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Tips for Writing a Driver Handbook
by Matthew Kaufman

H

iring, training, and retaining
skilled vehicle operators is a
common challenge for small
transit system operators. Writing a
driver’s handbook will help you train
your employees, and can result in
greater retention of drivers who know
what is expected of them and how to
comply with those expectations.
A driver’s handbook can help
provide employees the training
necessary to comply with federal and
state regulations. It can also serve as a
reference source when they have
questions. Having a driver’s handbook
can also increase your agency’s level of
customer service, because your riders
will receive a consistent level of service
system-wide. You can help avoid those
“But the other driver does it” situations.
Start by Doing Research
The first step to writing your handbook
is determining what information needs
to be included. Make sure your
handbook is useful and does not
simply add reading for your drivers.
To prepare your handbook you
should take the following steps:
aDetermine what federal and state
regulations with which you are required
to comply and the steps your drivers
must take to comply with those
regulations. Examples include ADA
requirements, FTA and FHWA drug
compliance, and nondiscrimination acts.
aTalk to your drivers and dispatchers
about common problems or questions
that occur during the course of their
workdays. These issues should be
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After gathering material for
your handbook, make sure it
will be READ—by presenting
the information with an easyto-understand and engaging
format.
addressed in your handbook.
aSpeak with your mechanics. They
may be able to provide valuable
information regarding how drivers
should be reporting maintenance
problems or using vehicles to reduce
maintenance problems.
aProvide riders with surveys to
determine what they consider good
and poor customer service. Address
these issues in your driver handbook.
aContact other transit providers in
your area. They may be able to tell you
about issues they have addressed that
should be covered in your handbook.
These providers may also have their
own driver’s handbooks that could be
resources for you.

Main Subjects to Include
You will have a good base of material
for your handbook after doing the
research above. The information should
be organized into sections. These are
some typical issues covered in transit
driver handbooks:
aCustomer service issues—such as the
level of assistance drivers should
provide to clients boarding or getting
off the vehicle, fare procedures, pickup
and no-show policies, handling
complaints, and policies about drinks
and food on the vehicle.
aVehicle use information—such as
fueling procedures, parking, inspection,
use of wheelchair lifts and motorized
cart storage, what to do if a vehicle
breaks down, and how and when to
document vehicle maintenance.
aRules for drivers concerning
interacting with the dispatcher so that
drivers know when to call in updates
regarding their location and passenger
pickups. Drivers also need to know
what to do in the event of an accident,
injury, or a passenger becoming
suddenly ill. Also consider including
information on the steps drivers should
take in inclement weather.
aInformation on human resource
policies. This includes information on
lunches and breaks, sick days, drug
policies, dress, and personal belongings
in the vehicle.
Sources for Regulatory Information
You may not have immediate answers
for all of the issues raised—particularly
in reference to drug policies and ADA
issues. Much of the information you
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need can be obtained for free from the
Community Transportation Association
of America (CTAA). It offers a guide for
grantees of FTA Section 5307, 5309
and 5311 programs titled How to Write
an FTA Drug and Alcohol Policy.
Agencies covered by FHWA regulations
should refer to the guide titled Drug
and Alcohol Testing for Human Services
Transportation Providers. For more
information on CTAA, visit their web
site at www.ctaa.org.
Information to assist you with
ADA issues is available online,
and books are available about the
subject. If you are unable to find a
book at your local bookstore, you may
want to consider an online-book
retailer that offers a larger selection of
subject matter.
If you have questions regarding
blood borne pathogens, CTAA offers
Minimizing the Risk from Blood Borne
Pathogens: A Guide for Managers. You
may also want to refer to the state
Commercial Driver Handbook for
additional information.

Your ultimate goal is to provide
your drivers with a source of
information that will give them more
confidence in their jobs and improve
the quality of your transit services.
Kansas RTAP has sample policies
and prodecures on its web site at
www.ksrtap.kutc.ku.edu. Click on the
“Technical Assistance” link.
Sources: Complying with Federal
Regulations: A Primer for Rural Transit
Providers, www.ctaa.org;
Driver and Dispatch Personnel
Policies, Reno County Public
Transportation Department;
Driver Training for Small Urban
and Rural Transit Systems in New York
State, New York State Department of
Transportation.
Reprinted from the January 2002 issue
of the Kansas TransReporter, a
publication of the Kansas Rural Transit
Assistance Program (RTAP) at the
Kansas University Transportation
Center.

Make it User-Friendly
Once you have all of your materials, be
sure to present them in an easy to
understand and engaging format.
Remember to use major subject
headings and provide a table of
contents. This will help make your
handbook a resource your drivers will
turn to for quick answers to questions.
You may also want to use graphics
such as tables, charts, and pictures.
Graphics will make the handbook
more engaging. If you do not have a
digital camera or scanner for adding
photographs, you can always have your
film developed onto a CD or digitized
at a copy center.
That said, don’t overuse graphics.
Use them when they fulfill a
specific purpose.
You can help your drivers retain
the information in the handbook by
adding a few questions at the end of
each section of the handbook. This will
encourage readers to pay more
attention and go back to subjects they
may have glossed over. You can also
consider adding a question section at
the end of the handbook covering all
information provided.
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