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memo 

CHIEF EXECUTIVE OFFICER 

To: STA Employees 

From: E. Susan Meyer, Chief Executive Officer

Date: September 6, 2017 

Subject: Safe Environment Study 

The physical assault of a coach operator was the catalyst for us to conduct an extensive review of the 
safety of all our operators when it comes to customer conflicts. 

As I said in my message to you on March 15, Spokane Transit’s first priority is, and always will be, the 
safety of employees and the public we serve.  In the wake of a grievous event, we took the opportunity 
to learn from our experiences and improve our performance.  Our Safety Committee conducted a 
detailed review and produced concrete results. I am now reporting back that our study is complete and 
we are implementing its recommendations. 

Two teams from the Safety Committee reviewed all incidents of verbal threats and physical assaults over 
the last five years.  One team specifically addressed Paratransit incidents and one team addressed Fixed 
Route incidents. Both teams are to be commended for their teamwork and objectivity they brought to 
the task. 

The major results from the study are as follows: 
1. Assaults and verbal threats continue to be relatively rare events.  When they have occurred, we

have been very successful in identifying and detaining assailants.

2. We improved follow up actions with the operator involved.

a. Operators will be relieved after any physical assault or serious verbal threat.

b. Department manager will conduct a review of the event with the operator involved.

c. There will be a follow up treatment program for the operator involved.

3. We improved and standardized notification and response procedures.

4. Our existing operator procedures and policies are proven to be effective best practices.

a. These procedures will be augmented with further de-escalation and self-defense

training.

5. An implementation or test plan is in place for various equipment changes.

a. Fixed Route will add an on-board audible message that reminds customers that they are

under audio and video surveillance.

b. Paratransit implemented a new emergency notification capability using the MDC and an

open microphone.

c. Additional camera locations/positions will be tested for both vans and buses.

d. Fixed Route will test driver shields.

The complete study, with its specific recommendations, is available in the drivers’ rooms.  You can also 
obtain a copy from your Department Manager. 
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TO: Fixed Route Supervisors and Coach Operators  CONTROL NO.:   2017-001 

FROM: Steve Blaska, Director of Operations 

DATE: September 8, 2017 

SUBJECT: Operator Safety and Security Environment Review 

Spokane Transit has just completed a comprehensive review of all Fixed Route assault incidents over the 
last five years. The review was conducted by a team from STA’s Safety Committee which consisted of 
Human Resources Director, Operations Director, Safety and Security Manager, Fixed Route Department 
Manager, Fixed Route Supervisor/Union representative, and a Coach Operator/Union representative. 

The objective of the review was fivefold: 

1. Obtain a shared perspective of the frequency and severity of driver assaults.
2. Review all procedures pertaining to the organization’s response to assault situations. Recommend

improvements to those procedures.
3. Review operator actions in these situations to evaluate best practices and enhance training.
4. Develop a standard definition of level of assaults in order to better track incidents and systematize

procedures.
5. Identify additional safety/security equipment for our vehicles or personnel. Establish a follow up plan

to test candidate capabilities on our vehicles.

Overall Findings 

1. Although any incident where a physical assault or verbal threat occurs is a serious event, fortunately
these incidents are rare.  In addition, the vast majority of these events resulted in the apprehension
of the assailant.

2. It is important to communicate with the operator involved in an assault so he/she has a complete
understanding of what actions occurred during the response and post-incident follow up.

3. De-escalation techniques are invaluable and may have prevented many of the incidents that led to a
verbal threat or physical assault.

4. STA will standardize our procedures and training across the organization in how we consistently
handle these events.

5. Clear communications between Dispatch and Operator is essential.

Specific Actions 

1. Operators
a. Operators will receive additional training in de-escalation techniques and self-defense

techniques. Lessons learned from this comprehensive review will be integrated into this training.
b. Operators will be relieved after any physical assault and assessed to be relieved after a verbal

threat.

2. Dispatch & Supervisors
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a. Dispatch checklist will document detailed steps for notification, response, communications, and 
post event actions. 

b. Supervisors will be trained on how to ask probing questions to comprehend the severity of the 
event. 

3. Department Leaders 
a. The Department Manager or Assistant Manager will conduct a post-event session for every event. 

The purpose is to ensure the operator understands all actions that occurred and what the 
consequences were for the assailant. 

4. Administrative Actions 
a. A subgroup of the Safety Committee will review all assaults to review procedures were followed 

and discover lessons learned. 
b. STA will seek to maximize the consequences to an individual who assaults an STA employee within 

legal limits. 

5. Equipment Testing 
a. STA will install a driver’s shield on a test bus for evaluation. Coordination is underway with partner 

agencies who have identified the best candidate shields. 
b. STA will test a video screen that shows passengers they are being observed. This is a capability 

currently being tested with King County Metro. 
c. The automated voice announcement system will periodically remind customers that they are 

under audio and video surveillance. 

The above summary represents the major actions identified by the team from the Safety Committee. Each 
of these major actions includes many specific improvements to training and procedures that are too 
detailed to do justice in a summarized report. If any employee is interested in more details, feel free to 
discuss this with any member of the committee. 
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FIXED ROUTE ASSAULT DEFINITIONS 

An important first step in any study is to define the issue to be addressed. Our research led us to adopt the 
American Public Transportation Association (APTA) definition of an assault. This definition includes 
both physical acts and a verbal exchange that includes a threat. The APTA definition is valuable but it 
failed to provide guidance as to how to categorize levels of assault.  

The Canadian Urban Transit Association (CUTA) has adopted specified assault levels that we found 
useful in categorizing the severity of events.  

Therefore, Spokane Transit adopts APTA’s definition of assault and adopts the assault severity categories 
outlined by CUTA. We also roughly equate the CUTA severity levels to existing Washington State 
statues that define degrees of assault. The Washington State statutes are listed in Appendix 1. 

Assault Definition 

America Public Transportation Association (APTA) Definitions:  Overt physical and verbal acts by a 
passenger that interfere with the mission of a transit worker to complete his/her scheduled run or other 
duties safely, and that adversely affect the safety of the transit employee or customers.  

Assault Categories 

Canadian Urban Transit Association (CUTA) goes farther than APTA and defines specified assault 
levels. CUTA directly ties assault levels to specific offenses established in the criminal code of Canada. 
The US system has no such direct ties, but we have made rough approximations to Washington State 
laws. 

Assault Level 1 

A person commits an assault when: 

a. without the consent of another person, he applies force intentionally to that other person, directly or
indirectly;

b. he attempts or threatens, by an act or a gesture, to apply force to another person, if he has, or causes
that other person to believe on reasonable grounds that he has, present ability to effect his purpose; or

c. while openly wearing or carrying a weapon or an imitation thereof, he accosts or impedes another
person or begs.

Layperson Interpretation 

A Level I Assault means applying force to another person, directly or indirectly, without consent. It can 
also mean an attempt or threat, by act or gesture, to apply force to another person. The interpretation of 
intent is with the intended victim. If he/she believes that the other person has the present ability to effect 
the assault, then intent can be established. If the perpetrator is visibly armed with a weapon, or an 
imitation of a weapon, and also begs, this combined situation could be classified a Level I assault. The 
issue of begging refers to someone who asks you something without an explicit threat, e.g. a street-person 
asks you for money politely, but then shows you that they have a weapon in their belt, intimating that if 
you don’t comply, they will harm you.  

Usually, with this type of offense there is little or no injury to the victim. 
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Examples: 

• slaps, punches, kicks, pushes, or applying force in some other manner to another person. (not in 
the head) 

• spits on another person.  

• threatens with gesture (no verbal threat) to assault another person with the victim believing that 
the person can or will do it. I.e. throwing a punch, but missing.  

• begs while visibly wearing a weapon (gun, knife). Begging can be money or bus travel.  

Assault Level 1 is roughly equivalent to a violation of RCW 9A.36.031 (Assault in the third degree) 

Assault Level 2 

A person who, in committing an assault:  

a. carries, uses or threatens to use a weapon or an imitation thereof, or  

b. causes bodily harm to the complainant  
 

Layperson Interpretation  
Means that an individual carries, uses or threatens to use, a weapon or imitation; or causes bodily harm to 
the other person.  

Usually, with this type of offense; there is some injury, but with no hospitalization to the victim.  
 
Examples  

• injuring the other person where medical aid is required , but no hospitalization 

• using a weapon or threatens to use a weapon during the assault.  

Assault Level 2 is roughly equivalent to a violation of RCW 9A.36.021 (Assault in the second degree) 

Assault Level 3 

A person who, in committing an assault: wounds, maims, disfigures or endangers the life of the 
complainant.  
 
Layperson Interpretation  
Means to wound, maim, disfigure, or endanger the life of the other person.  
 
Usually with this type of offense, there is hospitalization of the victim. This is the most grievous kind of 
assault there is.  
 
Examples  

• grievous harm to the victim as a result of the assault, that could include broken limbs, 
amputations, loss of sight, disfigurement (such as bad facial scarring), or would put the victim’s 
life in peril as a result of the assault (i.e., a coma).  

Assault Level 3 is roughly equivalent to a violation of RCW 9A.36.011 (Assault in the first degree) 
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APPENDIX #1 - STATE STATUES 

RCW 9A.36.011 
Assault in the first degree. 
 
(1) A person is guilty of assault in the first degree if he or she, with intent to inflict great bodily harm: 

(a) Assaults another with a firearm or any deadly weapon or by any force or means likely to produce 
great bodily harm or death; or 

(b) Administers, exposes, or transmits to or causes to be taken by another, poison, the human 
immunodeficiency virus as defined in chapter 70.24 RCW, or any other destructive or noxious 
substance; or 

(c) Assaults another and inflicts great bodily harm. 

RCW 9A.36.021 
Assault in the second degree. 

(1) A person is guilty of assault in the second degree if he or she, under circumstances not amounting to 
assault in the first degree: 
(a) Intentionally assaults another and thereby recklessly inflicts substantial bodily harm; or 
(b) Intentionally and unlawfully causes substantial bodily harm to an unborn quick child by 

intentionally and unlawfully inflicting any injury upon the mother of such child; or 
(c) Assaults another with a deadly weapon; or 
(d) With intent to inflict bodily harm, administers to or causes to be taken by another, poison or any 

other destructive or noxious substance; or 
(e) With intent to commit a felony, assaults another; or 
(f) Knowingly inflicts bodily harm which by design causes such pain or agony as to be the 

equivalent of that produced by torture; or 
(g) Assaults another by strangulation or suffocation. 

RCW 9A.36.031 
Assault in the third degree. 

(1) A person is guilty of assault in the third degree if he or she, under circumstances not amounting to 
assault in the first or second degree: 
(a) With intent to prevent or resist the execution of any lawful process or mandate of any court 

officer or the lawful apprehension or detention of himself, herself, or another person, assaults 
another; or 

(b) Assaults a person employed as a transit operator or driver, the immediate supervisor of a 
transit operator or driver, a mechanic, or a security officer, by a public or private transit 
company or a contracted transit service provider, while that person is performing his or her 
official duties at the time of the assault; or 

(c) Assaults a school bus driver, the immediate supervisor of a driver, a mechanic, or a security 
officer, employed by a school district transportation service or a private company under contract 
for transportation services with a school district, while the person is performing his or her official 
duties at the time of the assault; or 
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(d) With criminal negligence, causes bodily harm to another person by means of a weapon or other 
instrument or thing likely to produce bodily harm; or 

(e) Assaults a firefighter or other employee of a fire department, county fire marshal's office, county 
fire prevention bureau, or fire protection district who was performing his or her official duties at 
the time of the assault; or 

(f) With criminal negligence, causes bodily harm accompanied by substantial pain that extends 
for a period sufficient to cause considerable suffering; or 

(g) Assaults a law enforcement officer or other employee of a law enforcement agency who was 
performing his or her official duties at the time of the assault; or 

(h) Assaults a peace officer with a projectile stun gun; or 
(i) Assaults a nurse, physician, or health care provider who was performing his or her nursing or 

health care duties at the time of the assault. For purposes of this subsection: "Nurse" means a 
person licensed under chapter 18.79 RCW; "physician" means a person licensed under chapter 
18.57 or 18.71 RCW; and "health care provider" means a person certified under chapter 18.71 or 
18.73 RCW who performs emergency medical services or a person regulated under Title 18 RCW 
and employed by, or contracting with, a hospital licensed under chapter 70.41 RCW; or 

(j) Assaults a judicial officer, court-related employee, county clerk, or county clerk's employee, 
while that person is performing his or her official duties at the time of the assault or as a result of 
that person's employment within the judicial system. For purposes of this subsection, "court-
related employee" includes bailiffs, court reporters, judicial assistants, court managers, court 
managers' employees, and any other employee, regardless of title, who is engaged in equivalent 
functions; or 

(k) Assaults a person located in a courtroom, jury room, judge's chamber, or any waiting area or 
corridor immediately adjacent to a courtroom, jury room, or judge's chamber. This section shall 
apply only: (i) During the times when a courtroom, jury room, or judge's chamber is being used 
for judicial purposes during court proceedings; and (ii) if signage was posted in compliance with 
RCW 2.28.200 at the time of the assault. 

(2) Assault in the third degree is a class C felony. 

RCW 9.66.010 
Public nuisance. 

A public nuisance is a crime against the order and economy of the state. Every place 
(1) Wherein any fighting between people or animals or birds shall be conducted; or, 
(2) Wherein any intoxicating liquors are kept for unlawful use, sale or distribution; or, 
(3) Where vagrants resort; and 

Every act unlawfully done and every omission to perform a duty, which act or omission 
(1) Shall annoy, injure or endanger the safety, health, comfort, or repose of any considerable number 

of persons; or, 
(2) Shall offend public decency; or, 
(3) Shall unlawfully interfere with, befoul, obstruct, or tend to obstruct, or render dangerous for 

passage, a lake, navigable river, bay, stream, canal or basin, or a public park, square, street, alley, 
highway, or municipal transit vehicle or station; or, 

(4) Shall in any way render a considerable number of persons insecure in life or the use of property.  
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FIXED ROUTE SAFETY EVALUATION REVIEW 

The committee reviewed all the incidents of physical assault or verbal threats over the last five years.  The incidents 
were identified from existing records as well as soliciting employees for any incident that they recalled.  Thirty one 
incidents were identified for review. 
The committee reviewed driver reports, dispatch reports, supervisor reports, security reports and video and audio of 
each event. 
The summarized results are in the table below.  The checklist that was used during the review process is attached 
(Attachment 1) as well as documentation of each, individual event (Attachment 2). 

FIXED ROUTE 
Year Occurrences Incident Result Comments 

2012 (2) 
2017 3 Hit in head All arrested and excluded from service Level #2 = 2 

Level #1 = 1 

2016 
2017 (2) 3 Hit on  body/arm 

2 resulted in police detention & exclusion 
from service;1 departed coach 
immediately 

Level  #1 = 3 

2012 (1) 
2013 (2) 
2014 (3) 
2015 (1) 
2016 (1) 
2017 (1) 

9 Spit upon 5 resulted in arrest and exclusion from 
service Level #1 = 9 

2013 
2015 
2017 

3 Sprayed/Splashed 1 resulted in arrest and exclusion Level #1 = 3 

2015 (3) 
2016(1) 
2017 (3) 

7 Verbal threats 1 charged; 1 excluded; 1 escorted off bus Level #1 = 7 

2015 (2) 
2017 (4) 6 No assault/threat 1 escorted off bus; 2 charged; 1 left bus 

immediately Level 0 = 6 

General interpretations 

1. Each of these 25 assaults/threats is a serious offense and STA will aggressively pursue consequences
to the assailant.  However, the good news is that these events are still infrequent in Spokane.  Over
the 5 year period, fixed route delivered over 50 million passenger trips.  This interpretation does not
minimize the severity of any individual event, but it is helpful for operators to understand the
probability of an assault is low.

2. STA’s current policies and procedures in the Operator’s Handbook are valid.  Guidance regarding: the
“soft challenge”, the three-step process for denying service, fare enforcement, and general guidance
on disputes, were all effective when used in the situations reviewed.

3. Clear communication between the operator and dispatch is critical.
4. Enforcing rules of conduct of fare disputes are often the catalyst to initiate an event.  However, de-

escalation techniques are effective and can prevent disputes from rising to the level of an assault or
threat.

5. No trends regarding day of week or time of day were evident.
6. No significant trends regarding a specific route were uncovered.  Route 90 – Sprague was cited most

often but it was not too far out of line considering the high ridership on that route.  In addition, two
of the Route 90 incidents involved the same developmentally delayed individual.

7. A physical barrier in the driver compartment would have been relevant in about one-third of the
events.
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FIXED ROUTE SAFETY EVALUATION REVIEW 

 
Attachment 1 

Safety Evaluation Checklist 

Fixed Route    Paratransit    Name (Committee Member) ________________ 

       Date ___________________________________ 

Date of incident:       

Time of incident: 

Driver Involved: 

Precipitating Event: 

 

Packet Review  

                      YES                           NO  N/A Response Time 

Supervisor Report          _________ 

Security Report          _________ 

Driver Report           

Video            

Audio             

Other Documentation (please list): 
_____________________________________________________________________________________
_____________________________________________________________________________________ 

Were there any exceptions to procedure?  Yes or No? Please explain: 
_____________________________________________________________________________________
____________________________________________________  __________________________ 

Would a driver’s shield or any other device have helped to prevent the assault?  Yes or No?  Reason:  
_____________________________________________________________________________________ 

What additional training (if any) would be helpful to prevent future occurrences? 
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________ 

Level of Assault:     1       2        3 

Other Recommendations: 
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________ 
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Route 
Number Location Event Description Driver

Type and Other 
Information

Level of
Assault  
(0,1,2,3) Outcome

Possible role 
for barrier  
(Yes/No)

NW Blvd & Alberta Passenger struck Field Instructor/Trainer in aisleway; no reason (staring at him.) G LaPlante

Physical - struck in 

head 2

Police/365AS 

Arrested No

SFCC Passenger struck driver off coach - upset missing connection. S Piecewicz Physical - Struck 2 Arrest/365 AS No

24 Plaza Zone 7 Passenger struck driver.  Fare pass dispute, expired pass. R Kelley Physical - Struck 1 Arrest/180 AS Yes

98 Sprague & Flora Passenger spit on driver.  Fare dispute, expired pass. J. Demers Physical - Spit 1 None Yes

Sprague & Stevens Passenger spit on driver. K. Davis Physical - Spit 1 Arrest/365AS Yes

3rd & Thor Passenger spit on driver. W. Gilliam Physical - Spit 1 Arrest/365AS Yes

61 Sunset & Russell Person at stop sprayed urine on driver when door opened. J. Haley Physical - Sprayed 1 Arrest/365AS Yes

VTC Waiting Area

Person spit on driver waiting to relieve.  Conduct enforcement - swearing and 

unruly. D. Minchey Physical - Spit 1 Arrest/365AS No

Plaza Zone 3 Passenger spit on driver. J. Orvis Physical - Spit 1 Arrest/365AS Yes

7th & Maple

Passenger spit on driver.  Conduct of infant standing and feet on seat.  Mom spit

on driver. J. Hagins Physical - Spit 1

SPD/No suspect

found Yes

90 Spraque & Napa Verbal threat (kill you) enforcing conduct - fare enforcement. G. Furulie Verbal 1 None No

90 Sprague & University Verbal threat (kill you) enforcing conduct - foul language. T. Hanke Verbal 1 Excluded 1 day No

61

Government

Way/Sunset HW Passenger spit on driver during boarding. R. Simmons Physical - Spit 1 Arrest/365AS Yes

27

North 

Foothills/Magnellia Verbal threat (kill you) enforcing conduct - foul language. M. Bird Verbal 1 None No

32 SCC Driver on layover - Spit on after refusing to provide a cigarette. A. Rick Physical - Spit 1 None No

90 Sprague & University Passenger struck driver - enforcing conduct - foul language.  V Piper. M. Kilborn Physical - Struck 1 Police/60AS Yes

23

Indian 

Trails/Commanche

Verbal threat (hit you) - road rage male blocked bus with other vehicle.  Broke 

window. T. Ramsey Verbal 1

SPD 

report/charges/p

aid damages No

none Plaza Zone #5 Driver altercation with subject at Plaza.  Domestic violence initiator. R. Letson Physical - Push 1 Police/180AS No

27 Crestline Verbal threat (kill you) enforcing conduct - fare enforcement. D. Goodwin Verbal 1 None No

90 Sprague & Helena Threatening gesture (fake punch) - enforcing conduct - alcohol on bus. J. McGrath Implied 1 None No

90 Sprague & Stevens Passenger struck driver.  No reason (staring at him)  V Piper. R. Steen

Physical - Struck in 

arm 1 Police/90AS Yes

21 Plaza Zone #4 Passenger spit on driver - unintentional no teeth. R. Letson Physical - Spit 1 None No

174 Plaza Zone 9

Pedestrian through liquid (water) on Operator after told not to smoke on sidewalk

in the Zone. P Lietholt Physical - splashed 1 None No

29 Mission &  Napa

Passenger denied service due to passenger to passenger threat; then threatened 

driver "you'll pay for that" D Ordway Verbal 1 None No

90 Sprague & Freya

Passenger denied service due language/swearing.  Slapped drivers arm while 

exiting bus T Collins Physical 1 None Yes

Nettleton/Broadway Sprayed with pepperspray by passing bicyclist C. Hoeck Physical - Sprayed 0 N/A

25 Division & Wellsley Passenger dispute - driver intervenes. S Boeck Physical - Struck 0 None N/A

22 Boone 7 Maple

Passenger made contact with Operator's shoulder after smoking complaint

exchange. T Wise

Physical - touched of

shoulder 0 None N/A

Nevada & Magnesium Inrate passenger spit on seat & steering wheel; operator left coach. N Cogswell Verbal 0 SPD Arrest N/A

90 Sprague & Theirman

Upset passenger escorted off bus after being asked to dump coffee from open 

container.  Operator feared violence. T Troyer Verbal 0 Escorted off bus N/A

173 Plaza Zone 1 Pedestrian reached through open driver's side window and grabbed driver's arm. T Musa Physical 0 None N/A

FIXED ROUTE 
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FIXED ROUTE DISPATCH ASSAULT RESPONSE CHECK LIST 
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FIXED ROUTE DISPATCH ASSAULT RESPONSE CHECK LIST 
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FIXED ROUTE POST ASSAULT ADMINISTRATIVE CHECKLIST 

After the incident 
Transportation Manager or designee will: 

• Ensure that all documentation is complete and noted on the assault form.  This would include the
following:
• Operator Event Report
• Injury Report
• Supervisor(s) Report
• Police Report
• Security Report(s)
• Courtesy Cards
• Exclusion Paperwork

• Ensure that a complete copy of all documentation is delivered to the Safety Officer.  Safety Officer will
pull the video recording.

• Pull and save the audio recordings.

• Post status update / follow up information on bulletin board in Driver’s room.  Posting information on
the bulletin board as soon as possible after the incident is also critical.  This helps to quell rumors.

• Note on the assault form both the video number and that the audio recordings have been pulled.

• Contact the Operator involved the following day.  Remind him/her of:
• Nurse Triage Hotline
• Critical incident support (CMIST)
• Employee assistance (EAP)

• Upon the Operator’s return to work, schedule a debrief session and review the following:
• Video of the incident
• Audio of the incident
• Dispatch actions to include the assault form
• Exclusion report
• Assailant status
• Remind the Operator of both the critical incident support and employee assistance

• Weekly, contact the Operator to check on their progress and to provide an update as necessary.  An
important element of this update is information about the assailant’s status (detention, incarceration,
exclusion, etc.)
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FIXED ROUTE COACHES – EQUIPMENT CHANGES 

• Test driver shield in coach 2908 – Staff are coordinating with Coast Mountain Bus in

Vancouver, British Columbia to learn from their extensive review of various driver

shields. We will test the shield they rated highest on our Coach 2908. Test will occur in

2018.

• Sample closed circuit monitor in coach 2908 – King County Metro is experimenting with

a monitor that shows passengers are under video surveillance. We will also test this

system.

• Update automated announcements on coaches – Our onboard audio announcement will

remind passengers that they are under audio and video observance.

• The following camera equipment change will occur:

o Move rear facing front mounted internal camera to bulkhead
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FIXED ROUTE EXCLUSION GUIDANCE 

STA will pursue the maximum punishment allowable to perpetrators of an assault on an STA 
employee.  This includes any engagement or input STA can have with the court or prosecutor. 

STA also has at its disposal the ability to exclude perpetrators from service.  As a result of this study 
we have requested our legal counsel to investigate how we may be able to improve our current 
exclusion practices. 

Our legal counsel provided the following general guidance: 

While there are no existing hard and fast rules that have been established by 
regulation, STA can develop specific parameters that are reasonable in light of the 
circumstances and facts. Courts simply use the reasonableness test.  

Permanent exclusions are permissible and STA Rules already allow for that and 
for STA discretion in setting the length of time.  I am envisioning an internal policy 
and training matrix like Paratransit has in place. 

Legal counsel is researching detailed guidance on the following questions. 

1. Is there a way to tie severity of assault to length of exclusion from service?
We do have the ability to permanently exclude someone from service.  Could you 
provide us with some parameters that would be associated with various levels of 
exclusion for assaults?  

2.  Can certain conditions be set before an assailant is allowed back on the bus/van?   For instance,
can we require customers who have assaulted drivers or other passengers to travel with
PCAs.    Currently, there is no provision for the customer to have any conditions to return to
service other than waiting a designated period.

3. Is there a case where multiple assault incidents by the same customer can result in a
permanent exclusion?  This is most relevant in Paratransit.
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FIXED ROUTE OPERATOR ASSAULT PROCEDURE TRAINING 

The attached package contains the operator training to be consulted during the 2017 Coach 
Operator Advanced Training and integrated in future New Operator Training programs. 

This also includes the references used in developing the training. 
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FIXED ROUTE ACTION PLAN (DRIVER ASSAULTS) CONSOLIDATED NOTES 

Spokane Transit has just completed a comprehensive review of all Fixed Route assault incidents over the 
last five years.  The review was conducted by team from our Safety Committee.  It consisted of:  Human 
Resources Director, Operations Director, Safety and Security Manager, Fixed Route Department 
Manager, Fixed Route Supervisor/Union representative, and a Coach Operator/Union representative. 

The objective of the review was fivefold:   

1. Obtain a shared perspective of the frequency and severity of driver assaults. 
2. Review all procedures pertaining to the organization’s response to assault situations.  

Recommend improvements to those procedures. 
3. Review operator actions in these situations to evaluate best practices and enhance training. 
4. Develop a standard definition of level of assaults in order to better track incidents and 

systematize procedures. 
5. Identify additional safety/security equipment for our vehicles or personnel.  Establish a follow 

up plan to test candidate capabilities on our vehicles. 

Action Plan Identified in the Review: 

Administrative Procedures 

Insure all reporting is included in an incident file.  Standardize Operator Event Report and 
Dispatch Checklist.  Include Security Reports, Police Reports, Injury Reports, Arrest Reports, and 
Exclusion Reports if published.   Include reference to video file and audio files. 

We will re-distribute a standardized Operator Event Report for adoption as STA standard report. 

The follow up session by the Manager / Assistant Manager will cover all these items.  This follow 
up session will be documented on the Dispatcher Report. 

Dispatch Procedures/Training. 

Teach Dispatchers & Supervisors how to use probing questions in order to develop a good 
picture of the situation the operator is reporting. 

Develop a list of probing questions. 

Always pull driver out of service for any assault where there is physical contact.   Driver should 
pull over to nearest safe location.  Drivers will have a delayed reaction to the event, don’t take 
their word that they are OK. 

For verbal threats driver will be instructed to go to the nearest safe location and pull over.  At 
that time an assessment of the severity of the threat will be made.  Depending on the 
assessment, Dispatch will instruct the driver to remain at that location or continue on route. 

• If the latter case is determined, a Road Supervisor will meet the Operator at the soonest 
possible time to do an in person assessment.  

Include new process/checklist items 
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FIXED ROUTE ACTION PLAN (DRIVER ASSAULTS) CONSOLIDATED NOTES 

• Method for Union notification is now via email/text with first notifications to STA 
leadership.  Dispatch will text to:  Fred/Frank/Mike Toole/Thomas.  

• Notification to Steve will come from Fred/Frank.  Steve will notify CEO and Beth.  If 
Steve does not acknowledge receipt, Fred/Frank will notify CEO and Beth. 

• Consistently give driver an update of what action is being taken.  Stay in consistent 
verbal contact until assistance arrives 

• Send relief driver early in the checklist process. 

Supervisor Procedures/Training 

Road Supervisor will shadow coach and monitor stop where assailant got off the bus for the 
remainder of that service day.  Coordinate with Security to assist in this support. 

Schedule for security personnel to ride coach on route where incident occurred.  At a minimum 
ride with the coach operator on his/her next shift. 

When handling a situation outside the coach, stay in the camera viewing angle.  Curb side of 
coach just forward of rear doors. 

Steve Pinkerton will do the Supervisor training on new procedures and the results of this study. 

Supervisor Training 

• These procedures 
• Probing questions 
• Emphasis on empathy while remaining calm and professional 

Department Procedures 

Department Manager will debrief the individual operator involved in an assault event.  By 
exception, this interaction could be delegated to the Assistant Manager. 

• Debriefing will include:  review of the video, review audio and dispatcher checklist and 
support actions, follow up offer for CMIST or EAP support, review of the relevant items 
from the assailant’s record with STA (if any previous incidents with security or 
supervisors), review the status of the assailant’s exclusion or arrest, answer operator 
questions about the next steps for that customer, ask operator if he/she wants security 
scheduled to be on bus; ask operator for feedback on how the event was handled. 

Operations Analyst will automate the Dispatch procedures into TransitMaster in order to 
facilitate fast and consistent actions.  

Follow up with Security to obtain arrest reports and any other status information about the 
assailant (arraignment, exclusions, etc.) 

Post updated information in drivers’ room as soon as available regarding the incident. 

All future assault incidents will be reviewed by a sub-group of the Safety Committee to continue 
this process of lessons learned and continuous improvement. 
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FIXED ROUTE ACTION PLAN (DRIVER ASSAULTS) CONSOLIDATED NOTES 

Operator Procedures/Training 

Importance of verbal communication to Dispatch & Supervisor.  Paint the picture.  Specifically 
report “I have been physically assaulted”,  or “I have received a verbal threat”. 

Stay close to the radio if possible.  Use the on board microphone and speaker system as much as 
possible.  Let dispatch know if you are leaving the seat and will be out of contact to address a 
problem customer. 

Understand the questions from Dispatch are often being relayed from what 911 operator is 
asking.  The response by 911/Supervisor/Security is already underway.  The answers to the 
questions is standard police procedure to be able to understand the situation once they arrive. 

Provide de-escalation training again which includes new procedures.   

• Important point is to disengage from a confrontation once the problem customer is 
departing the bus.  No parting shots.  On 3 occasions, the assault occurred after the 
individual was already departing the bus but the operator reengaged and the individual 
turned back. 

Conduct appropriate self-protection training.  

Current 3 step process works.  In almost all cases reviewed the technique would have helped 
prevent the escalation from occurring and/or would have allowed Supervisor/Security/Law 
enforcement arrival time to be substantially reduced.  In a couple of cases, the time between 
the second warning being given and the eventually confrontation, a Supervisor or Security likely 
would have been on site. 

Use PRTT at least for contact.  Overt if necessary.   

Train operators on the definition and levels of assault. 

Equipment Considerations. 

For 10 of the 25 total events, a driver’s shield would have afforded some protection for the 
driver.  We will reach out to Coast Mountain Bus Company to install and test the shields that 
they have recently adopted.  

We will test the King Co camera and screed that shows the customer their own image. 

Add a periodic announcement over the on board speaker system.   “For your safety, activity is 
recorded with audio and video equipment”  

Establish Common Definitions. 

Adopt the APTA definition of assault and augment that general definition with the CUTA 
definitions of levels of assault.   (Attachment A) 

Follow Up Legal Questions. 

Is there a way to tie severity of assault to length of exclusion from service? 
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Can certain conditions be set before an assailant is allowed back on the bus?   For instance, can we 
require customers who have assaulted drivers or other passengers to travel with PCAs.  Currently, there 
is no provision for the customer to have any conditions to return to service other than waiting a 
designated period of time.  

Is there a case where multiple assault incidents by the same customer can result in a permanent 
exclusion?   
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