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ATLANTA REGIONAL COMMISSION ON-BOARD SURVEY 

MANAGEMENT PLAN  

1 SURVEYOR HIRING PLAN 

The job positions for this project will include on-to-off count administrators and on-board 
passenger survey administrators (interviewers). Both of these roles will require surveyors 
to board bus and rail vehicles and interact with passengers. The trainings and work 
assignments will be conducted between the hours of 5:00am to 11:00pm Mondays 
through Thursdays except for dates identified by Atlanta Regional Commission (ARC) 
staff. 

On-to-off count Administrators Roles 

The on-to-off count administrators (surveyors) will be responsible for the distribution and 
collection of the on-to-off count cards. Typically, there will be two surveyors assigned to 
each bus with one surveyor covering the front of the bus and a second surveyor 
positioned at the back of the bus. The surveyor at the front of the bus will scan and 
distribute barcoded cards to boarding passengers while the surveyor at the back of the 
bus will collect and scan the cards as passenger alight. The surveyors will be equipped 
with handheld scanning devices in order to capture the boarding and alighting locations. 
If three door buses are surveyed, then a third surveyor will be added to the third door. 

We intend to utilize a staff of at least 25 - 35 surveyors for the on-to-off count. 

On-Board Passenger Survey Administrators Roles 

For the passenger survey, interviewers will board their assigned bus and select riders at 
random to participate in the survey. While conducting the interview, interviewers will ask 
the respondent each question from the survey tablet and record each response provided 
to them by the passenger. Interviewers will need to be capable of establishing 
conversation in regards to the survey with bus passengers and inputting passenger 
responses. For the passenger survey, we intend to utilize roughly 30 - 40 survey staff. 

1.1 SURVEYOR JOB REQUIREMENTS 
 

ETC places a high emphasis on selecting the appropriate survey staff in order to provide 
quality results. Surveyor selection is dependent on to the extent of the characteristics 
associated with the quality of data they collect. There are some characteristics that are 
necessary, if not sufficient, in order to be a quality surveyor. What we look for when hiring 
surveyors is personality, communication skills, honesty, the ability to perform both quickly 
and accurately, reliability, promptness, professionalism, and the ability to interact with the 
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public. The main requirements we seek in individuals are listed below for both the On-to-
off count and the On-board passenger survey. 

 Must be capable of standing for long periods of time 
 Must be able to work long shifts  
 Must be somewhat familiar with technology devices 
 Must be on time for scheduled assignments 
 Must possess basic math skills 
 Must possess a pleasant demeanor 
 Must be able to interpret where they are location wise 
 Must speak English properly and efficiently 
 Must be able to communicate effectively with others 
 Must be professional and courteous 
 Must be capable of interacting with strangers 
 Preference for bilingual staff who can administer the 

survey in Spanish and Other Languages) 

1.2 SURVEYOR RECRUITMENT 
 

ETC Institute is partnered with the staffing firm Stat Team Staffing and ANIK International 
to provide surveyors and interviewers for the Atlanta Regional Commission (ARC) 2019 
Transit On Board Survey. There will be three major recruitment and training efforts over 
the course of the data collection. Both ANIK and  Stat Team will continue to recruit staff 
as needed throughout the data collection as needed. 

The first major recruitment effort occurs for the on-to-off data collection, which will initiate 
the data collection. The second major recruitment effort is focused on the OD collection. 
Staffing firms will begin recruitment for the OD collection during the final weeks of on-to-
off collection. 

Following the summer break, a third large scale recruitment will be held for the OD survey. 
Replacement staff are additionally recruited on an as needed basis throughout the 
lifecycle of data collection. 

The ETC Institute recruitment and staffing plan that will be used to recruit qualified 
surveyors and interviewers is described below: 

 Step 1 – Positions Are Advertised:  The staffing agency will advertise for the 
position throughout the Atlanta region. ETC Institute will pay slightly higher than 
average wages to ensure we can attract high quality employees. ETC Institute will 
also try to find interviewers who have at least some college education, bilingual, 
customer service, surveying, call center, or military backgrounds. ETC will also aim 
on recruiting from areas of concentrated poverty in the region. 

 Step 2 – Phone Interview:   Once the ads for the positions are posted, the staffing 
agency will review resumes and conduct an initial review of the applicants by 
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phone to confirm availability and gauge aptitude. Qualified candidates will be 
scheduled for a face-to-face interview. 

 Step 3 – Reference Checks:  Selected applicants’ references are checked. A 
negative reference eliminates the applicant from consideration. 

 Step 4 - Face-to-Face Interview:  The staffing agency will conduct a face-to-face 
interview with all applicants. They will also be sent a link to an on-line tutorial. 

 Step 5 - Background Checks:  Background checks are conducted on the applicant. 
The checks include a screening against the National Sex Offenders Registry and 
a criminal background checks at the local, state, and national level. All applicants 
with convictions for violent crimes or child-related offenses are eliminated from 
consideration. The “Ban the Box” protocols will be observed during this process. 

 Step 6 - Classroom Training:  Applicants who pass the first five steps are invited 
to attend classroom training. During the training, applicants receive instructions for 
the procedures that must be followed. The applicant is required to demonstrate 
his/her proficiency with the use of tablet PCs and Google Maps. Applicants who 
cannot demonstrate these proficiencies are eliminated from consideration. 

 Step 7:  Field Training:    Those who pass the classroom training are invited to the 
final phase of the recruitment process, which is field training. 
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2 SURVEYOR TRAINING PLAN 

ETC will conduct three major training sessions throughout the data collection phases. The 
first major training will be for the on-to-off count, the second major training session will be 
for the spring OD survey collection, and the third major training session will be for the Fall 
OD survey collection. There will be additional training sessions conducted throughout the 
data collection process on an as needed basis but with smaller groups. 

Training sessions will focus on the study purpose and objectives, the survey instruments, 
scripts on how to respond to passengers’ questions, how to use data collection tools, 
instructions on how to conduct themselves when working with the public, and safety 
training. The survey staff will be instructed to understand that while they are not  ARC or 
any of the regional transit provider’s employees, they are representing these agencies on 
the rail and buses, and they need to act in a manner that reflects positively on the ARC 
and all transit providers in the region. 

Maximizing participation and legitimizing the survey among passengers depends on the 
public response to the survey staff. To support a good public image, ETC imposes strict 
dress code standards that require survey staff to wear clean appropriate clothing to 
present a casual, yet neat appearance that ensures professionalism and comfort. Survey 
staff will be provided with surveyor badges and surveyor vests, identifying surveyors to 
the Transit staff and passengers to further legitimize their appearance. The badge and 
dress code standards promote a professional appearance and reinforce survey legitimacy, 
which increases passengers’ trust in the interviewers and the process. 

As survey staff are the key ingredient to the success of a project such as the ARC 2019 
Transit On Board Survey, we will provide an in depth project specific training to ensure a 
successful data collection. The surveyor training will not only go over project specifics 
and field procedures, it will also provide training on how to actively engage customers 
(passengers). Key highlights in our training will focus on courtesy, professionalism, and 
person-to-person interactions. 

2.1 ON-TO-OFF COUNTER TRAINING 
 

The on-to-off counter training will involve two hours of classroom training and four hours 
of field training for a total of six hours per surveyor. The ETC project manager and field 
supervisor will create the necessary training materials and will conduct the on-to-off 
training. The primary tool that will be used for the training session is a Power Point 
presentation. The training will go over the following details: 

 Equipment use and set up 
 Methodologies for collecting rail and bus boarding and alighting pairs 
 How to approach passengers 
 Distribution and collection of bus on-to-off cards 
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 How to handle refusals 
 How to react in various situations that may be encountered 

 

Once surveyors have demonstrated that they are capable of performing the on-to-off 
count, the surveyors are invited to field training. The field training will provide hands on 
training that involves the actual conducting of the on-to-off count with bus and train 
passengers. During the field training, surveyors are tested on their proficiency and will be 
provided with additional coaching if needed. If the surveyor is deemed unable to perform 
the on-to-off count, they will be replaced. 

2.2 ORIGIN DESTINATION (OD) SURVEYOR TRAINING 
 

The OD training will involve four hours of classroom training and eight hours of field 
training, with an additional two hours of follow up training for a total of 14 hours per 
interviewer. The ETC data collection manager will create the necessary training materials 
and will conduct the OD training. The classroom training session will include a power point 
presentation to explain the purpose and objectives of the survey, questionnaire content, 
interviewer procedures and requirements, survey logistics, how to maximize response 
rates (including hard-to-survey passengers), and the data collection process in a step-by-
step format. Other goals of the training included building interview staff confidence, 
helping interview staff feel that they are an important part of the survey’s success, and 
helping them understand the importance of the survey and the long-term benefits to their 
community. 

ETC Institute will ensure that the training addresses the following details: 

 Tips on intercepting/interacting with passengers with disabilities 
 Tips on intercepting/interacting with limited English Proficient passengers 
 Cultural sensitivity 
 Importance of understanding the intent of the questions 
 Importance of random selection and properly recording all refusals 
 Importance of data confidentiality 
 Overview of the MARTA system covering all topics covered in tablet questionnaire 
 How to handle passenger comments and complaints 
 Instructions on conveying the purpose of the survey to passengers 
 Instructions on how to record/pass any unsolicited comments on to supervisors so 

they can be passed on to appropriate agency staff 
 
Towards the end of training, interviewers will conduct mock interviews using the survey 
tablets. This will allow ETC staff to gauge each interviewer’s comprehension of the survey 
and instrument and provide feedback as needed. At the conclusion of the training, 
interviewers will be tested on items discussed in training. 
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Following classroom training, applicants will get a chance to conduct interviews under the 
supervision of an experienced supervisor from ETC Institute. Supervisors oversee 
interviewers and provide feedback on performance throughout the day. 

Interviewers who are conducting the survey properly are allowed to go to the next phase 
of field training. Interviewers who need more help, but show promise are asked to spend 
a second day in the field under direct supervision. Once an interviewer has demonstrated 
proficiency under direct supervision, he/she is given a field test during which the 
prospective interviewer conducts surveys on his/her own. During this period, the 
interviewer’s productivity and data quality are remotely assessed by ETC Institute’s staff. 
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3 SURVEYOR STAFFING AND DISPATCH PLAN 

ETC will constantly maintain a survey staff between 25 and 40 individuals in order to 
assure that there is adequate daily survey coverage. Any time that staff levels drop below 
25, additional hiring’s and trainings will take place. All survey staff will work the entirety of 
the day from the hours of 5am to 11pm, with breaks, which will allow for full time-of-day 
coverage on each route surveyed. 

For the duration of data collection, field operations will be managed from individual bus 
rail platforms. There are many advantages when operating with this flexibility. The 
majority of survey starting locations are centered in close proximity to the light rail system, 
which allows survey staff ease of access getting to and from their daily assignments. 
Furthermore, this will reduce survey staff dead head times in comparisons with fielding 
from bus garages.  

 

  



9 
 

4 DAILY PROCEDURES AND SURVEYOR PERFORMANCE 

MONITORING 

Surveyor staff will report to designated starting locations on a daily basis and will: 

 Check in with the field supervisor, 
 Receive all essential survey equipment, and 
 Are provided with daily assignment information that will include what route to be 

survey, route starting location, and route start time and end times. 
 

Once surveyors return from their assignments, they will: 

 Turn in survey equipment, 
 Provide the survey supervisor feedback with any issues encountered (this will also 

occur throughout the day), 
 Receive feedback and additional coaching if needed from field supervisors, 
 Are provided with reporting instructions for the following day, and 
 Check out with the field supervisor 

4.1 ON-TO-OFF COUNT STAFF PERFORMANCE MONITORING 
 

Once all survey staff have departed for their daily assignments, ETC field supervisors 
begin reviewing collected on-to-off data. This process will allow field supervisors to 
accurately monitor and assess surveyors in near real time. Some of the surveyor 
performance checks include: 

 Review to ensure that the correct route and direction are entered into the on-to-off 
program accordingly. 

 Review to ensure that boarding scans (scans by the surveyor at the front of the 
vehicle) and alighting scans (scans by the surveyor at the rear exit of the vehicle) 
are similar in comparison per surveyed trip. 

 Review of the total number of scans by surveyor in order to identify performance 
issues. 

 Spot checks on the longitude and latitude of each collected record. 
 

If any outstanding discrepancies are observed by field supervisors, the surveyor will be 
immediately notified and receive additional coaching. If inconsistencies in data or 
performance continue, the surveyor will be removed from the project. 

Once all surveyors have been checked in from their assignments, field supervisors will 
again, review all data collected throughout the day and evaluate individual surveyor 
productivity. 



10 
 

4.2 ORIGIN DESTINATION SURVEYOR PERFORMANCE MONITORING 
 

To ensure that quality data is collected and interviewers are conducting the OD survey in 
accordance with ETC standards, ETC conducts real-time monitoring and in-person 
monitoring which are described below. 

 Real-Time Monitoring of Surveyor Performance. The tablet PC program is 
designed in a manner that allows ETC Institute’s field supervisors to monitor the 
performance of individual interviewers in real time. Throughout the day field 
supervisors will evaluate the performance of each interviewer. This will include a 
review of response rates and the characteristics of the passengers who are 
interviewed with regard to age, gender, race, and the average length of each 
interview. These daily reviews will allow the research team to provide immediate 
feedback to interviewers to improve their overall performance. It will also allow the 
research team to quickly identify and remove interviewers who were not 
conducting the survey properly. Separately, spot checks are conducted on the 
location and transfer information to make sure the trips being captured are logical. 
This check also contain “pin drops” at various points in the interview to make sure 
that the interview is being conducted on the route in which they are assigned 
(rather than sitting at a single location and fabricating data). As part of the 
processing, every record collected will undergo a review of the entire trip path back 
in the home ETC office. The review lead in the office stays in touch with the field 
supervisors, as needed, if negative trends arise from individual interviews. 

 In-Person Monitoring. As part of the initial training interviewers are monitored as 
they conduct interviews with passengers to ensure that surveying protocols are 
followed. As part of ongoing quality control checks interviewers are periodically 
monitored during the data collection. These checks are primarily conducted with 
interviewers who are struggling in some capacity. 

 Respondent Follow-up. Up to 10% of passengers who participate in the interview 
will be called by ETC field supervisors or call center staff to conduct a debrief on 
their experience. This will allow feedback on the demeanor exhibited by the 
interviewer and ensure the interview was conducted properly.  

4.3 SURVEYOR REMEDIATION 
 

During the data collection, field supervisors will monitor survey performance, quality of 
collected survey data, and collect feedback from passengers in order to evaluate each 
individual interviewer. 

While we understand that we may encounter surveyor performance issues, ETC treats 
all survey staff equally and fair. With the surveyor coaching, we provide surveyors on a 
daily basis, each surveyor receives constructive feedback and remediation in order to 
improve their overall performance. 



11 
 

There will be occasions in which we will have to dismiss survey staff due to the 
continuation of poor performance. If any survey staff are terminated due to performance 
issues, no call/no shows, etc., we document these issues and the reasoning for removal. 

Some circumstances will require that interviewers are released immediately, these 
instances include: 

 A pattern of behavior as indicated by more than an isolated comment or complaint 
about behavior or performance. 

 A single incident or a pattern over time that causes issues. 
 Any reported illegal behavior, professional misconduct, discrimination, and 

falsification of survey data. 

5 COMMUNICATIONS PLAN 

ETC Institute has begun to work with ARC and each of the transit providers to tailor a 
communications plan detailing how all transit passengers and transit agency staff will be 
notified about the upcoming survey. Specifically, the plan addresses the following: 

 Communication tailored to transit police officers, operators, dispatchers, and 
appropriate supervisors, including information on survey dates, times, procedures, 
surveyor identification, and who to contact in case of a problem or incident related 
to the survey. 

 Outreach tailored to passengers that increases their awareness and encourages 
their participation. Much of this will be in the form of material produced by the ETC 
Institute team that will be distributed by ARC through normal agency channels. 

5.1 SURVEY OPERATIONS NOTIFICATIONS 
 

ETC will coordinate and work with MARTA and other transit providers operations and 
garages in regards to survey dates, survey team deployment, and will provide each 
individual provider with a memorandum to distribute operations and security staff. This 
memorandum describes our survey process; study dates, and illustrates an example of 
the surveyor vests and badges. 

 

 


