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Dear Passenger Assistant

The journey between home and school is a key part of the school day and you have
an important role to play, as many of the pupils that we transport require
consistency and routine.

This handbook has been produced by Staffordshire County Council Transport Team
to support staff in conducting their duties and will also act as an induction document
for new employees and as a refresher for existing employees.

We hope to take you on a learning journey to equip you with the skills you will need
to provide a safe, happy and enjoyable service to the young people in your care.

Together we transport some of the most vulnerable people in Staffordshire to
schools and colleges, we all face many complex and challenglng situations daily to
deliver pupils safely and timely to their educational o

We couldn’t do it without the care and dedic

Good luck in your new job and we lo and
a big thank you to our existin

valuable service for our chi

Lee Hamilton
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Section 1 - The role of a Passenger Assistant

As a passenger assistant it is your job to accompany and support passengers on
home to school transport, the duties you will be required to carry out include:

e Acting as a point of contact between school and parents.

e Assisting passengers get on and off the vehicle.

e Assisting drivers with the securing of wheelchairs and baggage before a
journey begins.

e Support passengers throughout the journey.

¢ Communicate effectively with your passengers & be able to identify when
passengers are in distress.

e Interact safely & appropriately with them on an individual basis.

e Accompanying passengers after their journey, where necessary.

e Managing behaviours.

e Comply with on-site instructions from th

e To act in accordance with Health &

e Keeping the vehicle tidy betwe

Ensure you follow good saf

ools and parents.
according to the needs of the pas
iver are a team, and you should work toge
e on transport travels safely, ensure you have a pla
emergency situations.

nts must be on the vehicle prior to the first passenger and

e vehicle until all passengers are delivered safely to their




1.1.b - Caring for children during the journey

e You must be able to communicate effectively with your passengers & be able
to identify when passengers are in distress, how to interact safely &
appropriately with them on an individual basis.

e Be able to address behaviour issues on transport effectively & appropriately.
Speak to parent & school to find out how to deal with issues that arise on
transport, i.e., trigger behaviour.

e Assist passengers onto and off transport, (if required).

e Ensure that passengers are seated, and seat belt fastened prior to the vehicle
moving, i.e., a verbal indication should be given to driver before vehicle
moves.

e You need to be able to interact appropriately with the passengers throughout
the journey to make sure that they are occupied, you are key to ensuring that
the passenger has a good start and end to the sc

e Be positioned in the appropriate place on the

e Passengers are not to be left on the vehi
journey this includes picking up oth

e Any information passed to you
and vice versa.

e Keep parents up to da
especially in an e

Ensure safe

es to transport arrange

ransport, (if required).
take to the school office or report to base.



Section 2 - Expected codes of conduct whilst working on transport

2.1 Use of Confidential or Personal Information

You may in the course of your duties obtain confidential information including home
addresses, pupils care needs etc.

e Work within the requirements of Data Protection Act 1998 and the Freedom of
Information Act 2000.

e You must not misuse your position by seeking information which you do not
need to know to carry out your duties.

e Pass on any information received

e Use information for pe
e Gossip or share inf
Take videos_ o

to eliminating discrimination and promoting
equality of opportunity in all that we do

s treated equally and
vent the implementation of fair po

DU recognize the differences which exist and will seek to
of people within the groups which are afforded protection or
yugh this policy.

pect all passenger assistants to uphold its Equal Opportunity in Employment
Policy and to accept the duty not to discriminate, either in employment practices or
in the provision of facilities and services by reference to age, disability, gender
reassignment, marriage and civil partnership, pregnancy and maternity, race,
religion or belief, sex and sexual orientation.
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2.3 — Awareness of Discrimination, Harassment, and Victimization

You must treat all pupils, parents, school staff with courtesy and respect, and must
not make any remarks or gestures relating to the protected characteristics of age,
disability, gender reassignment, marriage and civil partnership, pregnancy and
maternity, race, religion or belief, sex and sexual orientation which may cause
offence.

Any complaint of discrimination, harassment, or victimization or complaints made on
the grounds of any of the protected characteristics listed above, will be taken
seriously and will be the subject of a thorough investigation.

During the course of your work should you enc
parents or school staff then please report
seek support and advice.

2.4 - Fitness for Work

Staffordshire Co
pupils, em

ual under the in

cohol out of working hours does not adversely affect
nce, the health, safety or welfare of yourself or others.

r be under the influence of alcohol, use illicit drugs or other
stances while on school transport or school premises.

ealth and Safety

Whilst working on transport you have a duty to take reasonable care of yourself and
to co-operate with management under the Health and Safety at Work Act 1974.



You are required to act in accordance with this policy and generally to act in such a
way to ensure your own safety and that of others.

These responsibilities are identified in your company Health and Safety policy and
any action which potentially puts at risk the health and/or safety of yourself or
others will be viewed seriously and may result in disciplinary action may be taken.

2.6 - Smoking

Public health laws in the UK state that enclosed or substantially enclosed workplaces
and public places must be smoke free.

You are not permitted to smoke on school transport or on school premises at any
time and smoking whilst on premises of the school may be subject to disciplinary
action.

2.7 - Dress Code

There is a general expectation that dr
duties and responsibilities of yourj

The transport unit valu
contractors and t

e ability to communicate effectively with p
e both their physical safety and well-being.

uire the ability to give clear and precise details to the
ices in the event of an accident or incident which may include a
ming incapacitated.

or transport teams whose first language differs from pupils in their care they are
reminded to give consideration to the needs of their passengers and to use a
common language when undertaking work activities.



Section 3 - Dealing with the unexpected & emergency situations

3.1 - General guidance

You may from time to time encounter difficult or even emergency situations. No two
situations are likely to be the same and much must be left to your knowledge and
experience to deal with them, but you should remember that the safety and well-
being of your passengers must be your first consideration.

The following guidelines are a “common sense” approach to dealing with the
unexpected.

e Ask the driver to stop the vehicle.

e Assist the driver to assess the situation, the e
e Seek assistance - contact your line mana
e Ensure the safety of the passengers
e Do not move an injured person
e Record and report the inci
e Always carry a notebo
ordinary which

and the risks.
services.

n board (e.g., a passenger having a seizu
an ambulance to meet you. Whichever option you
severity of the illness and the point you have reached in

ake contact with your line manager, transport unit, parents or school
form them of the action you have taken.



3.3 - Absconders

If a passenger gets out of your vehicle along the route other than at their intended
destination you should try to stop them by calling them back. If they refuse to
return do not leave your vehicle to follow them if there are other passengers on
board. Notify your line manager or the transport unit as quickly as possible and take
their advice about continuing your journey.

3.4 - Nobody home to meet pupil

If you arrive at a child’s home and no one is in, attempt to contact the parent using
the emergency numbers provided.

Should you receive no response contact the school, transport unit or your line
manager immediately and advise them of the situation.

They will endeavour to make contact with the ca ol. Keep the child
on board and continue with the run, returni

home.

If the carer is still not in, th
transport unit for advic
carers/parents w
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tel:03001118007

Section 4 - Safeguarding young people on transport

Everyone who works with children has a responsibility for keeping them safe and has
a role to play in identifying concerns, sharing information and taking prompt action.

Staff who work with children will receive safeguarding training, that explains their
duties for minimising risk and to ensure everyone working on school transport knows
what to do if a safeguarding concern arises, and how to act in the best interest of
the child.

Please ensure you follow the guidance provided in the training developed and
delivered by the Staffordshire Safeguarding Childrens Board at all times, the
following information serves as a gentle reminder and is no substitute for the
comprehensive information provided on that course.

4.1 - What is Safequarding?
Safeguarding is the action that is taken to prom

protect them from harm.

It aims to:

e Protect children fro

e Prevent har

rms, including sexual,
, including controlling or coerciv
ngs and organised crime groups; trafficki
and the influences of extremism leading to
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https://www.highspeedtraining.co.uk/courses/safeguarding/

4.2 - Protecting yourself from allegations

ALWAYS
« Always follow your Safeguarding training.
o Always display your I.D badge.
« Make sure your employer keeps you signed up to the update service.
« Be vigilant to signs of abuse or neglect.
« Always report your concerns.
« Seek advice from parents and school about an individual’s needs.
« Remain calm, professional, friendly, and approachable always.

x Give individuals gifts, food, or drink whils
X Hug or kiss pupils.

X Offer to discuss or keep secret
x Get over involved with famili
x Physically restrain or
x Administer medi
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Section 5 - Managing challenging behaviour on transport

Managing challenging behaviour can be incredibly stressful for parents, teachers,
and transport staff. An outburst may be a known reaction to a daily activity, or
sometimes it may be so out of the blue and you are struggling to work out what has
caused it.

As a passenger assistant it is important to get to know the young people you
transport so you can identify their reactions to stressful situations and offer support.

Please be aware that a child who cannot communicate what they want may display

challenging behaviour as a way of communicating this frustration. This may become
a behaviour that is recognized by others as “naughty”, but it is important for you to
recognise the difference.

5.1 - Potential causes of challenging behaviour in
examples of common reactions to them:

« When a child is feeling unwell or in pai
communicate this to others and h
pain or discomfort.

« If a child feels frustrated
can be a way of com

o If a child feels u

routine the

with the

ment in different ways and some of the
on transport include:

arm - This can present as head banging, hand or arm

ling, eye gouging, face or head slapping, skin picking,

, or pinching and forceful head shaking.

aggressive - Hurting others; biting, pinching, slapping, spitting, hair

ulling and screaming or shouting.

Being destructive - Throwing things, breaking furniture, ripping things up.

Pica - Eating or mouthing non-edible items, such as stones, dirt, pen lids and

metal objects.

« Repetition - Rocking, repetitive speech and repetitive actions or manipulation
of objects.
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5.3 - Tips for managing challenging behaviour on transport

Unfortunately, when trying to support pupils with challenging behaviour there is no
magic formula, every child is different and what works with one pupil will not work
with another.

Having said all this there is a great deal that can be done to prevent and reduce the
incidence of challenging behaviour.

e Get to know your passengers, learn to recognize the warning signs prior to the
behaviour and intervene early, some children respond well to soothing music
or have a comforting toy or book.

e Be calm but assertive, keep your face neutral and lower the volume and pitch
of your voice.

e Be consistent in your language and behaviour, consistency of both is vitally
important to the young people you transport.

e Use simple language and acknowledge their fr
understand.

e Avoid confrontation and don't take it

e Consider what the young perso
Are they saying, “I'm in pai

e Use praise when they
you put your seat

e Try to check thi

behaviou

ow them you

ey are in immedi
e movements may cause t

disruptive behaviour

If a passenger is very disruptive or destructive during a journey, you should
ask the driver to stop the vehicle as soon as it is safe to do so.

¢ You should assess the situation, making use of any advice which the school or
care establishment has given you about how to manage their behaviour.

e Reassure other passengers.
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e Tell the passenger clearly to stop the disruptive or destructive behaviour.

e Physical intervention may be justified only in exceptional circumstances where
there is a serious and immediate risk of harm to the passenger concerned, or
to any other person, or to prevent serious damage to property.

e You must remember that you still have a duty of care to the passenger.

o If all the above fails and you still have a potentially dangerous situation that
you feel unable to deal with, remain parked, with hazard lights switched on if
appropriate, and summon assistance from the school, parent or in severe
cases the Police.

e Ensure you record and report the incident to your line manager and school
staff.

5.5 - Where to get help

Whilst I am confident if you follow this guidance and training, you will be able to
handle most issues on transport, you are not alone and e is help available to you
if a pupils behaviour becomes unmanageable for y

e Report and incidents to your line

judgemental way, seek their
e Separate the behaviour
protection towards
Some students

ice to you via y

in your new role!
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