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Board Action/Information Summary  

TITLE: 

General Manager's CY 2014-2016 Business Plan  

PRESENTATION SUMMARY: 

Present highlights of the General Manager’s CY 2014-2016 Business Plan, a multi-year plan that 
is updated annually.  

PURPOSE: 

To inform the Board of the highlights of the General Manager’s CY 2014-2016 Business Plan that 
will focus Metro’s operating budget, capital program and business actions to improve service to 
customers and deliver on the goals and strategies established in Momentum.   

DESCRIPTION: 

In January 2011, Metro established a work plan with improving safety as the agency’s highest 
priority. Since that time, the agency has made great progress in improving safety and the safety 
culture of Metro. Among the many results to date are establishment  of a fully staffed and capable 
Safety Department, improved data collection and analysis, closure of key National Transportation 
Safety Board (NTSB)  recommendations, more and better safety training, initiation of a fatigue 
management program, and implementation of a confidential Close Call Reporting program in July, 
the nation’s first for transit.  The Board acknowledged this hard work and progress in a March 
2013 resolution.  Changing a safety culture takes years, and the agency is committed to 
continuing on the course to continually improve safety and reach even greater milestones for our 
employees and customers.   
 
Metro’s customers want and expect a safe ride, and a recent poll shows that the agency is 
meeting these expectations.  A July 2013 Washington Post poll found a significant shift in views 
about the system's safety. The poll found that 81 percent of riders rated Metro safety as 
"excellent" or "good," an increase of 14 points from a similar poll in 2010.  The survey results build 
on recent safety recognition received from the American Public Transportation Association and 
the National Safety Council. 
 
With the same focused intensity that has been taken to change Metro’s safety culture, the 
General Manager’s CY 2014-2016 Business Plan launches a renewed focus on improving the 
day-to-day Metro experience of our customers.   
 
Metro’s customer satisfaction survey, “Voice of the Customer,” provides the agency with feedback 
on rider experience on buses and the rail system, as well as on MetroAccess. The customer 
satisfaction results will be used to measure progress organizationally, instead of relying 
exclusively on customer complaints as in the past, because it is statistically-based and a more 
thorough examination of customer input.  In phone interviews with nearly 800 bus and rail 
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customers who ride the system, Metro rail and bus riders have given the agency very high marks 
for safety and security.  Overall, customer satisfaction with train service is comparable to other 
large transit properties, and bus rider satisfaction scores are comparable to or higher than other 
large transit properties.  Satisfaction with Metrorail has steadily increased over the course of the 
year and at 86 percent is significantly higher than 2012 as door malfunctions were resolved and 
weekday on-time performance remained high.  Metrobus satisfaction, at 82 percent, remained 
steady over the year as on-time performance and fleet reliability improved.  

Key Highlights: 

 Introduces new, comprehensive Customer Care program, building upon the customer
improvements underway 

 Improves bus and rail service reliability and quality by adjusting bus routes, rebuilding
rail infrastructure, advancing a return to automatic train operation, and reinforcing
across the board performance-based management 

 Connects communities and more of the region’s residents with new Silver Line rail
service, provides for power expansion to support longer trains, and promotes regional
leadership for transit expansion 

 Delivers safer service by continuing to close NTSB recommendations, optimally
deploying police, addressing fatigue, supporting employee close call reporting, and
enhancing customer awareness of safety and security 

 Invests in Metro’s most important asset – employees – to ensure they are engaged,
well trained, and have the tools and good management support to do their jobs and
deliver quality customer service 

 Implements efficiencies in administrative functions 

Background and History: 

Last November, the General Manager presented his CY 2013-2015 Business Plan to the 
Board, continuing the direction of building a performance-based organization, improving 
results, and addressing investment backlogs. On June 27, 2013, the Board adopted 
Metro’s Strategic Plan – Momentum. 
 
During the past year, through the Momentum outreach and the two-way dialogue with 
customers initiated two years ago, Metro has been listening to customers and employees 
through surveys, town hall meetings, focus groups and the newly established Mystery 
Rider and Customer Satisfaction Survey programs.  In total, Metro has talked to and heard 
from over 11,000 stakeholders.  In addition to listening to our customers, we also listened 
to our employees through an employee engagement survey, which was completed by over 
65 percent of our employees. 
 
In response to our own research, two years ago management launched the Customer 
Service Action Plan and has been focused on taking dozens of steps to improve service, 
ranging from installing new signage and improving announcements, launching frontline 
customer service training, introducing easier ways to pay fares, improving basic service 
communications with MetroAlerts and other digital tools, to preparing our equipment and 
stations better for weather.  
 
  
 
  



Discussion: 

The General Manager’s CY 2014-2016 Business Plan places an added focus on improving 
our service for customers by building on the Customer Service Action Plan and putting an 
emphasis on the customer experience. To achieve this, the actions in the plan are aligned 
with the Board’s adopted strategic goals in Momentum. 

 Build and maintain a premier safety culture and system 
 Meet or exceed customer expectations by consistently delivering quality service 
 Improve regional mobility and connect communities 
 Ensure financial stability and invest in our people and assets 

Business Plan Actions for CY14 to 16 
 
While many of the business plan actions will assist in achieving more than one of the 
strategic goals, major initiatives by primary goal are as follows: 
  
Goal 1:  Build and Maintain a Premier Safety Culture and System 
 
Ensuring a safe ride for our customers will remain a top priority as we continue to build our 
safety culture.  Besides continuing to work to complete NTSB recommendations and 
moving forward on many other existing safety programs, among the key safety activities 
are:

 Employee Fatigue Management Program:  Fatigue is a constant companion for
some employees in today’s operating environment.  In Metro’s ongoing efforts to
improve the health and safety of our employees, and to operate and maintain a safe,
reliable and effective transit system, the agency contracted with the Institutes for
Behavior Resources (IBR) to help development a Fatigue Risk Management System
(FRMS), a scientifically based, data-driven process used to continuously monitor and
manage fatigue risks.  This is being implemented within Metro’s safety management
system.   

 

 Confidential Close Call Reporting System:   In July 2013, Metro became the first
rail transit agency to launch a Confidential Close Call Transit Safety Reporting
System.   Due to an effective partnership between ATU Local 689 and management,
as well as the U.S. Department of Transportation’s Bureau of Transportation

Fatigue management Actions CY14 CY15 CY16

Adhere to adopted interim hours of work:  POWR, ATC, on-track 
equipment operators X X X

Recommend scheduling practices based on modeling work hour 
practices, analysis of work hour alternatives, benchmarking X   

Collect Phase III field data/logbook study, refine work hour 
policies, customize mitigations

X   

Build out and use FRMS metrics and dashboard, lay the 
groundwork for sustainable FRMS

X X X

Imrpove scheduling and time collection through MetroConnect 
project X X  



Statistics (BTS), which is part of the Research Innovative Technology Administration,
Metro established a new pilot program that will enhance safety by increasing
opportunities for employee reporting of events that have potential for more serious
consequences.   

The pilot addresses a National Safety Transportation Board recommendation from 
the June 2009 Metrorail accident to develop and implement a non-punitive safety 
reporting program.  
  

 Safety and Security Awareness and Response:  Metro has embarked on an
awareness campaign designed to increase daily safety and security awareness
among our customers through high-impact special information campaigns and
incident response improvements.   

Based on the results of customer focus groups that critiqued several safety 
campaigns from U.S. and international transit agencies, Metro has designed a 
campaign that helps customers take personal responsibility for their safe travel. The 
focus groups favored direct messages, with high-impact graphics and few words, 
which informed Metro’s campaign design. 
  
As a follow up action from the Safety and Security Committee’s Incident 
Communications panel with the Riders Advisory Council (RAC), the agency has 
received input from the RAC to develop a customer brochure on emergency 
preparedness, which will be an important part of the advance communications to 
riders.  

 
To strengthen Metro’s response to incidents and provide good customer care, joint 
supervisory training has been launched for employees from Rail, Bus, MTPD, Media 
Relations and regional fire departments. 
  
Also being implemented is a youth safety campaign to minimize disruptions and 
improve safety for all riders that encourages respect and appropriate behavior while 
riding transit.  The new “Respect Your Ride” campaign includes peer outreach, police 
visits to schools, letters to parents, and campaign materials like t-shirts and discount 
cards. 
   
 

 

Safety and Security Awareness and Response Actions CY14 CY15 CY16

Continue and refresh customer safety awareness campaign X X X

Work with RAC to develop and distribute customer brochure and 
station and onboard signage on emergency preparedness

X   

Conduct joint supervisory training on incident response X X X

Provide in-system and external communications, at community 
events/schools, targeted to youth riders X X X

Recruit 1,000 young riders to pledge respectful behavior toward 
Metro employees and riders X   

Provide incentive offers from private businesses to encourage 
youth riders to pledge positive actions X X X



 
Goal 2:  Meet or Exceed Customer Expectations by Consistently Delivering 
Quality Service 
 
Metro can meet or exceed customer expectations for quality service by providing 
reliable bus, rail, MetroAccess and escalator and elevator services, and caring for our 
customers. 
 
For reliability, the Business Plan actions call upon the organization to improve on-
time performance of Metrobus and Metrorail, and provide quality MetroAccess 
service to customers.  
  

 Metrobus Service Improvement:  By listening to customers and evaluating bus
route performance, Metro has been adjusting routes and schedules to make them
more reliable.  Metrobus is implementing State of Good Operations (SOGO) and
Priority Corridor Network (PCN) service improvements to better connect communities
through enhanced bus service. The biggest improvement has been in notably fewer
early buses, meaning customers have more reliable service and get to their
destinations on-time more often. 

Metro launched the PCN in 2008, in partnership with other agencies in the region, 
following a comprehensive regional bus study.Metro continues to conduct 
comprehensive evaluations of Metrobus priority corridors, which include the 
network’s 24 busiest corridors, serving over half of all Metrobus customers. The 
agency will continue to implement phased service improvements in all corridors as 
part of the Metro 2025 plan and add 224 additional buses. 
  
As part of the Better Bus initiative, Metrobus will implement 150 service 
improvements and begin operation of four PCN services. Overall, more than 150,000 
customers -- roughly one third of daily bus customers -- will benefit from more 
frequent service, additional capacity, or expanded hours of operation on selected 
routes. 
 
 

 

Metrobus Service Actions CY14 CY15 CY16

Develop schedules to meet service standards and implement 
service improvements to increase reliability X X X

Complete studies of 10 PCN and 18 Service Evaluation Study 
(SES) lines, and implement 150 bus service improvements

X X X

Implement PCN service improvements in the 14th Street, 
Huntington - Pentagon, Crystal City - Potomac Yard, and 
Greenbelt - Twinbrook corridors

X X X

Provide timely review of service schedules and responses to 
customer comments about service quality, customer interactions 
and schedules

X X X

Improve on-time performance through making schedules more 
reliable (SOGO) X X X



 Metrorail Service Improvement:  Metrorail has reduced waiting time for customers
by improving on-time performance by nearly 2 percent through July, achieving better
performance than 2012 in every month this year by managing train dispatch and
spacing, and by increasing the reliability and number of railcars available for service
each day by over 5 percent. 

To continue progress, more operators and trains will be added to meet service 
standards and reduce waiting time for customers.Metrorail will replace its oldest 
1000-series and 4000-series railcars with the new 7000-series railcars beginning in 
2014. Power improvements for 8-car trains are underway, with five Traction Power 
Sub-Stations (TPSS) scheduled for completion on the Orange Line over the next 
three years.Meanwhile, improved preventive maintenance will continue to ensure that 
railcars will be available to meet service standards and customer expectations going 
forward. 
  
In addition to improving the fleet, Metro is continuing to invest in its infrastructure, by 
replacing track, repairing tunnels, platforms, escalators and elevators, improving core 
station capacity and communications systems.   
 
 

 Automatic Train Control:  Metro is undertaking major steps to return to Automatic
Train Operation (ATO) for the safe and efficient movement of trains throughout the
system.   A key accomplishment in 2012 was NTSB closure of the recommendation
that Metro develop a track circuit monitoring tool to detect loss of shunt and routine
conditions such as circuits that are out of adjustment, have loose connections,
broken clamps or damaged bonds. 

The Automatic Train Control (ATC) network provides for the safe and efficient 
movement of trains through a series of track circuits and integrated logic for routing 

Metrorail Service Actions CY14 CY15 CY16

Develop schedules to meet service standards and launch Silver 
Line Phase 1 Service X X X

Conduct prenventive inspection and running maintenance on all 
series of railcars

X X X

Introduce the new 7000 series railcars to improve customer 
experience, comfort, and service reliability X X X

Monitor track conditions and prioritize track work to improve 
reliability X X X

Begin Core Station improvements, starting with Union Station 
and Gallery Place  X X

Complete feasibility study for Blue Line Connections X X  

Reopen the pocket track at National Airport X   

Launch Next Generation Communications Improvements - 
Change radio frequency and provide supplemental radio 
coverage in 25 stations, add cameras in stations, yards and bus 
garages, start engineering for the Public Address (PA), 
Passenger Information Display (PID), and Call-for-Aid system 
replacement

X X X



controls and speed controls. Major subcomponents of the ATC network include 
Automatic Train Operation (ATO) and Automatic Train Protection (ATP).  
  
ATO is a system that uses integrated logic between the wayside system where the 
train speeds and braking are regulated automatically without required operator 
intervention. ATP is the system that provides safe train separation through the same 
network but where the operator is in direct control of the train speed and braking. 
ATO is desirable because of the efficiency and consistency of accelerating and 
braking provided by the trains’ on-board ATC system.   
  
 

  
  

 Elevator and Escalator Reliability:   Metro has more than doubled the number of
elevator modernizations underway to improve long-term reliability, and is increasing
preventive maintenance work on escalators and elevators to keep them working
more reliably for customers. Escalator availability continues to track well above target
and last year’s performance.  Over the next three years, 46 escalators will be
replaced at stations throughout the system, starting with three at the Pentagon, two
on the Yellow/Green Line and five on the Red Line. 

 

 Customer Care Program:   Modeled on Metro’s successful safety program, the
Customer Care program will be led by the Customer Service, Communications and
Marketing Department, that will provide policies, standards and monitoring across all
departments and lead a matrix team including rail, bus, paratransit, police and
customer service departments – every aspect of Metro that is customer facing. This
will align customer care initiatives system-wide, create a common standard of care,
and provide tools and training to all employees to deliver a new, higher level of care
to all riders. 

The first step in the program will be to adopt a common definition of what good 
customer care looks like, a first in the history of Metro.This definition will incorporate 
the entire customer journey, including:convenience of trip planning, system learning, 
usability of self-service devices, effective electronic communications, bus and rail 
service performance, system security, and employee interactions, among other touch
points. 
  
Built on extensive learning from customers through research, input from customer 
advocates (RAC and AAC), and best practice models in the transit industry and 
private sector, Metro will establish policies, implement them system-wide, and 
measure the success through a new customer satisfaction KPI that will be tracked 
and reported publicly through Vital Signs.Success will be defined by actual customer 
experience feedback from riders. 

Automatic Train Control Actions CY14 CY15 CY16

Replace all remaining GRS Generation II AF track circuits X X X

Close out ATC system safety analysis X   

Continued testing of all ATC cables with replacement as 
required X X X



 
In addition, the customer care program will integrate high level customer care 
standards within major new initiatives.For example, implementation of the new fare 
payment system will incorporate new customer care standards in its design and 
rollout plans to ensure that the focal point of major changes in the system is squarely 
on improving the customer experience and reducing inconvenience during transition.
 
 

 

 New Electronic Payments Program (NEPP):  As the region’s largest transit
provider, Metro leads the effort to bring about a new way for customers to pay their
fares on the regional transit system.  The program is designed to enhance the
customer experience by simplifying the user interface, providing more payment
options, and making fare payment easy for both commuters and tourists.  Additional
benefits come about through reduced operating costs and higher reliability for the
fare payment systems.  The pilot phase under development includes installation of
test equipment at ten mezzanines, on 50 buses, and at two parking facilities. 

  
Goal 3:  Improve Regional Mobility and Connect Communities 
 
Metro is continuing to make investments to address the great public transit needs and to 
connect communities throughout the region.  Metro is not only the region’s largest transit 
provider, but is chartered as the region’s transit planning leader.   
 

 Silver Line Launch and Phase II Preparation:  Under construction by the
Metropolitan Washington Airports Authority (MWAA), the Silver Line will extend the
Metrorail system 23-miles from East Falls Church to Washington Dulles International
Airport and further west to Ashburn, eventually providing a one-seat ride from Dulles
International Airport to downtown Washington D.C. and Maryland. 

Construction of the 11.5-mile first phase to Wiehle Avenue is nearing completion with 
revenue operation scheduled to commence in early CY2014.As the operator, Metro is 
recruiting and conducting necessary start up testing and activities to prepare for the 
opening.While initial revenue operations will require maximizing the existing fleet of 
railcars, the first 7000 series railcars will be delivered and ready for service starting in 
2014.  
  
In August 2013, the cooperative agreement between Metro and MWAA for Phase 2 
of the Dulles Corridor Metrorail Extension Project (Silver Line) was executed, that will 
extend the Silver Line west for an additional 11.4 miles and add a Metrorail storage 
and maintenance yard.Construction is scheduled for completion in 2018.With the 
agreement in place, Metro will begin to work closely with MWAA on review and 
approval of design, rail activation plan, safety certification and other completion 

Customer Care Actions CY14 CY15 CY16

Adopt common Custoemr Care definition and standard X   

Based on customer research and best practice, establish 
policies and implement system-wide X X  

Report customer satisfaction results quarterly in Vital Signs X X X



activities.  
 

 Momentum Advancement-Metro 2025:  To ensure the agency’s financial stability
and to achieve the strategy to “Secure funds for strategic investment,” management
will continue to work with the Board in gaining regional support for funding of
Momentum’s Metro 2025 plan by advancing the campaign to add more supporters
and champions, enlisting the support of business, civic and community groups, and
working closely with jurisdictions to ensure funding and ultimately develop a new
capital funding agreement. 

  

 Regional Transit System Plan:  Metro is developing the Regional Transit System 
Plan  (RTSP), which will outline a comprehensive regional transit network to prepare
the region’s transit system to support the region’s economic future through the year
2040.   

The RTSP, along with other elements that may be identified in the future, will need to 
be evaluated as necessary to meet demand.  The plan includes a combination of 
core system improvements, which are included as part of Metro 2025, as well as 
system connectivity and expansion projects. Most importantly, it combines all modes 
in the region’s transit system, whether or not Metro will build or operate them. The 
strategies in the plan are designed to both serve existing areas better and provide 
service to new areas, helping to realize Region Forward’s  vision of regional activity 
centers with transit options that improve regional mobility, enhance commerce and 
competitiveness, and have environmental and health benefits for generations to 
come. 
  
The Metro 2040 elements are still in the conceptual planning phases but could 
include new Metrorail lines in the core, extending the reach of the system, extending 
high quality surface transit, additional cross-Potomac connections, and increased 
commuter rail/bus service.  

  
 

 

Silver Line Actions CY14 CY15 CY16

Begin revenue operations of Phase 1 X   

Accept delivery of 64 of the 7000 series railcars for Phase 1 X X  

Review and approve Phase 2 designs, activation plans, and 
other completion activities (through July 2018) X X X

Begin accepting delivery of remaining 64 railcars (through end of 
CY17) for Phase 2   X

RTSP Actions CY14 CY15 CY16

Phase 2 combines strategies into scenarios to meet long-range 
issues identified in Phase 1 X   

Public outreacy and sensitivity testing of network  X  

Recommend regional transit system plan  X  

Adopt Regional Transit System Plan  X  



    
Goal 4:  Ensure Financial Stability and Invest in Our People and Assets  
 
Investing in Metro, including our infrastructure and our employees, is critical to keeping the 
system viable.   
 

 Human Capital Plan:  The foundation of this business plan is recognizing that
delivering improvements in bus and rail service, and better customer service, depend
entirely on our employees, who must be engaged, well trained, have the tools, and
understand their contribution to achieving Metro’s goals.  Leadership and
management skills need to be developed to support key positions in the organization
to build and maintain service for the future.  

To prepare for the future, Metro is increasing its diversity through targeted sourcing 
initiatives and hiring eventis to reach candidates with military experience and/or 
disabilities as well as women and other minorities.Training, apprenticeship and 
internship opportunities are being enhanced to increase the pool of qualified 
candidates. In addition, Metro is supporting the diversity of its existing employees by 
expanding its diversity recognition programs and enhancing communications about 
all types of diversity in the workplace and community. 
  
Following a comprehensive employee engagement survey effort in 2012, Metro is 
implementing actions to increase engagement, build a more positive work 
environment, improve communication between employees and build a performance 
culture.  
  
Through the development of a succession plan, Metro will be prepared for the 
future.Succession planning requires development of specific skills and behaviors to 
fill key leadership positions throughout the organization and takes time.Developing a 
pilot program is the first step, and will be followed by agency-wide implementation to 
ensure a strong future for Metro.  

 Retirement Plan Management Practices:  Metro is very similar to many of the
region’s local governments in offering various types of retirement options for
employees who have devoted their careers to Metro’s success.  Two of these
retirement options (pension and health benefits) carry longer-term liabilities that
Metro must fund much the way the local governments are funding their programs.  To
do so, Metro has identified a number of best practices from other well-funded plans
and by implementing recommendations from the National Institute on Retirement
Security. Metro should be able to achieve superior long-term performance for its
retirement plans.  Recently, Metro took a step toward achieving one of the key
recommendations that employee contributions be made to share in the cost of
providing pension benefits.  

Health insurance costs for retirees are reported on Metro’s financial statements in 
accordance with new rules (Other Post-Employment Benefits – OPEB) set by the 
Government Accounting Standards Board.Previously these costs were handled on a 
pay-as-you-go basis but the new rules have created bookkeeping liabilities. These 
new rules are also universally applicable to the region’s local governments and as 
such Metro is looking there for best practices to also achieve superior long-term 
performance for its health insurance plans. 



 Asset Management Program: At Metro, Asset Management encompasses all
decisions needed to do the right amount of work, at the right time, to achieve the right
level of service for the right cost. 

In 2012, Metro established a policy aimed at bettering the management and delivery 
of fixed long-life infrastructure and equipment assets. This Asset Management policy 
outlines the approach to managing Metro’s asset base and defines the principles of 
how Metro will deliver transit services with available funds through appropriate asset 
management activities. 
  
Under development is an Asset Management Strategy (AMS) which is guided by 
Momentum.Asset Strategies provide for the coordination of activities that will deliver 
our objectives in line with the Asset Management Policy. 
  

 Historic Preservation:  As the Metro System ages, challenges of growing and
meeting future needs are met with interest in the iconic qualities of its design. 
Protecting the character and the function of Metro’s system is of critical importance
and requires planning.   Metro will develop a plan for working with regional partners
and stakeholders in the Metropolitan Washington area to ensure that Metro’s long-
term planning efforts incorporate necessary consideration of Historic Preservation
objectives, while preserving Metro’s ability to serve customers in the region
effectively with a state-of-the-art system. 

 Business Efficiency Project:  In 2013, Metro initiated an efficiency and 
effectiveness improvement project that targeted administrative areas, including the 
finance function, inventory parts demand and procurement, and non-revenue fleet 
management.  This is part of Metro’s continuous improvement program to ensure the 
agency is managed as effectively and efficiently as possible.   

  
Measuring Success 
 
Over the past two years, Metro has reported its performance through its key performance 
indicators (KPIs), and performance has improved, as reported to the Board quarterly in the 
Vital Signs Report.  This is how we hold ourselves accountable, and demonstrates our 
accountability to the Board and the region.   
  
Business Plan success is measured by: 
 

 Holding ourselves accountable for continuous improvement 
 Improving our KPIs, particularly our new measure of customer satisfaction 
 Continued performance management, cited as a performance management leader by 

FTA  
 Building stakeholder confidence in Metro necessary for the Board to successfully 

fund Metro 2025 priorities.   

Historic Preservation Actions CY14 CY15 CY16

Develop Historic Preservation plan X   

Communicate with regional partners X X  



FUNDING IMPACT: 

TIMELINE: 

RECOMMENDATION: 

For Board Information  

Define current or potential funding impact, including source of reimbursable funds. 

 Project Manager: Andrea Burnside 

 Project 
Department/Office: 

Office of Performance 

October 2013: Fare Policy discussion, revenue forecast and preliminary FY 2015 
operating and capital budget  (Finance and Administration 
Committee)
Board discussion on Metro 2025 funding (Metro 2025 Committee)

November 2013: Customer Service New Initiatives (Customer Service and 
Operations Committee)
GM/CEO’s FY 2015 Budget and approval to initiate hearings 
(Finance and Administration Committee)
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GOAL 1

Build and maintain

a premier safety culture

and system.







Close Call





Fatigue Management Actions

• Adhere to adopted interim hours of 
work: POWR, ATC, on-track 
equipment operators 

• Recommend scheduling practices 
based on: modeling work hour 
practices, analysis of work hour 
alternatives, benchmarking



Fatigue Management Actions

• Collect Phase III field data/logbook study,
refine work hour policies, customize 
mitigations

• Build out and use FRMS metrics and 
dashboard, lay the groundwork for 
sustainable FRMS

• Improve scheduling and time collection
through MetroConnect project











GOAL 2

Meet or exceed customer 
expectations by consistently 
delivering quality service.



Customer Satisfaction:  Rail

• Launch Silver Line

• Begin Core Station improvements - Union Station & 
Gallery Place

• Conduct feasibility study - Blue Line connections

• Reopen pocket track at National Airport

• Complete safety analysis/set schedule for ATC



Customer Satisfaction:  Rail

• Preventive inspection and running maintenance 
on all series of railcars

• Introduce new 7000 series railcars to improve
customer experience, comfort, service reliability

• Monitor track conditions and prioritize track work
to improve reliability













Customer Satisfaction:  Bus

• Priority Corridor Networks:  14th Street, 
Huntington – Pentagon,
Crystal City – Potomac Yard and Greenbelt
– Twinbrook

• Complete studies of 10 PCN and
18 Service Evaluation Study (SES) lines
and implement 150 bus service improvements

• Improve on-time performance through making
schedules more reliable (SOGO)







Customer Satisfaction

• Adopt common Customer Care
definition and standards

• Based on customer research and
best practices, establish policies
and implement system-wide

• Report customer satisfaction
results quarterly in Vital Signs











GOAL 3

Improve mobility and
connect communities.







RTSP Actions

• Phase II combines strategies into scenarios 
to meet long range issues identified in 
Phase I

• Public outreach and sensitivity testing of 
network

• Recommend regional transit system plan

• Adopt Regional Transit System Plan



GOAL 4

Ensure financial stability
and invest in our
people and assets.













Historic Preservation Actions

• Develop Historic Preservation plan

• Communicate with regional partners







Business Plan Summary

• Industry-leading safety program, 
including first transit fatigue 
management system

• All 1000 series cars retired (NTSB 
recommended)

• Higher customer satisfaction 
through customer care

• New fare collection pilot complete



Business Plan Summary

• 50% of fleet will be 7000 series

• Better reliability of trains, buses, 
escalators and elevators

• Regional Transit System Plan 
complete




