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2

Talented Teams, a strategic goal from Your Metro, the Way Forward

Service excellence
Deliver safe, reliable, convenient, equitable, 

accessible, and enjoyable service for 
customers.

Talented teams
Attract, develop, and retain top talent where 

individuals feel valued, supported, and 
proud of their contribution.

Regional opportunity & partnership
Design transit service to move more people 

and equitably connect a growing region.

Sustainability
Manage resources responsibly to achieve a 

sustainable operating, capital, and 
environmental model.

Focus
today

Objectives of Talented Teams Goal
Recruitment and Retention | Attract and retain the 
best talent at all levels of the organization to deliver 
Metro’s future Vision
Engagement, Empowerment, and Recognition | 
Empower employees and promote effective 
collaboration and continuous culture improvement 
so employees feel supported, recognized, and 
engaged
Professional and Technical Skill Development | 
Invest in staff to expand career pathways and 
develop the next generation of Metro leaders and 
technical skills experts
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Overview of Talented Teams Metrics 
Metric Result

Trending in the 
right direction?

Overall Staff perception of WMATA as great place to work (Net Promotor Score) 1 --

Recruitment & 
retention

Time to hire (days) 119 ✓

Workforce demographics

Voluntary turnover rate 2.78% ✓

Engagement,
empowerment,
and recognition

Staff sentiment about working for WMATA in the future 79% ✓

Staff perception of empowerment 44% ✓

Staff perception of collaboration 24% --

Staff perception of process efficiency 35% ✓

Staff perception of duplication of activity 24% --

Staff perception of recognition 44% ✓

Staff perception of Diversity, Equity, and Inclusion 59% --

Professional and 
technical skill 
development

Involuntary turnover rate 1.85%

Staff perception of learning and development 52% ✓

To be highlighted in this presentation
Materials on other metrics in appendix
Metrics for “Offer Acceptance”, “Absenteeism Rate” and “Internal Customer Satisfaction” are still under development and will be included in next report
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FY24 Q1-Q2 | Talented Teams Report

Focused staff efforts on reducing time-to-hire are seeing results
Hiring is 10 days faster in FY24 compared to FY23, with 536 non-represented and Local 2 staff recruited 
between July and December

Average days from job posted to hired for non-
represented and Local 2 staff

Project spotlight

Applicant Tracking System (ATS) will provide the following features:
 Ability to measure time to hire and time to fill
 Secure hiring and onboarding forms
 Transparency to Human Capital, Hiring Managers, and Candidates on hiring actions
 Comprehensive end-to-end hiring process – from request, to hire, to onboarding

 Aiming for gradual reductions every year; on track to 
meet target in Strategic Transformation Plan of 90 days 
by FY28 

 Completed FAQs to clarify processes and procedures
 Developed service level agreements for hiring, promotion, 

and appointment processes

---- Target of 90 days by 2028

Recruitment and 
retention

125 129 119

FY22 FY23 FY24
(July - Dec)
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Metro improved retention into FY24 and remains better than peers, but 
budget uncertainty and hiring freeze jeopardizes progress

Completed comprehensive review of compensation
 Developed market driven structure
 Ensured equity among peers

Vacancy rate has fallen steadily since March 2023, averaging 8.9% 
in FY24 compared to 10.6% in FY23

Recruitment and 
retention

6.0%

7.0%

8.0%

9.0%

10.0%

11.0%

12.0%

J A S O N D J F M A M J J A S O N D J F M A M J J A S O N D J F M A M J

FY22 FY23 FY24

Turnover rate remains below transit peers, with 
voluntary turnover rate falling in FY23 and FY24
---- Target: 2.0% Voluntary Turnover Rate by FY28

Project spotlight

3.0% 2.8% 2.8%

8.3%

24.0%

1.5% 1.6% 1.9%

2.3% 3.0% 2.5%

0%

5%

10%

15%

20%

25%

FY22 FY23 FY24
(July - Dec)

MBTA MARTA

Voluntary Involuntary Retirement and Death

6.8%
7.5% 7.1%

Top 5 reasons new 
hires choose Metro:

1. Opportunity for 
advancement

2. Salary
3. Benefits
4. Opportunity to 

serve community
5. Reputation of 

Metro
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Gains realized in empowerment, recognition with launch of Strategic 
Transformation Plan, staff all-hands meetings, realignment

“I see myself working at WMATA in one year”

January 2024 Metro Awards ceremony honored over 100 
staff for exceptional contributions in 2023

63%

44%

17%

33%

Jun-23

Sep-22

Strongly Agree Agree

77%

80%

Almost 20 percentage points more staff strongly agree
“At WMATA, I feel empowered to make decisions”

17%

13%

27%

25%

Jun-23

Sep-22

Strongly Agree Agree

38%

44%

Six percentage point jump in nine months

“Teams who perform well are recognized for it”

17%

8%

27%

26%

Jun-23

Sep-22

Strongly Agree Agree

34%

44%

Ten percentage point jump in nine months

Target: 90% in FY28 Target: 65% in FY28

Target: 60% in FY28

Project spotlight

Engagement and 
Empowerment
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Key activities in FY24 aim to drive improvements in staff 
perception of Diversity, Equity, and Inclusion

“WMATA actively seeks to enhance diversity, 
equity, and inclusion across the organization”

28%

23%

30%

36%

Jun-23

Sep-22

Strongly Agree Agree

59%

59%

Engagement and 
Empowerment

Similar overall perceptions at the beginning and end of 
FY23, but more staff strongly agree
Target: 80% in FY28

Expansion of Employee Resource Groups
 Cultural awareness and education
 Community outreach and engagement

Project spotlight
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Gender, racial, and ethnic diversity of staff Recruitment and 
retention

Black employee representation is a longstanding major 
strength

Metro staff are more likely to be male due to 
mix of job types

• Focused Latino recruitment efforts 
• First female Power Maintenance program graduate in 

Q2FY24

Project spotlights

Operators and 
Station Managers, 

39%
Maintenance and 
Engineering, 45%

Police, 4% IT, 2%

Operations Support (Finance, Legal, Human Capital, 
Control Center, Planning, Safety, Administration), 10%

5% 3%

17%
5%

12%

5%

39%

11%

27%

75%

Region All Metro

Black

White

Asian/Pacific Islander

Hispanic/Latino

Not Specified

American Indian/Alaskan

All Metro jobs by type

51%

25%

49%

75%

Region All Metro

Not Specified

Male

Female
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7%

6%

18%

17%

Jun-23

Sep-22

Strongly Agree Agree Agree

23%

25%

12%

11%

23%

22%

Jun-23

Sep-22

Strongly Agree Agree

33%

35%

Investments in FY24-26 aim to improve collaboration, reduce duplication, and 
streamline administrative processes

“Our processes make it easy to work well 
across different offices and departments”

Enterprise Resource Planning (ERP) Modernization 
Program (launch in 2026): major investment in a new 
software system to automate and streamline core business 
processes by linking multiple systems and reporting on an 
integrated digital platform

“I rarely observe duplication of activities”

Target: 60% in FY28

Target: 65% in FY28

Project spotlight

Engagement and 
Empowerment

 Administrative processes most frequently identified as 
needing streamlining

 Continued realignment through FY24, including launch of 
the Metro Integrated Control Center, aims to address areas 
of duplication
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Activities planned to invest in staff to expand career pathways 
and develop next generation leadership and experts

“I receive the help I need to learn and grow 
professionally”

Professional and 
technical skill 
development

Similar overall perceptions at the beginning and end of 
FY23, but more staff strongly agree
Target: 75% in FY28

Develop a Center of Excellence Training Academy: 
• Utilize adult learning best practices to deliver world class 

technical training in a fit-for-purpose space with up-to-
date, modern equipment and technology

• Technical Training and Development is currently 
developing vision and strategy with a comprehensive 
road map

Expand Professional Development Opportunities
 Manager 101
 High Potential, Midlevel and Emerging Leader
 Participation in industry Leadership programs: American 

Public Transportation Association, Eno Center for 
Transportation, WTS International and others

Projects spotlight

23%

16%

30%

33%

Jun-23

Sep-22

Strongly Agree Agree

49%

52%
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Activities focused on culture, recruitment and 
retention aim to improve 

“On a scale of 0-10, how likely are you to recommend Metro 
as a place to work to a family member or friend?”

Talented Teams

Net score of 1 calculated as “% promoters - % detractors” (June 2023) 

Promoters
Responded 9 or 10

Neutral
Responded 7 or 8

Detractors
Responded 0 to 6

36%

29%

35%

Benchmark: US average score of 14 on a scale of -100 to 100
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