Tangible Result: Customer Driven Service

Current Overall Rating of This Result:

Champion: Brennan/Conrad Submitted: 01/07/13 Data for: 2nd Qtr 2012-2013
Future State (If we do not change our strategy, what will the future result look like?)

Focus is on people-initatiated activities and requests, and not all requests come from citizens. Service is both external and internal. After collecting data, have
come to realize that all the data collection focused heaviliy on workload and measures of timeliness too cumbersome to track in many areas. Data shows that staff
has a heavy workload and is managing well, but there are opporutnities to improve quality, cost and efficiency. Measures show that staff is following up on customer
requests, but could be improvement in timeliness. Survey shows 7 of 10 customers ranked interaction with city employees at excellent or good, with 79% stating
their question/issue was resolved.

External Customer Service Internal Customer Service
Measures (with desired trend and ultimate goal / benchmark) 1. Assess Customer Service Quality through Survey 1. City-Wide Software Upgrades/Training
Assessed metrics with benchmark data and key driver analysis; selected three key Adobe Acrobat training for key users for increased productivity;
. X X driver areas for action teams: 1) emergency preparedness 2) economic development Contract w/Tyler for Munis software - acct rcvble, general billing,
Measure Desired Trend Monthly Historical Average 3) overall appearance/cleanliness of city; establish team members and begin focus cashier, payroll/HR, fixed asset/inventory; Office 2010 updgrade for
Workload Indicators groups, public mtgs, etc. to develop action plans for each key driver key users
Records Requests manual DECREASE ¥ 283.2 (22 months - data March 2011 - Dec. 2012) 2. Web/Online Customer Service Opportunities 2. Internal Customer Service/Employee Survey
Records Requests online INCREASE A 60.3 (12 months - data Jan. 2012 - Dec. 2012) Established Cape Connect one-stop online customer activities for utility payments, Identify internal service departments and services provided to other
N . board apps, inquiries/complaints, etc; completing business license forms to move dept/employees; develop survey instrument; issue survey; analyze
CounC|.I -Inqulnes — DECREASE ¥ nz (41 months - data Aug. 2009 - Dec. 2012) towards business friendly processes; Munis softare implementation over next 18-24 results; identify key focus areas
Web Citizen Inquiries DECREASE Y 13.4 (17 months - data Aug. 2011 - Dec. 2012) months, including license/permits, utilities, finance, citizen portal, etc.; developing
Code Violations DECREASE ¥ 6.3 (18 months - data July. 2011 - Dec. 2012) parks activities online registration; 3. Frontline Customer Service Preparedness
Reported Nuisances DECREASE ¥ 284 (40 months - data Aug. 2009 - Nov. 2012) 3. Analyze data for online service impact; dentify dept front-line positions; obtain call volume data to determine
. . . Online pmnt began 4/11; online auto-pay registration began 9/11; autofonline high-call areas/dept.; evaluate training/education for front-line on gov't
Liquor/Business/Event permits INCREASE A 18 (41 months - data Aug. 2009 - Dec. 2012) payments up, manual pryocessing down: researching auto pay prc;mo!ion' Online services; develop directory of internal/external partners/numbers
Utility Payments manually processed DECREASE ¥ 12259 (41 months - data Aug. 2009 - Dec. 2012) accident reports began late 2011 and on rise; researching kiosk and phone pmts
Utility Auto Pay INCREASE A 2074 (24 months - data Jan. 2011 - Dec. 2012) 4. Emergency Preparedness
Utility Online Payments INCREASE A 334 (24 months - data Jan. 2011 - Dec. 2012) 4. Centralized system for reporting/tracking customer issues Possibly utilize key driver team from external customer service; identify
i i iti i i iolati . key positions training for natural disaster response and fire/intruder
Cape Connect Click Rate INCREASE & 858 (16 months - data Sept 2011 - Sept 2012) Fetablishiod online forms for cilizons Yo report complaints Auisance violations, etc- S rosponge p
internal tracking of responses; Ju unis citizen self-serve portal. .
Web Form Use INCREASE 4 37 (16 months - data Sept 2011 - Sept 2012) g o resp Y P
Implementation Plan (Green=Task On Time/Ahead - - Red=Task Late - X=Milestone Date)
Benchmark Goal Milestone Dates
Timeliness Index # Leader Tasks Feb 13| Mar 13| Apr 13| May 13| Jun 13
Records Requests INCREASE A 100% 100% Conrad, Aug Survey RePon of»Resl.JIls received/presented to Clounc.\lz Oct. to qu.
1-E M analyze results; Nov. identify action teams for 3 key drivers; Jan. establish
Council Inquiries INCREASE A 80% 100% ©¥e"__|action teams
. - Brennan, [Aug. complete Council interaction forms: board app, inquiry/complaint form;
o o
Web Citizen Inquiries INCREASE A 80% 100% 2-E Conrad, [Jan bus app forms; Munis i ion: Dec 13 licer permits; Mar 14
Code Violations INCREASE A 80% 100% Brooks bus licenses, May 14 utility billing; July 14 citizen self serve
Reported Nuisances INCREASE A 80% 100% 3.E Conrad, |Online/auto pay provides efficiencies; actively promote service/incentive to X
Liquor/Business/Event permits INCREASE A 80% 100% Brennan [register for autopay; research phone payments and/or kioks payments
Utility Payments processed INCREASE A 80% 100% Continue to improve current report processes and measurements; Dec.
4-E Conrad develop followup tool utilizing current systems to better/more timely respond to
citizen requests; Munis citizen self-serve portal implmentation July 2014
Current State (should be Descriptive and\or A3Visual) for each measure
Measure 2012 Mo. Avg. Trend Progress Rating/Comment Red  Yell Green
Workload Indicators
03/11added PD/Fire; 18.4% decrease from 9 months in Oct. Adobe Acrobat training/implementation for productivity; Nov Tyler contract
Records Requests manual 256.9 DECREASE ¥ Yes 2011 Conrad, [for Munis software; Feb 13 accts rcvble, general billing, cashiering; July 13
Records Requests online 60.3 INCREASE A Yes Police reports available through DocView as of 12/11 1-1 BBrennkan, payroll/HR; Dec 13 fixed assets/inventory; X
rooks,
Gounail Inquiries 7.0 DECREASE ¥ Yes 54% decrease from 2011
Began 8/15/11; comparing 6 mo. in 2011 to 2012; 13% Nov ID internal service dept and services provided; Dec prepare survey
Web Citizen Inquiries 138 INCREASE A No increase; citizens more aware w/Cape Connect, blog Y Conrad, |jr Feb distribute to employes; March recei ile results; April
z nnec 21 ployes; pil : x| x| x| x
mployee dedicated to code enforcement; being proactive Meyer analyze data and develop key driver areas; May develop action plan
GCode Violations 42 DECREASE ¥ Yes has reduced # of
25% increase; increased awareness of reporting online;
Reported Nuisances 336.0 INCREASE A No blog; Cape Connect Y
N c d: ID dept frontline positions, ID call data/volume to determine staffing needs;
4 permits 200 INCREASE A Yes 10% increase from 2011 31 Bomi * | proper front-line training for gov't services; proper front-line training for X X
Utility Manual Payments 11994.0 DECREASE ¥ Yes 5.6% decrease from 2011 700KS  |handling customers; develop directory of internallexternal dept/partners
As aufo pa}""i""s increased, payments processer Conrad: Utilize key driver team from external customer service area; identify key
Utiity Auto Payments 22120 INCREASE 4 Yes Zecreased‘ 24% increase from 2011 4- ' |positions/training for natural disaster response; key positions/training for
s online payments increased, payments processer Brennan "
Utility Online Payments 462.0 INCREASE A Yes 254% increase fire/intruder alarm response
Cape Connect Click Rate 922.0 INCREASE A Yes began tracking Aug. 2011; 36% increase
Web Form Use 38.0 INCREASE A Yes began tracking Aug. 2011; 12% increase
Timeliness Index
Records Requests 100.0% FLAT Yes Normal operation; required response 3 days Outcome Measures
Council Inquiries 70.0% INCREASE A Yes 25% increase over 2011 Y Recent Progress
Began 8/15/11; comparing 6 mo. in 2011 to all of 2012; 169
Web Citizen Inquiries 64.0% DECREASE ¥ No decrease; last 6 mo. at 78%-6% increase IT Services/Reorganization - Hired IT Mgr., current IT structure, developed IT CIP; streamlined reporting of IT requests; established IT help desk
Change in staff has lead to better response; 24% increas:
Code Violations 74.0% INCREASE A Yes from 2011 PurchasingProcesses - implemented online purchasing documentation w/current GEMS system; eliminated duplicate data entry; implement P-card system
Reported Nuisances no measure N/A Required response 7 days

Utility Payments processed 100.0% FLAT




Tangible Result: Essential Services

Champion: Todd Fulton Submitted: January 25, 2012 Data for Month of :  2nd Q 2012-2013

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

In regards to task #2, the conceptual plan was presented to City Council per the schedule. Council requested additional information before making a decision
so the deadlines for the bid and construction of the project have been left blank until that decision. The deadlines for task #3 are also dependant on the
decisions on the conceptual plan and will be established based on the final direction.

In regards to task #4, the next phase if the implementation plan will be to hire a dedicated crew to address issues identified in the plan. Work should start progressing in
this area by the end of the 4th quarter. We are also planning to file an addendum to the facility plan to enable SRF funding approval for materials and contract work.

In regards to task #5, staff is working with Cogent to detail a plan to improve our SCADA system. The plan will need to address the issue of sustained communications an

The Leaf Pick-Up Program appears to be successful.

Measures (with desired trend and ultimate goal / benchmark)

Measure Desired Trend Benchmark Goal

Solid Waste Down $113.36/Ton $112.28/Ton

Water Index Down $2.44/100 cu ft $2.42/100 cu ft

Implementation Plan (Green=Task On Time/Ahead - - Red=Task Late - X=Milestone Date)
Wastewater Index 1 Down $5,654.55/dry ton $5,615.49/dry ton Milestone Dates
The Leader Tasks Oct | Nov [ Dec | Jan Feb | March [ April | May | June [ July | Aug | Sept
Wastewater Index 2 Down $2,912.07/MG $2,891.90/MG 1 | e | construction wwTP
Gramling (start September 2012, end June 2014)
: . Transfer Station Supplemental Environmental Plan
0,
Regulatory Tests Down N/A 0% failure 2 Gr;rrrling (Plan submitted DNR May 2011, Begin Design October 2011, Bid date?, Const. date?, Complete y y y
date?)
0, 0, 0, i
% Calls Resolved Up 86.08% 88.87% 3 Gr;rlrrrling Recycling Center Expansion (bid date?, const. date?, complete date?) y y y
4 Tim 1&! Improvements (start July 2013) X
Gramling P Y
5 Gr;—rlr??in SCADA System Upgrades (developing scope)
Current State (should be Descriptive and\or A3Visual) for each measure 9
Measure Month Trend Progress Rating/Comment Red Yell Green
Solid Waste ytd up no fluctuation in collected tons y
\Water ytd flat yes fluctuation in usage; lower than
benchmark and goal

Wastewater 1 ytd flat yes lower than benchmark and goal -
Wastewater 2 ytd up no drought conditions lower flow y
Tests ytd n/a n/a put on hold
Calls ytd up yes higher percentage of resolved calls Outcome Measures

exceeded benchmark Measure Current After Implementation




Tangible Result:

Major Construction Projects

Champion: Casey Brunke Submitted: November 1, 2012 Data for Month of :  2nd Quarter 12-13

Current overall Rating of this Result:

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

YELLOW

Measures (with desired trend and ultimate goal / benchmark)

2011
Measure

Scope- Change Orders

Desired Trend

Goal

The Bloomfield Phase 4 and County Road 618 Lift Station/Force Main projects were closed out in October 2012. The lift station and
force main were designed in-house. Construction days ran over due to encountering rock, getting power installed at the site, equipment
manufacturer delays, and SCADA issues with the lift station. The SCADA issues were complicated and involved a couple trips from the
manufacturer to the site. Bloomfield Road Phase 4 also ran over on construction days due to retaining wall changes, utility adjustments,
and weather. We did see an overall decrease in our total cost changes. Beginning with Fiscal Year 2012-2013, a different way of
tracking contract cost changes and schedule changes was implemented. Previously, the changes were tracked on a running total basis
and shown this way for each month. However, some months we don't close out any projects. Now, the changes will be shown per
month and the "current" column will be the running total. Task Orders have been implemented in tracking consultant design services.
However, we have not closed out a project that utilized task orders yet, explaining why there is no data shown for the engineering design
schedule. The task orders seem to be working with keeping consultants on track. We should have data soon to show this.

Contracts
Total decrease 5%
Engineering decrease 5%
Construction decrease 5% Implementation Plan (Green=Task On Time/Ahead - - Red=Task Late - X=Completion Date)
Milestone Dates
Schedule # Leader Tasks Feb Mar [ Apr | May | June
Total decrease completed <100 days/ project 1| ¢ Brunke |UPdate Front End Documents (i.e. General Conditions, X
Engineering decrease completed <100 days/ project ' Supplemental Conditions, etc.)
Construction decrease completed <100 days/ project 2| ¢ Brunke Tweak Standards and Specifications now that we have been X
: using them for a couple years.
Current State (should be Descriptive and\or Visual) for each measure
Measure Oct Nov Dec CurrigttalgRun. Trend Progress Rating/Comment Red Yell Green
Contracts- Cost Changes
Total 5% NA NA 8% decrease yes
Engineering NA NA NA NA steady no X
Construction 5% NA NA 8% steady no X
Schedule
Total 205 NA NA 122 increase yes -
Engineering NA NA NA NA steady no X
Construction 205 NA NA 122 increase no .

Outcome Measures

Measure Current After Implementation
Contract Cost Changes 8% <5%
Schedule 122 <100 days
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