
Next Steps – KPI Program

TRANSIT OPERATIONS RECOGNITION & 
ACCOUNTABILITY 
Too often employees do not get regular feedback or only get 
feedback as the result of a negative incident (e.g., 311 complaint or 
safety violation) and daily achievements may go unrecognized. To 
address, Transit Operations is working to improve how we measure 
performance and celebrate staff achievements.

Performance Appraisals  
using KPIs : Our new KPI 
Performance Rating system is a 
data-driven approach to staff 
performance and focuses on 
transparent communication of 
expectations .

Celebrating our Staff: 
We are always looking for more 
ways to share staff success! We 
are doing this through 
celebrations, displays, and 
public recognitions.

Putting our Money  where 
our Mouth is : The SFMTA has 
worked with our Union Partners to 
ensure that MOUs include 
opportunities for financial 
incentives based on job 
performance.
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1
Define & Refine 
Target Metrics

2
Develop new data 
collection methods

3
Staff data starts to “count” 
and is fed into database

4
Use KPI Ratings to prepare 
Performance Appraisals

A Present Staff with 
Target Metrics

B Establish Individual 
Performance Plans

C Mid-year review 
including ratings

D Performance 
Appraisal Report

KPI Database

Raw Performance 
Data
Already Being Collected
• Trapeze
• OrbCAD
• Intelex
• Excel

New Collection Methods

Raw Employee Data
Job Role, Shift/ 
Attendance Data, 
Exceptions 
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“SMART” Metric Details for KPIs
What is 
measured, 
who it applies to,
target thresholds

Performance Appraisal

Employee Name Job Metric 1 Metric 2 Metric 3 Points

Taylor Swift 9136 78% 78% 98% 2.5

Steph Curry 9136 83% 53% 99% 3

Michelle Obama 9136 81% 58% 94% 3

Jeff Tumlin 9136 64% 99% 57% 3

Charles Darwin 9136 57% 87% 89% 1

Elliot Paige 9136 95% 92% 72% 2.5

Scott Joplin 9136 67% 94% 65% 2

Cesar Chavez 9136 58% 72% 94% 1.5

Etta James 9136 56% 94% 100% 3

James Joyce 9136 64% 79% 55% 2.5

Scarlett Witch 9136 65% 70% 79% 2

Mindy Kaeling 9136 71% 76% 52% 3

Jackie Chan 9136 89% 90% 78% 1

America Ferrera 9136 87% 59% 86% 1

Desired Performance 
Outcomes

Performance Plan

Trans it Operations  Staff Appreciation “Wall of Fame”

Operator of the Month Recognition Event

We are creating a collaborative performance appraisal environment where supervisors and staff can discuss objective success 
and identify specific improvements. We will develop objective feedback using new and existing performance tracking tools.

ASSESSMENT

We aim to improve workplace culture, job satisfaction and 
transportation outcomes through:
• Transparent and measurable goals for each employee
• A collaborative feedback approach rooted in performance 

improvement
• Recognition of achievements

SFMTA Board Workshop
February  7, 2023

Contact: Stewart Jones
Email: Stewart.Jones@sfmta.com

KPI = Key Performance Indicators 
+

Keep People Interested
Keep People Informed
Keep People Involved
Keep People Inspired
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