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This report presents the results of our follow-up review of recent OIG evaluations of 

human capital management (E-09-03, May 15, 2009) and training and employee 

development (E-09-06, October 26, 2009). Knowing of your concern with improving 

human capital management, training, and employee development practices at Amtrak, 

we initiated this review to determine Amtrak’s progress in implementing the 

recommendations in those evaluations and to assess the causes for any delays. 

 

 

RESULTS IN BRIEF 
 

Two years after the OIG issued 24 recommendations designed to improve Amtrak’s 

human capital management practices and 19 months after the OIG issued 27 

recommendations to improve training and employee development practices at Amtrak, 

the Human Resources, Labor Administration and Diversity Initiatives (HR, LA & DI) 

Department has made only limited progress in implementing the recommendations. In 

addition, in several cases, the planned actions that HR, LA & DI identified to correct
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significant deficiencies are not responsive to the recommendations and would not 

address the underlying problems; in some cases, progress was exaggerated. As a result, 

Amtrak continues to suffer from outdated human capital management, training, and 

employee development processes that hinder its ability to perform effectively. Further, 

Amtrak is increasingly at risk of encountering skills shortages as highly experienced, 

long-time employees retire.  

  

HR has attributed this lack of progress to several causes, most of which we do not 

consider valid: 

 a new Federal Railroad Administration (FRA)-proposed regulation governing 

training; 

 the lack of funding for Employee Information Management Phase 4, and 

 the High Performance Organization (HPO) initiative. 

 

In reality, this lack of appreciable progress has occurred because implementing these 

recommendations has not been a priority for Amtrak. This is demonstrated by the 

absence of sustained, focused attention on implementing these recommended actions, 

and by the limited resources applied. In fact, the former Vice President for HR, LA, and 

DI acknowledged that implementing these recommendations had not been a priority 

for Amtrak.1 

 

To address this situation, we are recommending that the President and CEO (1) make 

improved human capital management, training, and employee development a clearly 

articulated priority for the soon-to-be-hired Chief Human Capital Officer, as well as for 

all executives and managers at Amtrak; and (2) direct the Chief Human Capital Officer 

to revise the Human Capital Action Plan to include actions that are responsive to the 

recommendations and with reasonable implementation time frames.  

 

In commenting on a draft of this report, in a meeting with the Inspector General and in 

Amtrak’s written response (see Appendix I), Amtrak’s President and CEO agreed with 

our recommendations and committed to tasking the new Chief Human Capital Officer 

with developing an action plan to address our findings and recommendations within 60 

days of his/her arrival. We support this approach.  

                                                           
1 The former Vice President for HR, LA, and DI retired from Amtrak effective April 1, 2011. 
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BACKGROUND 
 

In late 2007, we began an evaluation of Amtrak’s human capital management; this was 

subsequently divided into two separate evaluations, one addressing the broader subject 

of human capital management and the other focusing more specifically on training and 

employee development. Both were comprehensive efforts that compared Amtrak’s 

practices against leading industry practices and incorporated benchmarks to other 

companies, including other large railroads. In 2009, we issued separate reports 

containing the results of these evaluations: 

 

Our May 2009 report on human capital management (Report E-09-03) contained the 

following six findings: 

 Amtrak does not conduct comprehensive strategic workforce planning to ensure it 

has a workforce with the requisite knowledge and skills to meet the company’s 

future needs. 

 No clear, comprehensive “total compensation” philosophy and strategy exist to 

ensure pay practices are applied consistently and effectively, and aligned to support 

Amtrak’s strategic plans. 

 Amtrak’s current recruitment process is relatively slow in filling vacant positions 

with high-performing individuals who meet the company’s business requirements. 

 Amtrak does not have a coordinated retention strategy. 

 Amtrak currently does not have the information technology tools needed to perform 

its HR functions effectively and efficiently. 

 Amtrak is not optimally organized to support strategic management of human 

capital. 

 

The report included 24 recommendations associated with these findings. In its response, 

dated June 4, 2009, Amtrak agreed with 22 of the report’s recommendations. With 

regard to our two recommendations for a new organizational structure to support 

human capital management, Amtrak agreed that organizational changes were 

warranted, but disagreed with combining the Labor Relations (LR) Department with 

the Human Resources and Diversity Initiatives (HR & DI) Department, and placing  
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them under a single Chief Human Capital Officer. In August 2010 this decision was 

reversed, and the LR Department was combined with HR & DI to form the Human 

Resources, Labor Administration, and Diversity Initiatives Department. 

 

 

Our October 2009 report on training and employee development (Report E-09-06) 

contained 16 findings covering two major areas—employee training and management 

employee career development.  

 

 The major employee training finding was that Amtrak has no comprehensive, 

corporate-wide strategy linking employee development and training with Amtrak’s 

strategic goals and objectives. Other findings addressed Amtrak’s new-hire-

orientation program, job-specific initial training, training and certification of 

instructors, and the overall efficiency of training delivery. 

 

 The major management employee career development finding was that Amtrak 

likewise lacks a comprehensive, integrated, corporate-wide career development 

strategy for management (non-agreement2) employees. Other findings addressed 

screening of management candidates, the management associate program, 

educational standards, documented career paths and job families, cross-

departmental competencies, and leadership training.  

 

Amtrak agreed with all 27 of the report’s recommendations. 
 
 

Amtrak’s Human Capital Action Plan. On August 30, 2010, Amtrak provided us with 

its Human Capital Action Plan (HCAP) outlining the actions planned and accomplished 

in addressing these 51 recommendations. The plan was updated in December 2010 and 

again in March and April 2011.  

 

 
SCOPE AND METHODOLOGY 
 

To evaluate Amtrak’s progress in implementing these recommendations, we started by 

conducting a detailed review of each of the 27 recommendations from the training and 

                                                           
2 “Non-agreement” employees generally are those not covered by collectively-bargained union contracts. 
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employee development report, using Amtrak’s HCAP as a guide. For each 

recommendation we interviewed the Amtrak senior managers identified as the 

responsible party in the action plan. We also requested and reviewed any documents 

and other evidence of progress either mentioned during our interviews or identified in 

the action plan as being associated with the recommendations. We then performed a 

similar review of the 24 recommendations from the human capital management report. 

 

 
FINDINGS 
 

Amtrak Has Made Only Limited Progress in Implementing the 
Recommendations  

 

The results from the detailed review of the 27 recommendations contained in the 

training and employee development report follow:  

 

 2 (7 percent) were complete or substantially complete; 

 4 (15 percent) had some progress; and 

 21 (78 percent) had little or no progress, including the key recommendations that 

Amtrak issue 

o a corporate-wide strategy for training and employee development, providing 

guidance to the corporation on the linkage of training and employee 

development to the achievement of Amtrak’s strategic goals and objectives; and  

o a corporate-wide strategy for developing management employees to assume 

future leadership roles within the company. 

 

The results from the detailed review of the 24 recommendations contained in the 

human capital management report were similar:  

 

 0 were complete or substantially complete; 

 10 (42 percent) had some progress; and 

 14 (58 percent) had little or no progress, including the key recommendations that 

Amtrak 

o involve top management, employees, and stakeholders in developing, 

communicating, and implementing a strategic workforce plan to enable Amtrak 
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to identify, develop, and sustain the workforce skills needed to successfully 

accomplish Amtrak’s business strategy while balancing career and lifestyle goals 

of its employees; 

o create an overall human capital recruitment strategy, involving all stakeholders, 

that identifies Amtrak’s critical positions and the techniques to be used to fill 

them as quickly as possible; and 

o develop a corporate retention strategy that aligns with and supports the overall 

human capital strategic plan. 

 

Overall, for the two reports, only two recommendations have been fully implemented. 

For over two-thirds of the recommendations, little to no progress has been made in the 

19–24 months since the two reports were issued. Appendix II includes a copy of 

Amtrak’s latest action plan (April 29, 2011), annotated with two additional columns 

reflecting the results of our review. 

 

 
The Action Plan Provided Unconvincing Reasons for Lack of 
Progress  
 

During interviews and in numerous places in the action plan, three items were cited 

repeatedly as significant obstacles to further progress in implementing the 

recommendations: 

 

1. the new Federal Railroad Administration (FRA)-proposed regulation governing 

training,  

2. the lack of funding for Employee Information Management (EIM)3 Phase 4, and 

3. the High-Performance Organization (HPO)4 initiative.  

 

We do not see any of these items as valid obstacles to moving forward in implementing 

the recommendations.  

                                                           
3 Employee Information Management (EIM) is a multi-phased initiative to improve HR systems and 

processes through the implementation of business software. 
4 The High-Performance Organization (HPO) initiative is an approach to organizational change designed 

to build a high-performance organization. This approach was developed by the Commonwealth Center 

for High-Performance Organizations, Inc.   
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New FRA-proposed regulation. The Rail Safety Improvement Act of 2008 mandated that 

FRA develop new rules to ensure that safety-related railroad employees (as newly-

defined) are trained and qualified on any federal railroad safety laws, regulations, and 

orders with which the employees are required to comply. To comply with this law, FRA 

formed a Rail Safety Advisory Committee. This FRA Working Group consisted of 

approximately 70 people representing rail labor, rail management, and rail contractors. 

This group reached consensus on the rulemaking during a teleconference on 

November 23, 2010.  

 

The summary presentation developed and reported by FRA indicates that most of the 

proposed rulemaking would not affect the majority of Amtrak’s current training 

programs, nor would the changes limit Amtrak’s ability to implement our 

recommendations. Therefore, listing the FRA rulemaking as a reason for not moving 

forward in implementing the recommendations is unjustified. At most, the new rules 

could have caused some minor modifications to polices. This item was cited as a reason 

for delay in over a third of all of the training recommendations. 

 

Lack of Funding for EIM Phase 4. EIM Phase 3 was completed in May 2010. According 

to interviews with Amtrak’s Information Technology (IT) Department, all EIM 

functions intended to support training and employee development were included in 

EIM Phase 3.  

 

The need for a fully loaded and functioning qualifications catalog in EIM is cited 

numerous times in HR’s updated progress report as an obstacle to implementing our 

training and employee development recommendations. This function is available; 

however, not all of the data needed for the system to be used as envisioned have been 

entered. Efforts to systematically upload HR data could generate increased costs, yet we 

were told that cost estimates to upload the data were never discussed with IT by HR, 

and should be separate from future funding issues associated with EIM Phase 4. Any 

reference to EIM Phase 4 funding issues as an obstacle to implementing our training 

and employee development recommendations is, therefore, misleading.  

 

HPO Initiative. Amtrak’s president launched an initiative in July 2010 to learn about 

and adopt the High-Performance Organization management approach at Amtrak. 

Although this initiative may result in some organizational changes and an emphasis 

placed in new areas, the vast majority of the training and employee development needs 
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at Amtrak will not change. This initiative should not stop Amtrak from moving forward 

on implementing our recommendations. In fact, implementing these recommendations 

is essential to establishing a foundation for the High-Performance Organization to 

succeed. 

     

 
HCAP Actions Are Not Consistently Responsive to the Intent of the 
Recommendations  
 

Despite ultimately agreeing with all of the recommendations in our two reports and 

outlining actions aimed at implementing them, some of these actions are not responsive 

to the intent of the recommendations. For example:  

 

Workforce Planning. Recommendation 1A from the human capital management report 

states that Amtrak should “involve top management, employees, and stakeholders in 

developing, communicating, and implementing a strategic workforce plan to enable  

Amtrak to identify, develop, and sustain the workforce skills needed. . . .” This 

recommendation was based on the results of a 2003 study by the (now) U. S. 

Government Accountability Office (GAO) that identified five key principles for effective 

workforce planning. As discussed in our report, GAO found that 

 

efforts that address key organizational issues, like strategic workforce planning, 

are most likely to succeed if, at their outset, organizations’ top program and 

[human capital] leaders set the overall direction, pace, tone, and goals of the effort, 

and involve employees and other stakeholders in establishing a communication 

strategy that creates shared expectations for the outcome of the process.5    

 

Neither the actions discussed in the HCAP nor those that have been accomplished to 

date directly address this recommendation. The actions that have been completed for 

this recommendation are focused mainly on succession planning for senior employees 

(Amtrak pay grade D2 and above), and the interaction has been between human 

resources managers and the leadership of individual departments. Top leaders have not 

set the overall direction and goals for this undertaking, nor has a strategy been 

developed to communicate the expected outcome of strategic workforce planning.  
                                                           
5 U.S. General Accounting Office, Human Capital: Key Principles for Effective Strategic Workforce Planning 

(Washington, D.C.: GAO-04-39, December 11, 2003). 
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Without a strong strategic workforce plan, Amtrak cannot be assured that it will have 

the employee skills needed to attain its business goals, both now and in the future. 

Unless top leaders demonstrate their involvement and support for workforce planning, 

this effort will be unlikely to succeed.  

 

 

Compensation Strategy. Recommendation 2A from the human capital management 

report states that Amtrak should “implement a written, Board of Directors-approved, 

comprehensive total compensation philosophy and strategy that addresses base pay, 

premium pay, variable pay, benefits, and work-life flexibilities. This philosophy and 

strategy must be linked to the company’s strategic human capital plan and address 

agreement-covered employees as well as non-agreement covered [management] 

employees.” Our report discussed the importance of a comprehensive total 

compensation strategy in attracting, motivating, and retaining highly qualified  

employees who are engaged and committed to the company’s success. A total 

compensation strategy goes beyond pay alone to address benefits and work-life 

flexibilities that are becoming increasingly important to workers. 

 

The actions described in the action plan are focused almost exclusively on monetary 

compensation for non-agreement employees. This addresses only part of a total 

compensation strategy and focuses on only 15 percent of Amtrak’s workforce. While 

actions to address non-agreement monetary compensation are commendable, this is but 

one piece of what is needed, and should not be finalized without taking into 

consideration the other elements of compensation and showing how the total 

compensation strategy supports an overall human capital strategy.  

 

Without a clear total compensation strategy that ties together all of the different 

elements of compensation, Amtrak risks spending money in ways that are less than 

optimally effective in attracting, motivating, and retaining the employees needed to 

accomplish the company’s business and strategic objectives. 

 

 

Organizational Structure. Recommendation 6A from the human capital management 

report states that Amtrak should “combine the HR and LR departments to form one HC 

[human capital] department. As part of this reorganization, combine and/or realign the 
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divisions and branches within the new department to improve communication, 

accountability, collaboration, clarify job responsibilities, and provide a structure to 

support HCM [human capital management].” Our report discussed several examples of 

how a change in organizational structure could help improve communication, 

accountability, and collaboration, and clarify responsibilities between the HR and LR 

departments and within the HR department. 

 

While Amtrak has combined the two departments into one on its organization chart 

(and listed this recommendation as “complete” on the latest action plan), in truth, 

beyond combining the departments under one executive, little has been done to merge 

the activities of the two departments. The as-yet unmet intent of our recommendation 

was to improve communication and interaction within the old HR department and 

between the old HR and old LR departments. Much more could still be done in the 

newly-joined department.  

 

 

Company-wide Job Families. Recommendation 2D1 from the training and employee 

development report states that the VP for HR&DI, in consultation with Amtrak’s 

executive leadership, should “develop broad, company-wide job families and career  

progression paths for all non-agreement positions.” Career progression paths both 

identify the expected path for management progression and assure individual 

managers that they are making proper career choices to increase their likelihood of 

advancing within the organization. Job families are broader fields of positions linked by 

similar endeavors or technical skills. Ideally, positions requiring similar attributes, 

skills, or expertise should be managed as a “family,” with someone designated to 

ensure that those in the family get the appropriate training and the required experiences 

that will allow them to grow and succeed. 

 

The most recent action plan (April 29, 2011) stated, under Actions Year to Date, 

“Collaborated with IT and Engineering to develop career families. Ongoing 

collaboration with other organizational groups. . . . A career path 

planning/implementation approach will be presented to the Executive Committee in 

February 2011.”  
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At a follow-up meeting with the responsible high-level Amtrak manager on 

February 23, 2011, a discussion of job families determined that the current approach 

was to develop individual families within each Amtrak department, rather than 

“company-wide.” When queried as to how this would meet the criteria of “broad 

company-wide job families” contained in the recommendation, the reply was that it 

would not; the Amtrak manager did not see how one could possibly establish company-

wide job families, despite the example discussed in the original report at another large 

railroad.  

 

The current plan, despite the professed agreement with our recommendation, will not 

achieve the purpose of the recommendation. As a consequence, if Amtrak continues 

along the path it is pursuing, it will not be able to ensure that it is “growing” 

individuals with the proper skills and experience to be the future leaders of the 

company. At best, the company will nurture future department leaders who have  

experiences in only one department. This will further exacerbate Amtrak’s silo 

mentality6—which is what the recommendation was intended to address. 

 

 

Educational Standards for Non-agreement Employees. Recommendation 2E2 from the 

training and employee development report states that the VP for HR&DI should 

“ensure all new non-agreement hires or promotions possess the minimum educational 

standard identified in the position description or that a waiver has been granted by the 

president of Amtrak or his designated representative.” The purpose of this 

recommendation was to increase the educational levels of managers to be on par with 

those found in benchmarked organizations. The original report found that of the top 12 

senior leaders in two of Amtrak’s operating departments, only one had a college degree. 

At a benchmarked freight railroad, 8 of the 11 comparable senior leaders had college 

degrees.   

 

The action plan update of April 29, 2011, states: “This recommendation continues to be 

an integral component of Amtrak’s standard operating practice as it relates to 

recruitment and placement.” Yet Amtrak still posts jobs that contain educational 

requirements and then adds the Amtrak standard suffix “or the equivalent combination 

                                                           
6 A silo mentality is demonstrated by a lack of communication or awareness among departments in an 

organization. The opposite of systems thinking, the name derives from the farm storage silo, in which 

each silo is designated for a specific grain.  
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of education, training, and/or experience,” which essentially renders the educational 

requirement moot. This wording was even included with the recent postings for both 

the Vice President for Operations position and the Chief Human Capital Officer 

position.  

 

Consequently, as long as hiring managers can judge experience as equivalent to a 

degree, anyone can meet the minimum educational requirements, and there is no need 

to have a process to request a waiver from the company president. This was clearly not 

the intent of the recommendation. As we commented in our previous report (E-09-06, 

October 26, 2009), 

 

A college education is not the only tool in an individual manager’s toolkit; there 

are some people whose natural leadership abilities substantially offset their lack of 

a baccalaureate education, and many of them are in senior leadership positions at 

Amtrak. On an individual basis, this is good, and arguably there should always be 

positions for a very small percentage of individuals who are truly gifted in these 

areas. However, on an aggregate basis, a senior leadership lacking formal 

technical and/or business education is not an ideal situation for the successful 

operation of a complex, 21st-century transportation company.   

 

 

Training Records.  Recommendation 1F2 from the training and employee development 

report states that the VP for HR&DI should “develop policies and procedures to ensure 

that all training is being appropriately captured in HRIS (Human Resource Information 

System) and that duplicate records are not continuing to be maintained.” This 

recommendation was intended to address the observation that multiple records and 

databases were being maintained in the field to track training. Although corporate 

policy mandated that all training be documented in HRIS, according to managers in the 

field, the corporate system was not responsive to their needs and they therefore wanted 

to keep their own records. We saw this as inefficient and said that, once the new 

Employee Information Management System was fully implemented, there should no 

longer be the need for records to be maintained by field managers. 

 

Again, the latest action plan lists this recommendation as “complete.” When we asked 

for copies of the policies and procedures that had been developed to ensure that 

duplicate records were not continuing to be maintained in the field, we were given the 
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policy that was in effect at the time we conducted our evaluation. Therefore, no new 

policies or procedures had been developed to address our recommendation. Without 

new corporate direction and action, managers will continue to keep duplicate records in 

the field, which is not only inefficient but can compromise the accuracy and 

completeness of the corporate database. 

 

 

 
Some Progress Reported in the Action Plan was Misleading or 
Embellished  
 

Some of the actions identified in the action plan to demonstrate progress were found to 

be misleading or embellished. For example:  

 

Management Assessment Tool. Recommendation 2B from the training and employee 

development report stated that the VP for HR&DI should “develop and implement an 

appropriate management assessment tool for all applicants for non-agreement 

positions.” This recommendation was based on current practices at benchmarked 

railroads and was designed to ensure that those selected to fill Amtrak management 

positions would possess the characteristics that would make them likely to succeed.  

 

The most recent action plan stated, under Actions Year to Date, “currently assessing 

available instruments that are consistent with the competencies defined. Finalizing the 

report with applicable recommendations.” However, at a follow-up meeting on March 

22, 2011, OIG staff interviewed the Amtrak manager listed as the Responsible Party and 

requested information about the assessment and a copy of the draft report. In response, 

we were told that the “team” that did the assessment consisted of the Responsible Party 

alone and that the report and recommendations were provided verbally to the VP for 

HR, LA & DI. Further, no written record existed of the assessment results or the 

recommendations.  

 

 

Cross-Departmental & Corporate Competencies. Recommendation 2F1 from the 

training and employee development report stated that the VP for HR&DI should 

“develop and implement a plan to expand cross-departmental experience within the 

middle and senior management of the company.”  A company-wide survey of Amtrak 
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employees - conducted by Accenture7—found that Amtrak still has a silo mentality that 

pervades all departments and constitutes a significant barrier to improvement. 

Development of cross-functional experience is an important step in breaking down such 

barriers. 

 

The most recent action plan stated that “Management will establish a cross functional 

team to explore the feasibility of establishing a cross functional program.” However, 

during a follow-up interview on March 22, the Responsible Party advised that the 

“cross-functional team” currently consisted of one person—the Responsible Party.   

Linked to that same finding was recommendation 2F2, which stated that the VP for 

HR&DI should “track and report progress towards achieving this cross-departmental 

experience on a semiannual basis, at a minimum.”  

 

The most recent action plan shows that “Development of a program pilot is underway.”  

However, when we requested documentation of the pilot program, we were told that 

“written documentation is not ready for review.”  

 

 

New Employee Orientation. Recommendation 1A2 from the training and employee 

development report stated that the VP for HR&DI should “track and report on a 

quarterly basis the number of new hires that have not attended the New Employee 

Orientation (NEO) workshop, or equivalent, within 30 days of hire.”   

 

The initial and subsequent Amtrak responses—including the most recent action plan —

indicated that “Management will generate monthly SAP8 reports that define all new 

hires for the quarter who have not attended NEO workshop. . . . The first reports will be 

forwarded to department heads . . . on July 1, 2010.” The most recent action plan lists 

this recommendation as “completed.”   

 

OIG staff requested copies of any previously-generated monthly or quarterly reports of 

new hires who have not attended NEO workshops. The only “report” provided was an 

SAP-generated listing of all new hires from October 2010 through December 2010, with 

                                                           
7 Strategic Asset Management Culture Value Analysis, Executive Summary, Accenture, February 2009. 
8 SAP (which stands for “Systems, Applications, and Products in Data Processing”) is a business 

management software program in use at Amtrak. 
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their NEO attendance dates included. This listing had not been analyzed to determine 

the number of new hires who had not attended the workshop within 30 days of hire.  

 

When this list was analyzed by OIG staff it appeared that of 327 new hires, 110 had 

never attended the NEO workshop and another 25 had not completed it within the 

prescribed first 30 days. The fact that 41 percent of the new hires had not complied with 

the basic recommendation and that anyone receiving this “report” would have to do his 

or her own analysis of the data to understand that fact, makes the “completed” status 

that was reported for this recommendation questionable at best. 

  

 

Instructor Qualifications. Recommendation 1G1 from the training and employee 

development report stated that the VP for HR&DI should “develop a policy that 

establishes minimum qualifications and certifications required to be an instructor for 

each course taught at Amtrak.” The most recent action plan states that this action is 

“complete.” However, when we asked for a copy of the policy, we learned that one 

does not exist. 

 

Linked to the same finding, recommendation 1G2 states that the VP for HR&DI should 

“develop a program to insure all Amtrak instructors achieve and remain in compliance 

with the above policy.” The most recent action plan states that “Instructor qualifications 

are included in the revised job descriptions for Employee Development instructors” and 

shows the status of implementing the recommendation as “complete,” yet if the policy 

does not exist, how can the program to insure instructors remain in compliance with the 

policy be considered “complete”? 

 

 

Amtrak Acknowledges that Implementing the Recommendations Has 
Not Been a Priority  
 

Given that it has been 19–24 months since we issued these two reports and their 51 

recommendations, we strove to find out why so little has been done in implementing 

the recommendations. At the end of our interview with the former Vice President for 

HR, LA & DI, she candidly volunteered that this had not been “a priority” for Amtrak. 

The lack of sustained, focused attention and the limited resources applied to 

implementing the recommendations would seem to substantiate this.   
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CONCLUSIONS 
 

Two years ago, in our human capital management report, we stated: 

 

Once the economy turns around, there is a real danger that Amtrak will lose 

skilled craftsmen and technical experts faster than it can replace them. In fact, 

over a quarter of Amtrak’s workforce will be eligible for retirement within the 

next 5 years. Investments in recruiting, developing, motivating, and retaining 

highly qualified employees with the skills that are critical to Amtrak’s current and 

future needs are required for Amtrak to maintain its position as the acknowledged 

leader in intercity passenger rail in the U.S. 

 

To guide Amtrak management in where to focus its efforts and resources, we made a 

total of 51 recommendations in our two reports. As we have shown, only limited 

progress has been made toward implementing these recommendations. Unless 

addressing these critical shortcomings becomes a priority, Amtrak will continue to 

suffer from outdated human capital management, training, and employee development 

practices that hinder its ability to perform effectively. In addition, Amtrak is 

increasingly at risk of encountering skills shortages that will degrade and potentially 

keep Amtrak from fully accomplishing its core mission of providing intercity passenger 

rail service for the nation. 

 

 
RECOMMENDATIONS     
 
In order to ensure greater progress in implementing important human capital 

management recommendations that were made 19–24 months ago, we recommend that 

the Amtrak President and CEO 

 

1. make improved human capital management, training, and employee development 

a clearly articulated priority for the soon-to-be-hired Chief Human Capital Officer, 

as well as for all executives and managers at Amtrak; and  

 



17 
Amtrak Office of Inspector General 

Human Capital Management: 
Lack of Priority Has Slowed OIG-Recommended Actions to Improve 

Human Capital Management, Training, and Employee Development Practices 
Report No. E-11-04, July 8, 2011 

 

 

2. direct the Chief Human Capital Officer to revise the Human Capital Action Plan to 

include actions that are responsive to the recommendations and with reasonable 

implementation time frames.  

 

MANAGEMENT COMMENTS AND OIG ANALYSIS 

Amtrak’s President and CEO met with the Inspector General on June 14, 2011, at which 

time he agreed to our recommendations and laid out a plan under which the soon-to-

be-hired Chief Human Capital Officer would address the findings and 

recommendations contained in this report. Amtrak’s written response to our draft 

report (see Appendix I) elaborates on this plan as follows: 

Amtrak is aggressively seeking to fill the vacant Chief Human Capital Officer 

(CHCO) position. In fact, we are planning to have the selection presented to the 

Amtrak Board on July 21. Anticipating their approval, the incumbent should 

report by mid-August. One of the first deliverables that I will require of the new 

CHCO is to analyze the OIG Report . . . and develop an action plan for 

addressing the findings. I will provide to the OIG the action plan, with specific 

milestones, within 60 days of the CHCO reporting on board. 

We support this approach. 

We appreciate the courtesies and cooperation of Amtrak representatives during the 

preparation of this report. If you or your staff have any questions, please contact Calvin 

Evans, Assistant Inspector General, Inspections and Evaluations, at 202.906.4507 

(Calvin.Evans@amtrakoig.gov). 

 

 

cc: Members, Amtrak Executive Committee 

 Peggy Reid, Chief Corporate Liaison 

 Jessica Scritchfield, Senior Director, Internal Controls/Audit 

  

mailto:Calvin.Evans@amtrakoig.gov
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Appendix I 

COMMENTS FROM AMTRAK’S PRESIDENT AND CEO 
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Appendix III 

ABBREVIATIONS 

 

CEO  chief executive officer 

DI  diversity initiatives 

EIM  Employee Information Management 

FRA  Federal Railroad Administration 

GAO  Government Accountability Office 

HC  human capital 

HCAP  Human Capital Action Plan 

HCM  human capital management 

HPO   high performance organization 

HR  human resources 

HRIS  Human Resource Information System 

IT   information technology 

LA  labor administration 

LR  labor relations 

NEO  new employee orientation 

OIG  Office of Inspector General 

SAP  Systems, Applications, and Products 

VP   vice president 
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Appendix IV 
 

OIG TEAM MEMBERS 

 

Calvin Evans   Assistant Inspector General for Inspections and Evaluations 

Mark Meana   Chief, Inspections and Evaluations 

Ed Vogel, Jr.   Chief, Inspections and Evaluations 

John (Skip) MacMichael Director, Inspections and Evaluations 

Catherine Smith  Chief, Human Capital Management 
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OIG MISSION AND CONTACT INFORMATION 
 

Amtrak OIG’s Mission Amtrak OIG’s mission is to 

 

 conduct and supervise independent and objective 

audits, inspections, evaluations, and investigations 

relating to Amtrak programs and operations;  

 

 promote economy, effectiveness, and efficiency within 

Amtrak; 

  

 prevent and detect fraud, waste, and abuse in Amtrak's 

programs and operations; 

  

 review security and safety policies and programs; and 

  

 review and make recommendations regarding existing 

and proposed legislation and regulations relating to 

Amtrak's programs and operations. 

 

Obtaining Copies of OIG 
Reports and Testimony 

Available at our website: www.amtrakoig.gov. 

To Report Fraud, Waste, 
and Abuse 

Report suspicious or illegal activities to the OIG Hotline 

(you can remain anonymous): 

 

Web:        www.amtrakoig.gov/hotline 

Phone:     800-468-5469 

Congressional Affairs & 
Public Relations 

E. Bret Coulson 

Congressional Affairs & Public Relations 

Mail:     Amtrak OIG   

              10 G Street, N.E., 3W-300 

              Washington, D.C. 20002 

Phone:   202.906.4134 

Email:   bret.coulson@amtrakoig.gov 

 

file:///C:/Documents%20and%20Settings/00807357/Local%20Settings/Temporary%20Internet%20Files/Content.IE5/Application%20Data/Microsoft/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/Local%20Settings/Temporary%20Internet%20Files/Content.IE5/zhang2211/Local%20Settings/Temporary%20Internet%20Files/Local%20Settings/Temporary%20Internet%20Files/Content.IE5/PH4C2788/www.amtrakoig.gov
file:///C:/Documents%20and%20Settings/00807357/Local%20Settings/Temporary%20Internet%20Files/Content.IE5/Application%20Data/Microsoft/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/0ZK0OMYW/www.amtrakoig.gov/hotline
mailto:bret.coulson@amtrakoig.com

	July 8   HCM Sec. 1
	July 8   HCM Sec. 2
	July 8   HCM Sec. 3

