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	Responsibilities and 
Assignments
	General Manager – Responsible for system oversight and daily follow-up on active student incidents 
Responsible Staff Member – The staff member taking the original call from parent, school or terminal location.

	Procedures
	The response process for System Manager staff handling a missing student report is as follows:
1. Customer calls are answered as they are received.
2. Many calls received are simply requests for stop location change. These are handled by the routers and do not need to be recorded.
3. Requests, issues, or concerns that cannot be immediately addressed on the call are to be recorded using the Internal Management System (IMS) program. However, if IMS is not available at time of the call, it should be recorded and later transferred into IMS at the first available opportunity.
4. The IMS record is assigned for follow-up as necessary to the appropriate System Manager staff.  Routine bus issues and routing concerns are assigned by the call taker to the Special Ed or Private School router. Calls of a sensitive nature are escalated to the General Manager. 
5. Same day response is required with the goal of same-day resolution.
6. Issues of a critical or sensitive nature to include: threat of media contact, Commissioner contact, issues of violence, etc. and are to be reported to the Director of Statewide Efficiencies and/or the Program Coordinator as soon as possible.




	 Procedures
	7. Timely follow-up with the bus contractor to gather information and take necessary corrective action is critical.
8. Concerns that do not involve the contractor such as neighborhood issues, walking distance to stops, timing, etc. are handled by the System Manager with input from the Program Coordinator and Director of Statewide Efficiencies as indicated.
IMS Use
IMS provides the primary tool to record, track, and tabulate complaints and accidents in a consistent manner, with the ability to also sort and make reports for internal and customer use.  The system creates an audit trail to ensure that staff is following-up and resolving customer service issues in a timely manner. Customer issue resolution should be completed within a 24 hour window, whenever possible. If longer, the responsible staff member must make contact with the customer within 24 hours to let them know the issue is still being investigated and that staff is working on the resolution.
What to record in IMS:
This system is not a phone log for all calls. Rather, only actual complaints and issues are recorded and tracked.  It is sometimes difficult to describe exactly what a complaint is versus a general inquiry or question.  Often times calls are received, especially at the start of school, with requests for basic information such as: what time is the bus coming, where is my stop, or is the bus running late? In general, if the staff member taking the call can answer the question while on the phone, then there is no need to enter this into the complaint system. If the call deals with consistently late buses (poor service), a safety concern of where the stop is currently located, a negative report about the driver or a member of the bus staff (safety and PR), etc., it is an issue that should be logged into the system.
The biggest potential failure point occurs when a responsible staff member fails to log a complaint into the system where it can be tracked. If a staff member fails to do this then our office is less effective and non-responsive to our customer needs. This behavior will not be tolerated.
Using IMS:
IMS is to remain in an active computer window on all staff computers during normal working hours. Any staff member who takes a customer call becomes the responsible staff member for that call. This staff member is accountable for the resolution of the issue or complaint, even if other staff are required to assist. The responsible staff member will be accountable for the customer call-back unless the issue or complaint requires escalation to their supervisor or manager for a response and resolution with the caller. To the extent feasible, each staff member will designate a certain period of time each day to be to conduct all of their call backs and close out complaints in the system.
Management Responsibilities:
The General Manager or designee will review the day’s activity, and will follow-up on any complaints that are unresolved from the prior day, that require management involvement, as well as to ensure that staff members are completing their daily call-backs.
Instructions and Examples
The following login is used to reach the IMS call management database:
https://www.transpargroup.com/login
After you access the IMS program, you will first see the “Login Screen where you enter your User Name and Password which is assigned to you by the General Manager or their designee.  After a successful login, the Home page screen will appear. This is where you create a new record or select an existing Contact, Accident/Incident, or Message record.
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To access an Existing Contact record
1. click on “Ticket #” to the left of the IMS record # desired
2. use the “Search by” box and search by one of the categories listed in the drop-down box if you don’t know the particular record number but you have other information (student name, school name) related to the record.
When the record opens, click on the action you need to perform (Download, Print Preview, Comment, or Change Ticket Status)
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Creating a new Contact record.
1. Select “New Ticket” and the following screen will appear.
2. Complete as much of the information as possible. The following describes the fields to be completed when creating a new Contact:
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· Ticket Code (planning or service delivery)
· Priority (Standard, Informational, Important, Critical, Hold)
· Provider (Bus Yard Location, RIDE Staff, TransPar Staff)
· Route Number
· School
· Special Ed check box
· Parent: First Name and Last Name: Identify who the parent or individual who called in
· Student First and Last Name:  (Students with Disabilities) Use first name and first initial only of the last name.
· Parent/ Contact Number: Record the best phone number for us to call them back at
· Email Address: Try to get an email address. If they do not want to provide it that is fine. If the person calling is a school administrator we do not need an email address as we likely have it already.
· Description: Use this to record the detail of the call. Be thorough, but concise. Use bullets and brief statements only.
Please make the information provided in the Message block as clear and concise as possible. This will ensure that the individual receiving the message understands both what the concern is and the expected response. Any relevant details, such as parent has called twice before, should be included so that the individual receiving the message knows to look in the Contact records to become familiar with the issues.

Assigning Priority
Complaints and requests coming into the system can quickly overwhelm it, if there is not a structured process to deal with these.  Particularly at peak times, such as school start, it is important to vet and prioritize customer requests.
It is inevitable that some parents will press aggressively for a resolution to problems that they define as critical, but that are in fact of the “urgent-but-not-important” type.  The temptation is to quiet these issues by giving them a higher priority that they deserve.  However, doing so will only create confusion and displace or delay higher priority changes that need to be addressed.
Accordingly all IMSs should be assigned a priority according to the following guidelines:
Priority 1 (Critical):  Important and urgent issues that require rapid response.  Examples include bus overloads, bus no-shows, bus breakdowns, dangerous bus run paths, dangerous school loading practices, hazardous bus stops or student cross-overs.
Priority 2 (Important):  Important issues that impact immediate levels of service delivery.  Examples include students that have not yet been assigned to a bus, severe late school arrivals, lengthy loading delays at school loading zones, stop sequences that are badly aligned, and bus run paths or route linkages that cannot be achieved within the allotted time window for a given bus. 

Priority 3 & 4 (Standard/Informational):  Lower priority issues that need eventual, but not immediate resolution.  Examples include change request for existing stops which are not hazardous, refinements to bus run times and/ or street path directions, and route modifications due to traffic congestion.

Priority 5 (Hold): IMS Ticket requires additional information
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