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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. 
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 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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