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Frequently Asked Questions (FAQs)  
about the new 

PaCT Customer Service and De-escalation Training Program 
 
What is PaCT? 
PaCT (Practical Communication Tools for Safety and Service) is a customized training program for SFMTA 
public facing employees. The goal of the program is to enhance the customer experience by helping 
employees who serve the public online to become more comfortable, confident, supported, less stressed and 
ultimately SAFER. In addition to the initial training, there will be reinforcement and specialized training for 
managers and supervisors. 
 
Where did the PaCT name come from? 
SFMTA employees from all major divisions met, brainstormed and voted on key words that describe the goals 
of the training program. The key words with the most votes included practical, communication, tools, safety 
and service. From that, the acronym PaCT was created. 
 
What is the PaCT training about? 
The PaCT training includes the following four modules:  
1. Creating and Maintaining a Positive Mindset 
2. Enhancing Awareness & Embodying a Spirit of Service 
3. De-escalating Challenging Situations 
4. Building Resilience in Oneself and Others 
 
The training includes communication tools to prevent escalations, skill building around de-escalation as well 
as resilience tools to help our public facing employees and our community to have a positive experience.  
 
Which employees will receive the training? 
The training will include all public facing employees as well as some key roles that work closely with them. 
Training includes: Transit Operators, Parking Control Officers, Transit Fare Inspectors, Payments & Citations 
staff, Muni Transit Assistance Program (MTAP), Station Agents, Division Dispatchers, TMC Controllers, Street 
Supervisors and School Crossing Guards, among others. 
 
When is the training? 
The training will start near the middle of October. Trainings will be offered eight times per week for the first 
six months and then continue to be scheduled until all public facing employees complete the class. 
 
Where is the training? 
PaCT Trainings will be held at 1 South Van Ness and at the Islais Creek Community Room. 



 

 
Who is facilitating the training? 
Each class will have a professional facilitator as well as an SFMTA employee subject matter expert (SME) 
facilitator. 
 
Who is Moran Consulting? 
Moran Consulting is an organizational development firm partnering with the SFMTA to develop and 
implement PaCT. Moran has significant experience in large-scale training initiatives such as this one in the 
public sector and transportation. 
 
What are we doing during COVID-19 to reduce exposure? 
The SFMTA is following city, state and federal guidelines for COVID-19. For social distancing purposes, each 
class will have only 8-12 participants.  A few of the key guidelines that will be followed in the classroom: 
Everyone wears a mask    Hand washing regularly   
6 feet apart at all times  Tables and chairs washed and sanitized between each class  
Maximum of 10 people in the room  Mask available if needed  
Not sharing materials or tools   Sanitizing soap available in the restrooms  
 
How do we enroll in the training?  
Staff will be scheduled by their respective managers on an ongoing basis into available timeslots. Transit 
Operators will be enrolled during VTT scheduling. 
 
How will we know if the trainings make a difference? 
Several metrics will be implemented to include a pre and post training survey. Other metrics include employee 
satisfaction, customer satisfaction and number of assaults. 
 
Will managers go through this training? 
Yes. Managers and supervisors will go through PaCT training. In addition, a specialized training will be 
provided to managers and supervisors to further enhance the support for employees. 
 
What happens after the training? 
A reinforcement process will be designed and implemented for each division and functional area. The goal is 
that PaCT skill building is evolving and continuous over time. 
 


