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Zoom Webinar Information

- All participants have been placed
on mute.

» Use the chat box to get help using
Zoom webinar.

« Use the Q&A box to ask questions.

« We will respond to questions during
the Q&A portion of the webinar.

* The recording and slides will be
posted to the National RTAP
website.

* Please fill out the brief survey after
the webinar.
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National Rural Transit Assistance Program

Technical assistance center funded
by FTA through the Section 5311
Program

Provides free training materials and
technical assistance to rural and
tribal transit providers and state
RTAP programs

Review Board — State DOT and
rural and tribal transit agency staff

Learn more at www.nationalrtap.org

or call 888-589-6821
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Project Background

 Original Scheduling and Dispatching Course
was developed in 2009

« This update is designed to offer a general

A=y e
-

education training program for new Scheduling and
dispatchers and schedulers Dispatching

* It could also be used as a refresher training Training Package for Rural Transit Systems
for more seasoned staff
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Components

Training Manual Instructor-Led Training Materials

National « 7 eLearnIng Course
RTAP \ i —— e

Rural Transit Assistance Program = Dispatcher & Scheduler Traiming

National Dispatching and Scheduling
RTAP \ Training for Rural Transit
Systems

Matonal Rural Transit Assistance Program

Dispatching& ' 5 3 Dispatcher &
Scheduling o i = Scheduler Training

Course Duration: 3.5 Hours

Training for Rural RIvE L L . Hotes

. -
Tran:nt Systems ) g + This training was developed by the Mational Rural Transit Assistance Program (National RTAP)

y and is intended for those whao serve as dispatchers and/or schedulers in rural, small urban or
tribal transit agencies.

: o~ + The rales of staff in dispatching and scheduling may differ by transit agency and include other
e ccuras coaain sl Mases wdpese your okl tasks such as administrative support, maintenance scheduling, federal reporting, or driving.

Note: A downloadable transcript and closed
capuoning (CC) aro wallable. + This course will focus solely on the scheduling and dispatching tasks.

+ This training program was funded in part by the Federal Transit Administration (FTA)

Instructor - Take  moment to intreduce yourself, your role at the agency, and have others
introduce themselves with their rales. (Or do this on slide 4, if that feels like better timing.}
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Equivalent Content in All Formats

Dispasching and Scheduling Trsining

H Section 4: = Dispatcher & Scheduler Training RESOURCES  NAVIGATION Dispatcher &
- Americans with Disabilities Act Scheduler Training

National iy Dispatcher &
RTAP \ ol Scheduler Training

Overview and Objecti . . . . ys, .
B TRl £ o Section 4: Americans with Disabilities Act
Section 4: Americans with Disabilities Act

Dispanching snd Seheduling Traning
Duration: 20 Minutes

Section 4:
CheckYour Knowledge

= Dispatcher & Schaduler Training RESOURCES ~ NAVIGATION
4.1 Match the ADA Term to its Definition =
s Dispatcher &

Fox eoch ADA tesm st th ets
Scheduler Training

Role Answer Role Definitions National Dispatcher &

RTAP\ e Scheduler Training

1A type of demnnd response sarvis that connsets peopls

B with disabilities with the fixed ronte service acea.

b AaADA

available to accept trip cequests the day befose sy day the
s cpaicn 1 e Knowledge Check

& The US. DOT defines this s “acy gnide dog, sigaal dog.

Match the ADA term to its definition.

Eimited to, gricng individnals with impaised vision, alerting. For each ADA term, enter the number corresponding to the - S . .
sening o definition and then click Submic. ection 4 .
‘peoviding snimal potection oz sescns werk, prlling 3

N — ) Seveom AT o e s ; Check Your Knowledge

& When the customes o customer’ sepresentative neglects
# 0 complnaniy o proper canel the exstomer’ schadrled tsip ot et o Bacausa of u desbiity
s befoze the sehediled pickp time. [ *Next day” service 5 poa R
o accept trip requests the day before any day the transic
[ No-show aperation I in service
3. The US. Department of Transportation defines this as “any
‘I‘ ‘Complementary guide dog, signal dog, or other animal individually trained to
Paratransit work or perform tasks for an individual with a disabiliey,
including, but not limited to, guiding individuals with impaired
visken, alering individuals with impaired hearing to intruders or
‘sounds, providing animal protection or rescue work, pulling a
wheelchair,or fetching dropped irems.*
. When th o customer’s slects 10
properly cancel the customer's scheduled trip at leas two
hours before the scheduled pick-up time.




National

Dispatching &
RTAP \ Scheduling Training

Content Overview

Section 1 — Introduction

Section 2 — Working in a Transit Environment

Section 3 — Transit Service Types

Section 4 — Americans with Disabilities Act

Section 5 — Essential Communication Skills

Section 6 — Customer Service

Section 7 — Role of the Dispatcher
Section 8 — Role of the Scheduler

Section 9 — Use of Technology

Section 10 — Working as a Transit Team

Section 11 — Responding to Transit Incidents
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Section |:
Introduction ...........

Audience for the Manual. . .
Organization of the Course
What is Transit? . . .

Importance of Transit ... ..

Your Function is Critical to the
Success of the Transit Agency . .

Communication Skills . .......
Use of Technology in Transit . . .

Dispatehing and Seheduling Teaining

Section |: Introduction

Welcome to the Dispatching and Scheduling Training for Rural Transit Systems,
“Transit Assistance Program (National RTAP)

National RTAP is a progeam of the Federal Teansit Administration (FTA} that o
assistance nceds of rural and teibal teansit agencies across the nation and suppg

Audience for the Manual

The is designed for staff who perform the role of dispatcher and for sl
cncy. New dispatchers and schedulers can use this training o lea

roles. Seasoned dispatchers and schedulers can use portions of the training for

“The oles of staff in dispatching and scheduling may diffee by teansit ageacy ang
trative support, maintenance scheduling, foderal reporting, or driving. Additional
that ase differcar from what is taught in this course. It is important that the hiris
identifics additional education needs, including lacal policies

7=
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What is Transit?

Transit is a tesm that

Iable to the

Demand Response

Demand response transpoctation is aceanged on 2a
as-needed basis to cnstomers in the service asea. This
category of secvice is most common in rugl or tribal
teansit agencies With this type of secvice, dispatchers
manage costomess 2nd book trips, which can involve
negotiation depending on what the agency can or
cannot accommodate. Sehednlers ace responsible foc
creating schedniles that mest eustomer neads

any form of grovp tavel
Thace ase two basic categories of sarvice: demand response and fized ronte)

Fixed Roi
Fixed sonte ¢
opesates with
commonly ps
ncban areas.

25 deviated £
also included

Other Se
Agencies o
staff deivers
examgple, the
pastaer with
25 Uber os L

Section 3, Tra
‘mation about

Transit in
How transit o
nify. In densel
secvice to ma
‘most efficient
nifies, itis mq
s anothes m|
commmaity w
nify’s size and
the available

Emphasig
Becarise deny|
common sery
consse foens:

and schednled
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Importance of Transit

Prblic transit is 2n essential Lfline to many people i
yonr commnity. It brings those who are il to their
‘medical appointments, such as dialysis and cancer
treatment. Tt brings sesidents to work and shopping. Tt
allows people to access edncation and socialization.

Fox sesidents in youe commmaity who have disabilities,
cannot dsive, or who choose ot to dsive, frmnsit can-
nects them with the wodd. They can maintsin indepen-
dence instead of selying on friends and family.

Your Function is Critical to the
Success of the Transit Agency
Dispatchers and schednless play vital scles in the transit
agencies that they serve. The dispateher is the central
commmaication kb of the agency — connecting cus-
tomess with the services fhat they need and comamai-
cating with deivess, maintenaace staff, management, and.
other colleagnes to streamline intecactions

Schedrlers keep the buses moving in the most cost-
and resonece-efficient manner to serve enstomers
effectively. The scheduler must consides the needs of
each eustomer and the need for efficiency of the entire
system.

Both soles aze challenging and requie many skills,
‘most of which ace learned on the job. Becanse of this,
itis essential that dispatchers and scheduless recsive
ongoing training and ace enconaged to self-refisct 23
expesience is guined.

‘Communication Skills

Dispatchers and schednlers need to commmnicate
segulardy and effectively with colleagnes and customers.
‘Essential skills inclode:

= Active listening

+ Empathy

- Feiendliness

= Clasity and conciseness

= Atfitade of calm control

T make snce you are equipped to meet the demands of
the job, helpful information 2nd strategies are provided
in Section 5, Essential Communication Skills, and Section
6, Cuustomer Service.

Use of Technology in Transit
“Transit agencies use many types of technology to
enhance the eastomer experiance and provide service
efficiently. For example:
« Camess on vebicles that are used to suppost
safety and seencity

* Systems that-

* Provide information, such as live location

and their maintenance needs

Although the fanctions performed by dispatchers and
schedulers in a typical transit agency are the same, the
way those tasks are pecformed varies widely depending
on the type of technology nsed. As we discuss these
faactions, we focus on the inputs and outputs, not the
‘method or system nsed. Technology-specific informa-
tion is provided in Section 9, Use of Technology.
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Section 2: ' " Section 2:

Working in a Transit Environment

Owverview and Objectives _. ..
Your Colleagues. . ..........
The Importance of Teamwork.
Transit Regulations . ........
Section Summary. .. ........
Section 1. Check Your Knowledge

Working in a Transit Envir

Overview and Objectives
You are now a dispatcher or scheduler for 2 teansit agency. Before you leaen about 1
impoctant o leasn about the ageney you work for.

What are the vital functions peeformed in a transit agency? How do the disparcher

Many rural teansit agencies opesate with limited staff. As we discuss each role, keep
“wear many hats” and perform multiple funesons. You may even perfirm both the
wole yourself.

“This section also provides an overview of key transit regulations that govern your

Your Colleagues
digparcher or schedules, you segularly coondinae with oies stalf membs

of the rypical soles within o transit ageney, and how yon, as @ dispatcher or seh

Director/Chief Executive Officer

The director/ chief executive officer (CFO) is the manager of the teansit agency.

“The directerr/CEO oversees all aspects of the transit agency, including
fisance, operations, publie relatons, and future planning, While

you may aot interact with your director/CEO regularly, this person
‘may seck out your input on the day-te-day opesations of the ageney
because of your interacsons with the pubc, drivers, and medhanies

Who

When you have completed this section,
you should be able to describe:

+ The basic roles within a transit agency and how they work togeth

Dispatchirgs and Schecluling Training

“The administrative staff roles typically include a financial
manager, grant writee/grant administeatos, and administea-
tive assistant.

ancial Manager
“Transit agencies have complicated budgers with numerous
sources of revenve (municipal budgers, fedesal/state
grants, non-profit funding, ontracts fir service and fares)
and costs (such as fuel, staff, vehicles, and rechnology).
Because these projects aze funded by the federal govern-
ment and supported by other geants, many regulations
must be met with required documentation.

The financial manager needs records from dispaiching and
scheduling staff seganding sidership and fare collection.
Passengers aze often categorized by specific geants thar fund
thei trips Maintaining clear documentation is essential. 1f
you bave questions, ask them. 1 you seed reminders of
fianding codes or reporting requirements, work with the
financial staif 10 make “chear sheers™

Grant Writer/Administrator

Grant writers/ administmtors work with financial managers
w0 gather the information required w apply for stare or
fiederal funds.

I rural transit agencies, the prant writing and administaation
function i ot ypically performed by a dedseated member
of the staff. Tt may be an additional fnetion that the
disector o orhe staff member is responsible for.

Whoeves is ultimarcly responsible, they may need records
from disparching and scheduling saff regarding ridesship
and fare collection. Anticipating grant needs and idenifying
strategies 1o access the required information will save time
and smooth the application process.

Dispazching and Scheduling Training

The Importance of Teamwork
A3 you decpea yous uadcsstaading of the vassus soles that males aa ageasy susecssful, you'll Bosome o avoas
effective member of the team. Saff working as a team support each other because they:

+ Understand and are commited to the agency’s mission and goals

+ Work from the ssme policies and procedures.

+ Have a shared understanding of what is important

+ Respect the opinians of others.

Transit Regulations

Publse transit agencies in the United States are funded by the Federal Transst Adminstranon (FTA). Several pro-
vissoms must be followed to mantain fundmng elgibiliy. Specifcally, as a dispatcher or scheduler, you must comply
with the:

U5, Department of Transporation (LS. DOT) and FTA regulations related o drugs and aleohol.
* Civil Ryghis Act and assocated US. DOT and FTA repulatons.

» Federal Motor Carner Safety Admmnsstranon (FMCSA).

« Amerscans with Disabilines Act (ADA).

Federal Drug and Alcohol Regulations

seubtions designate certain funetions a5 *safery-sensitive.” The performance of these funetions dircerly affects
passenger and publsc safety The category meludes, but is not limited w, devers, mechanics, disparchers, schedulers, and
seeusity persomnel The jobs thar aze designated as safery-sensitive ar your ageney ase defined in your agency’s pobicies

All safley-sensitive emplayees must know and comply with federal drug and alcohol zegulations.

1If you are impaired while performing dispaiching or scheduling funetions, you are a danger to yoursel
fiellow employees, and the teaveling publie. This section summarizes the segulaions on drugs and tlcobol that
apply t you and all other safery-sensitive employees. Your agency's deug and aleohol program may include addi-

tional sequirements.

+ The federal drug and alcohol program and how it applies to Knowledge Sharing

dispatchers and schedulers. Administeaie ssssants provide sy nportat sles i oue Listen to dispatcher Jan Wong
+ Title VI of the Civil Rights Act. it agency. They may work a the front desk of the agency T
o peovide back up 10 you on the phones. They may coondi- \
e papeswork, zeparting, and schedules fir management
saff, Understanding their soles and fuaetions is essential for
effective comammication and coosdination within the agency: Follow the link below and then
select the Knowledge Sharing
video on the Dispatching and
Scheduling playlist

her transit colleagues share
knowledge and work as a team.

Mational RTAP
€J YouTube Chann
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Overview and Objectives

. Rural teansit agencics offer a range of services depending on the nceds of the Service Type Summary Table
Demand RES ponse Tran SPDFtatI'D n L. . I 7 funding In this section, you learn about the details of cach service

Service Types

. ry . . )

© Demand Response Transportation There are theee basic types of demand response service. I IR i s v B e
Demand response transportation refers to transportation that is

. igins, destinations: This is the most flexible
schedule. Rather, the trips are based on the needs of the customs Maey prighes, sy

Fixed Route Transportation. ........ .21

service. Typically, cach custamer is picked up at home, drapped
Drive, Collect

off at a requested location, and then laser returned home from
Sedans, Vans,  Fares, Curb-to-

la el schedsled isip s fnrated by 2 customes coniacing the dispaiche dhasLocaion: This & thé st sciamkon 1 oF Aemsnd mspanes Generally
. tequest may be made by someone calling on the customer's behald). The dispar it i el e ! Cutaways Curb or Door-to-
scheduler. The seheduler develops the drivers’ schedules for the day to accomf = Door Service

Partnering with Non-Staff Driver Services

« Many origins, one destination: This option can be used 1o
provide access o a medical center, social seevice provider, Cutarways, Diive,
shopping center, public transit hub, or other common destination, Tegrrgit Busss  Collect Fases
Sametimes i's provided by contract with the destination entity:

Typically, each customer s picked up at home, dropped off at

* Rescrvation service 2 common destination, and then later reruencd home from the
Reservation service requines customers o call ahead for every irip they need common Iocation. . Yeswith C
time. Reservations ase typically made in advance, but some agencies allow sa Genenally Yes

S ervy | ce T}'Pe S um mary Tab I e 24 Section 7, Role of the Dispaicher and Section 8, Role of the Scheduler provide deiail
. .
Types of Service Requests
Rusal teansit agencies typically deliver demand tesponse serviee by reservation o
. 2 5 Drive, Callect
Fares, Curb-to-
Curb or Door-to-

Service Planning. .. ........
Yes, for
- . ’ o ) Deviations Transit Buses Deviations
S ervices foe red are Evo IV' ng . 2 5 i Onc arigin, oae destination: This option is oficn speciic to Dour Service for
+ Subscription service social service transportation. For example, customers are picked Deviated Routes
Subscription service allows customers o schedule the tsips they take regular up at a group home, dropped off ar a sheltered workplace, and
2 5 H customer has a medical appointment ¢ Friday at neon, they can create a| later returned o the group home.
. they doalt need to make 2 ceservation for cach trip.

aways,

Drive,

Section Summary. ......... ,
Depending on the needs of the community, agencies may offer variations ¢ N Collect Fares
Section 3. Check Your Knowledge .26 ' Fol G

the Americans with Disabilities Act (ADA). We discuss the specifics of thi : S Coordinate
- Sometmes

Disabilities Act. Service

When you have completed this section,
you should be able to: E . e o : — Altemnates
D Services between
+ Describe the major types of demand response service, includiis, : Passengers
vehicles used and the role of the driver.

* Define fixed route t: rtation.
efine fixed route transportation. No — May Personal Drive, Through-

Coordinate Vehicle the-Door Service

Taxicab or o
No — May Drive,
Coondh Personal

Vehi Collect Fares
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Section 4:
Americans with Disabili

Overview and Objectives

As a dispatcher or scheduler, you ensure services are provided in
accordance with the Americans with Disabilitics Act (ADA). The
section deseribes key provisions of the ADA you need o know to

ensure compliance.

The Americans with
Disabilities Act and Transit

What is the ADA?
The Amesicans with Disabilities Act (ADA) was signed into law
in 1990 to addeess the needs of citizens kving with disabilitics

How Does it Apply to Transit?

Two levels of ADA must be considesed for transit. Fisst are the
peneral provisions that apply o all eeansit seevices. Second age
the provisions that apply to ADA complementary paratransit
services that ase sequised for agencies that provide segular fixed

FOULE SEIVICES.

Although agencies that oaly peovide demand response scrvice ace not
required to provide ADA complementary paratransit under the b,
some opt to provide it in coordination with other fixed route pro-
viders. Agencics may also apt to provide seevices that go beyond the
cogulations. So, knowing and following your agency’s policics is vital

When you have completed this section
you should be able to:

* Deseribe provisions that apply to all transit services.
* Define "ADA complementary paratransit.”
« Summarize regulations related to ADA complementary par
o Eligibility
o No-show policies
o Vehicle wait time
Backup services

Dispatching and Scheduling Training

Service Animals:A Closer Look

“Two prevailing regulations must be considered regarding
service animals. According 10 the US. Department of Justice
(DOJ) ADA regulations, which are the overarching federal
ADA regulations, the only animals recognized as service
animals arc dogs and miniature horses. However, the US.
Department of Teansportation (DOT) has opened the cate-
gory of service animal up to any “other animal individually
trained to work or perform tasks for an individual with a
disability™

So, while public buildings and other facilities covered under the
DOJ regulations are anly required to recognize dogs and min-
fature horses as service animals, the expanded DOT definition
applics 0 public transpartation. Consequenty, a service animal
peemitted on public teaasit may not be allowed though the
door at the customer’s destination.

Verifying the status of a service animal can be 1 delicate situa-
tion. There's a fine line that shoulda't be crossed. For instance,
agency employees are only permitted to ask the owner these
£wo questions:
+ Is the animal a service animal required because
of a disability?
+ What work of task is the seevice animal tesned
tor perform?

Members of staff are ot allowed ta request any documen-
tation fior the service animal, soquire the service animal to
demonstrate its task, or inquire about the natute of the pee-
son’s disability:

Customers ase not required 1o disclose that they will be trav-
eling with a service animal while areanging transit services
However, transit dispatchers may ask if the customer will be
accompanied by a service animal in the same way as they are
allowed ta ask if a personal eare atiendant or mobility aid will
be present.

The handler of a service animal must be in complete contal
of the animal, which may include having the service animal
wear a leash ot harness. However, the service animal can be
off-leash while performing the task they are trained o doif @
leash ot harness prevents the animal from performing the task.

Dispatching &
Scheduling Training

Section 4: Amencans with Disabilities At

ADA General Provisions

To adhere to ADA anti-discimination requirements, all teansit agencics, regardless of the fype of service provided,
must comply with the ADA in the following arcas

T

Accessi

Accessibility of facilitics and vehicles must be maintained. This includes shoveling snow around the
bus stops and maintaining the vehicle lifts and mobility device securement systems. The dispatcher is
usually the first person contacted if there ae maintenance issues that cause somenne to not be able
o access transit.

Mobility Devices

Customers using wheelchairs or scooters are not required to ransfer 1o a scat once in the vehicle.

They arc also not required to wear a scatbelt unless all passcngess are required fo wear seatbelts

Personal care attendants

A personal care attendant (PCA) or companion may accompany a passenges with a disabibity on

a teip, bur they must have the same origin and destination as the passenger. This peeson docs not
replace the driver's assistance on the bus. Agencics cannot require that an individual be accompanicd
by an attendant. A PCA is not to be charged a fare.

Priority seating

Agencics are required to provide priority scating for individuals with disabilitis. Howeves, agencics cannot
require a person with a disability to sit in priosity seating, Individuals with disabilitics must be granted the
same seevice 5 indivaduals without disabilities. This includes nor being limited to specific sears

Respirators or oxygen supplies

Provisions must be made for passengers requiring a respiraior or poriable osygen supply. As a
dispatcher or scheduler, you need to know if an individual is traveling with a respirator or portable
oxygen supply. Agencies cannot prohibit an individual from teaveling with these items. When in
transit, the cquipment must be propedy sccured. A personal care attendant (PCA) or companion may
accompany a passenger with a disability on a trip, but they must have the sime origin and destination.
as the passenger. This person does not replace the driver’s assistance on the bus. Agencics cannot
require that an individual be accompanicd by an attendant.

Service animals

Service animals must be accepted on teansit vehicles. The US. Department of Teansportarion defines
a service animal as “any guide dog, signal dog, or other animal individually trained to work or per-
farm tasks for an individual with a disability, induding, but not limited to, guiding individuals with
impaired vision, alerting individuals with impaired hearing to intruders or sounds, providing animal
protection of sescuc work, pulling a wheelchaie, oe fetching dropped items.™

Service materials

Serviee maiesials must be available to those with disabilities in aliernate formats. This includes lasge
print formar and beaille. Agencics must also be equipped o receive service roquests and other mes-
sages transmitted via Teletypewriter (TTY)

e /wrseassi. ot o/ sites i dot o/l doce Final FTA_ADA_ Ciecalas € 471001.pdF
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Section 5:
Essential Communicati

Overview and Objectives
From the moment we walk into the workphice each day, we are communicating
ficate in pesson, on the phone, and in writing In this section, we discuss the ski

Components of Effective Communicatid
If you search for “essential communication skills” on Goagle, you will find
include some variation of these five components:

+ Active listening

- Empathy

» Fricndliness

+ Clarity and conciseness

« Artitude of calm control

Active Listening

Listening is the most essential communication skill Tt ss al

Often, after we hear just a few words from someone, we t
answer for them. From that moment oa, we stop lstening,

Tnstead of giving the person the respect they descrve by gi
waiting for them to pause so we can jump in with our resps
be wrong ot incomplete because we don't have the whole

When you have completed this sectior
you should be able to:

= Define five key components of effective communication

* List eight practices that help project a professional image

* Qutline the process for gaining a mutual understanding in |

* Define diversity awareness

What is Said
Mood

Assumptions
Word Choice

Developing a Shared Understanding
Developing 2 shared understanding is an active process on both sides.

If you are the ‘sender’ of information, whether in person or an the phon
then follow up with questions to check your lstence's understanding, You
essary, clasify furcher. IF you notice any cues indicating that the ather pers{
to the last point that you belicve they understond, and continue from ther|

I£ you are the ‘recciver’ of information, you nced to listen carefully, and
pheasing o restating the message, or by asking questions to ensure that ye

situation.

Projecting a Professional Image
What you say and how you say it Influences how your enlleagues and cusi
Peojecting a positive image rells others you are professional and capable.

In addition to cultivating the five componeats of effective communication
caergy you peoject, your choice of words, and your rate of speech, volum

+ Encegy level
Your energy level transhates through your voice. When you sound cond
collcagues hear it

Choice of words
Company jacgon is understandable to you but may not translate to so
casy to understand terms. Avoid acronyms.

Rate of speech, volume, and dlarity
Speak slowly, clearly, and loudly enough for a person to hear and unde
phone, avoid rurning away from the reccives, holding yous hand over ¢
chin. Also, never chew gum or cat while talking.

Dispatching &
Scheduling Training

ssential Gommunication Skills

ential Communication Skills

Diversity Awareness

Another skill essential to successful interpersonal selationships and effective communication is diversity awareness

What is Diversity?

“The short definition of "diversity” is "differcnces” Human diversity means differences among people. Ifs all of us in

oue rich and infinite vasicty.

The following are just a fow aspects of divessity: Gender, Religious belicés, Race, Erhniciry, Marital starus, Parcatal
status, Age, Education, Physical and mental ability, Income, Sexual orientation, Oceupatios, Language, Geographic
location, Veteran starus.

We All Have Prejudice
As Gail Price-Wise, founder and president of the Florida Center for Cultural Competence, poins out, o one wanfs
to admit that they have prejudice, and no one wants to be the target of it, but we all have prejudice.

We pick up prejuice from various sources throughout our bves. Qur thinking is shaped by Fmily, friends, books, movies,
television, arganizations, and many other factors. Our prcjudice, stercorypes, and unconscious biascs play into thoughts
that can become harmful words and discriminatory behaviors towand people who are different from us in some way.

The good news is that we can identify and overcome these biases.
What is "Diversity Awareness”

Diversity awarcncss is the ability o cmbeace the uniquencss of all individuals. Just ke any other skill, developing diversity
vatenicss reuires effort. t goes beyond leaming to “tolerate” differences. Developing diversity awaeeness involves exam-

ining biascs and working to develop positive sclationships with others while di d enjoring our differen
Inczeasing awareness of the various dimensions of diversity starts with examining your own cultueal identity and how
that identity affects your relationships with others. As you think about the experiences of peaple who are differcat
from you, try to be open to considering the world from their perspective:

Diversity Awareness

Listen to dispatcher/

scheduler Gail jones as s
describes her experience
with diversity awareness.

Follow the link below and
then select the Diversity
Awareness video on

the Dispatching and
Scheduling playlist.

National RTAP
< YouTube Channe!

Gail Jones = Starr River Transit Dispatcher/Scheduler
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Section 6:
Customer Service

Overview and Objectives

Tn Section 5, Essential Communication Skills, you learned about the general
a5 2 scheduler or dispatcher in any professional siruation. In this section, w|
know i provide excellent customer service

Your Customer Service Role

Dispaschers and schedulers are a primary esource for customers sceking t
tion. You need to be equipped to deal with 2 full range of customer inters

cifics of the service o be provided, dealing with customers who may be uy
“To provide excellent customer scrvice, you nced 1o apply the general skills
to be familiar with the service-specific considerations and techniques we c

Who Are Your Customers?
If somcone asked you ta describe your customers, what would you
* May be young or old
* May have mental or physical disabilities.
* Have a variety of cultural belicfs and moral values.
+ Have varying levels of education.
* Have different backgrounds and life expericnces.

All your customers share a need for transportation. They expect and deser
They expect you to bhe:

+ Politc and courtcous.

+ Knowladpeable.

+ Respectful of privacy issues.

+ Eificicnr and accuratc.

+ Willing o help solve problems.

Your goal is to keep customens” expericnces positive. Providing high-qualit|
and makes your day more pleasant.

The folliwing is the information you should document | Ny

When you have completed this sectio)
* Be able to list the 8 C's of customer service.
+ Be familiar with the "do's" and "don'ts" of effective teleph

* Be better prepared to deal with customers who have spec|

Effective Telephone Communication
When you interact with customers over the phone, it is especially importas
mation is communicated properly.

Placing a Call i If you need
+ Introduce yourself and your agency, and then ask o | thing up, ex
speak with the person. i ending the
+ Before delivesing your message, verify you are i information)
speaking to the correet person. i back to the
+ Establish whether it is a convenient time for the call. |

+ Speak clearly and stare your message concisely. : Placing
+ 1f the call involves action, recap what you have i« Askthe
agreed to do. P it for
i« Neverle
Receiving a Call H If you ag
+ Answer rhe telephone promprly, within theee sings. | cursent o
+ Start the call by stating your agency name, your i+ When rf
" holding,|

Ask for the caller’s name, write it down, and use it + If availal

aame, and “How may | help yo

frequently. : recever
Demonstrate that you are kstening by making i «can hear
“continuity noises” such as “yes” and “really”

Make notes and read back key points so that the i Transfer]
caller knows you are being atientive ¢ IF you need
If an incoming call is aot convenient, explain why 1 g g
and take the name and number of the calle and :
affer 1o call back as soon as possible — then do it!

else or e
someong
R . L Wite de
Taking Customer Information : Nas

when colleeting customer information: : Wh
o
Give the
peeson 1
Put the d
the line.
When yo

+ Name (with pronunciation, if needed) - for
cxample, Maria Nunnz (NOO-nynse)
Address.

Phonc number

Do they have a mobilicy aid?

Do they have medical support cquipment? L explaine

Do they require 3 booster or car seat? 1 vou hi

Will they b traveling with a personal care aneadant than han]
ar family member? If noon

Will they be traveling with a service animal? -

Do they need extra time to board or alight (exit) the represen|

vehicle?

Section 6: Customer Service
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Process for Resolving a Complaint

When a customer has a complaint, follow the guidelines summarized in the following table.

Action Example

Identify the person

‘Open with an
introduction and an

Verify and ask
relevant questions

Apologize and
identify the caller’s
feclings

If you don't know who the person is, find out before you go further.

“Good affernoan, with whom am I speaking?”

Introduce yourself and tell the person how you represent your agency.
“Hi, ey mame is Maria. I work with scheduling”

Invite the person to tell you the problem.

“How meay 1 help you?" or “Please describe the probies you are having™

Wait until the person is finished speaking before talking, Listen for the facts.
You need facts to resolve the problem.

Paraphrase what you heard and ask for information if you don’t understand
particular points.

T understand you were waiting for your pick-up at the doctor’s offee, and you waited
Sfor over an baur, but the driver never showed 1p? Would yor mind telling me where
the doctor’s offee is located 7"

Apologize to the person even if you may not believe the agency is at fault
You may feel s if you are being treated unfairly, but maintaining your
professionalism is more important than being right or wrong,

“Lam so sory that happened to you."

Use a reassuring and firm voice. Work within your agency’s policies and
procedures, but don’t quote policies. It isn't always necessary to offer an
immediate solution, especially if you need to venfy the information. Let the
person know what you can do.

“Tidlike to speak to the driver ta find out what bappened. Can I follorw up with you?"
Whether you resolve the problem or not, try to end the call on a positive note.
“Tm gled we were able to help you. Thanks for using our services.”

“Tim sorry dwas't able to resobve this today. | hope you'll consider using or

services again.”
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Section 7:
Role of the Dispatcher

Overview and Objectives
“T'his section introduces you to typical dispatcher duties and provides
techniques for successfully performing the role of the dispatcher.

The Role of the Dispatcher
As a dispatcher, you are responsible for many aspects of transit scrvice. Yo
vehicles and know where they need to be sent. You arc the central contact

and the communiry. Additionally, you are responsible for gathering informa]
all of this, you must maintain a customer-fricndly transit cavironment.

Your responsibilities can be grouped into four categories:
Communicating with customers

Coordinating with schedulers

Coordinating drivers

@ Recordkeeping

When you have completed this sectio]
* Know the basics of managing typical dispatcher-customer,
dispatcher-scheduler transactions.
+ Be able to describe typical dispatcher record-keeping functi|
= Be able to set up an effective workspace.

* Be better prepared to effectively perform the role of dispal

The Dispatcher’s Workspace
Dispatchers must respond to needs quickly when they are on the phone or
allows you to mpidly access the information nceded.

The Dispatcher's Computer

Your computer should have quick access to the following files:
« Customer reconds (i computerized)
« “Trip scheduling request form (or software)
+ Auromared vehicle locator {AVL) system (if available)

1f your agency has dispatching software and an AVL system, it may be best
you can watch vehicles in real-time on one screen and use the other to take

Documents to Keep Close By
Depending on your organizational style, you may want your key documents
your workspace, ot pinned on a corkboard by your computer. The documer
+ Agency policies and procedures (tab the specific oncs you refer o often)
« Sample scripts/language to use with challenging customers.
+ Contact snformation for voluntees driving osganizations and taxi compay
your agency docsnt provide.
+ Contact anformation for social sexvice organizations, the library, and oth

wasit-oricared customers.
* Cantact information for trnsit ageacies from nearby communitics (in i
- Pictures or quotes that make you smile. You will sometimes need a posi

Other Office Considerations

An imporrant consideration for your workspace is a hands-free relephone
speakerphone would be disruptive to others in your workplace. Also, make
the appropriaie heght for you. The Occupational Safety and Healih Admin|
tha illustraes the principles of good crgonomics in the workplice.

harps: rwosha pov/SITC/ crools/ worksrar

Considerations for Dispatching Based o
Because dispatchers working ar rural trnsit agencies usually fulfill the role ¢
vationist, delivering demand response scrvice involves a wider varicty of tay
agencies that provide anly fixed route services, the dispatcher’s role in takis
may only apply to the delivery of deviared fixed route service or ADA comy

Considerations for Demand Response
This service includes the most one-on-one interaction with customers. Driv)
they negotiate changing soures and sehedules

Dispatching &

Scheduling Training
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Standard Service Area

“The service area and houss st the limits of the opera-
ion. The seevice asea sepresents the specific peographic
location where an agency provides demand eesponse sce-
vice. The boundasies of the scevice arca are detcrmined
by agency policy. You must know your service area and
have the means to determine whether the arigin and
destination of a trip request fall within the area

Your knowledge of the ruads in the service area, or your
ability to find the information quickly, is critical when
you are asked to assist drivers. Make sure you have access
0 maps for your service arca and make sue the maps
are up to date and accurate: 1T your agency does not have
dispatching or scheduling sofiwace that includes mapping
wals, use online mapping, such as Google maps, for
accurate and up-to-date information.

Service Hours

As with the service arca, you must be clear about
service hours. Service hours identify times for the first
pick-up and last drop-off. You nced to kaow your agen-
cy's weekday, weekend, and holiday operating hours, as

Considerations for Fixed Route

In general, fixed roure services have the fewest dispatch needs. The dispatcher may be responsible for taking customer
calls related to the location of vehicles o requests for trip information. Communication with drivers includes inci-

dents, maintenance calls, or other requests for assistance.

Gail Jones * Starr River Transit Dispatcher/Scheduler

T—

well as the operating houss of the agencies with which
you covedinate.

Keep in mind that the first pick-up time and hist
drop-off time may be different ar different locations
within the scrvice area. For example, the kst drop-off
time for a destination 20 miles away from the faciliy
gasage could be 30 minutes befor the end of the service
day, so that the vehicle can pullinto the garage on time

Supplemental Services

Some agencies provide trips to points cutside the
service area or provide service o poinis where passen-
gers can teansfer to another agency'’s fixed route, rail,
or ather transportation service. If your agency pro-
vides seevice to transfer points, you should be Familiar
with the operating hours and routes covered by the
connecting service and be prepared to refer customers
10 the other service provider for information. As
previously discussed, you should have quick access to
information about local volunteer driver programs, tsi,
ride-hailing, and other teansit services your customers
may nced.

Setting Up
the Workplace

Listen to dispatcher/scheduler
Gail jones as she describes how
she sets up her workspace.

Follow the link below and
then select the Setting Up
the Worlgplace video on the
Dispatching and Scheduling
playlist.

National RTAP
YouTube Channel
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Section 8:
Role of the Scheduler

Overview and Objectives

A scheduler's primary responsibility is to develop vehicle operating route
teansportation seevices efficiently. The specific duties depend on the type
agency is staffed. This section covers the basics you need to know to perf]
job in a rural transit agency.

The Role of the Scheduler

The role of scheduler in a rural teansit agency typically includes peeformis
demand response service. To do your job, you need to understand your
request information, interact with customers to get the information you 1y
schedule has been created.

Your work balances the customer's need to get to thesr destination and thy
tivity, cost-c ficicnt, and sustainable scrvice.

The Responsil ies of the Scheduler

Scheduling

Although your specific responsibilities as a scheduler are determined by y
+ Scheduling trips using paper and pencil, computer software, or an aut
+ Producing driver schedules and manifests.
« Changing or cancelling trips.
* Resolving scheduling issues, service requests, and complainis
+ Preparing data or seports when needed.

When you have completed this sectiqg|
you should be able to:

* Define transit industry terms, such as “run” and “manifes
+ List the basic steps involved in scheduling demand respor]
* List the basic steps involved in scheduling deviated fixed

+ Describe the role of schedulers in developing fixed route|

Working with Contractors

Schedulers ofien need to work with service conteacins, such as
taxicab companics or other transporeation drivers who provide
trnsportation seevice when there is more demand than the
agency can handle.

WhatYou Need to Know
“To perform yout job, you need an understanding of:
+ Ageney policies and procedures.
+ Available resources
* Procedures for transmitting information.
+ Scheduling techniques.

+ Time terminology

Agency Policies and Procedures
First, you need to know your agency’s policies and procedures.
This includes information about:

+ Services provided

evice hours and arca,

+ Trip type priogity.

+ Whit-time policics

+ Cancellation policies.

Available Resources

Kaowiag vehicle and driver availability is fundamental. Schedulers
typically work with operations personnel to determine the vehicles
and drivers working on 4 given day.

As a scheduler, youalso need to know each vehicle's capacity and
cquipment. For cxampl, is the vehicle equipped with a lifi? How
many wheelchairs or mobility aids can the vehicle accommodaic?

In an cpidemic or a pandemic, like COVID-19, schedules may nced

0 take social distancing requirements info account. Your agency may

also have driver or mechanic shortages due o illncss or the quarantine

of thase who have been expased to a known case. Operating hours
and services offered are 0 be affected. As alw: enordinate
with aperations personncl and to keep up an ch:

Dispatching &
Scheduling Training

Section 8: Role of the Scheduler
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“This process applies regardless of the type of rechnology used.”

The rasks involved in each step are described below

Step 1.
Identify Available Vehicles and Drivers

“The fiest step is to identify the vehicles and drivers
available for the day 0 be scheduled. You typically

get this information from the seevice department or
operations. For scheduling, you need to know bath the
start and end times and the start and end locations of
the drivers” shifts. You alsa need to know deivee break
times and break locatinns, as well as any charactedistics
of the vehicle you need to account for. For example,
will time for fucling need to be scheduled during ot

NOTE:

Every agency should have a well-defined
schedule berween the scheduling and dispatching
departmenis for when requests come in, when
negotiation requests go out, and when a pre-
liminary schedule gocs back to the disparcher.
Dispatchers need to have clear policies to convey
t0 customers, and they need to kaow when they
will have the information needed to make trip
confirmation calls to customers.

berween runs?

Step 3.

Step 2. P ©
Receive the Trip Requests i Lo
“There ase various methods for conveying trip request
information to a schedulee. You may receive them in -
one package near the end of the day, throughout the
day as trips are reguested, or in packages at specified
times during the day.

ategorize the Trip Requests

ok at your trips and categorize them by the fime of

day. Scparate sequests for round trips or multi-log trips

needed. When you schedule trips, you need to con-

sider cach drop-off and pick-up separatcly: Ourgoing
and retun trips arc ofien allocated to differcat uns.

Step 4.

Although it would be ideal 0 receive all trip requests o

p
Prioritize the Trip Requests

be scheduled before building the schedule foe the wips, | 1% accordance with youe agency’s policies, assign a

it is usually necessary to build a prelminary schedule
before all trip requests have been received. Any issues
with meeting & customer’s aceds must be identified as
soan as passible. Rencgotiated iwip times or alicmasive
accommadations need 10 be armnged before the end
of the busincss day that precedes the day of the trp.

priority to teips that fall within the same time frame. IF
vour agency provides ADA complementary paratmansit,
these trips ate generally assignod the highest priority.

Typically, subsceiption trips are next, followed by other

reservations,

Within scrvice type categorics, trips may also be assigned

a priority based on purpose. Life-sustaining rips, such as
medical appointments, senior meals, or grocery shop-

ping, arc usually assigned the highest prority, fallowed by

iy

Scheduling Software

If you have transit specific software, some or all
will be the job of the scheduler to verify trip tin
pick up and drop off the passenger and whether

s t0 work, and then trips for social interction.

of this will be automated, and it
g, the amount of time needed to
the schedule makes sense. Do not

leave this to the software. If you do not have software, this must be done by hand.
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Section 9:
Use of Technology

Overview and Objectives
Transit agencies have gencrally used rechnology as it became available, b
on infrastructure, including vehicles, two-way radio o phone communic]

In this section, we discuss how information technology can help an agency
and funding, while providing the community with vital services. The ools
of us are familiar with as well as specialized systems designed o streamlin

Technology in Transit

When we talk about technology, we mean anything clectronic or digital 4
gathering, recording, stoting, or transmitting information. Technology s
chances of error. Some applications manage workflows berween departs)
functions to automate billing processes or other financial and oversight

In transit, there are also special-purpose applications that assist in build
vehicles. Some of these specialized progeams integrate Fanctions across

Approaches to Automating Functions
There are two basic approaches to automating transit functions:
+ Adopt “off-the-shelf " tools
Examples of off-the-shelf tools indude applications in the Microsoft (

- Adopt proprictary tools desigs dinteg vari
Peoptictary taols are specialized products developed and licensed by
transit solutions include RoutcMatch, Ecolanc, Avail Techaolagics, 1)

Tl ks o smply e by Naonal KTAR. It i provided ocly c0 give cxssanp
Apencies must perfusm theie vsn doe-hilipence when cosadesiog advgtian of semsit sofwar

When you have completed this secti
you should be able to:

* List the functional areas within the agency that are comil
* Describe the two basic approaches to automating tasks
* Describe ways that some agencies are using social medi|

= Understand the benefits of automation and the importal
agency succeed chooses to adopt new technologies.

Common Targets for Auto|

quhQLPEP
Customers
Registering customers and tracking|

information, including funding progral
eligibility, favorite destinations, and mg|

Oversight
and Reporting
Compile information
for planning, finance, and
other reports required
by regukatory agencies.

e

Billing
‘Workflow to
verify trips,
create accurate
bills, and credit
payments.

.
=6 i

Vehicle Location Disy
Mechanism for determining vehicle Access sched
lecation. Real-time tracking is and lock up
possible using automatic vehicle Coordinatq
locator (AVL) technology. scl

Dispatching and Scheduling Tesining

There are many benefits to implementing a more integratcd tmnsit service system. However, if your agency imple-

Section 9: Use of Technology

Evolving Customer Expectations and Social Media

Emerging trnsit techaologics have gencrally been slow to reach rural and rribal agencics that serve a widely dispeesed
customer hase. However, as the digial world evolves, cusiomer expectations are changing. Agencics are beginning o
adapt. For example, some agencies have adopied social media to keep customess informed and to gather the informa-
tion that can help the agency improve services. Twitter, Facebook, Instagenm, and other social media platforms can be
uscful tools for customer-Focused agencics.

For example, this could include using Twitter to:

+ Announce last-minute route changes for fixed routes

* Announce longer-teem service changes.

+ Promote public heacings /charretes and ather cvents.

* Reach out to customers and respond to their comments.

With time, more self-service applications will undoubtedly become available that enable customers to make and teack
rescrvation requests, or cven track vehicle estimated time of ardval, from & phone or web application.

Benefits of Integration and Automation

ments new technology, keep in mind that it may be disruptive. You will need to learn 2 new way of doing things
When your agency embeaces new technalogy, the transition will be casicr if you remember the potential benefits. For
cxample, moving to 2 more integrated and automated system may ultimatcly allow staff to do things like:
+ Display priar trips for the customer and cnable the disparcher 1o select one of these tips as  emplate for 1 new trip.
+ “Teack historical eeavel imes to provide more accurate estimated tavel times.
+ Highlight, for a schedulers review; multiple tsips booked 1o acdive at, or depact from, the same address within 30 minutes.
+ Automatically flag reguests from customers who have been suspended and block bookings dusing the pesiod of suspension.
+ Quickly identify trips that cannot be accommodated so they can be referred for taxi dispatch or alternative service
+ Configure maximum travel times by trip puspose or funding source
+ Highlight and resolve duplicate customer trips and customer file entsies.
* Reap the bencfits of integrating dispatch and scheduling to provide real-time, online interactive scheduling to
accommodate and communicate cancellations, tsip reassignments, and other changes

Considerations When Determining a Technology Solution

OF the dozens of challenges that public tmnsit agencies face, funding tends to be the most pressing and overarching
issuc. Considering new technologics may scem out of the question. However, technology, even sophisticated routing
software, can benefit systems of any size, even in widely dispersed arcas. With a thoughtful proposal, o strategic part-
nerships with other agencies in the region, obiaining ihe necessary funding may be casier than expecied

When considering the adoption of ncw technology, all parts of the organization that would be dircctly or indirccrly
affected by the change must be represcated oa the project team. The team must be involved in all phases of the
project. This includes dispaich, operations, management, mainienance, information technology, and povernance.
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Section 10:
Working as a Transit T

Overview and Objectives
A transit agency 5 only successful if its staff work together. This is esp
and their partner — the dover.

In this section, we describe the important relationship dispatchers and |
to make the relationship positive and productive

The Relationship between Drivers, Disj
Dispatchers and schedulers have a vital role in helping drivers to be suc
with all the mformation they need o do their job. An informed daver of
greater customer satisfaction.

Because schedulers and dispatchers work with drivers at a distance, frusf
issues, drives, schedulers, and dispatchers should pesiodically meet face|
solutions. It can also be helpful for schedulers and dispatchers to job sh)
deeper understanding, more successful and cooperative eclationships arg

Review: Drivers’ Responsibilities
As a dispatcher or scheduler, you know how challenging it can be to mef
Dirivers have a similarly demanding job — one that is very dependent on
Thesr role inchides:
« Completing a pre-trip inspection of the transit vehicle before servicy
‘making sure it is ready to provide service.
+ Understanding the daily manifest that you provide, whether it is in p
driver's seat

+ Serving and ensuring the safery of passengers with a wide range of

When you have completed this secti
you should be able to:

* List the functional areas within the agency that are com
* Describe the two basic approaches to automating tasks
* Describe ways that some agencies are using s medi

* Understand the benefits of automation and the importa
agency succeed if it chooses to adopt new technologies,

A demand respanse service cnvironment can be particularly siressful. Drive
fese. In addition to collecting fares, they ofien need to find unfamiliar pick-u]
to manage multiple passengers with remarkably diverse needs, assist passeng
secure mobility devices, and provide ather forms of assistance. They must ¢
viding cacellent customer scevice,

Receiving a disparch call with a change in the middle of a route adds to the
on the driver, you'll be motivared o minimize the diseuption in whatever wal

The Driver/Dispatcher Relationship

As we described in Secrion 7, Rale of the Dispatcher, drivers often require you
agency policy in dealing with passenger issues. To be a helpful partacr,

and procedures for driver responsibilitics. The fallowing examples provide s
transit team,

Driver/Dispatcher Scenario |
A driver picks up 2 passenger who appears to be non-verbal. When the drive
the passenger appears confused, then gets scared, and then leaves the bus.

“The driver reviews the notes about the passenger and sees nothing thar woul
deiver is worried about the inabiliry 1o meet this passenger’s needs Unforml
information.

Section 10; Working as a Transit Team

Section 10: Working as a Transit Team

Communication with Two-Way Radios

Many transit agencies use two-way mdios as the means of communication between drivers and disparch. Two-way sadios
are an effective and affordable way to communscate. However, the conversations thar are held on these radios can be
accessed by the public. Therefore, it is important to communicate on the radio as though your customers arc listening,
General rules for the use of two-way radios:

+ Use radio terms and codes as defined by your ageney's policics.
* Don't usc shing or ather “lingo” you may be familiar with. (For cxample, don't use CB lingo used by truck drivers)
» Don't be discaurteous or sarcastic

+ Don't vent animositics, even in voice inflection.

“The following is the procedure for seading eadio calls to ather users of the two-way radio system:
» Every radio transmission is initiated with the user or station identifier that is calling, followed by the user or station
identifier of the called unit or station.
+ "The calling unit waits for acknowledgment by the called unit before proceeding with radio transmission.
+ After a message is received, the receiving unit acknowlodges receipt of the message as per their organization guidelines

Some additional considerations for use of a twn-way mdio:

+ Messages should be concise, The radio is not a telephone and should not be operated as such. Messages should be
o the poiat while relaying all pertineat infosmation

+ Courtesy is hest expressed on the air by the tone of voice and manner of message presentation. Use of the words
“please,” “thank you,” or “you're welcome,” are not appropriate teems for radio broadcast.

+ No personal messages. The radio system is for official communication and messages must be brief and impersonal.
Transmitting personal messages is prohibircd.

- Avoid interference with other tmnsmissions. All users should mositor the mdio frequency /ealkgroup before
tmnsmitiing 1o avoid interfering with or oversiding another uni's tmnsmission.

Example

Dispacch: “Disparch 1 10 1C Bus 5. 1€ Bus 3. Come in, over?”

Driver: “Dispatch 1 this is IC Bus 3. Go ahead. Over”

Dispatch: “There is road work on 63nd Strect and traffic is backed up. Recommend using 59th instead.”
Drivers “Will reroute. Over.”

Dispatch: “Disparch 1 out.”

Radio Codes
Radio codes are often used in communications between dispatchers and drivers. For example, 10-14 is commonly used
to indicare “passenger injured.” 10-6 is commanly used to indicate “stand-by*

Some transit systems have pre-established alert codes using bus location, dircction, and time. For example, the mes-
sage “Dispatch, bus 224, Stmadard location check: Southbound on 6tk Strect ar Hopper. Time check 10:42. Copy?” is
2 coded message that conveys the vehicle's location and the urgent need for assistance.

1f trained and practiced, coded messages like this can be used to alert dispatch of onboard thrcats without alerring
a perpetratos. As a dispatcher, you must recopnize, and be able w use, the radio and alert codes and code words
employed by your agency.
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Section ll:
Responding to Transit

Overview and Objectives

Dispatchers play a vital role in transit incidents. They are responsible
communication berween the driver, the agency, and emergency respon|
provide information 1o help you effectively respond to incidents.

Key Players in Incident Response
Responding to an incident takes 2 team of trained interdisciplinary ind
The players differ depending on the structure of the agency. Check yo
The response ream typically include:

+ Dispatcher - Dever  « 91l dispatch  + Emergeng

Dispatcher

In genenl, the dispatcher is the hub for communication berween drive
ning of an incident, the first call is most likely to be to the dispatcher.
or may stay with the dispacher. In accosdance with your agency’s poli
for oversecing or conrdinating the response and trnsportation resous|

Driver

In an incident, the driver is the first responder to an cmergency on th
IF there are injusies, the driver makes an initial assessment. Typically, |
The dispatcher provides guidance, contacts the appropriate emergency
agency personacl as needed, While waiting for emergency responders,
peovide preliminary fiese aid

Depending on agency-specific procedures, the driver may be trained
When this is the case, the deiver still needs to notify teansit dispatch of
tact 911 to monitor and conrdinate the response.

When you have completed this sect|
you should be able to:

- Define the role of the dispatcher during a transit
* Describe key elements of the “response cycle.”
* List six main incident categories.

* Identify standard practices that apply to each incident

“To learn more about emergency response from the
deiver's peespective, you may want to review the
National RTAP Emergency Procedures Teaining, which
is available at the National RTAP cLearning site
bitps:/ / dlearning.nationalnap.ocg

911 Dispatch

In an emergency, 911 dispatch is the connection
between the transit agency and emergency responders.
When talking to 911 disparch, always stay on the phone
until emergency responders take control of the scenc
Provide the 911 disparcher all the information you
have about the nature of the incident, the location,

the number of peaple on the vehicle and their cureent
condition, the condition of the vehicle, and anything

The Response Cycle

The Response Cyele illustrates the general sequence for responding (o any i

Gather Information

Informed
of Incident Modify Plan

Evaluate Priorities

Assess Situay

Communicate|

else thar could
emergency sy

Emergenq

The role of th{
responder.
« Police

Secure the 4

- Fire Depary

Handle fire
rescuc.

* Emergency|

Assist heald

Respandel

Directing drivers and others in what to do during any incident requires you to
able resaurces. During an emergency, it is even mote imperative that you stay
field_ To be confident in your actions, prepare yourself to meet these challeng

+ Know your organization’s policies and emeegency peocedures
+ Frequently review protocols for reparting emergencies and keep lists of kf
This may occut in your regular staff meetings; if not, practice this on you

any changes to contacts or procedures.

+ Make sure you are up t date by verifjing that you have the latest informa
+ Mentally rehearse the steps you would take in difficrent emcrpencics.

Section 11: Responding to Transit Incidents

‘Weather-Related Incidents
and Natural Catastrophes
Severe weather and natursl catastrophes can come in many forms
depending on your geographic area. Whether your area suffers
from blizzard conditions, hurricanes, or carthquakes, you need to
be ready to respond to the conditions that can hinder your agen-
cy's operations. Stay antentive to current weathes and the peogress
of approaching stems. Review emesgency policies, proceduses,
and communication plans. Investigate possible alteenative soutes
thar may aced to be used. Keep communication open and know
the starus of all vehicles on the oad. Inform, update, and eemind
deivers of:

* Weather conditions.

* Route changes.

+ Additional hazards created by the stozm.

Direct drivers to keep passengers inside and to furn o vehicle
hazard lights when stopped on the side of 2 road. Request emer-
gency assistance as nceded.

Vehicle Fire

Fires can spread eapid If is not the only deadly
hazard Asphyxiation from heat and smoke is the leading cause of
fire deaths. The primary response measure is to move passengers
and employees away from the fire

» Order a safe evacuanon of the vehicle.

Section 11: Responding to Transit Incidents

Shelter in Place
or Evacuate!?

In most cases, it is best to keep
the passengers in the vehicle.
This is known as "sheltering in
place.” Keeping passengers in

a single, safe, place facilitates
communication and provides
shelter from the elements.
However, there are situations
where evacuation is necessary.

For example:

+ If a fire, or other situarion, like
leaking fuel, makes the vehicle
unsafe.

* If the position or location of
the vehicle is dangerous, and it
cannot be moved.

+ Dircct the drver to distance themselves and passengers fom the vehicle and stay uphill and upwind if possible.

» Collect appropriate information about the mncident and request emergency assistance.

+ Direct employees to follow the instructions of emergency responders on-scene

emergency responders on logistics. If your agency has not ti

response, work with management to:

ed you on your role in emergency

* Understand the role of the transit agency in regional emergency response.

* Understand your role as the dispaccher.

* Understand who has access to the vehicles and what they are permitted to

do with them during an emergency.

* Obtain telephone numbers of essential personnel, and have the numbers
available at home and at work in case of an emergency event

For more information, see the National RTAP technical brief on Transit's Role in Emergency Response at:

ﬁ http://nationalrtap.org/Resource-Library/Advanced-Search/?fid=159333
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each chapter.
* Includes:
* Discussion prompts
* Quizzes
« Scheduling exercises

Dispatching and Scheduling Training

Section 4 Activities
Americans with Dig

Activity 4.1 ADA Scavenger Hunt

Purpose of the Activity:
The ADA is eore to the job of the disparcher and scheduler. T
able to locate suppart materials for those who need enhanced |

Prompt:
The ADA “prohibirs discrimmanion and ensures equal oppaor
and local g services, public dations, com
takes the ADA seriously. For this sctiviry, we want you o find
by our agency. Take a picture with your phone. (If you are not

where these examples exisr)

1. Automatic door opener
2. Agency ADA Policy

3. Beaille

4. Vehacle with a ramp or Bt
5. Sidewalle with ramyp

6. Wheelchair te-down

4.2 ADA Requirements

Purpose of the Activity:
The dispatcher must often support the deiver in their impleme]
requires you to think through what you would do if a daver asl

Activity Prompt:
A driver radios you, stating that he i having a hard time deter
mobility seooter. They are asking for vour advaee. How will vod

Dispatching and Scheduling Training

Section 6 Activities
Customer Service

Activity 6.1 The Listening Detective

Activity Prompt:

Sometimes you need 1o be the “listenmng detective” to remove
mation. Read the transeript of a message left by an upset custor
the isswe in the space beloa. Then, determne your strategy for
would vou say it? Share your responses with the group.

Hello, this is My. Morales. Last Tuesday, 1 was supposed to be picked
seally serewed sp. 1 called the dispatcher, and she just told me lies. SH
sunderstand ber becasse of ber accent. § waited for an bour. Your sers
e able to shap every wevk.

Activity 6.2. Communicating with Specific

Activity Prompt:
Discuss as a group the strategies for takang calls and providing
customer service with the following specific populations:

Example I:
You receve a call from an indsvidual who has a severe speech i
This person s seeking o schedule a trip.

Example 2:
A call comes in from your loeal Teletypewriter [TTY) service.
An mdividual wha is deaf i secking o schedule a trip.

Example 3:
An mdividual calls who speaks minimal English — theie first lang
They are hopmng to schedule a i,

Dispatching &
Scheduling Training

Dispatching and Scheduling Training

Section |l Activities:
Responding to Transit Incidents

Activity |1.1 Shelter in Place or Evacuate

Pro
Read each of the scenarios helow. As you read, decide whether the appropriate action would be 1o shelter-in-place or
evacuate. Then discuss the next steps in reporting the meident.

1. A dreiver calls from a rural avea outside of rown. There is a tomado warning in place, and he & deiving downa
eounty road. He has pulled off underneath a bridge. There 15 one passenger who uses a walker on the vehicle.

Shelies in place Divacuare

2 A driver reports that while waiting a1 a red ight his van was rear-ended by a packup truck and fluids are leaking
from both vehicles.

Sheliee in place Evacuate
3. On a cold winter nzght, a daver reports that her vehicle skidded on 2 patch of ice and hit 2 teee on the side of the

woad. She has meened the vehacle off and seports body damage on e left side of the vehicle. There are no signs of
Huids leaking from the vehicle.

She reports that her passengers are olay, with only a few complaining of minor injuries.

Shelrer m place Evacuate

Activity 11.2 Emergency Scenario
Activity Prompt

The driver has radsced youw. While teaveling down a caty street, he noticed that there is smoke coming from underneath
the hood. There are rwo passengers on the velucle, nesther with mobulity asds. What are the response steps? Discuss m
groups and then a5 a class
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uick Reference and Phone Scripts

WhatYou Need to Know

What you need to know as a dispaicher in a demand response environment includes the service af
vehicle and flcet derails, driver details, related services, and job-related technology. 1f your agency|
plementary parateansit you must alsos be familiar with your ageney’s ADA eomplementaey paratra

i coed in Section 4, ADA Ca Parameusit.

Service Area

The scrvice arca sepresents the specific geographic location where 2n ageney pr
response service. You must know your service area and have the means to deter|
the origin and destination of 2 trip request fall within the arca.

Service Hours
Service houss identify imes for the first pick-up and st deop-off on weekdays, ui
holidays.

Appendix €: Quick Reference

Dispatching in Demand Response:

Dispatching and Scheduling Tevining

Considerations in
Diversity Awareness

Individuals with Disabi ‘Cultural Differences

« Pur people first, not their disability. For example, * Get to know people as individuals. Ask questions

Keep in mind that the frst pick-up time and last deop-off time may be differenn]
locations within the service arca. For example, a destination 20 miles away from
‘may bave a last drop-off time 30 minutcs before the end of the scrvice day.

“She is a person who has muléiple sclerosis™ or
c uses a wheclchair for ransport”

Wit until your offer of assistance is accepied

efore acting

about music, food, o holidays that differ from
your culture.

+ Build trust by acknowledging and respecting ¢

ultual differences.

Vehicle and Fleet Details

Deivers may ack the dispatcher for support selated to issues with theis vehicle w
i thercfore esscatial that they kaow the types of vehicles in the ficet, characteri
wehicles Gif the vehicles have ramps and how many wheclchairs or scootcrs can
dated), and other esseatial information about cach type of vehicle.

Details About the Drivers
Knowing who the drivers arc and their schedules (which arc provided by the sch
the disparcher to quickly communicate with the driver about issues specific 0 2

Job-Related Technology
Depending on the agency, the dispatcher may usc a database or specialized softs]
cordkeeping and disparching trips. We discuss different types of technology in 3
Technolagy.

Related Services
If your agency prvides service to points where passengers transicr to another o
route, ail, o other transportation service. You should be familia with the opery
routes covered by the connecting services and be preparcd 1o refer customess )
vice peovider for information. You should also keep information about local vol
taxi,side-hailing, and other transit services your customers may nced.

Refrain from leaning on a wheelchzir or other « Be awase that a person’s culture may affect their
assistive device. Consider it as part of the ‘communication style and how they interact. There
awner’s body may be differences in the meaning of eye contact,
Ask the owner of a sesvice animal if it is okay ‘handshakes, o other hand gestures. There may also
o interact with it e differences in other arcas, such as expectations
Identify yourself when mecting or greeting of personal space.

someone with a visual impaiement

Make eye contact and speak directly to 2 person

« Recognize thar artitudes roward conflict may vary
based on culrural background.

whor is hearing impaired. Speak clearly and naturally, * Recognize that approaches 1o completing tasks.

without shouting and decision making may be dissimilar

Generational Differences
+ Beawarc of stercotypes abour older or younger persons and don't act upon. them.
+ Value the contributions of all emplayees, segardless of age.
+ Avoid comments and behavioe based on a pesson's age.

Language Differences

+ Use simple words and phrases and avoid the use of slang words

+ IF help is available from another person who can interpret, fequestit.

+ Speak clearly 2nd slowly, not loudly, When language is the bacrics, it s not 2 hearing problem. Speaking more

laudly wor't help and may be perceived as aggressive.

+ Ask questions o sepeat the information until you both undeestand the message:

+ Pay attention 10 non-vesbal cues thar signal a lack of understanding.

« Be patient. Don' et feusteated.

« Use symbols, visuals, charts, maps, of other geaphics to communicate when available of appropriate.

* Use active listening to paraphease back what you heasd

* Allow the pesson to finish their thoughts and seatences.

« Be comfortable with slence and long pauses. 1t may take the person more ime to process what you have said

1F the language is one you are likely to encounter regulady, learn keywords, phrases, and ways to express coneeps
eelevant w performing your job,

Phone Script: Scheduling

When a customer calls to schedule a trip:
* If the customer has aot ideatified themselves, ask: “Whatis your same, please2™
+ Check the scheduling software to see if they are alrcady in the system. IF it 2 new cus
information needed to sct up an account and infoem them of the fare and bow it can i
Which date do you need transportation?” Vesify agency policies regarding how far ou
+ “What is the addcss of the location you'd like to go and s there is an apartment or su
« Time: If it for an appointment, wack, or a function with time requirements, ask for th
For any other destination you may ask what time they would like  pick-up and expl)
window befose of affer the sequested time
Do you need a lift or ramp aceessible vehicle?™
e there zny other mobikity or medical devices you will be bringing with you?” (For
cutch, etc)
+ “Do you have an artendant or will anyone clsc be riding with you?”

+ Eind by thanking them and eelling them theie trip will be confirmed in advance.

Placing a call to schedule or confirm a trip with a customer:
= “then | speaking with (CUSTOMER'S NAME)?” (Skip if the customer identificd themsel
= “Are you sill necding the trip for (DAY AND DATE OF REQUESTED TRIP"

« “Ase (IDENTIFY LOCATIONS) the cosrect pick-up and deop-off locations?” (Ihe
drop-off should include an apariment or suite number, if applicable)

= Confiem if 2 mobility or medical device needs to be accommodated. For example, is a
a walkes, oxygen, or erutch need (0 be accommaodated®

« Confiem if the passenges vill be accompanicd by an attendant, Eamily member, of anor

= End by thanking them

Appende C: Quick Reference

Dispatching and Scheduling Trsining

Phone Script:
Difficult or Angry Customers

the following methods to handle difficult or angsy eallers.

+ Express interest in sesolving the issue without apseeing with o condemaing the customer’s behavior.

+ Ask open-ended questions that focus on the ficts. The five W questions ase pesfct (who, what, where, when, and why).
“Where was the last time you saw your bag?” “What seat were you sitting in on the bus?” “When did you
arsive at the grocery store2” “Who was your driver?”

Repeat their response with emparhy:

You're upset because you lost your bag and you believe you left it behind on the bus. Is this correct?”

Refain from commitiing o unfeasible solutions. Only offer solutions that you can guaranice.

“I.can ask the driver 10 look on the bus,” “I can look in the lost and found.” and “I can write up 2 repor ™

IF the customer continues to be abeasive, communicate the ground sules with a non-theeatening tone. Inform
the customer of the potential outcomes of theis semaining hostle vs. communicaring respectfully. Consequences
should be reasonable 2nd enforceable.
“IF you continuc using foul linguage, 1 worft be able to help you and T will have to end this call. However, if
we can communicare calmly; | can continue assisting you in resolving this issue.”

IF the customer persists with their hostlity, transfer them in accondance with agency escalation policy:
Norify the calle that you ase trans ersing them and identdy the pesson to whom you are ransfersing them.
Putthe caller on hold. If you have not already done so Note the caller's aame, the rezson for theie call
aptions offered, and the caller’s contact infoemation.
Remain on the line until cither the teansfe is complete, of 6o 0ne aaswers
IF the pesson to whom you are transfering the eall answers, share the notes you have taken reganding the call,
50 they arc up to speed on the situation.
If 0 onc answers, notify the caller, and let them know they will be contacted as soon as someone is available.
Then, simply end the interaction by wishing the caller 2 good day.

+ Always document and properly file your communications. Make sure any sequired follow-up calls or actions are
complered
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‘ Show transcript

MEMU MOTES Q

Title VI of the Civil Rights Act of 1964 states that “MNo
person in the United States shall, on the ground of
race, color or national origin, be excluded from
participation in, be denied the benefits of, or be
subjected to discrimination under any program or
activity receiving federal financial assistance.”

So, what does this mean to you?

First, you must make sure schedules, route assignments,
and vehicle assignments do not discriminate in any way.
For example. if a driver asks you not to assign them a
route in a certain part of town. Title V1 prohibits you
from fulfilling that request.

You must also know, and follow, your agency’s plan for
providing language assistance to people who have
limited English proficiency.

If you notice practices within your agency that you
think may be discriminatory. bring your concerns to
yOUr supervisor.

‘Show or hide menu panel

= Dispatching & Scheduling Training

National
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.
Working in a Transit Environ

Title VI of the Civil Right:

No person in the United States shall, on t
participation in, be denied the benefits of,
receiving federal financial assistance.

What does this mean to you!?
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Voiceover narration
Click to reveal and other Sonnen T orAvemaden

Customers Reservations Scheduling

. .
Registering customers and
tracking information, B e
including funding program H Hié
eligibility, favorite = =

destinations, and more. @

Video scenarios @ )

National ationa Dispatcher &
RTAP\ x T P g Scheduler Training

Americans with Disabilities Act
> ;
Essential Communication Skills Vehicle Wait Time:What Would You Do?

Diversity Awareness

.
VI d eo CO I I l l I Ie n ta Dispatching Vehicle Location
= Dispatcher & Scheduler Training = Dispatcher & Scheduler Training RESOURCES  NAVIGATION
=

Developing awareness involves: “To change something as deeply

- . rooted as an invisible core belief,
* Examining your own biases. you must be vigilant and consistent.”
*+ Developing positive relationships with others. ~ Phillppa Lally

« Discovering and enjoying our differences. University College London

{ PREV NEXT »
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Video commentary and scenarios
include the following topics:

Role of dispatcher and scheduler
Interactions with passengers
Taking trip requests

Adjusting schedules

Emergency situations
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Introduction
Real-World Situations

Note:

The agencies, towns, and characters presented in this course are fictitious.
The commentary and scenarios shown are based on real staff and customer
experiences from rural and tribal transit agencies across the nation.

8of 10
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50f 18

Click to play video segment.

Difficult Situations — Commentary

Gail Jones,

Starr River Transit
Dispatcher/
Scheduler
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Segment of application showing
screen samples with a video
and question.

Click to play sample segment.

National
RTAP A

Americans with Disabilities Act

Vehicle Wait Time

Typical wait time: 5 minutes within the pick-up window.

Example:

* Scheduled pick-up time is 9 a.m.

* Pick-up window is from 8:45 a.m.to 9:15 a.m.
* Vehicle arrives at 8:45 a.m.

* Vehicle wait time ends at 8:50 a.m.

Make sure customers understand that they need
to be ready throughout the pick-up window!

Dispatching &
Scheduling Training

16 of 30
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» Links to PDF quick reference ‘
documents are:

- Provided from within the course. RTAP Q A
- Available from the Resources link. 5 o

Considerations In Diversity Awarengss

Customer Service Tips for Managing Stres

Americans with Disabilities Act e 0L P —

ADA Complementary | R
Paratransit Quick Reference - , e s e

Efiective Telephone Communication

Click the image
Process for Resolving a Complaint ADA c‘""P"ET“E‘"U'Y 5 g
to view and save.
Phone Script Dificult or Angry Customerd
Phone Script Scheduling

Phone Scripts

Process for Resolving a Complaint

Projecting a Professional Image Everyday
- Practices

Providing Transit Service Applicable Federal

All quick reference content from the
manual is included in the eLearning
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PowerPoint presentation

) ACTIVITY: Dealing with Difficult People
Instructor guide

1. Customer: It's me again. | called you all last week and no one got back to me. Now | gat this
letter saying my senvice is cancelled. What's the matier with your company? All you do is screw
up evarything you try to fix. What do you mean my service is cancalled? | haven't dona anything

I n - pe rSO n a CtiViti eS wrong excepl rely on your servica, You don't know anything about helping people like me.

2. Customer: | am sick of riding with other peogle on my weekly trip to my appointment. | pay my
[explative] taxes and should get what | want. Last week, someone smelled so terrible that | almost

Videos available on YOUTUbe or a diSC vomited. The driver stepped on my [expielive] foot while he was helping somecne with their

wheelchair. | live next door 1o the mayor and I'm gaing o have her pull all your [expletive] funding.

Certificate of completion Instrucor Note:

® Use what was learned in this section to work in small groups.
® Discuss strategies for responding to the two complaints listed.

CO u rse feed baCk fo rm ® Come back together as a group and discuss the results.

Potential strategies include:
1. Customer
* State that you are sorry for any inconvenience caused and that you will work with him to
resolve the issue.
* Repeat the pertinent issues that you heard to verify it is correct.
* Review the trip record for the day to get the times and locations verified
*  Communicate with him about what you found in the trip record
*  Let him know about the formal complaint process
2. Customer
*  Maintain a calm demeanor. If the cursing continues, let the passenger know that you will
not be able to continue to talk to them if they speak that way.
State that you are sorry for any inconvenience caused and that you will work with him to
resolve the issue.
Repeat the pertinent issues that you heard to verify it is correct.
Remind the passenger that the transit service is demand response and rides are chained
to be as efficient as possible.
Let them know about the formal complaint process.

Time: 10-15 Minutes
Manual Page Reference: A-5 and 56-59
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Accessing the eLearning Course

Welcome to

* Available at National RTAP eLearning: elearning.nationalrtap.org/. = T Natian 3l
Registration is required but is free and all courses are free. W (9 i RT AP °

\ “Rural Transit Assistance Pra gram
: i .t s o - 'i : ﬁ%reahng rural and tribal fransitsoluti
N d t lona l b - A technical assistance, milaboraﬁb{] al

\ R TA P g ° _ . and transitindustry materials .,

elLearning

Home Courses Agency Request Form National RTAP Website
a2

Welcome to National RTAP eLearning! » g W

Training Resource Center Peer Networking

What can National RTAP do for you?
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Accessing the Course Materials

The manual and instructor materials are available at;:
www.nationalrtap.org/Resource-Center/Resource-Library.
You can order up 100 copies at a time. Everything is free.

The videos are also available on National RTAP’s YouTube
channel in the Dispatching and Scheduling playlist at:
www.youtube.com/channel/UCc4brioxdz-
zWOcgNOuOKXw/playlists

RTAP Resource Library

The National RTAP Resource Library’s mission is to provide access to free, high quality technical
assistance and training materials dedicated to rural and Tribal transit systems.

Resource Library Policies Take a Wirtual Tour!

Find and Access Resources

Search by Keyword Search
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Guidance for Managers
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T
How to Support your Dispatchers and Schedulers

What do dispatchers and schedulers need?
* Encouraging, supportive, and available manager
 Training on components of the job and any technology used

+ A safe and comfortable workspace with the necessary tools and
reference information easily accessible

» Cooperative team with regular opportunities for open communication
 Technology that works and aids in the completion of the job

» Space to take a break, vent, relax
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Finding Great Staff

Social media advertising

Postings at Tech School, University, or
Community College Career Centers

Outdoor temporary signs

Word of mouth from current employees
(with recruitment bonuses)
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Important Skills/Temperament/Experience

Dispatchers Schedulers
Customer service «  Teamwork
Multitasking - Math or analytical skills
Thinking on the fly » Ability to make decisions quickly
Composure
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Best Jobs that Dovetail with this Work

Dispatchers Schedulers

* Retail/food service «  Shipping companies/postal

 Social service service

» Call centers Logistics
Supply chain management
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Developing a Training Plan for Schedulers and Dispatchers

Training Course Location Initial Training

Employee Policies Locally developed First Week
Ridership Policies Locally developed First Week

Drug and Alcohol National RTAP or Drug  First Week
Program and Alcohol Testing
Contractor

Americans with National RTAP Second Week
Disabilities Act

Emergency Procedures = National RTAP Second Week
for Rural Transit Drivers

Customer Driver Service National RAP Second Week

Frequency of
Refresher

Annually
Every 6 months
Annually

Annually

Annually

Annually
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Creating a Dispatcher/Scheduler Workspace

Documents to keep close by:

Agency policies and procedures (tab the specific ones you refer to often)
Sample scripts/language to use with challenging customers

Contact information for volunteer driving organizations and taxi companies that offer
services that your agency doesn’t provide

Contact information for social service organizations, the library, and other
organizations that serve transit-oriented customers

Contact information for transit agencies from nearby communities
(in case a regional trip needs to be coordinated)

Pictures or quotes that make you smile — you will sometimes need a positive
reminder when you are on the phone
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Encouraging a Teamwork

Regular meetings that include the driver, dispatchers
and schedulers

Daily check-ins that include operations manager/stafft,
dispatchers and schedulers

Cross training (or job shadowing)

Emergency scenario training

Training on appropriate use of the two-way radio
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Technology - Off-the-Shelf Applications

-« Off-the-shelf applications are easily
accessible and cost effective.

- Common off-the-shelf applications in the
transit industry include:
« Spreadsheet and database applications
« Shared-document applications
« Calendar applications
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Technology - Proprietary Applications

* The number and uses of proprietary transit
s o applications is growing quickly.

* In general, the applications can be used by agencies to:
* Collection and retention of passenger information
« Computer-aided route and schedule building
« Automated transmission of schedules to drivers and dispatch

« Change and cancellation management and re-
routing/scheduling

* Quick reference to vehicle routes and schedules in real time
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Benefits of Integration and Automation

« Configure maximum travel times by trip purpose or funding source.

+ Highlight for a scheduler’s review multiple trips booked to arrive at or depart from
the same address within 30 minutes.

- Automatically flag requests from passengers who have been suspended and block
bookings during the period of suspension.

» Track historical travel times to provide more accurate estimated times.
 Highlight and resolve duplicate customer trip and customer file entries.

 Quickly identify trips that cannot be accommodated so they can be referred for taxi
dispatch or alternative service
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Transit Communication Systems

* There are many forms of
communication between schedulers
and dispatchers, including:

* Voice communication via two-way radio
* Voice communication via cellular phones
* Mobile data terminals or tablets
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Considerations when
Choosing a Technology Solution

* What hardware might the agency need to run this technology?

* Will the agency need new computers, an additional server, or
more cloud storage?

* |s the technology being considered a short-term solution or is
it a long-term solution for issues the agency expects to face?
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Considerations when
Choosing a Technology Solution (cont)

* What is the plan for implementation?

* |s there adequate time/budget for training?

- Can staff be taken off shifts for training?

- Can venhicles be taken out of service to install in-vehicle items?

* |s there budget availability for annual operating costs?
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Q&A Session

« Please type your question(s)
into the Q&A box.
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Thank You!

* The recording and slides will be posted to nationalrtap.org/webinars.

+ Please fill out the brief survey after the webinar.

 If you have any questions or need assistance, please contact us at
info@nationalrtap.org or 888-589-6821.
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