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12 PRIME CONTRACTOR EXPERIENCE 

The Georgia Department of Transportation (GDOT) requires a proven contractor to establish 
successful RAM services throughout the state in a partnership with the Department. With 23 years 

of serving the most heavily used roads in the world, Serco has accumulated the resources, processes, 
and experience to deliver safe and efficient RAM services to GDOT. We have supported VDOT, 

Transurban, LADOTD, and the Transport Department of Hong Kong, demonstrating our ability to 
provide the lowest risk for GDOT and success for the RAM program. 

 

12.1 SUMMARY OF THE LIST OF DIRECTLY-RELATED EXPERIENCE 
The GDOT RAM project is poised to offer roadside assistance 
and maintenance on a greatly expanded scale for the travelers in 
the State of Georgia. To undertake such a project, GDOT needs 
a partner with the right experience, partnering mentality, and 
proven ability to deliver. Serco is that partner. Serco will bring 
our extensive motorist assistance expertise to this project. With 
over 25 million motorist assistance miles in our experience 
(unrivaled by any competitor), Serco understands the 
challenges and the work required to provide those services. We 
have assisted motorists on some of the most heavily traveled 
roads in the world—Interstate I-95 in Virginia and the Cross 
Harbour Tunnel, the key arterial link to Hong Kong Island. We 
manage an 883-person workforce and 320 fleet trucks that have 
performed 25 million roadside patrol miles across four 
programs of similar size and scope to the RAM Program. 
During our work, Serco has received numerous commendations 
for our services from travelers and from Infrastructure Corporation of America (ICA) who is the Virginia 
Statewide Turnkey Asset Management Services (TAMS) Contractor who provides Virginia Department of 
Transport asset maintenance management services. Table 12-1 highlights Serco programs that demonstrate 
our depth and breadth of experience across all contractor services outlined in the RAM requirements.  

Table 12-1. Experiences of Our Relevant Programs. Serco uniquely offers the most comprehensive 
experience across the entire set of RAM requirements—a strong indicator of future success. 

RELEVANT TO GDOT RAM  
SERVICES AND EQUIPMENT  
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Customer Program/Project Name Role 
VDOT Statewide ITS Services Project Prime ò ò ò ò ò ò ò 

Hong Kong Tunnel Incident Management Project Prime ò ò ò ò ò ò ò 
Transurban I-95 Express Lanes Project Prime ò ò ò ò ò ò ò 

LADOTD Statewide MAP Project Prime ò ò ò ò ò ò ò 
Legend: - 100% Coverage  - 75% Coverage  - 50% Coverage  - 25%Coverage 

 

In the pages that follow, we present detailed descriptions of our experience to demonstrate Serco’s 
proven ability to achieve the Department’s operations and maintenance goals. 

Distinctive Advantage 
· Awarded the LADOTD contract due 

to demonstrated knowledge and 
experience in managing a patrol 
program focused on TIM principles 
and guidelines  

· Provided vehicles and ambassadors 
to showcase vehicles and SSP work 
to visiting dignitaries in Northern 
Virginia Public Safety Transport 
Operations Center (PSTOC) 

· Support 57,000 miles of roadway 
across the Commonwealth of 
Virginia through a statewide 
advanced traffic management system  
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12.2 VIRGINIA DEPARTMENT OF TRANSPORTATION (VDOT) STATEWIDE INTELLIGENT 
TRANSPORTATION SYSTEM (ITS) SERVICES PROJECT 

VDOT STATEWIDE ITS SERVICES PROJECT 
City and State Richmond, VA Program Role Prime Contractor 

Dates of Service Jul. 1 2013–May 31 2016 Size 

The VDOT Statewide ITS Services is a $344M 
project with 230 personnel (101 Serco 
employees), including 5 subcontractors and 
180 Safety Service Patrol (SSP) vehicles for 
statewide support. 

Scope 

As the prime contractor responsible for all management decisions, scheduling, operating 
procedures, fleet management and Traffic Incident Management (TIM) teams across the 
state, Serco provides RAM Assist services (called SSPs in Virginia). The SSPs assist 
motorists with fuel (gas/diesel), jump starts, minor repairs, tire changes, water for overheated 
vehicles, minor first aid, motorist safe refuge, and local phone calls. SSP personnel also 
provided reporting of Infrastructure issues and clearance of debris. SSP personnel perform 
motorist assistance, incident management, emergency operations support (weather, major 
planned events, etc.), and incident detection. In partnership with VDOT, Serco established 
the SSP depot locations and defined patrol routes. 

 

12.2.1 Experience with Program Services 
Table 12-2. VDOT Program Services.  Serco achieved 99.96% route coverage availability and 80% 

increase in incidents managed by SSP over previous contractors. 
PROGRAM SERVICES 

Furnish all 
personnel 

230 SSP personnel (101 Serco employees plus subcontractors). Subcontractors included 
Akima (53 FTE), Parsons (25 FTE), Pemcco Inc. (14 FTE), NJW Services (23 FTE), Free 
Ahead Services Inc. (14 FTE). 

Supervision 
Serco provides the management and all staff to supervise, plan, and deliver all services, 
including subcontract management, required to meet the scope and route coverage levels. 
Through our Fleet management capability, Serco has achieved 99.96% route coverage for 
the project with overall vehicle availability exceeding 98%. 

Expertise 

The management philosophy that Serco has brought focuses on consistent and best–in-class 
services on a statewide basis, while recognizing regional differences. At the core of our offering 
is a drive to minimize the incident timeline through early detection, on-scene clearance, and 
return to normal roadway operations in partnership with emergency responders. The analysis of 
incident data using our ProgramVision tool is key to identifying changing incident “hot spots” 
and providing feedback to VDOT, allowing route adjustment where appropriate. Finally, our 
employees are ambassadors for VDOT, and their interactions with motorists are critical in 
defining public perception. The feedback from motorists has been exemplary, as indicated in 
the sample notes we have received (see Section 12.2.3). 

Training 

Serco has established and refined a proven statewide SSP training process including approved 
Standard Operating Procedures (SOPs), training materials, and SSP certification. To support 
training, Serco has a number of qualified Strategic Highway Research Program 2 (SHRP2) 
trainers. They train SSPs to be a field extension of VDOT’s Traffic Operations Center (TOC)—
to provide motorist assistance as well as safe, quick incident clearance on Virginia interstate 
roadways and to help emergency responders with collisions, monitoring travel conditions, aiding 
stranded motorists, and keeping roadways clear of dangerous obstacles.  
Our comprehensive 5-week training course consists of classroom modules, hands-on/parking 
lot and driving skills as outlined in the SSP Training Plan, and ride-alongs with experienced 
SSPs. The curriculum includes: CPR/First Aid; Incident Command System (ICS) and the 
relationship between ICS and the National Incident Management System (NIMS); an overview 
of NIMS; multidisciplinary training for clearing scenes as a member of a well-coordinated, 
multidisciplinary team of first responders and transportation personnel; and reviewing TIM 
concepts for safe, quick clearance per VDOT standards.  
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PROGRAM SERVICES 

Vehicles 

Serco provides two types of SSP vehicles in its 180-vehicle statewide fleet: a pickup body truck 
and an enhanced utility body truck. The enhanced truck has a distinct truck body style that 
helps to organize tools and equipment.  VDOT trucks present a mix of arrow boards (70%) and 
Changeable Message Signs (CMSs) that are deployed to manage traffic. With both types of 
SSP trucks, Serco manages a variety of incidents, ranging from simple lane closures to 
addressing highly complex situations.  They also participate with the TOC in defining alternative 
route guidance. All vehicle specifications and associated equipment are consistent statewide 
and have been approved by VDOT. VDOT and Serco partnered to modify the tooling and 
equipment that are carried on these vehicles, providing enhancements such as four-wheel drive 
and improving vehicle markings and colors to maximize their visibility to drivers on the roads. 

Technical 
Computerized 
Equipment 

Our vehicles are Automatic Vehicle Location (AVL)-equipped to allow tracking and optimized 
dispatch. Each vehicle is also equipped with wireless communications. 

Dispatching Serco dispatches from the Traffic Operations Center 

Tools 

· Class IV receiver, trailer hitch, 1-7/8” ball, 
2” ball and clevis 

· Two 2-gallon diesel fuel containers (to fit 
in lockable racks) 

· Cordless, rechargeable ½” impact 
wrench with universal and metric deep-
well sockets and charger 

· Two 12-volt flood lights on retractable 
poles, one on each side of the truck’s 
utility body 

· Fire extinguisher, 10-lb. dry chemical 
ABC 

· Two 2-gallon unleaded gas containers 
(to fit in lockable racks) 

· Gas can storage racks, lockable—4 · Seat belt cutter 
· Fire extinguisher bracket · 3-ton aluminum floor jack 
· 6-inch mirror for verifying arrow board 

placement 
· Traffic cones, 24 36-inch reflective, 12-lb. 

standard 
· Arrow board or CMS board · Jack storage box (lockable) 
· Strobe lights—4 (2 front/2 rear) · Hard rubber chock block 
· Backup alarm · Light bar with split phase front/rear 
· Rechargeable flashlight with charger · Interior cab overhead light 
· Inverter with 4 receptacles · Driver’s console 
· Truck air horn · CB radio and PA system 
· Electrical tape, duct tape, and a small 

spool of thin wire 
· 2 roll-up “pink” advance warning signs 

with stands 
· Street broom · New vehicle graphics package 
· Leaf blower · Round shovel for digging 
· Emergency response guide (ERG) book · Hard rubber chock block holder 
· Snow shovel for cleaning up debris · Grizzly bar, four to five feet long 
· 24” bolt cutters to cut battery cables · 5-lb. hammer 
· 8-lb. sledge · HazMat spill control pads/pillows 
· Portable jump box · Portable air compressor 
· Two towing straps, 10,000-lbs. capacity · Adjustable wrench set 
· Two 2.5-ton jack stands  
· Lite LED flashlight with a traffic wand 

 

Materials 

· Hand soap – GOJO ½-gallon · Non-potable water, minimum of 5 gallons  
· Diesel fuel · Flat shovel 
· Hubcap tool · Rechargeable flare system (hard case) 
· Safety towel wipes  · Cooler with drinking water, 12 16-oz. 

bottles · SSP comment cards 
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PROGRAM SERVICES 

Maintenance 

Vehicle replacement is managed through the Serco M5 system office.  Serco’s Fleet 
Management Division provides customized, onsite fleet maintenance both to fleet customers 
and to RAM Program vehicles employed on our roadway management contracts. Serco 
currently maintains over 10,000 customer fleet vehicles for utility, county, municipality, air 
force base, and various other privately owned fleets. This allows our RAM Operators to focus 
on the mission and not equipment availability. 

Licenses 
All drivers have a Class C driver’s license to operate a vehicle, CPR and First Aid 
certifications, etc. Serco performs recurring checks on our drivers to verify these licenses stay 
current. 

 

12.2.2 Experience with Patrol Coverage 
The VDOT Statewide Safety Service Patrol (SSP) was the largest and most complex statewide incident 
management project in North America with more than 200,000 miles patrolled weekly. 

Serco provided the management and processes to not only transition the project, but to set a new 
standard in performance. During our tenure, the number of incidents identified by the Serco TMC 
Operations staff increased more than 300%. This didn’t happen by accident, but rather was the result of 
a mindset of continuous improvement. Advances of this magnitude require an intense focus on 
identification, strict adherence to procedures, and timely responses to incidents. These skills, provided 
by Serco as the Prime contractor (and being brought to this project by our experienced managers), are 
the same skills required on the GDOT RAM Program. Table 12-3 identifies the requirements that are 
the same between both programs. 

Table 12-3. Directly Related Prime Contractor Experience of Similar Size and Scope—VDOT.  
Serco’s successful VDOT experience aligns closely with GDOT requirements, indicating a strong 

likelihood for success on the RAM program. 

GDOT ROADWAY ASSISTANCE & MAINTENANCE REQUIREMENT RELATED EXPERIENCE 
ON VDOT PROJECT 

Experience with Patrol Coverage. Yes 
Experience with Shifts Per Day. Yes 
Experience with Emergency Deployment. Yes 
Experience with Operator Services. Yes 
Assisting with traffic incidents on interstates outside of HERO territory. Yes 
Assisting with traffic incidents on non-interstate state routes within 10 miles of one-way 
travel from interstates. Yes 

Rendering assistance to motorists needing help on interstates at no cost to the driving 
public. Services offered include: changing flat tires, jump-starts, calling tow vehicles, 
providing fuel to allow motorist to reach the closest fueling location, providing bottled 
water, minor mechanical repairs as feasible, and moving disabled vehicles to the shoulder. 

Yes 

Assisting Department of Public Safety and other law enforcement agencies as needed in 
a support role. Yes 

Removing debris and minor nonhazardous spills from the highway. Yes 
Assisting with removing and/or tagging abandoned vehicles or other incidents. Yes 
Identifying, verifying and reporting maintenance issues and/or property damage to 
infrastructure owned by the Department to both GDOT TMC and District staff. Yes 

Experience with Fleet. Yes 
Experience with Wireless. Yes 
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12.2.3 Rave Reviews for Serco’s VDOT Support 
Virginia travelers consistently rate Serco’s 180-vehicle VDOT SSP as exemplary.  Satisfied comments 
from the public increased drastically. Below is a sampling of quotes about the high-quality service 
provided by VDOT SSPs.  
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12.3 HONG KONG TUNNEL INCIDENT MANAGEMENT (HKTD) 
HKTD 

City  Hong Kong Program Role Prime 

Dates of Service 1993–Present Size 
The Hong Kong Tunnel Incident Management 
contract is a $200M project involving 540 Serco 
employees and 100 motorist assistance patrollers, 
incident management vehicles, and maintenance. 

Scope Serco is responsible for the program management, operation, motorist assist/incident 
management, and maintenance of road tunnels, bridges, and toll roads. 

 

12.3.1 Experience with Program Services 
Table 12-4. HKTD Program Services.  Nearly half of all Hong Kong vehicular traffic relies on Serco. 

PROGRAM SERVICES 

Furnish all 
personnel 

540+ Serco employees. 55 at Lion Rock Tunnel; 35 at Kai Tak Tunnel; 58 at Aberdeen 
Tunnel; 93 at Cross-Harbour Tunnel; 40 at American Association of Port Authorities (AAPA); 
263 at Tsing Sha Control Area (TSCA)  

Supervision 
Serco provides the management and all staff to support delivery of all services required to 
meet the scope and route coverage levels. Serco also provides and maintains vehicles and 
equipment sufficient to provide traffic control services and undertake roadside work. 

Expertise 

Incident management is a critical part of operations as nearly half the vehicular traffic in Hong 
Kong goes through Serco-managed tunnels. Currently, the operations team carries out half-
hour patrols in the tunnels and on the roads in the vicinity of the tunnels. Whenever a traffic 
incident is alerted by the automatic incident detection (AID) system in the tunnel tube, or 
identified by the operation controllers through the closed circuit television (CCTV) system, the 
vehicle recovery team is immediately dispatched to provide assistance to the incident. The 
response time to incidents must be within 2 minutes; the response time to remove vehicles is 5 
minutes for cars, 8 minutes for medium goods vehicles (MGVs), and 12 minutes for heavy 
goods vehicles (HGVs). These records are reported to the client regularly.  
The patrols provide a variety of services including the handling of traffic accidents, e.g., Traffic 
Accidents with Personal Injury (TAPI) and Traffic Accidents with Damages Only (TADO). 
Additionally, our Incident Management personnel provide vehicle recovery to broken-down 
vehicles and handle emergencies such as fire/smoke in the tunnel, failure of the lighting system 
in the tunnel, flooding in the tunnel, etc.; and special arrangements for an approaching typhoon, 
for example. Normally, the patrol is carried out by one person; however, when an incident is 
identified, patrol vehicles and recovery vehicles are dispatched.  

Training 

Serco staff achieved certified trainer status from the Institute of Vehicle Recovery UK, which 
focuses on the reduction of roadside injuries and fatalities through excellence in training and 
safety procedures. It maintains ISO 9001:2008 Quality Management System (QMS) 
accreditation. This standard is based on a number of quality management principles including 
a strong customer focus, the motivation and implication of top management, the process 
approach, and continual improvement. Using ISO 9001:2008 QMS helps ensure that 
customers get consistent, high-quality products and services. The patrollers are provided 
training continuously, which covers 18 procedural areas.  

Vehicles 
100 vehicles. There are, on average, 8–10 vehicles for each tunnel including patrol vehicles, 
medium and heavy recovery vehicles, road sweepers, and a tunnel washer. This is a 24x7 
service, and traffic staff provides regular patrols and carries out traffic duties along routes that 
make up the roads leading to and from the tunnel vicinity. 

Technical 
Computerized 
Equipment 

Our vehicles are equipped with radios that, in conjunction with repeater antennas in the 
tunnels, allow optimized dispatch.  
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PROGRAM SERVICES 
Dispatching Serco dispatches crews from the multiple-tunnel Traffic Operations Center that we operate. 

Tools Serco provides the tools needed to perform the requirements of the contract. 

Materials Serco provides the materials need to perform the requirements of the contract. 

Maintenance Maintenance of the ITS Equipment and Tunnel Emergency Devices is performed by Serco. 
Fleet maintenance is managed by Serco but using third-party maintenance providers. 

Licenses Serco personnel have certifications appropriate to job function. This includes Commercial 
Drivers Licensure, Institute of Vehicle Recovery, etc. 

 

12.3.2 Experience with Patrol Coverage 
Serco plays an absolutely vital role in the movement of nearly half the vehicles in Hong Kong every 
day. Serco’s 23 years of service on this project is a testament to our expertise and passion to find better 
efficiencies every day. If a motorist needs help, we are there in less than 2 minutes with the right 
equipment and team, enhancing driver safety and quickly restoring roadway capacity. Although this 
environment differs significantly from Georgia, the importance is the same roadside assistance and 
incident management. Serco will bring the same level of expertise and meet the requirements of the 
GDOT RAM, as shown in Table 12-5. 

Table 12-5. Directly Related Prime Contractor Experience of Similar Size and Scope—HKTD.  
Serco’s Hong Kong tunnel experience demonstrates our ability to provide critical roadway assistance 

and maintenance services across a range of environments. 

GDOT ROADWAY ASSISTANCE & MAINTENANCE REQUIREMENT 
RELATED EXPERIENCE 

ON HONG KONG 
PROJECT 

Experience with Patrol Coverage. Yes 
Experience with Shifts Per Day. Yes 
Experience with Emergency Deployment. Yes 
Experience with Operator Services. Yes 
Assisting with traffic incidents on interstates outside of HERO territory. Yes 
Assisting with traffic incidents on non-interstate state routes within 10 miles of one-way 
travel from interstates. Not Applicable 

Rendering assistance to motorists needing help on interstates at no cost to the driving 
public. Services offered include: changing flat tires, jump-starts, calling tow vehicles, 
providing fuel to allow motorist to reach the closest fueling location, providing bottled 
water, minor mechanical repairs as feasible, and moving disabled vehicles to the 
shoulder. 

Yes 

Assisting Department of Public Safety and other law enforcement agencies as needed in 
a support role. Yes 

Removing debris and minor nonhazardous spills from the highway. Yes 
Assisting with removing and/or tagging abandoned vehicles or other incidents. Yes 
Identifying, verifying and reporting maintenance issues and/or property damage to 
infrastructure owned by the Department to both GDOT TMC and District staff. Yes 

Experience with Fleet. Yes 
Experience with Wireless. Yes 
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12.4 TRANSURBAN I-95 EXPRESS LANES 
TRANSURBAN 

City and State Washington DC/  
Northern Virginia Program Role Prime 

Dates of Service December 2014–present Size 
13 Safety Service Patrol vehicles operating 24x7 
along the I-95 corridor south of Washington DC 
and the I-495 Beltway Loop along the Western 
and Southern sides of Washington. 

Scope 
Serco provides all services necessary for the delivery, operations, and maintenance of 
vehicles and operators providing Motorist Assist, Incident Response, and Gate Management 
for Express Service operations on the I-95 & 495 Express Lanes 

 

12.4.1 Experience with Program Services 
Table 12-6. Transurban I-95 Program Services.  Motorists expect no delays and Serco’s practice of 

immediate response is key. 
PROGRAM SERVICES 

Furnish all 
personnel 23 Serco personnel. 

Supervision 
Serco provides the management and all staff to support delivery of all services required to 
meet the scope and route coverage levels. Serco also provides and maintains vehicles and 
equipment sufficient to provide traffic control services and undertake roadside work. 

Expertise 

Serco provides comprehensive motorist assist/incident response services for the I-95 
Express Lanes project. The responsibilities include identification of disabled vehicles, 
stranded motorists, debris, accidents, potential hazards, and security identification and 
preventive maintenance of ITS devices. Serco’s implementation of traffic control plans and 
diversions includes provision of traffic management and control. Coordination with emergency 
responders includes the Virginia State Police (VSP) and other first responders at incident site. 
Serco also assists the Control Room Operator and emergency services with the management 
of hazardous and non-hazardous spills on the Express Lanes or Project Rights of Way and, 
where required, takes appropriate actions to render the situation safe and operational. Serco 
RAM coordinates Incident Response Services with the Control Room Operator, VDOT, VSP, 
and other emergency services as required or requested.  
Serco is responsible for the coordination of the on-road activities associated with safe and 
timely gate reversal. Serco SSPs undertake manual sweeps to confirm that the DMS 
messages read properly, that the gate arms open or close properly, that no motorists have 
collided with gate groups immediately following gate closure, and that no motorists have 
entered the Express Lanes after the gates are closed. In the event of a failure, our SSPs 
manually raise or lower gates in coordination with Control Room Operations. Additionally, 
Serco provides periodic gate inspection services, troubleshooting, and gate arm 
repair/replacement.  

Training 

Serco is responsible for the development, maintenance and enhancement of all Standard 
Operating Procedures (SOPs), training materials, and documentation for the I-95 Express 
Lanes SSP project. Serco trains and certifies all new employees as well as providing annual 
refresher training. Serco provides all support services including HR, recruiting and on-
boarding, drug screening and background checks, finance, risk management, and project 
administration. Training includes ICS 100.b, Introduction to Incident Command System; ICS 
200.b, ICS for Single Resources and Initial Action Incidents; ICS 700.a, National Incident 
Management System (NIMS) An Introduction; SHRP2 (Strategic Highway Research 
Program); Customer Service Training; and Standard Operating Procedures/Work 
Instructions. 
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PROGRAM SERVICES 

Vehicles 
13 fleet vehicles w/arrow boards. Vehicles are equipped with amber beacons, air horns, 
backup alarms, CB radios, 4x4, traffic cones and flares, jacks, chock blocks, air compressors, 
socket sets, and other tools. 

Technical 
Computerized 
Equipment 

Our vehicles are AVL-equipped to allow tracking and optimized dispatch. Each vehicle is also 
equipped with wireless communications back to the dispatchers. 

Dispatching None. Dispatch is provided by the Transurban Traffic Operations Center 

Tools 

· Class IV receiver, trailer hitch, 1-7/8” ball, 
2” ball and clevis 

· Traffic cones, 24 36-inch reflective, 12-lb. 
standard 

· Two 2-gallon unleaded gas containers 
(to fit in lockable racks) 

· Two 2-gallon diesel fuel containers (to fit 
in lockable racks) 

· Jack storage box (lockable) · 3-ton aluminum floor jack 
· Mag-Lite LED flashlight with a traffic 

wand 
· Fire extinguisher, 10-lb. dry chemical 

ABC 
· Fire extinguisher bracket · Hard rubber chock block 
· Cordless, rechargeable ½” impact 

wrench with universal and metric deep-
well sockets and charger 

· Two 12-volt flood lights on retractable 
poles, one on each side of the truck’s 
utility body 

· Arrow board or CMS board · Light bar with split phase front/rear 
· Strobe lights – 4 (2 front/2 rear) · Interior cab overhead light 
· Back up alarm · Driver’s console 
· Rechargeable flashlight with charger · CB radio and PA system 
· Inverter with 4 receptacles · Portable air compressor 
· Truck air horn · New vehicle graphics package 
· Electrical tape, duct tape, and a small 

spool of thin wire 
· 2 Roll-up “pink” advance warning signs 

with stands 
· Street broom · Hard rubber chock block holder 
· Leaf blower · Portable jump box 
· Emergency response guide (ERG) book · Round shovel for digging 
· Snow shovel for cleaning up debris · “Grizzly” bar, four to five feet long 
· 24” bolt cutters to cut battery cables · 5-lb. hammer 
· 8-lb. sledge · HazMat spill control pads/pillows 
· Two towing straps, 10,000-lbs. capacity · Gas can storage racks, lockable – 4 
· Two 2.5-ton jack stands · Seat belt cutter 
· Adjustable wrench set  
· 6-inch Mirror for verifying arrow board 

placement 
 

Materials 

· Rechargeable flare system (hard case) · Flat shovel 
· Diesel fuel · Non-potable water, minimum of 5 gallons 
· Hubcap tool · Hand soap – GOJO ½-gal. 
· Safety towel wipes  · Cooler with drinking water, twelve 16-oz. 

bottles · SSP comment cards 
 

Maintenance 
Vehicle replacement is managed through the Serco M5 system office. This Serco department 
manages all our managed fleets and offers the highest quality of service, regardless of the 
fleet size. This allows the operators to focus on the mission and not on equipment availability. 

Licenses All drivers have a Class C driver’s license to operate a vehicle. Serco does recurring checks 
on our drivers to verify these licenses stay current. 
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12.4.2 Experience with Patrol Coverage 
On the I-95/495 Express Lanes, Serco provides a very similar program approach to the approach we use 
on the VDOT and Hong Kong projects. The primary objective is safety and quick response to eliminate 
secondary accidents or pedestrian dangers on this high-speed facility. Procedures are designed for 
maximum efficiencies. As shown in Table 12-7, the patrol coverage requirements for the GDOT RAM 
program are the same services we provide under the I-95/495 Express Lanes. In reference to the 
requirement to assist 10 miles from the interstate, Serco will provide this service if requested, but with 
Serco also managing a 180 SSP vehicle fleet in the same state, there was never a need to travel off route. 

Table 12-7. Directly Related Prime Contractor Experience of Similar Size and Scope—
Transurban I-95.  Serco was able to leverage its experience on the VDOT SSP contract to provide 

superior service and cost efficiencies on the geographically contiguous Transurban I-95/495 project. 

GDOT ROADWAY ASSISTANCE & MAINTENANCE REQUIREMENT 
RELATED EXPERIENCE 
ON TRANSURBAN I-95 

PROJECT 
Experience with Patrol Coverage. Yes 
Experience with Shifts Per Day. Yes 
Experience with Emergency Deployment. Yes 
Experience with Operator Services. Yes 
Assisting with traffic incidents on interstates outside of HERO territory. Yes 
Assisting with traffic incidents on non-interstate state routes within 10 miles of one-way 
travel from interstates. Not Applicable 

Rendering assistance to motorists needing help on interstates at no cost to the driving 
public. Services offered include: changing flat tires, jump-starts, calling tow vehicles, 
providing fuel to allow motorist to reach the closest fueling location, providing bottled 
water, minor mechanical repairs as feasible, and moving disabled vehicles to the 
shoulder. 

Yes 

Assisting Department of Public Safety and other law enforcement agencies as needed in 
a support role. Yes 

Removing debris and minor nonhazardous spills from the highway. Yes 
Assisting with removing and/or tagging abandoned vehicles or other incidents. Yes 
Identifying, verifying and reporting maintenance issues and/or property damage to 
infrastructure owned by the Department to both GDOT TMC and District staff. Yes 

Experience with Fleet. Yes 
Experience with Wireless. Yes 
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12.5 LOUISIANA DEPARTMENT OF TRANSPORTATION AND DEVELOPMENT (LADOTD) STATEWIDE 
MOTORIST ASSISTANCE PATROL (MAP) 

LADOTD MAP 
City and State State of Louisiana Program Role Prime 

Dates of Service Feb. 2016–present Size Statewide, 30 MAP vehicles, 90 people 

Scope 
Serco is responsible for providing certified Motorist Assist Patrol staff and 30 properly 
equipped vehicles to the five major cities within Louisiana to conduct incident management, 
motorist assist functions, and debris removal. 

 

12.5.1 Experience with Program Services 
Table 12-8. LADOTD Program Services.  Most comparable to the GDOT RAM program, the 

LADOTD MAP has very similar requirements. 
PROGRAM SERVICES 

Furnish all 
personnel 90 Serco employees 

Supervision Serco is responsible for all staff from trainees to supervisory level, including the Statewide 
MAP manager. 

Expertise 

Serco provides traffic control devices, equipment, vehicles, communication devices, support 
staff, and appropriately trained and skilled on-road personnel to meet all of the safety and 
performance standards and timeliness requirements set forth by the LADOTD. We use a 30-
vehicle fleet to provide service to stranded motorists in Baton Rouge (I-10, I-12 and I-110), 
Lake Charles (I-10), Shreveport-Bossier City (I-20) and New Orleans (I-10). The MAP 
program management approach focuses on close relationships and cooperation with the 
LADOTD team to provide oversight of operational performance and safety and drive service 
excellence through a process of continuous improvement and innovation. 

Training 

All Standard Operating Procedures (SOPs), training materials, and certification have been 
developed by Serco and approved by LADOTD. Serco personnel perform motorist assist, 
incident management, emergency operations support (weather, major planned events, etc.), 
and incident detection. To support training, Serco has a number of qualified SHRP2 trainers. 
Training includes ICS 100.b, Introduction to Incident Command System; ICS 200.b, ICS for 
Single Resources and Initial Action Incidents; ICS 700.a, National Incident Management 
System (NIMS) An Introduction; Strategic Highway Research Program 2 (SHRP2); Customer 
Service Training; and Standard Operating Procedures/Work Instructions. 

Vehicles Serco currently provides 30 vehicles on the LADOTD project. Serco provides both the 
incident response vehicles and special tow vehicles on this contract.  

Technical 
Computerized 
Equipment 

Our vehicles are AVL equipped to allow tracking and optimized dispatch. Each vehicle is also 
equipped with wireless communications back to the dispatchers. 

Dispatching None. Dispatch is provided by the LADOTD Statewide Traffic Operations Center. 

Tools 

· Class IV receiver, trailer hitch, 1-7/8” ball, 
2” ball and clevis 

· Traffic cones, 24 36-inch reflective, 12-lb. 
standard 

· Two 2-gallon unleaded gas containers 
(to fit in lockable racks) 

· Two 2-gallon diesel fuel containers (to fit 
in lockable racks) 

· Jack storage box (lockable) · 3-ton aluminum floor jack 
· 6-inch mirror for verifying arrow board 

placement  
· Fire extinguisher, 10-lb. dry chemical 

ABC 
· Fire extinguisher bracket · Hard rubber chock block 
· Cordless, rechargeable ½” impact 

wrench with universal and metric deep-
well sockets and charger 

· Two 12-volt flood lights on retractable 
poles, one on each side of the truck’s 
utility body 
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PROGRAM SERVICES 
· Arrow board or CMS board · Light bar with split phase front/rear 
· Strobe lights—4 (2 front/2 rear) · Interior cab overhead light 
· Backup alarm · Driver’s console 
· Rechargeable flashlight with charger · CB radio and PA system 
· Inverter with 4 receptacles · Portable air compressor 
· Truck air horn · New vehicle graphics package 
· Electrical tape, duct tape, and a small 

spool of thin wire 
· 2 roll-up “pink” advance warning signs 

with stands 
· Street broom · Hard rubber chock block holder 
· Leaf blower · Portable jump box 
· Emergency response guide (ERG) book · Round shovel for digging 
· Snow shovel for cleaning up debris · Grizzly bar, four to five feet long 
· 24” bolt cutters to cut battery cables · 5-lb Hammer 
· 8-lb. sledge · HazMat spill control pads/pillows 
· Two 2.5-ton jack stands · Seat belt cutter 
· Adjustable wrench set · Gas can storage racks, lockable – 4 
· Two towing straps, 10,000-lbs. capacity  
· Mag-Lite LED flashlight with a traffic 

wand* 
 

Materials 

· Rechargeable flare system (hard case) · Flat shovel 
· Diesel fuel · Non-potable water, minimum of 5 gallons 
· Hubcap tool · Hand soap – GOJO ½-gal. 
· Safety towel wipes  · Cooler with drinking water, 12 16-oz. 

bottles · SSP comment cards 
 

Maintenance 
Vehicle replacement is managed through the Serco M5 system office. This Serco department 
manages all managed fleets and offers the highest quality of service, regardless of the fleet 
size. This allows the operators to focus on the mission and not the equipment availability. 

Licenses All drivers have a Class C driver’s license to operate a vehicle. Serco does recurring checks 
on our drivers to verify these licenses stay current. 

 

12.5.2 Experience with Patrol Coverage 
The Statewide Louisiana Roadway Assistance Patrol is the Serco project most similar to the GDOT 
RAM program. Due to the types of incidents, maintenance requirements, traffic volumes, and 
environment, the experiences and services are the same. Like our previous references, performance and 
focus on response times are the same, working to make the roadway safer by eliminating secondary 
accidents and pedestrian risks. As listed in Table 12-9, the GDOT patrol coverage requirements for the 
RAM Program are the same.  

Table 12-9. Directly Related Prime Contractor Experience of Similar Size and Scope—LADOTD.  
Serco’s experience on the LADOTD Motorist Assistance Patrol shows our ability to succeed on a 

project very closely aligned to the GDOT RAM program. 

GDOT ROADWAY ASSISTANCE & MAINTENANCE REQUIREMENT RELATED EXPERIENCE 
ON LADOTD PROJECT 

Experience with Patrol Coverage. Yes 
Experience with Shifts Per Day. Yes 
Experience with Emergency Deployment. Yes 
Experience with Operator Services. Yes 
Assisting with traffic incidents on interstates outside of HERO territory. Yes 
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GDOT ROADWAY ASSISTANCE & MAINTENANCE REQUIREMENT RELATED EXPERIENCE 
ON LADOTD PROJECT 

Assisting with traffic incidents on non-interstate state routes within 10 miles of one-way 
travel from interstates. Yes 

Rendering assistance to motorists needing help on interstates at no cost to the driving 
public. Services offered include: changing flat tires, jump-starts, calling tow vehicles, 
providing fuel to allow motorist to reach the closest fueling location, providing bottled 
water, minor mechanical repairs as feasible, and moving disabled vehicles to the 
shoulder. 

Yes 

Assisting Department of Public Safety and other law enforcement agencies as needed in 
a support role. Yes 

Removing debris and minor nonhazardous spills from the highway. Yes 
Assisting with removing and/or tagging abandoned vehicles or other incidents. Yes 
Identifying, verifying, and reporting maintenance issues and/or property damage to 
infrastructure owned by the Department to both GDOT TMC and District staff. Yes 

Experience with Fleet. Yes 
Experience with Wireless. Yes 

 

12.6 QUALIFICATION SUMMARY 
As shown by our four references, Serco distinguishes itself from its competition with directly-related 
experience, as the Prime contractor, for programs of similar size and scope as the GDOT RAM program. 
More importantly, the same level of professionalism and performance makes Serco a premier leader in 
the industry. Serco will bring the expertise and staff that have worked on these projects to the GDOT 
RAM program and make it an example for other DOTs planning similar programs.  

 


