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Why a Safety Service Patrol Industry Associa on and Why Now?
In certain jurisdic ons, Safety Service
Patrol (SSP) operators deliver important,
but somewhat limited, services. In other
loca ons, personnel deliver what is
known as “full‐func on” SSP services,
including incident response, traﬃc
control, communica on with and support
to other ﬁrst responders, etc. Full‐
func on SSP operators are highly trained
and provide services as important to
users of the roadways as those provided
by police, ﬁre and rescue, and they
should be accorded the same rights,
beneﬁts and respect as these other ﬁrst responders.
By helping to standardize the industry across many states and jurisdic ons, the SSP Industry
Associa on seeks to raise the level of public awareness of these professionals while enhancing the
ability of agencies and private providers to a ract and retain qualiﬁed staﬀ to provide these
valuable services.
The SSP Industry Associa on’s Mission


Promote and foster the communica on and exchange of ideas/best prac ces among Safety Service
Patrol professionals across the na on.



Improve the individual and collec ve proﬁciency of our members in the performance of their du es.



Encourage camaraderie and educa onal opportuni es among SSP membership.



Advocate and strive for uniform applica on of best prac ces for increased safety of the SSP personnel
and the motoring public, and the standardiza on of compensa on and training.



Create and maintain a tradi on of esprit de corps, ensuring commitment to duty under all condi ons
and circumstances.



Cul vate a spirit of mutual coopera on among our members and the people we serve.



Increase the eﬃciency of the SSP profession and thus more ﬁrmly establish the conﬁdence of the
public in the service dedicated to the safety of responders and assistance to motorists.
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What is a Safety Service Patrol Operator?
As the na on’s roadways become more congested and
incidents more prevalent, highway operators are
working to ﬁll a cri cal void to ensure the roadway
network remains safe and operates most eﬃciently.
Increasing demands from the motoring public and
freight communi es coupled with staﬃng limita ons
and shi ing priori es within the “tradi onal” response
disciplines have created a void that many jurisdic ons
have ﬁlled with a growing number of unique
professionals, the Safety Service Patrol operator.
These professionals provide life‐saving services to
motorists on freeway, arterial and local roadways by
being ever vigilant custodians of the surface
transporta on system. In addi on to working with
other ﬁrst responders to safely and quickly clear incidents from the roadway, they assist disabled motorists with
fuel and ﬂat res, and are ambassadors of goodwill described by many as, “knights in shining armor,” “angels
sent from heaven,” “life‐savers” and “heroes.” The Safety Service Patrol professionals work in a stressful,
inherently dangerous environment, and are highly trained to cope with all forms of roadway disrup on.
(Con nued on page 3)

SSP Video — “A Day in the Life of a HERO”

Take a ride with the Georgia DOT's Highway Emergency Response Operators (HERO) as they patrol interstates
in and around metro Atlanta. Visit nyurl.com/HeroService or scan the above code to see the YouTube video.
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What is a Safety Service Patrol Operator? (Con nued)
In 2017 a job analysis iden ﬁed the most common du es performed by safety service patrol drivers. A cross‐
sec on of subject ma er experts was gleaned from a long‐standing incident response and motorist assistance
team and an academic ins tu on facilitated many mee ngs and discussions to provide insight as to their roles
and func on. The study found eleven (11) areas of service these professionals provide:


Responding to emergencies on the roadway
 Performing traﬃc control and lane closures
 Clearing debris from traveled por ons
 Collabora ng with other agencies
 Assis ng disabled motorists on the shoulders
 Communica ng informa on to other agencies and motorists
 Having a con nuous and watchful eye on the roads by patrolling
 Maintaining the equipment and supplies on their specially equipped vehicles
 Educa ng coworkers, the public and other responders about changing road and traﬃc condi ons
 Providing customer service
 Marking/logging of una ended vehicles
Safety Service Patrol operators are paramount to the safety and health of travelers across the vast roadway grid
of our na on. The services they deliver to stranded motorists, along with the margin of safety they provide at
incident scenes, should and will be recognized at the same level of acknowledgement as the more “tradi onal”
responder disciplines. The Safety Service Patrol is a cadre of devoted individuals and an ever‐growing
community of professionals who provide daily life‐saving a ributes, worthy of our praise and support.

Building Blocks for Improving the Livelihoods of Operators – A DOT Case Study
The North Carolina Department of Transporta on (NCDOT)
Incident Management Assistant Patrol (IMAP) was ini ated by
the NCDOT in 1991. Over the past 25+ years, the IMAP program
has evolved from assis ng isolated vehicle breakdowns to a
complex response unit for major roadway incidents and a
partner agency with Emergency Response teams. Today’s IMAP
program, known as the NCDOT State Farm Safety Patrol, has
60+ IMAP responders throughout the state working to keep
North Carolina’s interstates safe and opera ng eﬃciently. As the program has grown and expanded, it has
matured through the establishment of a consistent structure, cer ﬁca on processes and service standardiza on
across the state.

(Con nued on page 4)
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Building Blocks for Improving the Livelihoods of Operators – A DOT Case Study (Con nued)
As the program has matured, NCDOT realized that an eﬀort was needed to elevate the posi on of an IMAP
Responder to a level that aligns with the responsibili es of the job. Some structural inconsistencies remained
and varying staﬃng levels of IMAP posi ons across the state le responders without a clear path for career
advancement. Among other ac ons, this eﬀort included an evalua on within the Transporta on Worker (TW)
classiﬁca on based on the competency levels of the IMAP responders and supervisors. The evalua on focused
on establishing a growth poten al within a clearly deﬁned career path from entry to senior levels.
Obtaining internal NCDOT approval and implemen ng the reclassiﬁca on of the posi ons involved a mul ‐step
process of collabora on and coordina on:


Educa on of NCDOT Division Engineers and senior management, along with North Carolina State
Highway



Patrol (NCSHP) and other ﬁrst responders



Building Support among these stakeholders



Documenta on and standardiza on of the posi on descrip ons being requested



Applica on to NCDOT Human Resources (HR) for approval

(Con nued on page 5)
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Building Blocks for Improving the Livelihoods of Operators – A DOT Case Study (Con nued)
Educa on
The reclassiﬁca on of IMAP Responders’ posi ons has been driven by considerable growth of their skillset from
their original purpose to current day func ons, along with the ability to a ract and retain staﬀ in certain
loca ons. The role of the IMAP Responders demonstrates a depth of responsibili es, expecta ons, and
experience that was not adequately accounted for in the current TW level posi on. The current IMAP Responder
and Supervisor posi on descrip on and job responsibili es include:


Work independently



Administer ﬁrst aid



Think cri cally



Assist with the clean‐up of hazardous spills



Priori ze and control situa ons



Complete mandatory prerequisite training



Communicate eﬀec vely



Possess relevant experience



Act as State ambassadors



Demonstrate proﬁciency in computer applica ons



Understand the consequence of error



Work in all condi ons



Coordinate with mul ple agencies



Have high school diploma or GED



Understand traﬃc engineering concepts

Development of an awareness video focused on highligh ng the cri cal decision making and independent work
environment IMAP Responders face daily. A successful internal roll‐out to the Division Engineers and senior
management was followed by further sharing with external partner agencies such as NCSHP and ﬁrst
responders.
Site visits to the Traﬃc Incident Management training track have been a con nuous informa on sharing tool but
extending an invita on to NCDOT HR staﬀ allowed them to ride in IMAP vehicles and get ﬁrst‐hand exposure to
some of the demands being asked of responders and supervisors. This experience strengthened the case and
further educated HR on the responsibili es of the IMAP employees.
Building Support
To garner statewide support for the reclassiﬁca on of these posi ons, the proposed process was outlined and
presented to NCDOT regional and senior management involved with the IMAP Program. This outreach informed
supervisors and managers of the reclassiﬁca on goals and objec ves and equipped them with familiarity so they
could ini ate addi onal conversa ons within the Department and be er promote the goals of the
reclassiﬁca on study.

(Con nued on page 6)
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Building Blocks for Improving the Livelihoods of Operators – A DOT Case Study (Con nued)
Documenta on
The next step included assembling exis ng posi on descrip ons and job pos ngs that were being used across
the state. These served as a baseline for the development of statewide job descrip ons for mul ple levels of
IMAP Responders. Reviews of the new job descrip ons were conducted with mul ple internal stakeholder
groups involved with the IMAP program. All comments were integrated into the documenta on and formally
presented to HR through a face‐to‐face mee ng.
Applica on
The founda on of the training and
cer ﬁca on program demonstrated a
mature program and provided the means to
easily highlight the higher demands being
placed on these posi ons. The revised job
descrip ons were assembled and formally
presented to HR with the conﬁrma on of
the mul ‐level, statewide support. The level
of support from those managing the IMAP
Program across the state demonstrated to
HR a statewide appe te for this evolu on of
the posi on levels and the establishment of
a more developed career path for IMAP
Responders and Supervisors.
NCDOT’s HR has agreed to the posi on
reclassiﬁca ons for IMAP Responders to include an entry level and a senior level Transporta on Worker. Roll‐
out of the reclassiﬁca on is currently underway, but not without some challenges. The NCDOT structure,
organiza on, and available resources varies across regions. Each Division has a unique combina on of
permanent and temporary posi ons, as well as a range of current posi on levels. Current ini a ves include
moving to a standard staﬃng structure while also maintaining equity for exis ng staﬀ.
There also is the need for equity and a balance of staﬃng support for the diﬀerent regional needs. This process
is proposing two ers of a staﬃng cross‐sec on to support the rural and urban regions as each have unique
needs. Rural regions are proposed to have a 50/50 split for entry/senior level posi ons. However, the larger
ﬂeets and specialized projects in urban regions create higher staﬃng demands, which have led to a proposed
posi on split of 30% entry level and 70% senior level.

(Con nued on page 7)
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Summary/Lessons Learned
It has taken a great deal of me and eﬀort, but the reclassiﬁca on process will be completed within the next few
months by NCDOT. Cri cal to the success of the reclassiﬁca on eﬀort has been outreach and educa on with
NCDOT Division and senior management, as well as with partners such as the NCSHP and other regional ﬁrst
responder groups.
As Jennifer Portanova, PE, NCDOT’s State Traﬃc Systems Opera ons Engineer, explains, “The most important
component of our strategy was to have a mul ‐pronged internal approach – we started at the top of each ﬁeld
Division and in Central Oﬃce, while also engaging Human Resources to properly develop the revised posi on
descrip ons. Working across the organiza on, this eﬀort enabled us to gain support at all levels.”
Involving HR early in the process, coupled with providing ﬁeld demonstra ons, also proved to be instrumental in
raising their awareness of the daily challenges faced by these professionals. Lastly, NCDOT sees the new Safety
Service Patrol (SSP) Associa on becoming a driving force and advocate for SSP programs across the country.
Involving these partners early and o en in the process provides be er awareness and support for the
importance of SSP staﬀ within incident management, thereby improving the livelihoods of the operators and the
success of the program.
The SSP Industry Associa on is ac vely seeking stories highligh ng opera onal success and innova on. Please
send details to Tom Clark at thomas.clark@parsons.com.

Innova on to Keep SSP Operators Safe – the “Extendobed”
In 2017, the Virginia Department of Transporta on asked Parsons to
develop a design for the VDOT SSP Truck that would include the best,
most cost‐eﬀec ve innova ons. As Parsons canvassed other SSP
operators across the country and reviewed industry materials for work
vehicles used for other purposes, they iden ﬁed an innova on that has
proven to be a true lifesaver – the Extendobed.
Built of all‐steel frames and high‐capacity roller bearings, the
Extendobed can handle 1,000‐3,000 lb. load limits, providing the SSP
operator with safe accessibility to frequently used items. Highly
durable, many of the ﬁrst Extendobeds produced over 30 years ago are
s ll in service, and they are transferable from one unit to another. One person can easily operate it when
needed, and its use keeps the operator safer as he or she can remain on the side of the truck away from
oncoming vehicles. Its use has also reduced on the job injuries as equipment is accessible without having to
execute awkward li s from the truck bed or climb in and out of the bed.
The Extendobed has been a worthwhile investment for the Virginia DOT, and they have elected to make it a
standard feature on all new SSP trucks in their ﬂeet.
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Safety Service Patrol – Do You Know the Roadway User’s Best Friend?
A er having reviewed hundreds of tes monials received by Safety Service Patrol managers over the years, one
sees certain common themes among them:

I didn’t know this
service existed!

I tried to p the operator,
but he refused it.

Your operator was
friendly and helpful.

While a full func on Safety Service Patrol represents a
signiﬁcant investment by roadway owners, the beneﬁt to the
public and to the agency far outweighs its cost. SSPs are
consistently ranked as the most popular service oﬀered by an
agency to the public, and have the added beneﬁt of reducing
conges on and the severity of incidents. Having highly trained
ﬁrst responders on constant patrol or available for dispatch
when needed saves travelers millions of dollars in lost me
avoided and reduced vehicle emissions.
However, as can be seen from the tes monials, SSP owners
have some public rela ons work to do. It is recommended that
SSP owners consider ways to ensure that the public has a
greater awareness of the services provided (where, what and
by who) by engaging in educa onal outreach. This outreach
need not be costly, and can start with educa ng new drivers
(make it a part of driver’s educa on and a possible test
ques on) and con nue with the placement of signage at
strategic loca ons on the roadways that are patrolled. Some
well‐placed “news” ar cles can help raise awareness, as can a
stronger social media presence. This outreach will serve to not
only educate the public, but also have the added beneﬁt of
educa ng poli cians who fund SSP programs, with the goal of
making them a permanent part of highway opera ons in
jurisdic ons na onwide.

Safety Service Patrol Industry Associa on Founders
Georgia DOT
Minnesota DOT
Maryland DOT
North Carolina DOT
Tennessee DOT
Travelers Marke ng
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Contact:
Thomas Clark, Parsons
thomas.clark@parsons.com
240‐367‐2339

