
Introducing: 
Dispatching and Scheduling Training 

for Rural Transit Systems
November 4, 2021, 2:00-3:00 PM ET



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.



Agenda
• Introduction

o Speaker Introductions
o National RTAP Overview 
o Project Background
o Acknowledgements

• About the Training
o Components and Content 

Overview
o eLearning Features
o Instructor-Led Training 

Features
o How to Access and Use 

the Materials

• For Managers
• Supporting Your Staff
• Hiring
• On-Boarding and Training
• Setting up a Workspace
• Teamwork
• Technology



Introduction



Speaker Introductions

Lisa Koch, AICP
University of Kansas Transportation Center (KUTC)

• Associate Director - Research, Partnerships, and Innovation

• Director - Kansas RTAP



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

https://www.nationalrtap.org/


Project Background
• Original Scheduling and Dispatching Course

was developed in 2009
• This update is designed to offer a general

education training program for new
dispatchers and schedulers

• It could also be used as a refresher training
for more seasoned staff



Acknowledgments
• National RTAP Staff
• National RTAP Review Board Members who reviewed the material:

• Glen Bahm, Standing Rock Public Transit, Fort Yates, ND
• Julia Castillo, Heart of Iowa Regional Transit Authority (HIRTA), Urbandale, IA
• Marcele Edington, Michigan Department of Transportation, Lansing, MI
• Tim Geibel, Crawford Area Transit Authority, Meadville, PA
• Angie Jones, Grant County Transportation District (People Mover), John Day, OR
• Katharine Mitchell, Pima Association of Governments, Tucson, AZ
• Curtis Sims, Jr., South Carolina Department of Transportation, Columbia, SC

• Authors:
• Skye Interactive
• University of Kansas Transportation Center/Kansas RTAP



About the Training



Components
Training Manual

eLearning Course
Instructor-Led Training Materials 



Equivalent Content in All Formats



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 



Content Overview



Content Overview



Content Overview



Content Overview



Content Overview



Content Overview



Content Overview



Content Overview



Content Overview



Content Overview



Content Overview



Activities
• Activities are provided for 

each chapter.
• Includes:

• Discussion prompts
• Quizzes
• Scheduling exercises



Quick Reference and Phone Scripts



eLearning Features
• Duration: approximately 4 hours
• You can start and stop any time, 

taking the course at your own pace
• The course includes:

• Menu navigation 
• A transcript of the narration

Show or hide menu panelShow transcript



eLearning Features
• Voiceover narration
• Click to reveal and other 

interactions
• Video commentary
• Video scenarios



eLearning Features
Video commentary and scenarios 
include the following topics:
• Role of dispatcher and scheduler
• Interactions with passengers
• Taking trip requests
• Adjusting schedules
• Emergency situations



eLearning Features
Video sample: Difficult Situations

Click to play video segment.

https://s3.amazonaws.com/skyemm2.com/clients/RTAP_Webinar/story.html


eLearning Features
Segment of application showing 
screen samples with a video 
and question.

Click to play sample segment.

https://s3.amazonaws.com/skyemm2.com/clients/RTAP_Webinar/story.html


eLearning Features
• Links to PDF quick reference 

documents are:
• Provided from within the course.
• Available from the Resources link.

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



Instructor-Led Training
• PowerPoint presentation

• Instructor guide

• In-person activities

• Videos available on YouTube or a disc

• Certificate of completion

• Course feedback form



Accessing the eLearning Course
• Available at National RTAP eLearning: elearning.nationalrtap.org/. 

Registration is required but is free and all courses are free. 

https://elearning.nationalrtap.org/


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

http://www.nationalrtap.org/Resource-Center/Resource-Library
https://www.youtube.com/channel/UCc4brioxdz-zWOcgNOuOKXw/playlists


Guidance for Managers



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



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) 



Important Skills/Temperament/Experience

Dispatchers
• Customer service
• Multitasking
• Thinking on the fly
• Composure

Schedulers
• Teamwork
• Math or analytical skills
• Ability to make decisions quickly



Best Jobs that Dovetail with this Work

Dispatchers
• Retail/food service
• Social service
• Call centers

Schedulers
• Shipping companies/postal 

service
• Logistics
• Supply chain management



Developing a Training Plan for Schedulers and Dispatchers

Training Course Location Initial Training Frequency of 
Refresher 

Employee Policies Locally developed First Week Annually

Ridership Policies Locally developed First Week Every 6 months

Drug and Alcohol 
Program

National RTAP or Drug 
and Alcohol Testing 
Contractor

First Week Annually

Americans with 
Disabilities Act

National RTAP Second Week Annually

Emergency Procedures 
for Rural Transit Drivers

National RTAP Second Week Annually

Customer Driver Service National RAP Second Week Annually



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



Encouraging a Teamwork

• Regular meetings that include the driver, dispatchers 
and schedulers

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

• Cross training (or job shadowing)

• Emergency scenario training

• Training on appropriate use of the two-way radio



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 



Technology - Proprietary Applications

• The number and uses of proprietary transit 
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



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



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 



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?

• Is the technology being considered a short-term solution or is 
it a long-term solution for issues the agency expects to face?



Considerations when 
Choosing a Technology Solution (Cont.)

• What is the plan for implementation? 

• Is there adequate time/budget for training? 

• Can staff be taken off shifts for training? 

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

• Is there budget availability for annual operating costs?



Q&A Session
• Please type your question(s) 

into the Q&A box.



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.

https://www.nationalrtap.org/Webinars
mailto:info@nationalrtap.org
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