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 History of working safely 
 Positive background checks 
 A good driving record (Operators' driving records are closely and periodically checked. Each 

Operator’s driver’s license must be in good standing, and we want to avoid any unexpected staffing 
problems.) 

 Presents a clean and neat appearance 
 Is courteous and polite to others 
 Is reliable 
 Is teachable and can follow instructions 
 Understands their role as essential employees and being on-call 

Serco’s recruiters have already started the research and advertisement efforts to staff the GDOT RAM 
Program. Based on our initial findings, we feel there is an adequate pool of good candidates, and we 
have already received numerous inquiries from among these individuals. 

14.1.2 Recruitment and Hiring Process 
The recruitment and hiring of the right people is critical to the 
success of the RAM Program and will provide optimal 
benefits to GDOT and the public.  

Regardless of the required staff size, Serco has a history of 
recruiting the needed positions in the desired numbers within 
the required timeframes. We rely on our strong network of 
recruiters that can reach thousands of people quickly in 
targeted geographical areas. For a contract with the National 
Benefits Center in Kansas with the U.S. Citizenship and 
Immigration Services (USCIS), Serco significantly increased 
recruiting efforts by hosting 8 job hiring events within a 3-
month period. This resulted in 400 interviews, with 
approximately 300 hires with approved clearances. We 
continue to see a steady volume of job applicants, averaging 100 per month. We routinely host monthly 
recruiting events to ensure a robust pipeline. We also continue to promote our corporate referral program 
which has helped increase our pipeline as well.  

Because the GDOT RAM Program requires approximately 100 people working across the State of 
Georgia, we will use this same recruiter network, resulting in a large number of Operator and Dispatcher 
candidates to staff the districts.  

Serco will also hire personnel through our Disadvantaged Business Enterprise (DBE) 
partner. We are collaborating with Gemini Tech Services, LLC (GTS) as a subcontractor 
on this contract to provide Operator and/or Dispatch staff. GTS is a certified 
Economically Disadvantaged, Woman-owned (EDWOSB/8(m)), Hispanic-owned small 
business. GTS, is certified by the State of Georgia as a DBE firm; the State of Texas as DBE and as a 
Texas Hub Zone firm; and by the State of Virginia as a Small Woman and Minority (SWaM) firm. 
Established in 2006, GTS specializes in the delivery of critical support services and has provided a 
variety of professional technical support including Transportation Management.  

Serco has a Professional Services Agreement in place with GTS, and GTS provided an Accounting 
Clerk on one of our GDOT contracts. GTS has also helped Serco staff contracts for Navy Personnel 

Serco has successfully staffed large 
programs within aggressive 
deadlines. 

 Serco successfully hired 5,000+ 
people in 1 month for a CMS 
contract (2014) 

 In ramping up our USCIS 
National Benefits Services 
contract, we hired more than 300 
staff that were vetted and passed 
security background checks 
within 90 days. 



G
R
e
1

 

A

C
S
s
t
w

T
w
F

E
S
s
o
p
t
a
N

H
p
e
a
t

 

Georgia Departm
Roadside Assista
eRFP Event No.
12 May 2016 

Attachment H. Q
U

Command Id
Security Coo
subcontracto
this contract’
with hiring, a

To ensure GD
works each p
Figure 14-2 

Figure 14-2
exp

Early Engag
Serco is com
smooth impl
operations w
program earl
training 2 mo
already starte
Negotiate.”  

Hiring. Serc
process. The
evaluating ea
available to G
team.  

ment of Transpor
ance and Mainte
: 48400-DOT000

Question 14 
Use or disclosure

dentification
operation (W
or for the GD
’s business w
as needed. 

DOT receive
phase, and th
shows a flow

2. Serco’s Fo
pedite the re

gement. GD
mmitted to ac

ementation i
within the dis
lier and start
onths after c
ed their proc

co will deplo
se teams wil
ach person b
GDOT, and 

rtation 
enance Program 
00472 

e of data containe

 Card Admin
WHINSEC) P
DOT RAM P
with a DBE. 

es the best p
he teams coll
w chart of th

our Main H
ecruitment an

DOT requires
chieving that
into each dis

stricts early. 
t training. Th
ontract start

cess and will

oy one or mo
ll consist of 

based on the 
we welcome

- RAM 

ed on this sheet 

nistrative (IC
Professional 
Program, Ser

Serco will b

eople, we ha
laborate to m
he work of th

Hiring and R
nd hiring of 

s the RAM p
t objective. T
strict, Serco 
This phased

his first grou
t. To ensure w
l intensify th

ore Specialist
HR professi
criteria state
e client parti

is subject to the 

CA) Service
Military Edu

rco will help
be fully resp

ave a four-ph
move the pro
he four main

Recruiting P
f the right peo

program to b
To minimize
is conductin

d approach m
up, to be even
we meet this

he effort onc

t Teams to G
ionals and pr
ed above. Th
icipation so t

restriction on the

es and for W
ducation Supp
p meet GDOT
onsible for t

hase process
ocess along a
n phases of r

Processes. A
ople for the 

be fully imple
e any risk to 
ng a phased a
means smalle
ntually deplo
s commitme
e we receive

Georgia for t
roject leader
his process a
that you hav

e title page of thi

estern Hemi
port. With G
T’s goal of h
the training a

s wherein a d
and to meet 
recruitment a

dhering to th
GDOT RAM

emented wit
the project a
approach in 
er groups of 
oyed to Dist

ent, our recru
e notification

the interview
rship to ensu
and the candi
ve the confid

is document. 

isphere Instit
GTS as our 
having 3 per
and will assi

dedicated tea
contract dea
and hiring. 

hese phases 
M Program. 

thin 6 month
and to ensure
which we st
staff come in
tricts 1 and 6
uiting teams 
n of the “Inte

wing and hiri
ure we are pr
idate list are

dence in the e

Page 3

tute for 

rcent of 
ist GTS 

am 
adlines. 

 
helps us 

hs, and 
e a 
tart 
nto the 
6, starts 
have 
ent to 

ing 
roperly 
e 
entire 



G
R
e
1

 

A

 

C
t
b
p

O
n
l
t
o
t
f
a

1

S
P
a
e

T
t

Georgia Departm
Roadside Assista
eRFP Event No.
12 May 2016 

Attachment H. Q
U

Serco is Prep
In 2013, Serco
Act (ACA) of 2
program with n
3 months.  
In the first 45 d
two different st
the October 1,
applicants—as
Serco employe
Sunday. 

Clearing. Du
to undergo a 
be maintaine
provide auto

Onboarding
new hires ge
learn the attit
take the time
our businesse
to our custom
feel welcome
an impact wi

14.2 HOW W
PROGR

Serco will ef
Program. Re
and practices
effective staf

Figure 14
ensure the e

To utilize ou
team will foc

ment of Transpor
ance and Mainte
: 48400-DOT000

Question 14 
Use or disclosure

pared to Quick
o was awarded
2010 through th
no incumbent o

days of the con
tates. Serco es
 2013 launch d

s well as mass 
ed nearly 5,000

ue to the nat
detailed sec

ed in our SA
mated advan

g. An employ
t adjusted to
tudes, know

e to ensure ea
es. Although

mers (such a
e and prepar
ithin the proj

WILL OPERA

RAM 
ffectively ma
cognizing th
s in the non-
ff utilization

-3. Effective
effective use 

ur operators m
cus on the fo

rtation 
enance Program 
00472 

e of data containe

kly and Effecti
the Federally-

he Centers for M
operation, facili

ntract, Team Se
stablished a tie
date. We coord
onboarding, an

0 SCA employe

ture of our bu
curity check 
P HR system
nce reminder

yee’s first da
o the social a

wledge, skills
ach employe
h many may 
s the Depart

red in their p
ject, and ult

ATORS BE M

anage and ut
hat the progr
urban region

n as shown in

e Use of Op
of our Oper

with co

most effectiv
ollowing elem

- RAM 

ed on this sheet 

ively Interview
Facilitated Exc
Medicare and M
ty, or staff and

erco recruited, 
red recruiting, 

dinated with par
nd training eve
ees at 4 Cente

usiness, secu
and drug scr

m to track an
rs of renewa

ay at Serco i
and performa
, and behavi
ee understan
only view th

tment) as we
positions, in 
timately allo

MOST EFFEC

tilize a dispe
ram focuses 
ns of western
n Figure 14-

erators to E
rators is buil
ontingency p

vely and pro
ments:  

is subject to the 

w and Hire. We
change (FFE) f
Medicaid Servi
 required hiring

interviewed, hi
interview, hirin
rtners and cond

ents.  
rs, operating 2

urity is vital
reening. Thi

ny renewals o
al or expirati

is important 
ance aspects
iors required

nds our syste
his as a bene

ell. Our onbo
turn giving 
wing Serco t

TIVELY UTI

ersed workfo
on non-urba
n Virginia an
-3. 

Ensure GDO
lt around cu
lans for unex

ovide success

restriction on the

e Have Done th
for eligibility su
ices (CMS), Eli
g 2,000 Service

ired, and traine
ng, and training
ducted 5 job fa

 overlapping sh

. Every emp
is is a closely
or recertifica
ion to avoid 

to us. Onboa
s of their job
d to function
ems and proc
efit to the em
oarding proc
them the con
to deliver th

ILIZED TO PR

orce, the bac
an areas, Ser
nd Louisiana

OT RAM C
rrent and fu

expected even

s for the pro

e title page of thi

his Before.  
pport tasks und
igibility Suppor
e Contract Act 

ed more than 6
g schedule for e
airs—through w

hifts per day, in

ployee joinin
y documente
ation require
any lapses. 

arding is the
s quickly an

n effectively 
cesses as we
mployee, this
cess ensures
nfidence and

he best RAM 

ROVIDE SUC

kbone of the
rco will draw
a to provide 

overage.  Se
uture needs o
nts. 

gram, the Se

is document. 

der the Afforda
rt. This was a s
(SCA) employ

600 SCA emplo
each of the site
which we receiv

ncluding Saturd

ng Serco is re
ed process th
ed. Our syste

e process by 
nd smoothly,
within Serco
ll as the deta
s is actually 
s that our new
d resources t

M services pos

CCESS FOR T

e GDOT RA
w on our exp

GDOT the m

erco’s appro
of the RAM p

erco manage

Page 4

able Care 
start-up 
yees within 

oyees in 
es to meet 
ved 8,500 

day and 

equired 
hat will 
ems 

which 
 and 
o. We 
ails of 
a benefit 
w hires 
to make 
ssible.  

THE 

AM 
erience 
most 

 
oach to 
program 

ement 



Georgia Department of Transportation 
Roadside Assistance and Maintenance Program - RAM 
eRFP Event No.: 48400-DOT0000472 
12 May 2016 

 

Attachment H. Question 14 Page 5
Use or disclosure of data contained on this sheet is subject to the restriction on the title page of this document. 

 RAM Operator best practices including: 1) Incident Management; 2) Roadside/Motorist Assist; and 
3) Maintenance Assistance/Coordination/Reporting 

 Comprehensive Incident Detection 
 Accurate Hot Spot Analysis 
 Post Incident Analysis for lessons learned 
 Surge Support preparation to meet anticipated needs of various scenarios 
 Identification of operational challenges and the solutions 

RAM Patrol Best Practices. In a statewide program, we will require our staff to follow Standard 
Operating Procedures (SOPs) to standardize performance along best practices in Incident Management, 
Roadside/Motorist Assistance and Maintenance Assistance, Coordination, and Reporting. We develop 
SOPs to capitalize on industry standards, to address regional differences and ensure every district 
receives the best service, and to define specific remedies for unexpected situations such as scheduling 
issues. Our SOPs are built on the foundation of our previous experience in providing similar services 
and we intend that they should deliver similar results. For example, after introducing new SOPs in our 
support of VDOT, our customer saw a 300 percent increase in TMC incidents managed and an 80 
percent increase in roadside incidents managed.  

Our SOPs will include protocols regarding how staff can assist maintenance staff as well as others 
including consideration to events that cross district lines. Employees can also use the SOPs in career 
development as they develop a more complete understanding of their roles and of management’s 
expectations. GDOT will benefit from career employees focused on best practices as we reduce high 
personnel turnover common in other companies  

Comprehensive Incident Detection. Our VDOT experience has shown us that 70 percent of all 
incident detection is identified by our Operators/Dispatchers before any 911 call or other detection 
method. In our business of quick clearance and responsive emergency service, we also strive to prevent 
secondary accidents. To keep this optimal resource functioning at its full potential, Operators provide 
continuous patrol as much as possible, actively identifying potential problems and clearing disabled 
motorists before minor incidents become major disruptive events. Our Regional Managers and 
Supervisors can also serve as additional Operators, providing the flexibility to continuously cover patrol 
routes and thereby notify first responders and the TMC of incidents. 

Accurate Hot Spot Analysis. Serco uses our Business Intelligence and Reporting Tool, ProgramVision 
(PV), for a variety of data analyses including incident occurrences against traffic volumes, times of day, 
weather conditions, special events, and other deviations from normal conditions. (Refer to the response 
to Question #8 and the Attachment labeled “Software” for more information.) Serco can identify where 
we obtain the highest efficiencies by focusing our patrol efforts on specific roadway areas where 
accidents are highly likely. This means we can respond much more quickly to incidents, instead of 
having detections governed by chance. The PV tool can also be used to create dashboards and reports 
from other data sources including crash records, maintenance records, etc. to provide the Department a 
full suite of data visualizations.  

Post Incident Analysis for Lessons Learned. Serco and our core delivery team have combined decades 
of experience in the Incident Management field; however, we always endeavor for continuous 
improvement. Following selected events, Serco conducts post-event analysis to understand what worked 
well and what improvements can be made going forward. We have found that including Operators and 
Dispatchers in these events provides great insight and makes them part of the solution. The benefit of 
Operator/Dispatcher participation is a superior response procedure, improved stakeholder relationships 
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