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Pittsburgh Regional Transit developed the FY 2023-2028 Strategic Plan through a comprehensive process 
over a six-month period in 2022. This plan is intended to convey strategic direction, communicate goals and 
objectives, and guide Pittsburgh Regional Transit’s leadership and workforce, while providing insight on our 
priorities to customers and stakeholders. This plan focuses on management activities and internal processes 
and is not intended to replace or supersede any Board-adopted or other formal agency transit development 
plan or planning effort.
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This five-year Strategic Plan is the product of extensive collaboration with Pittsburgh Regional Transit’s Leadership Team and an analysis of the 
current and future state of Pittsburgh Regional Transit. It establishes the framework for the agency to proactively plan and respond to the changing 
environment, enabling Pittsburgh Regional Transit to remain resilient and be a catalyst for positive change in the region. Pittsburgh Regional Transit 
recognizes we are more than just a transit organization; we are an economic driver for the region that stimulates community investment.

We know the pandemic has changed the way most people live, work, and travel, not only in the short-term, but with lasting implications. As a transit 
organization, we must easily adapt to changes and be prepared against unforeseen circumstances. The past few years have been challenging; 
however, Pittsburgh Regional Transit was able to weather the storm and adopt our first long range transportation plan in 2021 (NEXTransit). We are 
proud of the many accomplishments our team has been able to put forth in spite of the challenges brought on by the pandemic. As we look to the 
future, we must weigh implementing new services with investment in existing infrastructure. This will require balancing our focus between intracity 
connections and growing a transit system that meets the greater needs of the region.

With the onset of 2022, two years since the start of the pandemic, we are at the intersection of the old world, the pandemic world, and the post-
pandemic world. It is a realistic threat that the old world will not reappear, and old models of funding, service, and ridership will be inadequate. 
Pittsburgh Regional Transit’s Leadership Team will help to define how we navigate the post-pandemic world using the Strategic Plan as a guide to 
ensure we are on the right track. We have the opportunity to embrace a new vision of transit post-pandemic centered on preferred mode choice, 
innovation throughout the network, a thriving region, and an unwavering commitment to equity in service delivery.

Sincerely,
Katharine E. Kelleman, CEO
Pittsburgh Regional Transit

“Pittsburgh Regional Transit will continue to build 
a system that we run, but the community owns.”

As CEO, Katharine is responsible for the operations of the nation’s 20th busiest transit system that provides service to more 
than 220,000 riders a day. She oversees the capital and operating budgets, partners and builds relationships with regional 
stakeholders, and successfully develops and manages local and federally-funded projects that enhance and expand service 
across the Pittsburgh region. 

We are at an Intersection 

https://nextransit.network/plan-documents


Agency
Profile

Pittsburgh Regional Transit  
Downtown Service Center, 

623 Smithfield Street, Pittsburgh
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Strategic Planning

What is Strategic Planning?
Organizational. Strategic Planning is an organizational activity 
used to set priorities, focus resources, and ensure employees 
and other stakeholders are working toward common goals. 

Effective. An effective Strategic Planning process allows an 
organization to identify where it is going, actions required to get 
there, and the metrics to gauge its success. 

Collaborative. This plan is the result of a collaborative planning 
process that included extensive input throughout the organization 
and community. 

Critical. Strategic Planning is critical to enabling Pittsburgh 
Regional Transit to proactively plan for and respond to changing 
circumstances within its environment.

Why now?
In 2018, Pittsburgh Regional Transit focused its organizational 
planning efforts at a tactical level. Tactical plans typically have a 
scope of one year or less and describe the specific actions an 
organization will take to implement its overall goals. This resulted 
in numerous accomplishments helping to propel the organization 
to where it is today. Employing a tactical approach was 
instrumental in Pittsburgh Regional Transit overcoming significant 
organizational challenges including service modifications, state 
of good repair needs, and the COVID-19 pandemic. Pittsburgh 
Regional Transit leadership is intentionally pivoting to develop 
a Strategic Plan that clearly identifies the organization’s vision, 
mission, values, and goals for the next five years and directly 
supports implementation of projects and initiatives included in the 
Long-Range Transportation Plan (NEXTransit).

Key Elements of Strategic Planning 
In order to develop an agency growth strategy, it is necessary to have a 
deeper understanding of the way a transit agency works, as well as its 
position relative to its peers. As a starting point, the following three questions 
need to be answered:

Where is the agency now?  
(Environmental Assessment) 
This involves understanding as much about the agency as 
possible, including how it operates internally, what drives  
its financial viability, and how it compares with other peer  
transit agencies. 

Where do we want to take it?  
(Strategic Stance)  
Reassess the vision, mission, objectives, values, and goals. 
Where do we see the agency in five years? What should be 
the focus of the agency as mobility choices and competition 
expand through culture and technology advancement.

What do we need to do to get there?  
(Strategic Action) 
What changes need to be made to deliver strategic objectives? 

What is the best way of implementing those changes - what 
changes are required to the structure and financing of the 
agency and what goals and deadlines need to achieve the 
vision and mission of the organization? 

1

2

3
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Jeffery W. Letwin
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Saul Ewing LLP

Jennifer M. Liptak
County Manager
Allegheny County

Rep. Lori Mizgorski
Pennsylvania House of 
Representatives
District 30
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Pennsylvania Senator
District 45

Leadership

Michelle Zmijanac
Commissioner
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for Women
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Assistant Director 
Mobility and Transportation 
Initiatives at Allegheny County 
Economic Development

John Tague
Project Director
Western Pennsylavana 
Disability History and Action 
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Southwest Assistant Deputy 
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and Economic Development

Stephanie Turman
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Joseph C Totten III 
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The Reschini Group of Indiana

Nick Pisciottano
Public Accountant and Auditor
Pennsylvania House of 
Representatives

Board Members
Pittsburgh Regional Transit is governed by 
an 11-member Board of Directors, appointed 
by the Allegheny County Executive, leaders 
from both parties in the Pennsylvania 
House of Representatives and Senate, and 
the Governor of Pennsylvania. The Board 
sets policy and provides oversight for the 
funding, operation and expansion of the 
transit network. 
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Division Leaders

Chief Information Officer 
Jeffrey Devlin oversees 
internal and external 
technological advancements 
to improve public 
transportation access and 
services in Allegheny County. 

Chief Financial Officer
Donminika Brown oversees 
financial planning and 
budgets, as well as capital 
programs and grants.

Chief Legal Officer 
Mike Cetra oversees legal and 
consulting services, internal 
audit, claims and system safety 
departments, and the agency’s 
police department. 

Chief Human Resource 
Officer 
Inez Colon oversees HR core 
functions, including benefits, 
compensation, talent acquisition 
and development, employee 
and labor and union relations, 
civil rights and diversity, equity 
and inclusion, and fostering a 
positive and productive culture. 

Chief Operating Officer 
Transportation 
Mike Heidkamp oversees 
bus and rail operations, 
maintenance and operator 
training, special services, 
detours, and the electronics 
shop. 

Chief Engineer 
Greg O’Hare oversees 
planning, programming, 
engineering, and construction 
of PRT facilities and 
infrastructure.

Deputy Chief Operating 
Officer Maintenance

Rick Eanes oversees our four 
bus maintenance divisions, 
heavy and light rail car 
maintenance, and non-
revenue vehicle maintenance. 

Deputy Chief Operating 
Officer for Operations

Charles “Chuck” Reeves 
oversees our four bus 
divisions, light rail division, 
the Monongahela Incline, 
dispatchers, training, and 
facilities maintenance. 

Deputy Chief of Strategic 
Initiatives Officer 

Kelsey Shannon oversees the 
strategic initiatives department 
to identify innovative 
opportunities, spearhead 
strategic projects, and aligns 
with the agency’s sustainability 
goals.

Chief Communications 
Officer 
Jim Ritchie oversees 
marketing, public relations, 
government relations, 
customer service, advertising, 
and creative services. 

Chief Operating Officer 
Maintenance 

Don Rivetti oversees bus, 
rail, and non-revenue 
vehicle maintenance. He 
also oversees bus and rail 
procurement and warranty 
programs.

Chief Planning Officer 
Amy Silbermann oversees 
planning and service 
development, transit 
amenities, and transit 
scheduling functions.
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Agency Overview
Port Authority of Allegheny County (formally doing business as 
Pittsburgh Regional Transit as of July 1, 2022) was created on March 
1, 1964, after acquiring 33 private transit and trolley companies to 
become Allegheny County’s first unified transit system. 

Pittsburgh Regional Transit was established for the purpose of 
planning, acquiring, constructing, improving, maintaining, and 
operating a comprehensive public transportation system within 
Allegheny County by using the full powers of the Second Class 
County Port Authority Act. The powers of the Authority also include 
the ability to borrow money for costs of projects related to Pittsburgh 
Regional Transit and to issue negotiable, interest-bearing debt 
obligations. 

Pittsburgh Regional Transit has 2,600 employees that operate, 
maintain, and support bus, light rail, incline, and paratransit services to 
more than 27.3 million riders in 2021, with a pre-pandemic level of 64 
million in 2019. 

Monongahela Incline
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    Allegheny County
   745 square miles

Population:
1.2 million

light rail
26.2 miles; 81 vehicles

fixed route bus
730 buses

incline
2 inclined plane railroads

7 maintenance and
storage garages

79 bridges and  
11 tunnels

3 exclusive 
busways

ACCESS is a coordinated, shared-ride paratransit system offering 
door-to-door transportation for elderly and handicapped persons.

Network

Assets

Service Area

27.3 
million riders

in 2021

paratransit

Ridership



State of the
Agency

Cleaning and sanitizing buses during the pandemic
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Major Accomplishments
Pittsburgh Regional Transit has remained resilient despite major incidents 
with key infrastructure assets and a global pandemic. Highlighted internal and 
external accomplishments over the past five years are shown below. Internal 
accomplishments focused on improving operations within Pittsburgh Regional 
Transit, while external were designed to enhance the customer experience. 

   Internal:                                                                   

• Instituted pandemic safety measures for riders and employees

• Developed first comprehensive long-term Fleet Maintenance Plan

• Transitioned to new pension trustee saving Pittsburgh Regional Transit 
$400,000 annually 

• Refinanced 2011 bond series with estimated savings of $3 million annually 

• Removed barriers of employment opportunities through implementing 
“Ban the Box” 

• Formally adopted NEXTransit Long-Range Transportation Plan

   External:                                                                  

• Installed digital signage showing next bus and train arrival information

• Approved upgrades for 16 bus and rail stations

• Implemented new customer-friendly fare policy to enhance rider 
experience

• Increased OTP (on time performance) standards, increasing reliability  
for our customers 

• Implemented mobile ticketing service, the Ready2Ride app and  
system-wide free wi-fi for customers 

• Broke ground on Negley Station redesign

• Avoided route eliminations during COVID-19

Newly installed digital kiosk at Crafton Station on the West Busway
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Top Mobility Trends on the Rise Post-Pandemic1

1. Creating a more customer-centric rider experience

2. Harnessing the power of multimodal transportation

3. Sharing real-time data on everything, from arrivals to 
crowdedness

4. Employing on-demand transit service

5. Integrating contactless payments

1  Adapted from “The Future of Urban Mobility: 5 Transit Trends We’re Seeing for 2021” (Moovit.com)

Major Transit Trends in  
Allegheny County
The City of Pittsburgh has a high transit propensity, particularly in the central 
and northeastern neighborhoods. Transit demand can be influenced by multiple 
factors such as population density, employment, transit fares, service levels, and 
coverage extent. Prior to the COVID-19 pandemic, ridership remained steady since 
2015. Restrictions, shutdowns, and social distancing affected public transportation 
nationwide, negatively influencing transit ridership levels and fare revenue. 

Between July and September 2020, Pittsburgh Regional Transit had a 65% 
reduction in ridership when compared to the same period in 2019. It is unknown 
whether transit ridership nationwide will fully recover to pre-pandemic levels 
due to factors such as alternative work schedules (i.e. telework), e-commerce, 
transportation network companies (Uber, Lyft), and telehealth medical services. 
Further, as Downtown Pittsburgh has become less of a focus for the transit user, 
there is now a desire to connect directly from one outlying community to another 
without transferring.

As Pittsburgh Regional Transit emerges from the effects of a global crisis, 
the organization will continue to compete with shifts in the workforce model, 
automated vehicle technology, on-demand mobility and delivery services, and 
mode choice to restore transit ridership to pre-pandemic levels. 

Riders on the light rail system
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Operator Shortage
The pandemic prompted many workers to switch to job sectors with 
higher wages, lower risk of layoffs, and less exposure to health hazards. 
At the same time, the pandemic forced business closures, resulting in 
millions of workers being laid off. Many older workers also retired or left 
second jobs. A combination of these factors led to a labor shortage. The 
graphic to the right depicts a comparison of Allegheny County’s 2019 
and 2020 total employment and average weekly wage. 

The transit industry has been affected with nationwide operator 
shortages due to layoffs and early retirements during the pandemic. To 
attract new operators and retain current ones, transit agencies have had 
to adapt their post-pandemic recruitment approaches (offer competitive 
driver compensation, various cash incentives, payment for Commercial 
Drivers Licenses, etc.) to remain competitive with other companies vying 
for the same labor pool.

Between 2019 and 2020, employment in Allegheny County decreased by -14.6% 
(a loss of 103,069 workers). During that same time period, the average weekly 
wage for workers increased 8.5% ($99/week).

Allegheny County Change in Employment + Wages
2019-2020

550,000

600,000

640,000

700,000

Q2 2019 Q2 2020

705,797

602,728

1,100

1,120

1,140

1,160

1,180

1,200

1,220

1,240

1,260

1,280

Q2 2019 Q2 2020

$1,167

$1,266

PRT Transit Operators

Total Employment Average Weekly Wages
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Through the Infrastructure Investment and Jobs Act, Pennsylvania will receive a total of

$16 billion

$11.3 billion
Highway 

Construction & 
Repair

$1.6 billion
Bridge Program

$50 million
Airports

$3.2 billion
Federal Transit 

Funding

Financing Infrastructure Improvements
Congress passed the Infrastructure Investment and Jobs Act (IIJA) on November 6, 2021, addressing provisions related to the U.S. Department of 
Transportation’s highway federal aid, highway safety, motor carrier, research, hazardous materials, and rail programs. The bill authorizes surface 
transportation programs through FY2026, including unprecedented investment in highways, mass transit, and rail improvements. To help address 
climate change, IIJA funding is provided to build a national network of charging stations to assist the accelerated adoption of electric vehicles. 
Pennsylvania will receive approximately $171 million over the next five years to support charging station expansion throughout the Commonwealth.

Pittsburgh Regional Transit has directly received approximately $19.6 million in funding from the new infrastructure bill. These funds will go toward 
increasing public transit access through the improvement or installation of rider amenities and infrastructure. $2.5 million of Congestion Mitigation Air 
Quality (CMAQ) funding will be utilized to install or improve four miles of Pittsburgh Regional Transit-owned sidewalk within the transit network. Heavily 
used system stops will also be identified for installation of larger waiting areas. 

Additional funding opportunities include the Buses and Bus Facilities Program, which funds the replacement and rehabilitation of buses and related 
facilities, including technology modernization. The Low- or No-Emission Vehicle Program also provides competitive grant opportunities for buses and 
bus facility projects that support low and zero-emission vehicles.
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Commitment to Environmental Sustainability
In March 2016, Pittsburgh Regional Transit signed the American Public Transportation Association’s (APTA) Sustainability Commitment initiative. This 
ensures Pittsburgh Regional Transit will make sustainability a part of its strategic objectives. Agency staff is expected to understand sustainability goals 
and effectively evaluate their progress in meeting those goals using a sustainability inventory. Signatories are asked to report on their sustainability 
progress annually through a brief status update. For transit agencies at the Entry Level, such as Pittsburgh Regional Transit, these sustainability 
indicators include:

• Air pollutant emissions 

• Water usage

• Greenhouse gas (GHG) emissions and GHG savings

• Energy use (electricity, fuel)

• Recycling levels and waste 

As of April 2022, Pittsburgh Regional Transit has deployed eight battery-powered electric buses. The organization plans to incrementally replace 
its diesel bus fleet with zero-emission vehicles to reduce its overall carbon footprint. Procurement of new vehicles may be affected by the ongoing 
supply chain disruptions related to factors such as the COVID-19 pandemic, marketplace demand, manufacturing delays, etc. Additionally, Pittsburgh 
Regional Transit is aware of the unique, long-standing air quality issues in the region and is committed to including air quality as a priority in its upcoming 
Sustainability Plan. 

Electric bus in service
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Financial Assumptions
The COVID-19 Pandemic has had a tremendous 
financial impact on public transit nationwide; 
likewise, Pittsburgh Regional Transit has experienced 
similar challenges to its fiscal resources. Significant 
uncertainty remains as to the long-term impacts to 
Pittsburgh Regional Transit’s business model. 

For a more thorough look at Pittsburgh Regional 
Transit’s most recent budget book, please see the 
agency’s FY2022 Operating and Capital Improvement 
Budget book. 

Ridership in FY2022 has rebounded by approximately 50% from 
the pandemic lows of FY2021. The FY2023 budget forecasts a 15% 
ridership increase as in-person economic activity increases and local 
universities return to on-site classes.

Passenger revenue was budgeted at pre-pandemic levels in FY2021 
and FY2022 to ease invoicing of federal stimulus funding and reflect 
the reduction in revenue as a result of COVID-19. The FY2023 budget 
reflects passenger revenues consistent with FY2022 levels plus a 
growth factor of 15%.

The FY2023 Operating Budget is 5.1% higher than the FY2022 
Operating Budget due to contractual wage and benefit premium 
increases. Volatility in the market has also significantly increased 
diesel fuel costs.

In FY2023, Pittsburgh Regional Transit received a $22.3 million 
increase in state and county operating assistance. A significant 
amount of federal stimulus funding will offset the reduction in 
passenger revenues and structural imbalances.

Operating 
Subsidy

Expenses

Passenger 
Revenues

Ridership

PRT Northside Station

https://www.portauthority.org/contentassets/a87b421c115246c29b635b79f090cace/annual-budget-books/budgetbook2022.pdf
https://www.portauthority.org/contentassets/a87b421c115246c29b635b79f090cace/annual-budget-books/budgetbook2022.pdf
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RAD Funding 
1%

Operating Revenue by Source Operating Expenses by Source

State Operating 
Assistance 

52%

Passenger Revenue 
19%

ARPA Federal 
COVID-19 Subsidy 

Funds 
18%

County Drink Tax 
7%

Capitalizations 
8%

Other Revenues 
1%

Contracted Services 
2%

Salaries + Wages 
38%

Pensions + Employee 
Benefits

35%

Materials + Supplies 
11%

ACCESS 
6%

ACCESS Program 
Service 

2%

Purchased Services 
5%

Other Expenses 
2%

Provision + Injury 
 1%

Utilities 
2%

Leases + Rentals 
<1%

Source: FY2023 Budget Book

Total Operating Budget 
$518,974,705
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FY 2023 Capital Funding Sources

Approximately $185M is needed annually 
to support Pittsburgh Regional Transit’s 
current system in a state of good repair, 
based on the system’s costs over the next 
100 years. Historically, Pittsburgh Regional 
Transit’s Capital Budget included debt 
service, revenue vehicle replacements, 
fixed guideway improvements, facility 
improvements and support programs. The 
FY2023 Capital Improvement Program 
is unique; it contains final funding for the 
construction of an upcoming bus rapid 
transit project and a bus purchase of 107 
vehicles. This bus purchase represents the 
equivalent of two years worth of normal 
vehicle replacement levels.

Total Capital Budget 
$232,865,463

$1.8M

$0.55M

Facility 
Improvements 

(4%)

Fixed Guideway 
Improvements 

(43%)

Debt 
Service (8%)

Support  
Programs (4%)

  107 New Buses

 $94,975,200 

  Light Rail Vehicle  
Replacement Program 

$1,000,000 

  2020 Series Bond 
Debt Service

$18,600,500

  Rail, Bus and Park and Ride 
Facility Improvements 

$9,863,808

  Fixed Guideway Rail and Bus 
Improvements 

$6,650,000 

  Bus Rapid Transit 
(Construction) 
$86,090,955 

  Non-Revenue Support Vehicles and 
Shop Equipment 

$1,550,000 

  Transit Enhancements and IT Programs 
$6,185,000 

Revenue Vehicle 
Replacement  

(41%)

  Bridge and Tunnel 
Improvements 
 $7,950,000 
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Demographic Trends
From 2010 - 2020 Allegheny County’s population has increased 2.2% 
from 2010 to 2020. The NEXTransit Plan noted population within the 
county is shifting outward to the county’s edges. Communities in the 
northern and western portions of the county (along with some city 
neighborhoods) are growing significantly, while some communities east 
of the city have significantly declined. Overall, the number of residents 
65 years of age and older has increased slightly (+2.6%), highlighting the 
county’s aging population. The percentage of residents living below the 
poverty level has been stable at -0.4%. 

Top 10 Employers
by Employment Level for 2021 Q4 2

1. UPMC
2. University of Pittsburgh
3. Federal Government
4. PNC Bank 
5. West Penn Allegheny  
 Health

6. Giant Eagle 
7. Allegheny County
8. Carnegie Mellon University
9. Allegheny Clinic
10. Bank of New York Mellon

Employment Demographics
The City of Pittsburgh continues to have the highest concentration of jobs in Allegheny 
County. Large technology and Fortune 500 companies and institutions have  
established offices in Pittsburgh, creating employment and educational opportunities.

Employment Proximity
The area’s dominant economic sectors, education and medical services, have 
important standalone locations outside of Pittsburgh and other primary employment 
centers. The clustering of employment near the fixed guideways in Allegheny County 
represent approximately 55% of all jobs within the county. Significant employment hubs 
exist outside the fixed guideways and represent potential opportunities to grow the 
rapid transit network, as shown on the map to the right. Fixed guideways include light 
rail and dedicated busways.

While not shown on the map, residential clustering around the current fixed guideways 
is less significant. Only 22% of Allegheny County’s population lives within a half-mile 
of the rapid network. Residential development continues to grow most in the northern 
and western regions of the county, areas not currently served by high-speed transit. 
The new development is also occurring at a low-density, making it difficult to provide 
transit service at an affordable cost. source: Pittsburgh Regional 

Transit’s NEXTransit Plan 
(2021)

2 PA Dept of Labor & Industry Center for Workforce Information & Analysis 



Strategic  
Framework

Transit Oriented Development at East Liberty 
Station on the East Busway
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Reimagined Vision and Mission
Pittsburgh Regional Transit revisited its mission, 
vision, and values during the Strategic Planning 
process. Previously, Pittsburgh Regional Transit’s 
vision was to “become America’s premier 
public transportation company” with a mission 
“to connect people to life.” Emerging from the 
pandemic, the Leadership Team believed it was 
appropriate to update its strategic framework to 
reflect the direction of the organization over the 
next five years.

P1 Bus on East Busway in Pittsburgh

Vision: 
Be our region’s transportation 
mode of choice by delivering 
an innovative network 
that is clean, sustainable, 
and equitable; a network 
that enables individuals, 
businesses, and economies  
to thrive. 

Mission: 
Advance our region by 
investing in our communities 
and connecting people in a 
safe, equitable, and reliable 
manner.
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Values
Values are beliefs that seldom change and guide an organization. They are deeply held convictions, priorities, and underlying 
assumptions that influence attitudes and behaviors of an organization. Strong values are how organizations gain reputations for 
leadership, innovation, and customer satisfaction. 

Collaboration
We promote a culture of 

collaboration internally between 
divisions as well as with external 

stakeholders and customers.

Equity 
We strive to make decisions  
that are founded in equity,  
diversity, and inclusion.

Safety
We pride ourselves in  

prioritizing the health and  
well-being of our riders  

and employees.

Flexibility 
We incorporate adaptability  
into our culture and services to 
implement a responsible,  
sustainable transit network.

Customer Service 
We interact with our customers in  

a courteous, reliable, and  
transparent manner.

Integrity
We operate in a manner that is  
ethical, trustworthy, and reliable 
and place these at the center of 
our commitments to the public, 
stakeholders, and employees.
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Strategic Goals

ACCOUNTABILITY
Institute operational processes to 
serve our region in a transparent, 
equitable manner that aligns with 
Pittsburgh Regional Transit’s mission 
and goals.

Accountability is incorporating business 
practices and tools that permit Pittsburgh 
Regional Transit to continuously improve 
its ability to provide and operate a 
safe, equitable, and reliable network. 
It is the responsibility of Pittsburgh 
Regional Transit leadership to deliver a 
balanced and sustainable operations and 
capital program, while ensuring work is 
performed and managed efficiently and 
effectively in support of the organization’s 
mission and values.

RESILIENCY
Adapt and respond to new and 
changing conditions through 
proactive policies, processes, and 
initiatives.

As a transit agency, it is important to 
beprepared and responsive to unforeseen 
situations such as environmental 
conditions, political decisions, or transit 
system incidents. Pittsburgh Regional 
Transit’s goal is to always remain agile 
and quickly adapt to challenges that 
could affect the operations, success, and 
sustainability of the organization.

CUSTOMER 
EXPERIENCE
Center the customer and community 
by providing safe, equitable, and 
reliable service.

Pittsburgh Regional Transit defines 
customers as any person, entity, or 
constituent it interacts with to advance 
transit initiatives. It is critical to understand 
diverse customer perspectives and 
proactively anticipate their needs when 
making decisions that support PRT’s 
mission.
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ACCOUNTABILITY
Institute operational processes to serve our region in a transparent, equitable manner that aligns with Pittsburgh 
Regional Transit’s mission and goals.

Demonstrate high 
organizational efficiency 
and effectiveness

Implement financial 
management practices 
that improve the viability 
of the organization

• Establish an innovative funding team to develop new, diverse funding strategies through 
traditional and non-traditional revenue sources 

• Create a team to facilitate data-driven decision-making that tracks key performance 
indicators (KPIs) and efficiencies through organizational reporting and dashboards

• Achieve targeted customer satisfaction across all categories of ridership

• Create a knowledge management function that documents and stores key organizational 
processes and procedures, ensuring information is captured and accessible

• Develop processes and tools to increase the accountability and viability of the agency’s 
finances

• Develop a capital contingency fund equal to 1.5 times annual debt service

• Maintain debt service coverage ratio of 2x or higher

• Implement policies that convert paper to electronic processes by 35% to minimize waste, 
expedite employee and vendor transactions, enhance decision-making, and reduce risk 
of fraud

OBJECTIVE 1

OBJECTIVE 2

OUR STRATEGIES

OUR STRATEGIES
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Provide and facilitate 
equitable opportunities 
to encourage prosperity 
in our communities

Establish social 
responsibility by being 
an active and consistent 
community partner

• Prioritize investments and economic development opportunities within underserved 
communities (i.e. neighborhoods, affordable housing, greenspaces, and planning)

• Develop Equity Plan to advance equitable impacts and outcomes on people and 
neighborhoods most affected by agency actions

• Increase utilization of Historically Underutilized Business (HUB) contracts by 25%

• Proactively engage regional stakeholders (i.e., public, private, and non-profit) to maximize 
partnerships, explore creative funding opportunities, and champion transit initiatives 

• Expand community outreach with neighborhood leaders to deepen relationships, 
promote reciprocal information sharing, and empower our community in the decision-
making process

• Initiate a Strategic Partnerships function to foster innovation, creativity, and social impact

• Build trust with neighborhoods in Pittsburgh Regional Transit’s service area through 
increased transit oriented policing initiatives

OBJECTIVE 3

OBJECTIVE 4

OUR STRATEGIES

OUR STRATEGIES

ACCOUNTABILITY
Institute key operational processes that produce exceptional service to customers in a transparent, equitable manner 
that aligns with Pittsburgh Regional Transit’s mission and goals.
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OBJECTIVE 5 OUR STRATEGIES

ACCOUNTABILITY
Institute key operational processes that produce exceptional service to customers in a transparent, equitable manner 
that aligns with Pittsburgh Regional Transit’s mission and goals.

Achieve recognition 
as a national leader in 
implementing innovative 
environmental solutions 
and climate initiatives

• Adopt and start to implement a Sustainability Plan in 2023

• Hire a Sustainability Manager and designate a Sustainability Committee representative from 
each Division to structure, coordinate, and implement projects in an efficient and effective 
manner

• Commit to implementing and delivering 70% or more projects in capital investment programs 
that support Sustainability initiatives
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RESILIENCY
Adapt and respond to new and changing conditions through proactive policies, processes, and initiatives.

Create long-term financial 
stability through diverse 
revenue sources.

Implement a Risk 
Management Program to 
evaluate, leverage, and 
respond to organizational 
risks and opportunities

• Establish an innovative funding team to develop new, diverse funding strategies through 
traditional and non-traditional revenue sources 

• Centralize the grants evaluation process to collaboratively prioritize organizational funding 
opportunities

• Establish and annual risk assessment program that identifies and tracks risks, provides 
structure and coordination through weighted risk rankings, and serves as a leadership 
decision-making tool for prioritizing organizational assets and resources

• Introduce program assessments to assist departments in monitoring the health of key 
programs and initiatives through the performance of annual Strength, Weaknesses, 
Opportunities, and Threats (SWOT) analyses

• Develop annual government relations goals to support innovative transit opportunities 
and proactively manage risk

OBJECTIVE 1

OBJECTIVE 2

OUR STRATEGIES

OUR STRATEGIES
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Develop and maintain 
a culture that supports 
innovation through data-
driven decisions

Attract, develop, and 
retain an agile workforce

• Institute a change management program to proactively support the culture shift necessary 
to meet the goals of the Strategic Plan

• Increase the number of non-rep. employees trained on business process improvement 
methodologies to 8% of the workforce by 2027

• Develop succession plans and programs such as leadership and employee development, 
and knowledge-sharing with peer agencies

• Develop and institute consistent annual employee surveys to improve employee 
engagement and morale\

• Perform 360-degree assessments for all management personnel and provide training for 
identified areas of opportunity

• Attain recognition as a Top 20 Employer in the Pittsburgh region

• Collaborate with local education institutions (inclusive of trade and technical) and 
organizations to influence student and Pittsburgh Regional Transit course development 
that address critical skills and generate a pipeline necessary for the workforce of the future

OBJECTIVE 4 OUR STRATEGIES

RESILIENCY
Adapt and respond to new and changing conditions through proactive policies, processes, and initiatives.

OBJECTIVE 3 OUR STRATEGIES
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Develop infrastructure 
needed to support 
NEXTransit zero 
emission fleet by 2045 
goal

• Develop and implement a Zero-Emissions Fleet Plan by June 2024

• Complete Climate Action Plan and begin implementation by 2024

• Develop incremental targets for becoming carbon neutral

RESILIENCY
Adapt and respond to new and changing conditions through proactive policies, processes, and initiatives.

OBJECTIVE 5 OUR STRATEGIES
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CUSTOMER EXPERIENCE
Center the customer and community by providing safe, equitable, and reliable service.

Provide exemplary service 
to collect, listen, and 
respond to customer 
feedback to meet 
changing needs.

 

• Design customer survey trend analysis framework to accurately capture feedback that 
guides development of transportation options, information technology improvements, 
equitable access, employee and customer satisfaction, and service accessibility and needs

• Achieve targeted customer satisfaction across all categories of ridership

• Expand voice of the customer (VOC) channels to collect satisfaction data from a wider 
range of demographics (age, gender, nationality, etc.)

• Install Interactive Voice Response (IVR) systems for Benefits Department to increase 
employee efficiency, satisfaction, and reduce operational costs

• By 2026, upgrade and expand audio and signage functionality at bus and rail stations to 
improve digital communications with customers

• Implement Customer Education Campaign to expand public awareness of PRT programs, 
incentives, initiatives, and services

OBJECTIVE 1 OUR STRATEGIES
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Operate an equitable 
transit system that supports 
thriving communities 

Maintain safety incident rates 
at or below the annually set 
Safety Performance Targets 
consistent with the Agency 
Safety Plan

• Improve service quality in high equity areas identified in the Equity Index  

• Monitor, track, and analyze investment impact in low income and underserved 
neighborhood programs and projects

• Establish fare structures that support greater regional access to transit ridership for all 
income levels while minimizing negative revenue impacts

• Expand ridership by attracting new riders to mobility-oriented options

• Enhance the organization’s safety culture through education, knowledge-sharing, and 
safety policies and procedures

• Produce annual public-facing “State of the Police Department” report to track crime trends, 
officer deployment, and community-oriented policing activities

• Establish an internal Safety Reporting and Improvements Dashboard to support 
implementation of agency-wide safety policies and procedures, and incident prevention 
throughout Pittsburgh Regional Transit

OBJECTIVE 2

OBJECTIVE 3

OUR STRATEGIES

OUR STRATEGIES

CUSTOMER EXPERIENCE
Center the customer and community by providing safe, equitable, and reliable service.

OBJECTIVE 2
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What’s 
Next?

Negley Station under construction  
(Spring of 2022)
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Strategic Plan Execution
Prior to the development of this plan, Pittsburgh Regional Transit 
took proactive steps to prepare itself for implementation of its 
strategic goals and objectives. The agency established the 
Strategic Planning Department. This organizational change 
provides a dedicated unit to monitor and manage performance 
and provide support for other departments within the organization. 
The Strategic Planning Department will make use of dashboards 
and scorecards to provide senior leaders with the support required 
to embrace data-driven decision-making. This data-informed 
approach allows for adjustments to the plan over its life-cycle, 
including revisions to strategies necessary to accomplish goals and 
objectives. 

The plan will cover fiscal years 2023-2028; however, periodic 
evaluation may trigger the need to start a new strategic planning 
cycle earlier. We are excited about the opportunities outlined in 
this plan, which will enable Pittsburgh Regional Transit to deliver 
exemplary services to our region. 

Example of PRT Key Performance Indicator (KPI) Scorecard available online at 
https://www.portauthority.org/inside-Pittsburgh-Regional-Transit/Transparency/

performance-metrics-and-system-data/ 

Annual 
Comparison

Annual 
Comparison

Average Daily Riders

Average On Time Performance

2019 2020 2021 2022

2019 2020 2021 2022

1,207

840
702

914

59%
66% 68% 67%

Route Scorecard
Choose a bus, incline or light rail route to see how it performs.

Route: 12 - McKnight
Day: Weekday

  Overall Agency 
  Scorecard

  Route 
  Scorecard

Select a Route Day Type
12 - McKnight Weekday
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Moving Forward
This plan represents the convergence of our aspirations and the imperative to push the boundaries of innovation, equity, and sustainability. Pittsburgh 
Regional Transit will use this plan to guide policy and programs that shape the institutional infrastructure needed to deliver a premier transit experience 
for the region. 

The goals support PRT’s five year vision of maintaining safe and reliable transit, while expanding investment in people and the communities in which it 
operates. The supporting strategies ensure accountability and innovation in an ever-changing environment. Pittsburgh Regional Transit understands it 
can further the success of the region through collaborative partnerships that align services with economic development opportunities and enhanced 
mobility initiatives. This Strategic Plan identifies actionable steps to implement strategic goals and ensure a commitment to organizational excellence. 

In an uncertain post-pandemic environment, PRT must be flexible as an agency and maximize its ability to influence mobility solutions in Southwestern 
Pennsylvania. Looking toward the future, inclusion of residents’ unique perspectives is vital to the success of Pittsburgh Regional Transit and the region. 
PRT is united by its values and desire for an equitable transit network that connects people to life and supports new investment to create thriving 
communities. 

At the heart of our work stands an ongoing commitment to the values that animate our mission.  
By taking bold action, we can achieve lasting, positive impacts for our region and our residents. 

New PRT branded bus


