GRAPEVINE VISITORS SHUTTLE

DRIVER POLICIES & OPERATING MANUAL


BACKGROUND

The Grapevine Visitors Shuttle is operated by the City of Grapevine Convention & Visitors Bureau.  It is operated as a service to our visitors, hotel partners, retail merchants and dining facilities.  The shuttle does not service the airport terminals, but does pick-up at the Grand Hyatt and Hyatt Regency DFW hotels, which are located on airport grounds.

Our goal is to provide transportation to the key shopping and dining areas.  However, with a limited number of routes, it is impossible to provide service to all of Grapevine’s many retail and dining businesses.  

The Grapevine Visitors Shuttle primarily serves individuals, families and smaller groups of 4-6 people. Larger convention and meeting groups that have dine-around events or specific requirements need to arrange private coaches for their transportation needs.  This information has been communicated to all of Grapevine’s hotels so they may relay to their in-house group customers.

GRAPEVINE CONVENTION & VISITORS BUREAU MISSION STATEMENT

The Convention & Visitors Bureau (CVB) acts as the promotional arm of the city of Grapevine and is responsible for marketing, publicizing, and actively selling Grapevine to the world.  The CVB promotes the city’s hotels, meeting facilities, festivals and events, dining and retail businesses, and historic attractions to the leisure market and the group meeting market.

GRAPEVINE CONVENTION & VISITORS BUREAU BRAND PROMISE

Grapevine is the premier destination city of north Texas, offering both domestic and international visitors a unique blend of Texas heritage, combined with contemporary amenities. Whether in Grapevine for business or leisure, visitors will find world-class hotels, excellent dining options, abundant live entertainment, diverse shopping, historic and family attractions and internationally award-winning festivals, all delivered with the finest in Texas hospitality.
ATTENDANCE

You have been hired to do an important job.  It is therefore necessary to be at work, on time every day you are scheduled and not leave until the appropriate departure time.  Only with regular and prompt attendance can we achieve our primary goal of excellent service to our guests. In the event of an unforeseen absence, please call or text the Supervisor with a minimum of 4 hours’ notice. If the Supervisor has not responded within 30 minutes of your call or text, then contact the Director of Destination and Facility Experience. 

TIME OFF REQUEST

Request are not automatically approved. When you need time off for any reason, you need to submit a request 2 weeks prior to the schedule going out on Tuesday. Last minute request off will be subject to denial. Emergencies are the exception. Do not make travel arrangements before your request is approved. (Policy)
TARDINESS

Our mission is to provide prompt and timely transportation. Therefore, tardiness is not an option. Tardy is when you are not at your bus preparing your pre-trip by the start time on your schedule. If our shuttle service begins late, it will be late on that route the entire day and guests will be dissatisfied.  It is the responsibility of the person that is tardy to call the Supervisor. In the absence of the Supervisor, then contact via phone call or text the Director. 
Excessive tardiness will lead to termination.
REPORTING SICKNESS/ABSENCE

In the event you are unable to report to work because of sickness and/or unexpected emergency, it is your responsibility to call the Supervisor with a minimum of 4 hours prior to your shift. This time frame will allow us to identify a replacement for your shift.  If the Supervisor does not answer, be sure to leave a detailed message.  If the Supervisor has not responded to your message within 1 hour of your call or text, then call the Director of Destination and Facility Experience. See the City of Grapevine Employee Manual for sick time benefits.  Benefits apply only to full-time employees.

Excessive absence will lead to termination.

WORK SCHEDULE

The work schedule is based on 40 hours a week for full-time drivers.

Part-time & Casual drivers’ work week vary according to the need and driver availability. Part-time/Casual drivers are to assist when full time drivers are unavailable to work, no hours are guaranteed.
The start times are based on the average time it takes to perform a pre-trip inspection and arrive at your starting location on time.
If a driver is called in for a rescue the driver will be guaranteed 2 hours. In the event the driver works longer he/she will be paid the actual time they work.

If a driver is on the schedule for a backup but works under 2 hours, the driver will be paid 2 hours. 

If the driver works over 2 hours they will be paid for actual hours worked. 

If a driver is scheduled to do a Special Assignment the driver will be guaranteed 2 hours or will be paid for actual time worked over the 2 hours.
Opening shift - Arrival time at the route's starting point (Grapevine Main or Hyatt Regency DFW): 
Drivers must arrive at the route's starting point no less than 5 minutes prior to the start of the route. Our staff is scheduled with ample time to pre-trip the shuttle, arrive 5 minutes before departure time at the 1st stop, and serve visitors who are waiting at the 1st stop to board.
The printed schedule shows the start time for each driver whether full-time, part-time or casual.

The start time that is shown on the schedule is the time each driver is to be at the bus and performing a pre-trip inspection after parking your vehicle in the designated area. The start time is not the time that you arrive at the Service Center or the bus, and then park your car in the designated area. The designated parking area is on the hill by the water tower. Spaces adjacent to the south side wall of the service center building are for vehicles that need service (24/7), not for our staff to park there.
The opening driver sweeps the bus at the start of the shift. The closing driver restocks brochures at the end of the shift.  In many cases, the opening and the closing driver are the same person.

SMOKING POLICY

Smoking by the drivers is prohibited at any time while on board the bus or within the immediate area surrounding the bus.  A driver may smoke during breaks when not visible to guests, with a minimum of fifteen feet between the smoking area and the shuttle.  

Smoking policy for guest

No smoking is allowed on our buses. No electric cigarettes nor vapor hookah’s, chewing tobacco usage nor the container, used to spit in are permitted on our buses.

APPEARANCE/CONDUCT

Drivers must maintain high standards of personal hygiene and sharp pressed appearance.  Hair combed, clean shaven/beards and goatees trimmed and no excessive jewelry (large earrings, multiple rings, piercings, etc).  No toothpicks are allowed while on duty.

DRESS CODE

Drivers must strive for an appearance that reflects their position of authority on the bus. A driver’s appearance must generate the respect of the passengers. The following dress code will help to ensure the proper professional image is presented to the passengers.

- Clothing must be clean and in good repair

- CVB issued shirts will be worn at all times with name tags

- Black or Khaki slacks/pants with appropriately matching closed toe  

footwear and socks (no wind pants, athletic pants, blue jeans or similar are not permitted) in the late Fall, Winter, and early Spring months.
Black or Khaki shorts with appropriately matching closed toe footwear and socks in the late Spring, Summer, and early Fall months.
- Fully enclosed heel and toe

- Heels not higher than a Western style (Cowboy) boot.

   DO’S & DON’Ts
Restaurant Referrals

The CVB is a neutral organization and must refrain from giving preferential referrals to our constituents concerning which restaurant, store or attraction is better than another one.  You may guide a visitor by asking about the type of food they may want, price range or area of town. This will help the guest make a better-informed choice.

Bus Policy

Fill out all required paperwork in a timely basis.

Regulate the temperature of the bus for the passenger comfort (approx. 72-75 degrees) In the summer, once bus is cool adjust A/C unit to the # 2 position and lower the temperature 4 bars. In the winter heat the bus to desired temperature then put heat on low. You sometimes will need to put the rear A/C unit on low at the lowest temperature to keep the air circulating. 
Make sure all passengers have their belongings before leaving the vehicle.

Park the shuttles at the end of the day in the designated areas after refueling.

Do not exceed the posted speed limit. It is not necessary to speed in order to “make-up” lost time. While the speed limit in the Historic District is 30 MPH, it is 20 MPH for Grapevine Visitor Shuttles.
Use of any personal electronic equipment is strictly prohibited. Cell phones may not be used when the bus is in motion. When cell phones are used, the bus must be out of the traffic flow and put in park i.e. at a shuttle stop. During scheduled shifts, cell phones may only be used to communicate with Grapevine Visitors Shuttle supervisors or Grapevine Police Department. No blue tooth is permitted in the ear while bus is moving.
If an emergency at home happens, use your personal phone when no guests are on the bus, and you are at a designated stop. Routes cannot be delayed because of personal phone calls. Personal calls may be made during break times.
Any damage to a vehicle is to be reported to the Supervisor immediately and proper paperwork must be completed.
No food or beverage is allowed on the shuttles by guests unless in an enclosed container. They cannot eat or drink on the bus. A trash can is placed at the entrance of the bus for guests to drop their trash. This policy is designed to keep the buses clean and odor free. Drivers need to keep their food and drinks away from view of guest. (in cooler, etc)
Drivers need to be consistent with this policy.

The drivers are responsible for checking the bus after each run for any trash or forgotten packages, etc.  A small broom and dust pan are on each shuttle to accomplish this goal.

Drivers are not allowed to solicit gratuities or tips. Be careful where you position your hands to avoid being perceived as soliciting. 
Guests are not allowed in the driver's area. The driver's areas are forward of the passenger door. Guest(s) must remain in their seating area.
CDL REQUIREMENTS

Any driver convicted of driving under the influence of alcohol or drugs will be automatically terminated.  Random drug screens will be conducted.

Drivers must maintain a CDL A or B driver’s license with a Passenger (P) endorsement. The license and medical certificate must be in your possession any time you are operating a bus.

You must notify your employer within 30 days of conviction of any moving traffic violations. This is true even if you were driving your personal vehicle.

A driver convicted in other jurisdictions of any traffic violation (except parking) is required to notify the DPS within 30 days.

You must notify your employer immediately if your license is suspended,

revoked, canceled, or if you are disqualified from driving.

You will lose your CDL for at least one year for a first offense:

-If you drive a CMV under the influence of alcohol or a controlled substance (for example, illegal drugs).

-If you leave the scene of an accident involving a CMV that you were driving.

-If you use a CMV to commit a felony.

-If you refuse to submit to a test to determine your alcohol concentration or the presence of a controlled substance while operating a CMV.

-If you cause the death of another person through the negligent or criminal operation of a CMV.

-If you drive a CMV while your CDL is revoked, suspended or disqualified.

You will lose your CDL:

-For at least 60 days if you have committed two serious traffic violations or one violation of a law that regulates the operation of a motor vehicle at a railroad grade crossing within a three-year period involving a CMV.

-For at least 120 days for three serious traffic violations or two violations of a law that regulates the operation of a motor vehicle at a railroad grade crossing within a three-year period.

-For at least one year if convicted of three violations of a law that regulates the operation of a motor vehicle at a railroad grade crossing that occurs within a three-year period.

 “Serious traffic violations” are excessive speeding (15 mph or more above the posted limit), reckless driving, improper or erratic lane changes, following a vehicle too closely, traffic offenses committed in a CMV in connection with fatal traffic accidents, driving a CMV without a CDL, and driving a CMV without a CDL in possession.

Disqualifications:

-It is illegal to operate a CMV if you’re Blood Alcohol Concentration (BAC) is .04% or more.

If you are involved in an accident a Post Accident Drug test is required if:

-There is a fatality.

-A citation has been issued and an involved vehicle has been towed due to damage.

-A citation has been issued and someone has been transported for medical treatment.

-If it is determined that the employee’s performance can be completely discounted as a contributing factor testing will not be required.

You will lose CDL for one year for your first offense and you will

lose it for life for your second offense if your blood alcohol concentration is less than 0.04% but you have any detectable amount, you will be put out-of-service for 24 hours.

Implied Consent

If you operate a CMV, you shall be deemed to have given your consent to alcohol testing for the above-mentioned violations.

ROUTES/DEVIATIONS

We do not deviate from established routes. The routes are based on the most efficient way to serve our guests. Deviation will cause delays and adversely affect the route for the day.

Route deviations are subject to disciplinary action.

LAST RUN OF THE DAY

The Grapevine Visitor Shuttles are to stop at the locations where shopping, dining, entertainment and attractions are located.  It does not stop at hotel locations where there are not restaurants or attractions adjacent.  
The stops that must be made on each route the last hour are:

 
MERLOT Route (GVM :00)
Grapevine Main :00

NB Franklin :01
Torian Cabin :01
Gaylord to Mall :08
GV Mills mall :15

Bass Pro/Embassy Suites :22

GV Towne Center #1/Target/Restaurants :43
ONLY return to Hotels if guests need to return
**If no riders after last Gaylord stop – can return to fleet for post trip process
GREEN Route (GVM :22)

Target :15

Grapevine Main :22

NB Franklin :25

Torian Cabin :25

Grapevine Mills :35

Bass Pro :42

D22 :50 (only return to Terminal D if guests need to return)
ONLY return to Hotels if guests need to return

BLUE Route (GVM :40)

Hilton Garden Inn / Boomerjacks :30

Saltgrass :32

Epicenter :34

Grapevine Main :40

Target :45

PF Chang :48

Chicken N Pickle :58

Chama Gaucha (request only)

Summit Climbing (request only)

Crush It! :10

It is very important that you are looking for passengers at all times, not just the last run.  Given the extreme temperatures, our guests are likely to be seeking shelter inside buildings instead of waiting at the stops.  Before you depart from a stop, be sure that you look around for guests who may be dashing towards the bus.

Time at stops

In order to provide quality service to our passengers, the following schedule must be maintained. Each stop has a scheduled departure time. These times must be followed. If you arrive at a stop after the scheduled departure time you must wait 30 seconds before leaving that stop. If you arrive at a stop shortly before the departure time, do not leave until time plus 10 additional seconds.
Bus Capacity

If you have a capacity load of 25 passengers 
20 seated w/o wheelchair & 5 standing OR
17 seated with 1 wheelchair & 3 standing OR 
14 seated with 2 wheelchairs and no standing
If you are full at the start of your route, you still have to stop at ALL of the stops on the route. If there are passengers at those stops inform them you are at capacity and will be back in one hour. DO NOT DEVIATE FROM YOUR ROUTE. Questions concerning immediate deviations are directed to the Supervisor via radio.
Emergency deviations are permitted but you need to contact Supervisor via radio to report deviations.
Stop Safety

Unsafe conditions at a stop should be reported to the Supervisor immediately. If a stop is inaccessible, pick a place as close as possible to the designated stop and inform the passengers of the change. (cars parked in our stop areas)
Route Change

Route changes must be submitted to the Supervisor. Each change request will be evaluated and a decision will be made.
HANDLING FARES-FARES are suspended at this time.
Each individual passenger or family is required to have a ticket.  These tickets are good for the date punched only.  Passes can be purchased at Visitor Information Center and onboard the shuttle.   To purchase onboard the passenger must have the exact amount.  The fares are $5 for an individual day pass or $10 for a family day pass (up to 2 adults and their children up to 18).  Tickets purchased on the shuttle will be punched by the driver and the fares will be placed into the fare box by the passenger.  Once the fares are placed into the box, the lever must be pushed and the money will drop into the fare box safe.  Drivers do not carry change. Therefore, “exact fares required” is published in brochures and posted on the shuttle door.  If a guest enters the bus and is unable to provide the exact fare, allow them to ride. (will probably occur more so in the evening) Advise the guest to bring the correct change for the return ride.

If a passenger boards the bus with a paid receipt and no ticket verify the date on receipt and issue a ticket correctly punched. Make sure you verify the date the receipt (put receipt in money box) is for before you punch a ticket. Inform the Supervisor where you were given the receipt.

Complimentary Ridership-all riders at this time.
Hotel/Airport Staff-complimentary
Passengers will ride the hour to allow them to know where we drop guests, this is a part of the staff training. Hotel staff
DFW Airport Ambassadors – in uniform only. Their guest buys a ticket.

VIC volunteers and CVB employees who are wearing their nametag.

Hyatt Regency employee show their badge can ride free. It is part of their training.
They do not get a pass.

Do not punch tickets in advance for the day. (month is ok 5 only)
Do not punch a ticket until the fare has been put in the collection box.

Punch one ticket at a time unless the fare for multiple tickets of the same type has been put in the fare box. Then, punch only the number of tickets paid for at one time.

If you are handed a pre-paid ticket that is mis punched i.e. the punch is not centered on the day it is valid for or it looks like two days were punched, collect the invalid ticket and reissue a new ticket to the rider.  DO NOT CHARGE THE RIDER AGAIN. Keep the invalid ticket, noting on the back of the ticket where it was issued and put in money till.  
To prevent passengers from going to the wrong place, ask them for their destination as they board the bus.

At the end of each day, place the ticket pouch in the supply box on the bus.

PROMOTIONAL MATERIALS

Each of our shuttles will be equipped with a brochure rack with materials promoting Grapevine shopping, dining and attractions.  No other brochures 

are allowed in the racks other than those authorized by CVB management.  An extra supply of brochures will be placed on each shuttle to allow the drivers to restock and keep the racks full.

RESTOCKING

Check your bus each day, before routes begin, for promotional materials and tickets. Call Supervisor, 817-319-1491 for restocking of promotional materials when the vehicle is low.
Supplies in the relief vehicle will be kept stocked by the AM driver.
The Supervisor will restock tickets on Monday and Thursday mornings. If additional tickets are needed, call the Supervisor.
COMMUNICATIONS/MEDICAL EMERGENCY PROCEDURE

Personal Cell Phones

In January 2010, a law was enacted that prohibits CDL drivers from using cell phones while driving. 
In 2017, the Texas Legislature passed a statewide ban on using a wireless communications device for electronic messaging while operating a motor vehicle. Texting, as well as reading or writing email, is prohibited while driving in Texas.
Grapevine Visitors Shuttle drivers are prohibited from using cell phones while their shuttle is in motion and on any roadway. Usage refers to any method or type of cell phone activity including and not limited to handheld, blue tooth, hands-free, speaker phone, texting, internet, etc. 

 
Cell phones may be used when a driver is at a designated Grapevine Visitors Shuttle stop, the shuttle is in park and visitors are not present, or in an emergency when the driver has pulled to the side of the road and put the shuttle in park. 
 
If you are using your phone for personal use, you must complete your call when guest is present and leave your designated time for the route. The only exception to this is if you are talking Shuttle business to your Supervisor or Director.                                                                                                                                                                                                                                                                       
Excessive personal phone use on city time will result in disciplinary action. Violating this policy could result in immediate termination.
Radios
Radios are the quickest form of communication between buses and the base station. When using the radio, the following guidance is to be used:

-Drivers will use the assigned bus number.

-When calling base, the calling unit will identify themselves first using their bus number and the base station second.  Example: “bus 101 to base”.

-The base station should be addressed as “base” or the designated identifier assigned.

- Always know your location. Radio traffic is to be of a business nature only, such as detours, wreck locations etc.

If an emergency occurs, the drivers are to pull to the side of the road and stop the bus before making the call. Call 911. Be sure to give nature of the emergency, location, if you have passengers, and/or any injuries. Then place a call to the supervisor to inform about the incident. Supervisor will come to the scene.

In addition, the proper paperwork needs to be completed (in the box of each bus). Medical emergencies will be handled by EMS units. Our job is to make the passenger comfortable until EMS arrives. DO NOT MOVE THE VISITOR.

If the injury is minor, we will still offer to call EMS. If refused by the passenger, we document the refusal on the report. A folder is placed in the forms box. Any incident reports written during the shift will be placed in the folder for review by the supervisor.  All incident reports are to be signed by the person involved or by their guardian. Notify the Supervisor of any incident during the shift.
Drivers need to remain calm and under control in all circumstances.  Never get into a conflict with a passenger.  If a circumstance occurs that the driver is not equipped to handle, then call the Supervisor in a discreet manner by stopping the shuttle in a safe area and make the call.  If a passenger is intoxicated and becomes a safety concern to themselves, the driver or other passengers, then the driver needs to step-off the bus after shutting off the engine and removing the keys. Then, call 9-1-1 for assistance followed by a call to the Supervisor to inform of the incident.  Again, an incident report needs to be completed. However, do not ask the belligerent person involved to sign the report. Having another passenger witness the report would be beneficial. Document witness with name, address and phone number.
                                              BUS OPERATIONS

When you arrive at the Service Center, always park your personal vehicle in the designated parking area for drivers (on the hill by the water tower).
Pre-trip Inspection requirements are based on the information found in TX DPS CDL Handbook pages 2-1, 2-3 thru 2-9. 

Pre-trip includes the following:
You will find a PRE-TRIP INSPECTION LOG sheet in the black box.
-Check the oil
-Turn key to on position. If any accessories were left on, turn them off before starting. ALWAYS WAIT until bus light goes out. (on old buses)
-Turn lights on, flashers on 
- Once you turn off the bus at the pump, wait at least 30 seconds before you place the nozzle in the bus. Then go log in to fuel system. 
-If the fuel level is less than ¾, top off the tank before starting your route. Once the pump shuts off do not continue fueling. All buses should be fueled at end of each day.
-Walk the bus inside and out to check that everything is in working condition. 

- Sweep the bus before leaving the yard.
- If damage is found please notify Supervisor to verify previous report.

-Notify the Supervisor of your bus number and the route you are starting.

Post-trip includes the following:

NOTE: when refueling at the end of the shift, turn off all accessories (A/C, 
heaters, radios etc.) before turning the ignition switch off to refuel. The communication radio will go off automatically when the ignition is turned off. Make sure you turn the cut off switch to the off position at the end of the night. 
-Fuel bus

-Empty the trash, replace bag

-Stock brochures (extra stock is in the relief van)
-Notify Supervisor that you are in and exiting the bus.

If a problem is encountered with a bus during the pre-trip or shift, the following procedure is to be used: 

*Call the Supervisor and give an assessment of the problem. In the absence of the Supervisor, call the Transportation Manager.
*Supervisor will call the mechanic on duty after assessment is made. You will be notified of the solution. Do not contact the mechanic unless instructed to do so by Supervisor.
The Service Center is a very busy place and with the various vehicle maintenance activities, safety can be a problem. Drivers must stay out of the offices and shop area. If there are equipment concerns, direct them to the Supervisor. The exception is to use the restrooms, break room or to escape severe weather.

SHORT BREAKS

When leaving your bus, it must be secured. 
Secure means:
Turning RED CUT-OFF KNOB TO THE OFF POSITION
Turn everything off

Turn the ignition off

Remove the keys 

Lock the doors

DO NOT LEAVE THE ENGINE RUNNING AND LOCK THE DOOR

BACKING THE BUS

Buses must not to be backed during route. If it is necessary to back a bus a spotter must be used. It is preferable to use a CVB shuttle driver. A responsible adult is an acceptable alternative. If parking at a curb is questionable, park parallel to the curb one lane to the left.  When stopping at The Grand Hyatt Hotel/Terminal D, do not leave your bus unattended. If there is not a place at the curb, wait a couple of minutes, circle and return to the loading area.

BUS CAPACITY

Buses are restricted to 25 passengers maximum. For each wheelchair on board, the capacity is reduced by three seats. This could leave you with 2 wheelchairs and 14 seated and no standing passengers. Passengers are not permitted in the driver area.

RR CROSSINGS
Buses will pause at all Railroad crossings (closes lane to right). Hazard flashers will be activated before crossing the tracks and not turned off until after the rear of the bus has cleared the crossing.

Bus Idling

The City of Grapevine has a policy concerning the idling of vehicles. It calls 
for a reduction of idle time to reduce emissions. This will also create a 
reduction in fuel cost.

When temperatures are extreme, i.e. 90 degrees and above, or 40 degrees or below, the International buses may be idled for 20 minutes, in conjunction with your pre-trip, to cool or heat the interior.  

At all other times, the City’s idling policy prevails, and the heating or cooling of the interiors will occur during travel to your starting location.

The engines may be idled between routes while waiting for passengers.

 WEATHER OPERATIONS

INCLEMENT WEATHER

In the event of changes in route start times, or cancellation of work due to inclement weather drivers will be notified by phone by the Supervisor. This will be handled on a day to day basis.  Drivers are expected to report for work when there is inclement weather unless notified. When there are weather conditions that do not allow safe operation of the buses and the City Manager has determined that employees can report to work, then the full-time drivers will perform other duties as assigned by Supervisor. 

FLOODING

If you are caught in heavy rain do not drive into high or fast flowing water. If you do not have a clear view of the road. Stop, do not drive any further. Contact the Supervisor.

DO NOT DRIVE AROUND HIGH-WATER BARRICADES.

Any weather issues in the area will be watched by Supervisor and everyone on duty will be notified.
TORNADO PROCEDURES 

Tornado winds frequently exceed 100 mph and, in some cases, get as high as 
300 mph.  Tornado season usually starts in March and continues until June.

Prime time of the day for tornados is 3 PM to 6 PM.
Never try to out run a tornado. If you are caught in the open, a ditch will afford protection. Get out of the bus.

Good tornado shelters are hotels (any), Terminal D, Grapevine Mills is not preferred. Go to the hotels across the street from mall.
A TORNADO WARNING - Supervisor will let you know if it is in our area.
Radio transmission – Code Yellow (severe weather take cover)

Should you receive warning of an approaching tornado, seek shelter in a substantial structure. Make sure all passengers go with you. Go to an inner part of the structure, hallway etc., away from glass.

In addition to the above manual, the City of Grapevine Policy and Procedure manual and the Grapevine Convention & Visitors Bureau Personnel manual apply.
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