Performance
Government System



“...a strategic, systematic, and

integrated process by which an organization aligns
and evaluates its resources and activities to meet
its goals and institutionalizes effectiveness,
efficiency, and accountability. It is the practice of
examining data, about organization of operations,
services, and goals and using that information to
propose changes and set priorities.”

- Mayor Michael Grayum



Presenter
Presentation Notes
Since 2012, we’ve stabilized the city’s financial condition, improved government operation, established a long-term revenue forecast, improved communications, and established performance measures to help make data driven decisions. Those performance measures are a part of the Comprehensive Performance Management System. They are the same ones that were shared with you earlier and we have a presentation up on the board tonight, to review those again. 
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Where we’ve been...



2013

v" DuPont invites State Auditor’s Office to review processes and establish performance
management & citizen reporting initiative

v All staff training by State Auditor’s Office, Auditor review of practices

2014

v' Performance Measures established & reviewed by State Auditor’s Office

v LEAN training/implementation

v" Department work plans

v’ Police Department used as test organization for standard version of work plan
Annual Fire Report

Monthly reports with more data

Performance Evaluations with Performance Measures tied to Strategic Objectives
Expert hired to determine needs, roadmap for Performance Government

Services Contract Review (ongoing)

SR G G

Provided an update and overview of Performance Management System at December 16, 2014
City Council meeting as part of 2015 Mayor’s Budget presentation


Presenter
Presentation Notes
As I’ve talked about earlier, this is a culture change; this is a system, an approach.  It’s not a one size fits all.  It’s an integrated process.  So, then to review some of the steps we’ve taken.  The Auditor came in and reviewed our practices with a specific focus on existing performance measures.  They did a training to help us take that to the next level and make the improvements you see here in these performance measures, which are attached to this budget.  As I talked about earlier at a council meeting when this was outlined, that took place in 2013.
With regard to the definition of performance management, there are many different components of performance management and it is a process of adaptive management and continuous improvement. Including strategic plans, which is proposed in this budget before you to actually update the actual strategic plan we have as well as to add on a component of sustainability, which I think, is important and shared with our common values. Work plans, which you have seen in presentations.  Performance measures, which are up here on the board, and have been shared with you before and other performance improvement efforts. 
 So in addition to that, I know we’ve talked about it at several council meetings, not as a discussion item but I’ve touched on it and illustrated what we’re trying to do in this comprehensive system. We’ve talked about it January 8th, with performance management. November 12th the City Administrator discussed staff working on performance measures that was in 2013. January 14th, performance measures were discussed same with January 28th, we talked about performance management. 

  July 22nd, we talked about a biennial budget discussion and I emphasized that performance measures would be incorporated into this budget and offered to meet with council members if they had any additions or changes to this approach.  We know how the biennial budget resolved, we’re still doing an annual budget, but I hope that is something that can be considered moving forward in the long-term.  The next opportunity, I think is 2017 for us to consider doing a biennial budget.

  Next on September 23rd we talked about the LEAN training and the performance measure program and then on October 28, 2014 we talked about the work with the Auditor’s office and we’ve shared information and just encouraged council to provide feedback on this and I’ve said very candidly, this is an adaptive process, it’s not perfect and I’ve asked for your help at work sessions, and I know from the some of the questions I’ve gotten or some of the private conversations, there’s a lot of interest in this, I’m not alone, this is a shared approach to establishing this performance management system and performance government and I’m excited about the progress that has been made.  



N

Where we are going...



Guiding Principles for Continuous Improvement

Integrated Meaningful
System Metrics

Transparent Results
& Accessible Focused



Presenter
Presentation Notes
Ongoing process of continuous improvement…incorporate the adaptive management system into our our own framework for performance management to ensure continuous improvement. As I’ve said a thousand times….we’re focused on progress, not perfection. 

Most importantly….this has to be sustainable�
We must continue working to establish mechanisms to capture Transparent & Accessible
He right data, make time and have the expertise to analyze it, and continue establishing priorities that achieve the outcomes residents and communty need and expect. 

SEE NOTES ON Meaningful metrics page


Integrated Systems

= Priorities- Comprehensive Planning documents, Parks Master Plan, Focus
areas in budget:
Public Safety
Infrastructure
Quality of Life
Best Run Government
Tourism and Economic Growth

= Actions- program, department, agency work plans
= Qutcomes- track and analyze impact

= Adaptive Management- next actions, audible and adjust course, new

priorities



Putting It All Together: Fire & Emergency Services

City of DuPaont Fire Department

2015 Performance Measures: Public Safety

Status Qutcome Action Performance Measure Owner Policy Budget
Maintain a Minimum of 12
M Increase reserve stipend reservesinthe program
it from $50 per shift to $100 i Council
& 2 $0p b $ 100% of the time by June
w. 2014-Annual Performance Report per shi 2015
% "
W Enhance Recrutment and - |Advertise to local Community
Retention to the current | Colleges with Fire Science Increase the number of davs Fire o Full year: $36,500
Reserve Programs programs for candidates in Ve have 4 persans on wit‘r‘w
2014
the Reserve to 100% of the
Recruit from surrounding time by June of 2015
Fire Departments for No
City of DuPont Fire Department members.
Replace the Fire Command |  On-scene arrival time for
Mission, Values, Priorities and Principles vehicle (2001 Ford | Command of 25 minutes 80
it 0
Mission: The mission of the DuPont Fire Department is to provide professional services Expedmon) % o the fime
with compassion and integrity. Improve Command and | Order the Vehicle by March fe | Mo $36000 from vehicle
CoreValues: Effiient Response-Flawless Performance-C Actions Control of Emergencies 2015 COn-scege farg;a\ t_\mfforz . replacement account
- ommand of 20 minutes
briorities and Princinles: Have the emergency lighting % of the fime
riorities and Principles: installed, in service by May of
+ Response: Response includes the efficient and effective response to every alarm 2015
along with every request from citizens and fellow employees and maintenance of
our facilities and vehicles (a necessity for providing and efficient and effective
response). We must also maintain our minds and bodies so we are always mentally
and physically prepared to respond. Status Ke

+ Owner Satisfaction and C Service: BE COMMPASSIONATE! This includes
providing positive interaction, education, and being fiscally responsible by providing

an offiriget and off arvicg |ind ding tha sgade nf e eitizase 3o

- Offtrack or at serious risk

Progressing, some risk of

falling behind
Onftrack

Not started



Presenter
Presentation Notes
The annual Fire Report was completed in January 2014, and with the help of our new Fire Chief as well as citizens that helped join and shared in this effort, the Chase Family specifically, I want to give them appreciation and acknowledgement.  It was a much-improved Fire Report.  Monthly reports with more data started in February 2014. 



Putting It All Together: Police Department

The DuPont Police
Department is a leader

in fully implementing
our new integrated
performance

management system.

DuPont Police Department Planning Process 1: Integy 1 a
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In 2014 we completed our
organizational assessment,
vision, priorities, and 3-year
work plan. Performance
measures were included with
the Mayor’s 2015 budget. The
results of our investments will
be tracked and publicly
reported each quarter.

DPD 3-year Strategic Priorities* and 2015 Goals

*strategic priority definition: The broad strategies or priorty areas (no more than 4 to 5] the department will
focus on for the next three years to address critical issues and close the gap between our curent state and
future vision. They answer the question “Where do we need to focus our time and energy to achieve our
vision " These priorties serve as the guideposts for setting our annual goals.

Priority #1: Integrate the use of data and technology.

Use statistics and technolegy te become a data-driven department so that we are better akle to focus our

resources to reduce and prevent crime.

e 2015 Goal: Creafe areliable method/system to track crifical crime data and frends.
("DCIS” - DuPont Crime Information System).

e 2015 Goal: Update department website to provide accurate and useful information fo our
citizens.

* 2015 Budget Goal: Purchase updated identification machine.

Priority #2: Strengthen community parinerships (Expand DPD’s Community Policing
programs I Further develop an active partnership with our citizens so that we are proactively responding to
the safety and securty needs of the community and are collaboratively solving problems and implementing

solutions and services that are fruly community based.

» 2015Budget Goal: Complete the Citizens' Academy.

» 2015Budget Goal: Increase parficipation in the volunteer program.

+ 2015Budget Goal: Create plan fo organize the vilages and begin to implement.
* 2015 Budget Goal: Create frail watch program.

» 2015Budget Goal: Create process for annual community survey.



Meaningful Metrics

Developing, enhancing, and implementing new tools and reporting processes in 2014;
allow for improved measurable data metrics moving forward.

City of DuPont Fire Department

Response Activity

Total Fire Department response Break Down
Call Type 2014 Total Dollar Loss
Structure Fires 2
Car Fires 2 m EMS-71.44%
Brush/ other type Fires 11
EMS/Rescue 528 m Fire-12.31%
Hazardous Condition 10
Public Service 80 W Service-16.23%
False Alarms 53
Good Intent 40 m Non EMS
Other type call for service | 13 totals-28.55%
Total 739 $53,700

The dollar loss for 2014 was due to following factors:

Fire Damage to the Exterior of a Structure such as Siding or Decking Materials
Fire Damage to Room and Contents

Damage Caused by Sprinkle Activations

Fire Damage to Passenger Vehicles

Damage to an outside Compactor

LI B

o —
11:00 to 14.59-.59 r— W Time of the Day
e
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Total |

__
Friday
w::wm f— mCalls days of the Week
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—
-

Sunday 1
o 200 400 600 800

Zw|Page
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Presenter
Presentation Notes
Peter Drucker, legendary management consultant, once said: "What's measured, improves." Drucker espoused the benefits of metrics decades ago, yet in 2011, few companies are experts at defining and implementing metrics. What companies have instead is a preponderance of data. Over the years, some have said that companies and workers suffer from "information overload." A critical problem companies face is gaining actionable insight from all of this data. 
Most companies have several different reporting systems and productivity tools to collect and display data related to sales, customer activity, marketing campaigns, financial performance and market trends. Some even have handy collaboration sites where employees can post charts and tables for others to view and edit. Yet all these spreadsheets, files and tools can lead to inertia. No one knows where to start, or how to make decisions from all these reports. Sadly, the finest of reports do not naturally lead to insight and action. There may not be an obvious "next step” for the business user. This gap is one reason why many BI projects to fail. 
Closing the gap means moving away from data toward metrics. Metrics are actionable measures associated with core business processes. 

A metric as a measurement that is quantifiable and relates to a business activity. When properly defined, metrics should relate to each other and provide a framework for analysis.




Long-term Financial Forecast

The Long- term Financial Forecast, developed in October 2014, provides insight into
the City’s future financial capacity.

This tool in collaboration with monthly o Share of Revende by Hajor Source
departmental reports, creates an avenue o
. e 25.0%
for long-term budgeting, effective s
contract negotiations, and to achieve -
long-term sustainability. 0%

e 2008 Actusl ' 2014 Estimate ' 2020 Forecast
wProperty Tax  wSales Tax  wUtlity Taxes mBusiness Taxes wLicenses, Permits & Fees  mOther
Cciober 14, 2014 City of DuFont, WA

Preliminary Financial Feracast: 2015-2020

Sample of Monthly Departmental (Finance) Report to Council

Financial Condition Update Sales Tax Recaipls e o
Overall General Fund revenue collections continue tolag 2013 as of November, Thisis due almost exclusively to Manth 20132 2014 Change Change
significant building permit revenue that was received in 2013 and the decrease in overall development this year. As January 64,778 65,753 985 1.5%
forGeneral Fund expenditures, nearly all departments are on track with expected and historical expenditure rates. February 75,671 107,071 31,400 41.5%
Legal services expenditures are slightly higher than was originally projectedand this is reflected in the 4% quarter Mzrch 51,072 73,625 12,554 20.6%
April B5,712 121,258 34,585 EEEED
budgetamendment. May 147,557 120,435 (27,122) -18.4%
Highlights of General Fund revenuesinclude: fun= 124,000 196,524 12,534 54%
July 135,102 119,401 [16,701) -12 3%
+ SalesTax— November receipts rose above the same time period aslast year, breaking a trend that startedin August 172,877 111,245 (61,632) 35.7%
July. The year-to-date remains below 2013 by 5.1 percent. Thisis reflective of the lower level of construction Septamber 136,935 94,829 (42,106} -30.7%
occurringin the City this year compared with 2013 The following tables and graph show monthly sales tax Octaber 100,672 87,823 [12,843) -12.8%
collections for 2013 and 2014 by monthand by business sector. Maovember 88,366 95,273 6,907 7.8%
Total 1,116,376 1,048,025 (68,351) -6.1%
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Transparent & Accessible

» Key Focus Area: Best Run Government

» Increasing Transparency and Accessibility

» Info publicly available through our website

» Results, challenges, and next steps provided publicly each quarter at City Council meetings

» Long-term Revenue updates provided each quarter to the public at City Council meetings

» Results shared in quarterly newsletters, mailed to residents and businesses

12



4 Government Departments About Us Business Residents How Do l.? £ ® 0 I E N G 0 v

=] Online Services

T Conduct city business online!
Share on the Web

["A] Notify Me
RSS Feads Receive site updates via email

" Public Safety
& Prini Page w Access important safety information

WG Emergency Alerts
There are currently no alerts

= Cloud-based solutions to analyze historical
trends, manage current-year operations, and
plan for the future

§i [} Connect with DuPont

City CALENDAR Wewatl  City NEWS

Sat, Mar. 14 National Walking Day- Free Fun Walk and T-Shirt Contest
shamrock Walk More informati

Sun, Mar. 15 Board and Agency Openings
BB et Hope and Healing Alter Trauma iy

Public Notices » Tue, Mar. 17
City Couneil Spacial Meeting-Workshop

= On demand, up to date, and easily accessible
to staff, citizens, and Council

Recreation

Intranet

= |nitiated in 2014 implementation in 2015

Newsletter to Report Progress

THE END OF BUSINESS AS USUAL
Seamless Docs: |mp|emented |n 2015 People are excited about the progress and many positive changes seen at City Hall

these past two years. We're doing things differently, focusing on the future, and

(rol I i ng de ployment) taking City operations to the next level. Here are some highlights:
v Financial Stability & Long-term Financial Planning: We've developed the City’s
The Most Seamless Way to Exchange a Doc 1 first long-term financial model that enables us to plan ahead for a six-year
. s - v " . iy | horizon. Today, we have a solid understanding of our City's current and future
| revenue, and provide quarterly reports to the public and City Council to ensure

transparency and proactive decision-making. Standard & Poor’s (S&P) recently
upgraded the City's credit rating from A+ to AA, saying, “We view the city's
management conditions as strong, supported by good financial policies and

LS N practices.”
¥ Work Plans by Boards, Commissions, and Agencies: The DuPont Youth Council,
| Planning Agency, Parks Agency, and Tree Board have developed work plans and
E are making presentaticns to the City Council. This is part of an ongoing effort to
Legally Binding Field Detection Cloud Sync L.} have better planning, interaction, and communication with the community. This

culture change may seem small, but it helps create a new and deliberative way
of doing business.

v Planting the Right Trees & Vegetation in the Right Places: We've partnered
with the Washington State Dept. of Natural Resources and secured a grant to

13


Presenter
Presentation Notes
I don’t know what online billing has to do with Performance Management….so I removed it. 


http://www.google.com/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRw&url=http://www.programmableweb.com/news/seamlessdocs-consumes-apis-to-enhance-document-workflow/2014/08/07&ei=lX8DVd7FGNC2ogTi_YGgCA&bvm=bv.88198703,d.cGU&psig=AFQjCNFeL10MS3uq7clcdXJgB3UXtVaXpA&ust=1426379024279570

Results Focused

Financial Stability & Long-term Financial Planning:

Developed the City’s first long-term financial model

v Solid understanding of our City’s current and future revenue
v Plan ahead for a six-year horizon

v Provide quarterly reports to the public and City Council

v Transparent and proactive decision-making

v Standard & Poor’s (S&P) recently upgraded the City’s credit rating from A+ to
AA (“We view the city’s management conditions as strong, supported by good
financial policies and practices.”)

14



Results Focused...continued

Work Plans by Boards, Commissions, and Agencies:
The DuPont Youth Council Planning Agency, Parks Agency, and Tree Board
v developed work plans
v’ presentations to Council
v’ better planning, interaction, and communication with the community

v' culture change, new and deliberative way of doing business

15



Results Focused...continued

Fire:

Improved response time:
(City Council Goal=90%) 93.08% in 2014 vs. 88.09% in 2013
NFPA 1710 overall response times from approx 27% to 86%

New reserve program allowed for increased staffing levels:
145 shifts had a reserve allowing for 4 person staffing (43% increase)
34 shifts had a 2nd reserve allowing for 5 person staffing (15% increase)

Saved 40% on annual maintenance contract in 2014
Freed money for unforeseen ladder, engine repairs
2015 Contract further savings of $42,000

Police:

Developed and implemented 3-year Strategic Business Plan

Switched from Pierce County District Court to Lakewood Municipal Court
Saving approximately $140,000 annually

DUI arrests up over 125%

Recruited, tested, and hired 2 new officers
Reducing outside department help, saving approximately $10,000



Results Focused...continued

Public Works (includes Parks, Recreation, Museum, Tourism):

= Public outreach on street sweeping
Reducing leaves in street by approx 30%

= Designed first-ever vegetation management plan
Ensured extra $30,000 allocation was tracked and used correctly
First-time ever tracking of cost per acre, park, facility, etc

= Removed heather and replanted Center Dr median
$10,000 in grants
Over 100 volunteers saved the City more than 800 hours of labor costs in 2 projects

= Determined Fair Market Value of Community Center
Rented it out long-term, over $14,000 per year

= Contracted out baseball league
100% sponsorship of teams (first time)
Saved over $1,000

= First DuPont grant applications in Recreation
Secured Clock Tower bathrooms, over $30,000
Secured Safe Kids Texting Program, $S750

Nisqually Tribe, $5,000
17



Results Focused...continued

Building & Planning:

= |mplemented permit changes in August 2014
Permit coordination with Northwest Landing Association
Permit time down from 5 months average to 4.1 months
First permit through the revised process was Hilton Home 2 Suites Hotel

Governance (includes Administration, Human Resources, Clerk):

= |mproved recruitment and career mapping process
Initiated in 2014, ongoing revision of process in 2015 (full implementation in 2016)
20 Recruitments in 2014 vs. 14 in 2013 (permanent, seasonal, and temporary positions)
Drafted 7 new position descriptions, qualifications, etc.
Saved approx $19,000 in recruitment expense for Director level position

= Revised HR position
Annual salary savings of $20,000

= Directed file storage, disposal program
Current for first time in over 5 years

18



Results Focused...continued

Finance:

= Extended City Hall business hours to 5 p.m.
Increased availability to customers by 14%

= New online bill pay system
Processed 630 transactions online totaling $65,707 since January 6, 2015

= Lean Kaizen event
New purchasing process
Streamlined inefficiencies by over
10 touches per transaction

19



Next Steps

LEAN improvement process- continue the momentum of first “Kaizen” event
Evaluate and prioritize processes, applying LEAN concepts

» Focus on staff training and application of project management principles

» Define Meaningful Metrics through Performance Measures and report quarterly at

City Council meetings

Further our integrated approach by continuing to solicit ideas, feedback and
insights from Council, citizens and staff. Utilize guidance and resources from our
performance management experts (State Auditor’s Office, University of
Washington, other municipalities, etc.)

Adhere to our customer Bill of Rights

20


Presenter
Presentation Notes
Moving forward, we also recently conducted project management training.  This was a big thing for me that we actually start to apply, systematize, and integrate project management techniques and methodologies and how we make decisions and manage projects.  For those of you that are familiar with project management, you know why that’s important.  It’s something that will be a cultural change.  It’ll be a slow change but it’s an important change that’ll be consistently rolled out throughout the city and was really excited to have that project management training.  I look forward to that be implemented moving forward. 



Customer Bill of Rights

When doing business with the City of DuPont, customers are entitled to
efficient, excellent service focused on community values.

Easy and Understandable
City products and services should be easy to locate and access.

A customer should receive clear and accurate information.

A customer should be able to locate City products and services or initiate a request
with a single phone call, letter, visit to www.dupontwa. gov, or visit to City Hall.
When a customer’s request involves multiple City Offices or departments, the City
should coordinate the work.

Responsive

City emplovees will strive to provide courteous and knowledgeable service,
connecting customers with appropriate resources.

The City will provide service hours and locations that are convenient to customers.
The City will provide estimates of how long, and how much it will cost to fulfill a
request.

The City will keep the customer apprised of progress on pending requests.

Fair
There are no economic, social or cultural barriers to City products or services.

* The City should collaborate with its customers to ensure their needs are met.
* The City will provide interpretation services when necessary.
* A customer will be treated with courtesy and respect.

Results Driven
Customers should get results, not just process.

The City will work with customers until requests are resolved.
The City should regularly communicate overall performance 1n addressing and
resolving customers’ needs.

For more information, contact City Hall at 253-964-8121
Or visit www.dupontwa.gov




Additional Information

Performance Measures, included as part of Mayor Michael Grayum’s
2015 Budget

State Auditor’s Assessment, requested by City of DuPont April 2012
Police Department Work Plan
2014 Budget Message

2015 Budget Message

22
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