Governer’'s
Sterling Award
Application
1997



City of Coral Springs
1997 Governor's Sterling AwardApplication

OVERVIEW

WELCOME TO CORAL SPRINGS!

The City of Coral Springs is a full service
city located in northwest Broward County,
approximately 15 miles from Ft. Lauderdale. The
city provides public services to an estimated
103,000 residents and 2,400 businesses and
industries. The city was incorporated in 1963 by
a special act of the Florida legislature. The city
operates under a Commission/City Manager form
of government. @A Mayor and four City
Commissioners are elected, at large, on a non-
patisan basis, and serve on the City Commission.
The City Commission provides overall policy
direction for the city. It also appoints the city's
four charter officers, which include the City
Manager. The City Manager has overall
responsibility for the management and operations
of 12 departments.

Coral Springs stands apart from other

Florida cities. The numbers tell the story:
Population: The city is the third largest in
Broward County, and the 13th
largest in Florida. The city
continues to experience rapid
residential growth, recording the
highest population gains among
Florida's 20 largest cities during
the 1990s.
Median Age: The city's population is among
the youngest in Broward County.
Thirty percent of the population
is school aged.

Households: The city has the highest
percentage of households that
are  families, and highest
percentage persons per family in
Broward County.

Racial

Composition: The city has become racially

diverse during the last decade.
Today, minority groups make up
seven percent of the city’s
population.

Coral Springs is known for quality. It was
selected in 1993 as one of the top 50 communities
in the country to raise a family. New residents
move to the city for its reputation for quality
schools, low crime, and outstanding parks and
recreation programs. The city's strict sign
requirements, residential and business building
design standards, active code enforcement, and
attractive street right of ways create a living
environment that's unique in South Florida.

City's Products and Services, Principal
Customers, and Key Customer Requirements

The city resembles a holding company or
conglomerate, rather than a retail business. The
city provides a rich mix of services to meet the
expectations of its customer groups. The
following are examples of the "businesses" that we
are in:

-- protecting personal safety;

-- protecting personal, commercial, and
public property;

-- providing athletic,
cultural activities;

-- constructing and maintaining streets;

-- providing safe drinking water;

-- collecting stormwater;

-- treating and disposing of waste water;

-- maintaining urban planning standards;

-- enforcing  building and  property

recreational, and



maintenance codes;

-- encouraging commercial and industrial
development; and

-- communicating information to the public.

-- hiring, developing, and retaining
employees.

The city provides these service programs to
three principle customer groups:

- Indirect Customers

This group includes city residents, business
owners, and individuals who are visiting
the city. They are not directly receiving a
specific city service, but they expect the
city to respond to their specific need when
required. To these customers, the city
represents an insurance policy. They pay
their taxes every year, and expect to
receive services when they need them.

- Direct Customers

This group also includes city residents,
business owners, and individuals who are
visiting the city. However, they are being
directly "touched" by the city. They could
be receiving one or more specific services
from the city. Their business or private
activity could be regulated by the city.
They could be directly affected by a City
Commission policy decision or action.

An individual can be either an indirect or
a direct customer, depending on the
specific circumstance or issue. Together,
they combine to form the city's external
customers.

-- Internal Customers
Employees comprise the city's internal

austomers. The city employs 591 full time
employees.  Their average length of

service with the city is 7.67 years. The
city's workforce can be divided into two
broad groups. Exempt employees are

managers,  supervisors, and  staff
professionals. Nonexempt employees are
technical, support, and front line

employees who are eligible for overtime.
The city has two recognized labor unions:
one for police nonexempt employees, and
one for police sergeants and a lieutenant.
About 93 percent of the city's senior
management team has earned advanced
degrees in various professional fields.

These groups have the following
requirements:

® confidence;

@ value;

® reliability; and
® responsiveness

The city relies on its employee workforce,
partnerships with the private sector, and
contracts with other government agencies
to deliver service programs that meet these
requirements.

The Coral Springs Quality Initiative

Change is a full time resident in Coral
Springs. The city continues to rapidly develop.
City residents are more sensitive than ever to
higher taxes. New revenue sources must be found
to finance city service programs. Customer
requirements are increasing. Residents demand
value for the taxes they pay to the city. Residents
look to the city for critical public services such as
emergency medical services, and expect the city to
help them improve services provided by other
government agencies such as public education.
Finally, the combination of increased service
demands and declining financial resources requires
that the city develop partnerships with businesses,
nonprofit agencies, and other government agencies



to deliver services.

The city's quality initiative is the principal
method that is being used to respond to change.
The quality initiative is entering its fifth year. It
is an organization wide effort to exceed the
requirements and expectations of the city's three
principle customer groups. All 12 departments are
directly involved in the quality initiative. We have
completed a key transition in the quality initiative.
Phase one involved building awareness and
support for quality related efforts. Many quality
related activities were started. Senior managers
worked hard to convince their employees that this
was more than the newest "management flavor of
the month.” Phase two involved developing a
systematic approach to collecting and analyzing
data, strategic planning, human resource
management, process  improvement, and
determining  operational  performance  and
customer satisfaction levels.  These diverse
activities have been integrated into a
comprehensive quality effort.  Strategic targets
are in place, data and information systems are
established, key business processes are improved,
quality, operational, and financial results are
reviewed, and improvement cycles completed.

Fostering Partnerships for Service Delivery

The quality initiative has changed the way
the city provides services. In the past, it designed
a program, provided all the resources needed,
implemented the program, and evaluated it. The
city provided everything--it built the boat, steered
the boat, and rowed the boat. Today, we believe
partnerships offer an untapped resource for local
governments to exceed customer requirements.
Through partnerships, the city sets the course and
steers the boat, but the boat itself is provided by
someore else, and someone else rows it. The city
is using partnerships with businesses, non profit
groups, other government agencies, and its
suppliers to deliver service programs. The city

oollaborates with neighborhood groups through its
Neighborhood Partnership Teams to meet
customers' concerns at the neighborhood level.
The city works with the local chamber of
commerce and other non profit groups to co-
sponsor special events featuring multi-cultural
activities. The city enters long term agreements
with businesses to develop and operate recreational
facilities including ice staking rinks, golf driving
ranges, and in-line staking on city owned
property.

We are increasingly using partnerships
with our suppliers to deliver services. Employee
salaries and benefits represent 48.6 percent of the
city's overall budget. We rely on individual
businesses to supply all kinds of products and
services that our employees use in delivering
services and programs. Most of our suppliers
provide small quantities of products or service, or
contract with the city on a one time basis. Yet,
with our larger and continuing suppliers, we are
developing innovative partnerships.

City Facilities, Equipment, and Technologies

City services are provided at various
locations throughout Coral Springs.

administrative  office,

service,  building
services, community
development, public works,
administration, and internal
Support services.

main
citizens’

City Hall:

Public Safety
Building: central headquarters for all
police services, fire
administration, inspections, and
prevention services, emergency
medical services and code
enforcement.

Fire Stations: five fire stations providing fire



and EMS services

East Side

Utility

Complex: primary water treatment and
distribution facility

West Side

Maintenance: central  garage  operations,
firearms training facility, parks
and recreation maintenance

Parks: one 180-acre regional park, three

community parks (including a
tournament facility and tennis
aquatics training center), and
47 neighborhood parks.

Beginning in 1995, the city opened its City Hall in
the Mall, which provides information, billing, and
payment services at the city's regional mall.

These facilities are linked together with
state-of-the-art computer, telephone, and other
information technologies. Representatives from
cities and counties throughout Florida have
conducted benchmarking site visits to learn more
about the information technologies used in Coral
Springs. The city also makes annual investments
in equipment such as police cars and fire
apparatus, infrastructure such as streets, water
mains, and drainage systems, and its facilities such
as parks, pools, and tennis centers. Since 1991,
the city has invested $103,259,206 in capital

improvement projects.
Working in a Regulated Environment

We enforce local regulations. Yet, we are also
regulated by various state, regional, and federal
agencies. Our land development regulations and
comprehensive plan must be certified by both the
county and state. Water treatment plant operators
must be certified by the state; our only consumable
product--water--must meet state and federal quality
standards. The federal government sets personnel
policies and practices that we must follow.
Complying with regulations helps our employees
understand how customers feel when regulated,
and improves their ability to meet customer needs.

Emerging Issues

The strategic planning process helped us
identify and begin to examine four issues that will
need to be addressed in the future. They are:

-- changing telecommunications legislation
and technology;

- creation of a “town center”;

-- expanding library services; and

-- mass transit opportunities

These issues will be examined in depth beginning
with this year's business plan, and in the future
through the strategic planning process.
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1.0 LEADERSHIP

also present quality awards to individuals and

teams at the city's annual Quality Fest.

A local government qality initiative

requires strong leadership from three sourceShe City Manager

its electedofficials, the City Manager, and
senior managers. The ess of Coral

The City Manager has been the leader in

Springs gality initiative can be traced to the developing, imfgmentng, and evalating the

leadershipprovided by these three groups.
The contributions made by these individuals
have been different, yet equally portant to
the city's five-year-old quality initiative.

The City Commission

city'slgy initiative. The City Manager has
overall responsibility for taking policy direction

from the City Qumission and leading the
organization in implementation. This position's

counterpart

corporation's or chief executive wkr.

is a
This

in the prate sector

leadership began with the appointment of Tony
The five member City Commission O'Rourke as City Manager in 1992, who made

provides ovedll policy directionfor the city.
Its counterpart in the private sector is a
corporation's board of dictors. The City

Commission's primary role in the quality former
Levinson as theugent City Manager.

initiative has been toprovide stategic
direction and visible public support. The City
Commission has provided support and
recognition in various ways. Most important,
the City Commission made practical
experience and commitment to developing the
guality initiative one of its principal criteria
when it appointed a new City Manager in
November 1995. For the past four years, the
City Commission has included "customer
focused government’ as one of its six
strategic priorities. The City Commission also
demonstrated wpport by providing the
financial re®urces needed to implement the
guality initiative. City Commissioner William
Stradling became the City Commission's
representative on the quality initiative. He led
the charge for quality in his own company and
believed that a imilar emphasis would
improve  customer disfacton, and
operational and finamal peformance in the
city.

The City Commission recognizes city
employees at plib meetings for their
contributions to the qlity initiative. They

1-1

quality the centerpiece of hif@t to reinvent

logalvernment in Coral Springs. This

leadership has continued with #lection of

Michael

Mr.

Levinson’s work pldacgs the continuation

of thaliyuinitiative as the highest priority.

For the last five years, the City Manager and

two Assistant City Managers have been the
driving force in:

Assistant City Manager

developing the city's overall mission and
quality values;
creating a culture thatoueages
employees to e@eed customers’
expectations, andogmaes and
rewards employees when they do;
developing the nfrastructure and
systems that supportgaality initiative;
changing theorganzational structure
and improving key business processes;
establishing customer service, operating
and financial performance measures;
providing resources at levels required to
meet customer expectations; and
demonstrating thatmanagement by
fact” is the way decisions are made.



Organization's Senior Managers --

The city'sworkforce is organized into
12 operating departments. A department
director headseach department, and is
responsible for aligning department programs
with the city's strategic priorities.  Their
counterparts in the pre sector are a
corporation's e presidents for operations.
The Department Directors, Assistant City
Managers, and the City Manager serve as the
city's managment team. The management-
team provides oversight and overall
coordination for the quality initiative.

It deploys the quality initiative into
the orgairation to insure that customer
satisfaction, opeting and financial
performance indicators are met. Together
with the City Commission, we are
transforming thecity from a tradional
bureaucratic government into a high
performing municipal corporation.

Core Values

To achieve our mission, theity is
committed tdath@wving core values:

o] Customer Focus
0o Leadership
o] Empeved Employees
o Continuous Quality
Improvement

Strategic Priorities

Customer Focused Government
Excellence in Education
Neighborhood Vitality

Family, Youth, and Community
Financial Health and Egnomic
Development

Respect for Ethnic and Religious
Diversity

O O O0OO0Oo

o

The six strategic priorities serve as tkey

business driversfor the city.

1.1  Senior Executive Leadership

1.1bThe City Manager and management

1.1aThe city first established a formal team* inspire high performance in the
mission $atement, core values, and strategiorganization in two ways:

priorities in 1992. The City Camission
adopted the missiontatement, core values, --
and strategic priorities when ipproves the
strategic plan, ramual business plan, and
annual operating budget.

The following are the mission
statement, core values, and strategic
priorities for the next two years:

establishing and sta@ning an
organizational climate that values high
performance, and

making decisions and taking actions that
are consistent with therganzation's
values.

*NOTE: The terms "senior managers" and

-- Mission Statement

"managementeam” refer to the City Manager,

the assistant city managers, and department

“Coral Springs is the premier city in directors.

These two termsilwbe used

Florida in which to live, work, and interchangeably throughout this document.

raise a family.”
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The city's senior managers ogoize Senior managers "walk thak" by
that both inspiration and action are needed for  providing necessary resources and encouraging
city employees to view quality initiative as the  risk taking. Resources include dollars, staffing,
city's bedrock philosophy. outside coftants, and personahvolvement

in quality related wrkshops. It also includes

The city's senior managers create amisk taking that is ecessary for a lity
organizational climate thatupports qgality initiative to moveforward, such as surveying
throughtheir personal actionsand decisions. customers and reporting results both good and
Senior managers developed the city's missiobad.
statement and core values at on¢hefr first
management "advances" (retreats). The The city's senior managers also realign
proposed missiontatement and core values existing sygems andprocedures with the city's
were presented to the City Commission and@ore values and quality objectives. For
adopted. Depénent drectors presented and example, they believe that the city’sinaial
discussed the missiontatement and core evaluation and compensation programs must be
values with their employees at department antinked to its quality objectives. They changed
division staff meetings. Senior managersboth sysems to make this linkagssible to all
developed a series of @ity awareness employees. Thecity's strategic planning
workshops to define what glity means and process has been revised ttér link quality
how employees contribute to quality. Thesebjectives in customer satisfast] opeational
workshops and follow-up meetings were usegerformance, and finaial peformance with
to define the expectations senior managerdepartmeniprograms andactivities completed
placed on themselves and on their employeeby individual employees.  Finally, senior

managers commigate quality to build a

Senior managers also personally in@te that spports qality. Sec.1.2b
recognize individual andeam peformance describes the variomethods theity's senior
that contributes to either department ommanagers use to communicate quality.

Strategic objectives. This m@gnition ranges

from simple "thankyous" and pats on the 1.1b(1) The city's senior managers use
back, to their personal use of theaguoition four methodsto create and reinforce quality
and reward syems described irfBec. 4.2. values and expectations throughout the city's
Senior managers commoate their leadership system They are:

employees’ sccess stories through various

methods, such as “&vall of Fame” at City -- the strategic planning process

Hall, full page paid advertising in the local

newspaper, the annual @ity Fest, and This process produceslang term plan
employee presentations at management team that describes where the cityhsading
meetings and City Gomission meetings. (its stategic priorities), how it plans to
Finally, senior managers develop tienate get there (the tactics identifiddr each
by correcting employee behavidisat do not strategic priority), and how it will
conform to the city's core values. This climate measure its progress toward meeting its
allows employees to make mistakes in the destination (key intended outcomes and
attempt to exceed customers’ expectations department intended resultsSec. 3.1
without fear of reprisals. describes this process in moretal.
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Senior managers are directly involved
in  developing, deploying, and
evaluating thecity's strategic plan and
the process used to produce this
document.

the business plan process

This process produces a one year
business plan for theity, which
operationalizes the siiegic plan. It
provides a one year view of the key
initiatives for each strategic priority.
It describes financial strategies used

their dforts contribute to the city's core
values andeotives. They also use
thigrocess in deciding naual pay
raises for their employees.
managers onked closely with an
employee focus group to revise the city's
long standing step pay plan to
performance-based pay plan thus
aligning this key organizational process
with the city's quality initiative.
Sec.4.2bdescribes the Incentive Pay
System (IPS) in more detail.

1.1b(2) The city's senior managers use

to improve thecity’s short and long the strategic planningrocessto set direction
term financial stability. Sec. 3.1 and performance goalsfor the orgaization.
describes this process in moretall.  This process produces two key products: a two
Senior managers prepare, track, angear stategicplan and an annual business plan.
evaluate the business plan as well as
assess the process used to create it. The strategic plan contains the city's
overall mission statement, core values, and
strategic priorities. Together, thelgscribe the
overall purpose for theity. The strategic plan
This process produces aaso contain83 key intended outcomes (KIOs).
comprehensive rmual financial plan These KIOs measure the city's key business
for the city, which is a numerical drivers.

reflection of the business plan.

Senior managers link the budget to The business plan links the city's
the city's strategiobjectives showing strategic objectives with its financial mgces
the level of resources committed toand opeational plans and objectives. This
each stategic priority, and how each document is a keynethod in tying depément

the annual budget process

operating depément's programs director anual work plans and deparent
contribute to meeting strategic activities to strategic priorities.
objectives. In adtion, each

departmentbudget includes seific The city uses its Visio2000 process,
performance measures that are used taistomer surveys, and customer focus groups to
track progress in customer identify future service program needs. The
satisfaction, opeational and financial Vision 2000 process is a comprehensive process
performance. used by the City Commission and senior
managers to identifgmerging issues that will
face the cityduring the next 5-7 years. This
process is described in more detaibiec. 7.1b.

All senior managers and supervisorsSenior managers also rely on customer surveys
usethis process to coach employees sand follow-up focus group meetings to identify

the performance evaluation system

1-4
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and letter understand customer eagiations employee benefit programs.
about issues they want the city to address arthese surveys are described in mogeitlin
service programs they exgrt the city to Sec. 4.1a.
provide.
Senior managers use results from these

1.1b(3) Senior managers use thethree sirveys toevaluate andimprove their
guarterlyprogress review process review personal leadership styles and their
overall organization performance, and to department’'s pproach to motating and
communicate results. The quarterly developing employees.ur&y results are
performance results show progress in meeting  discussed at weekly emanag team
strategic priorities and department estings. Ation plans are developed to
performance measures. The strategicaddress issue areas. During mamagnt
priorities sction of thisreport is prepared by  "advances" (retreats), outside speakers are used
the City Manager's Office, arking in to buildleadership skills.Supervisory training
conjunction with thelnformation Services pgrams are conducted for supervisors in areas
Department. Department directors prepare the identitiedugh employeeattitude sirveys
department intended results section. The City and training needs assessments where skill
Manager uses this pert to monitor developmentis needed.
performance for quarterly performance
reviews with depament directors, and to 1.2  Leadership System: Quality Values,

communicate the level of customer Expectations, and Strategic Direction
satisfaction, opetional performance, and
financial peformance to the City Senior managers use the mission

Commission. Tables and graphics from thestatement, core values, and strategic priorities
report are posted throughout CityaHand focus leaders at all levelson customer
other city facilities to communicate quarterly satisfaction, opeational and financial
progress to employees. performance. This imccomplished by tying
department wrk plans to thecity's strategic
1.1c Senior managers use threepriorities, and by providing skill development in
different srveys to evaluate the premier customer sedoe and process
effectiveness of the leadershigystem and improvement. Each department budget includes
their individual leadership skills. They are: department péormance measures that align
with the city's overall strategic priorities.
-- a departmentwsvey, which assesses Department directors work with division leaders
how well senior managers’ actions andand supervisors to link their assigned programs
decisions contribute to theity’'s and activites to the department's intended
mission and core values; results.
-- an employee attitudeusvey, which
assesses immediate  supervisors’ The city'songoing training programs in
decisions andactions, and specific customer atisfactionand process improvement
work unit issues; are additionamethods of focusing our efforts.
-- a Human Resources customer servicdhe city's premier customer servigegram is
survey, which evalmtes Human a three-module training effort designed to
Resources depanent services and develop customer seace values and standards
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that are specific to Coral Springs and its 3séer Senior managers prepare progress
customers’ requaments. All  senior reorts quarterly, which track progress-to-date
managers, supervisors, and employees igeeting strategic priorities and department
participate in these arkshops. In October performancenmeasures.These progress reports
1995, senior managers and supervisors are distributed to the City Commission, and
participated in a two day process improvementade available to all employees both irtten
training sessin. Through this program, and graphic formats.
employees developed i@mance ingators
for key business processes, created data and Leadersfrom all organzational levels
information collection systems, and began areolved in condating the city's Quality
measuring improements in the pormance Fest anmilly. This full day event gives
measures. employees the chance to frean nationally
recognized speakers on variousaliy related
1.2a Leaders at all levels focus, topics, toattend workshops and to showcase
deploy, communicate and reinforce the process improsment success stories that they
city's mission, core values, and aségic and their co-workers have produced during the
priorities through what they say and what theyear.
do. On a daily basis, the city's supervisors
model the core values through thagtions. The city's instant employee mgmition
They also coach their employees, recognizingrogramprovidesleaders at all levels with a
and reinforcing actions that are consistent wittmethod to recognize and reward the quality
the core values and correcting decisions anefforts of individual employeegSeeSection
behaviors that are not. Senior managers usg2(b))
the city's supervisory training programs to set
this expectationfor supervisors, and to Sec. 1.2b(1-5) eaders at all levels in the
provide skill sets to carry out this expectationorganization wrk regularly to link the daily
On a weekly basis, divisions and departmentsperations of individual work units to the city’s
hold staff meetings. Time is scheduled atkey performance irdators. This effort begins
these meetings to discuss the status of variowsith the development of annual department
guality activities, and to revieyrogress in objectives. Depament directors meet with
meeting department intended results. division leaders and supervisors in developing
department objectives that are included in the
Every two weeks, the City Manager'sannualbudget. Division leaders and supervisors
Office prepares a written Management Reporinclude sgcific tactics or ppgrams that will be
This report contains summaries of key qualityused to implement department objectives and
activities, abng with pdicy and nformation employee work programs. These work plans
updates. It is distributed to the City are prepared based discussions supervisors
Commission, and made alable to all have with employees during performance
employees. reviews.

Leaders atll levels receive copies of Division leaders and supervisors also
the city's internal and external monthlyplay a major role in the deployment of the city’s
newsletters. Both cda@in stories featuring strategic and business plans. These documents
individual and team generated quality succesare distributed to employees through quarterly
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communications meetings with the City betweenleaders at all levels and employees.
Manager. At division and work unit meetings, = Senior managers also rouéttetyd these
leaders atall levels discuss the city’s key monthly meetings.
intended outcomes and  dejpaent
performance measures.  These meetings Finally, leaders at all levels vk on
provide the opportunity to show how division  crosschlional teams thatdalress thecity’s
and work unitactions will contribute to the strategic priorities. These teams are responsible
accomplishment of these np@mance for assistingity staff members who have been
indicators. assigned as strategic priority leaders. The teams
assistcity staff in developing and implementing
As with senior managers, the city’s  pagns, processes, and tactics that are used to
quarterly péormance review program address a specific strategic priority.
provides division leaders and supervisors with
the principal method to track performance 1.2q2-3) Leaders at all levels use the
achieved against the goaf®r customer city’s three internal surveys to assess work unit
satisfaction, opational and financial performance and their persondadership
performance. Division leaders and styles. In addition, senior managers and leaders
supervisors are assigned respotisds for at all levels have andwted an anual
collecting data used to determipeogress in comprehensive assessment of the city’s quality
meeting department germance measures. initiative through the Sterling Process. Written
Leaders atll levels are involved in analyzing feedback rports from these assessments are
data, comparing results against goals, andsed to modify key processes used in
developing regonses if progresachieved to implementing the quality initiative. For
date falls below expectations. The quarterlexample, the sdtegic planningprocess was
performance revieyprogram is described in modified to includemeasurable outcomes that
more detall ifSec. 2.1a(1) balance both customer satisfaction and
operational pdormance. A more refined
1.2¢(1)Senior managers and leaders aprocess was developed to deploy thategic
all levels use a combination of infoal and plan throughout the workforce. A sgmatic
formal methodsto evaluate how well core approach was developed for electing
values and strategic dtection have been organizationsfor benchmarking, and using
deployed tirough the orgamation. Senior benchmark results. A comprehensive,
managers use work days and @s-wisits systematic pproach was developed for
with employees to determine how well coreimplementing process improsment cycles,
values and strategic objectives are understoodihich is described iSection 5.2.
and whether they are being reinforced by
leaders atall levels. Department directors 1.3  Public Responsibity and Corporate

meet regularly with their employees in the Citizenship
field. Leaders at all levels serve with
employees on the Employee elRtions Public responsility is one of the main

Committee. Each department is representeidundations of a leal government. The city
on this committee; department representativegrovides forthe_environmenthrough recycling
are elected by their coawkers. This programs and the Tree Preservation Trust Fund;
committee serves as a communications linkor health and safetthrough the Ple, Fire,
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Emergency Medal Service and Public extensive Public Records and "Sunshine" Laws
Works Departments; andor emergency inthe country. As such, virtually all records and
preparednessthrough the Comprehensive meetings are open to public scrutiny, providing
Emergency Management Plan. additional assurance of legal and ethical
conduct. Fially, all employeesre required to

1.3a(1) As a public entity, the city is disclose outside employment and business
regulated by Gunty, Sate and Federal law. interests in order to ensure that no Gotsf of
Along with these laws come rdgtions and interest are present. The city has received no
requirements. City employees in régad sanctions from government ages that
public serice programs keep up with regulate its seige programs for the past three
standards  through memberships in years.

professional  assmtions, professional
journals, and by working closely with their
counterparts in the retaliory agegies. This

1.3bThe cityleads and contributes to

community improvement efforts, both in

allows city employees to betteunderstand terms of qality improvement and charity
regulatory standards, and to anticipate changesfforts. Thecity and its employees contribute

in standards that will need to be reflected irtime,

ddlars, and expertise to various

policies andprocesses city employees use t°community inprovement &orts. Examples
deliver service programs. include:
In addition, as part of senior -- Annual paticipation in  pgroll

management, the city's legal and Risk
Management staff is included in theaségic
planningprocess in order to ensure that risks-
and regulatory and legal regements are

considered in the strategic and business plans.

1.3a(2) The city looks ahead to
anticipate public concerns through its
strategic planning process, its Vision 2000
process, Neighborhood Partnership meetings;
citizens’ advi®ry canmittees, arveys and
through the various adiwnal methods --
available for puldic comment to the City
Commission.

1.3a(3) The city must serve as an
example in the communitfor legal and --
ethical onduct. Two fulltime atbrneys are
on staff to answer any legal questions. Each
city employee signs a stabuy oath that
affrms the employee's support of the
Constitution of the United States and the State
of Florida. Florida has one of the most
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deductionprograms for ational, state,
and local non-profit groups.

Since 1988, city employees have
collected and distributed Thanksgiving
food baskets. Since program inception,
408 baskets and more than $8,000 has
been distributed. The number of baskets
has increased from 38 in 1988 to 82 in
1995.

Coordination of the Angel Tree program
for Christmas and Hanukkabh.

Annual donation of $50,000 to the Coral
Springs Community Chest, which
provides funding to chidies and
"neighbors in crisis" in the Coral
Springs community.

Annual paticipation in the March of
DimesWalk America. Since 1991, city
walkers have raised more than $30,000
for this cause (starting with $4,422 in
1991 and increasing steadily to $10,224
in 1995). In 1995, theity was the
number eighteam in Broward Gunty



with all the teams ahead of it coming included:
from employers much larger than the

city. -- Donation of over $2 million in capital to
-- Annual coponsor of the Northwest the school board. This amount includes
Broward Heart Walk. the donation of land for the construction
- Donation of $1 million for the of a new elementary school.
construction of a Girls and Boys Club - Donation of over $1 million annually to
in the city. support school programs such as police
-- Donation of funds and volunteer hours school resource officers, school crossing
for the construction of Slide and Glide guards and at-risk youth programs.
Park, a wooden playscape designed by  -- The inttomiu of a Public Education
community children. element in the city's comprehensive plan
-- Sponsor of the annual Martin Luther aimed at reducing overcrowding of the
King, Jr. Celebration. Past keynote city's public schools. The City of Coral
speakers have included Yolanda King Springs is the first mucipality in the
and Andrew Young. state to propose such a measure.
One key area of invodmentfor the 1.3c The city evaluates the

city has been in the area of education. Publieffectiveness of itpublic responsibility and
schools in thecity are operated by another corporate citizenship activities through the
public enity, the Broward County School monitoring of appcable key intended
Board. Wlie the city does not have direct outcomes, the survey process and through public
control on thepublic stool sysem, the city input. Improvement efforts are made in the
has initiated mangfforts aimed at improving strategic/business planning process and through
the quality of education in the city. This is notcitizen advisory committees.

only demonstited in the city's strategic

priority of Excellence in Educaih, but

through the city's time and financial

commitment toeducation. These efforts have
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2.0 INFORMATION AND ANALYSIS

customers’

requements and expectations

regarding the serwe programs that the city

By their very nature, local governments
exist in a political envonment. This
where  pditical consideration outweigh
operational data andiformation. The City of o0
Coral Springs is using our glity initiative to 0
change this environment so that decision makers
(elected officials, senior managers, and city staff
members) consider opional data and

provides. Four key customer requirements have

beenetermined Hrough thesenethods. They
environment couldlead to decision making are:

confidence
value

o reliability

responsiveness.

information abng with customer req@ments Thesemethods and requirements are described

when making decisions.

2.1 Management of Information and
Data

2.laThetypes of data and information
collected by city staff is determined by three
sources. They are: the city’s principle customer

groups, customer reqements, and the city's o

performance indicators.
Customer Groups

The city has three principle customer
groups: indiect external customers, direct
external customers, and internal customers or
city employees. These customgmoups are
addressed in more detail$ec. 7.1a(1).

Customer Requirements

City customers express two broad types
of requirements: the issues that their city should
beaddressing, and the programs or services that
they exgect their city toprovide. The city uses
its Vision 2000 procedslescribed in Sec. 7.1b)
and its stategic planningprocess (Se8ection
3.1and 3.2)to better understand the issue areas
that the city should be addressing.

Nine methods are used toet#rmine
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developed

in more detail irSec. 7.1

Performance Indicators

Through focus groupsgity staff has

three types of performance
indicaitorhey are:
a composite index that combines

selected key intendattomes (KIOs)
and department plermancemeasures.
This index is designed to provide a
comprehensive indator of the city’s
overall peformance. It tracks increases

or decreases iropeance on an

annual Dbasis. It also combines

pdormance dta generatedhtough
customer grveys with finagial and
operational pdormance dta. This
produces _an indator that balances
perception based ath with more

objective operational data The

composite index contains 10 factors:

-- assessed values for residential
property;

-- assessed values for non-
residential property;

- number of city residents served
by city employees;

-- street arterials at obave level
of service D;



-- customer perception of the
quality of parks;
- number of city induced
student stations created;
-- number of citizens serving as
volunteers;
-- city overall quality rating;
-- overall employee atisfaction
rating;
-- percentage increase in overall
city crime rate.
0
Webelieve that Coral Springs is the first
city in Florida to develop and use a
composite index to measure
organizational performance.

KlOs for each of the City Commission’s
six stiategic priorities. Three elements
make up each KIO: a germance

This isinparily customer satisfaction
data collectedhrough surveys. It is
perception based because it collects data
about customers’ perception of the
valueliability, andresponsiveness of
city provided serice programs. It also
collects adta on customers’ overall
canfidence in thecity to efficiently use
tax ddars and to effectivelyprovide
services.

operational-based data

This is more objective data and
fformation collected by city employees.

Thisatd a@dresses sewe quality,
operational pdormance, financial

performance, human oures
informationugplier compliance, and
corporate responsibility.

indicator, the arrent performance level
for the indicator, and a performance goaFig. 2.1 (a)shows how the three sources of data
that city staff plans to attain in two and infomation link together to determine the
years. [ta and nformation collected types of data andnformation that the city
for each KIO allows city staff to collects.
measure progress achieved in each
strategic priority, and to report this 2.1a(1) The six strategic priorities
progress to customers, the Cityrepresent thkey business driverdor the city.
Commission, managnent team, and KIOs and department germancemeasures
employees. have been established for each strategic priority.
Perception based and oatwnal data and

o] performance measures for each of the 1ihformation are cltected for both KIOs and
operating depéments that make up the performance measureSection 6 and Section
city’s orgarnzation. These performance 7 show results for performance indicators where
measures address customer satisfactiotyendable dta is available. Other indicators
financial and operational germance. have been established in 1996.

Data/Information City staff prepares theity’s two year

strategic plan and the annual business plan.
Two types of data and information have

been identified and are letedfor thecity’s

KIOs and department performance measures.

o] perception-based data/information
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MAIN TYPES OF DATA AND INFORMATION

Customer Group Customer Performance Data/Information
Requirements Indicators

*external confidence composite index *perception based

- direct - customer satisfaction
- indirect value key intended outcomes
*objective based
*internal reliability performance measures service quality

- employees - operational
responsiveness - financial

- human resources

- supplier

- corporate responsibilit

Figure 2.1(a)

The underpinning of these plans is thedepartment heads to review theseorts.
six strategic priorities. Results obtained in botlSeveralitems are reviewed at these meetings,
KIOs and department performance measures are  including:
used Iin selecting process improsment

opportunities. -- whether progress is moving toward, or
away from, performance goals;

Sec. 2.1a(2)The city’s performance -- whether trends are forming;
measurement sy@am began as annformal -- whether corrective action is required;
process. The City Manager megularly with - whether adiional resources need to be
staff assigned as ategic priority leaders to assigned in order tmeet peformance
review progress immeeting KIO pdormance goals, and
goals. The City Manager also met with-- the status ofprocess improements to
department dectors to review progress in key business processes.

meeting department performance measures. He

presented these findings to the CityStrategic priority leaders and department

Commission. directors comifete root cause analyzes in

assessing ata and nformation collected for

This infomal process was refined to KIOs and department gfermancemeasures.

provide a more sysmatic @proach to These analysis are discussed in reviewing

performance measurement.  Hfough the performance.

guarterly pegormance reporting program, city

staff prepares quarterly reports that track the All senior managers have access to

progress achieved to att in reaching updated quarterly information through the city’s

performance targets set in the two-year strategwomputer netwrk. Updates to pdormance

plan, anual business plan, and in departmengoals are made regularly through this computer

annual opeating budgets. Metings are held application. The quarterly pgermance

with strategic priority leaders and individualprogram is linked to theity’s incentive pay
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system. Future merit awardfr senior employees havaccess to status perts
managers are based in part on results achieved produced through the quarterly performance
in KIOs and department performance measures.  tracking program.
Please refer t8ec. 4.2ldfor details on the city’s
incentive pay system. The infomation services master plan
callsfor the computer network to be expanded
2.1a(3) The city has made significant annuly. In 1993, there were 193 work stations
strides in assuring the reliability and rapidon the network; in 1994, that number grew to
access to data and information collected. Seni@58; in 1995, 350 worktations were on the
managers recogred the needfor reliable network; following the latest upgrade, a total of
customer grveys. These surveys produce the85 work stations will be on the network. This
customer service ratings for various city servicaetwork expansion plus continuing training on
programs. A professional market research firnsoftware applications hdsoadened the access
is used to design, conduct, and interprefor employees to data and information collected
customer grveys. Thecity awarded an annual on business processes and performance goals.
contractfor this serice in1994. A consultant The computer upgrades alsallow all
from the University of Miami has worked with employees to use ice mail and E-mail.Both
staff in revising the survey instruments used tgystems reduce cle time in providing
get feedback from dict customers using information and data between city staff working

specific city programs and facilities. in different departments, divisions, and
locations.
Through internal surveys and feedback
from city employees, senior managdmund Sec. 2.1b(1-2City staff completed an

that the city’s datprocessing function did not improvement cycle for the key processes used to
producetimely or readily accessibledata and select, célect, and analyze data and
information to users. The city completelyinformation used to @ermine progress in
reorganized the data processing department aneeeting pgormance goals. The imprement
improved key businesprocesses. In 1990 cycle began with an overall assessment
$2.5million was invested in new hardware andcompleted in 1995 of the city’'s quality
new software systems, which resulted in thénitiative. Two mainconclusions were reached
creation of a computer nebrk that links about thecity’s data andnformation collection
workstations with each other and the city’s mairefforts. First, thecity’'s performance measures
computer. The Information Services were focusedalmost exclusively on customer
Department prepared a five-year master plagatisfaction ratings. This produceéction
for information services. This master plan ismaking that overly elied on percepin-based
updated annually. data andnformation. Second, theity did not
have a systematic pproach to analyze
In 1996, thecity’s main computer information that it was collecting.
system and computer network were again
upgraded. This$300,000investmentfurther Several key processes were changed to
increases the ability for employees to gain rapi@ddress these conclusions. The composite index
access to ata and nformation needed to was developed. The strategic planning process
manage key businesgrocess, and to track was modified. Key intended outcomes were
progress inmeeting pgformance goals. All added for each strategic priority so that
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operational pdormance measures could be
developed and tracked. City depaents

city senior managers to complete the firm’s
Gobal Best Practices process. This process is
incorporated opetional performance measures used to compalected city policies and
to the city’s annual budget. The quarterly  procedures against those ofizatigas that
performanceprogram was improved to provide are best in class. Thwocess involves three
a more systematiqparoach for analyzing data  phases:
and infomation being collected on the city’s
performance indators. The customer service --
process was transformed from a system that was
uncoordinated anceactive to a comprehensive -

identifying and gaining an
understanding of the city’s processes;
selecting quantifiable and conlteble

process that dects, tracks, and analyzes
customer compints. This allows city staff to
identify trends and take early corrective actions.
(See Section 5.2)These process improvements--
were developed through the efforts of ad hoc
focus groups, headed by senior managers.

nseiges that link the processes to the
city’s goals, and to stimulate continuous
improvement;
comparing theprocess and the city’s
measures to best in class.

Eachannual contract with Arthur Andersen has
Sec. 2.1b(3City staff usedeedback dedicatedhours to the Global Best #&utices
fromusers of information and dataas well as process. To date, the following processes have

the Sterling Process to develop these proceseen benchmarked
The revised KlOs in the cityPractices:

improvements.
strategic plan were developed based on input
provided by advisry groupmembers, and by --
the City Commission through its ategic --
planning workshop. Depanent peformance --
measures were developed by senior managers
working with employee groups from their --
departments. Employees alt organzational

levels from several degarents vorked on --
cross furtional teams tamprove the incentive

pay system and the customer service process.--

2.2 Competitive  Comparisons and --

Benchmarking

2.2a City staff and the city’s internal
auditor  work  together

through Global Best

accounts payable process

payroll process

parks and reeation revenuand
collection processes

employee reward and recognition
processes

employee performance evaluation
processes

annual budget development process
purchasing process

third party insurance administrator
process

additional

Senior managers ekect

in selecting benchmarkingprojects. In these casqwpject

benchmarking opportunities for determining selection is linked to the city’s six strategic

best pactices.

The city’s internal auditor is priorities. For example, theity benchmarked

Arthur Andersen and Company. This “Big Six” its strategic planningrocess with the process
accounting firm is conaicted directly by the used by Florida Powend Light. This project
City Commission to perform independentresulted in thecity developing a tw-year

internal auditor services.
function, company represttives work with
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for each strategic priority. In addih, the city  collected during the benchmarking process.

is participating in the Polic000 program

described in Sect. 5.2( ¢) This Motorola 2.2a(3) City staff currently uses

mentored project will benchmark core police  coansons in making policy recommendations
services against re-engineered procedures to the Citymidsion, in revising service

developed and tested by the research team. programs to better meet customer needs, and in
placing the results of selectedrioemance
City staff used eight local cites and measures in context. Witen  policy

national public interestgroups for selecting recommendations include findings on the
comparisons to improve orgaizational practices of other cities andounties. For
performance. The eigloities are: Boca Raton, example, the city staff usveyed other local
Plantation, 8nrise, Hallandale,Ft. Lauderdale, governments to etermine if they haducfew
Pompano Beach, Hollywood, and Davie. ordinances in place as the City Commission was
considering establishing ®enage wfew Iin
These cities comprise the local laborCoral Springs. A question was included in the
market for Coral Springs. Thaty uses comprehensive customewursey to atermine
data/information, and results from these cities imesident apport for a leal arfew.
setting employee compeat®on, benefits, and Improvements to procedures used to deliver city
human resurces policies. City staff uses data service programs are developed through
and infomationfrom the International City and comparisons. Leal and national comparisons
County Managment Association (ICMA) to for selected pgormanceindicators are listed in
develop mtional comparisons for ekected Section 6 and 7.
organizational performance indicators.
2.2a(4) Stretch targetsare set in both
2.2a(1-2) Needs for benchmarking the two-year strategic plan and the department
projects and comparisons are determined by theerformanceneasures. Each KIO contains a
City Commission. In addition, benchmarking isperformance goal thatilvbe achieved in two
included in thecity’'s process improesment years. Each departmentrfi@mancemeasure
process described fection 5.2(b) The City contains a pé#ormance goal that is to be
Commission identifies comparisons by directingachieved by September 30, 1997.
policy issues to the City Managfar analysis
and recommendations. The City Manager 2.2b For the last two years, the city has
determines the priority for comgeting used benchmarking with public and private
benchmarking and comparison projects. Senimector orgamations todevelop key elements of
managers etermine the criteria to be used inthe city’s quality initiativeand improve internal
selecting the ata andnformation that will be processes. Organizations for benchmarking were
collected for benchmarking and comparisonchosen bcause they have demonstrated
projects. City staff analyzes the processsustained progress toward inmenting a
currently in pgace prior to ondwting a quality intiative (eg., Austin, Texas) or have
benchmarking site visit. This analysis includesgeveloped a ational reputation in a specific
but is not limited todeveloping a flow chart to program area ( e.g., the Dallas, Texas metroplex
better understand the existing process. Thi®r economic development and
analysis identifies questions to be addressed atelecommunications). Albugh numerous
the data andnformation that need to be benchmarkingprojects have been completed,
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city staff determined that a more systematic, 2.3a(1-3) City staff analyzes the data
structured approach to the benchmarkingind infomation presentedhtough quarterly
process needed to be developed. City stafferformance ngorts to spot trends and take
evaluated the benchmarkimyocess in 1995. corrective action on: customer satisfaction;
This evaluation included both an internaldepartment opational performace; and
assessment of the process, and am@ation organization finagial peformance. Senior
by a team of outsidgrofessionals. The managers look for emerging trends and progress
assessmerigad tovarious improvements, such to date inmeeting performance goals in each of

as: these three areas.

-- benchmaking opporturities are now Customer satisfaction ratings are
linked to the key intended outcomes indetermined and analyzed both at an overall
the strategic plan; organizational level and for individual operating

-- special attention is given to identifying departments. Tweytfour indicators are used
private  ®ctor orgaizations for to track results in customer satisfaction. Eight
benchmarking; indicators are used to track ddpant

- ananalysis of the process currently usedperational pgormance. Eleven indicators
by city staff is completed prior to the are used to track therganzation’s financial
benchmarking ite visit, identifying the performance.
types of éta and nformation to be
collected, 2.3b Senior managers analyze changes

-- the results from the internal auditor'sin financial peformance inéators hrough
Global Best Practices pert serves as reviews of the monthly financial statements and
the basis for @ecting processes for quarterly peformance review reports. These
improvement cycles whenever possibleyeviews focus onemerging trends, and
and comparisons of performance taated against

-- city staff initiated benchmarking is used predetermined péormance goals.  Senior
to identify key business practices to bemanagers use these analysis in preparing
included in the strategic plan for processdepartment opating budgets, the city’s overall
improvement cycles. annualbudget, and theity’s annual business

plan.
Finally, city staff learned Hrough the

evaluation of the benchmarkingrocess that 2.3¢(1-2)Senior managers use cause and

senior managers needed eitérunderstanding effect analysis in examining KIO and

of benchmarking. A session on bench- perfformance measure results to date at quarterly
marking was included in e&eminar on how to review meetings. Decisions made at these
write a business plan. The workshop wasneetings are used:

attended by managient team members.

Additional benchmarking training will be -- in selecting process improement
included as part of senior manager’s training cycles;
during FY 1996-97. -- formulating resurce allocation
recommendations ctained in the
2.3  Analysis and Uses dDrganizational proposed annual budgets;
Wide Data -- deadng whether to issue bonds for long
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term capital projects or equipment
acquisition,

- decidingwhen to request upgrades in the
city bond ating from rational rating
agencies, and

-- changing city financial policies.

Senior managers evaluate fhecess
used to prepare, analyze, and implement
decisions genated hrough the quarterly
progress review program. These assessments
have improved the progress reports so that they
are more readily accessible, are prepared as
efficiently as possible, accurately report
performance to ate, and are tied more closely
to decision making. The City Manager seeks
input from the City Conmission regularly on
how the quarterly reports can be improved to
meet their expectations and needs.

In the most recent iptovement cycle,
senior managers edided that the city’s
customers would benefit if performance and
request/complaint ata could be displayed (in
charts or maps) by preset geographic zones.
This capacity would assist staff in analyzing the
services provided to and the different needs of
demographicgroups. Software atessary for
“geo-based” reporting has been acquired.
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3.0 STRATEGIC QUALITY

3.0 Coral Springs has used a
comprehensive stegic planningprocess for
the past two years to develop two year strategic
plans and an annual business plan for the
organization. The «tegic plans have
integrated thecity’s quality and operational
planning into one process.

3.1  Strategic and Performance
Planning Process

3.1(a) The city uses a strategic planning
process to: assess current strengths and
weaknesses; look ahead to comingllieinges
and opportuities; set priorities; and align
resources with those priorities. This process is
closely linked to therocesses used to develop
the business plan, annual budget, and capital
improvement plan (CIP). (Séegure 3.1(a)

The Strategic Plan

This plan has several components which
serve to assess, educate, prioritize and build a
consensus. These components are as follows:

Situational analysis

This analysis eamines demgraphic
factors, land development trends,
financial indicators and emerging issues.
This component provides an jettive
assessment of where we are right now.

SWOT exercise

The City Commission and management
team independently complete a written
survey that assesses the strengths,
weaknesses, opporitias and threats
(SWOQOTs) facing the community and the
organization. The results are tédiad
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separately and then compared and
discussed at the City @Gunission’s
strategic planning workshop.

The Strategic Planning Workshop

The City Commission affirms
the city’s mission statement at each
workshop. The City Gomission then
uses the situational analysis and the
SWOT information to build a consensus
on those prioritiesvhich constitute the
“vital few” issues critical toour long-
term success. The strategic priorities
chosen by the City Qomission are
listed inSection 1.1(a)

The Strategic Plan document

Senior staff prepares a draft
document after the stiegic planning
workshop which incorpates the
mission and priorities determined by
the City Commission. The draft is
circulated widely in order to get input
from depament stf. It is then
reviewed and fially goproved by the
City Commission. For the first time
this year, the document was printed in
the form of seven smdilooKets (one
for each priority and an overview).
These short bodéts are more visually
appealing and more accessible to
citizens and employees. Thisocess
improvement was made because the city
staff found that most readers were not
reading the entire documenédause it
was perceived to be tooorg and
difficult.

Each boolet follows the saméormat:
Overview; Where We've Been; Where



We're Headed; Action Steps; How

Short Term Requirements

We'll Measure Progress; and Results to
Date.

Business Plan

The business plan takes the strategic
plan andprovides eclear plan ofaction for the
coming fiscal year. It precedes and sets the
parameters for the annual operating budget. The
business plan incorporates a market analysis, the
city’s five year forecast of financiabadition,
the results of the strategic plan, the six strategic
priorities, and key intended outcomes in one
short document. It outlines the initiatives which
will provide action in reponse to the six
priorities in the coming year. It also outlines the
financial plan which will make those actions
possible and advisable within the confines of the
five year financial picture.

Annual Budget and CIP

Instead of aeating initiatives wthin the
confines of the budgethe city now creates the
budget within the @nfines of the sategic
planning process. Department  ediors
have responsibility for ensuring that their budget
requests address the six pities. They
reallocate theirfunds where acessary to
implement the action steps identified in the
strategic plan. The annual budget and CIP have
become wrking documents for City
Commission and staff. They thioe the

Indirect Customers

The city has aondwted bianual
comprehensive customer surveys since
1993. These surveys contain questions
that ask residents to describe the most
pressing issues that city officials should
immediately ddress. Focus groups are
held following these surveljecto co
more m-depth infomation on
customers’ needs and expectations.

Direct Customers

Operating trepats use a
rbination of witten and telphone
surveys of their distinct customer
grups. These surveys contain
guestions designed to better understand
customers’ needs and eqtations.

(See Section 5.2)

Internal Customers

The city's Human  Resources
Departmenuses two written surveys to
identify  dort term  employee
requirements. Focugroups are used
extensively to expand on us/ey
findings. These surveys are described in
detail inSection 4.1(a)

financial plans which will enable the city to Long Term Requirements

implement the action steps outlined in the
strategic plan.

3.1a(1) The city uses wveys, focus
groups, and the swtional analysis to build
current and future customer regunrents into
its strategic planning process. Methods used to
identify short term and long term reqaments
of the city’s three principle customer groups are
described below.
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Indirect and Direct Customers

The city’s Vision 2000 process was
designed to identify emerging issues that
will face the cityduring the next five to
seven years. City residents have been
involved in all aspects of this process.



The city’s many advisory committees also have
a role in identifying current and future customer
requirements. Customers volaer their time
and expertise through these advisory
committees.

SEA Report
Tdily compares its p@rmance in
key operational areabrough this
report. This report compares results
from péormance ingtators with other
cities throughout the country who are

Internal Customers

The Human Resources Department’s
customer sefige urvey is used to
identify internal customers’ prities
and request their suggestions for
improvement in areas such as employee

committed to quality. Thisnformation
allows city staff to gauge whether
performance on certain key indicators is
comparable, best-inlass or below
expectations.

Benchmarking Efforts

benefits and city policies.

The city’'s benchmarking efforts are
In addition to the three principal described inSection 2.2(a)
customer groups, the city segments its
customers in a nfiitude of other variations. 3.1a(3) The city has used both strategic
Citizens are grouped geograptally. andfinancial processesittentify future risks.
Neighborhood police zones are served by a corgs part of the strategic planningocess, the
group of pdice officers tasked to learn the management team identifies emerging issues
concerns and needs of that zone. Initemtd  that will shape future strategic priorities. These
“communities of interest” are regnized. For issues are identified and examined in detail both
example,city staff meets on a regular basisby city staff and by th€ity Commission at its
with PTA chairs fromall public and private strategic planning workshop. In April 1996, the
schools, representing the parents of schoasues identified were:
children. The Youth and &mily Advisory
Committee represents concerned parents and
grandparents of children afl ages. The city
stays in tune with the business community
through regulameetings with both the local
Chamber of Comerce and the Boomic
Development Bundation. Senior @izens are
represented through the Senior Advisory

changing telecommunications
legislation and technology

creation of a “town center”

expanded library services

mass transit opportiies (rail, heliport
or traditional)

Committee. Staff will spend the following gar preparing a
white paper on each issue, using consultants
3.1a(2) The city assesses its where necessg for review andaction by the

competitive environment  through the City Commission in 1997.

situational analysis, SWOT exercise, Service The Financial Management Department

Efforts and Accomplishments (SEA) report andprepares five year finaial forecasts apart of

through benchmarking efforts. The siional  the business planning process. These forecasts

analysis and SWOT exercise are described in project future opating expenditures and

Section 3.1(a). expected revenues. During the lasatstyic
planning process, the five-year forecasting
process was changed sigeaihtly. The
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forecasts showed a peoted deficit of $7.5 thgerformance of strategic goals. The city has
million in FY 2002. These deits anticipated panered with a condtant from Washington,
a very real financial crisis unless action was D.C. to rewrite the city’s telecommunications
taken to prevent it. Multiple changes to city orahces to meet the challenges and
policies and opeations were recommended in  opportunities kegy  from recent
the 1997 business plan, which had the effect delecommunications ferms. City staff has
reducing the FY 2002 pjected deficit to a also partnered with a fifrom Kansas City
manageable $3.7 million. New initiatives had to  with expertise hilwaglanning to assist the
demonstrate reductions in forecasted losses. city inemgmting sbool concurrency to
address school overcrowding.
3.1a(4) The city uses its strategic
planning process tmatch theorganization’s 3.1a(5) The city has a particularly
capabilities with its strategic priorities. The  strong history opartnering with other public
City Manager's Office prepared a andprivate organizations to achieve its goals.
comprehensive organzation plan following For example, the city wasund by a prior
the City Commission’s adoption of the first a&gment to provide active recreational
strategic plan in 1994The reorganization plan  facilities in a new regional park at an estimated
was designed to realign thergarization’s cost of $25million. Indead of building the
resources to address the strategic priorities.  facilities at gat cost to taxpayers, the city
This wasaccomplished witout layoffs. The issued a Request for Proposals (RFP) to identify
city used a variety of tools to implement this private firms interested in financing,
reorganization, including: p@®n attrition, constructing, and opating recreational
early etirement programs, a voluntary afcilities on ciy-owned land. Through this
severancgrogram for supervisory employees  process, ditye has developed partnerships
whose pogions were targeted for deletion, and  with pt& businesses to construct capital
employee transfers to areas of higher priority. improvements andt@saftballice skating,
golf-training facilities and a golfiriving range.
Following this initial reorganization, the  Thegpeblic/private partnerships will result in
city continues to examine and revise itsadditional revenues to the city.
organizational structure. hfough ongoing
organizational changes, more employees have Thealsibyuses managed competition
been added t&ront-line postions which serve  tocompare the cost of services provided by city
the public -- such as policefficers, while staff with those provided by th@ivate sector.
middle andupper managment positions have Thigrocess has been used successfully to
been deleted. Sincg993, mid and upper evaluatefour senices: equipment maintenance,
management positions have been reduced by tu@llarts center managent, tennis facility
22%. management and emergency medical services.
This process has resulted in lowered costs for
The city staff downsizing haBrought customers (averaging a 20% savings per project)
new opportuities for using unexpcted new and ketter quality services. Citstaff believes
partners. The use of corsmts has increased these results are due to a strong process for
as staff has less timir research-intensive  managed competition. This process ensures that
projects andunds previously used for salaries all presfve bidders fullyunderstand the
have been freed up. Tlogy has sught out scope of the s&®s required and the quality
“best in class” consultants for projects critical towhich is expected. The RFP specifadisof the
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services which are needed, the reporting
requirements, and performance indicators which
are expected, and also spells thé evaluation
criteria. Decisions are then be made on an
objective basis, partners are cledroat the

necessary to achieve thesvesb The
business plan also lays out the financial strategy
for the city over the next five years.

3.1c The dtyhas gone through two

expectations of them, and itementation has improvement cycleswith our strategic planning

been very smooth. Retmnendations as to the process.

successful bidder are made by anective

After the first stiegic plan was

produced in1993, a focus group was held to

evaluation conmittee made up axperts in the determine the strengths and weaknesses of the
field and outside customers as well as city staffplanning process. As a result of this input,
several changes were made:

This process was most recently used for
deciding whether thecity or a private firm --
would provideemergency medical services to
city residents. The RFP contained three methods
to assess service quality: response time, level of
customer comipints and adherence to medical
protocols. The City Coimission selected the --
proposal suimitted by the city’s Fire
Department. It based the decision on the quality
standards that thaty set in these¢hree quality
criteria, and the mbbds thecity employees
used to prove they would meet these standards.

3.1b Thestrategic plan is converted
toactionable strategies through the business
plan. The business plan takes the key business
drivers from the sétegic plan and assigns
goals, responsilties and esources. New and
continuing intiatives are clearly laid out,
assigned to a deparent and giverbudgeted

a wider variety of city staff members
were involved in the development of the
strategic plan in order tproduce better
information and to facilitatebuy-in
throughout the organization;
performance  measures were
incorporated which track customer
satisfaction, opational, financial and
work load indicators. For the first time,
the strategic plan incporated KIOs
and set performance goals for each
outcome.

In 1996, review and evaltion of the

process was iabedpanto the strategic
planmmgcess. Once again a focus group was
used to review aniihae the success of the
strategic planniqpgocess in achieving the
desired results.

The focus of the changes this

resources to carry them out. The business plamear was to make the strategic planning process

is organized by strategic priority.

mormeanngful in the city’s day-to-day

operations. The following improvements were
In the past several years, the city has itiated this past year:

taken steps to iprove the linkagdetween the

six prionties and all of our other major --
administrativeprocesses. Employee goals and
objectives are linked to the six priorities, as are
their peformance reviews (se8ection 4.2.

All management team members assess their
personal responsiily for contributing to the
success of the KIOs during their annual
evaluations. They alsdie KIOs to their
department gbctives and identify the tactics
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a better @nnection was established
between the strategic plan and the city’s
annual budget. The business plan is the

city’s formal link between the strategic

plan and the annual operating budget.

The business plan describes plans for

addressing the six prities in plain

English for the City Comission,

employees and outside customers. It



outlines spcific initiatives to be 3.2 Strategic Development Performance

undertakenduring the upcoming year, Projections
and directs how the city’s budget will be
spent in support of those initiatives. 3.2a The city relies on botliormal

and informal mehods tolink the strategic
the business plan incor@ted a long priorities to the daily delivery of services to
term view, presenting a one-yearour customers. Formal mebtods include the
financial plan within the context of a strategic plan, the business plan, tmaual
five-year finamial forecast. New budget and the ark plans incorpated in the
initiatives were analyzetbr short-term annual employee evaltion process. These
and long term opational and financial strategic priorities inarporate hput from
consequences. throughout the community andiccurately
reflect the requirements and expectation of our
the timing of the strategic planning principle customegroups. Infomal methods
process was changed to nmaize the include focus groups, staffieetings and the
natural flow of each ofthe steps in the quarterly employee commigation meetings
process. The pnary timing change with the City Manager.
was to move the City Commission’s
strategic planning workshaogell before 3.2a(1) Key performance
the start of the annual budget processiequirements are deployed in several ways.
The management team then uses th©ne of the primary tools for deploying
strategic plan as their guide inorganizational goals ishtough thecity’s 33
developing their itiatives for the KIlOs. These KIOs flow directly from the six
coming year, and theudget needed to priorities. They are included in both the
carry them out. strategic plan and in the business plan. The City
Manager uses the business plan as the work plan
more  departmental nput was upon which he Wl be evaluated. Each
incorporated into the pregdion of the department dector assesses his/her own
strategic plan. Once again, more inpuinvolvement inthe success of each of the KIOs
from throughout the orgaation was during their anual evaluation. See Figure
desired to produce a product that was3.2(a).
useful in the dayet-day opeations of
each department. Department directors Each department tracks rf@rmance
were assigned portions of the businessneasures critical to their own operations. These
plan to write and/or review. performance indicators are printed in the annual
Managementteam members set the operating budgetach year and are tracked in
goals and initiatives outlined in the the quarterly performance reports sutted to
business plan. Better alignmentwas the City Manager each quarter. Performance
established between KIOs andmeasures were chosen by each department after
departmental objectivesThe use of the citywide training in the use aheasurements.
alignment matrix was established inThe training occurred both in the classroom and
order to focus and align departmentat the workie in order to involve as many
objectives and wrkplans with the key front-line  employees as possible in
intended outcomes and piit@s. See undestanding the importance and the use of
Figure 3.2(a) performance measures. rieemance
requirements are also deployddaraugh the
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composite index. (Segection 2.1) plan. The business plan documents the action
strategiedor each of the six priorities and the
Employees tratonally determine the funds canmitted tothem. The business plan is
work plan for the upcoming year during theiradopted by the City Gomission at the same
annual evaluation. Work plans are now directltime as the rmnual budget, which ctains the
linked with the six priaties. Evaluations of detailed financial arrangements.
management team members are directly linked
to results of performance measures and KlOs. Long terpecpgoarebudgeted and
programmedhrough the Catal Improvement
3.2a(2) Just as each department isProgram (CIP). This document has a five-year
responsible for contributing to KlOs, each of thehorizon.
city's partners is also responsible for
contributing where @propiate. Contractors 3.2b The key intended outcomes for
providing services to city customers are requirethe City’s strategic priorities represdwo year
tosurvey their customers just as departments dprojections of key measures or indicators.
Proposals and bids are judgedlwst value to These outcomes are describedérigure 3.2(a)
the customer, rather than on low bid. Contract¥wo year projectiongor selectedkey intended
have performance and custometisfaction outcomes are listed iFigure 5.2(b). Another
standards built in. key long-term planning document for the city is
the five-year forecast, whigbrojectsthe city’s
3.2a(3) Productivity and cycle time revenues and expenses for the next five years.
improvement plans are included in the It is a tool critical to the city’s ability to
Incentive Pay Systenfiorms used in every anticipate future needs and plan ahead to meet
employee’s anual evaluation.Each employee them without large property tax or fee increases.
is asked to identify and commit t@wo process
improvements that he/shealwpersonally work
toward. At the annual evaluation, the employee
then describes his/her accomplishments in
effecting thoseprocess improsments. This
indudes department directors, each of whom are
responsible for two @fe time process
improvements which benefit customers. An
example is the goal of improving cycle time for
plan review in the city’s Building Department
from 25 days to 17.5 days. This isneasure
critical to the builders and developers building
new or improved homes and businesses in the
city and the customers which they serve.
Another example is the ongoing improvement in
productivity at thecity’s fleet maintenance
facility, where the produwtivity of each
mechanic has increased 68.7% since 1993,
and is projected to increase further.

3.2a(4) Resorces are deployed
toward the six priorities through the business
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4.0 HUMAN RESOURCE THE H.JM&H RESCJRsESD
EXCELLENCE M AksNCG, N FNFETATER
MHL LWALUS TS 2 LGS
The Human Resources Department
mission gatement is "Tdhelp the City of Coral

L n= I -

Springs provide worldiass service to our S ERTRAR
customers through our people by retong, o
training and etaining a diverse, high quality : R |
work force.” This mission supports tlegy's -
mission statement. In additi, the plans and . CEEEAE
programs of the Human Resources Department L
support four of the six strategic priority areas. I
1 bl -Chal ]
4.1 Human Resource Planning and I
Evaluation
dIrrn Al

4.1a The city'sHuman Resource plans e
are incorporated into the city's strategic plan, the S |
annualbudget, as wil as the individual work TR
plans of thenmembers othe Human Resources LA A
Departmentteam. Figure 4.1(a) displays the S
Human Resource planning and ewalon _l_
process. The figure shows the process for all N
Human Resource planning and ewatiion Taen. .
including nvolvement, pdormance and oA

recognition sylems, and employee well being _
and satisfaction systems. Figure 4.1(a)

The Human Resources Department
Human Resource plans are developed administers three internal survey instruments

using four sources: thety's strategic plan and

business plan; surveys; employee focus groups; the Human Resources Customer Service
and the Human Resource liaison program. Survey;
the Employee Attitude Survey; and
The city's strategic plan and business the Organization/Department Director
plan serves as the basis for Human Resource Survey.
planning by setting out a framework of the city's
mission, prioities and key intended outcomes TheHuman Resources Customer Service

(KIOs). When developing plans and initiatives,Survey is ondwted anually. The survey is

the Human Resources team considers how tlggven toall employees anébcuses on services

plans and initiatives willfurther the city's provided by the Human Resources Department.

mission, support the six strategic priorities and'he first benchmark survey was conthd in

contribute to the KlOs. January 1995. The purpose of the survey is two
fold:
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-- to provide dta to identify trends and th@bons bring back "grass roots" information
measure e#ictiveness of plans and receivedfrom the departments in order to assist

initiatives; and in Human Resrce planning. Wil the
-- to identify internal customer priorities liaisons maintain their areas of specialty, they
and areas of improvement. have been trained to answer many questions

outside their area of expertise in order to
The Employee Attitude 8vey is puovide the depaments they serve with better
conducted mnually. The survey igivento all customer service.
employees and focuses on themrw unit and
supervisor. The survey is organized around the After the lebamp of the anual
city's four core values. The first Employee = HumanResources Customer Service Survey, the
Attitude Survey was conduted in1992. The Human Resourcésam meets to review the
Organization/Department [Ector Survey is  results and to devekmgion plans. Areas of
conducted semiannually. The survey is givento strength and areas for empniv are
all employees and focuses on orgatonal identified based on theath. After the initial
issues and depament director pdormance. identification of areas for improvement, various
The first Organization/Department Directortechniques are used to identifyot causes and
Survey was conducted in February 1995. potential solutiofechniques used include
brainstorming, multi-voting to prioritize,
The city uses two types of employeefishbone diagrams and forceelfl analysis.
focus groupsstanding and ad hoc. Standing Areas for "a quick fix" are identified and
employee focusgroups meet regularly to solutions imgemented. Akey team member is
provide input on sgcific issues.Although the  assigned to spearhead efforteeach of the
composition of the focus group may changeseveral priorityitems identified. This key team
from time to time, eachgroup works with member wouldct as team leader in future
specific issues that are of a continuing nature. HumarolRess team meetings when the
The ad hoc focus groups are assembled apecific priority item is discussed. This
needed to deal with issues of a more timely and member wollddtatecessary datapreduct
non-continuing nature. Four areas where ad hoc focus group meetings and report back to
standing focus groups have been used are for the  the Human Reseamces results of these
city's Incentive Pay Symsm, the Gainsharing f®orts. Theteam member may also request
Program, the HMalth Benefits Plan and the liaisons to gatherata orreceive input from the
Wellness Program. departments they represent. Using these
techniques, the Human Resourtesm comes
The Human Resource liaison progrean to a consensus on solutions. Plans are then
designed to provide diter two-way developed, implemented and monitored.
communication between the Human Ba@ses
Department and othercity departments. In addition to the Human &eses
Members of the Human Resource Dépant Cudomer Serice Survey, two addional
team are assignespecific departments to serve  surveys anmedccted: the Employee Attitude
as "liaisons.” These liaisons attend theirSurvey and the Orgaational/Department
assigned deptmnents’ staff meetings at least irBctor Survey. [Rta from the Employee
monthly andprovide infomation on Human Attitude Survey is used to assist supervisors in
Resource plans and initiatives. More important,  putting together their persamil plans.
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Supervisors are required to suoib to their quality, technical, safety and compliance
department director a specific action plan fottraining per year. Qurses offered through the
items with an "aggement rate" less than acity's "Quality College” include Intvduction to
specified percentage. On request, Human Quality, Empowerment, Premier Customer
Resources W facilitate work unitmeetings to  Swrice, Advanced Customer Se&mw®, Process
assist on the development of action plans. Improvement, Measurement, Supervisory Skills,
Support Staff Academy and Leadership Coral
In a similar manner department directorsSprings. A two-daynew employee orientation
are required to submit to the City Manager a lides training on the "Qility College”
specific action planfor items with an couses. In adélon to quality training,
"agreement ate" less than a specified employees eaceive training on safetfboth
percentage from the Orgaizational/  general and site specific) and compliance issues
Department Diector Survey. A focus group is dsual harassment, diversitgrug-free work
also held to isolate issues identified in the place and city policies Emodedures).
Organizational section of thenwvey. Human Complementing the quality and compliance
Resources uses these two surveys to assist in inirtgais a geneus tution reimburgment
supporting conclusions made from data received  progranteghdical training arranged by the
in the Human Resources Customer Survey, tmdividual departments.
track trends and to identify specific departments
where certain issues may be mprebdematic compensation, recognition, benefits,
than others. and well-being

4.1a(1-4) A summary of key human As part of the Human Resource work plan, a
resource plansfollows: new classification and compensation system has
been developed. This ggm uses a "point
work design to improve flexibility, system" to develop pay range data which was
innovation and rapid response incorporated into abroad band" design for
employee classification. This new classification
In 1994, thecity reorgarized the verkforce by system resulted in the simplification of the city's
flattening the organzation, empowering the pay plan, going from more than 75 pay ranges
front line employee through thelimination of to 25 pay ranges. The reduction in pay ranges
bureaucratic layers. This aganzation was increases the flexiily of the system by
achieved wihiout layoffs and was followed by alowing ease of movement from one position to
employee training in the areas of empowermerdanother. This new si@am was developed as a
and continuous impr@ment inorder to give result of dta received regarding compensation
employees the tools to do their jobs in the nevand classification in the Human Rmsrces

organization. Customer Survey and using tleehniques for
employee development, education, plan design described above.
and training

recruitment
Since beginning its quality initiative, the city
has committed significant resrces to training The city uses a teanpproach for recritment
and development. Thety's goal isfor each efforts. Interviews are condied bygroups
employee to have an average of H@urs of which include not only the prosptive
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employee's supervisor, but also co-workers and
customers. Nanajor changes are expected or
planned in the local ark force market. One
national trend the city is monitoring is the
increase of women into theork force. Based

on this trend and data received iongys, -

Human Resource plans include the continued
development of "Family Friendly" ark place
initiatives.

private;
-- nacting with a leal university
professor whoesjalizes insurveys to
view the instruments and make
recommendations; and
use of a focus group to provide input on
the survey questions and to "test" the

survey.

Key performance measures collected by Human

4.1b The method of evaluation and Resources are listed Figure 4.1(b).

improvement of Human Resource plans and

measures is displayed in Figure 4.1(a)lnput Pty Human Results
for the improvement cycle comes from surveys, intended Resources Figure
employee focusgroups, Human Resource| Outcomes Performance
departmentiaisonsand through the monitoring IS
of performance measures. Customer City Training 6.3a
Focused Applicability
Government/
PYOQFESS on thilOs and performance Overall Quality | Liaison Servicqg 6.3b
measures is tracked and reported on a quarte{lyating for city | Satisfaction
basis. Surveys supply trendatd on the | Services
effectiveness of plans anditiatives. Focus Applause Card 6.3
. iy . Recipients
groups provide additional feedback and provid¢
more detailednformation than awvey alone | Customer Overall HR 6.3d
could provide. Through deqarent liaisons, gocused y Service Quality
. . . . . . overnmen
information is eceived in a more timely and | 5 ¢ Number of 6.30
less formal manner. Employee Programs/
Satisfaction Enhancementg
Using these four sources of input, the Rating Benefits 6.1
Human Resources team app'lles the technlqu S Satisfaction
and processes described previously to refine arjd
improve plans and itiatives. This analysis is Wellness 6.39
not limited to theperiod after the completion of Satisfaction
the annual survey. It may be tiisted at any | Financial Healt{ Instant 6.3h
time there is input that imchtes a need for gﬂd ElconomiiD REmploy?e
. evelopment ecognition
Improvement. ollars Added to
Fund Balance

One method omeasurement in the area

of Human Resources is the three survey

instruments. These instruments are reviewed.2 Employee InvolvementPerformance,

annually to contiuously improve the surveys and Recognition

and to ensure continued applicability. The

following methods have been used to improve 4.2a The city promotes full

the survey instruments: involvement and high performancein several

--  benchmarking against similar tools usedvays. First and foremost is an emphasis on

in other orgaizations bothpublic and empowerment, one of the city's four core values.

Figure 4.1(b)
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All city employees were introduced to the uest/complaint tracking system. The creation
concept of empowerment in February 1994 with  of a crosdtifunal team can be instituted by
a four-hour workshop on empowerment.any employee, not only senior management.
Through new employee ori@tion, new
employees are also mtduced to the concept. 4.2b The city's Incentive Pay System
Empowerment s reforced  through ("IPS") was designed t@inforce performance
encouragement of nformed risk-taking, through compensation and recognition.IPS
recognition of empowered decision making andvas instituted as a pilotprogram for
empowerment of employees in the Incentivananagementin 1992. In 1993 the program was
Pay System, andhitough the annual employee introduced for all non-union employees. One of
Excekence Awards, in which one award is giventhe basic premises of the city's compensation
in the category of Empowerment. and recogition systems is that all employees
are treated equally. There are no separate
In 1994, thecity embarked on a "management compensation” programs.
reorganization plan which focused on flattening
the orgarration and placing decision making at IPS rates employees on two levels.
the closest level possible to the customer. ThiBirst, at the beginning of each year, an employee
reorganization andldttening continue today. and supervisor agree on a work plan and
Each vacancy is carefully reviewed to ensure imeasurable géctives for the year. These
is filled at the ppropiate level. The objectives aretied to the city's and the
Management Eliminaton Buy Out Plandepartmental missions. Fifty percent of the
provides incentives to senior management whpating is based on the degree to which these
terminate employment. The incentive is onlyobjectives are accomplished. The remaining
available if the position vacated remains50% of the rating is based on specific job skills
unfilled. This program has given tiety the which are tied to théour core values. The
opportunity to reorgare divisions without percentage awarébr the year istied to the
layoffs. Decision making has been pushegerformanceating. Two informal sessions are
down and self-dected vork teams have held during the year to review progress and
emerged as a result of these efforts. adjust objectives if necessary. Several teams are
using peer evaluations. Using the framework of
Effective communications betweenthe IPS system, objectives are $at each
departments are achievedirdugh several member by the team and at yeaudge peer
methods. Standing cross functional teams hawvaluations are conducted.
been formed to deal with necing issues that
cross departmental lines. Examples of these Another aspct of the city's raagnition
cross fumtional teams include the managemensystem is the Gainsharing program. The
team, the Development Review Committee anéainsharing program has three components:
the Neighborhood Partnershipeam. In citywide recogition and reward, deptnental
addition, ad hoc crosgunctional teams are recognition and rewd, and individual
formed to address non-recurring issues thaecognition and rewd. Through thesitywide
cross depamental lines. For example, ad hocGainsharing programall employees share
cross functional teams were formed to select anglqually in 10% ofcitywide favorable budget
implement a major software/hardware computevariance. Thisprogram encourageall city
conversion and to re-engineer theemployees to work together to achieve citywide
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objectives and makeedisions using a more financial oesces to ensure employees have
global perspective. In Aprill996, each the necessary tools to best serve our customers.
employee received a check for over $400. Ttiy employs two full time Training
Coordinators. In adiibn, a Human Resource
The departmental gainsharimgogram  Coordinator demhtes 50% of her time to
awards depaments with 10% of thecity's empoyee training. The ttal financial
favorable budget variance. These funds ara@nvestment in employee education, development
carriedforward to subsequent @al years and and training B2% of payroll. Thecity's
can be invested in new or upgradediteqjor  training goal is an average of 4®urs of
new programs. The final component of the training per year per employee in bty qu
gainsharing program is instant employeeelated topics and technical traigi  This
recognition. This program enables supervisors  equates t®4d0 hours of training. The
to reward and recognize employees who exhibtity remgnizesthat the effectiveness of training
excellent customer service, initiative and is not measured by the financial investment or
creativity in prodem solvhg. Employees are quantity ofhours alone. Thenethods used to
rewarded with movie tickets, dinner or mall giftevaluate and iprove training iitiatives are
certificates and paid time off. discussed irfsec.4.3b

4.2c The process used &valuate, and The city's trainingorogram is under the
improve employee involvement, performance umbrella of the "Quality College.” The courses
and recognition systemds the sam@rocess offered are tied to the four (4) core values:
desaibed irSec.4.1b In brief, input is received

fromthe three survey instruments, focus groups, Leadership

Human Resource$iaisons and p#ormance Leadership Coral Springs

measures. Two of theity's standing focus Supervisory Skills

groups include the IPS and gainsharing focus Department Director Advances

groups. Thesewno groups meet periodically to

review the success of these programs and Empowerment

recommend improvements. In addition, Empowerment Training

questions on the annual Human Resources

Customer Seige Survey cdeal with the Customer Focus

effeciveness of reward and recognition systems. Introduction to Quality

Data from these sources is then taken back to Premier Customer Service

Human Resources to improve the systems. Advanced Customer Service

4.3 Employee Education, Training and Continuous Process Improvement

Development Process Improvement Facilitation

Measurement Trainingnd Follow

4.3a Since the beginning of the city's Up Workshops

guality initiative, the city has regnized the Survey Design and Administration

importance  of employee  education, Developing a Business Plan

development and training This commitment

can be seen in the investment of time and Two additional vehicles are available to
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employees to increase their knowledge andibrary and other cality organzations are

skills. First,technical training igvailable ona  contacted tetdrmine what trainingrograms
departmental basis. During theudgeting they have available on the subject. In addition,
process, each department is expected to planand  an ad hoc focus group may be formed to solicit
budgetfor technical trainingduring the year. input on spcific goals and subject matter
Secondly, thecity offers a generous iton relating to the traimg. After the training is
reimbursement program. Through this program, designed, it is tested on employee groups and
the city offers employees 100% reimbursement  refined for "wholesale" delivery.

for tuition and books of degree seeking courses.

This program was changed in 1993 as a result of ~ Training is delivesederal ways:

employee feedback. The previous program only

allowed for eimburementfor fields of study  -- the two Human Rmsgces Training
relating to an employee's current ocatigmn. Coordinators or the Human Resource
The revised program allows for reimbursement Coordinator;
in any field of sady, producing a more well-  -- the corps of city "train-the-trainers”;
rounded work force and increasing flakilp  -- outside consultants;
within the city organization. - the Quality Library which includes both
book and video selections; and

4.3b. The following methods are used in -- through courses and workshops
the support, evaluation and improvement of available in the community.
employee education, training and
development Below are severallustrations of the

methods used to_ reinforcdraining and
Training is _designed with the education:
involvement of many stake holders. The city's

strategic plan serves as a guide to determine post training testing;

what training is required to meet organizationat- quick strikes (where specific skills
objectives. The depanental liaisons,hrough taught in training are selected and tested
their monthly meetings with departments, bring for compliance in the work place); and
back siggested training needs. Every post- mystery shoppers (used to test skills
training evaluation form asks the employee to taught in training).

list other training they would like to see offered.

Finally, a training needs assessment is Education and training are evaluated and

conducted mnually. Using this input, Human improved using several methods. Standard
Resources drafts a tative training schedule procedure in every training session is the post-
for the coming year. training evalation. This evalation covers
course content, courgeaterials, effectiveness
After the completion of this schedule, of instructor, applicability to the employee’s job
anticipated training is reviewed with seniorand quality of the facility and refreshments.
managers to ensure the platies with These evaluations are reviewed and adjustments
departmental andrgarizational objectives. At in training are made as needed. In addition, the
this point, specific training will be designed. evaluations askor suggested future training.
Subject matter is researched in the city's QualitAs noted earlier, this information is used in the
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planning and desigrprocess. The annual structure of titg's health benefits and make
Human Resources Customer ServiagvBy recommendationgor improvement. With the
also addresses training by asking questions on  assistance of altaobnsihe committee
the effectiveness of training and the rewoended a change in thety's health
applicability to an employee'sl). This datais benefits plan and set forth the following goals
also used in the Human Resources improvement  for a new plan:

cycle.
- city cost should not increase over 5% of
4.4 Employee Well Being and Satisfaction the previous year's budget;
-- employees should be offered a choice of
4.4a Vehiclesfor maintaining a safe, plans;
healthy work environment include the city's -- physician network should be of
Safety Committee, Wellness Committee and the sufficient size to serve employees;
heatthbenefits standing focus group. Beginning-- employees should be offered a co-
in 1994, the Safety Gomittee bok on a more payment arrangement; and
active role in the orgaation. Under the -- increases in employee cost should be
direction of newleadership, employees were limited.
asked toelect representatives to the committee.
The committee adopted the following goals: The committee wrked through the
request for proposal process and selected a new
- to foster and promote safety; vendor. The goals stated above were achieved,

- to discuss safety issues, concerns ocity savings are estimated at $750,000 annually,
hazards and identify courses attion and employee satisfaction has increased.
to reduce or eliminate hazards;

-- to educate the work force; and In 1996, training was conducted for both
-- to reduce or elimnate city field and office employees regarding
exposure/liability. ergonomics. Training was supmented with

checklistsfor each employee to evaluate their
After receiving nput from thecity's personal ergonomics. Any deficiencies noted in
Employee Relations Committee, the Safetthe review are being corrected. The
Committee was successful in proving the effectiveness of the Safety @mittee and
city's Drug-Free Work lpce policy and in programs, the Wellness Committee and
developing a safety rewards and incentivgrograms and the éélth Benefits Committee
program. and Health plan is measured through the annual
Human Resources Customer Service Survey and
The city's Wellness Committee meetsperformance measures.
periodically to plan wellnesprograms and 4.4b. Special services, opportunities,
activities. Input into their planning process and facilities offered by thecity that enhance
comes from a wlness srvey and other employee well-being, atisfacton, work

employee input. experience and development potential are as
follows:
The health benefits standing focus group
was formed in 1994 to earine the arrent -- Tuition Reimbursement Program;

4-8



-- Family Hours Policy; data is tracked to determine treratsd provide

-- Lunch/Dinner Delivery Program; insight into areas for improvement.
-- Wellness disounts atcity and other
local fitness establishments; 4.4d The evaluation and imprement
-- Flexible Scheduling; of well being and satisfaction systems are

-- Employee Assistance Program (EAP); detailed inFigure 4.1(a)
- Health Risk Assessments;

-- Wellness Library;

-- IPS Flexibility;

-- Sale of Vacation/Sick Time;

-- Sick Leave Donation program;

-- City Centre discounts;

-- Parenting Classes; and

-- No Layoff Policy

4.4c The city uses several rheds of
determining employee well being and
satisfaction. These methods include surveys
(annual Human Resirce Customer Service
Survey, annual Employee Attitude Survey, and
semiannual Deptment Director/Organization
Survey); the Human Resarces Liaison
Program; City Manager commigation
meetings, exit interviews andhrough the
Employee Relations Committeelnformation
on areas not previously discussed is presented
below.

The surveys provide thmain outcome
indicators used to gauge employee satisfaction.
The Department Director/ Organizationrgey
was specifically designed to solicit employee
views of leadership and management.
Department directors complete thesgveys
also, supplying their views on the City Manager
and assistant city managers. The City Manager
meets quarterly witrall employees in small
meetings to update employees on strategic goals
andaccomplishments, but also reeceive direct
input on employee attitudes and feelings. A
final method of dtermining employee well-
being and satisfaction is to talk t@rmer
employees. Exit interviews arercdwcted and
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5.0 PROCESS MANAGEMENT --Research on Sepes of Other Governments
and Industries:
All local governments ecessarily get
citizen/customernput on their processes, but Professional jourtads) government
elections andpublic hearings are noneugh. associations and mostcently the Internet
Many peopledon't vote; far fewer attend public  provide information on what other governments
hearings. Coral Springs uses several arehearing from citizens and what programs the
mechanisms to identify customers’ changing nuipdlities repond with. Research is also
service needs and teet@rminetheir perception done on newroducts in the prate sector,
of process performance. The Americarparticularly in the recreation industry.
Assembly program (Vision 2000), surveys,
resident advisry cammittees, nghborhood --Vision 2000:
meetings, and sggial focusgroupsall give
residents adtional opportuities to tell the city In 1994, thecity used theAmerican
what they want and how welirocesses are Assembly program (an affiliate of Columbia
working. This "reconnaissance” $e was University) to bring more than 100
enhanced in1996 by refining the customer representatives of different city constituencies to
request/complaint tracking system. consensus on priority issues and appropriate
actions.  The action plan based on the
A system of pdormance ingtators is Assembly's reammendations is periodically
used to monitor if customer requirements areipdated and distributed for review.
being met and whetherprocesses are
functioning as designed. The iocators were --Customer Surveys & Focus Groups:
improved in 1996 to include atidnal
measures of process performance. Process Citywide customer surveys on all major
designs are revised when the measuremeolty services have beeromdiwcted anually
system or the reconnaissance systems indicateiace 1993. Currently, they are done biannually.
change in customer regements or gaps in Specific groups of direct customers (e.g., Tennis
process performance. Major process redesign Gentermembers) areoutinely surveyed on the
done through a ten-step process; problemervice or facility they use. Special surveys are
solving is done through a six-step analysis.  conducted when more information is needed on
a specific demgraphic group (e.g., a
5.1 Design and Introduction of Products and neighborhood). Theity uses focugroups to
Services translate srvey results into seice design and
process requirements.
5.1 a& b The process used for the
design, introdation and refinement of new --Resident Advisory Committees:
products and seiges is depicted irFigure
5.1(a) The following defines the "Sources of There is a resident committee for each of
Customerinformation” listed in the §ure, the city's six strategic priorites. Committee
which are the mechanisms used to determin@embers have established the requirements for
what new products and services are needed anthny new programs. They aractively
process datures that the customers feel arénvolved with monitoring and refining program
important: requirements and processes.
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--Neighborhood Partnership Team (NPT): although customers typically have input through
advisory conmittees. The most portant

The city's Neghborhood Partnership  prograspecifications are incorporated into the
Team conducts six "town meetings" annually in  city's annual business plan. The funding for the
the respective sectoror the city. These new service will be in the annual budget.
meetingsallow for an exchange of information
betweencity staff and residents. In addition, Bemance indicators are developed by
neighborhood meetings are held upon requestto  teamsllaboration with top management.
discuss issues and needsdfic to smaller The customers gbvernment sefges require

areas. The NPT includes staff from all units that  confidence, value,eliability and
might play a role in imgmenting residents’ responsiveness; therefore, performance
ideas; this provides for early input on feasibility = measures are developed in these areas. The
and design. measures are included inleéhd department's

work plan and the lead department director’'s
--Comprehensive Plan Incentive Pay Performance Plan. The measures

address both customer perception of the
In Florida, local governments also jgram and some gutive measures of
receive mput through the comprehensive process quality.
planning process. This process produces a

multi-year planfor roads, parksetc. trough The new service will be introduced on a
extensive publihearings. Annual revisions are  smadake to test concepts arglocesses.
subject to public presentation and comment. During the test period, advisory committees will
have an opportunity to cament on actions to
--Request/Complaint System date and benchmark niafioon  will be

collected from other orgaizations.  This
In 1996 the city enhanced its a infmation is used to modify service
request/complaint tracking sgsn to better specifications and theetivery process. With
monitor the frequency and nature aafteggories modifications in face, the service is fully
of requests and complaints.  Thephoved inplemented and monitoring and trending of
system also tracks the degmaphics of those performance indicators begins.
who contact the city on an issue.
During the evalation phase, data and
Resident sefige and process inputfrom the several sources of customer
requirements identifiedhtough these various informationilwbe used to makepgropriate
sources arall input to thecity's strategic resions in the service and the delivery process.
planning process. New serviceslopted The e#Hct the service has on key intended
through stategic planning are implemented ouotes (KIOs) indicates whether the program
through teams; the implementation teams is contributing tofundamental goals of the
always include staff from support areas city. Other performaneasures are
(Information Serices, Purchasg, etc.) and analyzed to determine if the process operates as
depending on the nature of the program may planned and if there are deseparong
include staff from several line deptments. the customers’ perceptions of quality and the
Suppliers, priate sector partners and even objectiveasures. Performance gaps signal
customers may be on timaplementation team, a need to better define customer requirements
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and/or a flaw in the measurement system. provide the city with information on changes in
process requiments and howprocesses are
Some examples of new services performing vis-a-vis the seqeirts. Process
introduced in 1996 through the sieevdesign  im@vement projects are selected based on how
model are: Police Core Teams, Seniors for Laywrocess dilure affects the city's ability to
Enforcement, a_Mnetime publication for achievés KIOs, the cost of process failure, and
Seniors, and an Aesthetics Review Process. the cost of fixing the process.

5.1cThe top two boxes iRigure 5.1(a) Although supervisors are taught a ten-
show how the cityassesses its process for the  step ig@nmprovement process (Figure
design and introdiion of new services. For 5.2(a) and a six-step prddm solving process
three years, the city has received feedbacdgure 5.2(b)), teams are encouraged to use the
through the Sterling Process. This feedback angrocess improsment mdiod that best
benchmark studies (Florida Power and Lighthccomplishes their objectives given the time and
have been used to give more structure to thesources available.
design of new services. The most recent
enhancements to the design and ssfiant 5.2 a The city's corgrocess and their
process are the imprements to the related pgformance initators are inFigure
Request/Complaint Stam, new pdormance 5.2(b). As part of the annual development of
measures and the expanded use of focus grougepartment wrk plans, new performance
to assess the servicaad processes of specific measures are developed for new programs and

fee supported programs. existingmeasures are revised based orrent
information on process requirements. Trends in
5.2  Operations Process Management existing measures are reviewed to identify

potential process improement initiatives. The

Municipalities are holding companies. new and revised measures are incorporated into
They provide scores of different servicesthe Incentive Pay Plans of department directors
through a wide range of depaents and managers. The objectives in employee
(subsidiaries), many quite unrelated, to a divers&ork plans are linked directly to the
customer base. Customers not only have widelgerformance inidators of the department.
differing priorities but sometimes have mutuallyAnnual raises are based largely aaahing
exclusive specifications,.@, fetaining rural objectives established in the individual work
quality vs. eonomicdevelopment. These facts plans.
present a formidable challenge to customer Departments  review reports on
focused governments. Consensus building iggerformancemeasures on aongoing basis.
and must be part of theity's gproach to The City Manager's Office teams with
process managnent. Tirough processes like department managers to review and analyze
Vision 2000, Resident Advisory @unittees trends in all measures quarterly. Included in the
and Neighborhood kktings, Coral Springs' review is dita on compliance with customer
residents gach consensus on what a servicesenice standards. This data is collected through
"output” should be and provide some generaiquick strikes" (se&ec. 7.2a)) When measures
guidance on requirements and process. indicate a pdormance gap, aaction plan is

developed. Thaction plan wl charge a cross

These consensus processes, surveyfinctionalteam or vork unit team with solving
focus groups, the performance indicator systemhe prollem. Support staff will be brought into
and the requégomplaint tracking system the project asvell as contractors and suppliers.
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The Capital Bdgeting Process Imprement Strategic Bechmarking | Streamlined

team was @ated because of trends in coSf pianning process; better
overruns; the Fleet Management Team was the linkage between
result of trends in expenditures for vehiclg strategic plan,
annual business
replacement. plan and budget
All teams use brainstorminépr root | Budeet Ten (10) Step | Reduced
. . . Development| turnaround time;
cause analysis. Depending on the S|ga1ffce less paperwork;
and nature of the prédm they are @dressing, better linkage to
"fish bone" diagrams may be eated to strategic plan
encourage a comprehensive consideration of dlkeet Ten (10) Step | Stabilized annual
the potential causes. Datagathered to verify | Management expenditures for
or refute hypothesized root causes. fleet replacement
_ _ Complaint Ten (10) Step Refined procedurg;
5.2b Brainstorming and advanced | Request developed report
brainstorming (fish-bone analysis) are only twd Tracking o trendsand cycle
ime

of the analytical techniques that can be used g
the various steps of the Servicepitmvement | Police Data | Benchmarking] Patrol officers will

Process and Problem Solving Proc&sgute Entry use laptop
. computers to entel
5.2(a). The_se analytl_ceprocesses are taL_Jg_ht reports reducing
through the City's Quality College. The training] cycle time
includesall the standarghrocess improement increasing accuragy
tools (ro_W charting, benchm_arklng, c_heck Police Survey Direct
sheets, p&to charts, etcand their appropriate | investigation| Research communication
use in the analytical steps. Thprocess W'thl_C'“Zf”hS on thg
improvement models are deployed formal ?n‘i/ae'sti'igoattioﬁ
training and in eal time, hrough team process, 80%
facilitators. approval rating
achieved
The. ten step Service 'bmvement Quality Six (6) Step Cases sent to the
Process is prescribed fomajor system | control on State for
redesigns. The six step process can be us 3ga§e§ . prpsecgﬁifon are
H . ubmitted to reviewea |
during the steps of the Sae Irrprovement States declined to identily
Process and is reesonended for solving | attorney patters in mistake
problems in a process that is performing td - o .y f
standard. Teams are emwraged to use the \F;glf:?cele Ten (10) Step 170,000 in vehiclk
techniqu_es, _and rigor thatill\best a_lccomplish Selection costs, enabling the
their objectives.Figure 5.2 ( ¢ ) lists recent city to purchase 5
team process imprement &orts and the more cars. $80,00(
. t techniques the in savings due to
process  improsmen q y improved gas
emphasized. mileage.

Procurement process
was reduced from 14

Recent Process Improvements _ to 8 steps
Figure 5.2 ( c)

PROCESS TECHNIQUE RESULTS

The city's ability to evaluate and
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improve opeational processes is strengthened maintenance,aggaluand improgment of
by the Request/Complaint Tracking System. supgervices, follows the model described in
This sysem was re-engineered by a crossSec.5.2xcepiinternal customers are surveyed
functional team. Itprovides reports on the to determine customer requirements and focus
problems, issues and needs that residents hageups of internal customers are usedefme
taken thetime to call, write owisit about. The program spcifications andprocesses. All
reports rank the "top ten" concerns and the topternal customers araisseyed every year by
concerns of demographic groups. This systereach sipport depament. In additn, spgcial
provides eal time nformation on what surveys are condtedfor individual intiatives
processes residents feel arekden. The time it and programs.

takes thecity torespond to resident concerns is

also reported. This provides jettive Design teams and process improvement
information on whether cycle time requirementdeams varking online activities always include
are being met. staff from support semes. Departments

providing internal seiges are given the
More than twenty-five percent of the opportunity to comment on and participate in

city’s budget isallocated to law mforcement. the development of the strategic plan and annual
Therefore, the Police Department’s participatiorbusiness plan. The purchasing staff works as
in the national program “Hoing 2000” part of a team with line staff when they develop
represents an opportunity to improve highlyrecommendations on key supplies and suppliers.
significant core depament processes. The In response to the needs of internal customers
project is oordimted by the national Police for quick acquisition of supplies and equipment,
Executive Researchdfum in  Washington, a system of "delegatepurchase orders" has
D.C. lItis fundedsponsored and mentored bybeen created to permit line department staff to
Motorola. Motorola’s process imprement issue purchase orders up to $5,000.
methodology is being employed throughout the
project. Coral Springs is one of the Core support processes and their
“comparison #es.” Policeprocesses are being performancemeasures are included Fgure
mapped. The maps i be analyzed for 5.2(b).
potential process improvements. Re-engineered
processes il then be tested in selected cities.5.4 Supplier Performance Management
After refinements are made, process
improvements ull be recommended to the The city’s Municipal Code permits the
police community.  Reductions in cycle time,city staff to use a purchasing process that
the preeminent customegquirement for police selects vedors based on product and service
patrol activities, is an objective of the project. quality as well as price. Coral Springs is among

a handful ofcities nation wide that are not
5.3 Support Process Management required to buy from the "low bidder.”

Complete resrds on vendor performance

5.3 a-cThe specifics of how Human (timeliness, accuracy of order fillthent, etc.)

Resources processes are developed armde kept to provide theath necessary to
improved are inSection 4.1. The other core evauate suppliers. When decisions are made on
supportprocesses use the same design arnctitical equipment such as police vehicles, a
methodology shown iffigure 5.1(a) utilizing team @proach is used tdevelop requirements
input from internal customers. The and administer the procurement process.
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Coral Springs has innated in city contemplates doing business with a
developing partnerships with key vendors. The  company.
city's Design/Build pproach to constation
produces a close MHtaboration between Mostdties primarily use a bid process to
contractors andity staff. The car part supplier  select suppliers. This process can force vendors
"warehouses" for theity; the citygarage does into a qsnse that compromises a reasonable
warranty work on police vehicles. profit and qality. On a regular basis, Coral
Springs uses a Request for Proposal (RFP)
5.4a The scale of locajovernment process to ensure that thiements of quality,
purchasing is mall relatve to a major follow-up senice and delivery are considered
comoration. Coral Springs FY 96-97 operatingalong with the acquisition cost of goods and
budget is bout $68million. But serices are  seiices. (SeeSec 3.1a(5)) The city now
highly diverse, ranging from parkaintenance hatles themajority of its service contracts in
to emergency medical services. Mospglies this manner and uses this method approximately
arepurchased infrequently, ismall to medium 50% of théme when purchasing supies.
sized quantities. Developing detailagpplier Through thisprocess, the city has seen a
requirements and performance indicators for all  reduction in the number of ltiEf§ichat are
types of vendors would not be costeetfve; normally a result of a "low bid procurement.”
developing generalized requirements that can be
applied to all vendors provides little guidance. Police ickehh are one of the few
commodities that thesity buys annally in
Given this environment, Coral Springs'significant quatities. The pdormance of this
approach to managing suiep paformance is equipment is dfical to the safety othe officer
to keep good records on the performance of and thicpubherdore, a cross-furtional
"occasional" supfers. All suppliers that are  Police Vehicle Team, including shiadi the
subject to con@ict renewal have their Police Department, Purdgasi Fleet
service/supplies ated by a city Contract Maintenance and Finance, develops the
Administrator.  This evaluation rates suppliers  requirementsransl the procwment and

on four criteria: evaluatioprocess. A similar team approach is
used on major construction projects. The Police

-- quality of performance; Vehicle Team received first runner-up honors at

-- quality response; the ecent South Florida Quality Team

-- delivery performance; Showcase.

-- service performance.

Suppliers are rated on a 9-100 point scale. This Indealing with the few major vendors of
evaluation is thenajor factor considered inthe high cost, high volume supplies and services,
decision to continue to do business with the the city is actpefguing partnerships and
contractor. These findings argogted to the collaborations. These vendors are not given
City Commission in lieu of a more conventionaldetailed specifications but ratherripemance
market cost survey. In atldn, Purchasing requirements are outlined. The city works with
Agents perform on-site visits to discuss supplier the lrpp meet the six requirements. An
performance withcity staff and appliers. example ighe city's design/build process. This
Findings during the visits are entered in a process requires that thectmnénd design
vendor fle so it is available the next time the professional be hired as t&®am; that team
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interacts withcity staff to determine the actual As part of the contract repiewess
facilities to be built. The interactive method ofconducted by the purchasing division, suppliers
construction has saved tlogy goproxmately are faxed aopy of the evalation form flled
three to six month$or eachproject in whichit out by the Cortct Administrator; they are
has been used and the rate of change orders has  askedfor their responses and to suggest changes
decreased to approximately two to three percent irptheess that would benefit both the city
instead of thegovernment norm of eight to ten and the profitability of the firm.
percent. A new congiition pool was built
through this process (the first of its type in ectly, 504 firms that supply goods or
North America) as have new parks and \s@as to thecity were sirveyed. A teal of
renovations to the city’s performing arts center. 253 firms responded. Positive responses were
88% or bettefor all categories. As a result, it
Under the auto parts coatt used by was decided to foqu®cess improement on
Central Stores and theleét Maintenance inpurom the internal customer survey. The
Division, the supjer has delivery time cityherefore is in the process of changing from
requirements and dal stocking requirements. naanual small purchase system to procurement
The supplier in essence is tbigy's warehouse cards. The cardsill weduce paperwork
and is linked to city staffhtough spcial throughout the ordering and payment process
inventory  software. Another spial for small purchases. Another change is
relationship is with the upplier of Police expaling the length of terms of contracts. This
vehicles; under this partnership the city Ileing done to encourage efficient interactions
performs its own warranty work on the cars.  with consistent sources of supplies.
Section 3-la(5)describes how the city has
become a partner with “would be” vendors to The city has three effectivgpproaches
develop a regional park at minimal cost. to reducing the costs of auditing, iestions,
etc. First, cost accounting repodkert teams
5.4b Supplier performance is evaluatedand project managers to potential cost overruns.
andimproved through several mechanisms. Th&econd, pilot tests are used to assess program
contractor evalation done by the Contract and contactor performance before full
Administrators are considered dime of implementation of a new initiative. Third,
renewal. Surveys of users are cartdd. teams that arenvolved in impgementation
Projects managed hrfough teams mvolve necessarily have an early warning teys for
ongoing feedback on performancetiuthe supplier problems.
project is comfete. The city's upgraded
request/complaint tracking system provides data
on resident complaints baut products and
vendors. For instanceity solid waste is
collected by a contramt. Detailed reords are
kept on resident concerns with their service.

The city gets feedbadkrough surveys
on its procuementprocess and the ways staff
can help suppliers perform better. Again, when
teams are used for procurement, the feedback is
real time and ongoing.
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Service Improvement Process (SIP)

10. Recyole

Figure 5-2
*Problem Solving Process ** See Figure 5.3




Priority: Customer Focused Government city overall 7.4(c) 74%
value rating (k)

Public Safety Process Management
% increase in 6.1(b Fac/Equi equip.sy;. 6.1(h) 174
crime rate (k) Mgt. productivity (k)
burglary rate (m) 6.1(d) Dev. bldg. Permit 6.2(c)
Review review cycle
quality of police 7.4(d) time (m)
serv. (m) ]
plan review 6.2(d)
Fire Supp.] # ofolunteer fire 6.1(e) cycle time(m)
fighters (m) _
Recreation
quality of fire 7.4(a) )
serv. (m) quality of 7.4(f)
park/rec serv
Customer Service (m)
overall quality 7.4(a) Infrastructure Management
rating (k) )
quality of 7.4(9)
# parks/ rec. 6.1(f) public work
membership serv

(m)

Financial Management

# applause cards | 6.3© , ,
(m) quality of finan. 7.4(h)

mgt.(m)

Human Resources Managemen

overall employee 7.4
satisfaction
rating (k)

compliance w/
Fed. Water

liaison service 6.3(b)
satisfact. (m)

Priority: Excellence in Education

HR overall quality | 6.3(b) Youth Programming

level (m)

number of new 6.3(e)
programs (m)

wellness activity 6.3(f)
satisfaction (m)

Human Resources Management (Colt

benefits satisfad 6.3(9)
(m)

city training
applica (m)

Figure 5.2(b)

Community Relations
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Key Processes & Principal
Requirements/Indicators of Quality

Financial Management

total fund balance 6.2(h
or retained 6.2(1)
earnings(k)

Core Performance Result 2Yr.
Processes Indicator Project
k=KIO
m=Perf.

Meas.

property tax to 6.2()
general fund(k) 6.2(k)

Community Relations perf. of economic 6.2(1)

dev. incentives(k)

school 7.4(1)
overcrowding

# of items in mgt. | 6.2(0)
letter (m)

Priority: Neighborhood Vitality

parks & rec.cost 6.2(m

Community Relations
recovery(m)

neighborhood 6.1())
partnership
indicator(k)

#general liability 6.2(n)
claims(m)

. Information Management
Compliance

# of users on PC 6.1(1)
network (m)

neighborhood 7.4() 82%
prop value(k)

Community Relations

Priority: Family, Youth, and Community
Values

# of volunteer 6.1(m)
hr./total savings (m)|

Youth Programming

Human Resources Management

recidivism rate 6.1(k)
for deferred

pros. prog.(k)
Public Safety

instant employee 6.3(h
recognition(m)

Process Management

supplier 6.4(a)
conformance
rating(m)

city safety 7.4(k)
rating (k)

emergency 6.2(e)
medical serv.
response
time(m)

Community Relations

city community 7.4(1)
tolerance rating(k)

Priority: Financial Health and Economic
Development Figure 5.2(b) con't

Financial Management

city bond 6.2(H/g
ratings(k)
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6.0 PERFORMANCE RESULTS The city’s composite index represents a
unigue effort to provide an overall performance
The City of Coral Springs uses three rating for a municipal corporation. It combines
types of indicators to track performance. They results from service quality, operational and

are: financial, and customer satisfaction indicators to
-- the city’s composite index; produce the city’s overall performance rating.
-- key intended outcomes for the city’'s  This rating integrates perception-based results
strategic priorities; and with objective financial and operational
-- performance measures for the city'sperformance.Fig. 6.1(a)shows the composite
operating departments. index for 1993-1996 as well as projections for
FY 1997-1998.
These indicators address service quality results, Composite Index

operational and financial results, and customer

satisfaction results.  Service quality and g,
operational and financial results will be 111
presented in this section. Customer satisfaction
results will be presented 8ec. 7.4.Results are

presented to the City Commission and the
general public through the city’'s quarterly
progress reporting program and the city's

Index

. . 90 ; ;
Service Efforts and Accomplishments (SEA) . 1“"9”9 " ];"’"’6 1997 rel 1998 ol
Report. The SEA report is issued in February, ‘_Act:; S |
describing results achieved in the city’s strategic Figure 6.1(a)

priorities, and in the performance targets for

operating departmentdrends, current levels, Customer Focused Government

and comparisons are presented for these

indicators. Fig. 6.1 (b)shows results from 1992-
1995 for the crime rate in Coral Springs. This

The city has identified comparative indicator reflects the annual increase in Part One

information for some of the key intendedcrimes reported to the U.S. Federal Bureau of

outcomes for department performance measurdgwvestigation. (Part One crimes represent the

These comparisons come from other citiesnost serious crimes that significantly affect

located in South Florida or through theperceived levels of safety in the city.) The 1996

International City and County Managementcrime rate will not be available until October

Association’s Performance Measurementl997. The 1995 crime rate and the low annual

project. increase since 1992 contribute to residents’
overall feelings of safety.

6.1 Product and Service Quality Results

6.1a The city’s composite index, along
with one key intended outcome and eleven
department performance measures are used in
tracking service quality results.



% Increase in Overall City Crime Rate

5

Percentage

Good

1992

1993 1994 1995

Figure 6.1(b)

Fig 6.1(c) compares the city’s overall
crime rate with seven other South Florida citie
for 1993-1995. The city has the second lowe

Burglary Rate Adjusted for Population
FY 94

FY 95 FY 96

5.3% 3%
Figure 6.1 (d)
Fig. 6.1 (e)is a performance measure for
the City’s Fire Department. Coral Springs is the
largest city in Florida to use volunteer fire
fighters. The use of volunteers in this capacity
generates an estimated $5 million annual
savings to taxpayers. Maintaining an effective,
volunteer department is a principal focus area
for the city. The results show the increase in the
number of volunteer fire fighters since 1994.

4.0%

Number of Volunteer Fire Fighters

crime rate during this reporting period. EY 94 FY 95 FY 96
Actual Actual Actual
Crime Rate Per 100,000 Population " 105 110 125
City 1993 | 1994 1995 Figure 6.1(e)
Ft. 17,105.4| 18,0708 | 15,1433 The next figure is a performance
Lauderdale measure for the city’'s Parks and Recreation
Pompano | 1424838 12,989.3 11,410, Depa_rtment.Flg. 6.1(f) shows mer_n_b_ershlp at
Beach two city Parks and Recreation facilities.
Plantation | 9,523.9 9,794.3 7,968.2
Hollywood | 9,339.2 | 1001058 9.571.3 Parks and Recreation Memberships
Davie 8,007.9 | 7,877.7 5,865.4 FY 94 FY 95 FY 96
Actual Actual Actual
Sunrise 7,151.3 7,429.9 5,865.4
Aquatic 1,015 1,063 1,349
Boca Raton 6,036.2 4,991.0 4,677.0 Complex
Coral 4,796.7 | 50933 5,167.7 Member-
Springs ;h'p
Figure 6.1(c) ase
_ _ _ Tennis N/A 135 261
Fig. 6.1(d)is an important performance || Center
measure for the city’'s Police Department. I{f Member-
shows the annual percentage increase Bh'p
burglaries committed within the city. Sincel =25

1994, this annual increase has been five percent

or less.

Figure 6.1(f)



The next figure is a performance
measure for the city's Public Works _ Excellence in Education
Department. Fig. 6.1(g )represents the city’'s Fig. 6.1 (i) shows participation in city
compliance rate with federal and state water provided drug awareness and gang prevention
qguality standards. City staff has met all water education programs. These programs are
quality standards since 1994. targeted at elementary school students. The
G.R.A.D.E. program was introduced in 1996 to
replace D.A.R.E. G.R.A.D.E. stands for gang

Compliance Rate with State and
Federal Required Water Quality Tests

resistance and drug education and was
FY 94 FY 95 FY 96 developed in-house by city police officers in
Actual Actual Actual order to match the city’s educational programs
100% 100% 100% with the needs of the students. These results
Figure 6.1(q) show that more than 95 percent of the city’s

elementary students have completed these
The next figure is also a performanceprograms since 1993.

measure for the city's Public Works
Department. Fig. 6.1(h) reports efforts to Drug Awareness and Gang Prevention
increase productivity rates of mechanics in the Programs
city’'s Equipment Services Division. The
average hours billed per mechanic have
increased 63.7 percent since 1993. This
productivity rate increase can be attributed to %!
several improvements: (1) this division
participated in managed competition and had the
opportunity to compete against multi-national
corporations for the right to provide fleet
services for the city; (2) process improvements 2
on shop format have contributed to the increase
in man-hours; and (3) an “assembly style” o -
preparation for turning out new vehicles was
improved allowing for each mechanic to
specialize in a part of the process. Neighborhood Vitality

120

100 | 98 96.1 97.5 97.6 96.8

80

60

Percentage

40

Figure 6.1(i)

Equipment Services Productivity Fig. 6.1(j) shows results achieved in
the neighborhood partnerships indicator. The
number of improvement projects completed
through partnerships with neighborhood groups
or homeowners’ associations has increased since
1994.

2000

1696

Good 1500

1000

Average Hours Billed

500

1993 1994 1995 1996
Ml Average Hours Billed Per Mechanic

Figure 6.1(h)
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Number of Neighborhood Projects
Completed Through Partnerships Financial Health and Economic Development

10

The next two figures represent process
measures for two of thecity’s support
departmentsFig. 6.1(l) shows results from the
Information Serices Department’s florts to
increase the number of users in the City’'s
computer netwrk. More users on the network
increase employee productivity.

19 19% 19% Number of Users on City’'s PC Network

Figure 6.1(j)

8

Family, Youth and Community Values

Figure6.1

Fig. 6.1(Kk) shows results from the city’s
deferred prosecution program. This program
provides aralternative tdormal court imposed
sentences for dain types of offenses
committed byyouth. It is designed to reduce
repeat offenders. It has been successful in doirf
so; repeat offenders have numbered consistent g
lessthan 10% of program participants. This rat c
is projected to increase over tinpateauing at
12-13% by 1998. Since 1994, participants haveNumberé)f \I/o(ljt_JnteFe_r ngurs/DoIIar Value
beenprogressively younger and spend a longer (Excluding Fire Department)
period in the juvelle system, increasing the
chance that the child will become a repeat ¢cocd
offender. As a comparison, the recidivism rate
for first time juvenile offenders who do not $200,004

Fig.6.1(m) shows the Communications
and Marketing Department'sfferts to use
volunteer persnnel to deliver city service
rograms. These results show a continuing two
ar increase in the number of both volunteer
rvice hours and dollar value of those hours.

$250,00( $212.451 $226,343

ot
participate in the program is 31 percent. S 3150000
3 $100,00(
Deferred Prosecution Program T
- Success Rate $50,000
Good $0
100 94 92.5 92 1995 1996
] 80 li Volunteer HourS® ™ Dollar Value |

60

40

Figure 6.1(m)

20

1994 1995 1996

|!Percent Juveniles w/out Repeat Offense |

Figure 6.1(k)
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The city instituted a voluntegarogram

in 1994. Thepurpose of the program is to I, City Residents Served By City
increase city prodtctivity without increasing Emplovees

costs, wile providing meanngful volunteer
experiences tocity residents of all ages. City

Population

Volunteer assignments include planning ang _
Coral Springs

102,130

staffing community events, hadpped
parking enfocement, clerical assistance angfbavie

55,600

legal research. Plantation

76,250

6.2 Operational and Financial Results Sunrise

73,456

126,000

6.2a Five key intended outcome o, o0 Beach

74,271

indicators and six depanent peformance
measures are used in tracking operational arjd

31,489

financial performance results. Ft. Lauderdale

150,000

Boca Raton
Customer Focused Government

Fig. 6.2(a) shows results from 1992- The
1996 for the city’s basic productivity measure-performance

67,500
Figure 6.2(b)

next two figures represent two
measures for the city’'s Community

the number of city residents served by cityDevelopment Department. Both indicators track
employees. Indicator results show 47.8% cycle times for crtical building related

productivity increase since 1992. processes--building pait plan reviews and
new development land reviewsFig. 6.2(c)
City Employee Productivity shows that process improvements have reduced
Good 20 the cycle time for reviewing building plans.

160.7 165.3
150

FY 94
Actual

Building Permit Review Cycle Time

FY 95 FY 96
Actual Actual

14
Days

1992 1993 1994 1995 1996
Figure 6.2(a)

Fig.

25 15.2
Days Days

Figure 6.2(c)

6.2(d) shows similar cycle time

Fig. 6.2(b) compares these productivity improvements for reviewing prgect plans

results with eight South Florida cities. submittedfor

new residetial, commercial, and

industrial projects.
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Plan Review Cycle Time City Bond Ratings

FY 94 FY 95 FY 96 Year Standard &
Actual Actual Actual Poors
15 days 9 days 8 days 1992 At
Figure 6.2(d) Upgrade AA-
1993
Family, Youth and Community Values
1994
Fig. 6.2(eyeports the Fire Department’s Upgrade
response timdor emergency medical service 1995

(EMS) calls. The department pledged td 1996
provide a six minute or less responseetfor
90% of EM S service calls when it submitted a

proposal_to provide this sece in 19_95. Fig. 6.2(g) compares the city’s bond
Responseirnes to date have exceeded this goalatings with four South Florida cities.

EMS Fractile Response Time Comparison of City’s Bond Rating with

other South Florida Cities
(only municipalities that issued debt

are included in this chart)
G.O. Bond Rating - Moody's

Figure 6.2 ()

Figure 6.2(e) Ft. Coral
Lauderdale wood Springs
Data for FY 1994 and FY 1995 is notadiable. 92 | pa1 a An A A
The city was not providing this seéte during ‘
thattime. However, EMS fractile response timg_23_{ #2! Ma | Aaa] A fa
was the critical factor that led the city doop 94 | Aal n/a n/a A Aa
EMS provided by Broward County and beginf o5 | aa1 Aa n/a A Aal
providing EM S servicedhtough the city’s Fire "
a

Department as of January 1, 1996.

Financial Health and Boomic Develop ment

Ft.

Fig. 6.2(f) reports the bond ratings that Lauderdale wood Springg
have been assigned to the city by the tw@ 92 | aa nla AAA A+ A+
nationally recognized credit rating agencies o | n " AR o~ A
High bond ratingsmean lower costs when the
city builds major projects or buys equipmentf ®* | AA na nia At AA-
through franchise revenue bonds. Coral Springs9s | AA AA nla A+ AA
has the highest bond ratings amongq T .. A i T AA

municipalities in Florida that are actively
issuing bonds. Figure 6.2(g)
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Fig. 6.2(h)shows the city’s combined the city’s primary revenue source--the General
unappropriated fund daence or ‘“retained Fund. The city is wrking to diversify its
earnings” since 1992Fund balance for all city sources of opeting revenue, making it less
funds has increas&0 percentsince 1992. dependent orproperty tax revenues. This

indicator shows positive results since 1992.

Ratio of Property Taxes to General Fund

Total Fund Balance or Retained Revenue Base

Earnings 40

1992 | 1993 1994| 1995 b

$9,127,512 $12,497,834 $17,867,41! $22,890,8p2 $27,40(@D00

Figure 6.2(h)

Percentage

Fig. 6.2() compares the city’'s l
percentage increase in genefahd halance
since 1992 with eight South Florida@ities. — “*
During thistime period, the city had an average

27 percent increase in fund balance, the highest
among these communities

1992 1993 1994 1995 1996

Figure 6.2(j)

Fig. 6.2 (k) compares these results with

. eight other South Florida communities.
Percentage Increase in General Fund

Balance 1992 - 1996

Ratio of Property Taxes to General
Fund Revenue Base

Plantation Sunrise Hallandale

Coral Springs

Sunrise 378%

34.7

Boca Raton
33.7

Davie 348

35.2

Hollywood

Pompano Beach

Pompano

Hollywood Coral Springs

Plantation

‘92 44.1% 31.0% 37.4% 33.2%
Hallandale

‘93 36.0 31.3 32.8 31.3%

Ft. Lauderdale

‘94 40.5 33.7 34.2 28.6%

Figure 6.2(i
9 ® ‘95 42.3 32.5 32.0 27.1%

34.9

Fig. 6.2(j) shows the ratio ofroperty taxes to Figure 6.2(k)

26.5%
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Fig. 6.2(I)addresses the performance o Number of General Liability Claims

the city’s economic development incentives. |
shows the t@l dollars retrned to the city
through its invesnent in  eonomic
development incentives.

Performance of Econ(_)mic Figure 6.2(n)
Development Incentives
Good  gr500
] $21.30 $21.18
52000 Fig. 6.2(o)reports auditing results generated by
2 sisoo the city’s external auditing firm. The ci_ty ha_s
= reduced to zero both the number of financial
A $1000 practice concerns repeatétbm one annual
00 audit statement to the next, and the number of
items included in the management letter.

1994 1995 1996

Figure 6.2(1) Number of Items in Management Letters

FY 94

Fig. 6.2(m)represents the ratio of Parks] ~ Actual
and Recreation Department expenses that ofe 1
recovered through user fees. These expenses bwa
for recreation programs such as Summer

Recrgatlon. Mrough this ingtator, thecity is These results demonste the  city's
working to use more user fee revenue and less

esponsiveness in addressing aregsoténtial
generalproperty tax revenue to fund parks and. :
; inancial concerns lbere they become
recreation programs.

problems.

Parks and Recreation Cost Recovery 6.3 Human Resource Results
Ratio

6.3a Eight departmental p®rmance
measures are used by the city Human Resources
Department in tracking human resources results.

Figure 6.2(0)

Customer Focused Government

Figure 6.2(m)

Thenext two figures report results from Figure 6.3(a) depicts the percentage of
two performancemeasures developedor ~ employees who agree with theatement "l am

the city’s Financial Management Department2Ple o apply skills orkr_lov’\’lledge learned
Fig. 6.2(n) shows annual reductions in thethroughcity training to my b.” The increase

number of general liability claims sina®94. " the rating is due to Human Resources

Lower liability claims reduce expenses in the’roviding addional site specific training in
city’s Self Insurance Funds. areas such as safety and process improvement.
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cea City Training Applicability Customer Service Applause Cards

100 Good 30
89

80 250
80
200

60

-—)

40

Percentage

20

0 July Oct Jan Mar June Sep

1995 1996 | 95 | 96 |

Figure 6.3(a) . 6.3(0)
igure 6.3(c

Figure 6.3(b) shows the percentage of
employees who agree with thetement "l am  empplyees who agree with théatement "HR
satisfied with thdiaison serviceprovided by staff provides aqlity service.” The goal for
HR.” The success of the liaisggrogram is 1996 was to increase tlating from 81% to
critical to the Human Resirces planning 85%. Due to improvements in communications
process. For FY 199@&ach liaison had an symhs, safety and &liness systems, and
objective to attend a minimum of one staffresponsiveness, a rating of 94% was achieved.
meeting per month. For FY1997, the
objectives were extended to includerk days Human Resources Department
with liaison departments. Overall Quality Level

Liaison Services Satisfaction Good
Good 100
88
1. - 1.
% &
:.:; 60 §
2w 5
=W
0
1995 1996
1995 1996
Figure 6.3(b) Figure 6.3(d)
Figure 6.3( c) tracks the number of Figure 6.3(e)shows the number of new

Applause Cards given per quarter. The programs or program enhancements introduced

Applause Card program was instituted in 199%®ach year. One ¢fie Human Resources "core

as part of the city's Premi@ustomer Service promises” toour customers is "We illvseek

Program. These cards enable employees to employae bn issues/fioies affecting

recognize their co-arkers for providing employees.” All new programs or

excellent customer service. enhancements were a@jedeas a result of
Figure 6.3(d) shows the percentage of employee input or were modified with employee
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involvement.

Benefits Satisfaction

Number of New Programs ]

Figures 6.3(f) and 6.3(g) illustrate

Percentage

16

Number

1994 1995 1996

Figure 6.3(e)

employee atisfaction with the wellness creativity.

1995 1996

Figure 6.3(g)

Figure 6.3(h) measures the city's
investment in the Instant Employee Recognition
Program. Since inception, the amount invested
in the program has increased over tenfold. The
program is designed to reward employees who
exhibit excellent customer service, initiative and
Invedment in this program is

activities and benefits package. This data wasonsidered an invésent in the city's "bottom

collected Mhrough the Human Resourcesline.”
Customer Setige Survey. Both benefits and

Figure 6.3(h)

wellness programs are considered to influence.4  Suppler Performance Results

overall employee satisfaction.

Instant Employee Recognition

$50,000

Wellness Activity Satisfaction $40,000

Good 100

] -

91

$30,000

$20,000

Dollars Awarded

$10,000

Percentage

$0

$45,878

$25,845

1993 1994 1995 1996

6.4a Purchasing Division staff use a

1995 199 supplier onformance process to evata how
well the city’'s major suppliers are meeting
Figure 6.3(f) contract and pérmance requements. Fig.

6.4éa)sh0ws results from the indicator for 1995
an

1996.

_ _ _ There results are the owairaverage of
Financial Health and Economic Development eygluations for 41 suppliers. These consistently
high ratings can be linked to the supplier
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contract administration process that city
employees use to nove supfers’
conformance withpurchasing dteria.  This
process is described $ec. 5.4a (2-3)

Supplier Conformance Ratings

100
Good

80
60

40

88.6 88.5

20

0
1995 1996

Figure 6.4(a)
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7.0 CUSTOMER FOCUS AND --
SATISFACTION --

The City of Coral Springs has
designed its quality initiative to inmpve the -
organization's overall operational and
financial peformance, and to assure that
residents perceive quality in
government.
formed in two ways:

-- through direct contact with individual customer

customer surveys;
focus groupmeetings;
City Hall in the Mall;
neighborhood partnersteptings;
comfaint and service request process;
membershipdver analysis

their These methods are described inadeh Sec.
Customer perceptions ar€/.1a(2).

7.1a(1) The city hasthree principal
groups indirect customers, direct

city employees who are providing a customers, and internal customers.

service or program; and

-- through what they read and hear--
about the city's operational and
financial p eformance.

Thecity's principal customer groups
and their requirements, the customer
relationship system, the processes for
determining customer satisfaction and
customer satisfaction results are described in
Sections 7.1,7.2,7.3,and 7.4.

7.1 Customer
Requirements

Expectations and

7.1(a) The city uses various methods
to determine current requirements and
expectations of customers. Short term
customer expectations require one set of
methods; long term expectations require
another set. In general, the city uses nine
methods to determine short term customer
requirements:

- "moments of truth" with individual
customers;
-- public hearings at City Commission

regular meetings and special
workshops;

-- advisory committees for city strategic
priorities;

7-1

Indirect Customers

This customer group is made up
of aty residents and visitors who rely on
thecity to meet their "sense of security”
needs. They rely on the police
department to be there if needed, but
have never directly been affected by
crime or calledor pdice service. They
expect the fire department to respond to
a fire or an emergency medical call, but
have never calledor fire or EMS
service. They expect prompt, efficient
response to a "city problem,"” but have
never called the city with a service
request or complaint. Overall, they
expect "good governance" from Coral
Springs, but are only "touched" indirectly
by thecity. In effect, the city represents
aninsurance policjor these customers--
it's there in case something goes wrong.
Principal requirements areomfidence,
reliability, responsiveness, and value.
These customers expect to have
confidence that city officials willddress
their issues and concerns, when they
arise. They expect prompt service.
Finally, they expect that the city's
programs and services will be delivered
as efficiently and effectively as possible.



This defines value--when customers
feel the quality and quantity of city
programs and services are higher than
the amount of city taxes they pay to
support these services and programs.

Direct Customers

This customer group is made
up of citizens who have been or are
being "touched" by the city. These
customers can be "touched"
individually through a spcific
program or serviceffered by a city
department, or in general by a new
city ordinance or plwy. They
include customers who are receiving

These customers expect senior managers
and direct supervisors to value the
contributions they make to city services
and programs. They expect to have the
opportunity to make suggestions and to
present ideas, and for maeagent to be
responsive to those suggestions. They
want the confidence to know they have
egaetess and will be fairly treated on
issues such as promotions, changes to
benefit packages, and work schedules.
They expect to know their employ ment
with the city is stable and reliable and
they W retain their jobs as long as they
work hard.

The city began todentify customer

city services, such as playing in asegments in the October 1995 comprehensive
sports league, drinking city-treated survey. Survey results were presented so that
water, or applying for a city job. differences in responses between male/female,
They also include customers whomhomeowner/renter, and race could be identified
we regulate, such as citizens whoand analyzed. The annual Human Resources
receive a speeding ticket, apdtyr a  Customer Serviceudvey is gmilarly segmented
building permit, or receive a fire toidentify differences in responses based on sex,
inspection. Fially, they also include age, ethnicity and length of employment.
citizens or business owners who are
affected by a City Commission action 7.1a(2) The city uses nine methods to
or decison, such as a new ordinancedetermine service features and their
changing land development importance from its direct customer groups.
regulations. This customer group has
similar requirements as the city’s “Moments of Truth”
indirect customers. They expect city
services to be reliable, promptly Every day city employees work directly
delivered when needed, and to havewith customers. Employees have been trained to
value added. recognize these exchanges as "moments of truth”
where customer perceptions about city mes/
Residents may be either direct orcan be changed. Customers enter into these
indirect customers, depending on theexchanges with set expectations and
issue or their needs and expectationsrequirements. firough empowerment
workshops, employees have been trained to
balance city policies and prabges with
customers' requirements. Supervisors are trained
City employees make up the to permit and encourage employeesneet ad
third principal customer group. hoc service needs. Employees use check sheets

Internal Customers
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and the new Request/Complaint Tracking
System to identify patterns in requests that
might signal a change in customer
requirements.

City Commission Public Hearings

The City Commission has established
opportunities at both regular and special City
Commission meetings to hear customer
expectations and requirementsoat city
services. City Commissioners listen to
customers during a citizens requests section

-- Family and Youth Advisory
Committee

Financial Health andoBomic
Development
- Financial Advisory Committee
-- Economic Develop ment
Foundation

Resfoedtthnic and Rligious
Diversity
-- Multi-cultural
miBittee

Advisory

and public hearings. Special City
Commission  workshops provide

interest.

Strategic Priority Advisory Committees

-- Martin Luther King Committee

an
opportunity for citizens to address the City
Commission in detail on items of special

Through thegengttees, community residents
work with city staff in revising existing
programs or developing new efforts to address
customer requirements. ReferSection 5.1for
a detailed description.

An advisory committee(s) has beenCustomer Surveys

set up foreach of the city’s six strategic
priorities.
community segments serve on

committees. The committees include:

Customer Focused Government

-- Construction Review
Committee

-- Seniors Advisory Board

Excellence in Education
-- Principals Advisory Task
Force

Citizens representing various

The city has conducted customer

thesesurveys since 1994. In general, two types of

surveys are used. Through a comprehensive
customer survey, nearly 400 residents take part
inatelephonelgvey thatallows the city to track
changes in certain key intended outcomes. This
survey is also used to gauge paikesponse to
emerging policy issues, i.e., youttrfews. For
example, the city conductededphone survey

N 1994 which asked customers to describe their
exp ectations in 10 areas where the city
traditionally has povided serices. The srvey

- Parents Advisory Task Forceasked customers to identify which public or

Neighborhood Viality

- Growth Management/
Environmental Protection
Advisory Committee

Family,
Values

Youth, and Community

private sector agencies they expect tovie
these services, and to rate how important these
services are to them. The City Manager and
senior managers used the survey results in
making resource allocations that have been
included in adopted annual budgets. City
depatments conduct surveys with theiegfic
direct customer groups to gauge customer
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satisfaction levels and identify customer and revised to emphasize more listening to
expectations.Sec. 7.3addresses the use of customers, and to form more partnerships with

customer surveys in more dét neighborhood groups to resolvedbissues.
Focus Group Meetings Request/Complaint Tracking System
Focus goups provide an opportunity The city had fragmented systems for

for city staff to discuss in detail customers’ tracking resolution of resident complaints. The
perceptions about the glity of city services fragments have been re-engineered into an
and to learn more about customers’integrated system that tracks the response to
requirements. For indirect customers, focusomplaints and alsorpduces reports and trends
group meetings are held following each in the types and locations of complaints and
comprehensive customer survey.requests. Reports include cycle time data. This
Departments use focus groupaneet with  process is discussed in more det&lew. 7.2b.
representatives of their direct customer

groups. The Human Resources Department  Membership Turnover Analysis

uses focus groups prior to makirgcgsions

to change policies or benefits that affect city City staff at the Tennis Center and
employees. In each case, the foamsigs  Aquatic Complex routinely reviemvembership
alow staff to listen to customers’ monents  trnover rates to determine why customers are
and concerns about city sem®s. They also  not renewing their tennis or pool memberships.
create the opportunity for city staff to  Thesereviews include talking to restbers”
communicate specific aspectdoat city to find out their reasons fl@aving and making

services to customers. process changes tddreas concerns.
Performance measurés membership retention

City Hall in the Mall at both facilities have been established.
This store front City Hll is located at Two of these nine metls are used by

the Coral Square Mall, a regional shopping cty staff to determine service features and better
center. It is staffed by city employees and  understand customereragoisfor indirect
volunteers six days a week. The faciity = customers. They are the comprehensive
provides customers a variety of services and  custonneeys and the focus groupeetings
information about programs offered by the held after these surveys.

city, Broward County government, and

nonprofit agenies located in Broward Three rheds are used to determine

County. requiementsfor city employees. The Human
Resources Department conducts several types of

Neighborhood Partnership Program employee surveys during the year. Focus groups

arealso used prior to making decisions to change
This program allows customers the  policies or benefits that affect city employees.
opportunity to meet directly with Human Resces staff invites both exempt and
representatives from various city departments  non-exempt  employees  from  various
to discuss issues of specific concern to their  departments to serve onrfaqus. gThese
neighborhoods. The program was evaluated  granget regularly, and help to both shape
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policy and benefit changes, and to capital improvement plan describes new

communicate changes to corkers. Filly, fadlities and infrastructure réggcement projects

the city has established an Employee that will be neededally for the next five

Relations Committee. Each department years. City staff develops this plan based on

elects one or more representatives to serve on needs andememuis identified Hrough

this committee, which meets monthly ona individual customers, orgamagolsgthat use

variety of issues that affect employees. these facilities, i.e., sports leagues, and
assessments completed by city employees.

7.1a(3)In addition to these methods,

the city has encouraged customers to offer The city also uses more innovative

opinions, suggestions, and complaints processes for fecasting future needs.

about city pécy decisions and department Visioning, situational analysis, and SWOT

services. This direct feedback from processes are described in d8td.iB.1 (C)
customers often helps city staff identify
requirements and expectations from Finally, the comprehensive customer

customer groups. Customers are encouraged  survey contains questions that ask customers to
to offer conments at all regular and special identify the most pressingissues facing the city.
City Commission meetings. The City  Senior managers have reviewed trends in
Commission considers these comments in  responses to identify emerging issues, and to
making policy decisions. The City Manager revise city policies and department services to
uses comments to direct city staff imoking  respond to these trends.
with an individual customer to resolve a
problem. 7.1c The city has completed several
improvement cycles to evaluate and revise the

Citizens can also use the city'sprocessesised to identify short and long term
customer service department to place aequirements for its indirect and direct
specific service request or to lodge acustomers.
complaint. A twentyfour hour customer
complaint line is in the planning stages. All These improvement cycles were
requests or complaints are entered into accomplishedtrough a review and analysis of
computer system. This system allowsvarious factors such as surveys, operational
customer service staff to placeuk orders performance measures and direct customer
with cty departments, track the status of theecomment, followed by ad hoc improvement
work order, and provide progress reports tdeams and focus groups. These assessments have
the customer. City staff evaluated andresulted in both major and minor imp emaents.
improved this process. Trends are tracked tdMajor improvements were made to the
identify  significant customer service Neighborhood Partnership Program, CitgllHh
problems. This process impvement #ort  theMall, and the “Moments of Truth” process.
is discussed in more detail Bec. 7.2b

Neighborhood Partnership Program

7.1b The city has combined a
traditional planning process with innovative This process began in 1984 a series of
programs toforecast future customer meetings where city staff from various
requirements and expectations.The city's  departments meet with residefitsm a sgecific
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neighborhood. Neighborhood residents whoadity. In additon, customers can pay a greater
attended meetings werarseyed to identify  variety ofilts at this locaton. Information on
ways to improve the program. Two overall numerous other county agency programs is
conclusions were developed through these ailable. Staff continues toavk with agency
assessments.  First, neighborhood-based staff to establish additional partnerships.
meetings limited comments and discussions

to specific neighborhood issues. Second, few  “Moments of Truth”

p artnerships were being formed to address

issues. A cross-functionaleam was The city evaluated its premier customer
established to redesign this process. This service program as part of the continuous
team produced the Neighborhood Partnershigvaluation of all training programs (S8ec.
Program. Through this effort, the city was4.3b)As a result of this evaluation, refiments
divided into six zones. During 1996, teamin this program have been instituted which
meetings are being held at locahsols in include additional customer service standards
each zone. These meetings wilbpide the and the introduction of two new programs:
opportunity to hear from residents regardingAdvanced Customer Service and Advanced
their specific neigborhood concerns, and Coral Springs. The program is described more
their ideas and suggestions on broader issuéslly in Section7.2a.

of concern throughout the city. City staff

will also use these meetings tafdrm Several other minor refaments resulted
residents of new city projects and programsfromimprovement cycles to other processes used
The first team meeting was held in Octoberto identify short and long term customer
1996. More than 75 residents attendediequirements. The City Commission revised its
significantly more  than  previous regular meeting agenda to schedule the citizens’

neighborhood-basedeetings. request section at 7:30 p.m. Prior to this change,
citizens did not know whainhe this portion of
City Hall in the Mall theagenda would begin. At times, it would come

up late in meetings after citizens had left. This

Thedty opened City Hall in the Mall fixed time has allowed more citizens to voice
in 1995. This &cility was designed to allow their comments, ideas, and suggestions.
customers access toformation about city
programs, register for city events, and pay Prior to 1995, comprehensive customer
city bills at a onvenient ime and location. surveys were conducted amtiy. Senior
City staff and volunteers assigned to thismanagers found that it was difficult to identify
facility noticed that customers were and respond temergingtrends based omaal
increasingly asking for information about survey results. Beginning in October 1995,
services povided by other governmental comprehensive customer surveys have been
unts, especially Browarddlinty. City staff conducted quarterly. City staff determined that
surveyed customers to determine what typesrends did not change significantlynaugh to
of county agency information and servicesjustify the significant increase irus/ey costs.
they would like to see availablerbugh City As of October 1996, this survey ilwbe
Hall in the Mall. Based on this input, conducted twice per year. In additi focus
homestead exemption and voter’s registratiogroups have been conducted following
applications are now availablerbugh this comprehensive customer surveys, beginning
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with the July 1995 survey. Customers who  Cityn@assion agendas, meeting summaries,
have participated in theisreys were chosen  the biweekly Masagnt Letter, and other
on a random basis to attend focus group  writtenreports aitatde® thirough the Internet.
meetings. City staff used these meetings to  In additustomers use the Internet lage
examine in detail specifiusvey results, and  s@®requests and to raise questiongud city
to gain a more complete understanding of fesvand programs. Staff reviews Internet
factors customers consider important when  messages dailyoartinates responses. This
assessing whether the city has made progress  process was improved to create a master home
in meeting key intended outcomes. p&wethe city on the world-wide- web, and
several special pagésr specific city services.
Finally, the city als@valuated and
improved methods used to determine Both external customers and city
requirements and expectatiorfsom its employees have access to E Mail and Tretee
employees. Senior managers regularly see¥oice Mail. Senior managers decided to install
input from employees prior to making both systems to allow customers additional
changes in department procedures. Humaaccess to citynformation and city staff, and to
Resources staff conduct focus groupimprove cycle timefor providing information.
meetings where employees help to desighn 1997 a system of prerecorded answers to
revisions to city policies and benefits. frequently asked questions will be in place.
Questions on internal surveys have beeiCallers will be able to receive “fax-back” of city
modified to determine employee acceptancdorms and other written information. In addition,
of previous policy or benefit changes. they will have the opportunity to voice malil
complaints or comments.
7.2 Customer Relationship
Management The aty established itsustomer service
standardsthrough its pemier customer service
7.2a Senior managers recognize thatprogram.  Through this program, senior
readily accessiblenformation is an important managers and designated trainers worked with
requirementfor the city's customer groups. a consultant to design and complete a needs
The city uses several methods gmvide  assessment for improving customer &y An
customers easy accegs information about employee focus group met with the consultants
cty activities and to provide input. The city to develop the following value dimensions that
uses information technology wheneverdefine what the city means by premier customer
possible, and several innovative processes, teervice:
offer easy accesfor customers. Segec. 7.1
c for a description of the Neighborhood --Presentation: Create a highly professional
Partnerships Program, City Hall in the Mall, environment that is courteous, friendly, and
and the Customer Service Process, all ofmpressive to our customers.
which increase the accessibility of the city to
its customers. --Responsiveness: Anticipate the needs of
customers and fulfill those needs in an effective,
Coral Springs was the first city in flexible, and an expedient manner.
Florida to offer customersccess to city
information through the world-wide-web.
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--Reliability: Consistently deliver superior  standards were measured twice and indicate

quality products and sefees as promised. impvements in all areas.

--Reassurance: Increase custonmgrfidence Quick strike results are comnaated to
through knowledge, competency, and the City Manager and eraeag team.
integrity. Corrective actions are discussed and agreed to

during weekly management team meetings.
—-Empathy: Create and build relationships to  Quick strike results also generate employee
exceedour customers' expectations. recognition. A eliag customer service
excellence trophy is presented monthly to the
The focus group also developed depatment with the highest quick strike results.
standards to use in measuring compliancéndividual employee efforts are also recognized
with these standards. The management team  through the city's internal newsletter, and at
reviewed and endorsed the valumehsions.  management team meetings.
In distributing the value dimensions and
standards to each department, the City 7.2 Complaints are processéddaugh
Manager asked department directors tdhe city’s Request/Complaint Tracking System.
review and modify the standards to fit theThrough this system, all resident complaints and
departments’ customers and specific serviceequests for seise are entered into the City’s
programs. Department directors used focudS 400 based work order system. The
teams made up of employees within theircomplaint is entered in the system regardless of
departments to mold the city-wide standardsvhat city unit is contacted on the matter,
for each value dimension to their specificalthough most compints are called into desks
circumstances. designated as “Primary Points of Customer
Contact” (PCC). These units include the
The city uses mystery shoppers andCommunity Relations Desk, Codefarcement,
"quick strikes"to track compliance with  the City Manager's Office, the Police
standards, and to communicate results to Department and City Hall in the Mall.
senior managers and employees.
Consultants are used to shop city services. Once the request or complaint is in the
They pose as customers requesting services system, it is sendpngally to the unit
or raising questions. Written reports are  responsible for resolving the matter. The
prepared which provide base line responsible unit inputs the expected date for
information for assessing future performance.  completion of the action, staff assigned to the
Human Resources staff conducts "quick  problem and amynemts that might assist the
strikes" monthly. Human Resources staff PCC in answering questions on the matter.
contacts randomly selected employffesn  Although some conlpints are made
all departments, and assesses how well the anonymously, the PQ@agascallers to
departments are complying with either the  provideuame and teldpone number so the
organization wide standards established for  responsible department can provide them with
the five value dimensions, or the the status of the matter they oallednd
department's  modifications of these fammation on when and how the matter was
standards. To date, 13 quick strikes have resolved. All activity on the complaint,
been conducted on the standards. Most including status reports to thaicempare
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entered in the work order until completed. matters are kept in a separateSafdly data
base and follow up is done throughlip@and
The work order system generates emergencyicaledervices incident reports.
reports onthe status of individual complaints.  These reports are an&lyzeends and are
Community Relations calls avk units  acted upon, as provided for in standard public
weekly with any open complaintork orders  safety procedures.
toassure that they are resolved at the earliest
possible date. Long standing matters are 7.2c Direct and indirect customers have
reported to the City Manager's Office. identified confidence, n@bility,
Community Relations sends a follow-up responsiveness, and value as four key
letter to a random sample of residents whaequirements for  city senices.  These
complain to get their assessment of how weltequirements form the basis for the city’s efforts
the city handled the matter. to buildand maintain customer relationships.
Inaddition to providing seiges when requested,
The Request/Complaint System alsat’s critical for the city to keep customers
provides reports on the number of complaintanformed #&out the full range of services
in different categories and trends in theavailable through the city, and about the
number of complaints in the top categoriesaccomplishments that we have achieved. This
The reports are generated for the city as @ommunication builds customenrtfidence.
whole and sectors of the city to determine if
there is a problem specific to a part of the The city relies on six mhbds to
cty. When trends emerge, tearonk begins.  communicate with its customers.
A team (work unit or cross functional) uses

thesecanalytical process discussefl @tion 1. What Our Quality Initiative Means
5.2to identify the root cause of the pfeimn, to You
generate a solution(s), andmeasure
improvement. City staff prepared an easy to read
brochure that describes its dality

New residents who call the city with inttiative, and what customers can expect
a complaint or request areqvided with to eceivefrom it. The brochure has
additional services. They are briefed on been distributed to custdmeusit the
some basic facts all new residents need main City Hall facility fnodigh City
(homestead exemption, what can be oy, Hallin the Mall. It was also reprinted in
etc.), sent a new resident information the city's monthly newsletter.
package and invited to a new resident
orientation co-sponsored by the city and the 2. The Management Newsletter
Chamber of Commerce. They are given a
copy of the City of Coral Springs “A to Z” City staff prepares and distributes this
guide. This is a quick reference on all four-page newsletter. The newsletter
services, events, facilities, and programs of summarizes key policy issues that the
the city. City Commission is addressing, and

Emergency requests (e.g., “there is an provides a status report on city staff
accident infront of my hane”) are managed activities in key project areas. The city
through the 911 system. 2d$ on all these uses direct mail and the Internet to
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distrbute the newsletter to customers
on a monthly basis.

3. The Citizen

City staff prepares and distributes this
eight page, highly professional
newsletter.  This newsletter is
distributed to nearly 38,000 homes
and places of business in Coral
Springs. It is designed to increase
residents’ understanding and
knowledge on important issuescing
thecommunity, and on city provided
sports, athletic, and entertainment
programming.

In1995, the city began to recognize local
residents for their volunteer
contributions to Coral Springs. The
State of the city banquet is attended by
about 350 citizens. city staff prepare a
State of the City report describing
departmaotomplishmentduring the
year. Staff also used the event as an
opportunity to comaoatie@ with civic,
cultural, educational, and religious
community leaders on the status of key
isseedfy the city arrently and in the
future.

City staff use the Request/Complaint

tracking process described Bec. 7.2bto

folow up individually with its direct customers.

4. Cable TV

City staff calls customers who have filed a

service request or complaint within three

All Coral
meeting are broadcast to
community via Cable TV.

5. Special Display Ads

Springs Commission workingdays. This follow up provides either the
the status of progress in addressing the issue, or that
the issue has been resolved.

Beginning in 1995, the city began to

make extensive use of focus groupdollow up
The local news media has notwith customerson policy decisions or senior

routinely publishedall the news

management actions that affect themThe

releases prepared by city staff.following describes where focus groups have
Surveys conducted for the city havebeen used for various customer groups:

shownthat city customers rely on the
local and regional news media to --
leam dout city issues. The city has
prepared and purchased full page
display ads in the local news media
quarterly. This space has been used
to showcase achievements made by-
cty staff in meeting customers needs,
to highlight increases in retained --
earnings, and to provide up to date
summaries of key issues facing the
community.

6. State of the City Banquet
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indirect customers

° focus group following the
comprehensive customer surveys

direct customers (sekec. 7.1a(9)
city employees

Health Plan Benefits
Gainsharing

Wellness

Incentive Pay System
City Manager Recruitment



° Classification/Compensation  process, there wasonodiated approach to
recording, responding, or analyzing customer
City staff used these focus groups in  cdemts and service requests. The process
designing city programs and policies, and to  rioyement began with théormation of a
communicate where the city was headed in  focosig made up of PCC employees from
critical policy areas. Senior managers use various city departments. The focus group
feedback to make changes in program design  prepared a process chart which showed the
or procedures. difference in how various departments handled
complaints and customer requests. From this
Individual operating departments use  exrcise, it became apparent that there was little
internal processes to build and maintain  consistency in tracking aneéncisg to
relations with their secific customeripups.  compaints and service requests. réot cause
For example, the Communications and analysis revealed seveldtmps: the same
Marketing Department maintains the city’s request may be handled by more than one
volunteer services program. hiibugh this  department; ad hoc approaches were being used
effort, individuals serve as volunteer city to handle clamnps and service requests; and
employees on either an ad hoc or regular there was little systematic analysis of trends in
basis. Volunteers work side by side with city ~ complaints oricerequests. The focusogp
employees to provide city sétes, ranging re-engineered the processresponding to
from filing to civilian patrol. The Police complaints and service requests. Aoidlat
Department uses its Community Oriented  complaint tracking system was benchmarked as
Policing (COP) Program and its Policepartof the team analysis. (Sgection 7.2kor
Citizens Academy. COP reallocates policea complete description of the refined
resources to specific nbigorhoods, through Request/Complaint tracking process.)
police substations and bike patrols. Police
officer trading cards imbduce young The city also uses its "quick strikes'
chidrento their beat officers (they get a prizeevaluate and improvethe efforts to strengthen
when they get all thefficers’ cards) and itsrelationships with customers. This feature of
schoolresurce officers who are in every city thedty's premier customer service program was
school. COP helps flice officers prevent described irfSec. 7.2a
crimes by training them to identify and City staff also completed three
respond to neighborhood-based situationgmprovement cycles to its incentive pay system
and issues that, if left unaddressed, mayIPS). The city's personnel evaluation system
result in criminal activity. The Police was modified to include customer service as a
Citzens’ Academy involves city residents injob skil. ~ Supervisors evaluate employee
a thirteen week orientation effort to build p erformance infanally twice per year and
residents’ awareness and understanding dbrmally annually.  Annual compensation
police programs, proderes, and methods for changes have been based in part on employees'
combating crime. ratings for providing pgmier customer service.

7.2d An improvement cycle was Aspects of customer service are highly
completed as part of a comprehensivéntegrated into the city’s performance icators
assessment of the city’s customer servicghat are monitored at least monthly by
process. Prior to improvement to thisdepartment staff and quarterly by the City
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Manager’s office. Trends in these indicators
are the triggers for process impeorents.
(SeeFig. 5.2(b)

7.3 Customer S atisfaction
Determination

7.3a(1-2) The city has relied on
surveys and focus groupte determine
satisfaction and dissatisfactiorfor its three  --
principal customer groups.

-- Indirect Customers

The city’s biannual customer survey
of 400 randomly alected city
residents is conducted by an
independent market research firm.
Thesurvey contains 40-50 questions,
which have been organized into three
parts. Part one collectsformation
on basic demograp hic questions. Part
two contains questions on the city's
overal service quality and the quality
of specific departments. These
questions have been included in every
survey toallow the city to trend
changes in customer perception about
service quality. Part three asks
customers questions about their
opinions on emerging topics of
special interest to the City --
Commission, city staff, or residents.
Survey questions have been
formatted to provide either "yes" or
"no" answers, or 4-5 force choice
answers, such as: "far exceeds
needs,” "exceeds needs,” "meets
needs,” "below needs,” or "far below
needs.”

Beginning with the July 1995
comprehensive customer survey,
focus groups have been used to
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aadppo the grvey findings. About 30

residents who participated in the
telephone survey attendraeeting with
senior management $fta At these
meetings, residents receive summaries
of key survey results. Follow-up
questions and group discussions are used
to examine these results in more depth.

Direct Customers

Since 1993, operating departments have
used a combination of written and
telephone srveys. Survey frequency has
varied depending on the operating
department; however, alusreys have
been conducted &ast anually. Sirvey
guestions have been designed to elicit
ether yes/no or forced choice responses.
The department level direct customer
survey instruments have been upgraded
this year based on guidance from a
University of Miami consultant.

In the most recent impvement cycle,
the  city has placed “We Value Your
Opinion” cards at public service desks.
These cards ask several open-ended
guestions about @ity of life in Coral

Springs.
City Employees

The city has used three types of written
surveys to gauge employee satisfaction.
The Human Resources Department has
conducted an employee attitude survey
annually sincd993. Written surveys are
distributed to all employees. Completed
surveys are returned to Human
Resources, tabulated, and presented to
the management tedor discussion and
action. The survey contains 35 forced
choice questions. Beginning inliraary



1995, the department also has that the city is using to compare its customer
conducted t h e satisfaction results. The first is an ICMé&cisb
organization/department  director  report on Citizen Surveys. Through this report,
survey. The survey has been the city was able to compare itdl quality
designed to collect employee rating and quality ratiiegspdice, fire, and
feedback on organizational issues, parks and recreation and public wide services
and to assess the performance of  with 260 cities, counties, and townships from
management team members. The across t@tg/. The results from these
survey contains forced choice surveys were adjusted to a conualenasd
guestions. Survey results have been  average ratings were developed. Comparative
discussed at management teanresults are reported Bec. 7.4.
meetings, andduring evaluation
meetings between the City Manager ICMA has also developed a comparative
and individual department directors. performancemeasurement consortium. This
Finally, the department began in effort involves 42 cities and counties with
January 1995 to conduct the Humanpopulations of 200,000 or more. It is designed to
Resources Customer Serviag\&y. assist local governments in developing and
This written survey is designed to analyzing performanameasurements that would
assess the levels of satisfaction withassure comparability among local governments
employee benefit programs andand encourage imprement. Alhough Coral
services povided by the Human Springs cannot presently participate in ttiferé
Resources Department. Completebecause its population falls bel@®0,000, city
surveys are tabulated by the staffhasworked infonally with both ICMA and
department. Results are discussed gparticipating cities to identify additional areas to
both the department's weekly compare customer satisfaction, atjty,
meetings, and by the managementoperational performance and financial
team. Further descriptions of theseperformance results. These comparisons will be
surveys and how the information is included in future Service ftorts and
usedis inSec. 4.2 Accomplishment Reports that are prepared
annually by the city.
7.3b(1-2)The city is using programs
developed by the International City and7.3c The city uses a syeshatic approach for
County Management Association (ICMA) evaluating and improving the processes used to
for comparing its customer satisfaction determine customer satisfaction. Followesgh
ratings with other local governments. ICMA comprehensive customer survey, the city’s
is the professional assiation for management team has reviewed the processes
management fessionals working in local used to develop survey questions, conduct the
government. Its membership includes citysurveys and use survey results in manant
and county managers, and other manant decsions and actions. Discussions aecisions
professionals, working in or for 8,260 local at these meetings have resulted in several
governments in the United States and improcess improvements. TH®94 and 1995
foreign countries. surveys were redesigned to include open-ended
questions. These additional questions allowed
ICMA has developed two resources customers to explain why they selected certain
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satisfaction ratings. Measurement scales  outcomes and departmienhamcemeasures

were expanded to contain more forced choice  for all six strategic prioritiesotiuge one
answers. A new market research firm was comprehensive indicator of the city’s overall
selected to @nduct the surveys. The July  performance.

1995 survey was redesigned tdled base

line data for the key intended outcomes7.4  Customer Satisfaction Results and

contained in the city’s strategic plan. After Comparisons
experimenting with several differentirsey
frequencies, the management team decided to 74a-bSeven key intended outcomes and

conduct the comprehensive customer surveyive department performanoceeasures are used
twice annually. Finally, the managementin tracking customer satisfaction levels for city
team decided after th&994 survey, to services and programsResults from these
conduct focus group meetings with indicators are showfor each strategic priority.
customers who have participated in the

surveys. These focus groupeetings began Customer-Focused Government

with the July 1995 surveyThere has been

major process immvement regarding the The first three indicatorsddress the
city’s choice of measures. Following thecity’s Customer Focused Government strategic
1995 assessment of the city’'s afity  priority. Fig. 7.4 (a)shows the city’s overall
initiative, it was determined that the city’s quality rating. These results are determined
KIOs and department performanoeasures through a customer survey that asks residents
were overly dependent on customerhow satisfied they are with the quality of
satisfaction results. These results wergervices povided by the city. The national
perception-based imzhtors, generated comparison compares the city’s quality rating
primarily through the comprehensive with the average ratings from 26fies from
customer survey. The maeagent team met across the country. The results show the
as a focus group and determined to expangercentage of city residents who agree that city
the Kkey indicators used to track services/programs are  meeting/exceeding
organizational ~ performance.  Financialexpectations.

measures and  department operational

indicators were developed and linked to key . . .
intended outcomes. These types of indicators  gea Cﬁ)y Overall Quality Rating
are objective measures of rjigmance for 324 Be.4 2.1

the city’s strategic priorities and department 80
programs. Both types of indicators were
added to the city’s quarterly performance
report program. Combined with perception
based customer satisfaction results, the 20
revised quarterly reporting program now 0
provides a moredlanced assessment of the

city’s overall peformance. Figure 7.4(a)

60

40

Percentage

1995 1996 National Average

Finally, an overall composite index Fig. 7.4(b) shows the city’s overall
was also developed, combining key intende@mployee satisfaction rating. These results are
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developed through  employee attitude The followingcatdrs show overall
surveys conducted by the city’s Human quality ratings for five of the city’s operating
Resources Department. The results show the  departments. Indicator results are developed
percentage of employees of employees who  through customer surveys. Those five
would recommend working for the city toa  departments represent 48.3% of the city’s
friend. 1997 results were determined in  general fund operating expenses.
November.

National comparisons compare these
departments’ quality ratings with the average

Overall Employee Satisfaction ratings from 260 cities from across the country.

Good 120 Rating

I 100
80

60

Fig. 7.4(d)shows results for the e services
quality indicatorfrom 1994-1996. The three-
year trend shows an increasing quality rating.

40 Quality of Police Services

20 Good 100
° 1994 1995 1996 1997 I 8o [ 775 L i
5]
Figure 7.4(b) fé” 6
FHg. 74 ( c)shows results from 1993- % 0
1996 for the inttator used as an overall =
value rating of city services and programs.
This indicator compares the aomt of taxes " o0a 1995 1996National Averae
local residents pay to the city with the
amount and quality of city services and Figure 7.4(d)
programs.  Results show the combined Fig. 7.4(e)shows results for the Fire

percentage of residents indicating they payservices quality indicatdrom 1994-1996. The

the right amount of taxes for the amount andpyee-year trend shows an increasing quality
quality of serices and programs they receive, rating.

and those responding that taxes are high, but
thecty provides more sdces and programs

uality of Fire Services
at a higher quality than expected. Q y

Good 100

Iso

60

Overall Value Rating for City
Services and Prgrams

40
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Fig. 7.4(f) shows results for the Parks

and Recreation servicésr 1994-1996. The Financial Management Services

three-year trend shows an increasing quality ., ° 238 752
rating. I 4
Quality of ’
Parks and Recreation Services :
100
Good 1

1995 1996

80
60

40

Percentage

Figure 7.4(h)

20

1994 1995 1996National Averaae

Figure 7.4(f)

Excellence in Education
Fig. 7.4(g) shows results for the Public

Works services quality indicatdor 1994- Fig. 7.4 (I)shows results from 1995-
1996. The three-year trend shows an996 for the city’s school overcrowding
increasing quality rating. indicator. Customer surveys asked residents if

they support the city’s efforts to work with the
Quality of Public Works Services Broward County School Board to reduce

100

overcrowding. Results show the percentage of
residents who support city’s efforts to reduce
school overcrowding. Support has increase d
steadily.

Good 81.3

1994 1995 1996 National Average

School Overcrowding

100

Figure 7.4(g)
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Fg. 7.4(h)shows results for customer
satisfaction rating for an internal operating »
department, Financial Management. These
results were generated through surveys of
cty employ ees who use serviceaopided by
this department with 5.0 being the highest Figure 7.4())
possible rating.
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Neighborhood Vitality

Fig. 7.4(j)shows results for the
city’s  neighborhood property values
indicator. customer surveys asked residents
if they believe that the city’s neighborhood
partnership program represents an effective
method to enhance neighborhood propert y
values.  Results show the percentage o f
residents who believe city’s Neighborhood
Partnership Program represents effectiv e
method to enhance property values.

Neighborhood Property Values
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Figure (7.4()
Family, Youth, and Community Values

Fig. 7.4(k)shows results for the
city’s safety rating. Customer survey s
asked residents if they believe that Coral
Springs has remained as safe or become
safer during the past year. Results show a
percentage of residents who selected more
safe” and “stayed same” responses.

City Safety Ratings
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Figure 7.4(k)

Respect for Ethnic and Religious Diversity

Fig. 7.4(I) shows results for the City’s
community tolerance indicator. Custome r
surveys asked residents if they support the
community’s efforts to create an environmen t
that encourages tolerance for ethnic an d
religious  diversity. Results show the
percentage of city residents who support the
community’s efforts to create an environmen t
that encourages tolerance for ethnic an d
religious diversity.

City Community Tolerance
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July
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7.442) This criteria category does not apply to
local governments.
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