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Operator/Shop Communication 

The Problem: disparity between fleet vehicle 
operators and repair and maintenance personnel 

– Competing missions, priorities, perspective 

The Solution: bridge the gap created by building 
mutual trust 

– Fleet maintenance operation’s sole purpose is 
supporting operators with safe and reliable equipment 

 



• Blue Seal of Excellence 
– requires 100% ASE certification 

 





• Leading Government Fleet in America 2014 

       

 



• Boise’s Centralized Fleet Maintenance 
Operations in 2008 

– Start Building Trust Through Relationships 

– Created a Fleet Advisory Team (FAT) 

• User-Department representatives 

• Began prior to centralization, continues bimonthly 
today 

• Open-forum setting 

• Voice concerns and perspectives 

• Identify problem and priorities 



• Common Goals: 

– Safe and reliable fleet 

– Fuel-efficient and cost-effective operation 

• Outcomes From Suggestions 

– Most successful: implementation of operator 
feedback to scheduled/unscheduled maintenance 
procedures 

• Poster regarding preventative maintenance (PM), both 
basic and full service 

• Created a Gantt chart to track progress 

 







– Technological Communications 

• Dedicated Fleet Services web page 

• Policies 

• Regulations 

• Maintenance tips 

• Special fleet staff achievements 

• Reference links 

• Other fleet-related information 

 



– The Personal Touch 
• Shop foreman and crew chiefs personally notify 

operators of scheduled maintenance 

• Technicians consult operators and FAT reps prior to 
writing vehicle specifications 

• Technicians consult operators post-delivery but pre-
upfitting for input regarding 
– Onboard equipment 

– Signage design 

– Ancillary equipment 

– Decals 

• Operator accountability is increased 

• Operator is motivated to recall performance limits 





• To Keep Communication Current, Fleet 
Services Management: 

– Tabulates operator comments and responses 
monthly 

– Discusses information at the FAT meetings 

– Creates online surveys 

• Allows for confidential feedback 

• Promotes frank and candid operator response 

 



• To Keep Communication Between Operators 
and Technicians Strong 

– Utilize various opportunities 

– Utilize various means 

– Be open 

– Be respectful 

– Allow for collaboration 

– Make this effort the key to success 

 


