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the ridership policy should include
your policy on:
� cancellations 
� disruptive passengers
� no shows and 
� registering a complaint.

Although KDOT requires that
an agency’s transportation service and
ridership policy contain certain poli-
cies, KDOT leaves considerable lee-
way to write policy specifics.
Nonetheless, when it comes to disrup-
tive passengers, according to Bret
Rowe of KDOT, “Many agencies have
a three strike and you’re out policy.”
Agencies not funded by Sections 5310
and 5311 are not regulated by KDOT
and may or may not have a trans-
portation service or ridership policy.

Agency policies
Ron Straight, transportation manager
of Developmental Services of
Northwest Kansas, Inc., has never
suspended someone’s riding privi-
leges. That does not mean he hasn’t
come close. He considers suspension
of service for one of two reasons. The
first is verbal abuse aimed toward a
vehicle operator and the second is
scheduling a ride but not showing up.
In either case if the action is deemed
unacceptable or too frequent, the
rider is verbally warned that if the
action continues, suspension of ser-
vice may occur.

If necessary, Straight sends a sus-
pension-of-service letter as a formal
warning. Straight believes that is part

of the reason he has
never had to suspend
service. “If someone is
threatened with
removal of service, it
will get their attention,
especially if it is their
only transportation,”
he said.

Ken Barrows,
manager of Lyon
County Area Transit,
posts their suspension-

of-service policy inside each transit
vehicle. It is a three-strike policy that
identifies fighting and cussing as
unacceptable behavior. Once a third
offense occurs, service is suspended
for 30 days. The rider whose service is
suspended can appeal the decision to
the Lyon County Area Transit main
office. After 30 days, riding privileges

are reevaluated. For riders with cogni-
tive impairments, extra steps are
taken to ensure they understand and
follow the policy. For instance, if a
problem occurs, Lyon County Area
Transit will contact a social worker to
help explain the policy to the rider.

A circumstance may arise when
a transit passenger’s actions are so
unacceptable that suspending riding
privileges is necessary. However, the
situation is unlikely black and white.
Therefore, it is helpful to have writ-
ten procedures and regulations to
guide decision-making. For a copy of
the policies that must be included in
your Transportation Service and/or
Ridership Policy contact Stacey Dove
of KDOT at (785) 296-5284 or
Staceyd@ksdot.org. �

It can be challenging to find
and retain quality dri-
vers in an industry

that typically doesn’t pay
high wages. But by pro-
viding a quality work-
ing environment,
recruiting effectively,
and asking the right
questions in interviews,
you can hire drivers
who will join your
organization to stay.

Recruiting
Before you can hire anyone you need
to attract quality applicants. One way
to find new employees is to increase

the amount of applicants to your hir-
ing pool. A larger hiring pool increas-
es your chances of having high quality
applicants, but you may have to work

harder to find them. Adver-
tising in local newspapers is a
typical way to seek applicants;

you can increase the number of
applicants by posting job
opportunities on local
career Web sites or your
own transit Web site.

Some transit
employers have made the
move towards attracting

quality and not quantity by
adopting an employee referral

program. Your field-tested
employees know the demands of

the job and know what it takes to
last as a driver—this gives them the
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Retaining and recruiting quality
bus drivers

Suspension of riding privilege policy components

� description of unacceptable behavior
� consequence of each instance of unacceptable
behavior
� how the transit agency and rider will communi-
cate during the suspension of service proceedings
(by phone, in person, or in writing)
� appeals process
� reinstatement of service process
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Give ’em options

If you’re looking for a way to
better identify the gaps in
your community’s transporta-

tion plan, why not create a
Community Transit Options
Directory? The directory can
also promote transit by doubling
as a resource for current and
potential transit riders, who will be
able to find the answers to most of
their transit-related questions in one
place. A third benefit: community
leaders can use the directory to help
with transportation planning.

A Community Transit Options
Directory lists basic information
about all transit options in a commu-
nity, from specialized transit for older
drivers or people with disabilities to
taxis and chauffeur services to com-
munity volunteers. Web sites and
phone numbers are listed for each
organization, along with a short pro-
file. The directory can also ask a
series of questions to help a reader
decide which type of transit is right
for him or her.

United We Ride offers templates
for such a directory on their Web site

shown at the end of this article.
You can download the tem-
plates, which are in Microsoft
Word, and customize them so

they contain information
about transit in your
community. The Web

site walks you through the
step-by-step process of cus-

tomizing and printing the tem-
plates. Also included is a download-
able Program Profile Survey to be
distributed to transit providers in your
community. The providers can fill out
information such as contact numbers,
hours of operation and service fees to
be included in the directory. United
We Ride suggests recruiting commu-
nity volunteers to assist with compil-
ing the information for the directory.

Once the directory is compiled,
transit managers and community
leaders should be able to see which
kinds of transit services are lacking in
their community.

Source:
http://www.unitedweride.gov/1_934_
ENG_HTML.htm �
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ability to judge whether anyone they
know would fit your organization.
You can help make sure your
employees recommend good workers
by giving your employees a referral
bonus after the new-hires prove
themselves. The Emerald Center
Multi-County Board for Disabilities
and Special Needs in South
Carolina, for example, offers a bonus
to full-time employees after the per-
son they refer has worked full time
for six months.

The interview process
Another method of attracting quality
employees is to conduct background
checks and screen applicants through
temp agencies and career centers. You
can get an idea of whether employees
will be good workers by asking temp
agencies about their work ethic,
attendance and abilities. When you
conduct a background check, always
check a potential employee’s driving
and criminal records, and don’t forget
about work history. Employees that
have worked in positions for extended
periods of time will probably do the
same if they work for you. However,
it is a mistake to automatically pass
over an applicant that has worked a
series of jobs for short periods of
time. Look at the reasons why he or
she left; if the split was on good
terms, there is no reason not to con-
sider him or her for a position.

After you have narrowed down
the number of applicants, you can
you begin to schedule interviews.
Interviews can be misleading because
sometimes the applicants who “per-
form” best in interviews don’t make
good employees. If you want to 
prevent this from happening, take
control and conduct a structured
interview. Develop a list of questions
to ask in all of the interviews. This

makes it easier to compare the dif-
ferent candidates. Ask questions
about hypothetical on-the-job 
scenarios and judge each applicant’s
response. Focus your questions on
assessing personal character more 
the job skills because you can always
train someone how to drive a bus,
but you can’t train them to have the
right attitude for the job. Never form
an opinion about someone until you
finish interviewing him or her. A
snap judgment normally is based on
characteristics that have nothing to
do with someone’s quality of work.

Retaining good drivers
Now that you have finished the hir-
ing process, you must do your part to
make sure new drivers enjoy the job
enough to stick around. You probably
won’t be able to negotiate a whole lot
on wages and benefits, but try to
make wages and benefits competitive.
Instead of focusing on money, you
can retain your drivers by providing
training and an enjoyable, fulfilling
work environment.

One of the best ways to retain
drivers is to eliminate unnecessary

Go to page 10
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One benefit of having a local
university conduct the study is that
they might not charge for student
labor. However, getting help from a
university probably won’t be free;
costs might include the price of mate-
rials and hourly wages for call-center
operators. The project’s quality should
be high if qualified professors lead the
project. “Professors are experts in
research; maybe not specifically tran-
sit, but they can still help ensure
objectivity in the compilation and
results of the study,” says Pearl.

How to maximize the research
Just because a third party is conduct-
ing the research does not mean that
you shouldn’t have a role in the
process. To make the most of the
study, make it clear to the researchers
the information you want. If you
want increased ridership, have
researchers talk to non-riders about
why they don’t ride. Interviewing rid-
ers can provide insight into improve-
ments that will make current riders
happier and potential riders more
interested in using public transporta-
tion. It is important to survey a large,
diverse number of people to accurate-
ly judge the level of awareness of
advertising campaigns.

Analysis of the research data is a
task that falls into a different area of
expertise. “You need someone trained
to look at statistical data and tell you
what you need to know,” advises
Nancy Pearl. Once researchers com-
plete the study, have a qualified indi-
vidual interpret the statistics. This is
an important step in using the infor-
mation to actually implement change.
It is also important to consider that
follow-up research can determine
whether the original study was pro-
ductive. “Conduct a baseline study,
and then repeat every three to five

years to see if you’ve met your goals
and improved,” suggests Nancy Pearl.

Bottom Line
An attitude and awareness study can
generate ideas on how to draw in
new riders and improve services for
transit dependent individuals such as
the elderly or disabled. Market
research can greatly benefit your
transit agency—and by being 
creative it doesn’t have to cost a lot
of money to conduct.

Source:
“Image is More than a Logo,” by
Nancy Pearl, Maryland RTAP 
Update, 2005. Reprinted from Metro
Magazine.

job stress. Bus-driving, by nature,
can be stressful, but there are some
small changes you can make to help
retain employees. Bus drivers nor-
mally work long shifts so anything
you can do to make them more com-
fortable will make them happier.
Don’t make schedules so tight that
drivers are unable to properly assist
customers with special needs and
stay on schedule. You can make dri-
vers more comfortable by installing
more comfortable seats or making
sure the air-conditioning works.

Attitude and awareness,
continued from page 9

Good bus drivers,
continued from page 8

Also, you could give drivers a little
more time between routes to grab a
snack or use the restroom.

While climate control and com-
fortable seats can make your employ-
ees content, there is much more

involved in creating a low-stress work
environment. There are many steps
you can take to improve working
conditions that cost little or nothing.
By simply being respectful and fair to
your employees you can help make
sure they work with you for a long
time. Continuous training rather
than short-term, intensive training
when an employee is first hired is
another way to retain workers. If you
give your employees the opportunity
to be creative and learn new skills,
they will think of their jobs as an
opportunity for advancement instead
of stagnation.

You can use this advice as a start-
ing point to improve your transit
agency and increase the quality of
your employees. Your best bet is to be
creative and open minded—just like
the employees you want to work in
your organization. �

Sources:
TCRP Synthesis 40: A Challenged Employment System: Hiring, Training,
Performance Evaluation, and Retention of Bus Operators, available at the
Transportation Research Board of the National Academies Web site
http://trb.org/news/blurb_detail.asp?id=561

The Emerald Center Multi-County Board for Disabilities and Special
Needs in South Carolina http://www.schsp.org/emeraldcenter/sm01news.htm

“Tools for Hiring, Training, and Retaining,” available at the Metro South
Chamber of Commerce Web site http://www.metrosouthchamber.com/htr.
html#Hiring 
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Simply being respectful
and fair to your employ-
ees can help make sure
they work with you for a
long time.


