiting any of these symptoms accompanied
by distress – notify Dispatch immediately or follow your local policy to
obtain medical assistance.
• Watch for signs of discomfort including sweating, grimacing, fidgeting,
abnormal skin coloration, or indigestion as these may be symptoms of a heart
attack - notify Dispatch immediately if you suspect that your passenger may
be experiencing a heart attack
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Techniques – Cardiovascular
• May need additional time to enter

or exit vehicle
• May be fearful of physical activity
• May have personal oxygen

supply with them
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Instructor Notes:
• Remind participants that it is important to anticipate the needs of their
passengers with disabilities.
Discussion Points:
Guidelines for Assisting Passengers who have Cardiovascular Disease
• The passenger may need assistance walking, climbing stairs, or with other
physical activities.
• Ask if they desire assistance before providing it.
• Allow passengers additional time as needed with boarding, climbing stairs,
seating, getting up, depositing the fare, etc.
• They may be fearful of any physical activity which stresses their
cardiovascular system.
• Avoid making the passenger feel rushed or anxious.
• Passengers who are transported with oxygen are responsible for safely
securing it to their mobility device, on their person or have full control of it
before the vehicle moves.
• Provide assistance securing the oxygen tank when necessary.
• Do not move the vehicle until the oxygen tank is properly secured.
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Respiratory Disease
What is respiratory disease?
• Condition affecting lungs and airway
• Includes asthma, COPD, pneumonia, lung cancer
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Instructor Notes:
• Review the definition.
Discussion Points:
• It is estimated that 25 million people in the US have asthma.
• An estimated 14.8 million people in the US have COPD (Chronic Obstructive
Pulmonary Disease).
• Examples include:
• Pneumonia
• Emphysema
• Cystic Fibrosis
• Asthma
• Chronic Obstructive Pulmonary Disease (COPD)
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Respiratory Symptoms
• Cough
• Sneezing
• Nasal discharge
• Nasal congestion
• Runny nose
• Fever

• Scratchy or sore throat
• Nasal breathing
• Difficulty breathing or failure to breathe
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Instructor Notes:
• Review the list of symptoms on the slide with participants.
Discussion Points:
• In addition to being familiar with respiratory diseases and what they are, you
should be aware of the symptoms related to these diseases.
• Remain observant of your passengers during loading and unloading and
regularly monitor them during the ride.
• If you observe a passenger exhibiting any of these symptoms accompanied
by distress – notify Dispatch immediately or follow your local policy to
obtain medical assistance.
• Watch for signs of discomfort, including an inability to breathe.
• If you have any doubt, stop the vehicle in a safe place and notify
Dispatch and ask for assistance.
• Ask operators if they have experienced an individual with these symptoms
who required medical attention.
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Techniques – Respiratory
• Allow additional time to enter or exit

vehicle when needed
• Be aware of temperatures on vehicle
• Some passengers may need physical

assistance
• May have personal oxygen supply

during transport
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Instructor Notes:
• Review the techniques below with the participants.
Discussion Points:
• Allow passenger to board or exit at their own pace without rushing them.
• Be sensitive to any passenger’s request and adjust the temperature to meet
their need when possible.
• Remain aware of passenger movements and if it appears they need physical
assistance do not hesitate to offer.
• Do not move the vehicle until the personal oxygen tank is safely stored.
• Usually, passenger with these conditions will know what to do if they
experience difficulty breathing.
• Keep the air in the vehicle as clean as possible for the passenger by using the
air conditioning and keeping the windows closed.
• If the passenger has an oxygen tank, make sure it is stored safely before
moving the vehicle.
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Speech Impairments
What is a speech impairment?
• Condition where ability to
produce speech is disrupted
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Instructor Notes:
• Engage participants in a discussion regarding their experience with individuals
who have a speech disorder.
Discussion Points:
• When a person is unable to produce speech sounds correctly or fluently, or
has problems with his or her voice, then he or she has a speech disorder.
• Ask operators if they know anyone who has this disorder.
• Examples include:
• Apraxia
• Mumbling
• Stuttering
• Hoarseness in voice
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Speech Impairment Symptoms
•

May avoid situations requiring
conversation or speaking

•

Stuttering interferes with fluent (flowing
and easy) speech

•

May repeat first part of a word (as in wawa-wa-water) or hold a single sound for
a long time (as in caaaaaaake)
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Instructor Notes:
• Review symptoms in an effort to help participants be aware of the challenges
their passengers with disabilities face on a daily basis
• Although every person may not exhibit all these symptoms, this list represents
a range of potential symptoms you may observe in your passengers with a
speech disability
• Increased sensitivity to the passenger’s communication needs are important
Discussion Points:
• Be patient with the passenger; give them the time they need to communicate
their message.
• Make every effort to not complete their sentence for them when they struggle.
• Communicate by using questions requiring a nod yes or no whenever
possible.
• Even if you are uncomfortable, do not look away. Give the passenger full
attention.
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Techniques – Speech Disabilities
• Learn to recognize speech disability
•
•
•
•
•

symptoms
Always look directly at passenger
Be patient
Do not attempt to speak for them
or finish their sentences
Listen carefully
If clarification is needed, ask yes/no
or questions
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Instructor Notes:
• Engage participants in a discussion by asking if they have experience
communicating with someone with a speech disability. Ask them to share that
experience.
Discussion Points:
Guidelines For Assisting Customers Who Have Speech Disorders
• Communicating may be a challenge for you and the passenger
• Be patient and NEVER make fun of an individual with a speech disability
• Listen carefully to what the passenger says and repeat back to them what you
think they’ve said to confirm understanding
• If clarification is needed, ask the passenger questions that can be answered
with a, “Yes” or “No” or just a nod or shake of the head
• Make sure you give the passenger time to process the question and give a
response before asking another question. Keep questions simple – do not ask
long and complicated questions.
• For example; ask questions such as, “What is your name?” or “What is your
address?”
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Kidney Disease and Dialysis
What is dialysis?
• Mechanical process that
performs work of healthy
kidneys by clearing
wastes and extra fluid
from the body
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Instructor Notes:
• Review the information regarding what kidney disease and dialysis are.
• Keep the information light – this is not intended to become a medical lesson.
Discussion Points:
• Dialysis is a mechanical process that performs the work of healthy kidneys by
clearing wastes and extra fluid from the body and restoring the proper
balance of chemicals (electrolytes) in the blood.
• When chronic kidney disease becomes so severe that the kidneys are no
longer functioning properly, dialysis may be needed.
• Dialysis may be used to replace the work of the kidneys for many years or
may be a short term measure while the person is waiting for a kidney
transplant.

28

Kidney Disease/Dialysis Symptoms
• Pain in upper back or where legs meet torso
• Fatigue - Passengers may be weak and/or feel ill after

treatment
• Lightheadedness, dizzy, fainting
• Metallic taste in mouth
• Skin irritations

• Chills
• Nausea and loss of appetite, weight loss
• Swelling in legs, ankles, feet or hands
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Instructor Notes:
• Review the list of symptoms with participants
• Operators may not be able to observe all these symptoms, but increased
awareness of them will be helpful in assisting them to grasp the larger picture
for the passenger’s safety
Discussion Points:
• Be aware of passenger movement and identify any potential difficulties
• Many of these symptoms could become challenging when getting on or off the
vehicle – assist when appropriate
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Techniques – Kidney Disease/Dialysis
• Offer assistance
• Avoid extreme temperatures

aboard vehicle (hot or cold)
• When possible, avoid long ride

times
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Instructor Notes:
• Engage participants in a discussion regarding exactly what they would say
when “offering to assist”.
• What should be their response if the passenger says no, even if the
passenger truly needs it?
• If refused, walk beside or behind without touching, in case support is
needed.
Discussion Points:
Guidelines for Assisting Customers who are Receiving Kidney Dialysis
• Passengers who go through kidney dialysis are usually very weak and may
feel ill upon completion of the treatment.
• Make sure to offer assistance to the passenger in boarding the vehicle and
attempt to make them as comfortable as possible.
• Avoid extremes of temperature aboard the vehicle.
• Long ride times should be avoided if at all possible.
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Mental Impairments
• Wide range of mental health conditions – disorders

that affect mood, thinking, behavior and specific
learning
• Every impairment is different – many may not be
detected visually
• Assistance techniques will differ person to person
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Instructor Notes:
• Emphasize the point that not all impairments can be detected visually.
Discussion Points:
• A mental impairment is a wide range of mental health conditions — disorders
that affect your mood, thinking and behavior and specific learning.
• It is important to remember:
• Every impairment is different.
• Assistance techniques will differ person to person
• Examples include:
• Dementia / Alzheimer’s Disease
• Intellectual Disorder
• Mental Illness
• Tourette’s Syndrome
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Dementia & Alzheimer's Symptoms
• Passenger may miss their stop or forget which one they need
• May not react well to changes:
• Routes or on-boarding process
• May have difficulty getting on or off vehicle

• May become confused easily about time or place, pick up

point or destination
• May exhibit trouble reading or understanding signs
• May make poor judgements
• May be moody and/or aggressive
32

Instructor Notes:
• Use this list of potential Dementia/Alzheimer’s symptoms to engage
participants in a discussion regarding observation techniques.
Discussion Points:
• Review this list and move to the next slide.
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Techniques – Dementia/Alzheimer’s
• May be necessary to repeat information
• Passengers may wear identification bracelets with contact

information
• Do not leave passengers unattended
• Contact Dispatch with any issues or questions
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Instructor Notes:
• Be sure to discuss local policies regarding assistive techniques and
response.
Discussion Points:
Techniques For Assisting Customers With Alzheimer’s Disease:
• It is often necessary to repeat information to people with Alzheimer’s disease.
This can include pick up point, destination and who they are meeting.
• When approaching or leaving the vehicle, they may tend to wander, which can
expose them to the dangers of traffic, or becoming lost – if observed, get off
the vehicle and provide assistance.
• Many people with Alzheimer’s Disease wear bracelets, which identify them as
having the disease. It may also provide their name and address. Be certain
that the person actually gets into their home or their destination or that there
is someone to receive the person:
• Discuss local policies and procedures regarding specific
requirements for managing passengers with Alzheimer’s Disease.
• Do not leave passengers alone or unaccompanied.
• Notify Dispatch of any behavior problems with the passenger and request
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assistance.
• Use sensitivity when offering assistance.
• Verbalize signage if you observe a passenger is having difficulty reading or
understanding a sign or notice.
• Be gentle in your body language and voice tones.
• Exercise patience with a passenger who becomes confused.
• Reassure passengers they are at the correct pick up point and on the correct
vehicle.
• Provide reassurance at the destination as well.
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Intellectual Disorder
What is an intellectual disorder?
• Disorder that affects learning,

understanding, processing information
and problem solving
• Also affects communication, social

skills and general living skills
• Cannot be cured or treated with

medication
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Instructor Notes:
• Engage participants in a discussion regarding passengers who exhibit a
deficit in intellectual capacity by using the bullets below.
Discussion Points:
• More than 6.5 million people in the U.S. have a form of intellectual disorder
(Special Olympics, 2015).
• An intellectual disorder affects learning, understanding, processing
information and problem solving.
• There may also be difficulties with communication, social skills and general
living skills.
• It is a permanent condition, not an illness or disease.
• Intellectual disorder cannot be cured or treated with medication.
• With the right support, people with intellectual disorders can learn enough life
skills to cope and be involved in their community
• Examples include:
• Down Syndrome
• Autism Spectrum Disorders
• Epilepsy
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• Fragile X
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Intellectual Disorder Symptoms
• Difficulty communicating or socializing

•
•
•
•

with others
• May react with emotion rather than
reason
Difficulty problem-solving
Reduced short-term memory
May be confused by everyday tasks
Poor judgement
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Instructor Notes:
• Although every person may not exhibit all these symptoms, this list represents
a range of potential symptoms you may observe in your passengers with an
intellectual disorder
Discussion Points:
• Usually the person who has an intellectual disorder will exhibit a visual cue in
their body language or facial expressions etc.
• Ask operators:
• Did you ever know anyone with this disability?
• What are your thoughts about interacting with these passengers?
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Techniques – Intellectual Disorder
• Always speak directly to passenger
• Verify passenger information is consistent

with trip sheet
• Avoid saying anything to embarrass

passenger
• Focus on passenger’s abilities
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Instructor Notes:
• Engage in discussion regarding the techniques identified below.
Discussion Points:
• Always speak directly to the passenger, even if they have an escort.
• Demonstrate sensitivity for your passengers, who may have an intellectual
disorder.
• Before boarding the passenger, verify their information with the trip sheet
including personal identification, destination and return.
• Focus on passenger abilities and offer appropriate praise:
• Praise directly to passenger individually rather than making an
announcement to all riders.
• Avoid comparisons with other passengers.
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Mental Illness
What is mental illness?
• Affects thoughts, emotions,

personality and/or behavior
• Includes depression,

anxiety, eating disorders,
schizophrenia and others
• Happens at all levels of

intellectual ability
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Instructor Notes:
• Please review the discussion points.
Discussion Points:
• What is the difference between intellectual disorder and mental illness?
• An intellectual disorder means that a person has problems with
learning, understanding, processing information and problem solving.
There may also be difficulties with communication, social skills and
general living skills.
• Mental illness affects emotions, mood, perceptions and behavior and
can be suffered by people of all levels of intellectual ability. Mental
illness can onset at any age (although it is unlikely to affect children
before puberty). It can be a temporary condition, be experienced in
cycles, or episodes may reoccur throughout life.
• Examples include:
• Mood Disorders
• Anxiety Disorders
• Personality Disorders
• Psychotic Disorders
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• Trauma-related Disorders
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Mental Illness Symptoms
• Withdrawal
• Problems thinking
• Increased sensitivity
• Apathy
• Illogical thinking
• Nervousness
• Odd, uncharacteristic or

peculiar behavior
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Instructor Notes:
• Although every person may not exhibit all these symptoms, this list represents
a range of potential symptoms you may observe in your passengers with a
mental disability.
Discussion Points:
• Do not try to analyze a passengers symptoms.
• If you observe unusual or unsafe behavior offer assistance and/or call
Dispatch and request instructions or assistance.
• Do not attempt to intervene when the situation is beyond your
understanding and/or training. Call for help.
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Mental Illness Techniques
• Stay focused on safety
• Ignore potentially irritating behaviors and focus only on

unsafe actions
• Provide a space cushion between them and other

passengers if possible
• Treat them with respect
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Instructor Notes:
• Mental illness is often misunderstood – and perhaps there are participants in
your class who do not understand it.
• Engage participants in a discussion related to people with mental illness and
people first…
• Oddly enough we do not become fearful when someone appears to have
cancer – why do we become fearful of mental illness?
Discussion Points:
• Operators must remember that everything that occurs on their vehicle is to be
measured with a “safety ruler”. Intervention is called for when a passenger’s
behavior is unsafe for themselves or another passenger – or the operator.
• Ignore irritating but safe actions.
• Do not separate the passenger with mental illness, but give them a
reasonable space cushion when ever possible.
• Treat them with respect – engage in appropriate conversation with them when
possible, greet them, etc.
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Tourette Syndrome
What is Tourette Syndrome (TS)?
• Neurological condition that causes a

person to make sounds or words (vocal
tics)
• Characterized by body movements

(motor tics) that are beyond his/her
control
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Instructor Notes:
• Briefly review the information regarding Tourette Syndrome.
Discussion Points:
• Tourette Syndrome (TS) also known as Tourette Disorder (TD) is a
neurological (brain) condition that usually begins in childhood.
• It is a commonly held misconception that people with Tourette’s exhibit
uncontrollable cursing, uttering obscenities, and ethnic slurs. However,
statistics show, fewer than 15% of people with Tourette’s Syndrome actually
exhibit this verbal behavior.
• Although infrequent, it is shocking to other passengers on the vehicle.
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Tourette Syndrome Symptoms
Tics could include:
• Eyebrow raising
• Nose flaring
• Head shaking
• Teeth gnashing
• Finger cracking
• Speaking unintelligibly
• Uncontrolled obscenities
41

Instructor Notes:
• Although every person may not exhibit all these symptoms, this list represents
a range of potential symptoms you may observe in your passengers with
Tourette’s Syndrome.
Discussion Points:
• It causes a person to make sounds or words (vocal tics) and body
movements (motor tics) beyond his or her control.
• These tics may include eyebrow raising, nose flaring, mouth opening, head
shaking, teeth gnashing, finger cracking, jumping, stamping, or kicking.
• Some people also begin to make uncontrollable sounds. These include
grunting, barking, belching, speaking unintelligibly, and occasionally the
involuntary utterance of socially unacceptable words.
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Techniques – Tourette Syndrome
• Be patient – remember individual is not in control
• Remain calm
• Treat passengers with respect and sensitivity

• Only when requested and possible, give him or her

space from other passengers
• Never make fun of a passenger
• Pull over if needed
• Contact Dispatch for assistance
42

Instructor Notes:
• Explain to operators Tourette Syndrome may not be visually easy to detect.
• Once you are aware the following techniques will help guide your response.
Discussion Points:
Techniques for assisting passengers who have Tourette Syndrome:
• Be patient when dealing with passengers; this is the key to successful interactions.
• Remain calm:
• Maintain control remembering the individual is not in control of this behavior.
• Demonstration of anger may escalate the emotions of a person with TS.
• Be sensitive to the affects TS has on an individual.
• Never make fun or attempt to mimic the behaviors of a passenger (even if they do
so).
• If a situation arises, that you determine is unsafe or causing a conflict with other
passengers, pull the vehicle over in a safe place to address the issue.
• Notify Dispatch, if necessary, to request assistance
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Questions, Concerns or Comments?
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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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Thank you
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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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