





Classes run 8:30 A.M. - 4:30 PM.

COURSE OUTLINE

October 16, 2009

August 14, 2009

OVERVIEW OF THE TRANSIT/PARATRANSIT INDUSTRY

- Historical Transit/Paratransit Transition

- 'The Structural Basics of Transit Organizations

- The Manager’s Responsibilities

- Forces Affecting Decision Making

- Making the Transition from Worker to Manager

- Managing Change

- 'The Elements and Required Skills of Management

August 21, 2009

MARKETING AND CUSTOMER SERVICE
- Who are Your Customers?
- Recognizing Internal Customers

“Love the
course. 1 ve

been a transit

HUMAN RESOURCE MANAGEMENT

Employment Law

Hiring and Firing -- The Legal Basics
Employee Selection and Appraisal

Keeping Yourself Out of Court

The Role of Collective Bargaining Agreements
Collaborative Bargaining -- A Process
Managing in a Unionized Environment

October 30, 2009
MANAGING THE OPERATION EFFECTIVELY

The Overall Objectives of Operations
The Major Operating Elements of Transit:

- Key Elements of Customer Service mdnﬂger From Run-Cutting to Emergency Response
- Marketing to Multiple Constituencies and Customers ﬁ?" over ] 0 - Performance Standards and Benchmarking
- Tracking Your Customers ﬂ] - Maximizing Operating Efficiency, Productivity
- Service Marketing and Promotions .)/ ears an and Cost-Effectiveness
- Media Relations received more
. . November 13, 2009
September 4, 2009 information DESIGNING INNOVATIVE ORGANIZATIONS

A TRANSIT MANAGER’S GUIDE TO REGULATION
AND POLICY
“Government 101”7
- Major Federal and State Legislation
- Health, Safety, Environmental, Social and Other

from the course

than I have out
of all those years
in the industry.”

Why innovation is important, and what stands in the

way of successful innovation in organizations

Knowledge of strategies, structures, processes and skills
that characterize successful innovators

Practical knowledge and tools to improve an organization’s

Requirements capacity to generate and successfully apply new ideas
- Interpreting and Complying with the ADA . o
Camille Williams,
| 1l November 20, 2009
September 18, 2009 Sa{}fa Clara Valley RISK MANAGEMENT AND SAFETY
BUDGETING AND FINANCIAL MANAGEMENT IX’SP}‘I’“?‘“"“ - Risk Management in Transit
uthority

- Budgeting and Cost Allocation Controls - 'The Risk Management Process
- Transit Budget Development -

- 'The Budget as a Key Management Tool -

Transferring Risk through Insurance Management
Safety -- A Way of Life and an Organizational Value
Controlling Risk through Effective Hiring, Training and

- Transit Funding Resources & Required Reporting -
- Grants Management
- Standards and Required Financial and Performance

Safety Awareness

Reporting for Transit Entities

TO REGISTER
ONLINE: http://go.pacific.edultransitfall09
E-MAIL:
CALL:

October 2, 2009
SERVICE DESIGN AND QUALITY MANAGEMENT
- Major Operating and Design Features of Various
Transit and Specialized Services

westgate@pacific.edu
209.946.2956 or 888.439.2867

- Designing Your Service to Meet Customer Needs
- 'The Quality Cycle

- Establishing Service Standards

- Effective Service Monitoring

- Developing a Quality Oriented Organization

-
PROGRAM INFORMATION

TRAINING LOCATION

Sessions will be held at Access Services, Inc. in Los Angeles.

CONFIRMATION

Confirmation of your registration will be mailed to you prior to the first

COURSE FEE

Fee includes all instructional materials.

SERIES: Save by enrolling in the entire series for $2,295
INDIVIDUAL SESSION: The cost per individual session is $295

class meeting. A map and parking instructions will be included.

CANCELLATION

Full refunds will be available for cancellations seven days prior to any

CONTINUING EDUCATION UNITS (CEUs)

As a participant, you must attend eight of the nine courses to receive a

Transit and Paratransit Management Certificate from the University of the

Pacific Westgate Center for Management Development. Completion of all

. . .. . . session. There is a $20 service charge for processing all refund requests.
nine courses earns you six Continuing Education Units (CEUs). $ & P & !

No other refunds will be granted. Registration may be transferred to
another participant by notifying the Westgate Center.
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“I strongly recommend this
program! The instructors are

‘A wonderful
extremely knowledgeable i
: . enhancement for new
and, through their experience, :
; . comers and old timers.
present a unique perspective c >
: : Wish it was longer.
on transit and paratransit ,
» Larry Cox, Long Beach Transit
management.

Henry Chister, City of Redondo Beach

Enroll today!
hitp://go.pacific. edu/transitfall09
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valuable information.”
Cathy Davis, OCTA




