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Before you start — something worth knowing

D I D   Y O U   K N O W

It is legal for bus companies
to buy insurance together.
Not a loophole. Federal law — the Liability Risk Retention Act of 1986 — specifically allows
businesses that face similar risks to join up and buy liability coverage as one group instead of
one company at a time. It even overrides state rules that would otherwise block it.

Doctors did it. Truckers did it. Contractors did it. Bus operators mostly have not — so almost
every one of us walks into that room alone, with two coaches, against a carrier that writes ten
thousand policies a year.

Don't take our word for it — look it up:

Liability Risk Retention Act of 1986

Pub. L. No. 99-563, 100 Stat. 3170

15 U.S.C. §§ 3901–3906

Purchasing groups are § 3903; risk retention groups are § 3902. Free to read in full at uscode.house.gov or
law.cornell.edu/uscode/text/15/3901.

To be straight with you: Station Bus Nation has no insurance program, no carrier partner, and no rate to offer.
Nobody can promise you a price, and anyone who does is selling you something. This is the law and how it
works — nothing more.

Educational material only. We are not lawyers, insurance agents, brokers, underwriters, adjusters, consultants, or financial advisors, and nothing here is
legal, insurance, tax, or financial advice. Verify everything against your own state's law and current federal regulation, and with a licensed professional, before
you act on any of it.

Insurance is the biggest bill most operators have after the coach itself, and almost nobody has ever had it
explained to them. We wrote a plain-English guide for every state and the District of Columbia — free, with
no form to fill in:

stationbusnation.com/guide.html#insurance-states

Full disclaimer. BusTrusted LLC, Station Bus Nation, and anyone associated with them are not attorneys, law firms, insurance companies, insurance
agencies, producers, brokers, agents, underwriters, adjusters, risk managers, insurance consultants, actuaries, accountants, tax preparers, financial advisors,
or investment advisors, and are not licensed in any of those capacities in any state. Nothing in this document is legal, insurance, tax, or financial advice, or a
recommendation regarding any policy, carrier, coverage amount, program, or course of action. No attorney-client, agent-client, fiduciary, or professional
relationship is created by reading it. It quotes no premium and makes no representation, promise, or guarantee that any cost, saving, rate, coverage, eligibility,
or other outcome is available or achievable. Laws and regulations change and may have changed since this was written — verify everything independently
against current law with a licensed attorney or licensed insurance professional in your state. You are solely responsible for your own insurance, legal, and
business decisions. If any part of this conflicts with the law of your state or with guidance from a licensed professional, the law and the licensed professional
govern.



STATION BUS NATION · DRIVER'S LIBRARY Vol 10 · The Five-Star Operator

Page 2

VOLUME 10 · BUSINESS SERIES

The Five-Star Operator

Coaches don't win customers — experiences do. The operators who dominate the
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.

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 a minute, a review 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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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
Plain-language guide, not the regulation itself — verify current rules before you rely on them.

•  Station Bus Nation — operator playbook (service practices from hospitality & charter standards)
    https://stationbusnation.com

Not law, not legal advice.
This volume is a free plain-English training aid for Station Bus Nation members. It is NOT the FMCSRs, your state
CDL manual, your carrier's policies, or your coach maker's procedures — where they differ, they govern. Rules vary
by jurisdiction and change; always verify current rules for YOUR operation with FMCSA (fmcsa.dot.gov), your state
DOT, and local authorities — or a qualified attorney — before acting. © 2026 BusTrusted LLC.

https://stationbusnation.com

