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VOLUME 10 · BUSINESS SERIES

The Five-Star Operator
Coaches don't win customers — experiences do. The operators who dominate BusTrusted's
rankings won't be the biggest fleets; they'll be the ones who treat a 56-seat charter like a first date.
Here is the playbook, from first call to five stars.

Five stars is a SYSTEM, not luck — every step below earns one.

The first phone call (you have 30 seconds)
■  Answer with your company name and a smile they can hear. Call back missed quotes within the hour —

speed alone wins a third of jobs.

■  Ask about the occasion, not just the route: 'Who's riding — what's the day about?' You're pricing a memory,
not miles.

■  End with a promise and keep it: 'You'll have your quote by 6 tonight.' Then send it by 5.

Day-of-trip touches that cost nothing and earn everything
■  Coach washed, windshield spotless, arrive 15 minutes early — the group photographs the bus, every time.

■  Driver in a collared shirt, name known, luggage handled, a hand offered at the step.

■  A welcome word on the PA: name, route, restroom, 'my job today is making yours easy.'

■  Small magic: bottled water in the seat pockets, the group's playlist on the aux, a birthday shout-out.

When something goes wrong (it will)
■  L.A.S.T. — Listen, Apologize, Solve, Thank. No defensiveness; the fix is the performance.

■  Tell them before they notice: 'We're 20 minutes behind an accident — here's what I'm doing about it.'

■  A recovered problem earns more loyalty than a perfect trip. That's not a saying; it's how memory works.

Asking for the review (the step everyone skips)
■  The moment: at drop-off, while the glow is real — 'It was an honor driving your family today. If you have one

minute, a review on our BusTrusted page keeps a small company like ours rolling.'

■  The follow-up text next morning with the direct link. One ask, one reminder, never more.

■  Reply to every review — 'thank you' to the good ones; L.A.S.T. in public to the bad ones. Future customers
read your replies more than the reviews.
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Figure 2 — The review flywheel: every trip either spins it faster or lets it coast.

THE MATH OF FIVE STARS
A charter customer books 2–4 times a year and knows three other group planners. One five-star
experience compounds into a route's worth of business within two seasons. Service isn't a cost center —
it's the cheapest marketing you will ever buy.

Sources & further reading: BusTrusted operator playbook — service practices drawn from hospitality and charter-industry standards.
Disclaimer: This volume is a free educational training aid for BusTrusted members, written in plain English from the sources above. It is NOT
law, NOT legal advice, NOT a regulatory document, and NOT a substitute for the FMCSRs, your state CDL manual, your state/county/city
regulations, your carrier's policies, or your coach manufacturer's procedures — where they differ, they govern. Laws and regulations vary by
jurisdiction and change over time: always research and verify the current rules that apply to YOUR operation with the FMCSA (fmcsa.dot.gov),
your state DOT, and local authorities — or a qualified attorney — before acting. BusTrusted and its authors accept no liability for actions taken
in reliance on this guide.


