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Letter from 
The executive Director

Carrie Butler 
Executive Director

CB SIGNATURE

The Transit Authority of River City (TARC) recognizes the value and impact that a 
high-quality transportation system can deliver to our community. When I stepped 
into the Executive Director role in 2020, I knew it would be a critically important 
to take on a strategic planning effort, including a review of our mission and 
vision. Additionally, a new strategic plan affords the opportunity for newer Board 
Members and members of our leadership team to explore what TARC can be for 
our community, how we make improvements and changes, and how we should 
measure our progress toward goals. 

What’s been discovered during this process is that TARC is in a period of significant 
transformation. As you will learn in reading the plan, TARC will implement a 
variety of projects and programs over the coming year aimed at achieving our 
new vision to be the Greater Louisville community’s trusted and reliable mobility 
choice. Our plan provides the TARC team with guiding goals, projects, and 
programs to be implemented in the short-term to achieve longer-term outcomes.

TARC is committed to service that supports the needs of our existing customers, 
agency stakeholders, and the community at large through our new mission – 
Making Your Journey Our Priority.

We strive to be recognized as the regional leader in mobility solutions, and our 
continued pursuit of this vision has led to the development of this strategic plan, 

as well as our exploration of long-term financial models that facilitate longevity 
and sustainable innovation in mobility.  

In addition to the workplan of innovative initiatives, the plan puts forth a 
framework for measuring success for 2023 and beyond. 

It details TARC’s aspirations and the specific steps for attaining goals. In addition, 
it provides clarity around our vision for achieving excellence in customer 
experience, supporting employee engagement and professional growth, 
increasing our value with in the community, and achieving financial health. 

TARC’s 2023 Strategic Plan is both ambitious and actionable. No strategic plan 
should be an easy reach, and TARC is accepting the Challenge to Change. I truly 
believe that this plan will elevate TARC through a focused pursuit of excellence 
while guiding our vision for strategic success. 

Sincerely,

Carrie Butler 
Executive Director 3



Building  
The Plan
Steps In The  
Planning Process

2022  
January  

January 10, 2022
TARC management 
teams launched into 
the strategic planning 
process with a series 
of workshops to:
 •  Identify success 

outcomes
•   Refresh TARC’s 

Mission and Vision 
statements 

•    Articulate 
organizational  
Values

February

February 11-18
Work plan 
development 
commenced, 
capturing the 
most important 
projects, programs, 
and initiatives for 
TARC to achieve its 
success outcomes.

March
April -  May

June
July
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Executive 
Management 

Team  
Engagement TARC Board 

Engagement

Draft  
Strategic Plan  
Presentation 
to the TARC 

Board for  
Consideration

TARC Board 
Engagement

Work Plan 
development 
continued to 
narrow the field 
of projects, 
define scopes 
of work, identify 
project leaders 
and teams, and 
establish quarterly 
milestones.

TARC Targets 
Scorecard 
development begins 
to pinpoint metrics 
that matter to 
TARC success. 

Draft Strategic 
Plan document 
developed.

Planning for TARC’s 
successful 2023 fiscal 
year began in January, 
2022 with focused 
efforts by staff and 
Board members all 
striving for the common 
goal of delivering high 
quality services to TARC 
customers and value to 
the Louisville community. 



MI SSION   
Making your journey our priority.

 
VI SION  

To be the trusted and reliable mobility choice.

I will be resilient and tenacious as we 
strive to deliver excellence.EXCELLENCE

VALUES 

INTEGRITY

APPRECIATION I will appreciate and value my colleagues.

INCLUSIVITY I will maintain an environment that values 
equity and an open diversity of thought. 

ACCOUNTABILITY I will foster a culture of ownership.

I will approach my work with 
integrity.

RESPECT
I will show respect in my 
interactions with both 
colleagues and our community.

RELIABILITY I will execute on the  
commitments I make.

COLLABORATION
I will be transparent in my 
communication with others.
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MISSION 
VISION 
VALUES



 
Performance Targets 
for 4 Key Areas of the 
TARC Organization 2

Establish baseline 
for Employee Net 
Promoter Score and 
increase it by 5%

Employee engagement

Establish baseline for  
Customer Net 
Promoter Score and 
increase it by 5%

1
CUSTOMER experience

3
Deliver all components of 
Financial Health Index:
Revenue 
Revenue meets or exceeds 
operating expenses
Fiscal year Capital Plan  
Were the dollars budgeted 
for the capital plan 
allocated?
Productivity  
Customers per revenue 
hour

Financial Health

4
Establish baseline for  
Community Perception 
of Value and increase it 
by 5%

COMMUNITY VALUE

WHAT SUCCESS 
LOOKS LIKE FOR 

OUR CUSTOMERS, 
EMPLOYEES AND 

COMMUNITY

Success 
OUTCOMES





































Next Steps TARC Moving Forward

This strategic plan marks the beginning of a new era 
of service excellence and value from TARC – for our 
customers and for the entire Louisville community.   

With our continued emphasis on the customer 
experience, we will look to review our strategic plan 
annually, and expand our performance scorecard 
system to also include a scorecard for each 
department within TARC.   

It’s a bright day at TARC, and we have never been 
prouder to make your journey our priority.
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Louisville, KY 40203
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