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Submitted: Data for 4th 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


Month Trend Progress Red Yell Green


$157,849.51 up yes


$318,011.41 up yes


161,858 up yes


375 up yes


Tangible Result:


Activities Index


Current Overall Rating of This Result:


Measures  (with desired trend and ultimate goal / benchmark)


Measure


Measure


Hotel Tax Receipts


Rating/Comment


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


Restaurant Tax Receipts


Events


Attracting Tourists/Visitors


Increase


Increase


Increase


Increase


Outcome Measures


After Implementation


Completion of Shawnee Park Center


Secure more statewide competitions including senior games


Demolition of Capaha Pool


YELLOW


 X


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


Tasks


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


Julia Thompson


The June 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: 2010/11July 15, 2011


 


X  


X


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


7 Julia Thompson Completion of Central Municipal Pool Project


Julia Thompson


Julia Thompson


Julia Thompson


Julia Thompson


Measure Current


 


X


2


3


4


5


6








Submitted: 09/16/11 Data for:


PRIORITIES & Status


1. Improved evaluation/measurement of code/nuisance enforcement activity 4. Analyze utility data for online service impact


2. Centralize records request activites


3. Plan to assess CS quality through survey component ADMINISTRATIVE PRIORITIES


Desired Trend Historical Average


Workload Indicators


Records Requests DECREASE ▼


Council Inquiries* DECREASE ▼


Code Violations DECREASE ▼


Reported Nuisances DECREASE ▼


SF Residential Permits INCREASE ▲ # Leader Jan Feb Mar April May June July Aug Sept Oct Nov Dec


Desired Trend Benchmark Goal


Timeliness Index


Records Requests INCREASE TO FLAT 100% 100%


Council Inquiries* INCREASE TO FLAT 70% 100%


Code Violations INCREASE TO FLAT N/A 100%


Reported Nuisances INCREASE TO FLAT N/A 100%


SF Residential Permits INCREASE TO FLAT N/A 100%


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


Measure 4QTR Trend Progress Red Yell Green


Workload Indicators


Records Requests 903 INCREASE ▲ N/A G


Council Inquiries* 26 DECREASE ▼ Y G


Code Violations NO DATA Change in staff resulted in no data collection


Reported Nuisances 945 INCREASE ▲ N


SF Residential Perm 11 FLAT N G


Timeliness Index


Records Requests 100% FLAT Y Normal Operation G


Council Inquiries* 46% DECREASE ▼ N Work load Y


Code Violations 0% no data N Recent Progress


1 Modified Inspections/Planning division reporting procedures to include code enforcement workload and efficiency data


Records requests are processed city-wide. Additional recordkeeping work will 
likely force City Clerk to delegate more tasks. 


Assess available metrics with comparison data, select those applicable to 
tangible results, review with management, plan to implement


X


1. Data focused heavily on workload. For more value from this exercise, 
we need more data related to the efficiency and quality of our customer 
service activities.


XX


X


APR- Review metrics available with comparison data, select those 
applicable to City goals and tangible results. Write RFQ-MAY, 
post/select vendor JUNE, distribute survey by SEPT


X X


X


INSIGNIFICANT CHANGE  -  Seasonal pattern


JUN - Evaluate measurement methods, determine next steps (recent 
personnel changes in Inspections)


3 GC-NB


4


1


GC-NB


GC-NB


APR - Online Pay soft launch, MAY - Promote online payments, Review 
data for impact AUG


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


Milestone Dates 


City staff are managing the current workload well but there are ample opportunities to improve quality, cost and efficiency. We were 
laboring first to develop reporting procedures that will enable us to identify trends. The recent focus has been on the re


Evaluate measurement methods


Fair


CONRAD/BRENNANChampion:Tangible Result: IX.Customer Driven Service


2. At the start, discussed smaller data items "rolling-up" into broader 
indeces. What is our plan for this? EX: Instead of reporting violations and 
nuisance, we report on complaints in general.


Starting after online payment begins 


XX


2 GC & 
DEPTS


FEB - determine workload overflow, develop submission procedure, 
additional steps as necessary. DevelMAR - Begin collecting city-wide 
data. JUN - Determine next steps


X


Measure


Change in staff resulted in no data collection


Nuisance violations increase over summer; 
compared to same pd last yr, complaints up 6%


Rating/Comment


Recently added PD and Court data - no 
comparisons available


Measure


X


4th Qtr 2010-2011








The Efficient Movement of People and Goods
The City of Cape Girardeau, Missouri


Fourth Quarter
April - June, 2011


Index Summaries:


PUBLIC TRANSPORTATION SERVICE INDEX GOOD


FREIGHT MOVEMENT INDEX GOOD


INFRASTRUCTURE CONDITION INDEX FAIR


CUSTOMER SERVICE INDEX GOOD


Index Details:


PUBLIC TRANSPORTATION SERVICE INDEX GOOD


4th Qtr 4th Qtr
2011 2010 % Inc/-Dec


CCTA Passengers 12,894 12,511 3% (based on 2011 vs. 2010 Monthly)


SEMO Transit Passengers 75,228 56,960 32% (based on 2011 vs. 2010 Monthly)


Cape Air Passengers Outbound 1,412            1,059            33% (based on 2011 vs. 2010 Monthly)
Cape Air Passengers Inbound 1,225            981               25% (based on 2011 vs. 2010 Monthly)


FY 2010-2011 FY 2009-2010 % Inc/-Dec
YTD Total Cape Air Passengers Outbound 5,483            2,603            111%


4th Qtr 4th Qtr
2011 2010 % Inc/-Dec


General Aviation Private Passengers* 913               740               23% (based on 2011 vs. 2010 Monthly)
 


Fall 2010 Fall 2009 Spring 2011 Spring 2010
(October) (October) (Feb) (Feb) % Inc/(Dec)


First Student Daily Passengers** 1,808            1,596            1,800          1,359 32%


* Intinerant Gen Av Pax's Deplaned
** Only Reported bi-annually


(See Attached Graphics)







FREIGHT MOVEMENT INDEX GOOD


4th Qtr 4th Qtr
SE Regional Port Authority 2011 2010 % Inc/-Dec


Monthly Tonnage
Barge 184,313 199,993 -8%
Rail 8,866 15,508 -43%


Truck 70,384 81,418 -14%
TOTAL 263,563        296,919        -11%


FY 2010-2011 FY 2009-2010 % Inc/-Dec
YTD Total Tonnage 1,208,634     1,165,924     4%


4th Qtr 4th Qtr
Cape Aviation 2011 2010 % Inc/-Dec


Quarterly Air Cargo Pounds 5,600 9,800 -43%


FY 2010-2011 FY 2009-2010
YTD Total Air Cargo Pounds 179,966 15,650 1050%


INFRASTRUCTURE CONDITION INDEX FAIR


Jun, 2011 Jun, 2010


City Public Works Street PCI Rating 65.28 N/A
(Established Annually)


Cape Girardeau Regional Airport Fair to Good Fair to Poor


Surface Condition
Runway 10-28 Good Good
Runway 2-20 Fair Fair to Poor
Taxiway A Good Good
Taxiway B Fair Fair
Taxiway C Good Fair
Taxiway D Fair Fair
Taxiway E Fair Fair
Terminal Ramp Fair Fair
South Ramp Good Poor
T-Hangar and Taxiway F Good Good


4th Qtr 2011
Cape Aviation Aircraft Storage Capacity 20%


     Rental Hangars Requested 5
Rental Hangars Available 1


CUSTOMER SERVICE INDEX GOOD


Transportation Related Complaints:
City Hall 0
Airport Administration 0
Cape Aviation 0
Airlines 0
(Note:  Some sources do not keep record of complaints on a regular basis)








Submitted: Apr-Jun, 2011 Data for Month of :


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 Oct Nov Dec Jan Feb Mar April May June July Aug Sept


SE Reg Port Authority increase unknown unknown


Cape Aviation increase 6,000 avg 15,000 avg


MoDOT Truck Counts increase unkonwn unkown


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


36,465 up yes Grn


75,228 up yes Grn


1,412 up yes Grn


777 up even Grn


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 7,400 down no Down, however, ahead of qrtly benchmarks Red


65.28 constant unknown Yell


Good constant yes Yell


Hangar Availabilty 20% down no Desperately need hangar space Red


City Hall Complaints 0 constant yes Grn


Airport  Complaints 0 constant yes Grn


Airline Complaints 0 constant yes Grn


5


6


Working w/ Tim Gramling on progress


Progress gradually positive..depends on $$


Derrick Irwin


Dan Overby


Loy/D. 
Irwin/K. 
Eftink


R. Kelly/D. 
Irwin


3


4


Meyer/Loy


Measure


9


City Public Works


Y


G


G


Y


G G G Y


Y


Y Y x


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


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


Y


Y Y


Y Y


After Implementation


Outcome Measures


Current


Y


Current Overall Rating of This Result:


Measures  (with desired trend and ultimate goal / benchmark)


Champion:


Tasks


Milestone Dates 


Establish marketing strategies to increase Cape Aviation passenger traffic Y


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


Bruce Loy, Airport Manager


In general, the indexes for the 4th Quarter, 2010-2011 look good, with the exception of the freight service index .  The SEMO Port authority 
finished down 11% over the same quarter last year, however, it is understood that much of the decrease is due to the high river conditions over 
the spring and summer.  The airline boardings were up 33% for the quarter and our inbound passengers at Cape Aviation were up the same 33%.
The USDOT submitted approveal of our request to have Cape Air as our air service provider for the next four years.   We saw air cargo at Cape 
Aviation slow down substantially, indicating that the last quarter's major increase for the quarter were most likely a short lived event due to the 
Faurecia operations out of Dexter.  We continue to track the Commander situation, looking at our options and also talking with potential new 
tenants for that facility, as well as the Arch hangar.  We have started tracking aircraft hangar requests and whether we had room for those 
requests, in an effort to keep track of our hangar needs.  In the near future, we will determine revenue necessary and costs associated with 
construction of various types of new hangar facilities.


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


FAIR


G


x Y


4th Qtr, 2010-2011


Rating/Comment


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


Y Y


G G G


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


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


Y


Slight 3% increase over same Qtr, 2010


Riders up 32% vs. same Qtr, 2010


Loy/Irwin/  
Richbourg


G G


Y


Tangible Result:


No known complaints


Gen. Aviation pax up 5% vs. same Qtr, 2010


No known complaints


Cape Aviation GA Pax


Efficient Movement of People and Goods


No known complaints


8


Measure


Measure


CCTA Riders


SEMO Transit Riders


Cape Air Passengers


Cape Airport Surfaces


Boardings up 33% vs. same Qtr, 2010








Submitted: Data for 4th 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 July Aug Sept Oct Nov Dec Jan Feb March April May June


Employment increase 36000 37000


Unemployment decrease 6% 4%


Month Trend Progress Red Yell Green


17  yes G


34  yes Y


5  yes G


6%  yes G


36407  yes Y


7.30%  yes Y


2


Tangible Result: Environment Conducive to Economic Dev 2010-2011July 1, 2011Scott Meyer/Eric Cunningham


1


Unemployment


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


continued growth


up and down; small growth


small progress down


New Leads


Sales Tax Rev


Employment


Measure


New Bus Lic


Building Permits


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


developing increase this yr


year to year seeing small increase


Miinards starting construction soon
6


7


4


5


Robinson    
Loy


Eric / Scott


Meyer


K. Green


Meyer/ 
Green


Eric


Meyer/Cunni
ngham


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


X  


X


 X


 X


X 


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


Measure Current After Implementation


Develop options for incentives to refurbish targeted properties


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


YELLOW


X


X


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. 


X


$0


$200,000


$400,000


$600,000


$800,000


$1,000,000


$1,200,000


D
ol


la
rs


Month


Sales Tax


2009


2010


2011








Submitted: July 25, 2011 Data for Month of :


Desired Trend Benchmark Goal


Solid Waste Down $120/Ton $100/Ton


Water Index Down $2.5/100 cu ft $2/100 cu ft


Waste Water Index Down $1.6/100 cu ft $1.45/100 cu ft


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


Regulatory Tests Down <0.3% failure 0% failure


Number of Violations Zero 0 0


% Calls Resolved Up 90% 95%


Month Trend Progress Red Yell Green


4th qtr Up/Down no g


4th qtr Up/Down no g


4th qtr minor g


4th qtr Up/Down n/a


4th qtr Up/Down n/a r


4th qtr Up/Down n/a g


% has not exceeded 0.14%; still need further 


g


Calls


Tests


fluctuation in usage drives the cost


3


4


5


6


Tim 
Gramling/ 


Kelly Green
Tim 


Gramling/ 
Kelly Green


Tim 
Gramling


Tim 
Gramling


Waste Water


fluctuation in collected tons drives the cost


fluctuation in usage drives the cost


y y


gg g g g g g


g Xg g g g g X


g


g g g g g g X


Transfer Station Supplemental Environmental Plan


Inflow/Infiltration Study & Fieldwork - Phase I (Dec 2011)


Review Trash/Recycle Data (set new deadline)


Water Facility Plan


gg g


Measure Current After Implementation


Outcome Measures


g


4th Quarter 2010/11
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


Milestone Dates 


gConstruction WWTP (start June 2012, end June 2014)


Heather Brooks


The major driver of this result is the Waste Water Treatment Plant.  With the successful April vote, there is a remedy in sight in 2014, however 
until the new plant is built any heavy rain events will drive the number of violations indicator.  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 analysis of the data including establishing better benchmarks should be completed within the 
next few months.


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


green


gg g g g


Rating/Comment


2
Tim 


Gramling/ 
Kelly Green


WWTP Design & Bid (Bid Jan 2012, Award March 2012)


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


g


X


1 Tim 
Gramling Negotiate settlement w/ DNR on New WWTP & Election X g g g


g


X


7 Heather 
Brooks Review data for better indicators y


g


y


y y y X


all but one month over 90%


y y X g8 gHeather 
Brooks


#s driven by # of rain events and WWTPViolations


analysis


g X


Tangible Result: Essential Services


Measure


Measure


Solid Waste


Water








Submitted: 08/30/11 Data for:


PRIORITIES & Status
2c. Templates/Branding   


1. Website Redesign 2e. Draft PIO Manual - Promote continuity of service
3. Centralize tracking of existing education/promotion 


1a. Online Forms - MOVED TO SERVICE TANGIBLE RESULT


2. Comprehensive Communication Plan


4. Review/Rehab Tangible Result information 


Desired Trend Benchmark


2a+. Individual Communication Plans as Identified 


Participation / Engagement ("incoming")


Board Applicants --Constant-- 6 2b. Policy/Procedure DRAFTS 


Distinct Web Hits INCREASE ▲ 90,000


Subscribers INCREASE ▲ 1,100


Conversions (online actions) INCREASE ▲ 1,000


City Issue Vote INCREASE ▲ MED: 54% # Leader Jan Feb Mar April May June July Aug Sept Oct Nov Dec


Outreach / Educational Efforts (outgoing)


Procedural News Releases Sent --Constant-- 33


Feature News Releases Sent INCREASE ▲ N/A


Participants at City Hall events INCREASE ▲ N/A


Participants at Public Safety events INCREASE ▲ N/A


Participants at Public Works events INCREASE ▲ N/A


Participants at Parks events INCREASE ▲ N/A


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


Quarter Trend Progress Red Yell Green


Participation / Engagement ("incoming")


Board Applicants 7 INCREASE ▲ Y G


Distinct Web Hits 111,404 INCREASE ▲ Y G


Subscribers 1,844 INCREASE ▲ Y G


Conversions (online 5,154 INCREASE ▲ Y G


Outreach / Educational Efforts (outgoing)


Procedural PR 30 FLAT N G


Feature PR 0 DECREASE ▼ N G


Participants CH n/a n/a n/a G


Participants PS n/a n/a n/a G 5 Increased content distribution through social media including Facebook, Twitter, YouTube, blogging, etc.


Participants PW 22 n/a n/a G 2aiii Successful WWTF education campaign, voter approval 80%


Participants PR n/a n/a n/a G Sprinkler Video WWTF- education campaign (brochure, web, social media, feature articles) Program effective with 80% vote


A/V Equipment in-use for Council, events - Increased content and distribution 


X


X


X


X


X


X


X


X


X


N/A


N/A


APR - Evaluate video production needs; review video equipment for 
purchase. MAY - evaluate Council room audio needs


X


Improve reporting/tracking procedures following metrics identified in 
Communication Plan (#2) and after several months of reporting and 
evaluating existing data. New collection starts FY2011-2012


2c MAY- Communications audit, assess workload vs benefit to 
templates. 


N/A


12


N/A


N/A


135,000


2,000


1,200


N/A


Fair


Goal


X X2b NB 2bi APRIL. 2bii MAY. 2biii Implemented


1a


2


X


NB/GC


2cd NB


Recent Progress


Plan and execute increased output of feature stories and media content -
increase should be notable following Comp Plan completion and video 
equipment purchase (should increase leading up to July).


NB/GC5


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


Milestone Dates 


6


Individual departments and project managers engaged in promotion distributes work but is not the most effective or efficient way to 
operate a communications program for the organization as a whole. We are building a cohesive program by updating shared mas


Organization/look upgrade. Offer new products: online payments, social media, 
consolidated information (is traffic, development guide), forms, etc. Absorb CH 
tasks into PIO


Departments now reporting approximate number of people at 
public events - EXPAND/IMPROVE. Track media notices and 
interactions, 


prioroties have changed, data should include data outside of PIO.


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


Champion:


NB APR - Online utility pay, examine staff processes for registrations and 
forms. MAY - Train eligible users, implement


1


4th Qtr 2010-2011


X


NB
Intended to launch Feb 1. APR - Styleguide, SEO procedures, manual 
and training. Launched basic site 4/18. MAY6 - Poss. Chamber 
announcement, short URLs, train extended modules. 3-mo progress


X XX X X


INSIGNIFICANT CHANGE - Normal operation


X X


NB/TG


Tangible Result: X.Informed/Participating Public


Collection procedure not yet requested


Rating/Comment


Met Benchmark


Met Benchmark


Measure


Measure


Met Benchmark


Met Benchmark


Collection procedure not yet requested


Not a priority item at this time


Collection procedure not yet requested


Collection procedure not yet requested


X


2aii NB X


NB/GC4


JAN JS to create draft, NB reviews, approval GC. APR - Implement.GC/NB2ai


3 NB


2aiii


Formalize planning and procedures to improve strategy and effectiveness. 
Identify key messages, channels, etc and programs/products (advisory boards, 
public safety campaigns, etc)


i. Advisory Boards, ii. Fire Sprinklers, iii. WWTP, 


i. Social Media, ii. Campaign Planners, iii. Review/error control


FEB - Complete late video from Mar'10, MAR create new video and 
update 2010 media plan, APR - implement plan. 


APR - Complete and solicit approval of outline, PIO evaluation. MAY-
Draft review. JUNE-Management review/approval - Complete by 
FY2011-2012


X


X








Submitted: Data for Quarter of :


Desired Trend Goal


Scope- Change Orders


Contracts


Total decrease 5%


Engineering decrease 5%


Construction decrease 5%


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


Schedule


Total decrease


Engineering decrease


Construction decrease


Current Trend Progress Red Yell Green


Apr May Jun 4th


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 72 119 109 decrease yes X


Engineering 0
0


185 159 decrease yes X


Construction 0 72 53 60 increase yes X


Contract Cost Changes


Schedule


Measure


109


0%
Current


X


X
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.


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


<100 days


<5%
After Implementation


Outcome Measures


Measure


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


K Green


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


XK Green3


4


5


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


Kelly Green
Current overall Rating of this Result:


Champion: Fourth Quarter 10-11October, 2011
Future State  (if we do not change our strategy , what will the future result look like?) 


Tangible Result: Major Construction Projects


K. Green
completed <100 days/ project


completed <100 days/ project


completed <100 days/ project


X


1


2
Revise bidding procedures to streamline processes.  Create a bidding 
procedures document. (Ex. Consultant contracts, Construction 
Contracts, Final Reports, etc.)


YELLOW
Measures  (with desired trend and ultimate goal / benchmark)


X


Measure


I've revised my measures.  Until we are in the position to be able to schedule out complete projects, I don't feel like to the data that is given 
is completely accurate.  I think that if we proceed with purchasing of a software package, this may be accomplished.  However, I'm not 
convinced that this is something that we should be spending money on now.  I believe that the improtatnt measures to track are our 
change orders with regard to cost and schedule.  I will continue to evaluate this to determine if these are the correct measures to track.  


K. Green


Milestone Dates 


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








Submitted: Data for Quarter of


Desired Trend Benchmark Goal


% Complete/%Goal


Plan Implementation Progress 10 of 16 within 10% 10%


Comp Plan Implementation Progress 18 of 22 within 10% 10%


Population Change Above State Average 7.30% 7.0%


Population - Old Town Cape No decline 7.30% < 0%


Residential Building Permits Increase 50 for 2010 60 # Leader Jan Feb Mar April May June July Aug Sept Oct Nov Dec


City Boundary Increase >.01% 1.00%


Assessed Value Increase 0.6% 3.00%


Median Household Income Above State Average 2.30% > 3.6%


Unemployment Rates Below State Average 7.23% >9.36%


Sustainability Index Progress 30% Good, 61% Fair, 9% Poor 50% Good, 50%Fair, 0% Poor


Quarter Trend Progress Red Yell Green


Fair Fair Yes Y


Good Good Yes G


N/A 7.30% Yes G 


N/A No decline Yes G 


5 11 for 2011 Yes R


0 >.01% Yes Y


N/A 0.60% Yes Y


N/A -2.30% No Y


7.23% .13 increase No Y


Fair Yes Y


Population change


Pop. Change OTC


Res. Building Permits


Tangible Result: Planned Growth and Sustainablilty 4th QuarterJune 20, 2011


3 Inspections Compliance on minimum property violations


2000 to 2010 7.3% increase


11 of goal of 60 for the year


2010 mto 2011


Measure


Measure


Plan Imp.


Com Plan Imp


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


Inspections


5


2000 to 2010 .3% above the State


9


6


7


8


2008 to 2009 compared to State


Planning/ 
Inspections


Planning


Public Works 


Planning


Y


1


2


4


Planning 


Planning 


Planning 


X


Monitor EPA acitons on air qualiy and local reports Y X


X


X


R


X


R


Y


XG


X


Neighborhood Stabalization Program - Rental Inspections


X


G


Milestone Dates 


Outcome Measures


Complete the Adoption of the Development Code


Establish Comprehensive Plan next top 10 projects


Adopt new building codes


Housing Incentive Program/Worker and Low Income Housing


Measure Current After Implementation


Create new jobs that pay a living wage


Complete new Wastewater Treatment Plant R


Tasks


G


Ken Eftink


The overall impact of the economy is reflected in our numbers however we are faired better than other parts of the State.  Houisng starts are 
down but unemployment is below the State average.  We are making progress on the implementation of our plans.  We have hired a Property 
Maintenance and Zoning Inspector to help protect property values and create safer neighborhoods.  Progress has been made on several 
employment and investment opportunites. Downtown will be enhanced by the Isle of Capri casino and the planned public improvements.  The 
west side will have a new Menards which will help our community grow as a retail center.  Items to watch include continued progress on our new 
Wastewater Treatmetn Plant, funding for MoDOT, who has been our partner in economic development and quality transportation projects and 
changes to EPA air quality standards that could impact our exisitng industries and our ability to attract new industry.                  
                  
                  
                  
                  
                  
                  
                  
                  
                  
                  
                  


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


YELLOW


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)


X


Median Income


Unemployment Rates


City Boundary 


Sustainability Index


Assessed Value


2.1% Below the State for 2010








Submitted: Data for Period :


Measure Desired Trend Benchmark Ultimate Goal


Amenties Index


     # of Activities Attended Inc 75 100


     # of Attendees at Events Inc 50,000 75,000 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Jul-11 Aug-11 Sep-11 Oct-11 Nov-11 Dec-11


Nuisance Index


     # of Responses Dec 500 <400


     # of Warnings Dec 125 <100


     # of Summons Dec 20 ≤10


Apr-11 May-11 Jun-11 Red Yell Green


# of Activities Attended Unavailable Unavailable Unavailable


# of Attendees at Events Unavailable Unavailable Unavailable


# of Animal Violations 5 5 7 G


# of Trash Violations 3 4 6 G


# of Weed Violations 0 4 4 G


8 4 8 G


# of Zoning Violations 2 0 0 G


4 3 4 G
Sign violations trending appears level for the period; 
banner type sign violations are increasing


Measure


Current State (for each measure)


5 Inspections 
Staff


Rating/Comment


Quarterly trend unexpectedly decreased; increased 
enforcement may have shifted prioirity to those 
identified violations now on the books


   Sign Violations


# of Development Code Violations:


7
Inspections 
and Public 


Works Staff


6 Inspections 
Staff


Development 
Services 


Staff


Inspections 
Director


4


G


G X


Y Y1
Property Maintenance Code                                                         
Continue survey of properties for possible violations of the Property 
Maintenance Code.


G GInspections 
Staff G


G


Tangible Result: Quality of Life


Tasks


If strategies used to indicate trends in the Amenities Index  are not changed, the index would continue to show seasonal increases and decreases in the 
numbers of activities attended and the number of individuals who attend these events.  An increasing trend can only be sustained if new strategies are 
developed and implemented.  These strategies should include the development of new and updated facilities.  This action would be expected to not only result 
in a higher number of events attended but should also show an increasing number of attendees across the board.  If strategies used to indicate trends in the 
Nuisance Index  are not changed, the index would show an increasing trend in the numbers of violations in certain categories.  Various  categories of violation 
types would show increases and decreases attributed mainly to seasonal trends.  


Green


Yellow


4th Quarter 2010 - 2011


Current Overall Rating of This Result:


Measures  (with Desired Trend / Benchmark / Ultimate Goal )


2


October 25, 2011


#


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


Leader/ 
Assigned 


Staff


G


Champion:


Y


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


G Y G


Milestone Dates 


GY Y


Y G Y G


After Implementation


Outcome Measures


Measure Current


G


Y Y Y


Y


Y G Y Y


G


Y Y G


Y


G G


Y


8


Increased enforcement action has resulted in higher 
monthly number of violations


Rental Insepction Ordinance                                                                
Draft program guidelines and ordinance related to the inspection of 
rental properties for compliance with all city codes


Y


G


G


G


G G G


Staffing                                                                                        
Complete justification for vacant positions to complete staffing needs.  


Development Code                                                                           
Staff has implemented the issuance of fence and retaining wall permits. 
Continue to apply all Dev Code provisions to new project submittals.


Y


# of Property Maintenance 
Code Violations


Development 
Services 


Staff


Quarterly numbers are higher due to seasonal 
increase


Quarterly numbers increaed due to seasonal 
change and increased enforcement


Quarterly numbers are up; increase due to 
increased enforcement efforts


Y


Adoption of 2009 International Codes                                           
Continue with proposed schedule for review of 2009 International codes
by Inspections staff and public hearings before the Board of Appeals


G G


Code Enforcement - Dangerous Buildings                                           
Apply section of code pertaining to dangerous buildings to list of 
properties compiled from property maintenance survey


Other categories would be expected to show an increase resulting largely from the method of response to code violations that has been used for a number of 
years.  Specifically, this has been a complaint-based method for investigation of code violations, particularly those in the categories of property maintenance 
and zoning related violations.  Other code violations have been indentified by staff observation as time permitted.  The desired trend of decreasing numbers of 
code violations can be achieved by the implementation of a method of code indentification that is based on a more proactive approach to code enforcement.  
This would include the establishment of a series of zones to be surveyed by staff on a regular basis with the reporting of observed violations being forwarded to 
the Property Maintenance and Zoning Inspector for followup.  It would be expected that this process would ultimately result in a leveling off and overall decrease 
in numbers of the trend for new violations.  It is important to recognize that overall violations would never decrease to zero due to the influx of new residents and 
businesses.


Inspections 
Staff


Relocation of Inspections Division to 2nd Floor                           
Survey and measure City Attorney's office area in preparation for 
relocation of Inspections Division


3


Right-of-Way and Excavation Permits                                              
Continue to refine process for issuance and tracking of right-of-way 
permits and coordinate with appropriate departments








Submitted: 07/12/11


Desired Trend Benchmark Goal


Substainablity


Essential Service Empl. Index index up/per capita down 5 10


Employee Fringe Benf. Index index up/% of ft sal. down 5 10


Operating Expense Index index up/per capita down 5 10


Equipment Replacement Index increase index n/a 10


Unreserved Fund Balance Index index up/% of budgt exp up n/a 10


Revenue Growth Index index up/per capita up 5 10 # Leader Jul-11 Aug-11 Sep-11 Oct-11 Nov-11 Dec-11 Jan-12 Feb-12 Mar-12 Apr-12 May-12 Jun-12


Fee Based Service Index increase index n/a 10


Budget Compliance


Operating Expense Index index up/% of budget down 8 10


Salary Expense Index index up/% of budget down 8 10


Overtime Expense Index index up/% of budget down 8 10


Capital Expense Compliance index up/% of budget down 8 10


Intergovernmental Rev. Effectiveness


Operating Revenue Index index up/per capita up 5 10


Project Revenue Index index up/per capita up 5 10


Month Trend Progress Red Yell Green


Substainablity  


Essential Service Empl. Index 2008-2011index yes
Y


Employee Fringe Benf. Index 2008-2010 index yes since 2008 Y


Operating Expense Index 2008-2010 index
general yes 
entrepr no


Y
finance and 
various city 
departments


Equipment Replacement Index n/a n/a


Unreserved Fund Balance Index
2007-2010 
actual yes


Y


Revenue Growth Index 2008-2010 index yes Y


Fee Based Service Index index = goal
% of direct cost 


decr G


Budget Compliance


Operating Expense Index 2007-2010 index yes
G


Salary Expense Index 2007-2010 index yes
Y


Overtime Expense Index 2007-2010 index no R


Capital Expense Compliance n/a n/a


Intergovernmental Rev. Effectiveness


Operating Revenue Index index = 2.88 no Y


Project Revenue Index index = 10 yes G


general actual trend 4.23%,3.77%,4.25%,6.76% 
enterprise actual trend 19.54%, 20.50%, 21.49%, 
20.93%
general index trend 3.17,5.47,8.60 enterprise index 
trend 5.89,5.77,5.55


general index trend 1.93,10.00,0.00 enterprise index 
trend 0.00,10.00,0.00


general index trend 6.72,9.24,2.28 (int equp lease, 
cape splash, street and snow supplies) enterprise 
index trend 10.00,3.30,0.00 (adm and franchise)


3


4


5


6Rating/Comment


fin dir / city 
manager


finance


finance / 
parks


Develop city-wide policy for reporting and collecting delinquent 
receivables.


Y x


Y x


Y x


Implement new billing and collection procedures for weed abatements. 
Staff has completed first review of software solution. New software 
should be operation by end of July.


Outcome Measures


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


R


Milestone Dates 


Increase fees for services provided outside City limits.


Y x


Develop appropriate base for fee based service index. Completion date 
changed to November.


2 fin dir / city 
manager


Develop plan to reduce impact of future retiree health insurance costs. 
Received actuarial valuations for different alernatives during past 
quarter.


Develop policy for appropriate unreserved fund balances. Completion 
date changed to November.


1 finance Complete development of the capital related trends. Completion date 
changed to December. Y


7


finance Review at all actual data, benchmarks, and indexes for appropriateness. 
Completion date changed to December.


Y


x


8


After Implementation


x


finance, 
health, 


public works


G


Measure Current


per capita revenue decreased 2.1%


goal may need to be reevaluated (may be set to low


per capita revenue increased 20.9%


Measure


Measure


general and enterprise index trend 0 for all four years


index not developed


general index trend 10.00, 5.497, 10.00, 10.00 
enterprise index trend 4.28, 4.08, 9.79, 10.00


general index trend 9.96, 10.00, 9.90, 9.26 enterprise 
index trend 10.00, 9.99, 6.63, 9.46


index not developed


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


general index trend 4.51,5.50,5.85,6.63 enterprise 
index trend 5.53,5.98,5.58,10


Data for FYE June 30, 2010Tangible Result: Responsible Stewardship of City Resourcs John Richbourg
Future State  (If we do not change our strategy, what will the future result look like?)


Champion:


Y E L L O W


Results from fiscal year ending June 30, 2010 were fairly positive as a result of the 2010 budget allowing for no wage increasesexcept for the 
police department and very little capital equipment purchases. Although we can do well with budget compliance and intergovernmental revenue 
effectiveness in future years, it will be imperative to do well in all the substainabilty categories to allow the city to adequately fund salaries and 
capital purchases in the future.


Actions already taken to improve sustainability are:
1) began using collection agency to collect delinquent accounts 
 turned over 1,483 account on 8/31/10, through 12/31/10 have received 13,169.23 on 226 accounts
2) implemented electronic bill pay on 10/1/10
net revenue from 1st quarter was $10,241.21








1.85


1.9


1.95


2


2.05


2.1


2.15


2.2


2.25


2.3


2.35


Cape Girardeau Local Average National Average


Officers Per 1000 Population


6 more officers needed
to meet local average


12 more officers 
needed







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 increase NA TBD


F3 decrease Less than 5 
mins. 85% 


Less than 5 
mins. 90%


F4 increase 78% 80%


F5 increase 25%


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


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 Y Y G


R4 decrease


R5 decrease  


F1 Ennis O O O O O O


F2 Ennis Y Y Y Y Y Y


Apr May Jun Trend Progress Red Yell Green F5 Ennis G G Y X


L1 Police Officers per 1000 population 2 1.97 1.97 even Behind Goal F5 Ennis Y Y Y Y Y Y X


L2 Part I Crimes per 1000 population 5.34 4.53 4.64 up yes F6 Ennis Y Y Y Y Y X


L3 Part I Arrests per 1000 population 0.94 0.75 0.91 up no F6 Ennis - - - - - - X


L4 Part I Crimes Cleared 13% 17% 22% up no H Kinnison G G G  X


L5 Inj/Fat Accidents per 1000 population 0.92 0.40 0.40 even yes H Both Y Y Y Y Y Y


F1 FFs On-duty per 1000 population 0.41 0.41 0.41 even behind H1 Ennis G G G G Y Y X


F2 Incidents / 1000 action made direct impact - - - - - H6 Ennis Y Y Y Y Y Y


F3 Fractile Response Times 75% 64% 77% even behind R Ennis Y Y Y Y Y Y X


F4 % Hazards Abated 91% 91% 78% even Slightly behind


F5 % of Occupancies Sprinklered - - - - -


F6 Citizen Satisfaction Survey - - - - -


H1 % Employees / Health Assessment -


H2 Work Injury - incident only 2 2 1 up no


H3 Work Injury - medical treatment 1 1 1 up yes


H4 Work Injury - treatment and lost time 1 1 1 even yes


H5 Workers Comp Expenses 3,850.00$        4,833.68$        13,825.00$      fluctuates yes


H6 Internal Health and Safety Survey - - - -


R1 Citizen Injury / Incident Claims


R2 Private Property Damage Claims


R3 Fleet Accident Claims  


R4 City Facility Damage Claims


R5 Property Loss Expenses


Data for Quarter of :


Look into developing a practical and reliable method to measure this result


G


X


L


 


Legislative efforts over.  Local Code complete


Complete


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


L G G X


Work Related Injuries - medical treatment


8/15/11 RPE


Coordinate Fire and GIS personnel to obtain accurate data and begin tracking
Develop Citizen Survey for Fire Department


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


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.  


X


Incidents per 1000 that FD action made direct/significant impact


% of Hazards Abated


% of Occupancies Protected by Automatic Fire Sprinkler Systems


Citizen Satisfaction Index - Fire Department Services


% of Employees receiving Annual Health Assessment


Work Related Injuries - incident only


Work Related Injuries - medical treatment and lost time


Exceeds goal for this quarter


Fractile Response Times


Measurement tool needs developed


Survey needs to be developed


Long term goal


Tangible Result: Safe and Secure Community


Measure


Measure


Private Property Damage Claims


City Facility Damage Claims


YELLOW


Injury / Fatal Accidents per 1000 population


Property Loss Expenses 


Measure


Survey needs to be developed


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. 


L


These monthly numbers can change


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


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


Champion:


G G G


4th Quarter      
FY 10-11


After ImplementationCurrent


Outcome Measures


XG G G


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


Milestone Dates 


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


Work with HR to convene city wide safety and health committee to review data, offer input, get buy-
in
Work with HR to improve and expand FD's annual health assement program city wide


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


 


F


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


Work with legislation on new residential codes and develop strategy based on results
Current State (should be Descriptive and\or A3Visual) for each measure


Fewer Part 1 Crimes typically results in fewer Part 1
arrests


 


Fire and GIS need to create data base


G


Fleet Accident Claims


X


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


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 low-quality 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.


G G Y Y


G


Workers Comp Expenses


Internal Customer Health and Safety Survey Index


Work with HR to develop internal customer health and safety survey


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


Citizen Injury / Incident Claims


Behind goal


Rating/Comment


Long term goal


Quarterly average is at our goal


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