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CATS Quality Management System (QMS)

Our QMS is based on:

• ISO 9001:2015

• Federal Transit Administration (FTA) Quality 

Management System Guidelines

• CATS Agency Safety Plan (ASP)

• CATS Records and Information Management (RIM) 

Policy

• CATS Quality Policy
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CATS Quality Policy

“The Charlotte Area Transit System (CATS) is committed

to providing high-quality transit service to our ever-

expanding and diverse community. Quality, safety,

integrity, continuous improvement, and customer

satisfaction are the personal responsibility of each and

every CATS employee and contractor, as we strive to

meet or exceed the expectations of our stakeholders and

ridership.”
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Continuous Improvement of the QMS

1) Improved ease of access to CATS’ controlled quality

documentation via Master Document List

• CATS Documents link on Cnet (City of Charlotte 

Intranet)

• CATS Documents icon on employee desktops
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Continuous Improvement of the QMS (cont’d)

2) Improvements to auditing methodology

• Increased internal auditing pool (Bus, Rail, STS, 

Operations, etc.), with formal training (e.g., TSI, 

Transportation Safety Institute)

• Requirements for documented Root Cause Analysis 

(RCA)

• Analysis of relevance of metrics 
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Continuous Improvement of the QMS (cont’d)

3) Evaluation of document workflow alternatives

• Goal is to simplify (automate) the document life cycle

• Timely stakeholder communications

• Collaborative reviews with suggested revisions 

consolidated for all reviewers, into one document
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Continuous Improvement of the QMS (cont’d)

4) Onboarding and orientation

• Introduction of the QMS to new hires

• Introduction of the QMS to contractors/contracted 

employees
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Continuous Improvement of the QMS (cont’d)

5) Quality Assurance network security

• Restricted (i.e., read only) access to Quality Assurance

folders on the CATS network

• Controlled document folders are restricted; new 

revision updates are via distributed Word versions
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What Is CATS Trax?

CATS Trax is a quarterly performance scorecard that provides a

high-level snapshot of how our transit system is performing.

The CATS Leadership Team discusses results quarterly.
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What Is CATS Trax? (cont’d)

CATS Trax was designed to measure organizational success 

in 4 key areas:

EMPLOYEECUSTOMER
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Customer Satisfaction

CUSTOMER

• Evaluated thru bi-annual on-

board customer surveys for Bus 

and Rail, and annual telephone 

survey for STS 

• Net Promoter Score (NPS) is also 

taken into consideration

• On-time performance data for 

each mode 

• Number of customers for each 

mode 

• Customer (return) confidence 

survey
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Customer Satisfaction Metric:  NPS

Net Promoter Score (NPS):

This is a measurement of the willingness of customers to recommend 

a company’s product or service (i.e., % promoters - % detractors).  

The national average for the transit industry is 35%, while CATS 

scored 58% as of Q3 FY21.
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Customer Satisfaction Metric:  NPS (cont’d)
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Financial Stability

• YTD operating costs per 

revenue hour by mode (i.e., 

Bus, Rail, and STS), but does 

not include the Gold Line 

(streetcar); data from CATS 

Finance

• Average number of customers 

per revenue hour; data from 

CATS Planning
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Employee Success

EMPLOYEE

• Evaluated thru bi-annual on-

board customer surveys for Bus 

and Rail, and annual telephone 

survey for STS 

• Measure of customer satisfaction 

with CATS employees for each 

mode (i.e., Bus, Rail, and STS)

• Measure of customer satisfaction 

with CATS Call Center 

interactions for each mode

• New employee survey 

implemented
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Employee Success (cont’d)

Tactics Dashboard:

All CATS sections are responsible for developing and implementing 

quarterly tactics for continuous improvement.
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Community Impact

• Economic impact (using data 

from City of Charlotte)

• Community perception of 

community value (via annual 

community phone survey)

• Customers with access to 15 

minutes or better service

• Jobs created by transit and 

infrastructure (using data from 

internal studies and FTA 

reporting)
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CATS Trax Overview
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CATS Trax Metrics
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GOAL Benchmarking Group

• CATS is a member of the GOAL Benchmarking Group 

for North American Light Rail Systems

• Tracking and trending of data on innovations, finance, 

internal processes, and safety and environmental 

• Quarterly meetings to compare results, and discuss 

best practices



City of Charlotte

GOAL CATS Safety Highlights (2019)

• CATS has trended towards a decline in staff injuries 

per million hours of work (10 events)

• CATS staff accidents (incidents) per million hours of 

work, although relatively low, experienced the greatest 

impact in terms of lost time per incident (almost 800 

hours lost).

• CATS consistently ranks among the lowest in 

passenger injuries per million passenger boardings.
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Questions?

General Questions, 

Comments & Concerns
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Questions?

APPENDIX
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24

Customer Satisfaction Program Overview

• Statistically valid survey conducted onboard fixed route buses 

and LYNX light rail 1-2 times per year
• Paratransit survey conducted once per year by phone

• Customers rank the elements of service that are most 

important for CATS to focus on

• Covid-19 has impacted customer satisfaction focus
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