
Submitted: Data for 1st Quarter :

Desired Trend Benchmark Goal
Tax Collection
Hotel/Restaurant

Hotel Receipts increase $150,000.00 $210,000.00
 

Restaurant Receipts increase $270,000.00 $360,000.00
# Leader Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Jul-11 Aug-11 Sep-11 Oct-11

Activities Index increase 150,000 240,000

Events increase 300 390

Quarter Trend Progress Red Yell Green

$166,425.99 up yes

$306,105.09 up yes

302,045 up yes

321 up yes

3

4

5

6

2

 

X

Measure Current

X7 Julia Thompson Completion of Central Municipal Pool Project

Julia Thompson

Julia Thompson

Julia Thompson

Julia Thompson

Julia Thompson

The 2011/12 First Quarter hotel and restaurant tax receipts increased significantly.  The activities and events index had a good increase.  Tasks #1 & 
#4  are progressing at an acceptable level and are on target.   We have reached the milestone date with #2, #3, #5, #6 and #7.

Future State (If we do not change our strategy, what will the future result look like?)
Champion: 2011/12October 19, 2011

 

X  

X

Work with CVB to promote new sports tournaments and 
increase existing events

 X

XCompletion of Shawnee Park Center

Secure more statewide competitions including senior games

Demolition of Capaha Pool

Milestone Dates 

1 Julia Thompson Continue to improve the marketing of the existing facilities

X

Julia Thompson Develop marketing strategy for additions to Osage Centre 
and Shawnee Park Center

After Implementation

Outcome Measures

Attracting Tourists/Visitors

Increase

YELLOW

Implementation Plan (Green=Task On Time/Ahead - Yellow=Task Running Behind - Red=Task Late - X=Milestone Date)

Tasks

Increase

Increase

Increase

Tangible Result:

Activities Index

Current Overall Rating of This Result:

Measures  (with desired trend and ultimate goal / benchmark)

Current State (should be Descriptive and\or A3Visual) for each measure

Restaurant Tax Receipts

Measure

Measure

Hotel Tax Receipts

Rating/Comment

Events



Submitted: 11/07/11 Data for:

Desired Trend Monthly Historical Average
Workload Indicators

Records Requests DECREASE ▼ 326 (7 months - data  March 2011 - Sept 2011\)
Council Inquiries DECREASE ▼ 14.1 (25 months - data Aug 2009 - Sept 2011)
Web Citizen Inquiries DECREASE ▼ 12.5 (2 months - data Aug 2011 - Sept 2011)
Code Violations DECREASE ▼ 13 (3 months - data Aug 2011 - Sept 2011)
Reported Nuisances DECREASE ▼ 267 (25 months - data Aug 2009 - Sept 2011)

Liquor/Business/Event permits INCREASE ▲ 17.1 (16 months - data June 2010 - Sept 2011)
Utility Payments processed DECREASE ▼ 14612 (25 months - data Aug 2009 - Sept 2011)
Utility Auto Pay INCREASE ▲ 1764.3 (4 months - data June 2011 - Sept 2011)
Utility Online Payments INCREASE ▲ 110.4 (7 months - data  March 2011 - Sept 2011\)
Public Safety calls for Svc DECREASE ▼ 4727 (18 months - data April 2010 - Sept 2011)

Benchmark Goal
Timeliness Index

Records Requests INCREASE ▲ 100% 100%

Council Inquiries INCREASE ▲ 80% 100% # Leader Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun

Web Citizen Inquiries INCREASE ▲ 80% 100%
Code Violations INCREASE ▲ 80% 100%
Reported Nuisances INCREASE ▲ 80% 100%
Liquor/Business/Event permits INCREASE ▲ 80% 100%
Utility Payments processed INCREASE ▲ 80% 100%
Utility Auto Payments no measure 80% 100%
Utility Online Payments no measure 80% 100%
Public Safety calls for Svc INCREASE ▲ 80% 100%

1st Qtr Mo. Avg Trend Progress Red Yell Green

Workload Indicators

Records Requests 335.7 INCREASE ▲ No Y

Council Inquiries 19.0 INCREASE ▲ No Red

Web Citizen Inquiries 12.5 no historical data N/A G reporting of IT requests; ongoing develop processes for improvement

Code Violations 16.7 INCREASE ▲ No Y

Reported Nuisances 319.0 INCREASE ▲ No Y

Liquor/Business/Event permits 21.3 INCREASE ▲ Yes G

Utility Payments processed 14185.0 DECREASE ▼ Yes G

Utility Auto Payments 1737.7 Flat No G

Utility Online Payments 161.7 INCREASE ▲ Yes G

Public Safety calls for Svc 5086.3 INCREASE ▲ No Y

Timeliness Index
Records Requests 100.0% FLAT Yes G

Council Inquiries 49.0% DECREASE ▼ No Red

Web Citizen Inquiries 73.0% no historical data N/A G

Code Violations 50.0% DECREASE ▼ No Y

Reported Nuisances no measure N/A

Liquor/Business/Event permits no measure N/A G

Utility Payments processed 100.0% FLAT

Required response 7 days

As online payments increase, should see disconnects
decrease

Work load

Seasonal, calls for service increase in warm months

Normal operation; required response 3 days

Implemented new web site, making services more accessible to customers 24/7 through Cape Connect

Recent Progress

Changes in staff over summer; Sept. began active 
enforcement of code violations

Tangible Result: Customer Driven Service

Measure

Measure

Started online web inquiries 8/15/11
Change in staff has lead to better response; should see
increase in timeless over next quarter

As auto payments increase, should see payments 
processed decrease

X X X

Implemented general automated phone number for city information/services, number auto routes customer to correct location based on service needed.

X X X

2-E Brennan, 
Conrad

Aug complete Council interaction forms: board app, inquiry/complaint form; Nov 
online pmt service for licenses, permits, etc. followed by on-line app.; continue 
add e-processes to Cape Connect
Nov review online pmt data for 6 mo period; March review auto-pay pmt data; if 
reducing disconnects, actively promote service, possible incentive to register for 
autopay?

Brennan/Conrad
Future State  (If we do not change our strategy, what will the future result look like?)

Champion:

X

1-E Conrad, 
Meyer, Brooks

Aug Survey RFP issued; Oct. responses recvd/evaluate; Nov. select vendor; 
Jan. issue survey; March data finalized; April present to City; future possibly 
focus groups, public meetings, etc.

Current State (should be Descriptive and\or A3Visual) for each measure

X

Rating/Comment

Internal Customer Service

X X

X

Current Overall Rating of This Result:

Measures  (with desired trend and ultimate goal / benchmark)

Implementation Plan (Green=Task On Time/Ahead - Yellow=Task Running Behind - Red=Task Late - X=Milestone Date)

Tasks

2.  Web/Online Customer Service Opportunities

Milestone Dates 

Changed title of tangible result from "Citizen Driven Service" to Customer Driven Service,"  The focus is on people-initatiated activities and 
requests, and not all requests come from citizens.  Service is both external and internal.  We have spent a year collecting data, but have come 
to realize that all the data collection focused heaviliy on workload, and measures of timeliness were too cumbersome to track in many areas.  
Data showed that staff has a heavy workload and seems to be managing it well, but there are opportunities to improve quality, cost and 
efficiency.  Measures show that while staff is following up on customer requests, we do not know if the customer is satisfied with the response, 
either in content or timeliness.

3.  Analyze utility data for online service impact

1.  IT Services/Reorganization

X

Aug. ID areas of improvement/develop needs list to support city 
services/employee needs; Sept. assess current structure to meet needs; Nov. 
advertise for IT Mgr.; Jan develop IT CIP; Feb hire; March streamline

Modified reporting procedures to include all code enforcement workload and efficiency data, including minimum property, zoning, signs, etc.

Outcome Measures

X

X

X

Changes/advances in technology forcing city to change the way 
employees work and the way citizens access our services. 
Improvements needed; under review by Management

X X

XRichbourg

3-E Conrad, 
Brennan

X

XX X

X

Seasonal increase; more reports in warm months

More special events in summer months

2-I

Recently added PD and Fire data; PD recently started 
online requests for Police reports

Started online web inquiries 8/15/11
July determined feasibility of implementing system; Sept accounting staff 
training, Oct. set up tables for system; Nov City Hall training and 
implementation; April anticipate having all departments using system X

First Quarter 2011-2012

Fair

4-E Conrad
Sept review current report processes and measurements; identify broader 
reporting requirements and indices for measurement; Jan develop new 
reporting tool utilizing current systems

X

2.  Purchasing Processes

Internal online purchasing process available with current accounting 
system; developing process to be used with all departments to change 
current paper sytem to electronic system, creating efficiencies through 
elimination of duplicate data entry, manual budget tracking and 
cumberson approval processes

4-E

Conrad, 
Brooks, 

Richbourg
1-I

X

External Customer Service
1.  Assess Customer Service Quality through Survey
Assess metrics with comparison data, select those applicable to tangible results, 
review with mngmnt, plan to implement; more data needed on efficiencies and qlty of 
customer service activities; in future possibly use focus groups, public mtgs, etc. for 
customer input

Establish Cape Connect one stop page to handle all on-line customer activities: online 
utility pmts, forms, applications, requests for service, permits, licenses, etc.

Hypothesis: online pmnt should reduce disconnects, auto pmt. should reduce CS 
interctions. Online pmnt began 4/11; online auto-pay registration began 9/11

Establish one place/point for customer (citizens/council) to report and/or track status 
of complaints, inquiries, nuisance violations, code violations, etc. 

Nov. develop/issue RFP for city-wide software that could include CSM 
component, that would provide for on-line system for reporting, responding to, 
and tracking customer requests; March determine feasibility of software; June 
implement if possible

4. Centralized system for reporting/tracking customer issues

Brooks 
Richbourg



Submitted: January 23, 2012 Data for : 1st Qtr, 2011-2012

Quarterly Quarterly

Desired Trend Benchmark Goal

Public Transportation  

CCTA increase 39,000 45,000

SEMO Transit increase 105,000 avg 135,000 avg

Cape Air increase 1,650 2,550

Cape Aviation increase 1,200 1,500

First Student increase unknown unknown

Freight Movement # Leader July Aug Sept Oct N ov Dec Jan Feb Mar April May June

SE Reg Port Authority increase unknown unknown

Cape Aviation increase 6,000 avg 15,000 avg

Infrastructure Condition

City Public Works improve 70 PCI 90 PCI

Cape Airport improve 80 PCI 90 PCI

Airport Hangar Availability increase 80% 60%

Customer Service

City Hall Complaints decrease 0 0

Airport Complaints decrease 0 0

Quarter Trend Progress Red Yell Green

32,875 down no Red

94,932 up yes Grn

1,602 up yes Grn

890 down no Yell

First Student Transit 1,800 up yes Daily riders up 32% vs. 1,359 YTD Grn

SE Reg Port Authority 263,563 down no Ttl tonnage down 11% vs. same Qtr, 2010 Red

Cape Aviat'n Air Cargo 28,794 up no Up 253% for the Qtr vs. same Qtr, 2010 Grn

65.28 constant unknown Yell

Good constant yes Yell

Hangar Availabilty 33% down no Airport desperately needs hangar space Red

City Hall Complaints 0 constant yes Grn

Airport  Complaints 0 constant yes Grn

Airline Complaints 0 constant yes Grn

5

6

GMeyer/Loy

Working w/ Tim Gramling on progress

Progress gradually positive..depends on $$

Derrick Irwin

Dan Overby

Loy/D. 
Irwin/S. 
Meyer

R. Kelly/D. 
Irwin

3

4

Meyer/Loy

Measure

9

10

Y

City Public Works
Y

Y

G G

Y Y

Y Y Y

Y Y YSecure funding to dredge Port

Continue to study the need for and develop the NW quadrant of the 
airfield to establish better access and air cargo development facilities, as 
deemed necessary

Establish marketing strategies to increase Cape Aviation passenger traffic Y

Security cameras have now been installed.  Work with staff and MoDOT 
to change over 4 ft. fencing to 8 ft. 

Monitor and support development of I-66 Corridor and associated location 
study for East/West connection to I-24

Develop formula of revenues vs. expenses to determine lease income 
necessary to support new hangar(s) construction

After Implementation

Begin eviction process to move Commander or secure funding for 
implementation of the manufacturing process

Outcome Measures

Y

Current

Y

Current Overall Rating of This Result:

Measures  (with desired trend and ultimate goal / benchmark)

Champion: 

Tasks

Milestone Dates 

Y Y

2 Loy/John 
Rodgers Establish continued marketing strategies for marketing Cape Air

Current State (should be Descriptive and\or A3Visual) for each measure

Bruce Loy, Airport Manager

In general, the indexes for the 1st Quarter, 2011-2012 look fairly good, with the exception of the Port Authority Tonnage and the CCTA Ridership .
The SEMO Port authority finished down 11%, over the same quarter last year, for the second quarter in a row.  CCTA Ridership was down 11% 
compared to the same quarter last year.  Ridership at the SEMO University was up 38%, reflecting the reported increase in students.  Airline 
boardings continued to increase, up 23% over the same quarter last year.  Additionally, the outbound passenger count is only 38 passengers 
away from meeting our desired trend of 1,650 passengers for the quarter.  We saw air cargo at Cape Aviation rebound substantially, inreasing 
253% over the first quarter for 2010.  We continue to talk and work with a new tenant for the former ARCH facility.  Although requests for hangars 
were down for the first quarter compared to the last quarter, we were still only able to fulfill one of three requests.  

Future State  (If we do not change our strategy, what will the future result look like?)
Champion:

FAIR

G G G

1 Tom 
Molgelnicki Meet and understand CCTA's plan and expected ridership

7 Loy/Irwin Begin Implementation of data for pilot hangar requests and results

Y Y Y

G

Loy/Irwin/  
Richbourg Y Y

G11% decrease over same Qtr, 2010

Riders up 38% vs. same Qtr, 2010
G

8

Tangible Result:

No known complaints

Gen. Av. pax down -6% vs. same Qtr, 2010

No known complaints

Cape Aviation GA Pax

Efficient Movement of People and Goods

No known complaints

Rating/Comment

Measure

Measure

CCTA Riders

SEMO Transit Riders

Cape Air Passengers

Cape Airport Surfaces

Boardings up 23% vs. same Qtr, 2010



Submitted: Data for 1st Qtr

Desired Trend Benchmark Goal

New Development

New Bus. License increase 10 15

Building Permits increase 50 75

New Leads constant 3 5

Improved Revenue

Sales Tax increase 2% 4% # Leader Oct Nov Dec Jan Feb Mar April May June July Aug Sept

Employment increase 36000 37000

Unemployment decrease 6% 4%

Month Trend Progress Red Yell Green

15  yes G

24  yes Y

5  yes G

3.67 % FYTD  yes G

36407  yes Y

7.30%  yes Y

Future State  (if we do not change our strategy , what will the future result look like?) 
Champion:

Overall the environment for economic development seems to be stagnant but improving.    We have small amounts of growth and a few good 
leads.  While we may be doing better, than a lot of the state and county,  we must work hard to establish stronger growth.  The analysis of the 
sales tax shows we are slowly emerging from the downturn starting in October of last year (see graph).  We have established the 7 action items 
below to begin the process of strengthening our growth.  We will also  look at our data to see if we need to strengthen the data we are getting.  
Moving past the commander issue and getting the Casino on line as well as Menards will continue to bring growth to the city. YELLOW

X

Current overall Rating of this Result:

Measures  (with desired trend and ultimate goal / benchmark)

Implementation Plan (Green=Task On Time/Ahead - Yellow=Task Running Behind - Red=Task Late - X=Completion Date)

Tasks

X

Milestone Dates 

Measure Current After Implementation

Develop options for incentives to refurbish targeted properties

Outcome Measures

work with a developer interested in the Airport buildings

Continue eviction process with Commander

Follow up with OTC on progress w/ CID etc. 

rewrite the development manual and a developers information process 
sheet

Continue to work with the casino developer

X 

 

 X

X

X  

XMeyer/Cunni
ngham

look at data and sources and see if improved data and benchmarks are 
needed

4

5

Robinson    
Loy

Eric / Scott

Meyer

K. Green

Meyer/ 
Green

Eric

Rating/Comment

developing increase this yr

year to year seeing small increase

Miinards starting construction
6

7
up and down; small growth

small progress down

New Leads

Sales Tax Rev

Employment

Measure

Measure

New Bus Lic

Building Permits

Current State (should be Descriptive and\or Visual) for each measure

Tangible Result: Environment Conducive to Economic Dev 2011-2012February 24, 2011Scott Meyer/Eric Cunningham

Unemployment

3 Meyer Follow up with Magnet on existing bussinesses and new leads

continued growth

1

2
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Submitted: December 2, 2011 Data for Month of :

Desired Trend Benchmark Goal

Solid Waste Down $110/Ton $105/Ton

Water Index Down $2.20/100 cu ft $2.15/100 cu ft

Wastewater Index Under Review
The Leader Aug Sept Oct Nov Dec Jan Feb March April May June July

Regulatory Tests Down TBD 0% failure

% Calls Resolved Up TBD TBD

Month Trend Progress Red Yell Green

ytd Down no g

ytd flat no g

ytd Up y

ytd TBD n/a y

ytd Up/Down n/a g

r

y X

Tests

Under Review

fluctuation in collected tons

fluctuation in usage Well Field Operational (no longer using River water)

Tim 
Gramling/ 

Kelly Green

Tim 
Gramling

Tim 
Gramling

Heather 
Brooks

Wastewater

X

Current After Implementation

Outcome Measures

Implementation Plan (Green=Task On Time/Ahead - Yellow=Task Running Behind - Red=Task Late - X=Milestone Date)

Tasks

Milestone Dates 

green

Heather Brooks

Staff is still analyzing the best measurement tool for the Wastewater Index.  This should be finalized by the end of December. 

Staff also reviewed how the Customer Service Index was being measured and modified some of the practices.  We will continue to monitor the data in order to set a 
benchmark and goal due to these changes.

Staff finalized the measurement for regulatory tests and # of violations.  Moving forward, only the tests that relate to regulatory reporting will be tracked.  It will
take several months of data collection before a reasonable benchmark and goal can be set.  Item #6 will be removed once the Wastewater Index is finalized.  

Staff also analyzed the data for trash/recycling and determined that the appropriate information was being collected.  This item will be removed moving forward.

The plans currently underway for Water and Transfer Station will provide much needed direction and prioritization for these areas.  The analysis will be instrumental for 
the prioritization of capital projects and not only maintenance of the existing infrastructure, but projects to support growth.  Finally, the plans will help position the City to 
meet future regulatory requirements.   

The timeline for task 1 shifted three months due to the longer-than-expected DNR review.

The Water Facility Plan (task #3) has been completed and sent to DNR for approval.  While waiting for DNR approval, staff anticipates making a presentation during a 
study session and after DNR approval incorporating the information into the CIP.

The Inflow/Infiltration Study & Fieldwork is being conducted with 2 concurrent processes.  The first process provides the modeling of our current system 
including capacity and activity The second process is the fieldwork that determines defects in the system and identifies where repairs are needed

Future State  (If we do not change our strategy, what will the future result look like?)
Champion: year-to-date

Current Overall Rating of This Result:

Measures  (with desired trend and ultimate goal / benchmark)

Rating/Comment

2
Tim 

Gramling/ 
Kelly Green

Construction WWTP 
(start July 2012, end June 2014)

Current State (should be Descriptive and\or A3Visual) for each measure

Inflow/Infiltration Study & Fieldwork
Phase I 70% complete & Phase II 30% complete

Review data for better indicators (previously June)

4

5

6

3

Transfer Station Supplemental Environmental Plan
(Plan submitted DNR May 2011, Begin Design October 2011, Bid May 2012, Const. July 2012, 
Complete June 2013)

Water Facility Plan (Plan 100% complete & submitted) 
(Final Oct 2011, Presentation/Input Jan 2012, incorporate CIP March 2012)

Review Trash/Recycle Data (set new deadline, previously Aug.) - completed

Xr

g

g

r

X X

X

g g

g g

g g

g

g

Tim 
Gramling/ 

Kelly Green

X X

X

X X X

g

g

X

X

X

Xg g

7 Heather 
Brooks

1
Tim 

Gramling/ 
Kelly Green

WWTP Design & Bid 
(Final Design Dec 2011 (90% complete), Bid March 2012, Award July 2012)

all in the 90% rangeCalls

8

new data - TBD

Measure

Tangible Result: Essential Services

Measure

Measure

Solid Waste

Water g g g

g

g

g

g

g

g

g



Submitted: Data for Quarter of :

Desired Trend Goal

Scope- Change Orders

Contracts

Total decrease 5%

Engineering decrease 5%

Construction decrease 5%

# Leader July Aug Sept Oct Nov Dec Jan Feb Mar Apr May June

Schedule

Total decrease

Engineering decrease

Construction decrease

Current Trend Progress Red Yell Green X

July Aug Sept 1st

Scope- Change Orders

Contracts

Total 0% 0% 1% 0% decrease yes X

Engineering 0% 0% 1% 0% decrease yes X

Construction 0% 0% 1% 1% decrease yes X

Schedule

Total 0 0 239 239 increase no X

Engineering 0
0

371 371 increase no X

Construction 0 0 106 106 increase no X

YELLOW

Kelly Green
Current overall Rating of this Result:

Champion: First Quarter 11-12October, 2011
Future State  (if we do not change our strategy , what will the future result look like?) 

Tangible Result: Major Construction Projects

completed <100 days/ project

completed <100 days/ project

completed <100 days/ project

Implementation Plan (Green=Task On Time/Ahead - Yellow=Task Running Behind - Red=Task Late - X=Completion Date)

1

Tasks

X

X

X
Revise bidding procedures to streamline processes.  Create a bidding 
procedures document. (Ex. Consultant contracts, Construction 
Contracts, Final Reports, etc.)

K. Green2

K Green

K. Green

Measures  (with desired trend and ultimate goal / benchmark)

Milestone Dates 

We have already updated the Specifications and Standards.  Now we 
need to revise our Front End Docs.  (Ex. General Conditions, 
Supplemental Conditions, etc.)  

Measure

Development Team is currently revising procedures, in order to 
streamline processes, and compiling helpful information for Developers. 
The team is creating a Development Manual.  

3

5
Rating/Comment

Current State (should be Descriptive and\or Visual) for each measure
K Green

Continue to gather additional data and refine project management.  
Purchase and implement Project Management Software for Owners.  
Studies show this can save up to 4% in project costs.

In order to develop Development manual, the Development Code and 
some other ordinances must be updated.  - DONE

4

Measure
K Green

Outcome Measures

<5%
After Implementation

Contract Cost Changes

Schedule

0%
Measure Current

239

X

<100 days



Updated    /   
Submitted:

Desired Trend Benchmark Goal

L1 increase 2.0 2.3

L2 decrease 5.6 5.0

L3 increase 1.56 1.75

L4 increase 23% 24%

L5 decrease .50 .45

F1 increase 0.41 0.57

F2 decrease Less than 6 
mins. 75% 

Less than 6 
mins. 85%

F3 increase NA TBD

F4 increase 78% 80%

F5 increase TBD 25%

F6 improve NA 90% Satis. # Leader Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

H1 increase 65%

H2 decrease 2 TBD

H3 decrease 3 TBD  

H4 decrease 1 TBD

H5 decrease $30,000.00 TBD

H6 improve NA 95% Satis.

R1 decrease 0

R2 decrease  

R3 decrease  F Ennis G G G G G G

R4 decrease

R5 decrease  

F1 Ennis O O O Y Y Y

F3 Ennis Y Y Y Y Y Y

Jul Aug Sep Trend Progress Red Yell Green

L1 Police Officers per 1000 population 2.0 2.0 2.0 even Behind Goal

L2 Part I Crimes per 1000 population 6.92 6.94 7.4 up no F5 Ennis Y Y Y Y Y Y

L3 Part I Arrests per 1000 population 1.13 1.88 2.14 up yes F6 Ennis Y Y X

L4 Part I Crimes Cleared 20% 25% 24% up yes F6 Ennis Y Y Y

L5 Inj/Fat Accidents per 1000 population 0.42 0.66 0.63 up no H Kinnison

F1 FFs On-duty per 1000 population 0.41 0.41 0.41 even behind H Both Y Y Y Y Y

F2 Fractile Response Times 75% 80% 69% even steady H1 Ennis G Y Y Y Y Y X

F3 Incidents / 1000 action made direct impact - - - - - H6 Ennis Y Y Y Y Y Y X

F4 % Hazards Abated 42% 62% 82% up near goal R Ennis Y Y Y Y Y Y X

F5 % of Occupancies Sprinklered - - - - -

F6 Citizen Satisfaction Survey - - - - -

H1 % Employees / Health Assessment

H2 Work Injury - incident only 3 1 1 down no

H3 Work Injury - medical treatment 4 7 1 up no
H4 Work Injury - treatment and lost time 1 2 1 even no

H5 Workers Comp Expenses 12,284.25$      19,650.00$      1,900.00$        up no

H6 Internal Health and Safety Survey - - - - -

R1 Citizen Injury / Incident Claims 15 16 6 down

R2 Private Property Damage Claims

R3 Fleet Accident Claims  

R4 City Facility Damage Claims  

R5 Property Loss Expenses

Being re-considered at this point
Ongoing

Was completed, but being re-considered at this point

Delayed by GIS vacancies,  back on tra

No progress being made at this point. 
Hampered by philosophical, political, 

and funding issues.

X X X X X X

Conducted Employee Health Fair, Sept.

This will be an ongoing process

Currently working on implementation and 
funding

GG G

 

Work with HR to convene city wide safety and health committee to review data, offer input, get buy-
in

Look at all related data and sources and develop benchmarks and goals

Work with HR to improve and expand FD's health assement program city wide

Develop distribution method for Citizen Survey - mailings, or web-based

Citizen Injury / Incident Claims

City Facility Damage Claims

L

 

Fleet Accident Claims - number of incidents

Fire Protection (F):  If we do not change our strategy to include ambulance transport in the Fire Department's scope of services, our residents will continue to 
receive questionable ambulance services and we will continue to lose out on a revenue source to help cover the cost of delivering EMS. We must also change our 
strategy to aggressively advocate and, when possible, regulate the installation of automatic fire sprinklers in all occupancies, including residential homes. Making a 
change in this strategy now could impact the quality of life in our community for generations to come. We need to maintain and increase Fire Department staffing 
levels to meet the growing demand on our ability to deliver high-quality services to our citizens, measured through response times, effectiveness and efficeincy of our 
actions, and customer satisfaction.  
Employee Health and Safety (H):  By creating a stronger focus on employee health and safety, we can improve the long term health, wellness, longevity, and 
performance of our employee; and, reduce long term health care costs and other related expenses to both the City as an organization, and the employee as an 
individual.  

Risk Management (R):  By increasing our awareness of costs associated with accidents and injuries, we can increase our focus and motivation to reduce the 
causes of accidents and injuries, ultimately realizing a cost savings to the City budget, while creating a safer work environment.

Work Related Injuries - medical treatment

Workers Comp Expenses

Internal Customer Health and Safety Survey Index

F

Work Related Injuries - medical treatment and lost time

X XYEnnis

Staffing Levels are maintained, but turnover has increased.  Work with HR to identify causes & solutio

Develop strategy and partnerships to explore expanding Fire Department EMS to include ambulance 
transport

G X

Y

L

These monthly numbers can change but very 
good numbers for this quarter

Quarterly average is above benchmark

Average for calendar year is below benchmark. July
and August data were higher than norm.

Look at all related data and sources and see if improved data and benchmarks are needed

Fire and GIS need to create data base

Quarterly average is slightly below benchmark

Quarterly average is at benchmark

Kinnison

F5 Ennis

Quarterly numbers right at benchmark

Police Officers per 1000 population

Part I Crimes per 1000 pop

Part I Crimes Cleared 

Part I Arrests per 1000 pop

Firefighters On-duty per 1000 population

Law Enforcement (L):  If we do not change our strategy, we will continue to get "bogged down" by the increased demands for services. Our response times will 
deteriorate, our arrest and clearance rates will decline, and the number of criminal incidents reported will increase. The failure to streamline operations and more 
intelligently allocate scarce resources will ultimately lead to organizational ineffectiveness.  

After ImplementationCurrent

Outcome Measures

G

X

X

To identify specific costs, necessary hardware and software, and an implementation strategy to 
move toward electronic ticketing. 

2009 ICC Codes adopted, however, key 
Fire Department recommendations 

Rejected by City Council 4-3

G

Measure

Survey needs to be developed

Most occurred at pools

L Kinnison

Kinnison

To develop a strategy of crime mapping and response which will provide for more efficient use of 
resources to prevent crime, as well as improve overall clearance rates.

To develop a plan of action for selective traffic enforcement and education to reduce accidents in 
both number and severity at identified high accident locations. 

Work with HR to develop internal customer health and safety survey

Develop Citizen Survey for Fire Department

YELLOW

Injury / Fatal Accidents per 1000 population

% of Employees receiving Annual Health Assessment

Champion:

G

Ennis / Kinnison
Future State  (If we do not change our strategy, what will the future result look like?)Current Overall Rating of This Result:

Measures  (with desired trend and ultimate goal / benchmark)

Measurement tool needs developed

Survey needs to be developed

Incidents per 1000 that FD action made direct/significant impact

Increased turnover cause for concern

Tangible Result: Safe and Secure Community

Measure

Measure

Private Property Damage Claims

Fleet Accident Claims - dollar loss per incident

L

% of Hazards Abated

% of Occupancies Protected by Automatic Fire Sprinkler Systems

Citizen Satisfaction Index - Fire Department Services

Fractile Response Times

Implementation Plan (Green=Task On Time/Ahead - Yellow=Task Running Behind - Red=Task Late - X=Milestone Date)

Tasks

Milestone Dates 

X

Kinnison Look at all related data and sources and see if improved data and benchmarks are needed
Work Related Injuries - incident only

3 month average very close to our goal

Rating/Comment

Long term goal

Above our benchmark and goal

Look into developing a practical and reliable method to measure this resultCurrent State (should be Descriptive and\or A3Visual) for each measure

Coordinate Fire and GIS personnel to obtain accurate data and begin tracking

Look at all related data and sources and see if improved data and benchmarks are needed

GG G

G GG

G

X

Work with legislation on new residential codes and develop strategy based on results

Complete

Data for Quarter of :

G

G

11/17/11 RPE
1st Quarter      
FY 11-12
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