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GeneralManager

A. Year established

B. First year services operated:

Background Information

C. Describe any special attributes of service area, such as major colleges or universities, large C. Describe any special attributes of service area, such as major colleges or universities, large 
factories, government centers, hospitals or health care centers, demographics, unemployment 
rate,  etc.:

D. Describe any unique circumstances (strike, flood, special events, etc.) over the last five (5) 

E. Notes and Other Comments:

D. Describe any unique circumstances (strike, flood, special events, etc.) over the last five (5) 
years that have adversely or positively affected Harrisburg in a substantial manner (i.e., 
ridership, finance, other):
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GeneralManager

A. Do all jurisdictions receiving service have representation on the board? Y  /   N
If no, which & why:

Y  /   N
If yes, who & why:

B. Are there any ex-officio members (other than Harrisburg management)?

Governance

If yes, who & why:

C. Describe the functions of the Harrisburg governing body & their committees and 
subcommittees:

D. Is the governing body consistently at full strength with all officer positions filled? Y  /   N
If no, why:

E. Do Harrisburg governing body members receive (check all that are appropriate):

___ Travel reimbursements for local travel to official events?
___ Transit fare media at a cost less than that of the general public?
___ Other (describe)

F. Describe the relationship between Harrisburg management and the governing board:

Y  /   N
Board or Cmte. Name Reports to # Reps Appointed By

G. Are there any Harrisburg advisory boards, committees, representatives, etc?

___ Newcomer Orientation
___ Site visit to other Agency(s)
___ Other Issue #1 __________

H. What assistance do you think the Harrisburg governing body could benefit from?

___ Site visit to other Agency(s)
___ Other Issue #1 __________
___ Other Issue #2 __________

I.  Notes and Other Comments:
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GeneralManager

A. Describe Harrisburg management team numbers, functional areas, strengths & 
weaknesses, any changes over past 6 years:

 Management

Immediate

Short Term (< 5 Yrs)

B. Describe any immediate or future challenges to management of Harrisburg:

Medium Term (5-10 Yrs)

Long Term (10+ Yrs)

C. Are there any present or future challenges to purchased transportation service operations or 
contracts:

If yes, describe and provide documentation:

Y  /   N
If yes, describe:

contracts:

D. Were there any special or unique situations beyond your control that may have 
affected your data for the years 2003-2008?

Y  /   N
If yes, how:

E. Do local financial contributions to the system – either in total or in their allocation 
by local government participant – affect the quantify, quality or type of services 
provided?

F.  Is there a formal succession plan for key management positions and functions?  
If yes, describe:

G. Notes and Other Comments:
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GeneralManager

A. What is the total amount of debt of Harrisburg for each of the last five years?

Finance

Y  /   N
Type Description Amount

Cash
Certificates of Deposit
Other

B. Is there an operating fund reserve account to cover revenue shortfalls?

Other
Other
Other

C. What other contingency plans do you have in place for unexpected revenue shortfalls?

D. Which line items in the budget have significantly exceeded last year's estimates?

E. What do you see as the most  likely ways to increase available operating revenues?E. What do you see as the most  likely ways to increase available operating revenues?

F. What do you see as the least  likely ways to increase available operating revenues?

G. What do you see as the most likely ways to contain costs in the coming year?

Page 5 of 88



GeneralManager

Y  /   N
If yes, describe why:

I. Are any financial participants more than 30 days arrears to the agency? Y  /   N

H. Has Harrisburg had issues with achieving successful audits in the last five (5) 
years?

If yes, describe participant(s), amount(s) & actions Harrisburg will take to resolve:If yes, describe participant(s), amount(s) & actions Harrisburg will take to resolve:

J.  Are there any legal or financial judgements against Harrisburg?
If yes, describe litigant(s), amount(s) & actions Harrisburg will take to resolve:

Do you have a line of credit?   What is it's status?  

K.  What is the agency's operating cash position?  Are you able to meet normal ongoing 

Do you have a line of credit?   What is it's status?  

L. What is the status of the most recent FTA Financial Management Oversight (FMO) Review?   

M. What is the status of the most recent FTA Triennial Review?  Pls. provide a copy and all 

N. Notes and Other Comments:

M. What is the status of the most recent FTA Triennial Review?  Pls. provide a copy and all 
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GeneralManager

A. What is Harrisburg's 'on-time' and 'missed trip' policy for fixed route service?

Operations & Scheduling

Y  /   N
If yes, describe:

B. Has Harrisburg had major fixed-route service changes over the last 5 years?

C. Does Harrisburg have performance metrics in place for private fixed-route fixed-

Y  /   N
If yes, describe:

How are these monitored?   Are they discussed with the governing body?

D. Notes and Other Comments:

C. Does Harrisburg have performance metrics in place for private fixed-route fixed-
service providers? 
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GeneralManager

A. Do you conduct passenger satisfaction surveys? Y  /   N
If yes, how often are they conducted?

Why are they conducted?

If no, what other methods do you use?

What changes have resulted from findings?

Customer Service

What changes have resulted from findings?

B. What community outreach activities has Harrisburg conducted?B. What community outreach activities has Harrisburg conducted?

C. What community outreach is planned?

Is there an ongoing program of outreach activities? Y  /   N

D.  What are the three most common complaints regarding service delivery from:D.  What are the three most common complaints regarding service delivery from:
Board Members:
The Local Press:
Existing Customers:
The General Public:

E.  What are the three most common compliments regarding service delivery from:
Board Members:
The Local Press:
Board Members:
The Local Press:
Existing Customers:
The General Public:

F.  How do you follow up on compliments/complaints?

___ via telephone ___ at bus stops ___ on board vehicles
___ via the Web ___ at intermodal centers ___ e-mail

G.  Does Harrisburg provide real-time information: (mark all that apply)

H.  Does Harrisburg provide trip planning services: (mark all that apply)

___ via telephone ___ at bus stops ___ on board vehicles
___ via the Web ___ at intermodal centers

H.  Does Harrisburg provide trip planning services: (mark all that apply)
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GeneralManager

I.  How does Harrisburg evaluate driver knowledge & friendliness?

J. What is Harrisburg's policy on ride checks  (periodic, triggered)? 

L. Notes and Other Comments:

K.  How does Harrisburg coordinate with service providers outside your service area?
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GeneralManager

B. Do you expect a change in maintenance cost/vehicle mile in the coming year? Y  /   N
Explain:

A. What is the largest single cost item in Harrisburg's maintenance budget?

Maintenance

Explain:

C. What vehicle maintenance functions do you outsource and to whom?

D. Does local government(s) provide any vehicle maintenance services? Y  /   N
If yes, describe them and if they are considered local match:

E. Does local government(s) provide any non-vehicle maintenance services? Y  /   N
If yes, describe them and if they are considered local match:

F.  Are there any outstanding maintenance needs? 
  Equipment:

  Facilities: 

  Staffing:  

  Training:  

  Parts:   Parts: 

  Other: 

G. Notes and Other Comments:
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GeneralManager

Compl. Yr. Amended
___ Travel Characteristics Surveys
___ Service Plans
___ Capital Expenditure Plans

A.  Has Harrisburg started or completed the following in the last 5 years?  Check & note 
year(s):

Planning

___ Capital Expenditure Plans
___ Emergency Preparedness Plans
___ Emergency Response Plans
___ Computer Disaster Recovery Plans
___ Transit Oriented Development (TOD) Plans
___ Major Investment Study/Alternatives Analysis (AA)
___ FTA New/Small Starts ('5309) Funding Request
___ FTA ('5309) Full Funding Grant Agreement (FFGA)___ FTA ('5309) Full Funding Grant Agreement (FFGA)

B. Are performance or service standards used to evaluate service changes? Y  /   N
If yes, describe how:

C. Is your service area inside one or more MPO/RPO areas? Y  /   N
If yes, do you coordinate TIP and long-range planning with the MPO/RPO? Y  /   N

If yes, what is your involvement with the MPO/RPO?

If no, why not?

D. How many FTE staff members does Harrisburg have devoted to:

___ Capital Planning ___ Operational Planning ___ Long-range Planning

E.  How often is existing service reevaluated? Every _____ Years  Months

F.  How often is planned service reevaluated? Every _____ Years  Months

D. How many FTE staff members does Harrisburg have devoted to:

G. Does Harrisburg have design standards for: (check all that apply)

___ Landscaping ___ Advertising & Marketing Materials
___ Signage ___ Buildings or other structures
___ Revenue Vehicles ___ Bus Stops (shelters, trash receptacles, etc.)
___ Non-revenue vehicles

H. Notes and Other Comments:

G. Does Harrisburg have design standards for: (check all that apply)

H. Notes and Other Comments:
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GeneralManager

A. How does Harrisburg track:
Incidents
Vehicle Crashes
Patron Injuries/Fatalities
Employee Injuries/Fatalities
Other

Safety & Security

Other

B.  What are the primary causes of:
Incidents
Vehicle Crashes
Patron Injuries/Fatalities
Employee Injuries/Fatalities
OtherOther

C. What policies are in place to reduce:
Incidents
Vehicle Crashes
Patron Injuries/Fatalities
Employee Injuries/Fatalities
Other

Y  /   N

Y  /   N
If yes, describe agencies & mechanisms:

D. Does Harrisburg have emergency policies and procedures in place?

E. Does Harrisburg coordinate emergency response with other local agencies?

If no, why not?

Y  /   N
If yes, describe:

F. Has Harrisburg conducted or participated in emergency drills or similar actions?

Y  /   N
If yes, describe:

Y  /   N
If yes, describe:

G. Do you have a plan to ensure the Harrisburg office could operate 'off-site'?

H. Notes and Other Comments:
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GeneralManager

A. Describe the relationship between Harrisburg management and each union:

Human Resources/Labor

B. Describe the relationships with any government units providing services to Harrisburg:

Y  /   N
If yes, describe stoppage cause, duration, resolution and impact on agency:

C.  Has Harrisburg had any labor-related service stoppages or disruptions in the 
last five (5) years? 

If yes, describe stoppage cause, duration, resolution and impact on agency:

Y  /   N

D.  Does Harrisburg use consultant resources for routine staffing needs?

Y  /   N
If yes, describe role(s) and amount(s)/year:

If no, why not?

E.  Does Harrisburg use consultant resources for special projects or unique efforts?

Y  /   N
If yes, describe type of project(s) and amount(s)/year:

If no, why not?

F. Notes and Other Comments:

E.  Does Harrisburg use consultant resources for special projects or unique efforts?

F. Notes and Other Comments:

Page 13 of 88



GeneralManager

A.  What are Harrisburg's five (5) most successful marketing approaches?

Marketing and Public Relations

B. How does Harrisburg measure marketing success?

C. How does Harrisburg reach out to historically under-represented populations?C. How does Harrisburg reach out to historically under-represented populations?

D. Does Harrisburg have a program/materials to educate disabled riders on 
equipment/services?

E. What efforts does Harrisburg have in place to attract non-captive riders?

___ English ___ German ___ Chinese
___ Spanish ___ Korean ___ Other________________

F.  In what languages does Harrisburg provide schedules, marketing materials and websites:

Y  /   N
If yes, when & describe:

G. Has Harrisburg received any special accolades or awards?

H.  Does Harrisburg archive newspaper articles, editorials and other media?

Y  /   N
If yes, describe how they are used:

I. Notes and Other Comments:

H.  Does Harrisburg archive newspaper articles, editorials and other media?
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GeneralManager

  Does the agency have a prioritized, but unconstrained capital plan? 

A.  Describe the process used to establish Harrisburg's capital program:

Capital Program

Item Description Amt ($k)

B. What major capital expenditures does Harrisburg have programmed for the next five (5) 
years?

C. Do you have unmet needs in your capital program? Y  /   N
If yes, describe:

D. What types of funding does Harrisburg pursue for capital initiatives?

E. Are expansions of Harrisburg's capital assets planned with concurrent increases 

Y  /   N
Explain:

Y  /   N

E. Are expansions of Harrisburg's capital assets planned with concurrent increases 
in operating funding sources?

F. Are major capital projects funded or projected to be shared with other Y  /   N

If yes, describe:

G. Notes and Other Comments:

F. Are major capital projects funded or projected to be shared with other 
government agencies?
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GeneralManager

A. What strategic IT investments has Harrisburg made in the last five (5) years?

B. What strategic IT investments do you anticipate Harrisburg making in the next five (5) 

Information Technology (IT)

Y  /   N
If yes, explain:

B. What strategic IT investments do you anticipate Harrisburg making in the next five (5) 

C. Are you satisfied with the state of Harrisburg's IT infrastructure/functionality?

If no, explain:

D.  Does the agency have a prioritized IT plan? D.  Does the agency have a prioritized IT plan? 

E. Notes and Other Comments:
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GeneralManager

Y  /   N

A. What is Harrisburg's overall DBE/WBE/MBE goal for procurement?

B. Has Harrisburg achieved the DBE/WBE/MBE goal for each of the last five (5) 
years?

Procurement

Y  /   N
If no, describe year & why not:

C. What management reports are available that describe procurement performance?

years?

Y  /   N
If yes, briefly describe:

Y  /   N

D. Does Harrisburg have procurement standards in place?

E. Do procurement policies or procedures present an impediment to efficient Y  /   NE. Do procurement policies or procedures present an impediment to efficient 
delivery of service?

Y  /   N

If yes, explain

F. Does Harrisburg do any pooled or joint purchasing with other agencies?

If no, explain

G. Notes and Other Comments:
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BoardMember

Interviewer Name
Interview Date

Harrisburg

Interview with Board Member

Interviewee Represents
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Phone Number
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BoardMember

B. Are you elected or appointed? Elected / Appointed
If appointed, by who?

Background Information

A. What was your first year as a Harrisburg board member?

If appointed, by who?

C. What is your primary line of work, training, or experience?

D. Describe your position(s) on the Harrisburg governing body over the last five (5) years:

E. What have been your accomplishments & what remain as challenges?
Accomplishments

Challenges:

F. What are the top three (3) accomplishments of Harrisburg over the last several years?

G.  Notes and Other Comments:G.  Notes and Other Comments:
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BoardMember

Governance

A. Describe the functions of the Harrisburg governing body, including any committees and 
subcommittees.

B. Is the governing body consistently at full strength with all officer positions filled? Y  /   N
If no, why and how might this be resolved:

C. Describe the relationship between the Harrisburg governing body and management:

D. Are there any other advisory boards or committees that you belong to? Y  /   N
Board Name Reports to Yrs in Role

Appointed  Elected
Appointed  ElectedAppointed  Elected
Appointed  Elected

E. What assistance do you think the governing body could benefit from?
___ Establishing Goals ___ Newcomer Orientation ___ Evaluation Training
___ Peer Exchange ___ Strategic Planning Trng ___ Site visit other agency (s)
___ Finance Training ___ Public Involvement Trng ___ Other  __________

Y  /   N

Y  /   N
If yes, describe topics & how productive they are:

F. Does the Harrisburg governing body have a written strategy or strategic plan?

G. Does the Harrisburg governing body routinely conduct retreats?

H. Are there challenges to the Harrisburg governing body (structure, functions, etc.) that if 
resolved would make the body more effective?

I. How does the board go about building political support for transit?

J.  Notes and Other Comments:J.  Notes and Other Comments:
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BoardMember

 Management

A. Describe Harrisburg management team members and their strengths & weaknesses:

Immediate

Short Term (< 5 Yrs)

B. Describe any immediate or future challenges to Harrisburg and how these might challenge 
the board:

Medium Term (5-10 Yrs)

Long Term (10+ Yrs)

C. Are there unused local option funding sources available to Harrisburg?

Y  /   N
If yes, what are they and why are they not used:

D. How does the board track and evaluate management and agency performance?

How often is this reviewed?

E. Notes and Other Comments:
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BoardMember

Finance

A. What contingency plans do you have in mind to manage any unexpected revenue 
shortfalls?

B. What do you see as the most likely ways to successfully increase Harrisburg's available 
operating revenues?

D. What do you see as the most likely ways to successfully contain costs in the coming year?

C. What do you see as the least likely ways to increase Harrisburg's available operating 

E. Notes and Other Comments:
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BoardMember

On Weekdays Y  /   N               If no, why:

On Saturdays Y  /   N               If no, why:
On Sundays Y  /   N               If no, why:

A.  Does the frequency of Harrisburg transit service provided meet the needs of the 
community?

Operations & Scheduling

On Sundays Y  /   N               If no, why:
On Holidays Y  /   N               If no, why:
For Special Events Y  /   N               If no, why:

B.  Do the hours of operation of transit service provided meet the needs of the community?
On Weekdays Y  /   N               If no, why:
On Saturdays Y  /   N               If no, why:
On Sundays Y  /   N               If no, why:On Sundays Y  /   N               If no, why:
On Holidays Y  /   N               If no, why:
For Special Events Y  /   N               If no, why:

C.  Does the availability of transit information meet the needs of the community? Y  /   N

D. Notes and Other Comments:
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BoardMember

A. How does the Board monitor and promote improved customer satisfaction?

Customer Service

B. What community outreach activities does the board regularly conduct?

Other board members
The local press
Existing customers
The general public

C.  What are the three most common complaints regarding Harrisburg service delivery from:

Other board members
The local press
Existing customers
The general public

D.  What are the three most common compliments regarding Harrisburg service delivery from:

Y  /   N

E.  How do Harrisburg's management and staff members follow up on complaints 
or compliments?

F. Notes and Other Comments:
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BoardMember

Y  /   N
If no, describe:

A. Does the fleet of Harrisburg vehicles appear to be properly maintained?

Maintenance

Y  /   N
If no, describe:

B. Do Harrisburg's buildings generally appear to be in a good state of repair?

C. Do bus stops and shelters generally appear to be in a good state of repair? Y  /   N
If no, describe:

D. Do other facilities/assets generally appear to be in a good state of repair? Y  /   N
If no, describe:If no, describe:

E. Are there any significant deficiencies or needs regarding existing facilities?

F. Are there plans or needs for any additional facilities?

G. Notes and Other Comments:
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BoardMember

A.  What short and long term planning does the Board and agency conduct? 

Planning

B. Does the Board review the following document?
___ Travel Characteristics Surveys
___ Short Term Service Plans
___ Transportation Development Plan (TDP)
___ Long Term Service Opportunity Plans
___ Capital Expenditure Plans___ Capital Expenditure Plans
___ Emergency Preparedness Plans
___ Emergency Response Plans
___ Computer Disaster Recovery Plans
___ Transit Oriented Development (TOD) Plans
___ Major Investment Study/Alternatives Analysis (AA)
___ FTA New/Small Starts ('5309) Funding Request
___ FTA ('5309) Full Funding Grant Agreement (FFGA)___ FTA ('5309) Full Funding Grant Agreement (FFGA)

C. What criteria do you consider when evaluating proposed service changes?  How do these 
relate to the agency's performance standards?

Every _____ Years  Months

D.  How often does the Harrisburg board reevaluate existing 
service? Every _____ Years  Months

E. What triggers the board to reevaluate existing service?

F. Notes and Other Comments:

service?

F. Notes and Other Comments:
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BoardMember

Employees:
A. Describe your view of Harrisburg regarding safety and security: 

Safety & Security

Riders:

Non-Riders:Non-Riders:

B. Are there any specific locations or activities where safety or security is a concern? Y  /   NB. Are there any specific locations or activities where safety or security is a concern? Y  /   N
If yes, describe:

C. Notes and Other Comments:C. Notes and Other Comments:
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AdvisoryCommittee

Interviewer Name
Interview Date

Harrisburg

Interview with Advisory Committee Member

Interviewee Represents
Name
E-mail
Phone Number
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Background InformationBackground Information
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AdvisoryCommittee

B. Who made your appointment to the committee?

Background Information

A. What was your first year as a Harrisburg committee member?

C. What is your primary line of work or experience?

D. Describe your position(s) on the committee over the last five (5) years:

E. What is the main reason you serve on the committee?

F. Are there any other advisory boards or committees that you belong to? Y  /   N
Board Name Reports to Yrs in Role

Appointed  Elected
Appointed  Elected
Appointed  Elected

G. What are the top three (3) accomplishments of Harrisburg over the last several years?G. What are the top three (3) accomplishments of Harrisburg over the last several years?

H.  Notes and Other Comments:
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AdvisoryCommittee

A. Is the committee consistently at full strength with all positions filled? Y  /   N
If no, why:

Governance

B. To whom does the committee provide input (i.e. board, management, etc)?

In what form is the input?

C. Does the committee routinely address issues such as: (mark all that apply)
___ daily operations ___ service planning ___ human resources
___ customer service ___ short-range planning ___ procurement
___ safety/security ___ long-range planning ___ information technology
___ finance ___ marketing & public relations

D. Does the committee have a written strategy or strategic plan? Y  /   ND. Does the committee have a written strategy or strategic plan? Y  /   N

E. Are there any written reports or recommendations from the committee? Y  /   N
If yes, describe the nature of them and how the agency responded:

F. Describe the relationship between the committee and Harrisburg management:

G. Describe the relationship between the committee and the Harrisburg board:
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AdvisoryCommittee

Immediate

Short Term (< 5 Yrs)

Medium Term (5-10 Yrs)

H. Describe any immediate or future challenges to Harrisburg and how these might challenge 
the committee:

Medium Term (5-10 Yrs)

Long Term (10+ Yrs)

I. What assistance do you think the committee could benefit from?
___ Establishing Goals ___ Newcomer Orientation ___ Evaluation Training
___ Peer Exchange ___ Strategic Planning Trng ___ Other #1 _____________ Peer Exchange ___ Strategic Planning Trng ___ Other #1 __________
___ Finance Training ___ Public Involvement Trng ___ Other #2 __________

J. In what areas do you believe Harrisburg does exceptionally well?

K. In what areas do you believe Harrisburg needs to improve?

L.  Notes and Other Comments:
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Maintenance

Interviewer Name
Interview Date

Interviewee Title

Harrisburg

Interview with Maintenance Representative

Interviewee Title
Name
E-mail
Phone Number
Years in this Position

Subject Areas
Background Information
Vehicle Maintenance $14,000,000 Vehicle Maintenance
Non-vehicle Maintenance
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Maintenance

A. Vehicle Maintenance expenditures by mode ($1000s): Direct Op Purch. Total

B. Directly Operated Average Fleet Age (#) Average Minimum Maximum

Background Information

B. Directly Operated Average Fleet Age (#) Average Minimum Maximum
/

C. How many full-time equivalent staff (FTE) are responsible for maintenance?

D. How do maintenance and operations work together? 

F. Is maintenance record keeping computer-based?  Y  /   N

E. Explain any changes in vehicle and non-vehicle cost trends in the last five (5) years:

F. Is maintenance record keeping computer-based?  Y  /   N
If yes, describe the level of automation:

G. Is maintenance trend analyses conducted? Y  /   N
If yes, describe how often and how the information is used:

H. Describe the non-revenue vehicle fleet:

I. What is the Harrisburg's target number of vehicles/mechanic?

J. Do you expect a change in maintenance cost/vehicle mile in the coming year? Y  /   N
Explain:

K. How does Harrisburg establish parts inventory requirements?

I. What is the Harrisburg's target number of vehicles/mechanic?

K. How does Harrisburg establish parts inventory requirements?

L. What training programs does Harrisburg have in place for maintenance staff?
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Maintenance

Revenue Vehicles:

Non-Revenue Vehicles:

Vehicle Maintenance

A. Describe the Harrisburg fleet routine maintenance plan:

Non-Revenue Vehicles:

B. How does Harrisburg track non-routine maintenance requests?
Revenue Vehicles:

Non-Revenue Vehicles:Non-Revenue Vehicles:

C. What procedures and reports are used to identify fleet or maintenance problems?
Revenue Vehicles:

Non-Revenue Vehicles:

Revenue Vehicles:

Non-Revenue Vehicles:

E. How are preventative maintenance plans monitored? 

D. Describe Harrisburg's preventative maintenance plan and schedule:

E. How are preventative maintenance plans monitored? 

F. What is the Harrisburg standard for adhering to the preventative maintenance plan 
schedule?

G. What is the present performance against the preventative maintenance plan standard(s)? 

H. How do you handle running repairs? 

I. How often do running repairs occur?
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Maintenance

J. What are the criteria for removing a vehicle from service?

K. What vehicle maintenance functions does Harrisburg outsource & why?

L. How are heavy repairs (engine, transmission, chassis) accomplished?  If Harrisburg's parts 
are sent out for repair, are Harrisburg's units returned?

M. How are body repairs accomplished?

N. How is towing accomplished:
Revenue Vehicles:Revenue Vehicles:

Non-Revenue Vehicles:

O. Describe the vehicle servicing process at vehicle pull-in:

P. Describe the roles and responsibilities for the following at vehicle pull-in:
Operators

Dedicated service line staff

Q. What other responsibilities do service line staff have?

R. What is the ratio of vehicles/service line staff?
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Maintenance

S. What are the record keeping procedures for:
Fuel
Fluids

T. Describe the flow of the service line:
Queue and overflow
Farebox dump & probe
FuelingFueling
Exterior wash
Interior cleaning
Parking
Other

U. How frequently do vehicles receive the following?
Routine exterior cleaning
Routine interior cleaningRoutine interior cleaning
Heavy interior cleaning

V. Describe the interface between maintenance, transportation and finance divisions:

W. Notes and Other Comments:
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Maintenance

A. Describe what comprises the facility:  (mark all that apply)
___ Offices ___ Running repairs ___ Vehicle storage (indoor) 
___ Cash handling ___ Routine maintenance ___ Vehicle storage (outdoor) 
___ Body Shop ___ Heavy maintenance ___ Parts storage
___ Lifts and pits ___ Special provisions/fuels ___ Fueling equipment
___ Other __________ ___ Other __________ ___ Other __________

Building & Non-vehicle Maintenance (complete one form/facility)

___ Other __________ ___ Other __________ ___ Other __________

B. Describe the major equipment in the facility: Adequate
Item 1: Y  /   N

If no, explain:

Item 2: Y  /   N
If no, explain:

Item 3: Y  /   N
If no, explain:If no, explain:

C. Is the facility unused or underused? Y  /   N
If yes, explain why:

D. Is the facility over-capacity? Y  /   N
If yes, explain why:If yes, explain why:

E. What are the outdoor vehicle storage issues? (mark all that apply)
___ Winter starting ___ Fumes ___ Backup onto street
___ Noise ___ Safety ___ Other 

F. Are servicing lanes adequate to prevent backup into street?  Y  /   NF. Are servicing lanes adequate to prevent backup into street?  Y  /   N

G. Describe how building maintenance is accomplished:

H. Has this facility exceeded or is approaching its useful life? Y  /   N

Y  /   N
If yes, explain:

J. Notes and Other Comments:

I. Does Harrisburg have a preventative maintenance program for this building?
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Safety

Interviewer Name
Interview Date

Harrisburg

Interview with Safety Representative

Interviewee Title
Name
E-mail
Phone Number
Years in this Position

Subject AreasSubject Areas
Background Information
Safety and Security
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Safety

A. How many full-time equivalent staff (FTE) are responsible for safety & security?

C. Employee safety: Crashes Injuries Fatalities

D. Customer safety: Crashes Injuries FatalitiesD. Customer safety: Crashes Injuries Fatalities

E. Notes and Other Comments:

A. How does Harrisburg keep track of:
Vehicle Crashes
Patron Injuries
Employee Injuries

B. What are the primary causes of:
Vehicle Crashes
Patron Injuries
Employee Injuries

C. What policies are in place to reduce:
Vehicle CrashesVehicle Crashes
Patron Injuries
Employee Injuries

Y  /   N
If no, do you plan to create one? Y  /   N
If yes, how is it implemented?

D. Does Harrisburg have a collision reduction plan in place?

If yes, how is it implemented?

E. What is Harrisburg's training policy on safety & security for new and existing operations?

F. What procedures are in place to report and respond to an incident?

G. Who is responsible for incident follow-up and what action(s) are taken?
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Safety

H. Are incident reporting forms readily available on vehicles and at facilities? Y  /   N

I. What crime prevention techniques are used on vehicles & facilities?

J. Does Harrisburg keep records of vandalism? Y  /   N
If yes, how many incidents occurred in the year?

Is the nature/quanity of incidents changing over time & how?
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InformationTechnology

Interviewer Name
Interview Date

Interviewee Title
Name

Harrisburg

Interview with Information Technology (IT) Representative

Name
E-mail
Phone Number
Years in this Position

Subject Areas
Background Information
Information Technology
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InformationTechnology

A. How many full-time equivalent staff (FTE) are responsible for IT?

B. How does Harrisburg count passengers?

C. What percentage of vehicles have GPS tracking technology: (as applicable or NA if not)

Background Information

C. What percentage of vehicles have GPS tracking technology: (as applicable or NA if not)

D. Notes and Other Comments:

Y  /   N
If yes, how many average "hits" does the site receive per month?

Describe the system and how well it is functioning:

A.  Does Harrisburg have web-based trip planning available?

Y  /   N

C. What software does Harrisburg use for:
On-vehicle farebox
Run cutting

B. Does Harrisburg provide 'real-time' vehicle location information on the web?

Run cutting
Paratransit scheduling
Finance & Accounting
Asset management

Timesheets & Payroll
Maintenance requests
Inventory management
Geographic Info. Sys.Geographic Info. Sys.

Y  /   N
If no, describe how it could be improved:

D. Are you satisfied with the state of Harrisburg's IT infrastructure?

E. Notes and Other Comments:
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Planning

Interviewer Name
Interview Date

Harrisburg

Interview with Planning Representative

Interviewee Title
Name
E-mail
Phone Number
Years in this Position

Subject Areas
$14,000,000 

Subject Areas
Background Information
Planning
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Planning

A. How many full-time equivalent staff (FTE) are responsible for planning?

B. First year service operated or planned to be operated: 

C. What major planning initiatives are underway, planned or recently completed by Harrisburg?

Background Information

D. How would you describe the nature of the existing Harrisburg ridership base?

C. What major planning initiatives are underway, planned or recently completed by Harrisburg?

Mostly Captive         Mostly Choice         Mix of Both       N/A

Routine, ongoing efforts:
Periodic (i.e., TDP at ~5 yr intervals):

D. How would you describe the nature of the existing Harrisburg ridership base?

E. Who participates in service planning?

Periodic (i.e., TDP at ~5 yr intervals):
Special / one time:

F. How are Harrisburg's passenger travel characteristics data collected?  How often?
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Planning

G. How are Harrisburg's passenger satisfaction data collected?  How often?

H. How do you determine "potential passengers" and plan to attract "choice" riders?

I. If Harrisburg's service area is in an MPO(s)/RPO, describe the involvement with the 

J.  How often is existing service reevaluated? Every _____ Years / Months

I. If Harrisburg's service area is in an MPO(s)/RPO, describe the involvement with the 
MPO/RPO:

J.  How often is existing service reevaluated? Every _____ Years / Months

K. When was the last major service change? Month_______   Year ________

L.  What triggers a reevaluation of existing service?  Describe how Title VI is considered:

M. Are service standards reviewed or approved by the governing body? Y  /   N
If yes, how often:

N. Describe the standards used to evaluate service changes:

O. Describe how those standards were used in a recent service change:
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Planning

P. Describe the 'other' factors used when reviewing current or potential new services:
(Examples might include funding availability/source, local sponsorship, etc.)

Q. Do you have a capital plan? Y  /   N

R. How often is planned service reevaluated? Every _____ Years / Months

S. Describe the community outreach activities Harrisburg has conducted in the last year:

T. Describe the community outreach activities Harrisburg has planned for the coming year:

U. Describe how comments received at public meetings/hearings are incorporated into plans:

___ Landscaping ___ Advertising & Marketing Materials
___ Signage ___ Buildings or other structures

V. Does Harrisburg have design standards for: (check all that apply)

___ Landscaping ___ Advertising & Marketing Materials
___ Signage ___ Buildings or other structures

___ Bus Stops (shelters, trash receptacles, etc.)

W. Notes and Other Comments:
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Planning

A. What data is collected on a regular basis: Method Frequency
Farebox data
Automated passenger counters
Driver counts
Passenger on/off counts 

Planning

Passenger on/off counts 
Max load checks
On time performance data
Passenger surveys
Customer satisfaction surveys
Other

B. Describe how the data are used in planning:B. Describe how the data are used in planning:
Farebox data
Automated passenger counters
Driver counts
Passenger on/off counts 
Max load checks
On time performance data
Passenger surveysPassenger surveys
Customer satisfaction surveys
Other

C. Describe how non-rider data is collected and used:

D. What other agencies assist in data collection or routinely provide information for planning? 

F. Describe the analytical processes, software & tools are used to evaluate planning data:

E. Describe how often service area characteristics are updated, the method and how they are 

F. Describe the analytical processes, software & tools are used to evaluate planning data:

47 of 88



Planning

G. How often are existing fixed route services evaluated?

H. What is the level of detail for evaluating each route? (mark all that apply)
___ Weekly ___ Trip ___ Other______________
___ Daily ___ Trip by bus stop

I. What are the metrics of route performance:I. What are the metrics of route performance:
___ Unlinked passenger trips Primary / Secondary
___ Linked passenger trips Primary / Secondary
___ Passenger boardings/directional mile Primary / Secondary
___ Farebox revenue Primary / Secondary
___ Other __________________ Primary / Secondary
___ Other __________________ Primary / Secondary

J. What triggers an evaluation of a route or service segment? (mark all that apply)
___ Periodic interval (specify) 
___ Financial shortfall requires service cuts
___ Passenger loads too high or too low
___ On time performance degrades
___ Changes to area service characteristics (i.e., new employer, redevelopment, etc.)
___ Changes to area demographics___ Changes to area demographics
___ Rider requests
___ Non-rider requests
___ Request by political jurisdiction
___ Other ____________________________________________

K. What are the horizon years for service planning?
Immediate (i.e., next driver pick to next year)Immediate (i.e., next driver pick to next year)
Short range (2-5 yrs)
Intermediate ( (5-10 yrs)
Long range (10-20 yrs)

L. Who participates in each range of planning effort? Short Inter. Long
 Planning staff
 Operations staff Operations staff
 Maintenance staff
 Capital programming staff
 Human resources staff
 Finance staff
 Other staff _______________
MPO(s) / RPO(s)
City(ies)City(ies)
County(ies)
Governing Board
Agency advisory committees
Business / civic groups
Other
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Planning

M. How are the short, intermediate and long-range planning efforts incorporated into:
TIP:
LRP:
HSTCP:
Other:
Other:

Proposal type
Magnitude (# buses, service hours/miles, $) 
Methodologies used to develop
Impacts forecast
Public input process

N. On a separate page, summarize Harrisburg's present service plan proposals 

including:

Public input process
Review process (mgm't, Board, MPO/RPO, etc.)

O. How is the service planning process documented? 

Y  /   N

P. Is there an established set of responsibilities and milestones for element of the 
service planning process? Y  /   N

Q. How is internal agency acceptance determined for the service planning process/results?

service planning process?

R. Describe the role of the following agencies in service planning:
MPO(s) / RPO(s)
City (ies)
County (ies)
Governing Board
Agency advisory committees
Business / civic groupsBusiness / civic groups
Other

S. Describe the review/approval role & process for service planning by:
Harrisburg staff:
Harrisburg management:
MPO / RPO 
Riders
MPO / RPO 
Riders
Public
Governing board
State DOT

T. Other than the annual budget approval process, are local financial contributors to 
Harrisburg asked to commit to funding the plan upon its approval?

Y  /   N

Harrisburg asked to commit to funding the plan upon its approval?
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Planning

U. Notes and Other Comments:
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Marketing

Interviewer Name
Interview Date

Interviewee Title

Harrisburg

Interview with Marketing Representative

Interviewee Title
Name
E-mail
Phone Number
Years in this Position

Subject Areas
Background Information $14,000,000 Background Information
Marketing and Public Relations
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Marketing

A. How many full-time equivalent staff (FTE) are responsible for marketing?

B. What is the primary marketing medium and budget?

Background Information

C. Describe any special marketing plans or programs with major employers in the region:

D. What are the top five (5) destinations for customers in the region?  Why?

E. How would you describe 'the press' coverage of Harrisburg service? (mark one)

___ Mostly Favorable ___ Mostly Unfavorable ___ Very Mixed

F. Notes and Other Comments:

E. How would you describe 'the press' coverage of Harrisburg service? (mark one)
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Marketing

A.  What are Harrisburg's five (5) most successful marketing approaches?

Marketing and Public Relations

Y  /   N
If yes, describe:

B. Does Harrisburg have measures of effectiveness for marketing and PR 
campaigns?

C. How does Harrisburg reach out to historically under-represented populations?

D. Does Harrisburg have programs/materials to educate disabled riders on 

Y  /   N
If yes, describe:

E. How does Harrisburg decide what languages to provide marketing materials in?

D. Does Harrisburg have programs/materials to educate disabled riders on 
specialized services and equipment?

F. Does Harrisburg have a marketing plan? Y  /   N
If yes, describe:

Y  /   N
If yes, describe how the archived material is used:

G.  Does Harrisburg archive newspaper articles, editorials and other media?

If yes, describe how the archived material is used:

H. Notes and Other Comments:
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CustomerService

Interviewer Name
Interview Date

Interviewee Title

Harrisburg

Interview with Customer Service Representative

Interviewee Title
Name
E-mail
Phone Number
Years in this Position

Subject Areas
Background Information
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Background Information
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CustomerService

A. How many full-time equivalent staff (FTE) are responsible for customer service?

Month_______   Year ________

Background Information

B. When was Harrisburg's last customer satisfaction survey?

C. Does Harrisburg have customer service evaluations:
for drivers? Y  /   N
for dispatchers? Y  /   N
for ticket sales staff? Y  /   N
for other staff? Y  /   N

D. Notes and Other Comments:
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CustomerService

Y  /   N
If yes, how often:

B. Document & describe any trends in the results of customer satisfaction surveys:

Customer Service

A. Does Harrisburg regularly conduct customer satisfaction surveys?

B. Document & describe any trends in the results of customer satisfaction surveys:

C. Describe any remedial actions resulting from customer satisfaction surveys:

D. What community outreach activities has Harrisburg conducted?  Describe their 
effectiveness:

E. What other community outreach is planned?

F.  What are the three most common complaints regarding Harrisburg service delivery from:

The Local Press
Customers
Board Members
Elected Officials

G.  Describe Harrisburg's compliments/complaints follow up protocols:

H.  How does Harrisburg evaluate driver knowledge & friendliness?H.  How does Harrisburg evaluate driver knowledge & friendliness?
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CustomerService

Y  /   N
If yes, describe with what agency and by what means:

I.  Does Harrisburg coordinate with service providers outside the service area?

J. What performance metrics are used to track customer service?

K. Notes and Other Comments:K. Notes and Other Comments:
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Finance

Interviewer Name
Interview Date

Interviewee Title

Harrisburg

Interview with Finance Representative

Interviewee Title
Name
E-mail
Phone Number
Years in this Position

Subject Areas
Finance (Operating)
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Finance

A. How many full-time equivalent staff (FTE) are responsible for finance?

B. How often does Harrisburg prepare an operating budget?

Background Information

C. What software system is used for accounting?

D.  Is accounting performed in-house or outsourced?

E. Explain any trends in operating costs:E. Explain any trends in operating costs:

F. Explain any trends in operating revenues:

G. Notes and Other Comments:

59 of 88



Finance

Finance

In-house /  Outsourced

B. What is Harrisburg's current bond rating?

A. What is the amount of outstanding debt of Harrisburg for each of the last five years?

C. What proportion of Harrisburg's grant applications are submitted on time?

D. What proportion of Harrisburg's grant payments are received on time?

If yes, describe why:

E. Has Harrisburg had issues with achieving successful audits in the last five (5) years?

D. What proportion of Harrisburg's grant payments are received on time?

If yes, describe why:

F. Describe the Harrisburg budgeting process:

G. What system is used for farebox revenue tracking on-vehicle?

H. What is the discrepancy threshold for investigating differences between farebox 

%

I. Describe the process for tracking cash flow from point of sale to account deposit:

H. What is the discrepancy threshold for investigating differences between farebox 
probe and actual receipts?

J. Notes and Other Comments:
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Procurement

Interviewer Name
Interview Date

Harrisburg

Interview with Procurement Representative

Interviewee Title
Name
E-mail
Phone Number
Years in this Position

Subject Areas
Background Information
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Procurement

A. How many full-time equivalent staff (FTE) are responsible for procurement?

Y  /   N
If yes, when was it last amended/updated?:

Background Information

B. Does Harrisburg have a formal procurement manual/policy?

If yes, when was it last amended/updated?:

C. What are Harrisburg's procurement amount thresholds for:

No formal procurement process

Selection from a list of pre-qualified suppliers

Formal RFP/RFQ required

D. What are Harrisburg's current DBE/MBE/WBE goals for procurements:

For parts

For other capital

For services

E. What was the value of Harrisburg's parts inventory for the most recent FY?

D. What are Harrisburg's current DBE/MBE/WBE goals for procurements:

 Year= Amount$=

 Year= Amount$=

F. What was Harrisburg's total expenditure on parts for the most recent fiscal year?

E. What was the value of Harrisburg's parts inventory for the most recent FY?

G. Notes and Other Comments:
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Procurement

Y  /   N
If no, describe year & why not:

Procurement

A. Has Harrisburg achieved its DBE/WBE/MBE goal for each of the last five (5) 
years?

B. Does Harrisburg have long-term contracts for fuel or other supplies?

If yes, describe:

C. What reports are available that track and describe procurement performance?

D. Describe the procurement process used for services and capital goods:

E. Notes and Other Comments:
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CapitalProgramming

Interviewer Name
Interview Date

Harrisburg

Interview with Capital Programming Representative

Interviewee Title
Name
E-mail
Phone Number
Years in this Position

Subject AreasSubject Areas
Background Information
Capital Program
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CapitalProgramming

B. What is the planned replacement life of: Miles (k) Years

Background Information

A. How many full-time equivalent staff (FTE) are responsible for capital planning & 
programming?

B. What is the planned replacement life of: Miles (k) Years

Automobiles

Buses

Over-the-road bus

School buses

Taxicab sedan

Taxicab station wagon

Taxicab vanTaxicab van

Trolleybuses

Vans

Vintage trolley / streetcar

Computers & Other Technology

C. How often does Harrisburg update its capital plan?

Every _____ Years  Months

D. How is capital planning and programming coordinated with the MPO(s)/RPO(s)?

C. How often does Harrisburg update its capital plan?

E. Notes and Other Comments:
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CapitalProgramming

A.  Describe the process used to establish Harrisburg's capital program:

Capital Program

B. What major capital expenditures does Harrisburg have planned for the next five (5) years?

Amt ($k)
Year 1:
Year 2:
Year 3:
Year 4:
Year 5:

B. What major capital expenditures does Harrisburg have planned for the next five (5) years?

Item(s)

Year 4:
Year 5:

C. Do you have unmet needs in your capital program? Y  /   N
If yes, describe:

D. What types of funding do you pursue for capital initiatives?

E. How do operating funding considerations enter the capital planning process?

F. Does Harrisburg have a local matching fund account?

E. How do operating funding considerations enter the capital planning process?

Y  /   N

G. Notes and Other Comments:

F. Does Harrisburg have a local matching fund account?
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OperationsScheduling

Interviewer Name
Interview Date

Harrisburg

Interview with Operations & Scheduling Representative

Interviewee Title
Name
E-mail
Phone Number
Years in this Position

Subject AreasSubject Areas
Background Information
Scheduling- 
Operations
Operations- On-street Supervision 
Operations- Personnel Management
Operations- Contracted Service
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OperationsScheduling

B.  What software system (or other method) is used to prepare blocks & runs for:

Fixed route bus?

Background Information

A. How many full-time equivalent staff (FTE) are responsible for scheduling & operations?

Fixed route bus?

It is used for: run pick requirements     service changes seasonally    other

Demand response?

It is used for: run pick requirements     service changes seasonally    other

C. What tracking technology is used to monitor and control service on Fixed Route Vehicles:

D. Notes and Other Comments:
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OperationsScheduling

A. Describe how Harrisburg schedules drivers for fixed route bus service:

Scheduling- Directly Operated Fixed Route Bus Service

B. How far in advance are drivers scheduled for a day's service? 

Minimum guarantee Y  /   N

C. What provisions of union contracts or Harrisburg policies/procedures affect driver and 
vehicle scheduling:

Minimum guarantee Y  /   N
# straight runs Y  /   N
# split runs Y  /   N
OT premimum Y  /   N
How OT premium is calculated (> 8 hrs / day, > 40 hrs/week) Y  /   N
Premiums for evening or weekend working hours? Y  /   N
Run pick requirements. Y  /   N
Other Y  /   NOther Y  /   N
Other Y  /   N
Other Y  /   N

Y  /   N

E. Do part-time operators have a different wage scale than full-time operators? Y  /   N

D. If Harrisburg uses part time operators, is their use limited ? 

E. Do part-time operators have a different wage scale than full-time operators? Y  /   N

F. Does Harrisburg have an extraboard? Y  /   N
If yes, explain how it functions:

G. How are operator schedules constructed: (mark all that apply)
___ Coordination with construction of service timetables
___ Standards for service frequency and span
___ Standards for vehicle loading
___ Standards for on time performance

H. How is feedback from ongoing service quality reports input into the scheduling process? H. How is feedback from ongoing service quality reports input into the scheduling process? 
___ Dispatchers
___ Road supervisors
___ Other operators
___ Customer's input
___ Non-customer input
___ Maintenance Dept.
___ Other  ___ Other  
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OperationsScheduling

I. Describe the steps you use to create operator schedules from the public timetables:
Headway calculations

Headway table

Blocking

RuncuttingRuncutting

Rostering

___ In-house review

J. How are service schedules compared and quality controlled against bus operator 
schedules?  (mark all that apply)
___ In-house review
___ Union review
___ pay : platform hour ratio
___ computerized
___ non-computerized
___ a goal of _______
___ the present ratio is _______

___ other metrics including _____________________________________________

schedules?  (mark all that apply)

___ the present ratio is _______
___ other metrics including _____________________________________________

K. Are all these procedures documented in a procedures manual?  Y  /   N
If yes, has a copy been provided? Y  /   N

L. Notes and Other Comments:L. Notes and Other Comments:
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OperationsScheduling

A. Explain how Operations and Maintenance departments interact and communicate: 
Bus assignments:

Bus cleanliness and complete functionality:

Operations- Directly Operated Fixed Route Bus Service

Other:

B. How are driver runs covered? 

C. What is the protocol if a driver is late or 'no-shows'? 

D. How are missed pull-outs covered?  

E. How are miss pull-outs recorded ?  

F. Are any adjustments made to compensate for a missed pull-out? Y  /   N
If yes, describe the process:

G. How are reliefs accomplished? G. How are reliefs accomplished? 
___ Report to garage - self transport to street
___ Report to garage - agency transport to street
___ Directly report to street
___ Report to garage - new pullout
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OperationsScheduling

Y  /   N
If yes, what is it:

Is the target being met: Y  /   N
If no, why is it not being met:

H. Does Harrisburg have a target for unscheduled overtime?   

I. If Harrisburg has an extraboard, how is it managed with regards to: 

Unscheduled OT:

Guaranteed time pay:

I. If Harrisburg has an extraboard, how is it managed with regards to: 

Sufficient numbers of personnel available at each shift change:

J. Who is responsible for recording routine and non-routine time records?

To what degree is this process automated? To what degree is this process automated? 

How is this information relayed to payroll and checked for accuracy? 

K. Notes and Other Comments:K. Notes and Other Comments:
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OperationsScheduling

A. Describe Harrisburg's approach to on-street supervision:

Operations- On-street Supervision of Directly Operated Fixed-Route Bus Service

B. How is coverage produced by day of week and time of day? 

Y  /   N
If yes, the goal is:

D. What is the present ratio of supervisors on duty to vehicles in operation? 

C. Does Harrisburg have ratio of supervisors on-duty / vehicles in operation goal? 

Y  /   N
If yes, describe where & why this approach is used':

E. Does Harrisburg use a fixed supervisor location approach?

Y  /   N
If yes, describe how coverage is assured across the system:

F. Does Harrisburg use a roving supervisor location approach?

G. What authority do street supervisors have to correct service deficiencies, how is this 
accomplished & what is the role of dispatch and maintenance in these situations?

H. What equipment is available to street supervisors?  (mark all that apply)
___ marked vehicles ___ radios ___ other
___ unmarked vehicles ___ AVL readouts ___ other

I. Is sufficient quality and quantity of equipment available? Y  /   N
If no, describe what and why:
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OperationsScheduling

On-time performance
Missed trips
Accident responses
Incident responses
Other 

J. Describe how Harrisburg measures on-street supervision performance:

Other 

K. How does Harrisburg handle service plan disruptions (weather, delayed passenger, etc.) 

L. Are there contingency plans for: (mark all that apply)
___ Weather ___ Accidents ___ Other disruptions
___ Disasters ___ Street closures 

M. Notes and Other Comments:
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OperationsScheduling

A. Does Harrisburg have an operations manual?  
Y  /   N

If yes, is it up-to-date? Y  /   N

B. How are staffing needs anticipated in advance:
Projected and budgeted:

Operations- Directly Operated Personnel Management

Projected and budgeted:

Recruitment and hiring:

Training:

Coordinated with HR:Coordinated with HR:

Anticipating paid and unpaid sick leave, FMLA, IOD, other absences:

C. Briefly describe the bus operator training process and duration:

D. Is bus operator training assessed against new operator performance?  Y  /   N
If yes, how:

If not, why? 

E. How might the bus operator training be improved?

F. How is an individual operator's performance monitored? (mark all that apply)
___ Covert ride checks ___ Overt ride checks
___ Customer feedback ___ On-time performance records
___ AVL ___ Other observation techniques and technologies

G. How are operator performance findings coordinated with HR?  
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OperationsScheduling

A. Describe the nature and location of bus services operated under contract, by contractor:

Operations- Contracted (Purchased) Fixed-Route Bus Service

B. What are the contract's major operational provisions?

C. What is the basis for payment?

Y  /   N

Daily

D. Does the contracting approach work well to meet Harrisburg's needs?

E. What are the roles and responsibilities of Harrisburg and the contractor for each service?

Daily
Weekly
Monthly
Real-time

F. Describe the contract's terms:
Start Date:
Duration:Duration:
Option years:
Payment approach:
Penalties:
Incentives:

G. Are there performance standards in the contract? Y  /   N
If yes, describe how they are monitored:If yes, describe how they are monitored:

Y  /   N
On-time performance records
Ride checks - covert,  overt

H. Does Harrisburg monitor contractor provided service? (mark all that apply & 
describe)  

Ride checks - covert,  overt
Customer feedback
AVL 
Other observation techniques and technologies
Coordination with contracts or management

I. Notes and Other Comments:
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HumanResources

Interviewer Name
Interview Date

Interviewee Title

#REF!

Interview with Human Resources Representative

Interviewee Title
Name
E-mail
Phone Number
Years in this Position

Subject Areas
Background Information
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Background Information
Human Resources/Labor
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HumanResources

A. How many full-time equivalent staff (FTE) are responsible for human resources?

Full-time Part-time Total
Vehicle operations -           -        -         

Vehicle maintenance -           -        -         

B. Harrisburg Harrisburg employee count by function:

Background Information

Vehicle maintenance -           -        -         

Non-vehicle maintenance -           -        -         

General administration -           -        -         

Capital -           -        -         

Total -           -        -         

# Employees Contract DatesC. What unions represent Harrisburg employees? # Employees Contract Dates
Union #1
Union #2
Union #3
Union #4
Union #5
Union #6
Union #7

C. What unions represent Harrisburg employees?

Union #7
Union #8
Union #9
Union #10
Non-Union N/A

D. Describe the relationships between management and each union:

Y  /   NE.  Has Harrisburg had any labor-related stoppages in the last five (5) years? Y  /   N
If yes, describe stoppage cause, duration, resolution and impacts on HR policies if any:

Y  /   NF. Do any collective bargaining provisions pose operational, financial or other 

E.  Has Harrisburg had any labor-related stoppages in the last five (5) years? 

Y  /   N

If yes, please explain:

F. Do any collective bargaining provisions pose operational, financial or other 
challenges?
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HumanResources

A. Describe the responsibilities of the HR department / unit.  Are there any other sub-units, etc. 
responsible for HR and/or labor relations?

Human Resources/Labor

B. Describe the organization of the HR (and any associated Labor Relations, etc.) 
departments.:

Y  /   N
If yes, what is the nature and extent of the assistance? 

C. Do you receive any assistance from other agencies, such as local government 
members of the agency?

%D. What is Harrisburg's total annual employee turnover rate?

E. What is Harrisburg's annual maintenance employee 
%

%

E. What is Harrisburg's annual maintenance employee 
turnover rate?

F. What is Harrisburg's annual operations employee 
turnover rate?

G. How has the Harrisburg employee turnover rate changed in the last 5 years?  Why?

Y  /   N

I. Are there any positions that have remained open for more than 30 days? Y  /   N

G. How has the Harrisburg employee turnover rate changed in the last 5 years?  Why?

H. Does Harrisburg use contract employees for any directly operated services (i.e., 
maintenance, cleaning, management, etc..)?  

I. Are there any positions that have remained open for more than 30 days? Y  /   N
If yes, in what function(s)?  

Is this causing a staffing shortage? Y  /   N
Is overtime above budgeted levels? Y  /   N
Are there positions which are difficult to fill?  Y  /   N

How is Harrisburg addressing this?

79 of 88



HumanResources

Collective-bargaining unit employees:

Non-collective-bargaining unit employees:

J. What are the vacation, sick leave, holiday and other leave policies for Harrisburg 
employees?   Where are these data documented? 

Non-collective-bargaining unit employees:

Collective-bargaining unit employees:

K. Describe Harrisburg pension/retirement benefits and how they are funded.  What is the 
actuarial condition of each account Harrisburg is responsible for?

Collective-bargaining unit employees:

Non-collective-bargaining unit employees:

Y  /   N

If yes, explain mechanisms and policies.  Provide relevant documentation.

L. Are wages or fringes for non-union personnel linked to another government 
agency, collective bargaining unit or other group or document.

Y  /   N
If yes, describe how often, remediation strategies, results and trends:

M. Does Harrisburg regularlly perform employee satisfaction surveys?

N. What is the employee grievance procedure?   

Is binding arbitration used to resolve employee disputes? Y  /   N
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Position How often?

O. What Harrisburg positions are subject to a performance review and how often?

P. What subject matters are covered in the Harrisburg employee performance review?

Y  /   N
If yes, list handbooks/roles:

Q. Does Harrisburg have employee handbooks based on employee role?

Are all employees issued a copy? Y  /   N
How often are handbooks updated?

Y  /   NR. Does Harrisburg have employee handbooks for each type of employee based on Y  /   N

Y  /   N

If yes, please explain:

S. Does Harrisburg have a published absenteeism/tardiness policy?

R. Does Harrisburg have employee handbooks for each type of employee based on 
full-time vs. part-time status?

T. What types of initial and ongoing training are provided for each Harrisburg employee 
classification?

How is training linked to employee and rider safety?  

Who provides the training?  Who provides the training?  
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U. What training is provided regarding emergency response procedures?

Is First Aid and CPR training and certification required or encouraged? Y  /   N

V. Describe training and retraining programs for special needs passengers, including, but not 
limited to, those using ADA complementary paratransit for all Harrisburg staff.

W. Describe any initial and ongoing training and retraining regarding customer relations for all 
Harrisburg staff:

X. Describe training required by Harrisburg of purchased transportation contractors/employees:

Does Harrisburg provide this training? Y  /   N

Y  /   NY. Does Harrisburg participate in neighborhood watch or block watch programs, 
commonly sponsored by local police forces?

Z. Notes and Other Comments:

82 of 88



ContractServiceProvider

Interviewer Name
Interview Date

Harrisburg

Interview with Contracted Service Company Representative

Interviewee Title
Name
Company
Address
E-mail
Phone Number
Years in this PositionYears in this Position

Subject Areas
Background Information
Coordination
Operations & Supervision
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A. How many full-time equivalent staff (FTE) work for your company on this contract?

____ Fixed Route Bus Operations

B. What types of services does your company provide to Harrisburg?

Background Information

____ Fixed Route Bus Operations
____ Shared-Ride or Other Paratransit Operations
____ Vehicle Maintenance
____ Scheduling
____ Other (describe)

C. What year did your company begin services with Harrisburg?

D. Does your company have service contracts with other transit providers in PA? Y  /   N
If yes, which agencies:

E. Describe any unique circumstances (strike, flood, special events, etc.) over the last five (5) 

F. Notes and Other Comments:

E. Describe any unique circumstances (strike, flood, special events, etc.) over the last five (5) 
years that have adversely or positively affected your service delivery to Harrisburg in a 
substantial manner (i.e., ridership, cost, etc):

F. Notes and Other Comments:
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Fixed-route scheduling
Paratransit scheduling
Routine vehicle maintenance

A.  How often does your company coordinate with Harrisburg regarding:

Coordination with Harrisburg

Routine vehicle maintenance
Non-routine maintenance
Fares & pricing
Service disruptions
Other incidents

B.  What are the protocols for handling & reporting the following to Harrisburg:

Vehicle breakdowns

Staff "no-shows"

Service DisruptionsService Disruptions

Vehicle accidents

Patron injuries

Fare collection

Cost over-runs

Vehicle Safety Concerns

Patron Safety Concerns

Stop Safety ConcernsStop Safety Concerns

Performance Standards
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A. Explain how Operations and Maintenance departments interact and communicate: 
Bus assignments:

Bus cleanliness and complete functionality:

Operations- Directly Operated Fixed Route Bus Service

Other:

B. How are driver runs covered? 

C. What is the protocol if a driver is late or 'no-shows'? 

D. How are missed pull-outs covered?  

E. How are miss pull-outs recorded ?  

F. Are any adjustments made to compensate for a missed pull-out? Y  /   N
If yes, describe the process:

G. How are reliefs accomplished? G. How are reliefs accomplished? 
___ Report to garage - self transport to street
___ Report to garage - agency transport to street
___ Directly report to street
___ Report to garage - new pullout
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A. Describe your company's approach to on-street supervision:

Operations- On-street Supervision of Directly Operated Fixed-Route Bus Service

B. How is coverage produced by day of week and time of day? 

C. Does your company have a supervisors on-duty / vehicles in operation ratio goal? Y  /   N
If yes, the goal is:

D. What is the present ratio of supervisors on duty to vehicles in operation? 

E. Does your company use a fixed supervisor location approach? Y  /   NE. Does your company use a fixed supervisor location approach? Y  /   N
If yes, describe where & why this approach is used':

F. Does your company use a roving supervisor location approach? Y  /   N
If yes, describe how coverage is assured across the system:If yes, describe how coverage is assured across the system:

G. What authority do street supervisors have to correct service deficiencies, how is this 
accomplished & what is the role of dispatch and maintenance in these situations?

H. What equipment is available to street supervisors?  (mark all that apply)
___ marked vehicles ___ radios ___ other
___ unmarked vehicles ___ AVL readouts ___ other___ unmarked vehicles ___ AVL readouts ___ other

I. Is sufficient quality and quantity of equipment available? Y  /   N
If no, describe what and why:
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J. Describe how your company measures and reports on-street supervision performance:
On-time performance
Missed trips
Accident responses
Incident responses
Other 

K. How does your company handle service plan disruptions (weather, delays, etc.)?

L. Are there contingency plans for: (mark all that apply)L. Are there contingency plans for: (mark all that apply)
___ Weather ___ Accidents ___ Other disruptions
___ Disasters ___ Street closures 

M. Notes and Other Comments:
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