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Casualties of a crisis

Property damage

Injury

Loss of life

Transit agency REPUTATION



What is a crisis in transit?

• An adverse event that causes a 

disruption in our normal operations

– Naturally occurring events

– Man-made events

– Employee/staff situations

– Asset specific events



Flooding

Winter storm

Hurricane

Tornado

Wildfire

Drought

Health crisis

Foodborne

Bodily fluids

Pandemic

Bomb threats

Active shooter/sniper

Hostage situation

Vandalism

Technology hacking

Terrorism

Economic crisis

Traffic accidents

Boycotts and protests

Civil Unrest

What is a crisis in Transit?



Workplace injuries

Negligent hiring

Employee misconduct

Workplace violence

Drug/alcohol abuse

Internal theft

Board crisis

Strikes/workplace 

protests

Staffing crisis

Fuel/chemical spills

Service/route changes

Contracts and 

agreements

Power/utility failures

Vendor disruptions

Procurement issues

Equipment failure

Bus/building fire

Structural failure

What is a crisis in Transit?



Communication

 Increase communication, don’t decrease 

Communicate in regular intervals

Communicate clearly and concisely

 Provide facts, not opinions

 Provide the appropriate information to 

the appropriate people

Use multiple tools for communicating

 Provide opportunities for feedback



Working with the media



Working with the media

We will answer questions honestly and in a 

timely manner. 

We will minimize the use of technical terms 

and industry jargon. 

We will emphasize that we are cooperating 

with first responders and investigators and 

we will avoid speculation as to the cause of 

the emergency until government 

investigations are completed.



Working with the media

We will acknowledge every question, but 

we also will recognize that we do not have 

to answer any question that requires 

speculation on the part of the company.

We will avoid the phrase “no comment” 

and ask for the public’s patience as we 

attempt to assess the complexity of our 

situation.



Working with the media

We will provide our customers with realistic 

estimates as to what happened, but we 

will avoid speculative comments why and 

how the crisis occurred until a complete 

investigation is performed. 



Components of a plan

• Facility, vehicle maintenance, TAM plans

• Strategic plan

• Public participation plan

• Marketing plan

• Manpower plan

• Financial plan

• Business continuity plan

• Performance measurement plan



Resources

crisis leadership now by Laurence Barton 

(includes a 40 page Crisis Management 

Plan) www.larrybarton.com

www.ready.gov/business

www.ugpti.org/surcom/training

 FTA www.transit.dot.gov Critical Incident 

Management Guidelines

http://www.larrybarton.com/
http://www.ready.gov/business
http://www.ugpti.org/surcom/training
http://www.transit.dot.gov/


Thank you!

Rob Lynch

Training Coordinator

Small Urban and Rural Center on Mobility

rob.lynch@ndsu.edu.com

www.ugpti.org/surcom
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Kayak Public Transit

Maps by CTUIR GIS Program

• Public Transit Agency Funded by 5311, 
5311(c), and other state and local dollars. 

• Founded in 2001 as CTUIR Public Transit, 
rebranded in 2014 as Kayak Public Transit 

• K’ay’ak means “to remove hindrances.” 

• Serves 4 counties in Northeast Oregon and 
Southeast Washington 

• Serves 18 Communities, Towns and Cities – 1 
will be added in 2021-2022. 

• Ridership in 2019 was 106,000



Kayak Public Transit

Maps by CTUIR GIS Program



Kayak Public Transit

Courtesy of the Confederated Umatilla Journal 



Kayak Public Transit

Clockwise from Upper left: 
Confederated Umatilla Journal, Kayak Public Transit, 
East Oregonian, BBC World News, 



Obligation 

• As a recipient of federal transit dollars we have some obligation to 
provide assistance as able in the event of an emergency.

• Bus drivers and other staff are not first responders and it would not 
be appropriate to put any transit employee directly in harms way. 

• Reasonable accommodation to assist in evacuations, transporting 
food or supplies, or service personnel.  

American Red Cross

Poll #1



Coordination

• Transit may not be the first thing that comes to mind for local 
emergency responders or incident commanders. 

• Review your jurisdictions Hazard Mitigation Plan and it’s 
Emergency Management Plan. These are documents required by 
FEMA to qualify for emergency support.

• If you are not listed and have roles assigned work with Emergency 
Manager to become involved.  

• These plans should include all
actors, and have “pull-out sheets” 

for emergency scenarios.  

• Table Top Exercises

USA Today



Preparedness 

Senior Staff, Dispatchers: 

• Training Training Training. 

• Senior Staff need to understand their specific roles.  

• Understand their obligations and authorities in the event of an emergency

• Having back up plans for back up plans 

• FTA Federal Transit Administration Emergency Relieve Manual: 
Reference manual for States and Transit Agencies on Response from 
Declared Disasters and FTA’s Emergency Relief Program.  

Poll #2



Preparedness 

Drivers: 

• Keeping Drivers up-to-date on passenger safety and driving safety. 

• Not all emergencies make the news. A vehicular accident the bus 
passes by or an accident that involves the bus itself will require the 
fast and clear headed decisions of the driver. 

• Ensure the drivers understand their obligations. Emergencies 
require quick action. A bus enroute that receives a direction needs 
to know exactly what to do without much further direction.

• Ensure drivers understand their limitations. Some may want to push 
safety limits to help. 

Kayak Quarterly Training



Preparedness 

Organizational and Policy: 

• Hazard Pay or Emergency Response compensation. 

• Employee support, and relief for reporting for emergencies

• Volunteer onboarding and coordination  

• Random items that are often overlooked:  
• Pets
• Personal belongings
• Personal connection to the emergency
• Fueling requirements
• Continuity of operations – Standing Delegation of Authority
• Utilization of Facilities as shelters 
• Route and System wide shut down policy and procedures



Reporting 

• In the event of an emergency, money shouldn’t stop you from 
providing assistance

• Have a process in place prior that ensures accurate record keeping 
that identifies all expense (salary, O&M, supplies, other 
expenditures).

• In the event of a tribal, state or national emergency, reimbursement 
for expenditures may be available. 



Floods of 2019 & 2020
2019
Helped evacuate a senior 
living home that was 
threatened by floods. 

2020
On standby for evacuation 
transport.

Recovery efforts in 
transporting residents. 



COVID 19

• Immediate concern for staff and passengers.
All decisions reflected their safety first. 

• One of the first cases in Oregon was associated 
with Umatilla Indian Reservation 

• Pre-existing sanitizing policy

• Shut-down policy enacted

• Notification of staff, passengers, jurisdictions, 
media, social services, area Public Health 
Authorities. 



COVID 19
• Vehicle modifications include: 

• Restricted occupancy: posted and physical
• Installation of barriers

• Driver Precautions:
• Required PPE such as facemasks, 

face guards, training on behavior and 
sanitization. 

• Detailer/Bus washers
• Necessary equipment and PPE
• Documented cleaning schedule

• Dispatchers
• Protocols for when Contact Tracers 

contact the agency



COVID 19
Operations: 
• Developing phases 

• Coordination with Incident Command Team, and Health Authorities. 
• State of Oregon issued guidance documents for transit specifically  

• Phase 1 
• Local, Inner-city services
• Passenger training and notification

of requirement

• Phase 2 
• Limited Inter-city services to avoid

hotspots

• Phase 3
• Resumption of services 

• Contingency plan for phase rollback 

Umatilla County Health Interactive Map: August 26, 2020
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