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TRANSFORMING TARTA

MISSION

VISION

STRATEGIC GOALS

Empowering people to make 
connections.

A trusted and reliable source of 
mobility and independence for the 
community.

• Improve Financial Sustainability
• Increase Customer Satisfaction
• Improve Community Impact
• Increase Employee Engagement
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TARTA is moving forward, linking our customers in the Toledo metro area to 
jobs, education, health care and more. The Transforming TARTA Strategic Plan 
exhibits our hyper-focus on continuing to evolve as a regional asset for innovative 
transportation and economic development. While the ongoing COVID-19 
pandemic has presented a major hurdle this past year, it has also provided an 
opportunity to exhibit the vital role public transit plays in keeping our community 
moving.

Over the next few years, TARTA will be completely transforming by introducing 
new customer service initiatives and service delivery options that will enhance 
convenience and customer experience. We will become a modern and 
sophisticated public transit system that every successful metropolitan region
needs and deserves.

Transforming TARTA outlines specific goals, performance metrics and success 
outcomes TARTA will strive to achieve. It articulates the agency’s commitment 
to customer satisfaction, engagement with the community, and employee 
engagement. To ensure we are achieving our objectives, we are introducing a 
performance scorecard system that will track our performance in areas that directly 
reflect our growth and success.

The scorecard, which is comprised of quarterly performance metrics, will be used 
to actively report to the Board, our staff, our customers, and the community how 
well we are performing in efforts to achieve our goals. I hope you will share my 
enthusiasm in this process as we work together to refine our policies, procedures 
and processes to better realize TARTA’s mission: Empowering People to Make 
Connections. 

Thank you for your support and interest in our success.

Sincerely, Kimberly A. Dunham
Chief Executive Officer

TRANSFORMING TARTA

LETTER FROM
THE CEO
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Kelsie Hoagland, President, City of Waterville
Mary Morrison, Vice President, Sylvania

Maumee
Lou Thomson

Ottawa Hills
Marc Thompson

Rossford
Kevin Weaks

Sylvania Township
James Caldwell

Toledo
Heather Baker
Michael Hart
Patrick Kijowski
Pat McKinstry
Sam Olaniran
Kendra Smith
Katherine Hunt Thomas

 

The TARTA Board of Trustees is made up of 13 members, 
representing each of the Toledo Area Regional Transit 
Authority’s member communities: six in Lucas county and 
one in Wood county. Trustee positions are effective March 
16, 2021.

TRANSFORMING TARTA

BOARD OF TRUSTEES
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TARTA’s Strategic Plan outlines the highest-priority projects that teams and individuals 
within the agency will work on over the next five years. TARTA strives to balance the 
delivery of a high-quality customer experience with value to taxpayers. This strategic 
plan offers a platform from which the agency will take aim at these two high-level 
aspirations. 
 
The plan introduces a comprehensive performance scorecard that TARTA management 
and department leaders will monitor and report on every quarter over the course of 
a year. The scorecard will allow TARTA — and all the organization’s stakeholders — 
to track the agency’s performance and how well it is living up to its mission, vision, 
and goals. In its simplest form, the Strategic Plan represents four fundamental and 
integrated elements:

1.      WHY TARTA leaders, teams, and staff are driven to deliver high-quality service.  
To achieve our Mission and Vision goals. 

 

2.   WHAT outcomes TARTA strives to achieve.  
This encompasses annual goals; TARTA will be successful if we:  
 • Accomplish financial sustainability across the organization. 
• Improve customer experience.  
• Increase the perception of TARTA as a trusted community partner.  
• Improve employee engagement over the prior year.

 

3.  HOW TARTA will work toward achieving the goals.  
This includes identification of specific work plan tactics that will be implemented by 
TARTA teams. With clarity of goals, strategic priorities were identified to help narrow 
focus on areas of service and operations that most closely align with stated goals. 
Then, a work plan was developed to encompass projects and programs that TARTA 
teams will strive to complete over the next few years. 

 
 
4.  WHO within TARTA is contributing to achievement of these goals.  

This encompasses the use of a performance scorecard system to monitor 
organizational and Department performance on a quarterly basis and identifies 
owners of metrics and tactics to complete the plan.

TRANSFORMING TARTA

EXECUTIVE SUMMARY
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TRANSFORMING TARTA

Department Summaries

COMMUNICATIONS &
CUSTOMER EXPERIENCE
The Communications and Customer Experience Department 
coordinates internal and external communications for TARTA 
through the Media Relations, Creative Services, Community 
Affairs, and Executive and Employee Communications 
groups. The Department is responsible for news releases 
and communications with the media, TARTA’s social media 
platforms, and TARTA.com. Laura Koprowski serves as the 
Chief Communications and Customer Experience Officer. The 
Communications Department has focused on improving our 
engagement with the community through new partnerships as 
well as the TARTA newsletter and online activities.
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TRANSFORMING TARTA

FINANCE

The Department of Finance is responsible for all financial 
operations, including: budgeting; procurement; accounting; 
payroll; financial reporting; and the agency’s annual audit. 
David Robinson is the Chief Financial Officer for TARTA. The 
Department’s strategic focus is on financial reporting, financial 
services both internally and externally, operating within budget, 
managing cash flows, and providing the highest return on 
taxpayer assets.
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TRANSFORMING TARTA

HUMAN 
RESOURCES

The Human Resources Department promotes employee 
diversity and inclusion programs within TARTA’s operations, and 
administers TARTA’s recruitment, employee services, training, 
career development, and performance review programs. 
Jim Fight is the Director of Human Resources at TARTA. The 
Department’s tactics focus on engaging more with employees and 
to improve internal/external customer experience.
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TRANSFORMING TARTA

INFORMATION 
TECHNOLOGY

The Information Technology (IT) Department supports the 
business operations of TARTA with innovative IT and strategic 
information resource planning. Lucas Boehm serves as the 
Director of IT for TARTA. The IT Department is focused on 
modernizing systems to improve organizational performance 
along with conducting internal audits to improve overall customer 
experience and employee engagement.
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TRANSFORMING TARTA

OPERATIONS
The Operations Department is responsible for the operation and 
maintenance of TARTA fixed route bus service, TARPS paratransit 
service, Call-A-Ride, and Park-N-Ride. The Department will focus 
on improving customer experience through tactics to improve on-
time performance, maintenance of facilities and equipment, and 
operator training. Operations develops plans for fleet utilization, 
equipment acquisition and disposal, maintenance and emergency 
management. Charles Odimgbe is the Chief Operating Officer at 
TARTA. 
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TRANSFORMING TARTA

TARTA’s organizational scorecard is based on a 
100-point system and is populated with metrics 
aligned with each strategic priority. Each metric 
is weighted and given a specified number of 
points reflecting its relative importance to 
TARTA’s overall success. Metrics within each 
success outcome are also assigned weighted 
point values based on their significance to 
organizational goals for the year. For example, 
the Customer Experience series of metrics 
carries 35 out of the scorecard’s 100 points. This 
strategic area is most critical to TARTA’s ability 
to achieve success for the year. Therefore, it is 
the most heavily weighted group. Five weighted 
metrics are contained within the customer 
experience series and the sum of all five metrics 
totals 35 points. 

If every metric in the overall scorecard achieved 
exactly the goal established in the Strategic 
Plan, the overall score would equal 100 points.

PERFORMANCE 
SCORECARD



Transforming TARTA: Success Outcomes

Financial
Sustainability

TARTA seeks to be considered as good financial 
stewards among the community and hence 
considers financial sustainability as one of our 
priorities. Metrics contained within this scorecard are 
aligned towards budget and cash flow management.

Weight: 28

Customer 
Experience

This strategic priority encompasses TARTA’s focus 
on external customer satisfaction and our ability 
to deliver high-quality customer service. Metrics 
contained within this scorecard are related to safety, 
vehicle cleanliness, and on-time performance.

Weight: 35

Community 
Value

TARTA aims to “be a vital partner” to the 
community. Within this strategic priority, metrics 
reflect performance relating to internal and external 
relationships – particularly those that impact 
employees, stakeholders, and the region. This 
outcome assesses perceptions, economic impact, 
and potential support for funding.

Weight: 14

Employee
Engagement  

This strategic priority focuses on TARTA’s aim to 
engage with our employees and provide them the 
tools to grow professionally. Metrics aligned within 
this scorecard are focused on training, employee 
satisfaction, and growth.

Weight: 23
Weight: 100
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TRANSFORMING TARTA



TRANSFORMING TARTA

METRICS
Each of the success outcomes are tied to objective metrics that 
indicate progress towards the overall goal. As TARTA is building 
a new culture of performance management, much of the first year 
will be focused on building the information systems and cadence 
necessary to conduct these measures. The TARTA leadership 
team has collaborated to develop these measures.
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Customer Experience:
• Net Promoter Score
•  Overall Customer

Satisfaction
• On-Time Performance
•  Customer Perception of

Vehicle Cleanliness
•  Maintenance of Shelters

and Stops

Employee Engagement:
•  Understand Vision and

Direction of TARTA
•  Understand How

Performance Linked to
Organizational Success

•  Employees Found Training
Valuable

•  Recommend TARTA as
Place to Work

•  Agree Supervisor Invested
in Growth and Success

Community Value:
•  Community Perception:

Impression of TARTA
•  Community Perception:

Access to Service
•  Community Perception:

Access to Employment
•  Community Impact: Actual

Economics of TARTA
•  Ballot Approved by 7

Jurisdictions
•  Voter Approval of Ballot

Measure

Financial Sustainability:
•  Funding in Reserve
•  Overall Operating Cost/

Revenue Hour
•  Cash Flow
•  New Sources of Funding
•  Commitment to Capital

Program
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Success 
Outcomes

Metric FY 2021  
Performance Goals

Goal 
Points

Definition Information 
System

Financial 
Sustainability

Budget Adherence Target 10 Organizational functions delivered within budget Financial Data

Overall Operating Cost/Revenue Hour Decrease 5 The average operating cost of a single hour of revenue service across all service modes Financial Data

Cash Flow Target 5 A rolling cash balance equivalent to 3 months of operating expenses Financial Data

New Sources of Funding Target 4 Revenue generated from non-subsidy sources Financial Data 

Commitment to Capital Program Increase 4 % of capital funding spent on capital program Financial Data

TOTAL POINTS 28

Customer 
Experience

Net Promoter Score Increase 12 % of promotors less % of detractors willing to recommend TARTA services Customer Survey

Overall Customer Satisfaction Increase 8 % of customers who are satisfied with TARTA service Customer Survey

Customer Perception of Vehicle Cleanliness Increase 5 % of customers who agree or strongly agree vehicles are clean Customer Survey

Maintenance of Shelters and Stops Increase 5 % of customers who agree or strongly agree shelters and stops are well maintained Customer Survey

On-Time Performance Increase 5 % of customers who agree or strongly agree service is on-time Customer Survey

TOTAL POINTS 35

Community 
Value

Community Perception -  Impression of TARTA Increase 5 % of community with a positive impression of TARTA Community Survey

Community Perception -  Access to Service Increase 2 % of community that agrees or strongly agrees TARTA service is accessible Community Survey

Community Perception - Access to Employment Increase 2 % of community who agrees or strongly agrees that TARTA provides access to 
employment Community Survey

Actual Economic Impact of TARTA Increase 3 $ per capita of economic impact Economic Impact Study

Ballot Approved by 7 Jurisdictions Target 1 Approval of ballot measure Election Results

Voter Approval of Ballot Measure Target 1 Voter approval of funding measure Election Results

TOTAL POINTS 14

Employee 
Engagement

% Agree Supervisor Invested in Growth and Success Increase 5 % of employees who agree or strongly agree that their supervisor is invested in their 
growth and success Employee Survey

% Understand Vision and Direction of TARTA Increase 5 % of employees that agree or strongly agree that they understand the vision and 
direction that TARTA is heading towards Employee Survey

% Understand How Performance Linked to Organiza-
tional Success Increase 5 % of employees that agree or strongly agree that they understand how their 

perfomance contributes to organizational success Employee Survey

% Recommend TARTA as a Place to Work Increase 4 % of employees that would recommend TARTA as a great place to work Employee Survey

% Employees Found Training Valuable Increase 4 % of employees who agree or strongly agree they found value in training Employee Survey

TOTAL POINTS 23

   OVERALL PERFORMANCE SCORE 100






