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Project Overview – Administrative Policy and Procedure Development
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Phase I
Vision and Blueprint Development

Phase II
Development & Rollout of Policies and Procedures
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Recommendations
Vision - Organizational Alignment

Policies

Business Requirements

Tools & Forms 

Procedures

Execution/Management

Organization Mission We deliver quality, affordable transit services that link people, jobs 
and communities.

Deliver service, maintain infrastructure, communicate with 
customers, hire personnel, purchase materials, monitor service 
quality, comply with applicable laws and regulations, etc.

Customer service guidelines, purchasing guidelines, employment and 
benefits rules, financial management policies, employee conduct 
rules, etc.

Handling customer complaints, requisition for materials, hiring 
activities, travel reimbursement, employee discipline, building 
access, etc.

Technology systems/applications, job posting forms, travel 
reimbursement forms, ID cards, etc. 

Execution of procedures (including use of tools and forms), any 
activity undertaken within the scope of policy to support business 
requirements

1) Protect business 
operations

2) Protect financial 
integrity

3) Protect intellectual 
property

4) Comply with Laws 
and regulations

5) Define the Culture of 
an organization

Source:  Forrester Research, Inc. 

Purpose of 
Establishing Policies 

and Procedures:

Alignment of execution to mission (through policy and procedure) reduces 
confusion, improves predictability, guides decision-making at all levels, and 

drives overall efficiency. 
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Recommendations
Roadmap

Establish a Governance 
Structure 

Establish the basic functions of the future 
Governance group using external 

resources in a PMO capacity, to manage 
an accelerated update effort for 12-18 

months, while  forming, developing, and 
operating the new governance function.

Update Policies and 
Procedures

Implement three distinct efforts to update 
policies and procedures, using a blend of 
internal and selected external resources, 

including PMO support.

Implement an Online 
Policy and Procedure 

Catalog

Implement a tool or set of tools to 
automate the distribution of and access 

to policies and procedures.  The 
proposed solution would take advantage 

of existing tools, and provide a future 
checkpoint to determine if more 

advanced tools should be implemented.  Establish PMO

Establish Governance 
Function

Operate Jointly (12-18 mo.)

Transition to Governance

Quick Update
Work with existing materials and well-

understood processes to document and 
issue revisions quickly.

Key Policy Areas
Address key risk and opportunity areas 
using a blend of internal and external 

expertise.

Key Initiatives
Address policy areas which impact key 
initiatives to ensure that the promised 

benefits are realized over the long-term

Technology Integration
Coordinate with existing efforts/tools to 

upgrade web capabilities; establish 
core functionality defined in the vision.

Technology Checkpoint
Evaluate the need for additional 
functionality/technology after the 

governance structure is stabilized.

1 2 3

PolicyStructure Process Gaps Structure Process
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Policy Area

Process 1 
(incl. goals & metrics)

Process 2 
(incl. goals & metrics)

Process 3 
(incl. goals & metrics)

Procedure AP
Procedure OP 

Procedure AP
Procedure OP

Procedure AP
Procedure OP

Maintenance Functions

Recommendations
Future State Vision for CTA Policies and Procedures

Prioritization

Scheduled 
Maintenance 

Functions

Review

Draft

Approve

Revise

Consult

Maintenance 
Cycle

Review

Draft

Approve

Revise

Consult

Maintenance 
Cycle

• Regulatory changes
• Union contract 

decisions
• Board decisions
• New technology 

projects

• Business 
Requirements

• Board Ordinances
• Federal/State 

Regulations
• Union Contracts
• Industry Associations
• Technology/Systems

AP&Ps will be cataloged (existing & new)

and managed through a centralized online repository

Administration, Communication, and Compliance Functions

1
2

3
4

567

8

Mission Critical

Level 2

Level 3

Mission Critical

Level 2

Level 3

Internal and External 
References

Unscheduled 
Maintenance
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Recommendations
Proposed Timeline

Q1
2007

Q2
2007

Q3
2007

Q4
2007

Q1
2008

Q2
2008

Q3
2008

Q4
2008
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Establish/Initiate PMO
Establish Review/Steering Committee
Launch Projects
Program Management Activities
Transition to Policy Group
Confirm Group Charter and Positions
Recruiting/hiring/training
Develop Policy & Procedures
Normal Operations
Full transition from PMO
Confirm priority areas
Secure external resources
Design Policy & Procedure changes
Implementation and Training
Measurement and review
Confirm & schedule resources
Filtering & Scheduling
Development/Revision/Approval
Implementation & Training
Measurement & Review
Web Content Management
Specific web configuration
Launch/Monitoring/Updates
Technology Checkpoint
Decision

Key Milestone Monthly Review Meeting

Review Committee established

PMO transition complete

New group staffed

New group fully operational

Key area list confirmed
Contracts issued

New/Revised policy area launches
Performance reviews

Internal resource commitments confirmed
Tasks & deadlines confirmed

Design completed & initial launch
Deliverables

Go/No-go decision for a technology upgrade

Estimated break-even point 
for the effort is Q1 2009

Monthly approvals

Board Updates

(as needed)

PMO established

Accelerated 1-year effort 

Goal: To update and maintain administrative polices and procedures.
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Vision - Organizational Alignment
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Organization Mission We deliver quality, affordable transit services that link people, jobs 
and communities.

1) Protect business 
operations

2) Protect financial 
integrity

3) Protect intellectual 
property

4) Comply with Laws 
and regulations

5) Define the Culture of 
an organization

Source:  Forrester Research, Inc. 

Purpose of 
Establishing Policies 

and Procedures:Deliver service, maintain infrastructure, communicate with 
customers, hire personnel, purchase materials, monitor service 
quality, comply with applicable laws and regulations, etc.

Business Requirements

Policies
Customer service guidelines, purchasing guidelines, employment and 
benefits rules, financial management policies, employee conduct 
rules, etc.

Procedures
Handling customer complaints, requisition for materials, hiring 
activities, travel reimbursement, employee discipline, building 
access, etc.

Tools & Forms Technology systems/applications, job posting forms, travel 
reimbursement forms, ID cards, etc. 

Execution of procedures (including use of tools and forms), any 
activity undertaken within the scope of policy to support business 
requirements, etc.

Execution/Management

Goal:  To align day-to-day management with the CTA’s mission 
through effective policies and procedures. 



Recommendations
Vision - Policy and Procedure Management
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Policy Area

Process 1 
(incl. goals & metrics)

Process 2 
(incl. goals & metrics)

Process 3 
(incl. goals & metrics)

Procedure AP
Procedure OP 

Procedure AP
Procedure OP

Procedure AP
Procedure OP

Maintenance Functions

Prioritization

Scheduled 
Maintenance 

Functions

Review

Draft

Approve

Revise

Consult

Maintenance 
Cycle

Review

Draft

Approve

Revise

Consult

Maintenance 
Cycle

• Regulatory changes
• Union contract 

decisions
• Board decisions
• New technology 

projects

• Business 
Requirements

• Board Ordinances
• Federal/State 

Regulations
• Union Contracts
• Industry Associations
• Technology/Systems

AP&Ps will be cataloged (existing & new)

and managed through a centralized online repository

Administration, Communication, and Compliance Functions

1
2

3
4

567

8

Mission Critical

Level 2

Level 3

Mission Critical

Level 2

Level 3

Internal and External 
References

Unscheduled 
Maintenance



Recommendations
Vision – Governance Organization
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President 

Review Committee
Representation for Transit Operations, Construction/Engineering, Management/Performance, and Safety/Security

Governance
Management & Performance

Training
Transit Operations

(Responsibility for SOP’s)

Project Controls (QA/QC)
Construction, Engineering, & Facilities

Executive Vice President
Management/Performance

Program Management

Board New Groups

Temporary Groups

Legal Control - General Counsel

Financial Control – VP/Comptroller

Technology Control – VP Tech Mgmt
External Resources

Consultation/Facilitation with Stakeholder Departments

Transit Operations Management & Performance Construction, Engineering, & 
Facilities Maintenance



Recommendations
Phase II – Workplan Overview
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Q2 2007 Q3 2007 Q4 2007 Q1 2008
Accelerated One-Year Time Frame

Policy Area Development

Policy 
Area 1

Policy 
Area 2

Policy 
Area 3

Policy 
Area 4

Policy 
Area 5

Policy 
Area 6

Policy 
Area 7

Policy 
Area 8

Policy 
Area 9

Policy 
Area 10

Policy 
Area 11

Policy 
Area 12

Policy 
Area 13

Policy 
Area 14

Policy 
Area 15

Policy 
Area 16

Project Launch

Guiding Principles 
Review 
(Business 

Requirements)

Policy 
Development

Key Process 
Review

Procedure 
Development

Policy & 
Procedure 

Implementation

Policy Update #2 Policy Update #3 Final Policy Update (#4)Policy Update #1

Published Policies 
& Procedures in 

operationReview & Approval Processes

Program Management

Goal: To complete a substantial update within one year.
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Phase II – Prioritization of Efforts
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Importance to CTA Operations
Model developed to stratify policy areas by level 

of importance to CTA operations

Key Initiatives
Initial review of key CTA initiatives and the 

policy areas that affect/support those initiatives

Identified Opportunities
Cost savings, efficiency gains, morale 

improvements, or other opportunities identified

Project Considerations
Resource availability, funding availability, 

dependencies between policy/procedure areas, 
work completed to date, etc. 

Initial and On-going 
Prioritization of Efforts

Initial prioritization will be determined 
as part of the launch of the program 

management function and administered 
on an on-going basis by the new 

Governance group

Key Participants:  
Board 

Executive Management 
Policy & Procedure Review Committee

Governance Group
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• 70 high priority areas
• 212 medium priority area
• 208 low priority areas
• (other areas still to be defined)

• Funding Issues
• Construction Projects
• Schedule-to-Pay
• ERP & MMIS
• Bus Tracker

• Absenteeism
• Vacation & Leave
• Litigation
• Payroll accuracy
• Corrective Action Guidelines

• Internal Resources
• External Expertise (RFP)
• PMO Resources
• Approvals pending
• Funding

Goal: To allocate resources efficiently, to support key initiatives, 
and to generate benefits quickly.
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Project Overview - Next Steps
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Activity Time Frame

• Adoption of Future State Vision and proposed Roadmap
• Confirm consensus

Complete

• Quarterly Board Updates
• Review of project progress and participation
• Review of key policies

TBD

• Initiate Phase II
• Establish program management function
• Organize CTA resource participation
• Prioritize and launch efforts
• Begin detail planning for Governance group
• Procure professional services

TBD


