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PERFORMANCE EVALUATION OVERVIEW

Ride Checks
All transportation agencies must monitor the day-to-day transportation service.  Daily contact with riders often can be used to assess system performance.  This may include the daily trip sheets, manifests, feedback dispatchers receive or formal commendations and complaints by passengers.

On-board ride checks are also an important and necessary element in monitoring the quality of service, driving practices and safety adherence in any transportation system.  Ride checks can be performed through supervisor on-board checks and/or Ghost Rider or Secret Rider programs.  Ride checks should be unannounced, regular and formally documented, with a copy retained in the operator’s file.  Ride checks could be performed monthly, quarterly or semi-annually dependent upon the supervisory manpower available.  Ride checks should document both good performance as well as areas to improve.  New technologies such as automatic vehicle locator (AVL) and on-board cameras allow systems to monitor service at levels not previously possible.  

Ghost Riders are independent individuals hired to specifically ride the vehicle, document performance and report back to the agency.

Secret Riders are current riders on the system, who from time to time document performance and report back to the agency.

After a serious accident or incident, systems that can demonstrate significant on-board monitoring fair better in an investigation than systems which cannot show documentation of monitoring.

Formal Annual Evaluations
All employees should be evaluated at least annually by their direct supervisor in a formal, consistent manner that provides the most objective method of evaluation possible.  The method and frequency of evaluations should be summarized in the system’s personnel policy and be consistent with any existing employee agreements.  Evaluations can be based on the individual’s job description or a standardized operator, dispatcher, etc., evaluation format and should include examples of exemplary conduct or areas that need improvement and constructive suggestions for improvement.  Any documentation, ride checks, passenger commendations or complaints, etc., could be used in the evaluation process.  

When conducting evaluations, a few tips can make it easier on the manager/supervisor and employee.

· Don’t stall.  If evaluations are to be conducted annually, conduct them annually.  Don’t make the employee hunt you down.

· Don’t be afraid to ask for feedback.  The employee, if a problem exists, might be very aware of it, have suggestions to correct the problem and, in turn, accept further support or criticism from others with grace.

· Do use a variety of evaluation methods tailored to fit your agency, employees and your management system.  Evaluations should provide information that is useful and insightful to management and employees.

Evaluation Methods

The self evaluation method gives the employee a written self-evaluation form that mirrors the manager’s evaluation form.  Enough time must be given prior to the formal evaluation to allow the employee to honestly reflect on their accomplishments and areas in need of improvement.  A dialogue can then be established during the formal evaluation highlighting accomplishments, priorities and what’s keeping employees from success.

The 360 degree method gets feedback from everyone the employee comes into contact with:  customers, supervisors, managers, co-workers and direct reports.  This method generally works well in a workplace environment where people are invested in helping everyone succeed.

The metrics-based evaluation method sets quantifiable goals then evaluates performance based on achieving those goals.  In an ideal format, the answers are usually “yes” or “no”, and numbers are assigned and tabulated.  However, while some people think easily in quantifiable terms, some aspects of job performance are difficult to quantify.         
Employee Commendation Response
Every system needs to have an employee commendation response policy that allows for timely reaction to commendations received, either employee or customer generated.  A supervisor should be identified as a contact person for handling commendations.  Upon receiving such a commendation, the contact person should document, investigate and celebrate the commendation with the appropriate employee(s) within a prescribed time period (24 hours, one week, etc.) as decided by the system.  Recognizing commendations as well as complaints is an important action to boost system morale.

Safety Related Complaint Response
Every system needs to have a safety related complaint response policy that allows for timely reaction to any complaint received, either employee or customer generated.  A supervisor should be identified as a contact person for handling any safety related complaint.  Upon receiving such a complaint, the contact person should document, investigate and reconcile the complaint within a prescribed time period (24 hours, one week, etc.) as decided by the system.  
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