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Chapter 1

INTRODUCTION

With scarce budget resources, a rapidly deteriorating infrastructure, a growing
population, an endangered environment, and a stressed educational system, taxpayers
increasingly are demanding greater results for their tax dollars. The search for better
waysof producing results has never before been morecritical .’

The "search for better ways of producing results™ is not new to government. History shows
numerous methods have been employed to ensure an accountable, efficient, and effective government.
But many of methods implemented, particularly in municipal government, have either failed or been
discarded for new ideasasfresh facesenter the political arena or serve to administer programs. And
many of the methods employed at the municipa level have had a singular focus, frequently relying
on the budget asa meansto communicateresults. Failureto introduce a holistic management system
ading administratorsin sound decision making and clearly communicating objectives and outcomes
to congtituents often resultsin the belief that government isinefficient.

Cynicdl attitudes toward government often center on theintegrity, purpose, and effectiveness
of government and itsadminigrators’ Theoriessuggest that citizensquestion their relationship with
government and experience disenfranchisement when: 1) citizensbelieve that municipa government

isuging its power against them or not assisting them with their problems, 2) citizens do not feel they

are a part of municipal government or they feel misunderstood or ignored, and 3) citizens find

' Keehley, er. al., 1997: 1.

'See, for example, Durant, 1995; Jurie, 1988; O’Connell, Holzman, and Armandi, 1986;
and Starobin, 1995.
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munidipad government servicesineffective(Berman, 1997: 106). Many citizens fed no affiliation with

their local government and only become involved when a service or program has failed (Berman,
1997: 106). Ther negative encounters with municipal government often outweigh positive
experiences (Goodsdll, 1994). Citizens see government taxing them, charging them fees, and fining
them, while granting favors to special interest groups. On the other hand, citizens are often less
informed about the role played by local government in providing environmental programs, quaity
education, and economic development planning.

Current levelsof citizen frustration and dissatisfaction may very well be the necessary catalyst
for improving the programsand servicescharged to municipal government organi zations (Stupak and
Garrity, 1993: 7). Aswith privatesector productsand services, citizenshave every right to expect
the samelevd of serviceand optionsin public sector organizations, according to Vice President Al
Gore (1993 and 1995) and authors David Osborne and Ted Gaebler (1993). Public sector
organizations are faced with issues concerning competition, privatization, and a quickly changing
technological world.> Mediocrity is no longer an acceptable form of operation in government.
Simple, short-term solutions are seldom sufficient. Without a clear understanding of how the
organization seesitdf in thefuture, it is nearly impossible to set goals and adopt disciplinesthat will
move the organi zation achieve those obj ectives.

Improving accountability while reducing public cynicism may be addressed usng three
srategies. First, municipa governmentsshould clearly demonstrateit servesto help citizens, rather

than harm or treat them indifferently (Berman, 1997: 106). Loca governments can achieve this

3See, for example, Fairbanks, 1996; Hall and Weschler, 1990; Hatry, Greiner, and
Swanson, 1992; Kaplan and Norton, 1996; Keehley, et. al., 1997; Osborne and Gaebler, 1993;
and Thomas, Means, and Grieve, 1988.
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objective by mobilizing methods that educatecitizenson its actions and how it serves their interests.?
Second, municipal governments should incorporate citizen input into public decision making,
encouraging participation through the use of surveys, panels, and focus groups.' Third, strategies
should am at enhancing the reputation of local government competency and efficiency by
incorporating good performance and effectivecommunication of that performance to administrators,

managers, and citizens (Berman, 1997: 106 and Stipak, 1977).

Intent of the Applied Resear ch Project

This Applied Research Project focuses attention on the find strategy of enhancing the
competency and efficiency of public sector organizations, specifically city govenunent. Through the
development of a practical ideal modd that incorporates and ultimately takes into account an
organization's vaues, mission, goals, and objectives, this project strives to create a holistic
performance measurement system. Accordingly, it is this prescriptive model which emphasizesthe
broader issue of governmental accountability and effectiveness.

The use of performance measurementsis not new to the public sector. In fact, the use of
performancemeasuresand avariety of other management techniques have been tested at every level
of government through out history in the United States as a means for improving accountability.
Previousapplicationsof performance measurements, however, focused heavily on inputs and outputs.

A renewed interest in performance measurements has led researchers to advocate that public sector

“See, for example, Denton and Woodward, 1990; Garnett, 1992; and Wheeler, 1994,

*See, for example, Bacot, et. al., 1993; Berman, 1997: 106; Buckwalter, Parsons, and
Wright, 1993; Chrislip, 1993; Glaser and Bardo, 1994; and Streib, 1992.



Page 4

organizations devel op measures which are more meaningful to the user.* Harry Hatry (1992) sites
the benefitsto performance outcome, efficiency, and effectivenessmeasures. Still, evidence points
to a reluctance among some public sector administrators to implement and consistently use
performance measurements other than for incluson in the budget document. According to John Allen
(1996: 11), a number of public sector administrators consider the use of performance measures
merely a "bean counting exercise, offering little in terms of program planning and performance
improvement.” This hesitancy may be due, in part, to the difficulty in identifying program goalsand
objectives within the public sector (Kravchuk and Schack, 1996: 349). Oftentimes, public sector
organizationsmay not be entirely clear about their goals and objectives (Osborne and Gaebler, 1993:
147). Thisdifficulty liesin the fact that program outcomes may be nebulousor realized so far into
the future that administratorsmay be unable to realistically determine the ultimateimpact on society.

The result is a performance measurement system that is digointed, inadequate in detecting
problems, unableto ensure effectivenessand efficiency, or drive rational decision making. Despite
these concerns, the art of performance measuring is of considerable value to both the administrator
and the citizen. The emphasis on performance measurement by federal, state, local, and public
entities such as the Government Finance Officers Association (GFOA) must be viewed as a means
for better understanding an organization's processes and outcomes. This Applied Research Project

argues that performance measures should be developed as atool that enablesholistic, integrated

*The reader Wl easily find awealth of information available on thistopic. For starters,
the researcher recommends the following selections: Ammons’ Accountability for Performance:
Measurement and Monitoring in Local Government (1995); Groszyk's I mplementation of the
Government Performance and Results Act of 1993 (1995); Hatry, et. al., 1987: 9; Kaplan and
Norton's The Balanced Scorecard (1996); Oshorne and Gaebler's Reinventing Gover nment
(1993); and Wholey and Hatry, 1992: 604-610.
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andydsof the organization's mission, goals, and objectivesin relation to its current performancein

the context of other internal and external conditioning factors™ (Kravchuk and Schack, 1996: 349).

Overview of the Problem

Citing the need for moreefficient and effective use of tax dollars, public administrators at every
level have aggressively sought methodsfor improving public sector performance throughout history.
Of late, the use of performance measuresto improve government accountability has resurfaced as the
"tool of choice™ In overcoming difficulties surrounding the development of performance
measurement systems in the public sector, it is important for administrators to understand that
performance measuresare not a'* cure-al approach” to resolving management issues, nor should they
be used to "poaint the finger™ or "place the blame" Instead, performance measurement systems
should be regarded as a vehicle that can compliment a management strategy [e.g., Total Quality
Management (TQM) or Management By Observation(MBO)] and serve as a powerful force guiding
decison-making. A systemic approach to integrating performance measures with an organization's
values, misson, strategic objectives, and goals can help managersat every level focus on the success
of theorganization. This holistic management approach can present public sector administratorswith
aclearer and more precise method for determining how success will be achieved rather than focusing
on smdl, short-term accomplishments which may ultimately contradict the organization's objectives.
To gauge results by merdly relying on performance measurementsis not sufficient. Instead, a holistic
management system (opposed to a piecemed approach) coupled with organizational goals and values,
may serve as the best way to broach an existing problem, shift directive, or execute a plan for

organi zational efficiency and effectiveness.
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Thereisan abundance of literature which discusses using the budget as aform of accountability
and the methods for implementing performance measurements. The materialsreviewed, however,
failled to address some of the underlying issues which plague the effective use of performance
measurementshby many public sector administrators. Devel oping meaningful performance measures
in public sector organizations is a complex task. Solutions should be found that strike a balance
between cost-effective data collection, overcome management resistance, and establish linkages
between program activities and the benefits derived. Given these problems, a set of questions
emerges.

J How should government overcome these obstacles?

How does government obtain buy-in at dl levelsto use performance measures?

1 How doesgovernment maintain a commitment from all stakeholders to use the system

over thelong-term for decision making?

Studiesaddressing these issues are scarce. Few researchers have broached the possibility that
a successful formula for results-oriented government begins with a holistic consideration of a
performance measurement system meshed with the organization's values, mission, and long-range
gods. Criteriafor implementing meaningful performance measures must also entail participationand
input a dal levels of the organization, including those benefitting from the services provided by the
organization. This study advocates that once a meaningful performance measurement system is
agreed upon by a public sector organization's administrators, performance measures and the data
collected should be viewedin light of the program's overall purpose, asking why the program exists
and what the organization intends to accomplish based upon the existence of the program.

Answering these questions requires consideration of whether the program or activity will movethe
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organization closer toward its stated misson without jeopardizing organizational values. Sound
decision making based on performance measurement results cannot occur in the absence of direction
guiding what the programis supposed to accomplish. If programs are not achieving specified goals,
the program should be improved, modified, or eliminated. Linking organizational values, mission,
and goalsto performance measurements not only creates a unique system for monitoring activities,
it holds public sector organizationsaccountable, gives greater meaning to the often "lofty" statements
of organizational worth, and it makes sense.

This statement holds particular truth at the municipal level. Municipal governments are faced
with providinga multitude of servicesto their community, often with limited resources and staff. In
many ways the provision of servicesto a municipality's residentsis, compared to other levels of

government, held to a higher degree of accountability.

Resear ch Focus: Geor getown, Texas

The purposeof this study is to assess the management system the City of Georgetown, Texas
has in place and evaluate the quality of the performance measures implemented by Georgetown's
Police Services. Faced with aquickly growing and changing environment the City of Georgetown
has made stridesto improve services a every level. A holistic management tool as discussed herein
can potentialy benefit a city like Georgetown in 1) forwarding the City's plan for implementing
performancemeasurements within all departments, 2) adhering to the City's results-oriented style of
management, 3) ensuring the City and its activities are moving toward achieving its misson and long-

range objectives, and 4) ensuring alignment with citizen expectations.
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All too often, performance measurement systems are implemented without consideration of a
holistic view of the organization. Borrowed from either another public sector organization or the
private industry, performance measures of this caliber tend to be profit-driven, neglecting the
important elements government is faced with. The “blanket approach™ used in many organizations
when developing performance measurementsfrequently resultsin an inefficient tool for management
control. Theconsequenceof poorly designed performance measurement systems often are too many
or too few measures with little meaning to guide management decision making. Measures devel oped
in this fashion cannot gauge how closely operations relate to or stray from the vision, goals, and
philosophy of the organization; therefore, administrators have no true ability to ensure citizensor staff
that objectives are being met and tax dollars are being used efficiently except from a short-term
perspective. As a result, decison makers often are faced with disgruntled citizens, management
resentment, underutilization of performance measures, and no clear understanding why performance
problemsmay exist or how they should be resolved. During fisca year 1997, Georgetown's Police
Services was the fust department to implement performance measures, linking the Department's
objectivesand activitiesto the City's valuesand "ends and means," as appropriate.” Administrators
had expressed the need to implement a system which would benefit managersin daily operations and
achieving long-range goals.
The intent of this paper isto develop a practical ideal model that takes into account a host of
factorswhich aid a city manager in decision making. A municipality faced with dramatic economic

change can benefit most from a holistic management system which provides meaningful data on every

‘See Chapter 4 for a more in-depth discussion on the City of Georgetown's planning
process and management system. Also see AppendicesJand L for an overview of Georgetown's
Century Plan and defmitions of End and Mean statements.
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aspect of the organization. Measurement systems alone only consider efficacy issues; these systems
cannot accurately determine the origin of problematic or model performance. However, when
performance measurements are integrated with the organization's values, mission, strategic
objectives, and goals, administrators can pragmatically gauge performance according to any
deviations from thelong-rangeobjectivesof theorganization. By establishing a measurement system
whichembracesd| facets of total quality management, the City of Georgetown can be assured that
performance measures monitor alignment with the mission of the organization. Theend resultisa
performance measurement system benefiting al management levels, ensuring a more accurate

assessment of activitiesto move the organization closer to its objectives.

Resear ch Purpose

The purposeof this Applied Research Project is threefold. The literature review demonstrates
that while researchersstress the importance of performance measurement systems as a management
tool for government, there isalack of literature detailing how to implement performance measures
in such a fashion that a holistic management tool is created to monitor dl criteria resulting in a
successful program. Therefore, the foremost purpose of this research is to integrate components
found in the literature into a practical ideal model which can be used to implement a holigtic
performance measurement system for public sector organizations. The second purpose of this
researchisto use the practical ideal model developed to 1) assess the management system the City
of Georgetown has in placeand 2) evauate the quality of the performance measuresimplemented by
Georgetown's Police Services. Findly, recommendationsfor improving both the City's management

system and the performance measures used by Georgetown's Police Services will be made. The
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practical jded model set forth within this paper has the potential to benefit other municipalities with
the implementation of their own quality performance measurement systems.

Chapter 2 of the Applied Research Project provides an historical overview of the methods
government has used to ensure accountability. Chapter 3 presents the components of a results-
oriented management system. This discussion provides the framework for developing the practical
ided model. Chapter 4 describes the research setting for this study, outlining the City of
Georgetown’s current management system. In Chapter 5, the researcher addresses the methodology
and operationalization of the documents to be examined. Chapter g presents the results of the
research in relation to the practical ideal model. Finally, Chapter 7 summarizes the overall results of
the research, evaluating both its weaknesses and strengths, ond makes recommendations for

improving the practical jded model as well as possible future studies.
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Chapter 2

LITERATURE REVIEW

Purpose Statement

The purposeof thischapter isthreefold. First, the notion of accountability and its importance
for improving service delivery in the public sector isexplored. Next, an historical overview of the
developmentsin methods to ensure accountability at the federal, state, and local government levels
isdiscussed. Findly, reasonsfor abandoning various accountability tools and the need for creating

a holistic management tool are examined.

The Notion of Accountability

According to James Q. Wilson (1989: 117-118), government acts as a monopoly supplier of
vaued servicesfor which thereare no willing customers. The principal activities of government can
be dividedinto four categories: 1) production of goods and services, 2) regulation and subsidization
of private producers, 3) purchase of goods and services, and 4) redistribution of income (Stiglitz,
1988: 24). In striving to accomplish its objectives, government must operate in the arena of
accountability, equity, fiscal integrity, and efficiency (Wilson, 1989: 316). To add to the challenge
of maintaining a reputation for integrity, James Q. Wilson (1989: 317) finds that among the many
valued outputs government must supply, one of the most important is maintaining the confidence and
support of citizens and interest groups. Unlike private sector executives who are concerned with “the
bottom line," public sector administrators have a multitude of competing objectives. For these

reasons, evaluationof public sector performancebecomes arduous in the sense that goals, outcomes,
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and citizen/customer® satisfaction are not smple or clear to measure. Measuring efficiency and
obtaining citizen/customer agreement on the relative importance of programs and activitiesis no
smpletask. AsHerbert Simon (1998: ii) pointsout:

....[11t isnot enough that a society work efficiently and productively. We also expect
asociety to distribute goods and servicesfairly, however vigorously we may debate

and disagree about the criteriacf fairness. In particular, we cannot expect fairness of

distribution, measured by almost any criterion, unless al membersof the society are

represented in the distribution process.

It comes as no surprise, therefore, that government, burdened with satisfying many goals, should
appear inefficient particularly when compared to private sector organizations that have fewer
objectivesto fulfill (Wilson, 1989: 318).

Simon's statement highlightsthe precariousrole of government. Subject to public scrutiny,
government is held to a higher standard of accountability for its provision of servicesthan isoften
found in the private sector. Historicaly, government has used a number of methods to communicate
resultsand ensure accountability for its actions. To begin, accountabilityis a method for identifying
how public sector administratorsuse public funds to improve society through the implementation of
programsand services (McKinney, 1994). Accountabilityalso includes the actions of administrators

in the organization to meet the needsof their constituents. Not only is government held accountable

for itsactions, government must be able to provide its servicesefficiently, effectively, and equitably,

‘Throughout this paper, the termscitizen and customer are interchanged. It isthe
researcher's contention that in the provision of quality services, government has a responsibility to
treat citizens(the taxpayer) as a customer. Customer-drivenorganization's solicit citizen input
through surveys, focus groups, and complaint tracking systems. In addition, servicescan be
improved by providing 800 numbers, various meansfor communicating with staff, making
paymentsto the city, and customer service training for staff (see, for example, Osborne and
Gaebler, 1993: 166-194).
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al to the satisfaction of itscitizensand political leaders. Accountability is achieved when the level
and mix of government spending and the distribution of its costs are decided in a climate of full
disclosure by the elected representatives of the residentsof ajurisdiction (Rafuse, 1991: 14).

Accounting and budgetary systems have often served as the means to ensure accountability.
Early forms of accountability in the public sector wereinterpreted narrowly. Accountabilityin the
early 1900s generally referred to concepts of honesty and control. Primarily, accountability was
viewed in terms of the budget or methods of accounting employed by public sector organizations.
Early budgets focused typicaly on objects-of-expenditures. Even in the 1990s, concerns over
accountability in the public sector continue. Today, accountabilityistied to the results of government
efforts. The budget document still tendsto be the medium most often used for determining the level
of results.

The meansfor ensuring results (accountability) in public sector organizations, however, stem
beyond smply monitoring the budget document and budget cycle. Current concerns over the
implementationand use of performance measures may be attributed to the ongoing debate over the
definition of accountability and the means to ensure accountability within public sector organizations.
Government has the task of producing multiple objectivesfor adiverse' customer basg'™. Inorder
to gain a better understanding of the needs and concerns local public administrators face when
implementing performance monitoring systems, reasons surrounding the development of

accountability are conceptualized.
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Conceptualizing Accountability

There are a number of reasonsfor developmentsin public sector accountability. As previously
mentioned, citizen distrust has been atremendous motivator in developing and communicating public
sector accountability (Berman, 1997; Chridip, 1993; Gore, 1994; Greider, 1992; and Rubin, 1996).
Feelings that government is unresponsiveand that public officias do not listen to citizensbut cater
instead to specia interest groups have given way to suspicions as to how prudently government
spends the public's tax dollars. Government at every level has quickly reaized the importance of
maintaining a high level of trust among those being served.

Trust is an element which is grounded in accountability. Thefirst step to garneringcitizen
trust isto view citizensas "owners" of government. Gerdd.E. Smith and Carole A. Huntsman (1997:
310) recommend a value-centered paradigm of citizeninvolvement. Rather than asking, 'What is
the cost of government?’ a vaue-centered perspectivefocuses on the gains and benefits citizens
recelvefrom government (Forbis and Mehta, 1981). It encourages citizensto ask, "What is the worth
of government to the citizen? (Smith and Huntsman, 1997: 310). By employing a proactive
approach to managing the government's scope and affairs, citizenscan become participants rather
than spectatorsstanding on the sdelines (Buckwalter, Parsons, and Wright, 1993; Schachter, 1995).
Cities that foster a positive relationship with their citizens through a variety of strategies
encompassing participation, information, communication, and reputation have been found to
experience less cynicism than citiesthat do not (Berman, 1997: 105; Forbis and Mehta, 1981; and
Smith and Huntsman, 1997).

Accountability in the public sector has most often been addressed through the budget

document. Strategic planning efforts, use of performance measures, and garnering citizen input are
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usually secondary approaches employed. Furnishing more and better information by using a
combination of these tactics, however, can communicate what government is doing and how well it
is accomplishingitsgoals. Employing any or dl of these methods simultaneously can aso address
the trust and performancedeficits while addressing issues overlooked by the budget. Unfortunately,
these management effortsare rarely blended together in a holistic approach. As demonstratedin the
literature, historically, while several management techniques have been used by public sector
organizations, rarely are these techniques used in a holistic manner to create a more powerful and
useful management tool.

In order to better understand the tactics that have historically been employed in the public
sector to ensure accountability, it is important to create a framework from which to begin the
discusson. Allen Schick (1978) identified three distinct administrative processes which encompass
accountability in the public sector. These processes include the control, management, and planning
functions. Thefollowing is a brief discussion addressing the important differences between the three

functions.

Planning

The planning function entails the strategic processes for determining objectives of the
organization (Schick, 1978: 250). At thisfunctional level, the chief executive officer of a public
sector organization imposes a ' comprehensive and consistent set of judgmentson dl govenunent
spending” (Knott and Miller, 1987: 209). The planning element also encompasses the evaluation of
alternative courses of action and the authorization of select program. According to Schick (1978:

251), the planning function islinked most closaly to budget preparation.
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Control

Control is an operational process centered on assuring specific tasks are carried out in an
efficient and effective manner (Schick, 1978: 250). Control isthe processof binding public sector
managersand the organization's assetsto carrying out the policiesand plans set by politicians, council
members, or top administrators (Schick, 1978: 250). Control activitiesare most predominant during
the budget execution and audit stages. Specific control activities in the budget document include
"line-itemizations” (e.g., personnel, fuel, rent, office supplies-- otherwise known asinputs) which
are the neans for determining estimates of program costs and the disbursement of funds to support
those activities(Schick, 1978: 251).

Control activitiescan be further defined to include methods for obstructing fraud and waste
in public sector organizations. Examplesof such control methods are better and uniform accounting
procedures, centralized purchasing, and expenditure audits (Knott and Miller, 1987: 209). Control
activities could even be specificaly directed toward staff through codes of ethics and personnel
policies. Fina |y, control measures can define permissible activities through regulation, policies, laws,

or ordinances.

Management

Management may be defined as the process for assuring resources are obtained and used
efficiently and effectively i n the accomplishment of an organization's objectives (Schick, 1978: 250).
Management activitiesinclude the programming of approved goalsinto specific projectsand tasks
and thedesign of organizational unitsto carry out approved programs. Management activitiesaso

encompass the staffing of the organizational units and the procurement of necessary resources
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(Schick, 1978: 251). According to Jack Knott and Gary Miller (1987: 209), the management
function alows the chief executiveofficer within a public sector organization, through the "functional
consolidation of the agencies and the elimination of independent boards and commissions,” to
coordinate activities.

Schick's three notions of accountability form the basis for considering the emphasis
government has historically placed on different budget and accounting systems. While these three
processes play an important rolein the management of dl organizational aspects, it quickly becomes
apparent from the literaturethat government -- at the federal, state, and local levels-- tends to apply
these processes primarily within the parameters of the budget document. The obvious solutionisto
desgn asystemthat servesthe multiple needs of budgeting. Unfortunately, however, there has been
astrong tendency to homogenizeinformational structuresand to rely on a single classificationscheme
to served| budgetary purposes (Schick, 1978: 252).

The following section conveys to the reader a historical perspective on the developments
surrounding accountability in the public sector. The timeline provided is a general overview offering
the reader a basic understanding of the concepts involved, techniques employed, and where
accountability efforts have been placed. Due to the scope of this project, this discussionis primarily

limited to federal, state, and local government within the United States.

Timeline of Accountability Toolsin the Public Sector
1880s and 1890s
Evidenceindicatesthat some of the earliest forms of accountability in the public sector were

ingtituted during the 1880s and 1890s. Corrupt practicesin the railroad industry led to the creation
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of the federal Interstate Commerce Commission (ICC) in 1887. The ICC was imposed to regulate

rates charged by the railroad industry, improve the accounting tools used, and implement uniform
reporting mechanisms (Rubin, 1993: 440). Following the improved methods for ensuring
accountability within the railroad industry, government took itsfirst stepstoward improving its own
accounting practices.

During this period, budgeting aspects @ the municipal level were handled either in the
controllersoffice or with a group of officialscalled the Board of Estimate (Rubin and Stein, 1990:
420). Asearly as 1899, the National Municipa League (NML) recommended that citiesconsider
implementing an executive budget (Willoughby, 1918: 6-7). William Allen, Director of the New
York bureau, brought ideas from the Associationfor Improving the Condition of the Poor (AICP)
where Frank Tucker, genera agent of the AICP, established a pattern of budgeting in 1897. Tucker's
systemincluded handling outgoing and incoming funds through one desk and one ledger, and creating
break-downsof the budget showing exactly how each department used its share of the budget (Allen,
1908: 156). Allen further enhanced this concept by recommending the measurement of outcomesin
addition to strictly monitoring cost per unit; Allen viewed the accounting system as a way of
evauating procedures and programsfor efficiency and effectiveness (Allen, 1908: 160-161). Thus,
arudimentary form of performance measurement systems made its debiit into the public sector prior

to the 1900s.

Early 1900s
During the early 1900s, budgeting in the public sector was formally developed and adopted

in the United States. The Hepburn Act of 1906 brought an end to the poor practices characterizing
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railroad management (Rubin, 1993: 440). In order to end the practice of overstated net profits by
underfunding purchases of capital stock, raillroads were required to set up formal depreciation
accounts for all equipment (Rubin, 1993: 440). During the 1900s, government was not immune to
muckraking exposés and public corruption. By mandating improved management practices within
the railroad industry, the federal government was under pressure to make smilar improvementswithin
their own operations. The lack of systematic budget accounts among public sector organizations
prompted reformers to argue for a centralized, executive budget as an instrument of government
planning (Knott and Miller, 1987: 209; Rubin, 1993: 440). Frederick Cleveland, Director of Taft’s
Economy and Efficiency Commission, argued in 1912 that if the government could impose mgor
accounting changes on business, smilar changes would need to be imposed to improve its own
conduct. W. F. Willoughby (1918: 4-5), another key budget reformer, argued:

It isinconsistent to the last degree that governments should insist that corporations
controlled by them should have systems of accounting and reporting corresponding

to the most approved principles of modern accountancy while not providing for
equally efficient systems for the management of their own financia affairs.

Termed the Progressive era, the 1900s was a period of executive budget reforms at the
municipa level aswell. The goal of many progressive era reformerswas to use budgeting as a tool
to oppose corrupt big city political machines(Rubin, 1996: 115). Budget reforms were implemented
to increase the authority of the mayor to develop budget proposals (Rubin and Stein, 1990: 420).
Furthermore, initiatives were put into place to give citizensthe right of referendum, initiative, and
recall. These efforts were intended to restore the will of the people through town meetings where

citizens could express what they wanted and needed in terms of infrastructure and public services
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(Cleveland, 1913; Rubin, 1996: 115). Accountability during this period meant increasing public

sector responsivenessto meet the demands of the taxpayers.

The NML, in consultation with LeGrand Powers of the Bureau of the Census, attempted to
standardize accounting categoriesfor municipaities. Powers urged accountantsto design accounting
systemsfor citiesin consderation of their administrative problemsand the legal duties of city officials
(Powers, 1906). Cleveland, Goodnow, and Willoughby, leading experts of the Taft Commission
during 1911, viewed budgeting as consisting of the three administrativefunctionsdevised by Schick --
planning, control, and management (Knott and Miller, 1987: 209). Following the advice of these
experts, severa mgor reformsemerged among municipal accounting systemsas early as 1901. The
accounting systems used in Chicago from 1901 to 1903 highlighted the exchange of ideas among
public sector administrators. New Y ork City adopted a three-fold classification of expenditures by
organizational units, functions, and objects (Schick, 1978: 254). And, Minneapolis modernized its
accounting system in 1904, setting up an accounting system specifically adapted to its complex

charter and adopted the standard accounting categories as recommended by Powers (Wilmot, 1906).

1920s: Executive Budgeting

During the 1920s executive budgeting became areality. The 1921 Budget and Accounting
Ad established the Bureau of the Budget (BOB) as an arm of the Treasury Department and created
the Genera Accounting Office for auditing and executive accounting (Knott and Miller, 1987: 209).
The Act improved the control function of the budget and created more centralized coordination and

planning of programs (Cothran, 1993; Knott and Miller, 1987: 209).
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Budget reform swept through state and local governments as well, although efforts were

focused more on the control function through improved accounting procedures. Line-itemobjects-
of-expendituresis a prime example where " technique triumphed over purpose” (Knott and Miller,
1987: 210; Schick, 1978: 255-256). Finaly, under the control function emerging in the 1920s,
rudimentary "'grading systems” used to assess administrative performance and the need for public
serviceswereintroduced (Schick, 1978: 257). ClarenceRidley and Herbert Simon created the forum
for improved accountability by identifying five kinds of measurements. needs, results, costs, efforts,
and performance (Schick, 1978: 257). Thiscrude and unscientific classification system served as the

forerunner to more sophisticated and objective performancetechniquesapplied at alater time.

1930s

The depression of the 1930s changed the role of federal government in social and economic
affairs -- a weak executive no longer fit redity (Knott and Miller, 1987: 210). Three mgor
developments influenced the evolution from a management orientation to a planning orientation.
Hrst, economic andyss had an increasing influencein shaping fiscal and budgetary policy. Second,
the development of informational and decisiona technologiesenabled greater objectiveanaysisto
policy making. And third, a gradua convergence of planning and budgetary processes became
evident (Schick, 1978: 261).

Keynesian economics called attention to the impact of governmental action on the private
sector to revitalize the economy following the Great Depression (Schick, 1978: 261). In 1937, the
Committee on Adminigtrative Management (known as the Brownlow Committee) proposed severa

new functionsfor BOB. The proposed reforms for BOB centered on greater coordination and
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management of the budget. The Reorganization Act of 1939 required the transfer of BOB fromthe

Treasury Department to the newly created Executive Office of the President (Knott and Miller, 1987:

210).

1950s: Performance Budgeting

During the New Dedl era, public sector organizationsshifted from a control orientation to a
management orientation, broadening the scope of government responsibilities. Although performance
budgeting approach originated near the turn of the century in the United States, it received its greatest
impetusin the 1950s (Lynn and Freeman, 1983: 63). Performancebudgeting derived its ethos and
technique from cost accounting and scientific management. Increased management use of the budget
process, including performance appraisals and improvements of administrative performance,
evidenced the link to the scientific management movement (Schick, 1978: 256). Hoover coined the
term "' performance budgeting™ to describe the Progressive emphasis on activity and functional
classificationin the budget process (Cothran, 1993; Knott and Miller, 1987: 210). Management
oriented, the techniquesemployed were designed to help public administrators assess the efficiency
of operations by casting budget categoriesinto functional termswhile providing cost estimatesto
determineefficient performanceof activities (Schick, 1978: 258). According to Lynn and Freeman
(1983: 64), the most important contributions of performance budgeting are: 1) its inclusion of
narrative descriptionsof each proposed activity, 2) itsorganization of the budget by activitieswith
quantitativedata on costs and accomplishments,and 3) itsemphasis on measuring outputs and inputs.

At thefederd level, the Budget and Accounting Procedures Act of 1950 gave the president

increased authority to define accounts. The Budget and Accounting Procedures Act was aso
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instrumental in determining budget presentations as well as workload and other management
measuresof performance. There are several reasons, however, the use of performance budgeting by
public sector organizationshad disappointing results. First, a number of state and.local governments
lacked sufficient budgetary or accounting staff to identify units of measurement, perform necessary
cost analyses, etc. (Lynnand Freeman, 1983: 65). Second, many government activities and programs
are difficult to develop meaningful outputs and unit costs (Lynn and Freeman, 1983: 65). Findly,
many govemment accounts have typicaly been maintained on an expenditure basis, creating problems

for adequate data gathering (Lynn and Freeman, 1983 65).

1960s. Planning-Program-Budgeting Systems

During the late 1960s, an emphasison program budgeting and technical anaysisfor allocating
between competing programs emerged in public sector organizations (Rubin and Stein, 1990: 420).
Planning-Program-Budgeting Systems (PPBS) was instituted during the Johnson administration.
PPBS combined cost-benefit analysis and systems analysis (Knott and Miller, 1987: 212). PPBSis
unique in that it contains three components: 1) a planning phase which assesses and articulates the
direction a program is headed, 2) a programming phase which allocates funds to each program
activity, and 3) a budgeting phasethat takes the first year of afive-year plan and examinesit in detail
prior to alocatingfunds (Knott and Miller, 1987: 215). PPBS is a technique that separates planning
from budgeting; agencies must set plansand goals prior to considering the overall budget (Knott and
Miller, 1987: 215). Rather than organizing budgets only by inputs and administrative units, budget
requestsare organized by thefunctionsto be performed. Whilegoals are typically established by top-

level policy makers and administrators, PPBS is decentralized so that lower-level officialsare given
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the flexibility to choose the methods to be employed to achieve objectives set. Implementedin the
Defense Department by Secretary Robert McNamara and Comptroller Charles Hitch, PPBS was an
effort to enhance the military's pursuit of national security goals (Cothran, 1993: 449).

Faced with a number of compounding challengesincluding escalating costs, declining public
support, static tax bases, and substantial reductions in federal aid since the 1960s, local governments
implemented efforts to refine accountability as well (Poister and Streib, 1989: 240). Planning and
management tools received a considerableamount of attention during this period. Many cities began
integrating concepts from the goal-oriented Management by Objectives (MBO) concepts and the
emphasis on evaluation from performance budgeting into their budget format and process. Budget
reforma the municipa leve ishighlighted with an experiment coined the 5-5-5 program (Rubin and
Stein, 1990: 420). Sponsored during the late 1960s by the Council of State Governments, ICMA,
the National Association of Counties, the National League of Cities, and the U.S. Conference of
Mayors, the 5-5-5 programincluded five states, five counties, and fivecities. The goal of the 5-5-5
program was to expand PPBS, previoudy used only at the federal level, into state and local
governments.

Despitethelogic of PPBS, several barriersimpeded complete implementation of PPBS within
government. To begin, many governmentsfound it difficult to formulate meaningful and explicit
statements of their goals and objectives which could be agreed upon by dl involved (Lynn and
Freeman, 1983: 70). Second, not only are governments faced with changing goals, but elected
officialswho often prefer not to commit themselves beyond broad objectives (Lynn and Freeman,
1983: 70). For this reason, many elected officials may be more interested in short-run costs and

resultsrather than long-run costs and results. Third, PPBS requires an adequate data base and high
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level of andytical ability (Lynn and Freeman, 1983: 70). Last, with PPBS, objective measurement

of both costs and benefitsis difficult, particularly over a period of several years due to the need to

forecast (Lynn and Freeman, 1983: 72).

1970s: Zero-Base Budgeting

The 1974 Budget and Impoundment Control Act resulted in dramatic reforms which directed
public sector administrators to alter the setting of objective and efficient alocation of resources.
Reforms during the 1970s were due, in part, to the abuse of executive budget power by the Nixon
adminidration. The 1974 Budget and Impoundment Control Act established new House and Senate
budget committees that were responsible for broad functional and policy dimensions of a unified
congressional budget. A nonpartisan Congressional Budget Office (CBO) was also established to
produce projections and fiscal analysescomparable to the projections the Office of Management and
Budgeting (OMB) provided the White House. Findly, the CBO was commissioned to set up a
budget timetable for reconciling budget targets established by the budget committees with
decentralized appropriationsand authorizations procedures of the subcommittees (Knott and Miller,
1987: 222-224).

Zero-base budgeting was implemented by President Carter's administration. Zero-base
budgeting incorporated many featuresfamiliar to MBO: 1) a statement of objectives of the program,
2) a description of the activitiesof the program, 3) alist of benefitsand costs of the program, 4)
workload and performance measures, and 5) alternativesfor accomplishingobjectives. Zero-base
budgeting requiresbudgetersto first identify what they want to do. Next, budgeters must rank their

priorities. Thismethod of accounting sought to examine the budget every year "*fromscratch.” In
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essence, zero-base budgeting does not determine how large the budget should be, but cal culates how
any given amount should be allocated among a set of priorities. Zero-base budgeting operated asa
tool for curbing and controlling expenditures through rational analysisof cutbacks (Knott and Miller,
1987: 216).

Following the recession in the mid-1970s, budget reforms among municipalities increased
dramatically aswel. The trend a this point was prioritization. The goal of prioritization was to
create tradeoffs and reductionsin the budget. Fiscal stress and revenue constraints exaggerated the
need for increased accountability in the budget, particularly at the local level (Rubin, 1996: 112;
Rubin and Stein, 1990: 420-421). The use of program budgeting, zero-base budgeting, and "target"
budgetingincreased among municipdities. City councils began setting expenditure limits rather than
relying upon traditional budgeting methodswhere policy makers had to wait for departments to make
their requests. This ' top-down approach” compared to the typical " bottom-up approach™ used in
traditional budgeting opened the door for a refinement in ensuring accountability (Cothran, 1993:
446).

Beyond the budget reformsjust discussed, the use of other management techniques, including
the MBO, expanded. According to a1976 ICMA survey, performance monitoring also escalated in
useamong municipalities” The greatest use of performance monitoringduring the late 1970s was
reportedfor police, fire, solid waste, public transit, health and hospitals, and social services (Poister
and Streib, 1989: 245). The primary use of performance measures by the above-mentioned
departments has been due, in part, to the relativeease of data collection and design of workload or

output measures compared with other departments. These departments have had a propensity for

'See, for example, Poister and McGowan, 1984; Poister and Streib, 1989; Cothran, 1993.
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relying heavily on citizen satisfaction measures more frequently than analytical measures such as
efficiency and effectiveness (Poister and Streib, 1989: 245). Citizen surveys are often easier to
administer compared to the data collection processesinvolved with more complicated and vague

analytical measures.

1980s. Automatic Control Budgeting

" Automatic control budgeting' involves a number of accountability processesin which both
policy makers and citizens tried to "impose statutorily prescribed formulas on revenues and
expenditures”’ (Cothran, 1993: 445). Included in these reform measures are the Proposition 13 laws,
Gramm-Rudman-Hollings, and the movement for a federaly balanced budget amendment to the
United States Congtitution (Cothran, 1993). During the late 1980s, planning and management tools
weredesigned and implemented to further enhance accountability and control by tracking activities
agang targets, improve decison-making by comparing information against alternatives and
consequences, and enhance performance through incentives and improved processes (Poster and
Streib, 1989: 240-241).

The 1980s included a number of other developmentsdesigned to increase accountability in
the public sector. Variousformsof program eva uation techniques, genera productivity improvement
programs, incentive programs, and productivity bargaining strategies were implemented (Poster and
Streib, 1989: 240). Performance monitoring sysems recelved greater attention. Most notable during
this period, however, was the adoption of strategic planning methods.

Strategic planning is a management tool which received considerableattention at the loca

level during the 1980s. Strategic planning was implemented as a tool to manage the change and
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complexity present in the environmentsof many municipalities.'® Strategic planning is best described

as"adisciplinedeffort to produce fundamental decisions and actions that shape and guide what and
organization is, what it does, and why it does it" (Bryson, 1989: 5). Strategic planning places
emphasis on monitoring and updating processes (Eadie, 1983; Rider, 1983: 77; and Sorkinet al.,
1984: 52). It isdependent upon extensivecitizen participation to develop ideas, build consensus, and
secure the resources to implement plans.”

A number of cities that have implemented some form of strategic planning include San
Antonio, Texas, Roanoke, Virginia, and Phoenix. Arizona (Hall and Weschler, 1990; Sorkin et al.,
1984; and Thomaset al., 1988). The drategic planning process necessitates the combination of four
management features to be successful: 1) a clear statement of the organization's misson, 2)
identification of the organization's external constituenciesor stakeholdersand the determination of
their assessment of the organization's purpose and operations, 3) delineation of the organization's
goals and objectives as well as a three- to five-year strategic plan, and 4) the development of
strategies to obtain the stated objectives (Berry, 1994; 323). The combination of these four
management features essentidly sets the stlage for determining what an organization should measure.
To gainthe mog benefit from any strategic planning process, the next step for the organizationis to
actudly measure performancetoward the achievement of the stated goals and objectives. Successful
efforts, however, have often been hindered by the departure of key staff, the amount of information

generated, the nead to include more key decison makers, and the difficulty of revisng work after the

¥See, for example, Bryson, 1989; Denhardt, 1985; Eadie, 1983; Rider, 1983; Sorkin et
al., 1984; and Thomeas, et al ., 1988.

" See, for example, Bryson, 1989: 208; Denhardt, 1985: 176; McClendon and Lewis,
1985: 79; Potapchuk, 1990: 165; Sorkin et al., 1984: 19; and Thomaset al., 1988.
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accomplishment of each step (Wheeland, 1993; 66). Thosecitieswhich have benefited the most from

strategi c planning include public organizations whose structure, management information systems,
gaffing and recruiting procedures, and other basic organi zationa € ements most closely resemble their

counterpartsin the private sector (Wiseman, 1993 145).

1990s: Entrepreneurial Budgeting

Entrepreneurial budgeting includes various budgeting methods employed throughout the
1990s to further define accountability in the public sector. Budgeting in the 1990s is characterized
as entrepreneurial because of the “emphasis on decentraization and incentives™ (Cothran, 1993:
445)."* Under this forum, top policy makers focus on the 'big picture" rather than the details by
determining what citizenswant their city government to achieve. From this information, department
adminigtratorsare given greater discretion to determine the specificsof how these objectiveswill be
accomplished (Cothran, 1993: 446). A number of budgeting techniques introduced a various public
sector levelshave produced dramétic results. Two budgeting techniques which have had a significant

impact on improving accountability in the public sector can be briefly summarized asfollows.

(0 BUDGETING FOR RESULTS
Popular in countries such as Australia, Canada, Denmark, Sweden, and Britain, the goal of
budgeting for resultsisto "'achieve central control of total spending, decentralization of authority

to departments in the use of the funds, and enhanced accountability for results* (Cothran, 1993:

“Entrepreneurial Budgeting (also referred to as ExpenditureControl Budgeting) is a
budgetary processthat usesa "top-down approach’ in which city council members begin by
setting expenditure limits, often through a predetermined formula.
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447). Budgeting for resultsis also used in New Zealand where emphasisis placed on "achievement

of objectives, rather than close monitoring of line-itemexpenditures” (Cothran, 1993: 447).

L MISSION BUDGETING

Developed as ameans to reform how resources are allocated in the Defense Department, the
basic premise of mission budgeting centers on a decentralized budget process that shiftsauthority
from Congress to the Department of Defenseto choose among weapons systems, deploy military
units, and so on (Cothran, 1993: 448-449). Under mission budgeting, priority setting is centralized
while actual implementationof activitiesis decentralized (Cothran, 1993: 449). In addition, misson
budgeting calls for enhanced accountability because of its focus on results. This increased
accountability is achieved by alowing top-level decison makers to focus more on policies and
prioritiesand lesson the details of micro-management. The effect is devolution of authority to line
managerswho are responsiblefor achieving results (Cothran, 1993: 449).

A number of current reform efforts bear smilaritiesto these two budgeting techniques. At
the federal levd, the National PerformanceReview (NPR) has madeitsdebut.”® And in Texas, State
Comptroller John Sharp has received notoriety for the success of his Performance Review efforts.™
Adopted in 1992 by the governor and LegidativeBudget Board, Texas Performance Review provides
oversght to improving the efficiency and effectivenessof state government by identifying priorities

and dlocating limited state resources. Texas PerformanceReview includesfour elements: strategic

""Refer to Gore, 1993, and Comptroller General, 1995, for more detail on the introduction
of NPR.

' Refer to Performance Based Budgeting, 1997, for more detail on Texas Performance
Review.
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planning, budgeting, budget implementation, and budget monitoring (Performance Based Budgeting,
1997). Efforts are focused on relationships between funding and performance, between
accountability and resource alocation, and between spending and results. And at the local level, the
citiesof Sunnyvae, Cdiforniaand Gresham, Oregon have had a significant impact on defining quality
performance measures and benchmarking techniques that take into consideration program outcomes

while improving the efficiency and effectiveness of asset allocation.""

Shortcomingsof VariousAccountability Approaches Used

Many of the management tools that have been introduced into the public sector have been
unsuccessful. Many of the approaches that have proven successful in the private sector are often
found to be disappointing, short-lived, and costly to public sector organizations. Part of thisfailure
is due to differencesin the nature of accountability between private sector and public sector
organizations. More specifically, the reason for these failures may be attributed to the differencesin
goods produced and how successis measured between private sector and public sector organization.
Private sector organizations focus attention on the necessity for making strategic decisionsand for
developing the processes that ensure the replication of successful decisions. In the private sector,
clear measures of success such asincreased net returns or increased stockholder dividends demand
strategies be developed to assure those ends (Wiseman, 1993: 146). The goals of governmental
entities, however, are rarely as clear, nor does failure to achieve those goals result in the drastic

implicationsthat would result in failurein the private sector (Wiseman, 1993: 146).

1See, for example, Chan, April 1994; Chan and Rich, December 1996; Fairbanks, January
1996; Kaplan and Norton, 1996; and Rainey, February 1997.
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Another notable shortcoming is the difficulty in articulating the mission of public sector
organizations(Wiseman, 1993: 147). According to Kenneth Gold (1982: 569), public administrators
"tend to percelvether misson or product in less preciseterms, such as providing high quality services
to their congtituenciesin the most efficient and effective manner.” Without a clearly defined mission,
it isimpossible to accurately determineif the public sector organization ison track.

Yet another differenceis the fact that public sector organizations may lose the benefit of
consstency asthe face of its political leadership changes. Often incumbent leaders either introduce
their own reforms or disregard those management changes implemented by the previous
administration. Current programs may be subject to repeal so the new administrator *'can make a
name for himself' and gain respect.'® In essence, budget reform equates to "'the political benefit of
looking rational”’(Knott and Miller, 1987). In other words, budget reform or the implementation of
various management tactics by public administrators serve not only as methods for controlling
bureaucratic sprawl and inefficiency but as away of differentiatingone's style from another (Knott
and Miller, 1987). As an example, the Nixon administrationabandoned PPBS because practitioners
had difficulty making five-year projections, considering systematically al possible alternatives, and
comprehensively ranking programs in order of priority. The Carter administration discontinued
Nixon’s MBO program And the Reagan administration discontinued zero-base budgeting due to the

difficulty in ranking in order of priority not only subfields, but across agencies. Zero-base budgeting

'SAt the local leve, the rate of political reform may be dependent on where the greatest
power liesin a council/manager form of government. For example, the City of Dallas has an
extremely powerful mayor who may influencereform dependent on how citizens vote or pressure
received from political interest groups. A city council typically changesits face every two years,
resulting in the possibility for significant reform based on the agenda of newly elected council
members. However, in a city where the city manager sets the pace or acity with practicaly an a
political council, reform may only occur when a new city manager is hired.



Page 33

aso induced questionablemeasuresof performance, benefits of programs with vague objectives, and
political objectives (Knott and Miller, 1987).

Findly, public sector performance is subject to scrutiny, even criticism, more frequently than
their private sector counterparts (Morgan, et. al., 1996; Wilson, 1989). Public sector budgeting is
a morecommunal process than the budgeting practicesin private sector organizations. Criticism may
stem from any number of sources. the press, politicians, special interest groups, other government
entities, staff,and citizens. For thisreason, both public sector administratorsand the programs they

are charged with may be the target of criticism

Reforming Accountability in Public Sector Organizations

It quickly becomesevident thereis alack of pragmatic approaches to monitor accountability
and communicate results in public sector organizations. According to Wilson (1989: 318), the only
way to decide whether a public sector organization is truly efficient isto determine which constraints
affecting its actions ought to be ignored or discounted. The historic perspective discussed in this
chapter shows that accountability tends to be tied to the budget while the employment of other
management tools as a form of accountability is neglected. Public sector administratorsare in need
of a management tool which fuses together budget theories, planning concepts, and performance
measurements. Such a tool would, in essence, create a holistic, total quality management system that
evauates Schick's three administrative processes -- control, management, and planning (Knouse,
Carson, and Carson, 1993; Taylor, 1911). A holistic management system would provide aforum to
monitor and ensure greater accountability. By focusing on the long range objectives of the

organization rather than short term outputs and outcomes, dl management levelswould benefit. A
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holistic management system could also provide a forum for the public sector administrators and
citizensto express ideas, needs, goals, and objectives.

There are anumber of shortcomings found in the literature. To begin, the literature focuses
primarily on the budget as atool of accountability. Literature on strategic planning and performance
measurementsas an accountability tool issparse. The literature demonstrates that strategic planning
has atendency to end where performance measurement begins. Rarely have administrators combined
the budget and various management toolsinto a halistic tool which can guide decision making, policy
setting, and determine performance. Instead, the literature shows public sector organizations tend
to utilize a piece-meal approach for program operation.

Chapter 3 formulates a practical ideal model that incorporates an organization's values,
misson, goals, and strategic objectivesinto a holistic management system. The practical ideal model
serves as a means for improving performance monitoring within public sector organizations. By
taking into considerationan organization's long-rangeobjectives, performance measures obtain a new
perspective. Policy setting and strategic planning become more focused on the end result rather than
short-term consequences. More importantly, the practical ideal model ensures accountability
encompasses more than just fiscal austerity; internal, customer, and innovation needs are considered

aswadll.
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Chapter 3

COMPONENTS OF A RESULTS-ORIENTEDMANAGEMENT SYSTEM

Introduction

The purposeof thischapter isto devel op aconceptual tool to assessthe City of Georgetown's
management system and performance measures developed by Georgetown's Police Services. In
congderationof the need for performance measuresto be part of a holistic management system, the
conceptua tool takes into account the components necessary for a results-oriented management
system. This chapter identifies the ingredientsforming the practical ideal model -- based upon the
literature and the researcher's pragmatic experience -- and provides the rational and reason for
inclusion of these elementsin this study. While this practical ideal model may be employed a any
level of government or the private sector, emphasisfor its benefitsis placed at the municipal level.

Thischapter openswith justificationfor choosing the practical ideal model as the conceptual
framework for this Applied Research Project. Next, descriptive categories used in the practical ideal
mode areintroduced, followed by adiscussion of the components incorporated into each category.
Within each category, the specific characteristics recommended in the practical ideal model are
introduced to the reader. These characteristics are designed to aid a public administrator in
monitoring the successof a programor department while a a macro level aid in producing a results-

oriented management system
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Conceptual Framework

The practical ideal model servesas the conceptual framework used in the formative evaluation
of the City of Georgetown's management system and the performance measures developed by
Georgetown's Police Services. Formative eval uation focuses on "'the means by which a program or
policy isddiveredto clients” (Binghamand Felbinger, 1989: 4). Formative evaluation is atool often
used to uncover possible management problems. Uncovering potential problemsis best accomplished
by evaluating the fundamental goals and objectivesof the program in addition to monitoring daily
tasks. Evidencefrom the literature examined shows that a formativeevaluation of a performance
measurement system should take into account a host of factors that aid the manager in decision-
making in accordance with the organization's values, mission, goals, and strategic objectives. It is
not sufficient for a public sector manager to merely consider the efficacy of performance
measurements in the absence of other management guides. Without a process in place by which to
evaduatedl aspectsof theforest, it is senselessto focus only on the single pinetree. In other words,
performance measurementsal one cannot help determine what must be done to ensure a programis
aigned with the organization's mission.

While formativeeval uation often involves the review of subjective measures garnered from
staff or customer involvement, the value behind this form of analysis should not be understated.
Binghamand Felbinger (1989: 5) state that the benefits derived from formative evaluation can serve
asadeterminant for how program implementation, a means for uncovering inefficiencies, as well as
atool for finding more effective ways of doing business. In its very essence, formative evaluation
sarvesasatypeof performance measurement concerned with process efficiency (minimizing waste)

and effectiveness (obtaining the desired effect) (Bingham and Felbinger, 1989: 5).
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The practical ideal model used herein employs a pragmatic approach to addressing elements

of inquiry. Since the literature is virtually devoid of studies describing model characteristics of a
holistic performance management system which is aligned with organizational values, mission,
drategies, and goal's, descriptive categorieshave been devel oped from a combination of literature and
the researcher's pragmatic experience. This pragmatic approach enables the researcher to identify
the components needed to ensure a results-oriented style of management. The practical ideal model
has been chosen over the ideal type due to the flexibility offered by the practical ideal moddl. A
practical ideal moddl is not steadfast but rather offersa™ starting point™ or foundation from which the
researcher can formulate categories to be measured. A practical idea type allows flexibility in
changing or adapting the original model in instances where certain characteristics may not be
aoplicableor areirrdevant. In this sense, a practical ideal typeis fluid and can be improved to meet
the needs of pragmatic administratorsin the public sector.

Exactly what is pragmatism? Patricia Shields (1997: 3), defines a pragmatic approach to
research as a "philosophy of common sense”” Pragmatism -- otherwise known as experiential reality
-- isrooted in a theoretical foundation. It isa method of learning that focuses on process wherein
the evolution of learning occurs through experiences (Shields, 1996: 396). In this sense, human
inquiry serves as the focal point by acknowledging the qualitative nature of human experience as
problematic situations emerge and are recognized. Problemsare solved through practical applications
(Shields, 1997: 6).

A pragmatic approach to problem solving is especidly apropos to the public sector
administrator who must often rely on both a theoretical background as well as his/her practical

experiences for decison making. Charged with carrying out public policy directives, public
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administratorsmust approach issues in an already volatile environment from the context of personal
experience and consequences (Shields, 1996,392-395). John Dewey (1938: 161) asserted that the
conduct of scientificinquiry is practitioner-oriented; ' the working scientist is a practitioner above all
e, anrd? ?sconstantlyengaged in making practical judgements.”” According to Dewey (1938: 161),
both the scientist and administrator engage in inquiry by continuously seeking
.. .what is better to do next. Unlessthe decision reached is arrived at blindly and
arbitrarily it is obtained by gathering and surveying evidence appraised as to its

weight and relevancy; and by framing and testing plansof action in their capacity as
hypothesis.

For the public sector administrator, the creation of policy to resolve one problem resultsin
consequencesleading to futureproblems (Shields, 1996: 395). William James (1907: 54) wrote that
"'pragmatism lies in the midst of theorieslike a hotel corridor. Al the rooms open out to it and all
theroo canbeentered. Pragmatismowns the corridor and the right to move freely from room to
room" Froma pragmatic approach, while there may be numerous potential theories, each islinked
to the problematic situation. Since public administrators are concerned with accountability and the
effective use of scarce resources, pragmatic inquiry is effectivein meeting their needs by providing
a holistic approach for resolving management issues (Shields, 1997: 7). A pragmatic approach to
resolving management dilemmas allows managers to pick and choose from those theories that will
work best according to past experience, while discarding theorieswhich may not logically compliment
aparticular situation.

Much of the literature on performance measurementsoperates on the falacy that measures

can simply be developed based on stated objectives or goals for a public sector program. The



Page 39

literaturefocuses on the devel opment and implementation aspects for an organization or department,
but neglectsto devise any sort of mechanismfor assessing the use of performance measures within
a holistic management system.'” The result isa short-termperspective. Performance measuresin this
capacity are insufficient for monitoring public sector organizations which are not profit-oriented but
more concerned with citizen satisfaction, safety, and welfare. Merely focusing on compiling specific
types of measures -- inputs, outputs, outcomes, efficiency, and effectiveness -- fails to provide
managerswith a true sense of where or why problemsexist in relation to the organization's mission.
As aresult, managersare forced to focus on short-term directives. For the public sector, this short-
term focus makes performance measurement systems practically impossible since many program

results (outcomes) are intangible within that time frame. And many outcomes for public sector

"Peter Drucker (1996: 429) discussed the practice of entrepreneurship and innovation
within public sector organizations. This discourse pinpointsa number of potential causes
surrounding the difficultiesin implementing programs such as performance measures. Drucker
writes that public sector organizations operate 'based on a 'budget’ rather than being paid out of
itsresults” Payment for efforts come from " funds somebody else has earned” (e.g., tax dollarsor
charitable donations). Drucker further notes that the more efforts a public sector organization
engagesin, the greater its budget will be. Success of many public sector organizations is defined
by the size of the budget as opposed to the act of obtaining results. Second, public sector
organizationsare dependent on and must satisfy a multitudeof constituents. Public sector
organizationscan not afford to aienate anyone. Because the public sector has no *'results” out of
which they are paid, any constituent has veto power. Finaly, public sector organizations exist to
"do good." In thissense, public sector organizations must see their mission as 'a moral absolute
rather than as economic and subject to acost/benefit calculus." Drucker points out that in the
public sector, thereis no such thing as a higher yield. If oneis" doing good,” then there isno
"better.” Failure to obtain objectivesin the quest for a' good" means efforts must be redoubled.
Drucker does elude to key issues which could improve innovation within public sector
organizations. First, aclearly defined misson focusing on objectives rather than on programs and
projectsis needed. Second, goals should be redlistic; the public sector is often faced with
objectives that can never be obtained (e.g., dimination of famine or 100% freefromcrime are
Impossible). Third, failureto achieve objectives may be an indication that the objective is wrong
or defined wrong. Last, Drucker recommendsthat public sector polices and practices adopt
meansfor continuously searching for innovation (Drucker, 1996: 433).
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programs cannot be secluded without evaluating the larger scope or intent of the program. Under
this demise, performance measurements are typically criticized as “just another number crunching
exercise” (Allen, 1996: 11).

Since theliteratureon performance measurement systemsfailsto provide a model needed for
this analysis, it is necessary to construct a practical ideal model fusing concepts from a number of
sources with the researcher's pragmaticinsights. Critical factors that are included incorporate the
worksof Allen Schick's andysisof budget orientations, Peter Drucker’s management discipline, and
Edward Deming’s concepts on Total Quality Management (TQM)."® In addition, application
guideline literature for both the Malcolm Baldrige Award and the Texas Quality Award are used."
These sources, melded with a " common sense approach”, become the guiding principles for the
holisticconceptual framework used in this research.

Specific dementsor recommended componentsof a results-oriented management system are
classified into three primary categories. |dentifiable characteristics from these categories provide a
benchmark or standard by which the performance measurement system implemented by
Georgetown's Police Servicesare compared. The elements comprising the three categoriesare "not
rigidly fixed due to the ability to envision an ideal more than one way"" (Shields, 1997: 30). This
axiomenablesthe practical ideal model to serve as arecipefor implementing a quality performance
measurement system applying the three elements as a foundation while having the flexibility to

address the unique characteristics of variousorganizations or programs.

"* See Drucker, 1974 and 1996; and Gabor, 1990; and Schick, 1978: 249-267.

See Hart and Bogan, 1992, and The 1997 Texas Quality Award Application Guidelines.
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The three primary categories of a results-oriented management system consist of planning,
control, and management.”’ The detailed rationale for each category is discussed below (refer to
Figure 3.1). The first element described is the planning element and its link to an organization's

values, vison, and mission statement.

Planning Element*'

The planning element refersto the process of **'binding operational officialsto the policies and
plansset by their superiors” (Schick, 1978: 251). The planning e ement involves the determination
of objectivesto be carried out by the organization, evaluation of alternative courses of action, the
authorization of programs, the allocation of resources to attain the stated objectives, and policies

governing the acquisition, use, and disposition of the resources (Schick, 1978: 250-251). Planning

% The elements are recommended by Allen Schick (1978: 251). A similar concept has
been developed by Peter Drucker (1974: 494) who refers to the three elements as control,
controls, and management. According to Drucker's theory, control refersto expectations or the
"end"; controls refersto how the end will be accomplished or the *means™ for accomplishingthe
overall objective; and management serves as the force for determining performance. Patricia
Tigue and James Green, Jr., (1994) have used similar elementsin their GFOA report to discuss
linking performance measurement (froma budgetary standpoint) to effective government. Tigue
and Greene, Jr. use the terms planning, the formulation and prioritization of program goals and
objectives, management, the implementationof programs and the practice of ensuring resources
are used as intended to achieve program objectivesin an efficient and effective manner; and
budgeting, the process of allocating financial resources among competing programs and services
(thisfinal element includesthe use of performance measurements). The researcher has decided to
framethe element titles after Schick's research for thisexercisein order to prevent any possible
confusion on the reader's part.

**Research for the Planning Element included the following primary sources. Drucker,
1974; Maser, 1996; Schick, 1978; and Tigue and Green, Jr., 1994. Secondary resources used to
develop the components of the Planning Elementsinclude: Fitz-enz, 1997; Kaplan and Norton,
1996; Mink, et. al., 1994; Osborne and Gaebler, 1993; and Smith, 1994. In certain instancesthe
researcher may have injected characteristics based on professional experience where appropriate.
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entallsthe policy setting actions conducted at the administrativelevel. At the municipal level, policy
setting actionstypicaly involve the mayor, council members, city manager, and department directors.
It istheloftiest of the three primary elementsinvolved. Planning often begins with characteristics
which drive the organization to be its very best: values, vision, and the mission statement. The

meanings behind values, vision statements, and mission statements are examined.

I VALUES

At the core of any organization liesits set of values, the defining structure for not only the
culture but operating and administrativesystems as well (Fitz-em, 1997: 37). Serving asthe™ heart
of management philosophies,” values communicateto staff acceptable behavior, job performance,
and, ultimately, desired results expected (Fitz-enz, 1997: 71). Vaues explain why an organization
sets out to accomplish or produce something (Smith, 1994: 83). An ideal organizational vaue
statement can be further defined to include the basic characteristics noted below.

1) Human -- touches on the basic needs of the individua for security as well as
opportunities for growth or enrichment.

2) Production -- focuses on the organization's outputs and outcomes:  quality,
service, productivity.

3) Hnancid -- froma public sector standpoint, the focus is not so much on profit, but
rather an accountability for using public funds within specified budgetary
constraints.

4) customer -- placing valuein the customer and ensuring satisfaction has received
greater emphasis, even in the public sector (Fitz-enz, 1997: 47).

Anided vaue statement would highlight the importance of each of these elements in relation

to itsobjectives, regard for its employees, and significance in securing and retaining a customer-base.
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The human characteristic encompasses the vaues an organization places on its employees by meeting
the basic needs of the individual for security and opportunities for growth or enrichment through
training, benefits, recognition, and incentives. The production characteristic focuses the outcome
received by the customer: quality, service, and productivity. At the municipal level, production
characteristicsmay includetype of servicesoffered, hours of operation, response time, options for
payment, and modes of communication with staff and citizens. The financial characteristic, from a
public sector standpoint, focuses not so much on profit, but rather an accountability for using public
funds within budgetary constraints. Findly, the customer characteristic emphasizes the values an
organization placeson its customers and methods used to ensure satisfaction (Fitz-enz, 1997 47).

Figure 3.1 summarizes the points just made.

Q VISON

A vigon statement may be best described as the " defining factor' that provides members of
an organization something to rally around (Fitz-enz, 1997: 36). It is the driving force which
motivates and inspires staff to work toward the achievement of organizational success. A vison
statement should be strategic -- focused on the needs of the customer -- and lofty -- imaginative and
engaging (Mink, et. ., 1994: 28-29). The vison statement should embrace an organization's key
vaueswhilefocusingon the needsof the customer (both internal and external customers). A model
vison statement employssmplisticlanguage predicting the organization's futurein a three to fifteen

year timeframe (see Figure 3.1).



Page 44

Figure3.1
7Practical Ideal M odd!: PIanningEIer@nts

Human - embraces basic needs (security, growth, enrichment)
Production - focus on quality, service, productivity

Financial - accountability for using public funds

Customer - placingvaluein the customer; ensuring satisfaction

cooo

T vy e TR

Three to 15 year projection

Embraces the city's key values; focuses on needs of customer
Simplistic language used

Inspires performance (lofty, imaginative, engaging)

Ccoao

Drives the entire city from top to bottom
Addresses Human, Production. Financial, and Customer needs

Dictates the city's expectations (the desired "end" result)
Meetsthe" elevator speech™ requirement (one sentence)

cooo

O MISSION

The misson statement serves as the fundamental purpose which drives an entire organization from
top to bottom (Osborneand Gaebler, 1993: 131). Unfortunately, “Im]ost public organizationsare
driven not by their missions, but by their rules and their budgets* (Osborneand Gaebler, 1993: 110).
The advantages of a misson-driven organization as opposed to a rule-driven organization are several.
Firg, amoreefficient and effective operationisin placeto produce better results. Second, innovative
approaches to conducting business are fostered at dl levels of the organization. And findly, the
organization promotes greater flexibility while increasing employee morale (Osborne and Gaebler,

1995; 113-114).
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There are severd final points which should be included in a model mission statement. While public
sector organizations may have no reason to focus on the profit margin, efforts should be made to
addresshuman (internal staff), production, financial, and customer needs. And to have the greatest
impact, a mission statement should comply with the " elevator speech regquirement: smple, easy to

remember, and can be restated in one sentence (see Figure 3.1).

Control Element”

Control elements determine program goals and objectives, estimate long-range revenues and
expenditures, and prioritize goals within expected funding levels (Tigue and Greene, Jr., 1994: 1).
Included within the scope of this primary element are documents such as the comprehensive land use
plan, a program plan, a strategic plan, and a financia plan. Using the components which form the
planning element, the control elements set the agenda by focusing on both short- and long-term goals.
The control elements provideai mfor hitting the organization's target: its values, vision, and mission.

The characteristicsof each control e ement are discussed bel ow.

O GOALS
Goals are the controls, or the "means,” that guide how the target, or "end,”" will be
accomplished. Controls are concerned with facts, information, and measurement as well as

assignment of staff responsibilitiesand how the target audience will be reached. Goals should be

"*Research for Control Elementsincluded the following primary sources: Drucker, 1974,
Maser, 1996; Schick, 1978; Tigue and Green, Jr., 1994. Secondary resources used to develop the
componentsof the Control Elementsinclude: Kaplan and Norton, 1996; Mink, et. al ., 1994;
Osborne and Gaebler, 1993; and Smith, 1994. In certain instances the researcher may have
injected characteristics based on professional experience where appropriate.
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written as a broad statement of |eadership, organization, and resource allocation. And goals should
be policy oriented and set by council or top administrators. It is possible for department directors to
developgoalsthat focus on specific departmental activitiesas long as the goals are aligned with the
city's ultimate vison and goals. Idedly, the organization should develop both short-range goals (six
months to one year) and long-range goals (three to five years or longer). As with previousy
mentioned elements, goals should be founded on a frammework based on human, production, financial,
and customer needs. Programmatic goal s can be subcategorized to include the characteristics noted

in Figure 3.2.

O STRATEGIC DBIE
Strategic objectives specify what will be accomplished and how they will be accomplished
within aspecific timef rane. Strategic direction equates to " organi zational effectiveness -- doing the
right things' (Mink, et. al.,1994: 132). Inessence, strategic objectives determine performance --
how the means will accomplish the ends through |eadership, organization, and resource allocation.
At thislevel, Saff responsibilities are assigned. Strategic objectives should be specific, measurable,
action-oriented, realistic, and timely (Smith, 1994: 83). Idedly, strategic objectives should be
determined by department directors. Strategic planning aids employees at every leve in
understandingtheir roles and responsibilitiesin relation to the organizational scheme to better serve
the customer. For employeesto fulfill their role, several intrinsic motivators must exist:
1) a beief inand commitment to the organization's purpose and goals;
2) management and |eadership behaviorsand processes that empower employees,

3) support for accomplishing tasks (i.e. time, equipment); and
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4) systems that enableemployeesto take pridein their achievements(Mink, ez. al.,
1994: 69).

Finally, Strategic objectives should providea very specific framework for addressing human,
production, financial, and customer needs. The grammatical structure of strategic objectivesshould

follow the verb-noun pattern. Figure 3.2 summarizesthe characteristics of strategic objectives.

Figure3.2
Practical Ideal Modd: Control Elements

CONTROL ELEMENTS

( Long range change target guiding how the " means” will accomplish theends
Broad statement of |eadership, organization, and resourceallocation

QA mix of short-term and long-term targetsexist

[ Policy oriented; set by council or top administrators

J Indicates what will be accomplished and how within a specified timeframe
(followsthe verb-noun structure)
[ Assignstaff responsibilities
Specific, measurable, action-oriented, realistic, and timely
[ Provides 2 framework based on Human, Production, Financial, and Customer needs
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Management Element’’

The final primary element -- the management element -- involves the " programming of
approved goa sinto specific projects and activities” (Schick, 1978: 251). At thislevel the design of
organizational units is specified to carry out approved programs. The staffing of the organizational
unitsand the procurement of necessary resources are determined. The management element serves
as the lirk between the goals set and the activities to achieve those goals. In other words, the
management eement is the processby which managers assure that resources are used effectively and
efficiently in the accomplishment of the organization's strategic objectivesintended (Schick, 1978:
250-251; Tigue and Greene, 1994: 1). In thiscontext, performance measurements play avital role
in assessing complianceto the stated objectives.*

The difference between performance measuresfor private sector organizations versus public
sector organizations is the intended outcome. While private sector organizations are ultimately
concerned with profit as the bottom line objective, public sector organizations provide goods and
services which directly impact citizen satisfaction, safety, and welfare. As a result, outcomes for

many public sector programs are nebulous, subject to political influence, and may have to comply

#Research for the Management Element included the following primary sources:
Drucker, 1974; Maser, 1996; Schick, 1978; and Tigue and Green, Jr., 1994. Secondary resources
used to develop the components of the Management Element include: Chan and Rich, 1996;
Hatry, 1987; Hatry, et. al., 1992; Kaplan and Norton, 1996; Osborne and Gaebler, 1993; and
Rainey, 1997. In certain instancesthe researcher may have injected characteristics based on
professional experience where appropriate.

*While the researcher fully understands that performance measurements do not
encompassdl possible meansfor monitoring activitiesdecided upon under the control element
(yes, there are a number of financia, political, legislative, and regulatory controls in addition to
other management tools which could be employed), for purposes of keeping within the scope of
requirements prescribed for completion of this Applied Research Project, the researcher will
refrain from evaluating al other forms of management elements.
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with legidative controls. The democratic processoften relies on compromise and mgority rule. This
complication can make true outcomes moving targets. Hence, as long as a minority population
disagreeswith a programor policy, unanimity and complete citizen satisfactionare often impossible
to achieve.

While input, output, outcome, effectiveness, and efficiency criteria are important, only
relevant information is necessary for the manager to determine how to get from A to Z. In other
words, measuresmust be set according to how the organization -- and the citizen -- determine what
success will look like. Measuring performance then becomes the light which guides the manager
down the correct path. For some departments(e. g., police) and even certain programs(e.g., DARE),
this approach resolves the dilemmaof nebulous measurements by redirecting management's focus to
the organization's vison. As an example, police departments most typically create performance
measures to determine number of arrests made, number of officers, and response rate. Thisis to
show adeterrencein crime. Unfortunately, reduction in crime will never reach 100%, no matter how
many arrestsare madeor how many additiona officersare put onto the street. Therefore, the focus
for success should shift to show how citizens perceive crime and feding safe fromcrime. Using this
perspective, a police department can focus efforts on educating the public, fostering community-
oriented policing efforts, and becoming a**responsive’ patrol as opposed to employing "reactive”
measures (Hatry, et. ¢/., 1992). Even more important, creating a feeling of safety can now involve
the cooperative efforts of other municipa departments (e.g., the Streets Department may ingtall
aufficient lighting in a neighborhood rampant with crime; traffic lightscould be synchronized to move
traffic in accident prone areas; or the Parks Department or Library could develop after-school

programsfor children to participatein).
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The practical ideal model advocatesthat performanceinformation collected should be used

to improve policies and procedures, identify performance gaps between actual performance and
performance desired with the target goal, and set improvement goals. Performance measures should
be germane to the organization's misson (Maser, 1996: 4). Equaly critical is monitoring
performancein relation to the city's vison and strategic objectives. Information should be user-
friendly, catering to the needs of variousstakeholderswho rely on specific forms of information to
judge the program's effectivenessand make decisons (Maser, 1996: 6). Findly, performance
measures should focuson asingle topic which can assst in the detection and deterrence of problems.

Performance measures should be specificaly derived from the organi zation'smission, strategic
objectives, and gods. In developing performance measures, a public sector organization should make
every attempt to evaluate activities according to four perspectives. the citizen/customer, interna
business affairs, employee innovation and learning measures, and financial aspects (Kaplan and
Norton, 1996: 44). Linking performanceto these perspectivesclearly demonstrates that measures
are not simply an ad hoc collectionof inputs, outputs, outcomes, efficiency and effectivenesscriteria
but serve to clearly guide the organization at every level. Linkage to input, output, outcome,
efficiency, and effectivenessmeasures should be secondary to the evaluation of thesefour primary
perspectives. Figure 3.3 outlines the components necessary for the public manager to gain the most
use from performance measures.

In summary, the practical ideal model employed in this research can be divided into three
primary elements -- planning, control, and management. Each element is further defined by
characteristicswhich comprise aresults-oriented management system (see Figure 3.4). Taken in the

context of a pragmatic approach, the practical ideal model developed herein isa*'work in progress™
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and by no means concrete. In other words, the practical ideal model serves as afoundation from
which the researcher can logicaly assess the management system established by the City of
Georgetown as well as the performance measuresimplemented by Georgetown's Police Services.
Thestrengthof this modd isits ability to assess management systems unique to other municipalities
whileremaining flexiblein its form, yielding to improvement where necessary.

In the next chapter, the reader is presented with a historical background of the City of
Georgetownand its Police Services. The planning process established by the City is then discussed.
Reasons why the City of Georgetown, and specifically the performance measures implemented by

Georgetown's Police Services, was chosen for this study is presented.

Figure3.3
Practical |deal Modd: Management Elements

[ MonitorsHuman, Production, Financial, and Customer aspects for a comprehensive view.
[ Tied toeach criteria noted in the Control and Planning Elements.

(d A combination of output, outcome, efficiency. and effectivenessmeasuresexist.

(d Employedat al levels; linked to incentivesand compensation.

[ Uses key measures most meaningful to specific management levels.

[ Performance measuresare linked to thecity's vision, mission, and strategic objectives.
[ Performance measuresfocus on asingletopic.

[ An appropriate mix of output, outcome, efficiency, and effectiveness measures exist.
(A Performancemeasures arc unique, catering to the needs of a manager or division.

[ Performance measuresselected arc useful in detecting problems.




Figure3.4
Practical Ideal Modd: Summary of Primary Elements

PLANNING ELEMIEEN

Human - embraces basic needs (security, growth, enrichment)
Production - focus on quality, service, productivity

Financial - accountability for using public funds

Customer - placing value in the customer; ensuring satisfaction

oood

Threeto 15 year projection

Embraces the City's key vaues; focuses on needs of customer
Simplistic language used

Inspires performance (lofty, imaginative, engaging)

oooQ

Drives the entire city from top to bonom

Addresses Human, Production. Financial, and Customer needs
Dictates the city's expectations (the desired "end" result)
Meets the " elevator speech requirement (one sentence)

cood

CONTROL. ELEMIENTS

(1 Longrange change target guiding how the “means” will accomplish the ends
Broad statement of leadership, organization, and resource allocation

(4 A mix of short-term and long-term targets exist

(1 Policy oriented: set by council or top administrators

L Strateg p nt).

Indicates wha! will be accomplished and how within a specified time frame
(follows the verb-noun structure)

(A Assignsstaff responsibilities
Specific, measurable, action-oriented, redlistic, and timely
Provides aframework based on Human. Production, Financial, and Customer needs
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Figure 3.4, cont.
Practical Ideal Modd: Summary of Primary Elements

X MonitorsHunan, Production, Financial, and Customer aspectsfor acomprehensive view.
(J Tied to each criteria noted in the Control and Planning Elements.

[d A combination of output, outcome, efficiency, and effectivenessmeasures exist.

( Employed at all levels; linked to incentivesand compensation.

( Uses key measures most meaningful to specific management levels.

(J Focus on customer, internal business, innovation/learning, and finaneial i ssues.
Performance M easur es Focused on Micro L evel Criteria(Department)

( Performance measuresare linked to the city's vision, mission, and strategic objectives.
[ Performance measuresfocus on asingle topic.

(J An appropriate mix of output, outcome, efficiency, and effectivenessmeasures exist.
([ Performance measuresare unique, catering to the needs of a manager or division.

1 Performance measures selected are useful in detecting problems.
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Chapter 4

RESEARCH SETTING

In this chapter, an overview of the City of Georgetown is provided. Beginning with an
historical perspective, Georgetown's economic growth and the strategies to accommodate this
growth during fiscal year 1998 are discussed. In this section, the structure of Georgetown's Police
Servicesisdsointroduced. Next, Georgetown's planning processis reviewed. Finally, reasonsfor
ensuring the City has a holistic management systemisin place and quality performance measures are

implemented by Georgetown's Police Services are reviewed.

Overview of Georgetown, Texas

Located on 1H-35 just 26 miles north of Austin in the Texas Hill Country, Georgetown is the
county seat of Williamson County. Founded July 4, 1848, Georgetown originally served as an
agricultural trade center for the surrounding area. After the Civil War, Reconstruction brought
prosperity to Georgetown through four primary industries -- cattle, cotton, the railroad, and
Southwestern University. Today, the City is quickly growing into a more industrialized and
commercially-oriented community.

Richin history, tourism has become a significant economic benefit to the community. Salestax

revenues have increased an average of 13 percent per year over the last four years.”” But

BSee Appendix K, City Manager's Letter to Council (1997198 Annua Operating Plan), ii.
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Georgetown is not just considered a “bedroom/commuter”® community; the City is building a
diversified and stable commercia and industria base to help keep Georgetown strong and
economicdly viable. Consistent with the surrounding central Texas region, Georgetown continues
to experience strong economic growth. Employment has increased approximately three percent over
the past year.

As of 1997, the City's estimated population is 22,000 within the city limits and approximately
10,000in Georgetown's extraterritoria jurisdiction (Georgetown's 1997198 Annual Operating Plan,
2). Figure 4.1 shows the population trends for Georgetown over the past decade. A significant
amount of growth in Georgetown's population is the result of the development of a premier
retirement community. In 1995, Georgetown became the home of Sun City Georgetown, a 5,300
acre, active retirement community owned by Del Webb Corporation.”” Asof September 1997, 1,011
of the planned 9,500 homes have been completed in Sun City with over 200 more in various stages
of construction.?

Housng starts in Georgetown increased dramatically during fiscal years 1996 and 1997 but
are expected to level out to a more reasonable pace beginning in fiscal year 1998 (see Figure 4.2).
Commercid starts, too, have seen a significant increase as new small industrial facilitiesrelocate to
the Georgetown area. While this growth is promoted, the City of Georgetown, like many other
communities in the central Texas region, is experiencing its own growing pains as it mus

accommodate the heightened demand for more and improved levels of services.

“See Appendix K, City Manager's Letter to Council (1997198 Annua Operating Plan), ii.
TSee Appendix K, City Manager's Letter to Council (1997198 Annua Operating Plan), iii.

%See Appendix K, City Manager's Letter to Council (1997198 Annual Operating Plan), ii.
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Figure 4.1
Population Trendsfor Geor getown
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Source: Georgetown’s 1997198 Annual Operating Plan. 2. * estimated

With growth, citizens and business owners expect the City to provide effective and quality
sarvices. Theimpact on service demandsand operating costsis evidenced by the new positions added
in the City's budgets over last three years. For fiscal year 1998, the City has budgeted for fourteen
additional full-time positions, five new part-time positions, and four position upgrades in order to
respond to the growth in services (Georgetown's 1997198 Annual Operating Plan, 12). Figure4.3
depicts the budgeted positionssincefisca year 1989. The City's third fire station, located within the
Sun City development, is scheduled to be completed and fully staffed by December 1998.* This

growth also imposes the need for a hefty capital improvements project list for waterlwastewater

*See Appendix K, City Manager's Letter to Council (1997198 Annual Operating Plan), iv.
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(totding $6.2 million), stormwater drainage ($2.1 million over the next two years), and streets.*® In
addition, resources must be allocated for parks and recreation and the library to accommodate the

diverse recreational and educational needsof Georgetown's residents.

Figure 4.2
Permitslssued and Property Values for Geor getown
150 1500
g126
S 100 1000 g
275 2
=] @
> &
g 50 500 <o
&
S 25
0 0
90/91 91/92 92/93 93/94 94/95 95/96 96/97* 97/98+
Property Values (Y 1) Building Permits (Y 2) .
estimated

Source: Georgetown's 1997198 Annual Operating Plan. City Manager's L etter to Council, ii.

*See Appendix K, City Manager's Letter to Council (1997198 Annual Operating Plan),
vii-ix,
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Figure 4.3
Budgeted Number of Employees
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Source: Georgetown's 1997198 Annud Operating Budget, 12.

Geor getown's Police Services

Georgetown's Police Servicesfunctions under acommunity-oriented policing philosophy that
promotes a proactive interaction with the community. Under this philosophy, obtaining desired
resultsis best achieved through collaborative problem solving efforts. In other words, "*policing is
the management of informationfor aresult that is of valueto theindividua customer and the public
at large” (see Appendix M, 224). The department utilizes a proactive approach to policing which
concentrates efforts primarily on processes rather than tasks, jobs, people, or structures (see
Appendix M, 224). Every effort is made to embody Georgetown's value-based, principle driven

approach to operations. In order to best support its community-oriented policing efforts, the
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department is organized to include five divisions: Organizational and Administrative, Information
Management, Professional Standards, Patrol, and Special Operations. An explanation of each
division's responsibilitiesis discussed below.

The Organizational and Administrativedivision consists of Police Chief Larry Hesser and an
administrative assistant. The primary responsibility of this division is to provide management
oversight and guidance to the other four policedivisions.

Specia Operations, working in cooperation with Patrol Services, is “responsible for producing
the desired policing products or servicesto the public” (see Appendix M, 228). Under this demise,
thedivison isresponsiblefor performingdirected activities, problemsolving, successfully prosecuting
criminal offenders, and developing partnerships in the community. Examples of these activities
indude: NarcoticsEnforcement, Juvenileand Y outh Services, Victim Services, DARE and GREAT
programswithin the Georgetown Independent School District. Special Operations is also charged
with hosting the annual police fair during National Police Week in May (see Appendix M, 228).

Information M anagement handlesall of the automated systems which provide the necessary
information to manage and improve the delivery of police services. This divison includes

Communications,* Records Maintenance,* and Technical Services.>

" Staff answers 911 calls, non-emergency lines, and handleswalk-ininquiries. Servicesare
dispatchedfor Police, Fie, and Animal Serviceson a twenty-four hour basis. Callsare answered
for Community Owned Utilitiesand the utility office after hours, on holidays, and weekends.

Staff also monitors weather conditionsfor the area.

2Staff maintains records for the public, officers, and other agencies, using a computerized
record keeping system.

3Staff maintainsthe computers, telephones, radios, and 911 linesto ensure reliable
twenty-four hour operations.
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Officers assigned to Patrol Services are responsible for responding to emergencies and the
public's initial requests for service. Officers proactively develop and maintain partnerships with
citizens to resolve problems. Patrol services are provided twenty-four hours a day, seven daysa
week.

Professional Standards assures qudity police services by managing activities to " create, staff,
and mantain” al Police Servicesdivisons (seeAppendix M, 234). In essence, thisdivision is charged
with personnel recruitment, selection, and training; handling citizen complaints; internal affairs
investigations; and service audits. The divison also serves as liaison to the Texas Commission on
Law Enforcement Officers Standards and Education (TCLEOSE}.*

Georgetown's Police Serviceswas chosen as the first department to implement performance
measures in the City for a number of reasons. First, Police Chief Larry Hesser operates his
department using a unique and innovative style of management atypical to many police departments.
As evidenced from theoverview of the variousdivisions, thisinnovative style complimentsthe City's
goal of "'running government likeabusiness.” Chief Hesser firmly believesin sharing this philosophy
throughout the department by training and communicating to staff at all levels, not just supervisors.
Second, Chief Hesser has developed a strategic planning matrix linking the Department's key
strategiesand objectivesto short-range and long-range goals which tie to the City's End statements
(staff believed this would make the task of creating performance measures easier). Third, the
department was in the process of integrating a new database system which would permit extensive
collection and analyzation of data which is required for the effective use of performance measures.

Finally, as a quickly expanding department handling a multitude of activities which demand a high

* Refer to Appendix M, 1997198 Annua Operating Plan, Police Services (234).
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level of customer satisfaction, the City fdt it imperativethat Police Services measure its activitiesto

ensure outcomes are efficiently and effectively produced.

The City of Georgetown'sPlanning Process

The City of Georgetownisahomerule charter city which operatesunder the council-manager
form of government. The mayor and seven council members are elected from single-member
digtricts. Leo Wood, previoudy City Manager for Georgetown, has served as the City's Mayor since
1992.

Bob Hart, who has been Georgetown's City Manager over the past nine years, along with a
qualified staff, has provided direction and guidance using an innovative approach. Adopting the
mode for governance, the City of Georgetownisguided by its Century Plan.*® The Century Plan was
created and adopted through the City's Charter during the late 1980's after extensive input from
citizens, elected and appointed officials, and staff members. The Century Plan serves as the City's
foundationfor planning the goals and processes which aim to enhance the quality of life for citizens

and thecommunity. The Century Plan isfurther defined through policy areas that determine policy

""Refer to AppendicesJ and L for a more in-depth discussion on Georgetown's Century
Pan. The governance model is “‘an advanced approach to Council operations” where Council
membersset policiesand goals. The City Manager, with staff assistance, then determine how
those policies and goals will be accomplished and the resources necessary for productive efforts.
Using the governance model, aslong as Council defined " executive limits” are not broached, the
City Manager and staff are free to determine the best methodsfor performance.
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and focusends.* Functional plan elementsaddress how and when goals will be accomplished.”” The
City Manager and staffcreate meansstatementsto detail the specific action, methods, and processes
that will be used to accomplishthe ends.*

Whilethis unique approach has hed a pogtive influenceon planning and operations within the
City, the Century Plan, in its present form, has a number of shortcomings. First, specificsdetailing
the timeframe for accomplishing the means statements and how the means will be achieved are not
communicated. Means are not broken down into measurabletasks that can be gauged. Second,
means statements tend to encompass short-term objectives (one-year timeframe) or long-range
objectives (five-year time period); intermediate objectives are excluded. Finaly, under the present
system, the City has no forma method for documenting, monitoring, and benchmarking staff and
divison activitiesas efforts are focused on working toward accomplishing goals.

The implications of these weaknesses become clearly evident in a City coping with a
tremendousamount of change both externally and internally. As both the size of Georgetown and

the number of personnel employed within the City continue to rise, administrators | ose the capacity

*Ends statements describe, in specific terms, desired long-range outcomes. |n essence,
Ends statements serve as the City's ideal by representing target areas for improving servicesand
quality of life. Thisdirectionis determined based upon Council and citizen input. Refer to
Appendix L for more detail on this subject.

*Functional plans address fourteen broad policy areas which support the City's ends
statements. Current plansadopted are the Land Intensity Plan, Transportation and Utilities Plan,
Economic Development Strategic Plan, Parks and Recreation Plan, and the Facilitiesand Services
Plan. For fisca year 1997/98, staff will introduce the Urban Design Plan for Council adoption.
Functional plans are intended to cover a one- to two-year timeframe for completion. Refer to
Appendix L for more detail on this subject.

*¥Means statements serve as the strategic objectives mapping how and with what resources
departmentswill accomplish the goals. Priority for addressing these issues are determined by
Council during the June budget retreat. Refer to Appendix L for more detail on this subject.
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for omniscient control. Decision-making must be based on fact. And, fact must come from
documented evidence. It is hoped that administration and staff will use the data collected through

the Century Plan to communicate and provide direction for accomplishing the City's goals.

Impetusfor | mproving Geor getown's M anagement System

Asindicated in the concluding statements of the last section, appropriate measures must be
in placefor administrators to manage growth while providing the quality of services demanded by the
public. Managing growth both intemally and within a quickly growing community is a'so imperative.
For this reason, Georgetown's Police Services has implemented a number of processes to improve
the effectivenessof its activities. Measuring performanceof activitiesserves as a gauge for managers
a every leve. In addition to the impetusfrom administrators for enhancing Georgetown's Century
Plan, the City has made plansto submit an application for the Texas Quality Award thisfiscal year.*
Oneof thekey characteristicsevaluated in the award process is an organization's ability to manage
by fact; a comprehensvemanagement system“built upon a framework of measurement, information,
data, and analysis" must be in utilized at dl levels (Texas Quality Award Application Guidelines,

1997: 9). In order to prepare for the Texas Quality Award, the City of Georgetown has initiated

¥The Texas Quality Award is analogous to the Malcolm Baldrige National Quality Award.
However, unlike the Baldrige Award, the Texas Quality Award permits smal businesses
(manufacturing and service organizations), education, and public sector organizations to
participate. The criteriagoalsof the award are designed to help organizations " enhancetheir
competitivenessthrough focus on dual, results-oriented goals” (Texas Quality Award Application
Guidelines, 1997: 7). Feedback, evaluation, and sharing of information regarding best practices
among organizationsis centered on the core vauesand concepts embodied in seven categories:
leadership, information and analysis, strategic planning, human resource development and
management, process management, business results, and customer focus and satisfaction. See
Appendix P for more detail on the award criteriaframework.
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steps to refine current processes. Specific areas of focus are the development of a more defined
strategic planning systemand the implementationof performance measurements within al divisions.

Thisstudy attemptsto show the valueof a holistic management systemover merely measuring
performance. The study begins with an overview of the City of Georgetown's management system.
After amacro leve review of the City's management system, the researcher places greater emphasis
on anadysisof the performance measures recently developed by Georgetown's Police Services. By
evauaing Georgetown's management system using the practical ideal model, areas for improvement
should be detected. This process should be useful to the manager in developing a more
comprehensive management system that focuseson the values, mission, and goals of the organization.
Ideally, performance measures developed by any Georgetown department should then reflect the
values, mission, and goals of the City. For public sector organizations, improvements made to
Georgetown's management system and the performance measuresdeveloped by Georgetown's Police
Servicesisimportant since the goals they develop should directly reflect community expectations.

The next chapter presents the methodol ogy used to conduct this study.
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Chapter 5

METHODOLOGY

In the methodology chapter, the research design selected to address the research question
discussed. The methodology provides a formula for the researcher to address a question by
examinationof evidence. Results gathered during analysis of the evidence leadsto a determination
as to how closely an actua situation fits the conceptual framework developed. Because formative
evaluation strives to determine "how close a situation resemblesthe ideal," a number of research
methods may be employed: case study, survey, document analysis, and survey anaysis. For this
project, the researcher conducted a case study of the City of Georgetown. In order to assess
Georgetown's management system and the performance measures implemented by Georgetown's
Police Services to the practical ideal model, the researcher searched for evidence using document

analysis, field research, and observation of physical artifacts.

Field Research

Field research is an appropriate forum for information gathering when observing or
participating in social settings. Field research may be used for data-collection purposes and theory-
generating activities (Babbie, 1995: 280). Field research does not assume a passive mode for
collecting evidencecommon in other research methods. Instead, the researcher may assume a variety
of roles from formal to casual data collection activities (Babbie, 1995: 283-284; Yin, 1994: 86).
Oftentheroleof afidd researcheristo attempt to make sense out of an ongoing process that cannot

be predicted in advance (Babbie, 1995: 280). The various roles of the researcher include direct
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observation, participant observation, and complete participant. The various roles definethe level
aof interactionon the continuum the researcher chooses when studying a situation. For this particular
study, direct observation and participant observation were particularly useful in noting the extent to
which the City of Georgetown communicatetheir philosophy to staff and citizens.

Direct observation can involve the observation of meetings, work conditions, and staff (Yin,
1994: 87). Participant observation,on the other hand, assumesthe researcher is not merely a passive
observer but participatesin activities (Yin, 1994. 87). Besidesthe obvious benefitsof *hands-on
experience," direct observation and participant observation have a number strengths. For one, the
researcher can obtain a comprehensiveperspectiveof a given situation in its natural habitat (Babbie,
1995: 280-283). Through direct participationin a social phenomenon, the researcher can gain a
deeper understanding of asituation (Babbie, 1995: 280). Attitudesand behaviors may be noted using
direct participation whereas other methods may overlook such nuances. Finaly, participant
observation can take advantage of demonstrations, courtroom proceedings, labor negotiations, public
hearings, trainings, or other events taking place within a limited area and time (Babbie, 1995: 281).

Several weaknessexist when considering direct observation and participant observation as
methods of fied research. First, individuals observed may modify their behavior, resulting in a
Hawthorne effect (Babbie, 1995: 283-284). Fidd research typicdly is qualitative rather than
quantitative, and thus seldomyields precise descriptive statements about alarge population (Babbie,
1995: 300). Conclusionsdrawn from qualitative field research ar e often regarded as suggestive rather
than definitive due to problems surrounding vaidity, reliability, and generalizability (Babbie, 1995:
300-302). Table 5.1 recapitulates the strengths and weaknesses directly associated with field

research.



Page 67

Table5.1
Characteristicsof Fidd Research

(' Useful in studying subtle nuances of attitudes and behaviors
& Greater validity

(J Reatively inexpensive
> Doesnot require large staff or a lot of equipment

& Simpletoengagein

( Flexibility in modifying research design

1 Qualitative versus quantitative research

(A Seldom yields precise descriptive statements about a population

Conclusions may be considered suggestive rather than definitive

© Validity, Reliability, Generalizability

Document Analysis

Document andlysisis an unobtrusive, flexible, and inexpensive approach to direct observation
of social artifacts such as books, manuals, newspapers, speeches, letters, policies, and ordinances
(Babbie, 1995: 307; Yin, 1994: 80-82). According to Earl Babbie (1995: 307), document andyss
is particularly befitting to the study of communi cative issues and to answering the classic question of
communicationsresearch: 'Who sayswhat, to whom, why, how, and with what effect?’ Asamode
of observation, document andys's addresses the why and wirk what effect from a historical context.
R. P. Weber (1985: 9) identifies document anadysis asa''research methodology that utilizes a set of

procedures to make valid referencesfrom text.” Document analysisallows for the evauation of
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subtle nuances of attitudes and behaviors compared to other methods available. Hence, the
formulation of theoretical propositionsand the evaluation of those theories are intertwined (Babbie,
1995: 296).

Aswith any research method, there are a number of strengths and weaknesses associated with
document analysis. Probably the greatest advantage of document analysis, beyond its unobtrusive
nature, isits economy in regard to time and money. Validity and reliability of materials studied,
however, can poseto be either an advantage or disadvantage to the researcher. Table 5.2 identifies

the strengthsand weaknesses associated with document analysis (Babbie, 1995; 320-321; Yin, 1994;
80).

Tableb.2
Characteristicsof Document Analysis

[d Economic in termsof time and money

& Does not require alargeresearch staff
& Specia equipment is not required
3 Unobtrusive

[ Enables historical analysis

[ Safety regarding research repetition

[ Limited to the examination of recorded communications

[ Potential for problems in validity and reliability exist
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Physical Artifacts
A third source of evidence used in this study includes physica artifacts. Physica artifacts
serve as the " products of social beings or their behaviors™ (Babbie, 1995: 89). Physical artifacts
sudied for this Applied Research Project include posters, cups, t-shirts, budget documents, personnel
policy manuas, newdetters, and computer software (Babbie, 1995: 89 and Yin, 1994: 90). Physica
artifacts can provide further insgght into a culture or socia setting (Yin, 1994: 80). Table 5.3

summarizes the strengths and weaknesses associated with physical artifacts.

Table5.3
Characteristicsof Physical Artifacts

J Insightful into cultural features

J Insightful into technical operations

) Selectivity

O Availabitity

Log of Events

Alog of events-- or fidd journal -- is acritical dement in field research for capturing relevant
aspectsof socia processes (Babbie, 1995: 291). A log should contain both empirical observations
and the researcher's interpretationsof the events which took place (Babbie, 1995: 291). While not

every observation is possible to record, Babbie (1995: 291) recommends the most important

chronologica events be noted.
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Operationalization of the Practical |deal M odd

The intent of this case study is to determine the level to which the City of Georgetown's
management system meets and the performance measures implemented by Georgetown's Police
Servicesthe categoriesdevel oped within the practical ideal model. Anaysisof documents providing
evidenceof support for Georgetown's management system took place once the literature review was
complete.

Although the literature suggests developing output, outcome, efficiency, and effectiveness
measures, evaluating the results produced by the measures developed by Georgetown's Police
Sarvicesisbeyond the scopeof ths study.' The criteriarecommended within this study are intended
to provide aguidefor ensuring a holistic management systemisin place. The criteriacomprising the
practical ideal model are operationalized in the ensuing narrative.

Theobjectiveof this research isto guide a public sector organization in the development of a
holistic management system. The weaknessof thislimited study is that it does not assess the data
produced by the performance measures should they meet the criteria set out in the model. Do
performance measures tied to an organization's vision, values, misson statement, and strategic
objectivesactudly leed to a more quality management system? Thisis a question deserving of further

research, but unfortunately is beyond the scope of this study.

‘This researcher fully believes the™ push for focusing on outputs, outcomes, efficiency,
and effectiveness measuresis short-sighted and does not consider the organization's "'big picture.”
Focus on outcomes, efficiency, and effectivenessmeasures without regard to the ultimate goal (or
mission) of the organization can lead to short-sighted objectives, frustrated managers, even
abandonment of performance measures. Thisisespecially notable sinceit is difficult to determine
outcomesfor many government programs which are not profit-oriented.
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Framework for Holistic Management Components

Infirg phaseof study, the City of Georgetown's basic tenets are compared to those comprising
the practical ideal modd. Thisfirst stepisacritical in forming the foundation for assessing the quality
of the performancemeasures. A quality set of measures should make reference to those tenets which
drive organizational success. In this manner, departmental or programmatic outcomes are based on
the ultimate goals of the organization and the citizens served.

Coding for thisanalysisis based on inclusion of the defining components which constitute the
primary elements -- planning, control, and management -- recommended within the practical ideal
modd (see Table 5.4). Well-defined components within one el ement provide the basis for building
quality components for the next higher-level element. The practical ideal model advocates this
incrementa process asameansfor creating superior planning, monitoring, and communication tools.
Coding is based on the amount of support found in each defining component. Determination of the

level of support is based on the judgement of the researcher.

Primary Criteria for Performance Measures Focused on Macro Level Criteria

After studying documents molding the City's basic tenets, the researcher reviewed the
performance measures compiled by Georgetown's Police Services. Each performance measure
developed by Georgetown's Police Servicesis analyzed to determineits primary focus (see Table 5.4
on page 75). The practical ideal model developed for this study serves as a guide for determining
whether a performancemeasurefocuses on customer needs, internal business affairs, innovation and
learning of staff, or financial constraints. A quality set of measures should monitor each area since

these serve as the foundation which drives organizational success both externally and internaly.
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Coding for thisanalysisis based on the judgement of the researcher as to whether a measure
focuses efforts to monitor one of the four categories. A well-rounded performance measurement

system within adivison is one that has a least one measure for each of the four categories.

Primary Criteria for Performance MeasuresFocused on Micro Level Criteria

Thefinal test in the practical ideal modd critiques the performance measures of Georgetown's
Police Servicesagainst five criteria (see Table 5.4 on page 75). Each division's set of measuresare
graded as to the number of criteriamet. Measures which satisfy al five criteria are identified as
model performance measures.

Grading for a divison's performance measuresis dependent on the level of support for the
criteriaset out by the model. Thisassessment is judgement-based. Assessment as to the degree of
support is dependent on referencesto the City's basic tenets. In addition, measures must have a
sngular focus and help a manager in monitoring activities by providing appropriate data on outputs,

outcomes, efficiency, and effectiveness.

Coding Procedure

Two separate coding procedures are provided within thisstudy. To assessthe level of inclusion
of Georgetown's critical management elements (see Table 5.4 on page 75), coding is determined
accordingto thedegree of support. Using this approach, document analysis determineswhether the
City of Georgetown's management practices' strongly support,™ ** support,™ or **weakly support™ the
practica ideal model. Thiscoding procedureisdso used when evaluating the performance measures

developed by Georgetown's Police Services. Each department's performance measures are assessed
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agnst fivebasic criteria and are graded according to the level of support for each criteria. Finally,
the performance measures are categorized as to whether the measure focuses on customer needs,
internal business, innovation and learning, or financial objectives. The objective of thislast exercise
isto determineif the department recognizes the importance of monitoring these critical businessareas
which should directly tie back to the values, mission, and strategic objectives of the City.
Assessment of level of supportis determined based on the researcher's judgement. Judgement
isafundamental conclusion comprising an educational background, reference to scholarly material,
and pragmatic experience. Judgement for this study is based on document analysis, and direct and
participant observation which occurred throughout the entire research process (see Appendix A for
more detail).* Participant observationand achronology of events provided supplemental information
necessary for determining the degree of commitment the City of Georgetown has to communicating

and enhancing its "' va ues-based organization."

Presentation of Results

The findingsof this study are presented in the Results Chapter. The results are presented in
narrative form.  Conclusions are drawn from the researcher's observations made following
comparison of documents available to the practical ideal model (see Appendices A through Q for

documentsanalyzed). Tablesare used to further illustrate points made within the discussion.

“*The researcher began her association with the City of Georgetown when hired as an
internin February 1997. The beginning of the program was spent researching performance
measurements and meansfor implementing a quality program. A training manual was developed
to assist managersin creating outcome, efficiency, and effectiveness measures. Several
conferenceswere then held to givedirectors and selected staff of Development Services and
Police Servicesdirection on creating measuresfor their departments.
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Planning
Element

Values ¥ Personnel Policy
(City) Manua
Document *Budget Document
Analysis ¥*Performance
Evaluation
* Application
Brochure
Direct * Posters
Observation *Georgetown
emblem on
documents
Participant *Picnics
Observation
Vision Document *Draft Vision
(City) Analysis Statement
Direct ¥ Submission of
Observation application in 1999
for Texas Quality
Award
Participant *Mid-year Council
Observation Retreat
Mission Staterment ¥ Policy Manual
(City) Document *Budget Document
Andysis *Internal/External
Surveys
Direct *Employee
Observation Selection Process
*Friendly Service
Recognition
Program
Participant *Memorization
Observation of mission

Statement
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or divison.
Criteria5 - Parformance measures selected
are useful in detecting problems.

Control Goals #Budget Document
Element (City/Department) Document % City Charter
Analysis *Ends and Means
Statements
Direct # Citizen work
Observation groups
Participant #*Mid-year Council
Observation Retreat
#Budget Hearings
Strategic Objectives *Means Statements
(Department) #Personnel Policy
Document Manual
Analysis #rPerformance
Evaluation
¥ Job Descriptions
Participant #Budget Hearings
Observation and Workshops
Management Performance Measures Document #Budget Document
Element (Department) Andysis
Macro L evel Criteria
4 Cugomer 4 Internd 4 Finance
4 Innovation/Learning
Micro Level Criteri . .
SICLeE LIt Direct *List of Performance
Criteria 1 - Performance measures are Observation tl\)Ae;tgl.!r&SAetrjopted
linked to the city's vison, mission, and y Folice services
strategic objectives.
Criteria 2 - Performance measures focus
on asingletopic.
Criteria 3- An appropriatemix of output.
outcome, effici ency, and effectiveness Participant “Performance
messuresexist. Obsarvation M easurement
Criteria 4 - Peformance measures are Training
unique, catering to the needs of a manager Workshops
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Chapter 6

RESULTS

In this chapter, evidenceis presented enabling the assessment of how close the City of
Georgetown's management system and the performance measures implemented by Georgetown's
Police Services resemble the practical ideal model. Evidence is presented in both tabular and
narrative form. Tables6.1 to 6.12 illustrate the findings. Evidence obtained for each descriptive
category is anayzed according to the level of inclusion or exclusion of ingredients recommended by
the practica ideal model. The evidencedepicts how closely the management system utilized by the
City of Georgetown and, more specifically, the performance measures used by Georgetown's Police
Servicesresemblethe prescribed practical ideal model presented earlier in thisstudy.

This chapter isdivided into two primary sections. In the first section, results are presented
for the three primary management elements: planning, control, and management. In this section,
sources of evidence are analyzed to determine the City of Georgetown's overall commitment to
devel oping and maintaining a holistic management system that supports its values, vison, misson
Statement, goals, and strategicobjectives. In the next section, the performance measurement system
designed by Georgetown's Police Services is anadyzed using a two-step processes. First, the
performance measures for each division are rated according to the focus placed on monitoring
customer, interna business, innovation/learning, and financial needs. Finaly, the performance
measurementsfor each division are inspected to determinethe level of support for the fivecriteria

defined by the practical ideal model.
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Assessment of the Levd of Incluson of Georgetown's Critical M anagement Elements

Planning Element: Values

The City of Georgetown promotes itself as a “values-based organization.” Evidence shows
that the City places a strong emphasison promoting this concept using a variety of medium (refer to
Table6.1). Serving asthefoundation for daly operations, providing customer-service, and acquiring
and retaining quality staff is Georgetown's Vaues Statement (for more detail, see Appendix B). The
Vaues Statement -- found hanging in every department city-wide and referenced in a multitude of
city documentsand policies -- stresses the importance of trust, effective communication,teanwork,
professionalism, and quality of life" Commitment to these attributesembraces the basic criteriathat
form an idea value statement: fostering a positive work environment for staff, providing quality
servicesin a cost-effective manner, and ensuring a high level of customer satisfaction.

The City of Georgetown places priority on acquiring and training quality staff. Internal
training is a prerequisite for dl City staff and emphasizesthe City's philosophy of governance.*

Training begins with new employee orientation. In addition, staff at every level are encouraged to

“IIn addition to Appendix B, the following appendices also make reference supporting
Georgetown's "'vaues-based organization™: Appendix C - Values Process (taken from
Georgetown's 1994 CAFR); Appendix E - ""How to Apply with the City of Georgetown'™
Brochure and Listing of Job Opportunities (received 3/5/98); Appendix F - Personnel Policies and
Procedures (1211197); Appendix G - Performance Appraisal Packet; Appendix H - Performance
Pay Plan (taken from the 1997198 Annual Operating Plan); and Appendix | - City of Georgetown
Travel Policy and Travel Expense Report Forms. Furthermore, the researcher observed a number
of other medium promoting Georgetown's values. posters, employee certificates, t-shirts, caps,
pens, cups, and coolies.

*In addition to mandatory training such as New Employee Orientation, Sexual
Harassment/Diversity Training, and Leadership Development for selected employees, the City of
Georgetown also regularly offerstraining on time management, customer service, Effective
Writing, " Six Hats/Lateral Thinking," and safelifting. Refer to Appendix P for a complete list of
training courses offered by the City of Georgetown.
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participatein*' cross-departmental committees” designed to address a variety of issuesas an integral
component to management training.

Thewedl-being of staff is fostered through recognition of accomplishments, promotions, pay
increases, and incentive bonuses. Accommodations have occasionally been made for a number of
staff members handling family issues by utilizing flex time and telecommuting. In addition, picnics
and other socia gatheringsare periodically scheduled for staff and/or family members. Even citizens

serving on the City's Council, Boards, or Commissions receive recognition for their contributions.

Table6.1
Assessment of Planning Element: Values

Document | *Budget Document
Analysis %1994 CAFR Strongly Supports
*Performance Evaluation
* Application Brochure

#Job Posting
*Citizen Newsdl etter
Hunan - embracesbasic needs (security, | Direct # Staff Newdl etter
growth, enrichment) Observation | #Posters Strongly Supports

*Georgetown emblem on
documents, cupsfcoolies,
t-shirts, caps, and pens

*Employee Training

*re-mail

Participant | %Council Newsletter

Observation | *Meetings/Staft Strongly Supports
Committees

*Picnics
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Y Personnel Policy Manual
Document | *Job Descriptions Strongly Supports
Anaysis * Performance Evaluation
*Employee Selection
Process
Produgtion - focus on quality, service, | Direct *Posters
productivity Observation | #Georgetown emblemon | Strongly Supports
documents, cups/coolies,
t-shirts, caps, and pens
*Meetings/Staff
Participant Committees
Observation | ®«Employee Training Strongly Supports
% Picnics
Document | ¥Personnel Policy Manual
Anaysis *Budget Document Strongly Supports
Financial - accountability for using A1994 CAFR
public funds
Direct % Accounting Department | Strongly Supports
Observation Procedures
Participant | ®Council Meetings
Observation | *Mid-year Council Strongly Supports
Retreat
Document | *Internal/External Surveys
Analysis (e.g., 1998 Electric Strongly Supports
Utility Survey)
*Friendly Service
Recognition Program
Customer - placing value in the (customer response
customer; ensuring satisfaction Direct cards)
Observation | *Employee Recognition | Strongly Supports
¥ Performance Pay
#Citizen Newsletter
¥ Staff Newd etter
Participant | ®Council Newsletter
Observation | #re-mail Strongly Supports
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Planning Element: Vision

Anorganization's visonisalofty statement of what the organization wants to becomein the
future,” The vison Statement sets the pace for strategic planning. A formal vision statement for the
City of Georgetown is presently under consideration among Council and staff (refer to Appendix D).
The drafted version states:

We, the citizens of Georgetown:
nurture, enjoy, and encourageour familiesand one another;
we value our community's diversity, security, and beauty;
we value and preserve the history and traditionsof previous generations;
and we optimigtically embrace the challengesof thefuture in order to further our quality of life --
Georgetown syle.""

As indicated in Table 6.2, a number of other documents and events demonstrate that
considerable thought put into shaping Georgetown's future while preserving the City's historic
congtitution. Similarly, the promotion of Georgetown's valuesare highlighted in the vison statement.
And to ensure a hedlthy, growing community, emphasisis placed on the safety and well-being of the
community and its citizens. The 1997198 Budget Document highlights this vision through both the
mission and the City's "Ends”" statements.” Furthermore, the City plans to submit an applicationin
1999for the Texas Quality Award.

One of the key componentsin the 1997 Texas Quality Award processis an organization's

strategic planning processes. Georgetown's 1998199 Annua Operating Plan Preparation Schedule

#Refer to the discussion in Chapter 3 on Vision Statementsfor more detail.

A shortened spin on this Vision statement, made by on February 10, 1998, by Council
Member Charlie Barton, reads: "We nurture, enjoy, and encourage the preservation of the
traditionsof Georgetown and embrace the challengesof the future.™

“Refer to the discussion in Chapter 4 on ends statementsfor more detail.
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(seeAppendix N) providesevidencethat staff will focus efforts on the strategic planning process this

fiscal year. The development of aformal vision statement will be critical at this point.*

Table6.2
Assessment of Planning Element: Vision

*Budget Document
%1998 Electric Utility

Survey
Three to 15 year projection. Document | %1998/99 Annua Supports
Anaysis Operating Plan
Preparation Schedule

* Draft Vision Statement

*Mid-year Council
Embraces the city's key values; focuses | Participant Retreat

on needsof customer. Observation | *Submission of applica- Supports
tion in 1999 for
Texas Quality Award

Simplistic language used. Document | #Draft Vision Statement Strongly Supports
Anaysis

Tnspires performance through lofty, | Documcnt | *Draft Vision Statement Strongly Supports
imaginative,and engaging language. Analysis

Planning Element: Mission Statement

An organization'svison setsthe standard for how the organization views itsdlf in the future,
whereas the misson statement servesas an organization's operational mantra. Results demonstrate
that the City placesa strong emphasis on its mission statement (see Table 6.3). Revised thisfiscal

year, the misson statement meets al criteria recommended by the practical ideal moddl. The

See Appendix N, Georgetown's Operating Plan Preparation Schedule for 1998199. Also
refer to Appendix Q, 1997 Texas Quality Award Application Guidelinesfor more detail on award
specifications.



Page 82

shortened version clearly conveys Georgetown's intentions. This powerful communication tool
drivesactions & every level from Council down to staff. Georgetown's mission statement declares:
To preserve and enhance the quality of life and unique character of Georgetown by:
O Preserving the rich heritage and natural resources,

O Promoting well-planned development, cost effective professional
management and competent, friendly services; and

O Protecting itscitizens, the environment and all other assets.

Table6.3
Assessment of Planning Element: Mission Statement

#*Policy Manual
Document ] #*Budget Document
Analysis #FEnds and Means Strongly Supports
Statements
Drives theentirecity from top to bottom.
*Directors and staff

Participant memorized mission
Observation | satement to reciteduring Strongly Supports
Budget Hearingsand

Workshops
*Policy Manual
Doecument | *Budget Document
Analysis #*Ends and Mcans Strongly Supports
Statements

rInternal/External Surveys

Addresses  Human,  Production, *Employee Selection
Financial, and Customer needs. Process .
*Employee Training
#TFricndly Service

Direct Recognition Program
Observation (customer response Strongly Supports
cards)
#Citizen work groups

*Citizen Newsletter
*Staff Newsletter




Table 6.3, cont.
Assessment of Planning Element: Mission Statement

PLANNING ELEMENT
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(Statement continued from last page) [ Participant | *Picnics
Addresses Human, Production, | Observation | ¥e-mail Strongly Supports
Financial, and Customer needs. # Council Newsletter
Document | #Budget Document
Analysis *Ends Statements Strongly Supports
Dictates the city's expectations (the
desired " end result) *Employee Selection
Participant Process
Observation | ¥Personnel Policy Manual | Strongly Supports
* Performance Evaluation
¥*Directors and staff
Meets the “elevator speech™ requirement | Direct memorized mission
(one sentence) Observation | statement to recite during | Strongly Supports
Budget Hearings and
Workshops

Control Element: Goals

Goal setting may be considered the foremost stage for strategic development. Goals should

be policy oriented, focusing on human, production, financial, and customer-related issues.*’” Both

long-rangeand short-rangetargetsshould be set. And while goals should " stretch™ the organization

and itsstaff, goals mugt beredigtic and achievablewithin the parametersof time, cost, and personnel

resources available.

Unlike most organizations, evidence shows that the City of Georgetown takes a unique

approach to goal setting. Georgetown's City Charter providesthat Council shall

establish comprehensiveplanning as a continuous and ongoing governmental function

“"Refer to the discussionin Chapter 3 on goalsfor more detail.
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in order to promote and strengthen the existing role, processes and powers of the City

of Georgetown. . .*

As aresult of this mandate for strategic planning, the City has devised what is known as the " Century
Plan.”* The Century Plan serves as "a primary and integral tool in preparing a three part Annual
Budget for the city with five-, two-, and one-year time horizons” (see Appendix J).

Under the Century Plan, a set of ends statements define fourteen policy areas the City will
strive to enhance its quality of life.*® These policy ends statements represent a combination of the
City'svigon, mission statement, and desired targets. Specific direction based on Council and citizen
input isthen determined for each policy ends. These specifics, known as focus ends, broadly define
the staff efforts necessary to accomplish the policy ends.”! Georgetown's Century Plan is further
defined through periodic updatesand through the development of functional plans. Functional plans,
whichinvolvecitizen work groups, are designed to provide detailed direction for accomplishing the

goals set by the ends statements within a one- to two-year time period (see Appendix L).

“Quote taken from Appendix J, Georgetown's Charter Requirement for Compliance of
Budget with the " Century Plan™ (1997/98 Annua Operating Plan).

“Refer to Appendix L for a detailed discussionon Georgetown's long-term planning
process which includes a commentary on ends and means.

**The fourteen focus areas, revised during fiscal year 1996, include: Economic
Development, Education, Environmental and Resource Conservation, Facilitiesand Services,
Finance, Governmental Affairs, Growth and Physica Development, Health and Human Services,
Historic Preservation, Housing, Recreation and Cultural Affairs, Transportation, Urban Design,
and Utilitiesand Energy. During the Annual Retreat, Council reviewed each policy area and
ranked prioritiesaccording to importance for fisca year 1997198. A summary of the policy ends
and means ranked according to importance may be found in Appendix K, 1997198 Annual
Operating Plan, City Manager's Letter to Council.

'In many ways focus ends serve as strategic objectives which is discussed in the next
section.
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Making this system unique from others is the fact that although policy and focus ends are
dividedinto distinct categoriese.g., Facilitiesand Services), evidenceindicates that it is not unusual
for several departmentsto focus staff efforts -- en masse or independently -- on achieving the desired
ends. For example, under Facilities and Services the policy ends states:

The City provides for the safety of its citizensand supports the responsive delivery

of coordinated services by the City and other public agencies.*

Departments focusing efforts to achieve this end during fiscal year 1998 include: Police and Fire
Services, Community Owned Utilities, Community Services,” Development Services,> Finance and
Administration,” Information Resources, Management Services, and Parks, Education and
Recreation. This policy end isthen further defined into thirteen Focus Ends, some which will pertain
specifically to certain actions to be initiated only by certain departments. For example, under the
above stated policy ends, six focus ends serve as specific targetsfor the Police Services. These focus
ends include:

1) The City hasa high level of employee satisfaction and retention.

2) The City provides appropriate, well managed information technology and

*Taken from Appendix L, ends and means statements (1997198 Annual Operating Plan),
16.

**Community Servicesincludes the following: Airport, Animal Services, Convention and
Visitors Bureau, Collection Station, and Sanitation Contracts (solid waste services, recycling,
bulky waste pick-up).

** Devel opment Services includes Planning, Devel opment Processes, and Inspection
Services.

**Finance and Administrationincudes the following departments. Accounting, Municipal
Court, Purchasing and Properties, Facilities Maintenance, Fleet Management, and the Utility
Office.
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servicesthat support city operations and citizen access to information.

3) Thereis trust and harmony between the public safety providers and all segments
of the community.

4) Georgetown is effectiveat resolving issuesrelated to crime, disorder and fear
of crime.

5) Georgetown is prepared to respond to large scale natural and technological
emergencies.

6) Public safety serviceshave a high level of citizenand volunteer involvement.*®

Review of Georgetown's ends statementsshow thereis a strong level of evidence supporting
the area of goal setting (refer to Table 6.4). 1n addition, ends statements compliment Georgetown's
vaues and misson statement. Another plusis the fact that ends statements are not departmentalized
but rather servea cross functional role, which may at timesinclude interlocal governmental, private

sector, and citizen participation.

Control Element: Strategic Objectives

Strategic objectivesdiffer from goalsin that they present the" details* of accomplishing the
short- and long-range goals. It isat this point that an organization determines precisely what will be
accomplished and how it will be accomplished within a specified time frame. Specificsfor the action
plan are detailed, highlighting Staff requirements, financial parameters, and timelines for completion
of each task. It is safeto state that buy-in must be achieved a every level in order for the plan to

materialize and success be realized.

*6Taken from Appendix M, 1997/98 Annual Operating Plan, Police Services (220-222).
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*Budget Document
Document | #*City Charter
Anaysis #*Ends and Means Strongly Supports
Statements
Long range change target guiding how
the " means" will accomplish the ends. Direct #Citizen work groups Strongly Supports
Observation
%M id-year Council
Participant Retreat Strongly Supports
Observation | #*Budget Hearings and
Workshops
Broad statement of leadership, | Documeni | #*Budget Document
organization, and resource allocation. Analysis *Ends and Means Strongly Supports
Statements
Document #Ends and Means Strongly Supports
Anaysis Statements
A mix of short-term and long-term
targets exist. *Mid—year Council
Participant Retreat
Observation | *Budget Hearings and Strongly Supports
Workshops
%Budget Document
Document | #City Charter
Anaysis *Ends and Means Strongly Supports
Stalements
Policy oriented; set by council or top
administrators. Direct #*Formal Adoptionof the [ Strongly Supports
Observation Budget
%M id-year Council
Participant Retreat Strongly Supports
Observation | #*Budget Hearingsand
Workshops

As mentioned in the preceding section, the City of Georgetown adopted a strategic planning

processduring the late 1980s to document and formaize the goal's and processes by which the City
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strives to enhance quality of life (refer to Appendix L). The " Century Plan™ is comprised of three

processes. 1) ends statementswhich define ultimatetargets; 2) functional plans which provide more
detailed direction for accomplishing the ends; and 3) means statements. Means statements define the
City Manager's and staff's strategic objectives for accomplishing the ends. Continuing with the
example given in the previous section, therefore, each of the policy and focus ends listed under
Facilitiesand Services would list the specific means that Police Services would use to meet those
objectives. For thefocusend, " Georgetown is effective at resolving issues related to crime, disorder
and fear of crime”. several of the meansarelisted as follows:

1) Implement service ddivery strategiesto address areas of substance abuse, traffic
flow, accidents, truancy, domestic violence, property crimes, and assaults.

2) Provide businesses and community groups with accurate information on crime,

the community and police matters.”"

In addition to the objective detailed in a means statement, the timeframe for completion as and
the divisonsresponsiblefor achieving success of the meansare listed. While this serves as afairly
comprehensive system for the City, there are severa shortcomings noted by the researcher. First,
evidence shows that the timeframes for means statements tend to fall into the category of either one-
year or long-range; there are no intermediate objectives. Second, evidence indicates that means
statements do not communicate to management and staff the specifics of how these strategies will
be accomplished; means are not broken down into meaningful and measurable tasks. Findly, no
evidence could be found indicating that the City, & present, has formal system for documenting or

tracking progressas divisionswork toward the goal. Table 6.5 summarizesthe evidence discussed.

'Taken from Appendix M, 1997/98 Annual Operating Plan, Police Services (220-222).
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Asssment of Control Element: Strategic Objectives

ONTROL K
Method | Sourcesof Evidence | Evidencel evel:
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Document | *Budget Document
Anaysis *City Charter Supports
*Means Statements
Indicateswhat will be accomplishedand ~ Direct *Formal Adoptionof the Supports
how within a specified time frame Observation ~ Budget
(followsthe verb-noun structure) an: ,
Mid-year Council
Participant Retreat
Observation | *Budget Hearings and supports
Workshops
#*Means Statements
Document | *Personnd Policy Manual
Andysis *Performance Evaluation | Strongly Supports
*Job Descriptions
Assigns staff responsibilities.
Direct ¥ Formal Adoption of the Strongly Supports
| Observation Budget
Participant | #Budgct Hearings and Strongly Supports
] Observetion & Workshops
Specific, measurable, action-oriented, Document | *Means Statements Weakly Supports
realistic, and timely. . Analysis
Provides aframework based on Human, Document | *Means Statements
Production, Financial, and Customer Analysis Strongly Supports
needs |

Management Element: Performance Measures

"If you don't measure results, you can't tell success from failure™ (Osborne and Gaebler:

1993, 147). Measuring performance serves as the means for management to monitor progress.

Performance measures provide the manager with the information to gauge efficient and effective use

of resources as an organization works toward achieving agoa. Measuring performanceisacritical
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eement for decison makers, managers, and staff. And in the public sector, it is equally important as
acommunicationdevice for citizens.

Evidence indicates a deficiency in the City of Georgetown's use of performance
measurements. The City is cognizant that a gap exists between goal setting and the monitoring of
activitiesin place. Realizing the difficulty in "'keeping a handle” on the rapid growth Georgetown is
experiencing, staff has made strides to monitor performance as aform of accountability in terms of
theendsand means. |n order to ensure buy-in and that measurementswould be useful to managers,
performance measurementswill be phased into departments over the next few years. During the
interim, however, dl other departments are required to, at a minimum, to submit performance
indicatorsfor the budget document.

Police Services and Development Services were selected during fiscal year 1997 asthefirst
departments to receive training on implementation, development, and monitoring of performance
measurements. Following extensive training last summer, Police Services emerged with a number
of "critical™ measures to monitor performance within each area of service (these measures are referred
to and critiqued in Table 6.6). Selected measures were included in the budget document and the
department will begin monitoring activitieson a quarterly basis. The next section of this chapter

assesses the performance measures created and used by Police Services.
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Table 6.6
Assessment of Management Element: PerformanceM easur es

Method | Seurces of Evidence | EvidenceLevel |
| I
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ey 2 RS e

Document *Budget Document Weakly Supports
Analysis
Monitors Human, Production, Financial, | Direct %List of Performance
and Customer aspects for a [ Observation Measures Adopted by Strongly Supports
comprehensive view. Police Services
Participant | #Performance
Observation Measurement Training Strongly Supports
Workshops
Document | *Budget Document Weakly Supports
Tied to each criteria noted in the Control | Analysis
and Planning Elements.
Direct *List of Performance
Observation Measures Adopted by Strongly Supports
Police Services
Docurncnt | *Budget Document Weakly Supports
Anaysis
A combination of output, outcome, | Direct *List of Performance
efficiency, and effectiveness measures Observation Measures Adopted by Strongly Supports
exist. Police Services
Participant | &Performance
Observation Measurement Training Strongly Supports
Workshops
Document | *Budget Document Weakly Supporls
Analysis
Employed at al levels, linked to .
incentivesand compensation. Direct #List of Performance
Observation Measures Adopted by Strongly Supports
Police Services
Document | *Budget Document Weakly Supports
Analysis
Uses key measures most meaningful to | Direct *List of Performance
specific management levels. Observation Measures Adopted by Strongly Supports
Police Services
Participant | %Performance
Observation Measurement Training Strongly Supports
Workshops




Page 92

As=ssment of Performance M easur es Developed by Geor getown's Police Services

Inclusion of Customer, Internal Business, Innovation/Learning, and Finance Criteria

In the first half of this section, the performance measures created by Georgetown's Police
Services are compared with the practical ideal model. By comparing measures used to the model,
the researcher was able to determineif consideration was made for monitoring four critical areas of
concern for an organization: customer needs and satisfaction, internal operations, employee growth
and motivation, and financial constraints.

A look at the performance measuresfor Police Services asa whole show that the measures
cover each of the four areas (refer to Table 6.7). Strongest support exists for monitoring internal
businessaffairs and customer satisfaction. Each division comprising Police Services has an objective
to measure internal business and each division except Professional Standards has a measure which
directly monitors customer satisfaction. Little emphasis, however, has been placed on
innovation/learning or finance. A number of explanations may exist for the deficienciesin these two
areas. Beyond mandatory training required for police officers, internal training may be tracked by the
Human Resources Department. The same may be true for costs monitored by the Finance and
Accounting Department. If Police Servicesreceives periodic reports from these department tracking

activities, it may be unnecessary for effortsto be duplicated.
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Assessment of Performance M easurementsfor Geor getown's Police Services

Adminisirut

Performance M easures
per Divison (Department)

on rp O

95% of all citizenssurveyed perceived Police
Services positively.

Customer

Internal
Business

I nnovation
/Learning

Finance

Sustainedexterna citizen complaints are less
than .5% of police callsfor service.

Cost of policeservicesisless than $150 per
capita.

N

Overtime expenditures are less than 5% of
total salaries.

95% of al Internal Affairsinvestigationsare
completed and successfully reviewed with a
final disposition within 40 days.

[ <

100% of state mandated training will be
completed in every two year cycle.

95% of dl Internal Affairsinvestigationsare
deemed fair and equitable.

Theturn over rateisless than 10% annually.

The recidivism rate for runaway juvenilesis
lessthan 10%.

LGN (Y

80% of illegal drug and alcohol problems
identified to the Police Services Division are
verifiedand successfully resolved.

The overal index crime rateis less than 37
per 1,000.

98% o al arrests pass thefirst legal review.

N

NS '\\|§
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Table6.7, cont.
Assessment of Performance M easurementsfor Geor getown's Police Services

PerfqrmanceMeawres Internal | Innovation
pe Divison (Department) Customer | Business | /Learning | Finance

AYFO] DEIVICES a1

90% of al life-threatening (Priority 1) calls
for serviceare responded to within 3 minutes.

N
N

90% of al emergency (Priority 2) cals for
service are responded to within 5 minutes.

40% of thereporting areas (grids) are absent
of crime and disorder.

Theoverall property index crimerate is less
than 35 per 1,000.

NSNS
NSNS

95% of all cases forwarded to other agencies
or departments do not require follow-up J
requests.

95% of police officers and fire fighters
surveyed are satisfied with communication /
operations.

100% of al police and firé emergeney /
(Priority 1) calls are dispatched within 40 v/

seconds.

90% of al police and fire non-emergency
(Priority 2) calls are dispatched within 2 t/ /
minutes.

Assessment of Georgetown's Police Services Performance Measuresto Model Criterion
In this final section, the performance measures created by Georgetown's Police Services are
critiqued accordingto their level of addressing each of the five essential criterion. Thefive criterion
provide a “checklist” for ensuring measures chosen are focused, essential, and appropriate. The

modd advocates measuring the desired outcome, tied to the organization's values and mission, rather
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than simply focusing on short-term objectives. Figure 6.1 provides an explanation of the criteria

forming the practical ideal model used in this assessment.

Figure6.1
Explanationof Criteria

Criterial - Performance measures are linked to thecity's vision, mission, and strategic objectives.
Criteria2 - Performance measuresfocus on a single topic.

Criteria 3 - Anappropriate mix of output, outcome, efficiency, and effectiveness measures exist.
Criteria4 - Performance measures are unique, catering to the needs of a manager or division.
Criteria s - Performance measures selected are useful in detecting problems.

Inclusion of Criteria: Administration and Organization

The performancemeasures selected by Administration and Organization clearly meet the five
criteriarecommended by the practical ideal model (refer to Table 6.8). Each measure focuseson a
gngletopic. The performance measureschosen are appropriate for aiding the Police Chief in making
management decisionson efficient and effective use of officers while ensuring citizen satisfaction is
maintained. These measures are closely tied to the City's mission, ends and means statements, and

will enable the Police Chief to provide evidence to further support his department's initiatives.
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Assessment of Performance M easurementsto Modd: Administration

Performance Measures
per Division (Department)

Table6.8
Criteria | Criteria
1

2

Criteria | Criteria

Criteria
5

95% of all citizens surveyed perceived | Strongly Strongly Strongly Strongly Strongly
Police Services positively. Supports Supports Supports Supports Supports
Sustained external citizen complaints arc | Strongly Strongly Strongly Strongly Strongly
less than .5% of police calls for service. | Supports Supports Supports Supports Supports
Cost of policeservicesislessthan $150 | Strongly Strongly Strongly Strongly Strongly
per capita. Supports | Supports | Supports | Supports | Supports
Overtime expendituresare lessthan5% | Strongly Strongly Strongly Strongly Strongly
of total salaries. Supports | Supports | Supports | Supports | Supports

Explanation of Criteria:

Criterial - Performance measuresare linked to the city's vision, mission, and strategic objectives.
Criteria2 - Performance measuresfocuson a single topic.
Criteria3 - An appropriate mix of output, outcome, efficicncy, and effectiveness measures exist.
Criteria4 - Performance measuresare unique, catering to the needs of a manager or division.

Criteria5 - Performance measures sclccted are useful in detecting problems.

Inclusion of Criteria: Professional Standards

Table 6.9 shows that the performance measures selected by Professional Standards strongly

support four of the five criteria recommended by the practical ideal model. A few of the measures

werefound to not clearly focus on one specific topic (e.g., 95% of al Internal Affairsinvestigations

are completed and successfully reviewed with afina disposition within 40 days). For those measures,

it may be necessary to further simplify or measure several items separately to clearly monitor activity

in those areas.
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Assessment of PerformanceM easurementsto Modd: Professonal Standards
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Performance M easures

Criteria | Criteria

Criteria | Criteria

Criteria

Explanation of Criteria:

pe Divison (Department) 1 5
onal Standards

95% of dl Internal Affairs investigations

arecompleted and successfully reviewed | Strongly | Supports | Strongly Strongly Strongly
withafinal dispositionwithin40 days. | Supports Supports | Supports | Supports
100%0f state mandated training will be  Strongly Strongly strongly Strongly Strongly
completed in every two year cycle. Supports Supports Supporls Supports Supports
95% ofall Internal Affairs Investigations | Strongly Strongly Strongly Strongly
aredeemedfair and equitable. Supports Supports | Supports | Supports | Supports
The turn over rate is less than 10% | Strongly Strongly Strongly Strongly Strongly
annudly. Supports | Supports | Supports | Supports | Supports

Criterial -Performance measuresarelinked to thecity's vision, mission, and strategic objectives.
Criteria 2 - Performance measuresfocus on a single topic.
Criteria 3 - An appropriate mix of output, outcome, efficiency, and effectivenessmeasures exist.
Criteria4 - Pecformance measures are unique, catering to the needs of a manager or division.

Criteria5 - Performance measures selected are useful in detecting problems.

Inclusion of Criteria: Special Operations

Table 6.10 shows that the performance measures selected by Special Operations strongly

support four of the five criterion recommended by the practical ideal model. Again, as with

Professional Standards, afew measuresfail to focus on asingle topic which could pose difficulties

when attempting to determinetheorigin of problems. For instance, the measure "80%of illegal drug

and alcohol problemsidentified to the Police ServicesDivision are verified and successfully resolved

may better serve administratorsby monitoringdrug problems verified and successfully resolved versus

alcohol problems verified and successfully resolved separately. Measures chosen for Special
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Operationsclearly focus on outcomes and the effectivenessof services provided and represent the

mission statement's ideal of providing a safe community for citizens.

Table6.10
Assessment of Performance M easurementsto Modd: Special Oper ations

PerformanceM easures Criteria | Criteria | Criteria | Criteria | Criteria
per Divison 1 2 3 4 5
M Ope‘ aII onSJM; S e LR
4_
The recidivism rate for runaway | Strongly Strongly Strongly Strongly Strongly
juvenilesis lessthan 10%. Supports Supports Supports Supports Supports

80% of illegal drug and alcohol
problems identified to the Police | Strongly Strongly Strongly Strongly
Services Divison are verified and | Supports | Supports | Supports | Supports | Supports
successfully resolved.

Theoverall index crimerateislessthan | Strongly Strongly Strongly Strongly Strongly
37 per 1,000. Supports | Supports | Supports | Supports | Supports

98% of al arrests pass the first legal | Strongly Strongly Strongly Strongly Strongly
review. Supports | Supports Supports Supports | Supports

IExplanation of Criteria:
Criterial - Performance measuresare linked to the city's vision, mission, and strategic objectives.
Criteria2 - Performance measuresfocuson a single topic.
Criteria3 - An appropriate mix of output, outcome, fficiency,and effectivenessmeasures exist.
Criteria4 - Performance measures are unique, catering to the needs of a manager or division.
Criteria$ - Performance measures sel ected are useful in detecting problems.

Inclusion of Criteria: Patrol Services

Table 6.11 shows that all of the performance measures selected by Patrol Services clearly
meet the five criteria recommended by the practical ideal model. Each measure focuses on asingle
topic. The performance measures developed are appropriate for aiding supervisors in managing the

efficient and effective use of officers when responding to citizen calls in addition to other job
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respong bilitieswhich addresscrime. These measures are closely tied to the mission, ends and means

statements, and enable close monitoring of daily operations.

Table6.11
Assessment of Performance M easurementsto M ode: Patrol
Performance Measures Criteria | Criteria | Criteria | Criteria | Criteria

per Division (Department) 1 2 3 4 5

2y

90% of all life-threatening (Priority 1) | Strongly Strongly Strongly Strongly Strongly
calis for service are responded to within | Supports Supports Supports Supports Supports
3 minutes.

90% of all emergency (Priority 2) calls | Strongly Strongly Strongly Strongly Strongly
for service are responded to within 5 | Supports Supports Supports Supports Supports
minutes.

40% of the reporting areas (grids) are | Strongly Strongly Strongly Strongly Strongly
absent of crime and disorder. Supports | Supports | Supports Supports | Supports

The overall property index crime rate is | Strongly Strongly Strongly Strongly Strongly
less than 35 per 1,000. Supports | Supports | Supports | Supports | Supports
— — ———
Explanation of Criteria:
Criteria | - Performance measuresare linked to the city’s vision, mission, and strategic objectives.
Criteria 2 - Performance measuresfocus on asingle topic.
Criteria3 - Anappropriate mix of output, outcome, efficiency,and effectivenessmeasures exist.
Criteria4 - Performance measures are unique, catering to the needs of a manager or division.

Criteria 5 - Performance measures selected are useful in detecting problems.

Inclusion of Criteria: Information Management

The final table in thischapter (Table 6.12) shows that the performance measures selected by
Information Management clearly meet the five criteria recommended by the practical ideal model.
Each measure chosen for Information Management successfully focuses on a single topic. The

performance measures selected are appropriate for monitoring the efficient and effective dispatching
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of citizen cdlsfor service. These measuresare closely tied to the City's ends and means statements,
focus oninternal operations, and enable staff to monitor daily operations. The only recommendation
to be made concerns the performancemeasure, '95% of police officersand fire fighterssurveyed are
satisfied with communications operations.” This statement, at present, is quite broad. Aswritten,
asurvey covering this question may lead respondentsto critique communications operators according
to personality and/or a number of other job duties unrelated to those specifically affecting the quality
of completing their assigned tasks. The measure should be rewritten to only include those

communications operations directly affecting the job duties of police officers and fire fighters.

Explanation of Criteria:

Criteria 1 - Performance measures arelinked to thecity's vision, mission, and strategic objectives.

Criteria 2 - Performance measuresfocus on asingle topic.

Criteria 3 - An appropriate mix of output, outcome, efficiency, and effectiveness measures exist.

Criteria4 - Performance measures are unique, catering to the needs of a manager or division.
Criteria 5 - Performance measures selected are useful in detecting problems.

Table6.12
Assessment of PerformanceM easurementsto Model: | nfor mation M anagement
PerformanceM easur es Criteria | Criteria | Criteria | Criteria | Criteria
per Divison 1 2 3 4 5
95% of al cases forwarded to other | Strongly Strongly Strongly Strongly Sirongly
agencies or departments do not require | Supports Supports Supports Supports Supports
follow-up requests.
95% of police officers and fire fighters | Strongly Strongly Strongly Strongly
surveyed are satisfied with | Supports Supports Supports Supports Supports
communication operations.
100% of dl police and fire emergency | Strongly Strongly Strongly Strongly Strongly
(Priority 1) calls are dispatched within | Supports Supports Supports Supports Supports
40 seconds.
90% of dl police and fire non- | Strongly Strongly Strongly Strongly Strongly
emergency (Priority 2) calls are | Supports Supports Supports Supports Supports
dispatched within 2 minutes.
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Overall Conclusons

The documents analyzed in this study reveal that the City of Georgetown and specifically
Georgetown's Police Services have put into place a system which closely resembles the holistic
management model recommended herein. For those areas where the City islagging (e.g., strategic
planning objectives and performance measures), plans are in place this fiscal year to implement
procedures which will further enhance the overall management system. Georgetown's Police
Services hasimplemented quality measures to monitor services provided and over time will continue
to refine those measures to best serve the needs of each management level. Management should be
cognizant that situations may arise necessitating the need to create more or less measures in certain
areasor for certain programs. While measuring performance can be time-consuming, it may not be
judiciousin someinstancesto dictateeach division develop only four measures to monitor activities.

It isalso important to note the amount of citizen input which goes into the planning process.
As mentionedearlier in thischapter, Georgetown usesa number of citizen work groups to help define
goals. To further compliment the strategic planning process, a number of citizen focus groups are
planned this fiscal year. In addition, the City obtains citizen input from periodic surveys.”® Police
Services, too, has planned to survey its customers (internal -- other City departments, external --
Georgetown citizens, and interlocal entities such as Williamson County).

The final chapter in this Applied Research Project presents conclusions to this study. In

addition, the researcher makes recommendations on possiblefuture topics for research.

"' Refer to Appendix O for adraft of the Electric Utility Survey to be conducted later this
spring.
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Chapter 7

CONCLUSION

Research Summary

The purpose of this chapter is to present the overall results and identify whether the
management system set forth by the City of Georgetown and the performance measures implemented
by Georgetown's Police Services meets the practica idea model developed in this study.
Recommendationsare madefor improving the current performance measures used by Georgetown's
Police Services with the intent of creating a more effective and holistic management system which
will benefit dl levelsof the City. On amacro leve, it is anticipated that the recommendations herein
will ultimately also benefit other municipal organizations desiring to implement a performance
measurement system.

This Applied Research Project presented an practical ideal model of a performance
measurement system for public sector organizations. The model departs from the " cookie cutter
approach championed by the literature and many consultants. Instead, this model advocates that
measures should reflect the goalsof a particular program or organization and take into consideration
the needs of each level of management, dl with respect to the parameters set forth by the
organization's overall, vison, misson, and strategic objectives. For this reason, the study commences
with an examination of the macro level management systems in place throughout the entire City of
Georgetown. After determining the degree to which Georgetown's management system parallelsthe
practical ideal model, the researcher then investigated the performance measures developed by

Georgetown's Police Services at a micro level compared to the practical ideal model. Thistheory
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is particularly important to public sector organizations that are not driven by bottom-line profit like
their private sector counterparts, but rather customer satisfaction. With this considered, weaknesses

of thisresearch are presented in the final section of this chapter.

Resear ch Weaknesses

Only one department within the City of Georgetown was used in this study -- Police Services.
Preferably, the study would have analyzed the success of performance measures among al City of
Georgetown departments to determine weakness and strengthsin relation to the model. However,
development and use of a performance measurement system at the City of Georgetown was
recommended only this past fiscal year. And to ensure proper buy-in and support for the use of
performance measures among al departments, administrators determined that departments would be
phased in over atwo to threeyear period with the Development ServicesDivision and Police Services
launching the programduring fisca year 1997. Unfortunately, Development Services was unableto
complete their performance measures in time to be analyzed for this study.

Another shortcoming of this study is that the performance measures developed by
Georgetown's Police Department were evaluated prematurely -- during the implementation phase.
As previoudy mentioned, performancemeasures were developed during the last quarter of fiscal year
1997. Idedly, any evaluation of the systemshould be conducted after dI management levels have had
adequatetimeto use and refine the measures; evaluation after one full year of use may have revealed

conflicting information to this study or even identified merits or obstacles not evident at this stage.*

¥ Andysisof a performance measurement system utilized by a municipality such as
Sunnyvale, California, Charlotte, North Carolina, or Gresham, Oregon would be ideal in testing
the practical ideal model proposed here. For example, the City of Sunnyvale has used and refined
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Resear ch Strengths

The push to "reinvent government'™ has led many experts to search for solutions which will
help in managing public sector programs and organizations more efficiently and effectively. The use
of performance measurements, particularly among public sector organizations, continues to spark
interest for obvious reasons. The fdlacy found in mogt literature and research on performance
measurement systems is the inability to move beyond the assessment of inputs, outputs, outcomes,
efficiency, and effectivenessin relation to the financial objectivesof a program or organization. In
essence, performance measurement systemsfor many public sector organizations tend to fail because
they are driven primarily by nebulousoutcomes and financia objectives-- a contradiction of public
sector economics -- rather than serving to link daily operations to an organizations values, mission,
goals, and strategic objectives.

The strength of a holistic management systemisthat it helps to ensure performance measures
are developed for all levelsof management, not just department directors. A holistic management
systemalso providesatool for focusing attention to measuring what citizens/customers perceiveis
important and tying performanceto the ultimate objectivesof the organization. Thisapproach helps
ensure that performance measurementsare designed to meet the specific needs of various levels rather
than merely invoking a " cookie cutter" approach.

Anadyss demonstrates that the City of Georgetown has a solid program in place for

supporting the values and mission of the organization. All goals and objectives (termed Ends and

its performance measurement system over the past 25 years. Through the evolution of the
processof "learning from one's mistakes,” the City of Sunnyvale has a management system
representativeof the holistic model advocated herein. See Chan, April 1994; Chan and Rich,
December 1996; Kaplan and Norton, 1996: 181-185; and Rainey, February 1997. See dso
Fairbanks, January 1996.
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Meanshby the City of Georgetown) are ultimately connected to the City's valuesand mission. This
fisca year, the City will strive to put into place strategic objectiveswhich will further define tactics
for accomplishing the Mean statements. Ultimately, strategic objectives will lead to the
implementation of performance measurementswithin all departments to aid in monitoring progress
as the City strives to achieve the Ends. Findly, this holistic management system will enhance
communication with Georgetown'scitizens, resultingin a proactive approach to coping with the fast

growth the City is faced with.

Possible FutureStudies

As previoudy mentioned, one possible future study could include a re-evaluation of the City
of Georgetown once all departments have implemented performance measures. Another possible
topic would be to assessdl Texascitiesto determine the degree of resemblanceto the practical ideal
modd!.

The conceptua tool presented in this Applied Research Project isa practical ideal model. The
practical ideal model was developed due to a deficiency in the literature to assess performance
measurement systemsin a holistic manner which takes into account the values, mission, goals, and
strategic objectivesof the organization. Furthermore, the pragmatic experience of the researcher
contributed to conceptualization of the practical ideal model. The framework provided for this
researchis not perfect; rather, it is"a work in progress.” In thissense, the model can be adapted to
take into account the specific needs of an organization as opposed to mandating that the management
systems evaluated must parallel the practical ideal model or the management system used by

Georgetown. The framework developed herein, however, does provide a starting point for further
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research and improvement. Additional research, inquiry, and pragmatic input can further refinethis
preliminary tool to aid public sector organizationsin defining a holistic performance management

systemwhich will aid in implementation and buy-inat every level.
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LOG OF EVENTS
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Log of Lkvents

02/04/97 | Susan Morgan, Finance Dir. | Interview for Internship Position

02/16/97 | Susan Morgan, Finance Dir, | Job Offer Made

02/17/97 | Austin Diagnostic Clinic Required Drug Screening for Job

02/18/97 | Susan Morgan, Finance Dir. | Day 1 of Job. Meeting with Susan to go over responsibilities and project
-- research performance measures in other cities and compile training
manual for directors.

02/18/97 | --- Attended weekly Directors Meeting.

02/19/97 | Development Services Orientation of operations and processes for Planning & Zoning, Land Use
Plan, Mapping, and Permitting requirements.

02/20/97 | Susan Morgan, Finance Dir. | Lunch,

0272597 | --- Attended weekly Directors Meeting.

02/25/97 | Community Owned Ultilities | Orientation/Training of operations and processes

02725/97 | --- Council Workshop/Training

02725197 | --- Council Meeting

02/26/97 | Finance and Administration Division Luncheon/Orientation of Parks System

02/26/97 | Susan Morgan, Finance Dir. | Meeting on performance measures

02/26/97 | Employee Services New EmployeeQrientation

03/04/97 | = Attended weekly Directors Meeting.

03/04/97 | Angela Orientation of permitting and inspection processes (Development
Services)

03/04/97 | Susan Morgan, FinanceDir. | Budget Meeting

03/04/97 | Larry Hesser, Police Chief Orientation of operations and processes for al Police Services Divisions.
Review of implementationdf performance measures.

03/06/97 | Susan Morgan, Finance Dir. | Meeting on performance measures

03/07/97 | Li. Robert Hernandez Orientation of Special Operations (Police Services)

03/07/97 | Lt. Kevin Stofle Orientation of Patrol Services (Police Services)

03/07/97 | Lee Sparks Orientation of permitting and variance processes (Development Services)

03/07/98 | Ed Barry, Dir. Orientation of Development Services. Review o implementation of
performancemeasures.




Page 118

03/07/97 | Susan Morgan, Finance Dir. | Meeting on performance measures and planning process for training and
implementation.

03/11/97 | - Attended weekly Directors Meeting.

0371197 | --- Council Workshop/Training

031197 | --- Council Meeting

03/13/97 | Lt. David Morgan Orientation of Professional Standards Division (Police Services)

03/18/97 | --- Attended weekly Directors Meeling.

03/18/97 | Susan Morgan, Finance Dir. | Meeting on performance measures

03/18/97 | --- Attended weekly Directors Meeting.

03/25/97 | Ed Barry, Dir. Meeting on performance measures

03/25/97 | --- Council Workshop/Training

03/25/97 | --- Council Meeting

03/26/98 | Development Services Team | Performance measurement training

03/28/97 | Finance and Administration Division Luncheon

04/01/97 | --- Attended weekly Directors Meeting.

04/01/97 | --- Budget Planning Session w/ Directors and key staff

04/03/97 | Susan Morgan, Finance Dir GFOAT Budget Award Criteria Meeting

04/08/97 | --- Attended weekly Directors Meeting.

04/08/97 | --- Council Workshop/Training

04/08/97 | --- Council Meeting

04/14/97 | Susan Morgan, Finance Dir. | Budget Meeting

04/15/97 | --- Attended weekly Directors Meeting.

0472197 | --- Attended Government Finance Officers Association of Texas Annual
Conference

04/22/97 | --- Attended Government Finance Officers Association of Texas Annual
Conference

04/23/97 | Susan Morgan, Finance Dir. | Lunch.

0472997 | --- Attended weekly Directors Meeting.

05/06/97 | --- Attended weekly Directors Meeting.

05/06/97 | Laura Eix Budget Meeting
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05/06/97 | --- Council Workshop/Training

05/06/97 | --- Council Meeting

05/09/97 | Development Services Team | Performance measurement training

05/13/97 | --- Autended weekly Directors Meeting.

0520197 | --- Attended weekly Directors Meeting.

05/20/97 | Finance and Administration Division Luncheon

05/20/97 | --- Council Workshop/Training

052097 | --- Council Meeting

0512197 | --- Lunch with Bob Hart, CM, and Susan Morgan

05/23/97 | Police Services Performance measurement training

0572797 | --- Attended weekly Directors Meeting.

05/30/97 | --- Annual Budget Retreat

05/30/97 | --- Annual Budget Retreat

06/03/97 | --- Attended weekly Directors Meeting.

06/03/97 | Murray Blackman Meeting

06/03/97 | Bob Hart, City Manager Meeting -- Offer to continue Internship through summer; Move to City
Hall to serve as Management Intern.

06/03/97 | --- Council Workshop/Training

06/03/97 | --- Council Meeting

06/04/97 | Jim Briggs, Dir. Orientation of operations and processes for Community Owned Utilities.

06/04/97 | Molly Alexander, Dir. Meeting on Hometown Award.

06/10/97 | Bob Hart, City Manager Meeting -- Create “top 20" Priority List

06/10/97 | - Attended weekly Directors Meeting.

06/11/97 | Susan Morgan, Finance Dir. | Meeting on performance measures for Development Services.

06/11/97 | Shelley Davis, Council Mem. | Meeting to prepare for Grant presentation for water line.

0611797 | --- Atlended weekly Directors Meeting.

0617197 | --- Council Workshop/Training

06/17/97 | --- Council Meeting

06/18/97 | Shelley Davis, Council Mem. | Meeting to prepare for Grant presentation for water line.
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06/1997 | --- Texas Municipal League Conference
06120197 | --- TCDP Grant presentation on water line.
06/24/97 | --- Attended weekly Directors Meeting.
06/24/97 | Development Services Team | Meeling on performance measures
04/24/97 | Susan Morgan, Finance Dir. | Lunch.

06/24/97 | Susan Morgan, Finance Dir. | Meeting on performance measures
06/25/97 | Fire Services Budget Workshop

06/25/97 | Development Services Budget Workshop

06/26/97 | City Attorney Budget Workshop

06/26/97 | Community Services Budget Workshop

06/27/97 | Information Resources Budget Workshop

06/27/97 | Finance and Administration Budget Workshop

06/27/97 | Police Services Budget Workshop

06/28/97 | Community Owned Utilities | Budget Workshop

06/30/97 | Parks and Recreation Budget Werkshop

06/30/97 | Employee Services Budget Workshop

06/30/97 | Management Services Budget Workshop

07/01/97 | --- Attended weekly Directors Meeting.
07/0197 | --- Council Workshop (Deregulation)
07/01/97 | --- Council Meeting

07/02/97 | Bob Han, City Manager Meeting

07/02/97 | Leon Henderson Energy Services

07/03/97 | Jim Briggs, Dir. Meeting on Right-of-Ways

07/08/97 | --- Attended weekly Directors Meeting.
07/11/97 | Susan Morgan, Finance Dir. Meeting.

071597 | --- Attended weekly Directors Meeting.
071597 | --- Council Workshop

071597 | --- Council Meeting

07/22/97 | --- Attended weekly Directors Meeting.




07/23/97

Lunch.

07/24/97 | --- Council -- Budget Workshop

07/24/97 | Bob Hart, City Manager Telephone Conference
Leon Henderson

07/25/97 | Leon Henderson Meeting on Energy Services

07/25/97 | Bob Hart, City Manager Conduct goa setting/prioritization training session to assist emergency
Murray Blackman management team in Jarrell with clean-up and disbursement of funds

following tornado.

07/28/97 | LeonHenderson Energy Services; Telephone Conference

07/29/97 | - Attended weekly Directors Meeting.

07/29/97 | Jim Briggs. Dir. M eeting on Telecommunications(Right-of-Ways)

07/29/97 | Susan Morgan, FinanceDir. | Lunch

07/29/97 | Larry Hesser, Police Chief Meeting on performance measures

07/29/97 | === Council Workshop

07/29/97 | — Council Meeting

07/29/97 | - Lastday of internship

08/06/97 | Susan Morgan, FinanceDir. | Telephoneconferenceon performance measures (ARP)

12/15/97 | Susan Morgan, FinanceDir. | Received 1997/98 Annua Operating Plan

01/08/97 | Susan Morgan, FinanceDir. | Telephoneconferenceon performance measures (ARP)

02/10/97 | Susan Morgan, FinanceDir. | Telephoneconferenceon performance measures(ARP)

02/24/97 | Susan Morgan, Finance Dir. | Meetingon performance measures (ARP); received personnel policies

03/04/97 | Susan Morgan, Finance Dir. | Called for list of internal trainingsand discuss ARP topic

03/12/97 | Stephanie Krienke Received list of internal trainings

04/16/97 | Susan Morgan, FinanceDir. | Telephoneconference on ARP
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We, the EMPLOYEES of the CITY OF GEORGETOWN,
share a DEDICATION and COMMITMENT to:

A high level of TRUST between our community and each other. By accepting
ACCOUNTABILITY, acting RELIABLY and RESPONSIBLY, and demonstrating
LOYALR, we preserve an environment that supports SINCERIN, HONESTY, and
ETHICAL behavior.

The use of EFFECTIVE COMMUNICATION through LISTENING and

UNDERSTANDING, with CARE and COMPASSION, to the diversity in our community
and our organization. By maintaining and projecting an APPROACHABLE, OPEN-
MINDED attitude and respecting appropriate CONFIDENTIAI-IN, we ensure open,
TWO-WAY communication.

The EFFECTIVENESS of | EAMWORK in achieving our COMMON GOALS. With
FLEXIBILITY, SUPPORT, COMPETENT LEADERSHIP, FAIRNESS, and respect for
cultural and social DIVERSITY, we COOPERATE in an atmosphere of
INTERDEPENDENCE. While always respecting the VALUE OF EACH INDIVIDUAL, we
recognize the importance of the COMMON GOOD of our community and organization
over that of any one of its members.

A HIGH STANDARD of PROFESSIONALISM, which begins with dedication
to FRIENDLY SERVICE through the EMPOWERMENT of COMPETENT, WELL-
TRAINED employees. We encourage INNOVATIVE ideas and solutions, growth of
SELF-ESTEEM, and PRIDE in our work and accomplishments. Our demonstrated

INTEGRITY provides POSITIVE ROLE-MODELS for our community.

Improving the QUAUTY OF LIFE by maintaining an equitable balance between
work and FAMILY, promoting the DEMOCRATIC PROCESS, and treating our fellow
employees and citizens with the RESPECT and providing the SUPPORT which we, in
turn, expect. We work to preserve the rich HERITAGE and TRADITION of our
community, to protect the HEALTH and SAFER of, and advocate JUSTICE for, all its
members. With a POSITIVE ATTITUDE, respect for other's time and priorities, and use
of appropriate HUMOR, we ensure an ATTRACTIVE WORK and LIVING

ENVIRONMENT.

™~
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special assessment of the adjacent property owners who will benefit from the new roadway. The project is
scheduled to be completed in October of 1995.

Parks and Recreation. The Texas Parks and Wildlife Department awarded the City a $500,000 grant for Phase
I of the River Corridors Project. This project will include 2.5 miles of lighted and landscaped hike and bike trails,
picnic facilities, enhanced softball fields, a new athletic complex with soccer and football fields, tennis courts and
basketball courts. The park will be located along the scenic San Gabriel River that runs through the City.
Construction on the project will begin in the summer of 1995. Also during 1994, the City began construction on the
new Georgetown Recreation Center. This 18,000 square foot facility will provide youth, adult and senior activities
including basketball, volleyball, racquetball, aerobics, arts and crafts, and weight training equipment. The facility

was completed and opened to the public in January 1995.

Code Enforcement. The City's Fire Services Division implemented the NOHAZ program, a neighborhood service
delivery program through code enforcement. The community was divided into 12 sectors with a fire fighter assigned
to each sector. Each fire fighter is responsible for patrolling the sector and identifying code violations as well as
other needed services (potholes, missing street signs, burned out lights, garbage problems, etc.). The service
needs are coordinated with other City divisions as needed.

Financial Picture. Net assessed property valuations for fiscal year 1994 (1993 tax roll) increased by 10%; the first
increase in five years. The City's property tax rate was set at $,3645 per $100 valuation compared to 5.39 in the
prior year. Net assessed values for 1994 rose 18.8%. The tax rate for fiscal 1994195 has been set at 5.35734, a
12.9% increase when adjusted for the rise in property values. Georgetown's property tax rate continues to be the

lowest.in the area despite the increases.

As a result of direction originally outlined in the City's Century Plan, each of the utilities (electric, sanitation,
wastewater water and stermwater drainaqe) is budgeted separately. The goalis for each fund to be salf-sufficient.
This goal, alcng with continued customer growin, nas ancwea ne wiiy w naintain utility rates for the near future
and fund many infrastructure improvements without debt. There were no utility rate increases in fiscal year 1994,
There were no water, wastewater or electric rate increases approved for fiscal year 1995. A five per¢ent sanitation
rate increase, the first since October 1991, and a new stormwater drainage fee of $0.75 per residential equivalent

unit were implemented in fiscal 1995.

We are proud to report that the GFOA has presented the Distinguished Budget Presentation Award to the City of
Georgetown for the last five years. We are especially proud of this recognition since our operating budget is a part
of the City's long term plan, the Century Plan. As further credit to this process, the City received the 1995 national
award "Outstanding Planning - Small Jurisdictions" from the American Planning Association. The iink between the

Century Plan and City's operating budget was a key factor in the receipt of this award.

:74DEPARTMENT FOCUS: Values Process and the Management Team

Municipal government is facing many pressures and issues as service delivery demands incrzgse witn N0 ngv.
revenue sources. This changing environment will force local governments to challenge the ability of their
organizations to respond to a new way of providing city services. The first step to meet this challenge is to look
inward and set the organizational "stage™ or culture.

The City Manager and the City's Management Team took a leading role in facilitating the process of defining the
organizatioral culture. The goal of formally defining the organizational culture was set during a two dav
Management Team retreat held in February of 1994. During the retreat, the Management Team determined that

Transmittal Letter Page iv
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the City did have a culture based on a core set of values; however, the values had never been formally written as
guiding principles for the organization. The Management Team set a goal of formalizing the values-based culture,
within one year, through the use of employee teams. By June of 1994, the City had a written Employee Values
Statement. This statement was developed through a Management Team lead process that included ajf City
employees in each phase of development.

The Employee Values Statement centers around the five core values of trust, effective comrﬁunication,
teamwork, professionalism, and quality of life. Each corevalue is defined and enhanced by supporting attributes
such as friendly service, honesty and reliability. The Employee Values Statement has enjoyed a great deal of
support by the City's employees.

The Management Team went on to set several supporting goals which focused on incorporating the Employee
Values Statement into the processes and systems that guide the City's daily operations. The Management Team
was determined to identify ways to make the core values not just words on paper, but rather, vital priﬁciples that
guide the daily activities and behavior of all City employees.

In order to have the greatest and most immediate effect on solidifying the values-based culture, the Management
Team determined that the "institutionalization" of the values should start with the systems and processes which most
directly affect City employees—the City's internal customers. The Human Resources Department would take the
lead role in facilitating several significant changes to include the following:

* Total restructuring of the City's employee evaluation process from a cost-of-living-adjustment (COLA) structure
to ameril/performance based structure driven by a new performance appraisal tool which focuses on the employee's
ability to exemplify the core values. 'The new system was successfully implemented during the December 1994
review cycle.

Development of the "Shining Stars" program — a performance based merit bonus program for individuals and
teams which emphasizes reward for values-based behavior and accomplishments in process improvement. The
"Shining Stars" program was successfully implemented in February of 1995.

* Development of a City-wide training program which focuses on developing employee skillsin several of the core
values areas to include teamwork, effective communication, and customer service training for ail City employees
and management/supervisary training which emphasizes tools for being a successful manager in ateam and values-
based environment. The City-wide training program was initiated in October 1994 and is ongoing.

Re-engineering of the City's recruitment process to emphasize the values-based culture in order to attract
candidates who would thrive in this type of organization. A statement about the City's core values is now included
in all job announcement materials.

Each oftr=2seinitiative? "z, indeed ~idad i~ *~a nrocess ofincorporating the Employee Values Statement into daily
operations and influencing employee behavior. The "institutionailizauan or me values has besn met wita great
enthusiasm by the City's employees, due in large part to Management's commitment toactively involve employees
in preject/program development and decision making. By accomplishing the first goalin Management's plan to instill
a values-based culture in the systems and processes which most directly affect City's employees, the stage is now
set for City employees, who understand the importance of the core values as guiding principles in the way the City
does business, to examine and re-engineer the systems and processes which more directty affect the City's external

customers.
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The Employee Values Statement, along with the support structure which is continually being developed around jt,
will serve as a compass to guide the City and its employees through the rapid changes the City is now experiencing,
such as tremendous industrial and residential growth, pressure to increase services without increased taxes and

coming deregulation of the electric industry.

The innovative and positive nature of the initiatives described above has captured the attention of several other
entities. The City has been contacted by numerous public and private sector entities including the University of
Texas' Industrial and Continuing Education Division. The City has also been invited to present its new performance
appraisal system to the Texas City Management Association's annual conference.

—FINANCIAL INFORMATION

City staff is responsible for establishing and maintaining an internal control structure designed to ensure that the
assets of the City are protected from loss, theft or misuse and that adequate accounting data are compiled to allow
for the preparation of financial statements in conformity with generally accepted accounting principles. The internal
control structure is designed to provide reasonable, but not absolute, assurance that these objectives are met. The
concept of reasonable assurance recognizes that: (1) the cost of a control should not exceed the benefits likely
to be derived; and (2) the valuation of costs and benefits requires estimates and judgments by management.

Single Audit. As a recipient of federal, state and county financial assistance, the City is responsible for ensuring
that an adequate internal control structure is in place to ensure compliance with applicable laws and regulations
related to those programs. This internal control structure is-subject to periodic evaluation by management.

As a part of the City's single audit, tests have been implemented. These tests are made to determine the adequacy
of the internal control structure, including that portion related to federal financial assistance programs, as well as,
to determine that the City has complied with applicable laws and regulations. The results of the City's single audit
for the year ended September 30. 1994 provided no instances of material weaknesses in the internal control

structure or significant violations of applicable laws and regulations.

Budgetary Controls. In addition, the City maintains budgetary controls. The objective of these budgetary controls
is to ensure compliance with legal provisions embodied in the annual appropriated budget approved by the City
Council. Activities of ail funds are included in the annual appropriated budget. The level of budgetary control (that
is, the level at which expenditures cannot legally exceed the appropriated amount) is established by division and
department within an individual fund. The City also maintains an encumbrance accounting system as one technique
of accomplishing budgetary control. Encumbered amounts lapse at year-end. However, outstanding encumbrances
are generally reappropriated as part of the following year's budget.

As demonstrated by the statements and schedules included in the financial section of this report, the City continues
to meet its responsibility for sound financial management.
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DEAFT

Quality of Life - Georgetown Style

Yisiop Statement

We, the citizens of Georgetown:
nurture, enjoy, aad encourage our families m d one another;
we value our community*s diversity, security, and beauty;
we value md preserve the history and traditions of previous generations; and
we optimistically smbrace the challenges Of the future in order to further our
quality of life= Georgetewn Style,

Chalie Barton's suggested version: at the 2/10/93 Council Megting:

We nurture, enjoy, and encourage the preservation of
thetraditions of Georgetown
and embracethe challenges of the future.
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HOW TO APPLY WITH THE CITY OF GEORGETOWN

City of Georgetown Staffing Office: (512) 930-3694

616 Main Street Fax: (512) 930-2502

Georgetown, Texas 78628 JOBLINE: (512) 930-4636 ext. 475
Why Georgetown? )

The City of Georgetown is interested in applicants with a strong commitment to excellent customer' -

servicewho will work well within our values-based organization which promotes and supports core' _ -
values of trudt, effective communication, teamwork, professionalism, and quality of life. Wearea % -
growing community proud of our historic character and quality of life. Located 30 miles north of ™
Austininthescenic TexasHill Country, our area is graced with an abundance of lakes, rivers, parkland, . .= .
and wildlife. o

Econorni ¢ Growth: Major employersinclude Reed Holm Instruments, Power Computing, House of

Hatten, Chatsworth Industries, Tessco/Code Alarm, Manitex, Sierra Microwave Technologies, Dell
Webb's Sun City Georgetown Georgetown Hospital Southwestern University, Power Computing, Triple
S Plagtics. Airborne, and Xycarb.

G eorgetown ISD has a current enroliment of 5,400 students who perform well above national
averagesand boast of achieving the highest SAT scoresin the Austin metro area.

southwestern University, established in 1840, has a current student population of 1,200.
southwestern has recently been recognized in nationa publications asa leading liberal arts college.

C ity Government providesafull range of quality serviceswhile maintaining one of the lowest tax
ratesinthearea. A core valuesstatemenf developed by the City's employees emphasizes dedication and e
comumitment to trust, effective communication, teamwork professionalism, and quality of life. This level -~
of dedicanon, combined with years of strong appointed and elected |leadership, creates a positive
envuonment which supports the needs and nterests of our employees and ensures excellent service for
the community we proudly serve.

Georgetown, a progressive city of over 22,000, isatruegem in the heart
of the Hill Country—a fine place to live, work, and raise a family.
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We offer the following options to obtain information regarding our employment opportunities:

A recorded JOBLINE (512) 930-4636 ext. 475. Thisistoll free to the Austin
metro area. For information regarding the availability of Police Officer positions
please call (512) 930-4636 ext. 479 and Firefighter positions please call (512)

930-4636 ext. 478.

A posting board located outside our door at 616 Main Street.

Newspaper Advertising. Most of our positionsare advertised in the Williamson
County Sun and the Austin American Statesman.

Additional advertising isforwarded to universityltrade school placement offices,
professional publications, and publicationslprograms focusing on female,

minority, and disabled candidates.

How to Apply...

We always prefer, and in some cases require, that you submit a fully completed
City application form prior to the deadline. Fill out al sections of the application,
front and back completely. (*'See resume™ is not acceptable). Incomplete
applications will not be considered. Resumes are a welcome supplement to the
compl eted application form.

For many positions aresume, alone, is acceptable to start the application process;
however, if you are selected for an interview, you will be required to complete a
City application prior to the interview.

Carefully read the specific application requirements for'each posted position.

Acceptable Applications

Y our resume/application must clearly state the position for which you're applying.
We only accept applications for positions which are currently open.

You must meet the application deadline for the position. Unless otherwise
specified, postmarks do not count. We will accept faxed information until
midnight on the deadline date.

If you are interested in applying for more than one position, you must submit a
separate application and/or resume for each position.

If you have applied for a positionin the past, those records must be retained as an
official record of that particular application process and, therefore, cannot be
pulled to be used for another position. -
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What Hap

By Mail: The City of Georgetown
Employee & Organizationa Services.

P.O. Box 409
Georgetown, Texas 78627-0409

ViaFAX:  (512) 930-2502
Drop Box:  Located just outsdeour front door & 616 Man Street.

pens Next?

After the position's posted deadline, the applications and resumes are reviewed
by Human Resources. Applicants that meet the minimum qualifications are
passed on to the hiring supervisor. This generally takes 1-4 days.

You will be sent a postcard confirming receipt of your application/resume.

|f selected for an interview you will be contacted by phone approximately 2-3
weeks after the application deadline.

If you are not selected for an interview you will be notified by mail concerning
the status of your application.

Other Information:

All materials submitted for consideration become the property of the City of
Georgetown and can not be returned or copied for return.

If you are offered a position with the City of Georgetown your employment will
be contingent upon passing a pre-employment drug screen and possibly a driving
record check, criminal history check, and/or physical fitness examination. You
may also be subject to random drug screenings depending on the position.

Upon employment, as required by Federal Law, you will be asked to present
proof of identity and eligibility to work in the United States.

If you are a person with a disability and desire assistance or accommodationin
the application or interview process, or need information about accessible routes
and facilitieswithin the City, please contact the Human Resources Generalist at
(512) 930-3694.

The City of Georgetown is an Equal Opportunity Employer dedicated to actively building
diversityin our workforce. We do not discriminate on the basis of age, sex, religion, national
origin, race, color, or disability.
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_~ What do we offer?

The City of Georgetown is committed to attracting and maintaining a diverse and high quality
staffdedicated to excellent customer service for the citizens of Georgetown. We do so, in part,
by providing an attractive benefits package.

. Health I nsurance;

Full-time empl oyees have the choice of two excellent health plans through United Healthcare Insurance
Company. TheCity covers 100% of employee cost of HMO participation and approximately 95% of the
cost of PPO participation. The City subsidizesthe cost of family coverage. Both plans have alarge number
of providersin the Austin and surrounding area, and each plan offers a $10 co-pay for office visitsas well
asa prescriptiondrug co-pay plan.

TexasMunicipal Retirement System (TMRYS):

Thisretirement plan 1s available to employees working over 1,000 hours per year. Employees contribute
5% of their salary to their rehrement account. The account has historically earned an annual interest well
above averagerates. Vestingoccursat 10 yearsof serviceand the City's contribution, a two to one match,
is available upon retirement. One times your annual salary 1s provided as life insurance to all TMRS
parhcipants, and an optional term life insurance policy isavailable.

. LeaveTime:

Full-timeemployeesenjoy eight paid holidaysand two personal holidays each year aswell asearning 6.67
hours vacation |eave for each month worked during thefirst 5 years of employment. Those employed over
S yearsaccrue on an increasing scale based on yearsof conhnuousservice. Oneday of sick leave1s eamed
for each month of service. Upon leaving the City, employeesare paid for half of accrued, unused sick leave.
Part-timeemployeesareeligiblefor these benefitson a pro-rated basis. The City's policies are supportive
of thosecalled to fulfill civic duty.

. Compensation:

Employeesareeligible for annual merit increases which are based upon technical performance as well as
meeting established standardsin skills such as teamwork, communication, customer service, dependability,
and safety. The City offerslongevity pay which providesmonetary benefits to reward years of continuous

service.

. Other Benefits:

A voluntary deferred compensation plan, Shining Star bonus pay program, Customer Service Awards,
Section 125/Flex plan, Safety Incentive program, continuing education/training, excellent personal and
professional devel opment opportunities, paid professional dues and licenses, and acredit union.

Funding and availability of specific benefits isdetermined annually andis subject to change.
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City of Georgetown Job Opportunities

We are interestedin candidates with a strong commitment to excellent customer service who will work well within our vaiues-
based organization which promotes and supports core values of trust, effeetive communication, teamwork, professionalism,
and quality offife.

Forinfometion abouf how to apply with the City of Georgetown, please pick up one of our™ HOWTO APPLY. ..""brochures. These
brochures and City applications are locatedjust inside our frontdoor at 616 Main Street. For more information please call (512) 936-
3694.

ASSISTANT CITY ATTORNEY Deadine:March 31, 1998
Salarv: 1640600 - $45,000

The Assistant City Attorney will be responsible, in conjunction with the City Attorney, for the operational oversight of the Legal
Services Department. This position will provide daily attorney oversight/assistance direction on projects being handled by the
paralegal staff; will provide legal advice at various meetings of City boards and commissions, many of which occur in the evening:
and will be expected to be capable of performing all services performed by the City Attomey, in her absence. The successful
candidate should possess a JD degree, preferably from a practice-oriented law school and be licensed by the Supreme Court of
Texas and Federal District Court for Western District of Texas. Must have experience handling multiple programs and projects,
extensive citizen and customer interaction, and delivering of legal services for an organizationwhich has varying types of customer
and service needs. Prefer experience, knowledge or an interest in development issues, real estate, local government affairs,
municipal law, code enforcement, and condemnation.

POLICE QFFICER Deadline: March6, 1998
Salary: $25,631 - $29,000

We are recruiting to establish an eligibility list for any future openings for Police Officar (eligibility list will remain active for 6 months).
Our philosophy promotes pro-active problem solving and police community partnerships to address the cause of crime, disorder, and
fear as well as other community issues. Requirements include high school graduate or its equivalent, some college work in criminal
justice, psychology or a related field is preferred. Must have the ability to pass a physical agility test. Applicants must be a U.S.
citizen, at least 21 yrs of age and must have a valid Driver's License. Resumes will be accepted from certified and non-certified
interested applicants. Submit a resume wm_q_hJﬂ_QLu_d_e_s_a_s_o_QLal_s_eggnnmym_bg[ and a cover Ietter gggﬂxﬂa_tm_g experience,

education and Interest in law enforcement. rer forinclusionin th li

PA Deadline: March6.1998
Salary: $16.000 - $18,000

You will maintain the City's Parks, including mowing and weed eating grass, cutting and trimming trees, cleaning restrooms. and
cleaning swimming pools. You will also help with special events, ballfield maintenance, chemical maintenance, horticulture, irrigation
and plumbing. High school graduate or equivalent is required as well as a commercial drivers licence (or the ability to obtain one
within 6 weeks of employment). Pesticide Application License, CPR and First Aid are preferred. Hours are M-F - 7:30 am. - 4:30
p.m with a rotating weekend schedule.

WATER/WASTEWATER MAINTENANCE WORKERI Deadine: March 13, 1998
Salary: $16.500 - $18,500

You will maintain the City's water and wastewater system in a safe, efficient and effective manner, in accordance with the City's rules
and regulations. Duties include, but are not limited to: ensuring all water and wastewater lines are properly maintained; maintenance
of facilities and equipment; and working with hand and electrical tools. You may be exposed to contaminants in wastewater
(including, but not limited: pathogenic diseases, and chemicals). Requirements include working outside in hot and cold weather.
being on-call, and encountering hazardous conditions. High school graduate or equivalent is required. You must take and pass
courses and tests to obtain licensing from the TNRCC for a Class “C" Water and Wastewater Collection within 24 months of
employment. Must have a valid Class “C" TX Driver's License and the ability to obtain a Class'A" Commercial Driver License within
6 months of employment. You will be required to operate heavy equipment {i.e. backhoe, etc.)

ON-CALI CLERICAl STAFF Deadline: Open unti filed
Salary: $6.85 - $9.85 per hour DOQ

We are searching for flexible people to handle, clerical, and receptionist duties for a variety of City departments on an on-call/as
needed basis. We are seeking applicants who have excellent interpersonal skills. are energetic, and willing to try new ideas. You
must be flexible and customer service oriented. The hours for this position will be yery sporadic and may range from 0 - 40 hours
in any givenweek. Number of hours can not be guaranteed, but we will work around yaur schedule.

Eirefiahter: We have no cusrerop ) .7 0 o not expect any openings until summer of 1998.
Call th & at (512) 930-INFO ext. 475
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TRAVEL TIME

PURPOSE

To establish guidelines for compensable travel time and to adhere to all applicable laws.

SCOPE

This policy applies to all nonexempt employees.

POLICY

The City will compensate travel time based on the rules outlined by the FLSA (Federal
Labor Standard Act). And where previously agreed in writing, employees may be
compensated beyond FLSA guidelines with supervisor approval.

DEFINITIONS
A FLSA states:
1 Travel must be job related.

2. On one day assignments out of town (outside the
Georgetown/Austin area) where an employee does not spend the
night, all travel is compensable.

3. With travel overnight away from home, travel as a passenger is
only compensable to the extent that it cuts across the employee's
normal schedule, unless the employee (passenger) is engaged in
productive work.

B. Training

In order to compensate travel to attend a training, the training must be
deemed part of your current job.

Professional development training is not considered part of your
current job, but rather a development tool for future consideration

Travel Time
Policy No. 212
Date: 12/ 01197
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regarding promotions and/or future responsibilities.
V. PROCEDURES
A. Fill out a pre-approval training form prior to your travel.
B. Indicate why the travel is necessary.
C If travel is needed to attend a training, indicate how the training will improve your
current job.
D. Sign, date, and have your supervisor approve your compensated travel time

prior to the date of travel.

Travel Time
Policy No. 212
Date: 12101197
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EDUCATION ASSISTANCE PROGRAM

PURPOSE

To provide incentive for self developmentand/or provide an avenue of preparation for
career developmentwithin the City's needs.

SCOPE

This policy applies to regular full-time employees who successfully complete their
orientation period.

POLICY

The City will provide tuition reimbursement for qualified employees. This program is
subject to available funding as determinedin a one year time frame during the annual
budget process. The Human Resources Department will be responsible for the review

of all reimbursement applications.

SERVICE REQUIREMENT

A one year service requirement, which begins from the date of each reimbursement, must
be fulfilled to erase each reimbursement debt. If the employee has completed less than
one year of the service agreement he/she will repay the debt in full (100%). These
provisions applies if separation occurs for any reason prior to the one year commitment

being fulfilled.
GENERAL ELIGIBILITY REQUIREMENTS

This directive establishes a tuition reimbursement program which applies to any employee
who wishes to voluntarily pursue educational advancement or training. This does not apply
to courses or training that are required by the City. This directive does not cover
professional licensing and development seminars. Any course, training, licensing or
certification that is required by the City will be covered by conferences and training funds

within each department.

Employees will be reimbursed according to the grade received. If the pass/fail option is
givenin a course, the City will not accept this option as a grade.

Education Assistance Program
Policy No. 370

Date: 12/01/97
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Grade_ Reimbursable
A 100%
B 80%
C 60%
D 0%
F 0%

In the case where a class is not completed successfully, reimbursementwill not take place
for that class.

SPECIAL CONSIDERATIONS:

THE CITY WILL NOT PAY THE COST OF TUITION AND MANDATORY FEES WHICH ARE
PAID BY OTHER SOURCES, SUCH AS SCHOLARSHIPS, GRANTS, VETERANS
PROGRAMS, U.S. MILITARY RESERVES, AID PROGRAMS OR OTHER SUBSIDIES.

REIMBURSEMENT CATEGORIES

This section defines the categories used in the tuition reimbursement program. The
employee should review this section to determine which category applies to him or her.

A Colleae Tuition Desree

This category includes all levels of college work in pursuit of a degree.
Reimbursement will be at accredited Texas state supported university tuition
Resident rates not to include supplies, parking, books, travel, fees or other

expenses.

1 Associates Degree - At this level, most majors applicable to advancement
with the City will be accepted for reimbursement.

2. Bachelors Degree - At this level, most majors will be accepted for
reimbursement.

3. Graduate Degree - At this level the degree must be specifically applicable
to City use. This must be recommended by the Division Director and
approved by the Human Resources Department.

B . lividual

This category includes individual courses taken at the college level but not in pursuit
of a degree. Reimbursement will be at accredited Texas state supported university

Education Assistance Program
Policy No. 370

Date: 12/01/97
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tuition Resident rates not to include supplies, parking, books, travel, fees or other
expenses.

Individual courses taken must be applicable to the City as recommended by the
Division Director and approved by the Human Resources Department.

C. Vocational Education Dearee/Certified

This category includes courses taken in the pursuit of a degree or certification
generally equal to an associates degree. Reimbursement will be at accredited
Texas state supported university tuition Resident rates not to include supplies,
parking, books, travel, fees or other expenses.

D. Vocational Education Individual Courses

This category includes individual courses taken in a vocational education area
but not in pursuit of a degree or certification equal to an associates degree.
Reimbursementwill be at accredited Texas state supported university tuition
Resident rates not to include supplies, parking, books, travel, fees or other
expenses.

E. GED Preoaration Courses and Exam

This category includes courses which prepare individuals to take the GED exam
and the exam itself.

The City will reimburse an employee for up to but not beyond locally available
fee amounts for the review courses and exam. The City will only reimburse an
employee for two attempts at completing the review courses and exam.

If a GED is a requirement of the job, all expenses will be covered by conferences
and training funds within each department.

V. PROCEDURES

The following procedures cutline the required steps of application for tuition reimbursement.
Itis important to remember that it is the employee's responsibility to obtain all the required
forms and information needed to complete the reimbursement request. it is also the
employee's responsibility to tile this information in a timely manner to receive approval
consideration, both by Division Director and the Human Resources Department.

Education Assistance Program
Policy No. 370

Date: 12/01/97
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A. Reimbursement Package

Obtain a tuition reimbursement package from the Human Resources Department
and complete the tuition reimbursement request form. Have this form signed by

your Division Director,

B. Deoree Plan

Attach a school approved degree plan to the request, or if no degree plan is
required, but a short explanation of how the course(s) would benefit the City is

required.

NOTE: Ifthis is the first term a new degree plan, it is highly recommended that the
degree plan be submitted in advance of the semester beginning. This will allow the
Human Resources Department a chance to review the degree plan. By following
this procedure, an employee may know in advance of registration whether or not
reimbursement will be possible.

NOTE: If an employee is concemed that course(s) may not be approved for
reimbursement he/she can submit information about the class to the Human
Resources Department before the semester begins for review. This insures that
classes are appraved or disapproved for the employee before they enroll in a class.

C. Receiots

Attach a copy of paid receipts and the school's current fee schedule.

D. Service Aareement

A one year service agreement contained within the tuition reimbursement package
must be completed also. (This is an agreement to repay the remaining debt if you
should not fulfill your service commitment of one year.)

E. Deadline for Reauest

i3 informationmust be submitted to Human Resources from the Divis...w Director
no later than 30 days after the classes begin. Requestsreceived later than 30 days

will not be approved.

F. Approval

The request will be approved or disapproved by the Human Resources Department

Education Assistance Program
Policy No. 370

Date: 12/01/97
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and a copy returned to the employee within 30 days of receipt. A disapproved
request will contain an explanation.

G. Verification of Completion
Within 30 days after completion of the course(s), the employee will return to Human

Resources to obtain and complete the Notification of Completion of Courses and
Grade Report Form. This form must be accompanied by an official grade report.

Education Assistance Program
Policy No. 370

Date: 12/ 01/ 97
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ETHICAL STANDARDS

PURPOSE

To establish high standards of professionalism and to ensure high level of trust among
employees and between employees and our community.

SCOPE

This policy applies to all City employees.

POLICY

All employees are expected to maintain a high level of personal and professional
conduct on the job. As a public service organization. City employees are held to a high
standard of ethical conduct. Employees should conduct themselves in a manner that
ensure those high standards are met avoiding even the appearance of impropriety.

GUIDELINES

Actions in violation of conduct standards are subject to corrective action. Consistent
with this public trust, City of Georgetown employees must not:

A

Use their official position to secure special privileges or exemptions, whether
direct or indirect, for themselves or others.

Disclose any confidential information gained by reason of the position of the
employee concerning the property, operations, policies or affairs of the City, or
use such confidential information to advance any personal interest, financial or
otherwise, of such employee or others.

Misappropriate City funds, property or assets; including theft and unauthorized
use.

Falsify documents or City records.

Behave in any manner, including commission and/or convictions of a felony and
certain misdemeanors, which causes discredit to the employee and /or brings the

Ethical Standards
Policy No. 410
Date: 12/01/97
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City in disrepute.

By no means is this list all-inclusive. Any conduct of an employee that disrupts the work
environmentor places the personal interest of the employee above those of City or of
the public may be treated as a violation of the public trust and is subject to corrective
action.

Ethical Standards
Policy No. 410
Date: 12101197
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WORK STANDARDS
L. PURPOSE

To reinforce the City's commitment to provide the best customer service and highest
standards of professionalismto the citizens of Georgetown.

1. SCCOPE

This policy applies to all City employees.

L. POLICY

It is the duty of each employee to maintain high standards of productivity, cooperation,
efficiency and economy in his/her work for the City. Supervisors shall organize and
direct the work of their departments to achieve these objectives. Employees are
obligated to follow directions, that are in line with these personnel policies, given by their
supervisors to achieve departmental goals and objectives.

If work habits, behavior, production or personal conduct of an employee falls below
appropriate standards, supervisors should point out the deficiencies at the time they are
observed. Counseling and warning the employee in sufficient time for improvement
shall ordinarily precede formal action as provided elsewhere in these policies.

Work Standards
Policy No. 420
Date: 12101197
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COMPLAINTS

l. PURPCSE

To provide employees a means by which they may report an incident if they are witness
to violations that may require corrective action.

Il. SCOPE

This policy applies to all City Employees.

. POLICY

City employees are encouraged to speak out when they are witness to inappropriate
behavior that violates the Employee's Values Statement. Mission Statement, or City-

wide policies and procedures.

Before corrective action may be taken on a complaint against a City employee, the
complaint must be documented. (An oral rendering of the complaintmay serve as the

basis of a written complaint.)

V. PROCEDURE

A copy of the documented complaint shall be provided to the affected employee within a
reasonable time after the complaint has been filed and before any corrected action is

taken against the employee.

Complaints
Policy No. 440
Date: 12/01/97
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CORRECTIVEACTION
§ PURPOSE

To set forth general supervisory guidelines for a corrective action process aimed to
document and correct undesirable employment behavior in order to maintain a high
standard of professionalism as well as attractive work environment, and to ensure
employees due process as provided by City Charter.

(For unacceptable job performance please see EMPLOYEE DEVELOPMENT #670.)

1. SCOPE

This policy applies to all regular City employees.

i, POLICY

Supervisors are responsible for maintaining an attractive work environmentwhich
enhances the employees quality of life and for maintaining high standards of
professionalism. Also, they are responsible for correcting undesirable employment
behavior which negatively impacts or threatens to negatively impact the work

environment.

In accordance with City Charter, corrective action may only be taken against an
employee for Just Cause which includes, but is not limited to, the following:

Violation of the requirements of:
1 The City's Personnel Policies and Procedures;
2. City-wide Standard Operating Procedures (SOPs);

3. Division's and/or Department's written and distributed policies.
procedures, and guidelines.

4. Employee's Values Statement.

Corrective Action
Policy No. 450
Date: 12/01/97
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PROCEDURE

Exceptin the case of verbal warnings, corrective action is accomplished or preceded by
written notice to the employee involved. All written notices of corrective action,
reprimands and disciplinary action must be sign by the supervisor and the employee.
Notice includes a description of the just cause of the action and except in the case of
dismissal, states the likely consequences of further unsatisfactory conduct.

Although not always possible, especially for flagrant actions, the City of Georgetown
shall use a Corrective Action system to the greatest extent practical. The system is as
follows:

A Verbal Warnings

Records of each warning shall be maintained by the supervisor

B. Written Reprimands/ | etters of Counseling

The supervisor must in all cases cause original Written Reprimands and Letters
of Counseling to be transmitted through the Division Director to the employee's
personnel file. Written reprimands and letters of counseling will be removed from
the personnel file two years after the last action on the specific warning and/or

counseling.

C. iscipli

The supervisor will recommend the appropriate disciplinary action which requires
the review of the human resources department to ensure City-wide consistency
and adherence to all applicable laws. Supervisors are responsible for initiating
the personnel action form needed to execute the following disciplinary actions:

1. Suspension from duty with or without pay for up to fifteen days - requires
review of human resources.

2. Demotion - requires the approval of the Division Director.
3 Separation by involuntary dismissal - requires the approval of the Division
Director.

The employee shall have the opportunity to appeal a disciplinary action to the
next level supervisor up to the City Manager. See DISCIPLINARY ACTION APPEALS

#451.

Corrective Action
Policy No. 450
Date: 12/01/97
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Corrective action does not automatically or permanently disqualify an employee from
consideration for future promotion, pay increases or other beneficial personnel action.

Al original written notice and documentation of corrective action must be forwarded to
the human resources department to be included in the employee's personnel file.

Corrective Action
Policy No. 450
Date 12/01/97
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BULLETIN BOARDS

PURPOSE

To provide a permanent and official channel of communication to employees.

SCOPE

This policy applies to all locations of the City with ten or more employees.

POLICY

Important City information will be displayed as required on bulletin boards located at
strategic points throughout the City's facilities. Informationwill be of the following types:

1 Legally required posters and notices.

2. Safety rules and related information,

3. Management memos and announcements, including job posting forms.
4. City sponsored social and recreational events.

Employees will be responsible for locating and regularly checking/reading the bulletin
board as well as following posted rules, regulations, and instructions.

PROCEDURE

Each facility shall assigned an employee who will be responsible for maintaining the
orderly appearance of the bulletin board, posting new information and removing dated

material.

Bulletin Boards
Policy No. 520
Date: 12/01/97
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OPEN DOOR/OPEN COMMUNICATION

l PURPOSE

To maintain approachable, open-minded, two way communication at all levels between
all employees to improve the quality and efficiency of City services.

H. SCOPE

This policy applies to all City employees.

L. POLICY
OPEN COMMUNICATION

The City attempts to ensure employment that will be enjoyable and rewarding.
Therefore, all employees are encouraged to partiapate in a free and continuous
exchange of questions, suggestions and information which may improve municipal
service, safety, maintenance costs, communication methods or public relations:
anything that will enable us to do a better job.

OPEN DOOR

Employees are urged to first discuss the matter with their immediate supervisor, but
employees should feel free to contact anyone in the City, including the City Manager or
Division Directors, to get an answer. The door is always open.

Open Door/Open Communication
Policy No. 530

Date: 12/01/97
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EMPLOYEE DEVELOPMENT
l. PURPOSE

To provide exceptional customer service by maintaining a high standard of
professionalism through competent, well-trained employees.

Il. SCOPE
This policy applies to all City employees.
M. POLICY
City employees and their supervisors are responsible for the employee's professional

development.

V. PROCEDURE

A. Rasponsibility
1 IndividualEmployee

Each employee is accountable for her/his job performance. Employees
should request training in for the areas that need improvement.

2. Immediate Supervisor

The immediate supervisor is responsible for the development of his/her
employees. Ata minimum, employees should be able to perform their
essential job duties and consistently exhibit behavior which is aligned with
the City's Values statement. Supervisors should ensure their employees
are well-trained to perform their job duties and deliver exceptional
customer service.

B. Unacceptable Job Performance

When an employee's job performance is unacceptable and/or below standard,

Employee Development
Policy No. 610

Date: 12/01/97
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the immediate supervisor had the responsibility to work with the employee to
improve their job performance.

1. Letter of Counseling

Supervisors should write and go over a letter of counseling with the
employee letting himlher know the specific problem, the supervisor's
expectation of the employee, and possible consequences if those
expectations are not met.

2 Win-win Agreement

If unacceptable job performance continues, supervisors should identify
and provide the help the employee needs to perform his/her job. This
could be closer more frequent supervision for a certain period of time
and/or training.

. Before the employee attends the training or the closer supervision
begins, the supervisor should develop a win-win agreement with
clear expectations of what the employee's job performance
standards are, a time-specific date for those standards to be met,
possible consequencesif those standards are not met

3. Disciplinary Action

Continued unacceptable job performance. If employee's performance
does not improve and/ar continues to be unacceptable, supervisors
should recommend proper disciplinary action to be taken.

Supervisors will be held accountable for negligent retention of an
employee performing below standards.

See CORRECTIVEACTION #4580, lll. C., Disciplinary Action.

Employee Development
Policy No. 610

Date: 12/01/97
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TRAINING
PURPOSE

To promote a high standard of professionalism through the empowerment of competent.
well-trained employees.

SCOPE

This policy applies to all City employees.

POLICY

The City will provide appropriate training for City employees subject to available funding.
All training must be aligned with City-wide training strategies or certification purposes for

a specific job.

The Division of Employee and Organizational Services will sponsor City-wide trainings
for areas of development deemed necessary for all or a large portion of City employees.
Each Division can establish training for their specific needs.

PROCEDURE

A All training must be pre-approved by supervisors.

B. Training shall be determine as required, professional development, or optional.

C. . Questions regarding wether a training is aligned with City-wide training strategies

should be routed to the Division of Employee and Organizational Services.

REQUIREMENT

If training is determine to be of significant cost, employees may have to sign a
reimbursement agreement prior to attending training to ensure City's retum on
investment.

Training
Policy No. 611
Date: 12/01/97
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Pre-approval Training Notice

Date: Page 156
Employee Name: o ow
PositionTitle: Georg'g-tgm
Training Title:

Trainingisfor thefollowing area:

[ ] Customer Service

[ ] Communication

[ ] Teamwork

[ ] Professional

[ ] Quality of Life (includes time management, handling stress, etc.)
Pleaseexplain how thistrainingwill benefit you and the City.
[The following section to be filled by supervisor]
[ ] Approve Thetrainingis:(mark al that apply)

[ ] Required [ ] Current Professional Development
[ ] Opticnal [ ] Future Professional Development

The City will pay for travel time* []Yes [ ] No

Employee must fill reimbursement foom. [ ]Yes [1No
[ ) Disapprove
Comments:
Supervisor Signature Date

*TheCity nust complywith FLSA regulationsregarding travel time. If you have any questions
about this, please call Human Resources.



PersonnelPolicies and Procedures
é? P:‘Le 157

Géorgetown

EMPLOYEE PERFORMANCE APPRAISAL

PURPOSE

To provide a process by which the job performance of each employee is appraised for
purposes of development, merit review and counseling to maintain a high standard of
professionalismwith competent, well-trained employees.

It SCOPE

This policy applies to performance appraisal of regular and orientation period
employees.

(. POLICY

The employee performance appraisal process will be managed to accomplish the
following objectives:

. T Sinanies niwswcs TIployee performance and erzorz Cfactive City
operations.

B. To promote and support performance/behavior which is aligned with the City's
values based culture.

C. To summarize both formal and informal performance discussions held with

employees throughout the review period.

"D To document performance areas in which employees do well and those areas
which require improvement. To establish performance goals and plans to correct
performance shortcomings and focuses on employee development.

E. To link employee performance with merit increase considerations.

Employee Performance Appraisals
Policy No. 612

Date: 12/01/97
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\VA PROCEDURE
A Suoervisorv Responsibilities
1 Clear Performance Standards

Each supervisor is responsible to set and communicate clear
performance standards for his or her employees at the beginning of, and
throughout, the review period.

2 Informal Appraisals

Each supervisor is also responsible to observe and discuss with his or
her employees positive and negative aspects of their performance in
relationto standards throughout the review period.

3 Formal Appraisals

And, on a regular basis, each supervisor is responsible to conduct formal
performance appraisals on each subordinate employee summarizing past
discussions and setting performance goals.

4. Accountability
Supervisors will be held accountable for the performance of their

employees and for the negligent retention of an employee performing
below standards.

1. Frequency

Regular employees will receive an appraisal each calendar year.
Appraisals will be conducted during November and early December, with
all forms completed, approved, and submitted to the Human Resources
Department, by a mid-December date which will be announced by
Human Resources each year to coincide with the payroll schedule.

2. Timely Processing

The Human Resources Department will maintain a system to assist
supervisors to complete performance appraisals on time. The timely

Employee Performance Appraisals
Policy No. 612

Date: 12/01/97
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processing of performance appraisals is one of the most important
leadership responsibilities for those in supervisory positions.

3 New Hires

Newly hired employees will be appraised informally at least once a month
with a formal appraisals six months from date of hire. (See NEw POSITION
ORIENTATIONPERIOD #030). Employees coming off of orientation prior to
August 1 will receive merit increases at time of six month review. Those
coming off orientation August 1 or later will be reviewed for merit pay
increase purposes as part of the regular review cycle in November thru
December.

4. Merit Raises

Merit raises will go into effect on the 1st day of the 2nd payroll period in
January unless otherwise noted in advance.

C. Performance Appraisal Form

A copy of the employee performance review form can be obtained from the
human resources manager.

D. Self Evaluations

1. Employees must submit to their supervisors a signed self-evaluation
form.
2. Employees have the option of not performinga self-evaluation, however,

the form must be signed indicating their choice of options.

3. A copy of the self-evaluation form follows and can be obtained from the
human resources department.

E.  Approvals

Performance appraisals must be reviewed with the next level of management
before a supervisor may discuss and review the performance appraisal with the
employee.

F. Performance Appraisal Discussion

Employee Performance
Policy No. 612
Date: 12/01/97
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1 Supervisors will hold a discussion with the employee regarding each
performance appraisal.

2. The discussion should be held at a prearranged time in a private location
free from interruptions.

G. Emolovee Sianature

1 The employee will be asked to comment on the appraisal and
acknowledge it by signing the form.

2. He or she will then be given a copy of the signed appraisal.

3. If the employee declines to sign the form, he or she should be

encouraged to discuss any concemns and perhaps write a rebuttal.

4, If the employee still declines to sign the appraisal, the supervisor should
write "employee declined to sign" at the bottom of the form, add his or her
initials and the date, and give the employee a copy of the appraisal.

5. The supervisor should then notify his or her manager of the situation.

Employee Performance Appraisals
Policy No. 612

Date: 12/01/97
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SUMMARY OF PERFORNVANCE APPRAISAL

Page 179
Employee Strengths (Value-Based Standards and/or Job Duties)
Areas for Improvement (Values-Based Standards and/or Job Duties)
Specific Plan for Improvement
Employee Comments (Optional):
——————————————— ——

My signature indicates that | have seen this document.

Employee Signature: Date:



EMPLOYEE NAME:

Banana, Anna

CURRENT SALARY: $ 25,000
Overall Appraisal of Essential Job Duties

®

Below Meets Exceeds
Expectations | Expectations | Expectations | Outstanding
1 2 €) 4

Overall Appraisal of Values Based Standards

Below Meets Exceeds
Expectations | Expectations | Expectations | Outstanding
S5 1 15 (&) 25 3 35 4

5 .

S 4
A

2
B

2 =

2.5

Total Evaluation Points

Page 180

1 or less on either part of the overall appraisal makes employee ineligible for a merit raise, and
arecommendation will be made to place the employee on a 3 to 6 month probationary period

TOTAL APPRAISAL POINTS

b

0% 2‘3%

4-5%

6-7%

MIN

'PAY GRADE QUARTILE |

FirstLevel Signature:

RECOMMENDED
MERIT INCREASE

3%

RECOMMENDED
NEW SALARY

$_25 750
(ROUND ANNUAL

SALARY UP TO THE
NEAREST DOLLAR)

Division Director/City Manager

Approved
Further review
requested

Initials

.Date:

Second Level Sionature:

Date:
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Appendix H

Pay PLAN
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nornal |y be expensed uniess they areof asignificant nature and meet all t he tests outlined earlier in the gtner% conditions

of thispolicy.

Inthecase of major infrastructure assets in all fumds, it will be necessary to add the current book valueof the asset which
is being rebuilt or medified to the cost 0f its modificationor rebuildingin order to obtain the total current value (cost)
of the assst. Thi S method of establishingthe cost of major infrastructure assetsis based on the theory t hat the cost of
rebuilding or modifying an asset which isnot fully depreciated does not reflect thetotal cost of t hat asset becauseit does

not take into accountt he cost of sitepreparation.

In proprietary and internal service f unds, the aggregate remaining book vaueof assetssold at auction will be subtracted
from each fund's auction proceedsto account for gains and losses on the saleof assets.

65 PENSIONS

The City of Georgetown is a member of the Texas Municipa Retirement Sysem. Administration of the systemis
governed by aBoard of DreXa's forthe retirement system. Therate of contributionfor the City of Georgetown is based
upon anaml adtuarid andyss for thenormal cost and unfunded liability of the number of employees participatingin

the plan.

6.6 PERFORMANCEPAY PLAN

The City's goal asan employer is to attract and keep quality employees. To help accomplish this godl, the City has
sstablished for five general objectives (1) to attract quality employees, (2) to retain quality employees, (3) to operate the
City with fewer employees than comparable jurisdictions, (4) to provide an incentive and reward for productivity, and
(5) to recognizecost savings generated by productiveemployees.

The City activates the performance pay plan when resources permit The performance pay plan is fully funded in
1997/98.

SECTION 7. INTERFUND TRANSFERS

7.1 INTERFUND CHARGES
In accordancewiththe Century Plan, servicesprovided by afund are charged to each usi ng fund.

Electric, sanitation, stormwater drainage, wastewater and water usageis hilled on an actud basis. Chargesfor services
provided havebeen allocated on aredigtic, rational basis. The Joint ServiceslInternal Service Fund charges are paid by
usi ng Funds aschargesfor services. Administrative services provided by the Generd Fund are likewise billed to using
funds as administrative charges. Allocation methods for departmental costs provided outside of managing f unds are

shown below.

Allocations shall bereviewed for reasonablenessas part of the budget preparation process and as part of the mid-year
financid and performancereport to Council noted in Section 1.1.

7.1.1 Genera Fund Departments

Accounting 50% allocated to General/Utilities/Airport, hawd on relative revenues
50% allocated to General/Utilities/Airport, based on relativepersonne

City Council 50% allocated to General/Utilities/Airport, based on relative revenucs
50% allocated to General/Utilities/Airport, based on relative personnel

REFERENCE
ANNUAL OPERATINGPLAN ELEMENT 1997/38 307
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Appendix |
CiTY OF GEORGETOWN TRAVEL POLICY
AND

TRAVEL EXPENSE REPORT FORMS



City of Georgetown Page 184
Travel Policy

Purpose

The City of Georgetown is a values-based organization. Therefore, we expect our
employees to respect and support these ideas. As stewards of public funds, we are
accountable to the community we'represent, and we must conduct ourselves in a
professional and responsible manner, realizing that our ethical behavior will serve as a
positive role model for our community.

In accordance with the procedures outlined below, the City will reimburse employees for
reasonable and actual travel expenses incurred when traveling on approved City business.

i

A

General

All travel requires the completion of a Trip Authorization Form. Overnight travel also
requires the completion of a Travel Expense Report Form within five days after the
trip completion.

Employees who fail to turn in an approved Travel Expense Report within thirty days
following their return, will be subject to disallowance of any expenses. Reminder
notices will be sent for all outstanding advances more than thirty days past due.

Use of the City designatedtravel agent to handle all out of town and overnight travel
arrangements is encouraged. (City staff are in the process of securing the services
of an agent. This is scheduled to be available by September 1996.)

In determining travel costs, consideration should be given for possible overtime
reimbursement for staff travel time. Verification of FSLA rules should be made
through Employee & Organizational Services.

Actual expenses will be reported under the applicable departmental expense
category. When completing the travel expense report, the followinginformationis

required
»  Dates of departure and return for each trip.

«  The names and locations of departure points and destinations or localities.

City of Georgatawn
Fnancial Reference Handbook Page 103



City of Georgetown Page 135
Travel Policy

The business reason for the travel or nature of the business benefit obtained or
expected.

A summary report sharing information and ideas from the trip may be requested
by the Division Director.

111 Required Authorization for Travel

A

The general nature of City business does not require a great deal of travel outside
the City. Yet, management approval for all business travel is required. Approval
levels required are as follows:

Day trip for which reimbursementis requested - departmental supervisor
Overnight within the state - Division Director

Training classes/seminars - Division Director

Q1 of state travel - City Manager verbal approval

Association & professional conventions and seminars inside or outside the state
- notify City Manager

Trip Authorization Forms and Travel Expense Reports are to be signed by the
employee and approved for payment by the appropriate party{ies) within approved
authorization limits. It is the approving party's direct responsibility to:

Thoroughly review all expenditures to ensure they are appropriate and
reasonable prior to submitting for reimbursement.

Answer questions arising from the processing and auditing of expense
accounts.

IV. Travel Advances

A

City employees may be issued a travel advance check for estimated expenses while
on City business, by completing a Trip Authorization Form.

Page 104

City of Geargatown
Financial Reference Handbook



City of Georgetown. Page 186
Travel Policy

B. This form includes all relevant information for the trip, preapproved authorizations,
and travel advance request. If the advance request is greater than $50, the form is
sent to Accounting for processing.

C  Advance requests less than $50 are funded through the Division's Petty Cash fund.
These expenses are recorded through petty cash reimbursement from information
contained on the Trip Authorization Form.

D Any funds remaining from an overnight travel advance must be remitted to the City
within the five days. The receipt should be attached to the approved Travel
Expense Report and then forwarded to the Accounting department for clearing.

If travel expenses exceed the advance, a refund check to the employee will be
processed from the completed and approved Travel Expense Report.

. If the refund is less than $50, petty cash may be used to reimburse the
employee. In all cases, expense reports must have the supervisor's
signature before the employee can be reimbursed.

V. Travel Expenses

A. Meals

The City reimburses employees on a per diem meal basis. No receipts are required
if employees stay within per diem rates. If the daily per diem rate of $35 is exceeded,
receipts are then required for reimbursement. The daily per diem rate of will include
taxes, tips and room service delivery charges. Per diem rates will be prorated to
correspond with actual travel times (e.g., if employee is out of town for half of the day
they will not be eligible for a full day per diem).

Per diemrates:
Breakfast -$9
Lunch -$11
Dinner - $15

For day trips, approved meals will be reimbursed to the maximum allowable of
applicable meal per diem rate, including tip.

City of Georgetowsn
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. Meals provided as part of a business related meeting (e.qg., breakfast or
luncheon), will also be reimbursed at actual cost, not to exceed standard per

diem rate as approved.

Approved business related meals involving non employees will be reimbursed
provided the circumstances are considered to be conducive to a business
purpose. Receipt should include the name of business relationship, names of
people in attendance, and a summary of business discussed.

e Perdiem monies should not be used to purchase alcoholic beverages. The City
will not reimburse alcoholic beverages for anv purpose.

**** If a meal is included in conference or training costs, the per diem
reimbursement should not be requested.

B. Lodging

. Commercial type accommodations and rates (or governmentrates, if available)
are to be requested at all times. When making a reservation, the corporate rate
should be requested. Room cost is a factor in hotellmotel selection, but the
location of the hotel/mote! in relation to the meeting site may affect overall cost.
A hotel within walking distance of the meeting site may make a higher priced
hotellmotel, less expensive overall.

. When guaranteed reservations have been made and plans change, the
reservation should be canceled in time to avoid being charged for the room.

* When two or more employees of the same sex travel together, double
occupancy of rooms mav be required bv the Division Director.

w+* As areminder, we are accountable to the community we serve and therefore
the most economical means of lodging available should have a high priority in
this decision making process.

City of Georgetown
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C. Transportation

*+** Loyalty to the community requires that we wisely utilize City resources,
therefore in determining methods of transportation, employees should
understand the need for economic efficiency.

1. Automobile

. Citv Vehicles. A City vehicle should be used if available. The City of
Georgetown purchases vehicles through an internal service fund which in turn
leases them back to the using departments. As a result of this arrangement, the
using departments do not own the vehicles they use. Therefore, any department
or employee may utilize another department's vehicle(s) if available.

. Employee Vehicle. Employees authorized to use their personal automobile
when on City business will be reimbursed on a per mile basis in accordance with
the current IRS allowable rate. f employee uses his own personal vehicle even
when a City vehicle is available, reimbursement will be made at a reduced rate
that will reimburse for gas expense. If more than one employee travels in the
same automobile, only the employee responsible for the automobile will be
reimbursed. if travel oczurs outside normal business hours, only the driver of the
automobile is possibly eligible for overtime rates.

. Tolls and parking fees are reimbursable.

. Arental automobile must be approved in advance by the Division Director and
it is to be used only when other means of transportation are unavailable, more
costly or impractical.

. Reasonable actual expenses for taxi fares are reimbursable when their use is
necessary. The most economical means of transportation would always be used
(e.g., airport limousine service instead of a taxi). Reasonable tips will also be

reimbursed.

. Travel expenses incurred in traveling between the employee's home and other
than the normal work locations will be reimbursed after deducting normal daily
commuting expenses.

City of Georgelown
Financial Reference Handbook Page 107
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2. Air Trave

. Air travel should be arranged through the City's designated travel agent to
ensure the best possible rates.

’ When both air and car travels are options, reimbursement will be at the lower
of the two and employee must furnish comparison of the two.

. The most economical accommodations (e.g., economy, coach, excursion,
discount and shuttle flights) consistent with the business schedule requirements
are to be used. Upgrades can be taken at the employee's expense.

. Inconvenience payments by airlines, car rental agencies or hotels may be
retained by the employee, provided the City does not incur any additional
expense. [f inconvenience paymentis voluntarily taken, any additional expenses
of returning home must be paid by the employee. If involuntary, City will
reimburse additional expenses.

. Saturday night stays are encouraged when extra day(s) expenses do not exceed
savings in airfare. Comparison should be available upon request.

D. Telephone
Telephone expenses are reimbursable when incurred in connection with City

business. This expense is normally supportedby an entry on a hotel bill or by a copy
of the employee's telephone or charge card bill.

E. Other

. Other types of expenses or situations not specifically addressed by these procedures
must be approved by the appropriate authority before reimbursementwill be made.

. Non-reimbursable items include snacks, sodas, in room movies and ATM charges.

City of Georgetown
Page 108 Financial Refarance Handbook
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TRAVEL EXPENSE REPORT

PROCEDURES Page 191

This procedure includes step-by-step instructions to use when filling out a "Travel Expense Report".

The City of Georgetown s a values-based organization. Therefore, we expect our employees to respect
and support these ideas. As stewards of public funds, we are accountable to the community we represent,
and we must conduct ourselves in a professional and responsible manner, realizing that our ethical
behavior will serve as a positive role model for our community.

L 4

Do not enter pre-paid or direct-billed expenses on your Travel Expense Form.

® All receipts must be taped to a (8 112 x 11) sheet of paper.

1

OU s W

© N

10.
11.
12.

13.

14.

158,

16.

Travel Expense Report form (Administrative Assistants will all have a floppy containing the form and
procedures until we go on-line). Form is also available to fill out manually. If filling out manual form,
all totals will need to be filled in.

Fill in the Control Number used on your Trip Authorization Form. (Attach copy of Trip Auth. Form)

Fill in your Name and Trip Dates at top of form.

Enter amounts expended on a daily basis, beginning with the first day.

Enter Location of expenses (use as many lines as needed).

Enter Pers. Veh. mileage = (The form will calculate this for you using current mileage rate). If claim-
ing "Personal Choice" Veh. Rate, rate must be changedin "on-line" form. If filling out manual form
and cuirent mileage rates are not known, please call Accounting.

Enter amounts spent for Car Rental, Parking and Tolls (requires a receipt).

Enter amount spent for Business Meals (requires receipt)- These are meals spent discussing business
wiother parties. Must be explainedat bottom left of form-"Explanation of Other Expenses/Bus. Meals".
Enter Personal Travel Meals (receipts are only required if per diem daily rate is exceeded). This rate

is: §9-breakfast, 511-lunch. $15-dinneror $35-daily- These amounts include tip. Note: Meals

incl. in a conference/seminar fee should not be claimed for reimbursement or as a "per diem" meal.
Enter amount spent for Lodging (requires a receipt). This includes any room taxes ycu were charged.
Enter amounts spent for any mise. expenses under "Other". These expenses require a receipt

and an explanation at bottom left of form- "Explanation of Other Expenses/Bus. Meals".

Afler all expenses have been entered, expense form on-line will total across the form by day and will
total down by expense category and will then show the "Total Exp.” This total also transfers down to
"Amount Due Employee". (on-line form only)

Enter amount of expenses charged to Credit Card or any amount received as a Travel Advance from
the City. Credit Card travel expenses have already been paid and are not to be reimbursed to the employee.
Any amount entered in these two blocks will be subtracted from Total Expenses and forwarded to “Amount Due
Employee" -(on-line form only) A (credit) amount indicates a reimbursement should be made to the City. If
employee reimb. is less than $50, reimbursement may be taken from your Division's Petty Cash Fund.
If Travel Advance exceeds Total Expenses, the excess should be refunded by the employee and a
'City receipt" must be attached for the difference.

Enter Accountsto Charge and Amounts. Be sure to enter all digits of the account number as shown
on form. The amounts listed will automatically total (on-line form only) and this amount should equal
your "Total Exp." Please leave Travel Advance account blank. Accounting Dept. will fill in the

amount to dear to the Travel Advance account.

Print out the completed form and have the employee sign the bottom. Attach all receipts and keep a
copy for your file. Expense Report must be Approved By your Immediate Supervisor before
forwarding to Accounting Department for payment/verification.
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Appendix J
CHARTER REQUIREMENT FOR COMPLIANCE OF BUDGET

WITH THE" CENTURY PLAN”



1.7 COMPLIANCE OF BUDGET WITH THE CENTURY PLAN
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The Charter providesthet "theCity Council establish comprehensiveplanning as a continuous and ongoing governmental
fimction in order to promote and stremgthen the existing role, processesand powers of the City of Georgetown through ..

the process of comprehensiveplanning and the preparation, adoption and implementation of acomprehensiveplan, the
City intends to preserve, promote, protect and improve the public hedth, safety, comfort, order, appearance, convenience
and general welfare; prevent the overcrowding of land and avoid undue concentration or diffusion of population or land
uses; facilitate the adequate and efficient provision of transportation, water, wastewater, schools, parks, recreational

facilities, housing and other facilities and services; and conserve, develop, utilize and protect natural resources.”

The"Century Plan” isthe result of the Charrer required comprehensive plan. Written by a broad based group of citizens,
the Gentury Planis the City's master and general plan. To date, the Policy Plan and four functiona elements have been

adopted.
The"Ends" identifiedinthi s operating budget are all taken from adopted Century Plan documents.

The Century Plan providesthat " The Century Plan hdll beutilized as a primary and integra tool in preparingathree part
Annual Budget fort he aty with five-, twe-, and one-year time horizons. Identification, selection, prioritization, approval
and funding of City programs, projects and work activitiesshall be based upon the adopted policies, goals, objectives and
finctional plan eements which comprisethe Century Plan. The City staff and elected and appointed officias involved
in the preparation of the Annua Budget shall rely upon the Century Plan to provide direction and guidance for their
recommending and authorizing the expenditure of City controlled funds. In no i nstance shall City controlled f unds,
equipment, staff or efforts be used in amanner which isinconsistent or in conflictwth, or contrary to the Century Plan.

*The preparation Of budgetswith multiplet i ne horizonsshal be used to ensure that the acuvities, programs, and projects
required by the policies godls, objectives, and functional plan elementsof the Century Plan areincluded Wt hi n both the
short and longrangework programs of the appropriate City Divison. Thefive-year portion of the budget shall identify
and arioritize the aotivitiac whizh must »e conducted within afive-year time frame to fulfill the requirementsof the
Century Plan It shall d0 estimate the costs and identify funding sources of these activities. The two-year budget shall

be prepared to further detail and clarify the proper sequencing and scope of activitiesin thefive-year budget. This budget
will refine the costs and fimding estimates as appropriatefor theshorter timeframe. The one-year budget will be prepared
within the context of the five- and two- year budgetsin order to ensure that annual progressis made to accomplishthe
Centuary Flan programs, projectsand vark activitiesin the proper sequence, to the appropriate extent, and commensurate
with avallableresourcas. 1t will identify specific projects, and their costs and f undi ng sources to be carried out Wthin the
following year by the appropriate City Division.

"The City shall maintain and annually update each of these budgets pursuant to this Chapter in order to program the
variousfiscal requirementsof the Century Plan.”

1.8 CONTINGENCY ACCOUNT

The budget nay indude contingency appropriations. During the budget yeer, actua expendituresfrom these appropriated
amownts shall be specificaly approved by the City Council. Council approval is on an item-by-item basis for proposed
expenditures which, at thetime of budget approval, were not expected or anticipated.  The Contingency Account for
1997198 is$100,000 and is included in the Electric Fund.

REFERENCE

ANNUAL OPERATINGPLAN ELEMENT 1997198 299
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Georgetown

FOUNDED 1N 1848

October 1, 1997

To the Honorable Mayor Wood and members of the City Council:

Georgetown residents sharea basic belief that the high quality of life currently found in this community should not only
bemaintained but enhanced The City plays an important rolein defining quality of life by developingand maintaining
standardswhich contribute to a pleasant, attractive, dynamic, and hedlthy community. The Georgetown Century Plan
isthe comprehensvestrategic plan documenting the process by which Georgetown strives to enhanceits quality of life.
This budget document servesas the Annua Operating Plan Element (Operating Plan) of the Georgetown Century Plan
and is prepared around thefourteen policy areas outlined in the Century Plan. The Operating Plan continuesthe work
and reflects the direction established by our citizens and the City Council to meet existing challenges and effectively plan
forf ut ure needs.

The 1997198 Operating Plan is based on the priorities established by the Council at thisyear's retreat, the subsequent
budget workshops, public hearings and the City's mission statement which is

To preserve and enhance the quality of life and uniquecharacter of Georgetown by:

. Preservingitsrich heritageand natural resources,

. Promoting well-planneddevelopment, cost-effective professional management
and competent, friendly services; ad

Protectingitscitizens, the environment and all other assets.

HH

Budget Overview

The proposed 1997198 Annud Operating Plan totals $74.9 millionfor dl funds. Approximately $45.2 millionisfor
continued operations and debt service, $11.9 million for interfund charges/transfers, and $17.8 million for capital
improvements. The General Fund, which accountsfor basictax supported services, totals$12.0 million, an increaseof
10.6% more than 1996197 when adjusted for the one-time land purchase that occurred early in 1996197. Thisincrease
mirrors the 10% growth in residentsand utility customers over the past year.

In response to your direction, only aslighttax rate increaseis included. Thetax rate of $0.35 represents atax rate
increaseof 2.7% or 0.9 cent s abovetheeffective tax rateof $0.34077. The 1996 rate was S0.3785. Theincrease provides
theadditiond 'z cent for transportation (increases from four cents to four and ahdf centsthis year) in kegping with the
City's pdlicy to dedicatefive cents to streets by 1998199. It dso provides additional revenue to fund new General Fund
initiatives such as the Youth Services Team in Police Services. Total taxable property for the City has risen an
unprecedented 46%, from $633 million in 1996197 to S924 million for 1997/98. Theriseisaresult of $98 millionin

CITY HALL ®* 609 MAIN STREET
PDOST QFrFice BOX 409 * GEORGETOWN, TEXaS 78627-0409 * 512/930-3651 « TDO 51 2/930-3549 * Fax: 51 2/930-3659
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new property and $112 million in annexed property during calendar 1996. Therendini ng increaseisduet o a 13% overdl
increase inthe valueof existing property in Georgetown. TheCity's totdl taxable valuewill exceed $1 billionin 1998/99.

Thedebti ssuances in this budget are $1.5 million to remodel the back portion of the current Police Services building and
to purchase the Berry Creek Racquet Club & Pool facility; $2.2 million to fund a two-year stormwater drainage
improvement program; and $1.6 ml |i on in utility revenuedeht to pay for growth-relatedexpansion of the electricsystem.
Thestarmwater drainagedebt will be paid through the proposed fee increases and the genera obligation debt issuances
have been plannedt o have no adverseimpact on next vear's tax rate.

No increasas in fees far services or utilities(electric, sanitation, wastewater and water) ar e included, except as needed for
stormwater dr ai nage projects. The planned stormwater drainage fee i ncreases are$1.25 to $1.75 beginning October 1997,
and $1.75 to $2.25 beginning October 1998. There have been no base rate increases in water, wastewater or
electricsince 1591/92.

The 1997/98 Plan includes 14 additional full-time positions, five new part-time positions and four position upgrades.

Thistranslates to an increase infull-timeequivalents (FTE’s) of 11.0 over 1996/97 budgeted positions. Staff additions
havebeen across-the-board Therapid risein City service demands resulting Fram growth and the Sun City devel opment
continues to provide great challenges to City staff to maintain existing services. The employeedeveloped Vaues
Statement (as presented on theinsdecover of ths documment) continuesto guidestaff in providing serviceswhile meeting
the chalenges of the growing economy.

Economic Outlook

Georgetown and the Centra Texas region continue to experience strong economic growth. Sales tau revenues for
Georgetown has increased an average of 13% per year for the last four years. Growth of seven to ten percent is expected
to continuefor the next two to threeyears. Husi ng starts rose dramatically in 1995196 and 1996/97, but are expected
toled out toamorereasonablepace in 1997198 and beyond. Commercid starts have begun to increasewith numerous
new small industrial facilitiesin variousstages of construction.

p ] [\F -] =2 e far | REAT TR
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The City, Georgetown Industrial Foundation and the Chamber of Commerce continue to be successful in bringing
i ncreased economic activity and job opportunities to the area. These cooperativeefforts have helped build adiversified
and stablecommerdid and industrial base to keep Georgetown a strong, economicaly viable piece of the region and not
merdly a "bedroom/commuter” community.

1997/98 Operating Plan Element - Letter to Council Page i of xii
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Georgetown is part of the Austin Metropolitan Statistical Area (MSA) which after several years of aggressivegrowth
hesmoved to amoresteady growth rate. Sdestax fi gures show a3% growth rate over the previousyear and employment
growth averaged 3% The Texas Camptroller for Public Account's economicforecast projectsthat the Austin MSA wiill

see continued growth.

Sun C i Georgetown TheDel Webb Corporation began development of a 9,500 home, 5.300 acre, active retirement
community called Sun City Georgetown in 1995. Sun City Georgetown, in the northwestern quadrant of the City,
provides long-term retail and commercia growth for thecommunity. The City's development agreement with the Del
Webb Corporation provides for fire protection, wastewater, water and electric services and infrastructure as well as
annexation of thedte Del Webb pays a per unit fee (caled SIP fee) for its share of the improvements. The City will
make all infrastructure and debt payments using the SIP fees without cash shortfalls or increases in overal servicerates

for dectric, wastewater and water.

As of September 30, 1997, 1,011 homes have been completed and more than 200 more are in various stages of
construction. Theimpact on servicedemands and operating costsis evident in the new positions added in the last three
yvears’ budgets. The City's third fire station, located within the development, is scheduled to be completein January 1998

and will befully staffed by December 1998.
Budget Highlights: Endsand Means

At the annudl retreat, the City Council reviewed the fourteen Century Plan policy areasand ranked priorities according
toimportancefor the upcomingyear. The operating budget directly reflects thesepriorities. The following summarizes
the means by which staff will accomplishthe Council's endsfor the City of Georgetown

Economic Development

Policy End: Georgetown's economy is self-sustaining through diversified growth, a broad tax base with minimal
impact from economic fluctuation, enhanced businessopporrunity and job creation.

Meamnsfor Accomplishment

The 1997198 budget continues funding for the Georgetown Industrial Foundation at $148,000. The City has been
aver ded arecord number of Texas Capital Fund (TCF) economic developmentgrant s from the State of Texasand will
goend considerablestaff resources managing these projects. All project fundswill be provided from the businessesor
the TCF. Using TCF grants, the City will build facilitiesfor Advanced Cable Services, L.P., Xyvcarb Ceramics, USA,
Schunk Quartz, Inc., and Alu-Cut International, Inc.; construct road improvements to support Advanced Metal Systems,
Inc.; and construct road and utility mfrastructure for Texas Electric Cooperatives Transformer Division and Hewlett
Chevrolet. Staff will also continueto work closaly with Williamson County officialsto develop the exposition center and

show barn.

Another important aspect of the City's economic development programis a strong, viable downtown. During the past
yedr, Georgetown received the (& American Main Street Award from the National Trust for Historic Preservationfor
its downtown restoration efforts over the past 15 years. The budget includes thedesign phase of a two-year project to
provide parking on city-owned land at 6th and Main and $35,000 to make improvements based on the results of a
downtown parking study currently in progress.

1997/98 Operating Plan Element -L etter to Council Pageiii ofxii
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Policv End: Diverse and comprehensive educational opportunities are available through public and privare
caoperative efforts.

M for A lishm

Efforts to assst Georgetown | ndependent School District (Gl SD) withschool sitelocations, utilities, traffic flow and other
design and congtruction issues for new schools will be continued. The City will also provide funds to build joint
park/schoal playgroundsat McCoy Elementary and the new Village Elementary, near Shell Road.

Environmental & Resource Conservation

Policv End: The physical qualitiesthar make Georgetown attractiveareprotected.

Means for Accornolishmmt

The 1997198 Operating Plan includes $55,000 to purchasethe water serviceareafor Chaparro Estates and certain areas
northwest of Georgetown. Staff is working with Chisoim Trail Specia Utility District to ensure mutually beneficia
developmentin those areas. Thefive-year capita projects programfor Wastewater includes expansion of thecity's sewer
collectionin Turtle Bend and Oakerest subdivisions(1998199) to allow for conversion of septic systems on small lots.

Thisispartof our ongoing effort to protect the EdwardsAquifer which still provides approximately 45% of the City's
water supply.

Facilitiesd& Services

Policy End: The City provides for the safety of its citizens and supports the »»<nonsive d2'rery of coordinated services
by the Cisy and otherpubiic agencies.

Meansfor Accomplishment

Police Services. Significant additiona resources are included to maintain the City's philosophica commitment to
community oriented policing. Two officersand an administrativeassi stant will be added an4 along withthree existing
officers, will create a Y outh Services Team that will focuson educating youth about the dangers of crime, gangs, and drug
abuse This team will work closely with the Georgetown Project, GISD and other social services agencies to addressthe
developmental needs of theCity's youth. A communications/dispatch supervisor has been added to improve servicesin
that department. A staff sergeant is added to Patrol Servicesto improve coordinationeffortswithin the growing service
area The aty wvill dso spend $900,000 remodeling and expanding the Police Servicesbuildingto alleviateovercrowding
and $200,000 to purchaseland for a future public safety facility for both police and fire services.

Fire Services. The congtruction of athird fire station, located in Sun City, will be completed in January 1998. The
station will be open for emergency medical services, provided by Williamson County, upon completion and will be fully
staffed for fireservicesby December 1998. The budget includes six firefighters and one administrativeassistant in
1997198 with the remaining five firefighters added in November 1998. The City will begi n design work on afourth
dation inthe Airport Road arealae in the fiscal year with construction planned for 1998/99. An outdoor early warning
systemwill beinstalled citywidethat will improve public alertness for hazardous weather conditions.

1997/98 Operating Plan Element - Letrer to Council Page iv of xii
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Public Safety. Both Fire and Police will benefit significantly from the purchase and implementation of a new public
safety software systezt. Thebudget indudes $320,000 for sof t war e and hardware for police and fire records management

and computer-aided dispatch.

Employee & Organizational Services. The commitment to the " pay for performance” system is continued in the
budget. The Operating Plan includes approximately $580,000 designated for staff salary adjustments, performance
incentivesand bonuses. This commitment has greatly increased the City's ability to recruit and retain quality staff.
Maintaininghigh quality employeesand minimizing turnover are critical for good customer serviceand for meeting the

demands of rapid growth.

Public Library. The Public Library department was moved from the Information Resources Division to the Parks,
Education and Recreation division (formerly Parks and Recreation) to provide better coordinationof children’'s and
community services common to these functions. One additional part-time technical servicescataloger and an upgrade
inthe administrative assistant for the Public Library arc included. Also, the budget for new library books has been
inereased by 25%10 $69,250. Thisisthe second year of afour-year plan to bring theLibrary up to the national standard
for book purchases per capita

Other. In order to keep pace with the rapidly growing community and city organization, an Assistant City Manager
postionisincluded in the 1997198 budget. The position is expected to provide day-to-day organizational management
and leadership support to the City Manager.

Finance

Policy End:  All municipal operations are conducted in an efficient business-like manner and sufficient financial
resourcesfor both short-termand long-term needs are provided.

Meansfor Accomplishment

Staff will continueto plan for future growth and to time project construction and related debt issuances to minimizetax
and rat= increases. Thereceipt of numerousadditional economicdevel opment grants will requirethe addition of one staff
accountant to monitor projectsand assistin thefinancial management of the city. The greatest challengesfacing the City
will ke managing the General Fund transfersfrom the utility funds, expanding and maintaining roadways without large
tax INCreeses; delaying construction of both the next mgjor water plant expansion and the raw water supply line from Lake
Stllhouse Hollow, and delaying for oneyear the Pecan Branch Wastewater Treatment Plant.

Thechdlengein allocating city resour ces isdetermining which projectsgive the most benefitto the community. Starting
with the 1997198 budget document, performanceand activity indicators have been included. These measureswill provide
abasisto better understandand neasur e t he activities and accomplishment of the Ends and Means. During 1996197, the
processto develop result-oriented performance measuresthat link to our Century Plan was begunin Police Servicesand
Devdopment Services. Over the next threeyears all operationswill develop this type of measurement to provide better

accountability and managementof City resources.

Governmental Affairs

Palicy End: A high level of cooperation and involvement exists among Georgetown's citizens and governmental
arganizations.

1997798 Operating Plan Element - Letter to Council Page v of xii



weansfor Accomplishment Page 201

Staff will devoteti na to develop and coordinate additional service delivery policieswith Williamson County, GISD and
other surrounding governments. The City has successfully coordinated services and joint purchasing for crime scene
investigations, the 800 MHZ communication system, hazardous materials response, thel NFO line and several other
projects. Effortswill continueto identify and eliminate overlapping costs and services.

Growth and Physical Development

Policv Eng: Georgerown’s land Uses support economic, cultural and social acrivities for all residents, businessesand
organizations; and the Ciry's devel opment process encourages new and infill development.

Means for Accomplishment

The City will issue approximately 900 new building permits this year compared to 1,200 in 1996. Although this
represents adeclinein growth, therate (of $-7%) isstill significant. The budget nai nta rs thecity's commitment to the
newly implemented redesigned development process. The new development processis staffed through a self-directed
ver k team and features streamtiined development procedures, expedited permit issuance and one-stop processing. The
processpravides amodel for excellent customer service and encourages continued development and prosperity within
our community. The City will continueitsincrementa revisionsto thecity's zoningordinanceby focusing on facilities
for ressrch and development, whally<catained manufacturing processes and clean processes. The Development Services

Divigon will coordinatethe review and revision of the subdivision ordinance and thetriennial update to theimpact fee
ordinanceas requi red by state law.

Health and Human Services

Policy End: Comprehensive, affordable health and human services ore available through public and private
organizations.

Meansfor Accomplishment

The City will conti nue its$70,000 anrmual f undi ng to the Georgetown Project. This exciting venturewas created to close
many gapsin the availability of human and socia serviceswhich help to meet the needs of children, youth and families.
In thepast, asenseof community hped tofill those gaps because, in asmall town, peopleknow their neighbor's needs,
and individuasstep in to help. As Georgetown grows, that senseof community must be preserved. The Georgetown
Project attemptsto coordinateefforts and resources around a common vision and set of community values. No other
community is addressing human servicesin such a comprehensive and proactiveway. Thoseinvolved in the project
indude the City, the Georgetown |ndependent School Didtrict, Georgetown Ministerial Alliance, Georgetown Health Care
Sysem, SouthwesternUniversity, the University of Texas, and local businesses. The City of Georgetown is an active
partner in thiscodlition through the Police Services' new Y outh Services Team, recrestion programs, the Public Library,
and the Community Services Division.

Housing

Policv End:  The City cooperateswith builders, devel opersand property ownersto provide safe and adequate housing
opportunitiesfor all citizens.
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Means for Accomplishment
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Thestaff will work with the federal Rural Development Administration to provide |oan guaranteesfor affordable housing
subdivisonsin the area. The City hes also received aHOME grant throught he Community Development Block Grant
programte providedown payment assistance to 30 first time home-buyers. Funds to pay the administrative costs for the
program have been included.

Recreation and Cultural Affairs

Policy End: All citizens actively participatein community-wide social, cultural, and recreational activities.
for i n

Sesquicentennia. Georgetown will celebrateits Sesquicentennial during 1998. Staff support from the Convention &
Vigtor's Bureauwill continueto be provided to the citizens' committeeorgani zing the cel ebration planned for October
1998. To preparefor the event, the 1997198 budget includes$200,000 to revitalizesidewal ks and improve streets around

the historic downtown square.

Parks. The budget all ocates significant resources to the City's parksand recreational programs. It includes $600,000
to purchasethe Berry Creek Racquet Club and funds to staff thefacility in May 1998. The club includesa full size
swimming pool and baby pool, 11tenni s courts and an activity center on seven wooded acres. Thebudget also includes
$50,000 for the first of atwo-year program toinstall park facilitieson 11 acresof city-ownedland in the Reata Trails
subdivision. The City will also be notified on its application to the Texas Parks & Wil dlife Department for $500,000
to continue the hike and bike trail system and construct asoftball complex as part of itsongoing San Gabriel River
Corridorsproject The City's match of $500,000 and construction of this phase of the project is planned for 1998199.

Recreation. In addition to new swimming and tennis programs, the Recreation Department wall expand its outdoor
recreation program for youth to include canoeing, rock chmbing, camping ana msing.  Staff will also start an in-line
hockey leaguefor youth All of theseprograms are part of the City's commitment to work with youth aswell as establish
aphilosophy of life long recreation

Transportation

Policy End: Georgetown'sramsportation system provides for the safe and efficient movement of eraffic, promotesthe
economic interests of the community, and adequately serves the needs of individuals.

M for A 1shmen

Transportation continues to be one of the most important issue facing Georgetown in the upcoming years. With the
growththat is occurringin Georgetom, traffic volume and flow are of chief concern. This budget continues the City's
proactive approach to transportation planning by providing$4.4 millionfor transportation projectsincluding

Construction of Northwest Boulevard to Serenada Drive,

Rebuilding 15th Skeet from Hutto Road to Church Strest,

Wideningof Lakeway Drive from Williams Driveto Northwest Boulevard,
Constructionof Park Lane to Williams Drive at McCoy School,
Constructionof Railroad Street,

RebuildingCountry Club Road,
Improvement of Haven Lane,
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. Seal coat and overty work on Quail \A 1€y Drive, Reata Trails Drive, Oakerest Drive & Airport
Road and
. Sidewalk repair and installation in school and park aress.

In addition to the above street improvements, numerous other improvements areincluded in this budget.

. State projectsto begin in 1997/98 includethe extension of Leander Road from Austin Avenueto Farm to Market
1460, the “flipping” of Interstate Highway 35 ramps at WilliamsDrive, State Highway 29, and the Inner Loop;
the City's shareof a bridge below the L ake Georgetown damand the Rivery bridge across the North San Gabriel
River areincluded in thefive-year capital improvement program {(CIP) schedule.

° Thisisyear four of the Council's five-year plan to increase the property tax revenuesdedicated to streets. The
proposed budgetal | ocat es 4.5 cents of property tax revenues, or $409,000, for ongoing street maintenance, repair
and congtruction. The ultimategoal of five cents will be metin 1998199.

° Thespecia revenue fund (SRF) established in 1996/97 to pay for the Street Department and street improvements
iscontinued. All revenue from the dedicated property tax and thefranchisefees paid by utility providerswill
be spent exclusivelyon street operations, maintenance, and improvements. Franchisefeesrelateto streets in that

companies pay afranchisefeefor use of public rights-of-way.

° Thegr owt hand annexations haveincreased thenumber of i es of streets to be kept clean. The budget includes
anew street sweeper vehicleand an upgrade from part-timeto full-time equipment operator position.

° The Georgetown Municipd Airport will tegin the design and engineeringwork to rehabilitate runway 18-36 and
digntaxiwaysA & C. Construction of the 90% grant funded project will beginin 1998199.

Urban Design

Poticv End: Georgetown has a positive, identifiable image and an attractive appearance.

Means for Accomplishment

During 1997198, staff will begi n theprocess to update the Urban Design Plan Element of the Century Plan. The plan will
beled by acitizen work group and Wi be the basis for revising the City's subdivision regulations.

Utilities/Energy

Policy End: Georgetown'sutility systems provide safe and reliable service which meets the needs of all citizens and
promotesthe economichealth of the community.

Meansfor Accomplishment
Community utility services continue to be a priority for Georgetown. |ssues include infrastructure expansions ad

improvements, ener gy and resource conservation, and protection of investmentsin the face of an approaching deregulated
electric market. The proposed budget includes numerous capital improvementsand other projectswhich meet Council

priorities.
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Customer Choice & Control (CCC). The CCC projectis the City's fixed, wirelessnetwork and iscritical to the City's
competitive electric skategy, the water conservation strategy and to improving the quality of services provided to
Georgetown. The first phase of CCC, to befully operational in 1997198, consists of the automated el ectric and water
meter readingsystem and the electronic contral and scanning system (System Control and Data Acquisitionor SCADA)
for the City's electric and major water and wastewater infrastructure. The system allowstime of use rates and system
management todsthet givethe City staff the ability to managethe efficiencyof the electric system and peak electric and
water demands. Future phases of the system will allow quality of life services such as home security and fire darm
systems.

Electric. Electrical deregulation has been discussed and debated for sometime, but we now expect retail wheeling by
Jnuay 1, 2002. Inadditionto the CCC system, the budgetincludes several skategies to give the City of Georgetown
acompetitiveedge. The budget includes$145,000to develop a utility services and marketing skategy, $150,000 for GIS
mappingof the electric system and $110,000 to purchase a boom truck to lift industrial-sized transformersrequired by
nany of the new businessescoming to town In addition to actively pursuing these strategies, the budget includes$3.5
million for electriccapital projectsto maintain and expand the City's electric system.

Water and Wastewater. Capital improvements projects totaling S6.2 million are included for water and wastewater
system improvements. The budget includesthe engineering and easement purchasesfor the $4.6 million Pecan Branch
wastewater plant scheduled for constructionin 1998199. The City will also construct an elevated water storagefacility
at Sun City, extend sevwer servi ces on the south side of Williams Drive, replace major sewer |ines insouth and east areas
of Georgetown, replace the water line on Austin Avenue from 12th to 17th Skeet, aswell as, wth other water and
wastewater improvementsthroughout the City.

Stormwater Drainage. A one-hundred year storm went during 1996197 brought attention to thestormwater drainage
capital improvement program. The @ty will greatly expand the drainageimprovement programin 1997198 to include
atwo-year $2.1 million conmnt nent to addressdrainage problemsthroughout the City. Projects included the upcoming
yexr are

*  Dunman Drive area, *  IH35 Frontage Road retainingwall,
*  Country Club Road, *  Thousand Oaks, and
* W. 22nd Street extension, *  San Gabriel Overlook.

Thisprogram will be funded with General Obligation debt and repaid through Stormwater Drainagefeeincreases. The
per unit rates will increasefrom $1.25 to $1.75 in 1997198 and again in 1998199from $1.75 to $2.25.

Projectsscheduled for 1998199 are

*  Smith Branch Drainage, ¥ 4th Street & Ash,
* Railroad Drainage, * 501 Ridgecrest,

*  Gabrie View Drainage, * 708 Golden Oaks,
*  Bemy Cre, *  oth Street & Elm,
¥ Gabriel View/Power Road, *  Serenada, and

*  Churchill Farms, *  Norwood West.

¥ \Wagon Wheel/Western Trail,

Sanitation The City of Georgetown contracts Wth Waste Management, Inc. to provide curb side pick-up, bulky waste
and recycling. The current contract expires September 30, 1998 and Council has directed staff to prepare requestsfor
proposals. The City will allocate staff resources to take an innovative approach to thiscontract by including performance
incentives thereby improving the quality of service to citizens.
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Financial Surmary

The City is committed to sound financial planning and direction as reflected in the Finance Policy pomon of the
Georgetown Century Plan and the Budget and Financial Policies adopted as part of the budget. Debt i ssued in 1996197
included $L 6 millien for the Sun City Fire Station construction and purchase of public safety facility land, $2 9 million
for street projects, and 84. 1 millionfor the Customer Choiceé& Control (CCC) system. A totdl of $5.4 millioninnew
debt is planned for 1997198, General obligation (G.0.) debt of $ 2 million will be issued for stormwater drainage capital
improvements and paid by atwo-step drainagefeeincrease. G.O. debt of $1. 6 million will also beissued for purchase
of theBerry Creek Racquet Club and remodeling of the Police Services building. The expansion of thetax base will dlow
the City to cover this additional debt with no increasein tax ratesin 1998/99. Utility system revenue bonds of $1. 6
million for electricsyst emexpansonwith no rateincreases required to pay debt service. Therevenuedebt coverage ratio
will bed. 07, far abovethe 1.5 minimum requirement. Theminimum contingency reserve has been increased from $6. 4
millionto$7. 02 million The City has al so met its commitment for nn Mz ng rate and tax increases by including no
utility rateincreases in electric, sanitation, wastewater and water. Although property tax rates areincreased by 2.7%, the
tax rate iscomparableto the rate ten years ago and is amongthe lowest inthe area

Significant Financial| ssues

Revenues. The City's revenues (as shown in the chart below) continue to risedue to increased sales tax revenuesand
demand for utility services. The City's overall customer basefor itselectric, sarutation, wastewater and water services
hasincreased at arateof 10% or morefor thelast two years. However, the growth is expected to level out at amore
reasonable 3 - 7% per year

96/97
Projected
Actual

Property Taxes 2,473,458
Sales Taxes 2,052,000
Electric 14,615,860
Waer 5,680,227
Wadewater 3,356,592
Sanitation 1,447,741
Stormwater Drainage 291,014
Capitd Recovery Fees 2,883,363
Misc. Fess & Revenue 3,106,101
Airport 522,966
Interest (All funds) 847,548
Gants & Special Revenue 1,978,742
Bond Proceeds 9,350,046
Utility FranchiseFees 813,938
Fund Bdances (1,593,686)
Subtotal 47,825,910
Interfund Charges

& Transfers 10,108,180
TOTAL 57.934.390 74,893,

* Percent changedf 97/98 Adopted from 96/97 Projected Actual
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General Fund. The General Fund will have a substantial deficit that will continueto grow over the next threeto five
years. This deficit wasidentified in the fiscal impact study prepared in 1994 as part of the analysisof Sun City. In
1997198, the General Fund will require a**what it takes to balance” transfer of $3.5 million. The transfer is 28.9% of
budgeted expenditures, compared to 1996197, where it was $1.8 million or 16.3% of budgeted expenditures. As
mentioned inlast year's lettar, the 1998 opening of the Sun City Fire Station and other additionsrequired to keep up wth
growth, have caused the expected increase in the transfer. Theincreasingtransfers\ill  be managed through the policy
limit on transfers and limiting growth in City services available for the short term. City staff will continue to seek
strategies to provide Council with long-term recommendations to improve the financial condition of the General Fund

Electric, Wastewater and Water Funds. The City's elecmc, wastewater and water systemsare projected to generate
revenuessufficient for operationsand maintenance and somesystem improvementswithout rateincreases. The funds
are projected to have sufficient revenues and devel oper reimbursements to servicethe planned debt without arate increase
for at |east the next two fiscal years. These funds will also continueto pay debt serviceobligations, ongoing operations,
and supplement shortfalls in the Stormwater Drainage Fund and the General Fund.

Sanitation & Stormwater DrainageFunds. No increasein garbage rates is included although the Sanitation Fund will
not beself-supportingin 1997198. Bri ngi ng thisfund into a self-supporting position w3l be part of theeva uationand
fee setting process that will be included in the planned request for proposal for this service. The proposed stormwater
drainagefes increaseswill pay the debt costs for the capital improvement programincluded with this budget proposal
with no operatingdeficitsin the fund.

Internal ServiceFunds.  The City's use of internal servicef undst o provide maintenance, insurance and replacement of
vehicles; repair and maintenance of City-ownea buildings and upgrades and expansion of computer hardware and
software has proven suceessful in sust al ni ng thefunding levelsneeded to maintain the City's assets. In 1997198the City's
interna service funds will provide $454,505 to add and replace desktop, network and application technology and
hardware including 31 new and replacement PC's; $320,000 to purchase and install a new Public Safety Computer
Svstem: 5913,665 for 12 replacement vehicles and 5 additional vehicles; and $392,000 for building maintenance and

repairs.
Specia Projects & Special Revenues. The Operating Plan reflectssignificant grant projectsin 1997/98. State-funded

economic development grants totaling$4.8 million areincluded. The budget al'so includes $193,500 for aCDBG Home
grant approved in 1997.

Emerging I'ssues

As we look toward the year 2000 and beyond, there are severa issues that must be considered in order to maintain
Georgetown's friendly sense of community that is so important.

Electric Deregulation. Although Georgetown has aready taken many steps to prepare for electric deregulation, the
developmentsin state and federal legidationand the energy and telecommunicationsindustries will continueto be closely

monitored.

Rights-of-Way/Franchise Fees. Recent state and federal legislation in telecommunications have brought potential
threet to the ability of local government tocontrol and collect feesfor use of public rights-of-way. The Texas legidature
gppointed an interim committee to study potential changes that would adversely impact local government's control and
revenues. Staff are aready participating in and supporting efforts to educate legislatorsin order to maintain loca

government controls.
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Fire Services. The past few yearshave sa=n Georgetown'sfire services move from arural, volunteer-based organization
to a suburban, paid force. The commercial and industrial growth the City is experiencing will further require
Georgetown’s approach, organization and philosophy to changeto meet this type of growth.

Gangs/Youth. A critical point to maintaining the sense of community in Georgetown asit growsis how we approach
our children and youth The childrenand youth focused programsin the Recreation Department, the Library, the Y outh
Services Team in Police Services, and the Georgetown Project all addressthis growing need

Air Quality. As part of thegreater Austin area (Travis, Williamson, and Hayes Counties), Georgetown will be greatly
impacted by the Environmental Protection Agency's new ar quality standards. With these new standards, the Austin
MSA will likely be declared anon-attainment area  The budget includesfundsto participate with aregional group that
is working to encourage voluntary behavior changes to reducear emissionsin the Austin area

Rivery Land. The City will focus its efforts on selling the Rivery land, recovering al costs and providing sound
economic benefit from the City's most attractive commercial/industrial development tract. As part of the incentive
package and development agreement to bring PowerComputing, Inc. to Georgetown, the City purchased a$2 million
parcel of land adjecent to the PowerComputing site. As aresult of a licensing dispute and subsequent buy out by Apple
Computers, PowerComputing will not locate in Georgetown as planned. Staff are aready discussing options with
numerousinterested buyers.

Conclusion

Growth issues will continue to dominate Council and staff time. Sun City Georgetown will generate substantial growth
fa years to come. Thestaff is prepared to respond to the growth and associated service demands. | believe this budget
accomplishesthe goals set forth by the Council and improves the productivity of employeesthrough the provision of
needed equipment and essentidl training. | greatly appreciatethe |eadership and the direction each of you provided during

Finaly, | acknowledge the tremendous contributions and teamwork of al City staff in preparingthe 1597/58 Annual
Operating Plan Element. Most notably, | want to recognize Susan Morgan, Director of Finance and Administration;
Micki Rundell, Accounting Director; Laurie Brewer, Senior Accountant, Laura Eix, Finance Administrative Assistant
and AngelaGray, City Management Intern for their long and dedicated hoursin preparing the Operating Plan.

Respectfully submitted,

sk

Bob H
City Manager
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GEORGETOWN'S LONG-TERM PLANNING PROCESS Page 209

The City of Georgetown is guidad by acomprehensvestrategic plan caled the Georgetown Century Plan. The Century
Plan (the Plan) was created by a broad-based group of Georgetown citizens, elected and appointed officials, and staff
during the |ate 1980's. The Plan documents and formalizes the goalsand processes by which Georgetown will striveto
enhanceits qudity of life. Its foundationis the mission statement and a set of End statements, similar to goals, which
aredividedinto 14 policy aress.

The City's Misson Statzment serves &5 abroad statemeat of purpose. TheEnd Statements, under each of 14 policy aress,
further definethe Mission Statement. Ends describe, in specific terms, desired end-states. The End Statements arethe
vison of Georgetown at its very best.  Ends represent the ultimatetarget a which dl activitiesof the City are aimed.
Each Pdlicy Area isdefined with abroad Policy End.  Specific Council and citizen direction given in each areaarecalled
FocusEnds. Thistermis used becausethese statements focus staff efforts in accomplishing the Policy Ends.

TheCentury Plan is further defined through periodic updates (last revisedin 1995/96) and through the development of
Functiond Plan Elementsthet addressthe 14 policy areas. The Functiond Plansarecreated by citizen work groupsand
providemore detailed direction for accomplishing the gods identified by the End statements. It generally takesoneto
two years to complete and adopt each element The Functiond Plan eements adopted are the Land Intensity,
Transportation and Wilities Plan; Economic Devel opment Strategic Plan; Parks & Recresation Plan and the Facilitiesand
Services Plan The Urban Design Plan will be prepared and presented to Coundil during 1997198. The Century Plan and
the Functional Plan eements are published and distributed as a separate documen.

The City staff and elected and appointed City Officids rely upon the Ends to provide direction and guidance for
recommending and authorizing the sxpenditure of publicfunds. The budget is the Annua Operating Plan e ement of the
Century Plan. It isprepared around the 14 policy areas and supporting End Statementswhich are outlined in the Century
Plan The Annud Qperating Plan specifically defines themethodsor processes by which the City Manager and City Saff
will go about achieving the desired end-states f=r 2ach polics area. Themethods or processes by which thedesired end-
states areachieved are cdled Means. The Means, Similar to objectivesor strategies, are the specific actions required to
accomplishthe Ends. The Anual Operating Plan Element is a detailed ook at each operational area, or department,
within the City and its own unique set of Means. Not dl Ends are addressed in each Annual Operating Plan ement.
The priority of each Policy area and Ends are set by the Council at its June budget retreat.

Mission Statement

MEANS
Outlined in Annual Operating Plan
Operating, debt and 5 vear capital plan

THECITY
ANNUAL OPERATING PLAN ELEMENT 1997198

ey AxTNixras ) mnoq.aSa:o:aD



Page 210

The City of Georgetown has implemented the Century Plan through the adoption and use of agovernancemodel. The
governance model IS an advanced approach to Council operations which providesfor Council to set policies and Ends,
whils leavingt he Means fa accomplishing thase Endsand policies tothe City M auagaand hisstaff. Aslongas Council
defined "executive limitations' are not broached, the City's staff is able to useits best efforts and judgement to perform
t he Means 10 accamplish the Ends. The City Council has adopted aformal governancepolicy guidingthis process.

The pages that follow in this section provide an overview of the City's Mission Statement with its supporting Ends
categorized under their respective policy arees. Means to each of the Ends are detailedin the Division/Department pages
found later in this document.

THE CITY
ANNUAL OPERATING PLAN ELEMENT 1997198
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MISSION STATEMENT Page 211

To preserve and enhancethe quality of life and unique character of Georgetown by:
» Preserving the rich heritageand natural resources,

» Promoting well-planned development, cost effective professional management and
competent, friendly services; and

e Protecting its Citi zens, theenvironment and all other assets.

The"Ends' statements

ECONOMIC DEVELOPMENT

Policy End 10 Georgetown'seconomy is self-sustaining through diversified growth, a broad tax base with
minimal impact from economic fluctuation, enhanced business opportunity and job creation.

Focus End 1.1 Eisting undeveloped sitesin Georgetown are put to beneficial use

Focus End 1.2 Georgetown recruits small to mic-Szed commercial/industrial firns from al areasof the production
process(i.e., research and development, assambly, production, distribution, warehousing, and retailing).

Focus End |.3 TheCity, the Georgetown Industrial Foundation, the Chamber of Commerceand local businessand
industry work together to promote an aggressve commercial/industrial retention and expansion
program.

Focus End 1.4 Georgetown attracts spinoff companiesfrom mgor employersin the region.

Focus End 15 Georgetown nini mzes the number of employeesit exports to surrounding labor markets.

Focus End 1.6 The City seeks f undi ng resources to assistin training or retraining of thelocal labor pool.

Focus End 1.7 The City providesfinanciad and nonfinancial incentivesto promoteeconomic development.

Focus End 1.8 Thedowntown is an economicaly viable component of the retail and business community.

Focus End 19 All citizensactively participatein locd trade and commerce.

Focus End 110 The City actively cooperates with merchants and business associations to promote trade and
commerce within the Jocal community.

Focus End 111 Thetouri smindustry in Georgetown isdeve oped and promoted, while preservingthe community's
small-town charm.

THE CITY
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EDUCATION

Policy End

Page 212

20 Diverse and comprehensive educational opportunities are available through public and
private cooperativeefforts.

ENVIRONMENTAL AND RESOURCE CONSERVATI ON

PolicyEnd 30 Thephysica qualities that make Georgetown attractive are protected.

Focus End 3.1 Georgetown'swater resources system provides a sufficient water supply of high quality to meet
future City needs, to meet economic development and recreational requirements, and to conserve
wildlife.

EACTLITIES AND SERVICES

Policy End 40 The City provides for the safety of its citizens and supports the responsive delivery of
coordinated services by the City and other public agencies.

Focus End 4.1 TheCity centralizesand co-locates services on existing City-owned property whenever possible.

Focus End 4.2 The City has ahigh level of employeesatisfactionand retention

Focus End 4.3 Georgetown Public Library's information and collectionsare accessible to all citizens.

Focus End 4.4 TheCeor get own Public Libraryhas a collection development budget which equals the national per
capitafor library expendituresin a comparable population category.

Focus £nd 4.5 The Georgetown Public Library's resources are expanded through partnerships with a variety of
organizations, including non-profit, corporations, governments, schools and community groups.

Focus End 4.6 TheCity provides gppropriate, well managed information technology and servicest hat support city
operations and citizen access to information.

Focus End 4.7 There istrust and harmony between the City's public safety providers and dl segments of the
community.

Focus End 4.8 Georgetowniseffectived resolvingissuesrelated to crime, disorder and fear of crime

Focus End 4.9 Georgetown'sfire protectionis adequate and equitable throughout the City.

Focus End 4.10 Georgetown is prepared to respond to large scale natural and technological emergencies.

Focus End 4.11 Publicsafety services areprovided to adjacent areas outside of the City limits through contractua
agreements vith other government organizations, ensuring equitable and efficient coordination of
SErvices.

Focus End 4.12 Public safety serviceshaveahigh level of citizen and volunteer involvement.

Focus End 4.13 The City issafefrom animd threat, providesattractive and humane animal accommodations, and

16

encourages the adoptionof animals.

THECITY
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FINANCE
Riicy End

Focus End

Focus End

Focus End

Focus End
Focus End

Focus End

Page 213

50 All municipal operations are conducted in an efficient business-like manner and sufficient
financial resourcesfor both short-term and long-term needs are provided.

5.1 Each utility system is a self-supported operation that providesadesirableand affordableleve of
service.

5.2 TheCity investigates the privati zation of each City operation, as appropriate.

5.3 The City's utility rates are competitive with surrounding communities and with the statewide and
national averagesfor comparabledtility syst ens.

5.4 Thetax raeis reasonableand fair and doesnot hinder economic development.
5.5 TheCity hasamethod for f undi ng street and streetscape improvements.

5.6 TheCity pursuesall federa and state grant programswhich would benefit the City.

GOVERNMENTAL AFFAIRS

Policy End

Focus End

Focus End

Focus End

60 A high levd of cooperation and involvement exists among Georgetown's citizens and
governmental Organizations.

6.1 All citizensactively participatein governmenta functions.

6.2 The City develops and coordinates service ddivery policies with Williamson County, the
Georgetown I ndependent School District and other organizationsthat provide servicesto Georgetown.

6.3 The City isastrong and visible participant in devel oping comprehensive sol utions to issues of
concern on aregiona level.

GROWTH AND PHYSCAL DEVELOPMENT

Riicy End 70 Georgetown's land uses support economic, cultural and social activities for dl residents,
businesses and organizations; and the City's development process encourages new and infill
development.

Focus End 7.1 TheCity'sregulaionsimplement the Policy Ends and provide the opportunity to seek change with
reasonablesfiort and expense.

Focus End 7.2 Annexation procedures and standards benefit the community.

HEALTH AND HUMAN SERVICES

Ricy End 8.0 Comprehensive, affordable health and human services are availablethrough public and private
organizations.

THE CITY
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TORIC V. Page 214

Policy End 9.0 Prehistoric, historic, and cultural resources are preserved, protected and promoted.

HQUSING

PolicyEnd 10.0 The City cooperates with builders,, developers and property owners to provide safe and
adequate housing opportunitiesfor all citizens.

RECREATION AND CULTURAL AFFAIRS

PolicyEnd 11.0 All citizens actively participate in community-wide social, cultural, and recreational
activities.

Focus End 11.1 The City maintains and upgradesexisting parks and constructs new parksthrough a diversified
funding and acquisition program.

Focus End 11.2 TheCity's park facilitiesand recreational programs meet t he leisureneeds of citizens,

Focus End 11.3 Georgetownhas an attractive and coordinated system of hikeand bike trails.

Focus End 11.4 TheCity hasrecresational programstargeting thosewho are physicaly or otherwise challenged.

Focus End 115 The City has an ongoing process for recregtional needs assessment and program eval uation.

Focus End 11.6 The City has in-house capability in horticulture.

Focus End 11.7 The City encourages the U.S. Army Corpsof Engineers to continueto make Lake Georgetown
water and land resourcss availableto the community and to be responsiveto the community's expanding
and changing needs.

Focus End 11.8 The City has greenbel t s along the tributaries (s.g. Smith Branch, Pecan Branch, and Berry Creek)
that feed into the San Gabriel River.

Focus End 11.9 TheCity hasjoint venture devel opment and use agreementswith other recreational providersfor
existingfacilitiesand/or for future development.

NSPORTATI

PolicyEnd 12.0 Georgetown's transportation system providesfor the safe and efficient movement of traffic.
promotes the economic interests of the community, and adequately serves the needs of
individuals.

Focus End 12.1 TheCity maintainsa Transportation Functional Plan that includesall modesof transportation.

Focus End 12.2 The City supports an area-wide transportationeffort through coordinationwith other public and
private organizations.

Focus End 123 The City hassidewaksand crosswaksthroughout the City, epecially around and between schools
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and parks.

THE CITY
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Focus End 12.4 The City supports privatetransportationservicesin the community. Page 215

Focus End 12.5 The City has continuousfrontage roads along Interstate Highway 35 through Georgetown.

FocusEnd 12.6 The Georgetown Municipal Airport isan integral part of the transportation Syst emand business
activity of thecommunity.

FocusEnd 12.7 Thereisdirect public access to the areaeast and west of the Georgetown Municipa Airport
runways.

URBAN DESIGN

PolicyEnd  13.0 Georgetown has a positive, identifiableimage and an attractive appearance.

UTILITIES / ENERGY

PolicyEnd  14.0 Georgetown's utility systems provide safe and reliable semce which meets the needs o all
citizens and promotes the economic health of the community.

FocusEnd 14.1 Customers of the City'selectric utility have arangeof choices with respect torates, servicelevels
and power supply options.

Focus End 142 Water and wastewater services exceed state and federal standards and are provided to a dll certified
aess

Focus End 14.3 The stormwater drainage systemefficiently and effectively protects the health and safety of
Georgetown'sresidentsand minimizesthe negativeeffectsof standing water and urban runoff.

Focus End 14.4 The City uses availableand emerging alternativeener gy sourceswhen beneficial.

Focus End 145 The Citv's utility policies and practices promote and encourage the protection and conservation
of Georgetown'senvironment and netural resources

Focus End 14,6 Franchised utilities provide adequateservicesfor al citizens.

THECITY
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POLICE SERVI CES Page 219

The DM 9 0 of Police Sarvices functionsunder a palicing philosophy that isbest described as. Bei ng interactivewith
thecommumity and obtaining desi red resultsthrough collaborativeproblem solving. Qr budget is developed ar ound
a systems approach 10 managing the Division and reflectsan organizational structure comprised of five departments:
Organizational and Adminigtrative, Information Management, Professonal Standards, Patral, and Special Operations

DIVISION FINANCIAL SUMMARY:

96/97 98/99
95/96 96/97 Projected Projected Base
Acmual Budget Actual (% Change **)
Organizational & Administrative 265,559 WL629 291,443 237,898  (0.0%)
Restricted Funds 28,834 87,880 87,380 70,844 (-25.3%)
Special Operations 338,520 548,149 548,148 693,541  (1.7wW)
Information Management 432,357 491,578 491,578 579,167  (1.4%)
Patrol Services 1,048,330 1.193.561 1,198,567 1,323,396  (0.7%)
Professional Stndards 141,138 173,823 173,823 153,722 (-3.0%)
TOTAL 2254 138 2,791,626 2,791,439 35108. 568  (0.0%)
* Percent change of 97/98 Adopted fom 96/97 Projectad Actal
“* Percent change f 98/99 Projected Base from 97198 Adopred
SOURCE OF FUNDING:
9%/ 97 98/ 99
95/ 96 96197 Projected Projected Base
Actual Budget Actual (% Change **)
General Fund . 2,225904 2703, 746 2,703, 559 3,037,724 (03w
Special Revenue Fund 28,834 81, 830 87,880 0844 (-26.3%)
TOTAL 2,254,738 2,791,626 2 791 439 S109; 3,108,568 (a0

* Percent change of 97/98 Adopted from 96/97 Projected Actual
** Percent change of 98/99 Projected Base from 97/98 Adopted

POLICE SERVICES
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ENDS & MEANS Page 220

Education
PolicyEnd 2.0 Diverse and comprehensive educarional opportunitiesare available through public and private
cooperative effons.

Means (96-01) Promote E-911 with 911 smulator and literatureprovided by the Communication Center
Qperators, in conjunctionwith the Capital Area Planning Council. (Information Management).

Facilities and Services
PolicyEnd 4.0 The City provides for the safety of its citizens and supports the responsive delivey of
coordinared services by the City and other public agencies.

Means (96-98) Evaluate nesds of conmuni ty through survey and data analysis. (Organizational and
Admimstrative).

Means  (96-00) Managequal ity customer services by assuring that thesystems and processesof the Division
are congruent with the chosen missian, vaues, principles, and philosophieses stated in the Corporate
Strategy. Assurethet police servicesareeffectively and efficiently digned with the identified and
agreed upon needs of the internad and external customers. Assurethat processesand measures are
congruent. Svaluats measures against cusomer needs. (All Departments within the Police Services
Division)

Means (96-01) Coordinate with and actively participatein partnerships with the Parks, Education and
Recrestion Services Divison and the Georgetown Projecr to further develop the ideaof A Greacer
Georgetown through Neighborhood Wellness™. (Organizational and Admunistrative, Patrol Services,
Special Operations)

Means (97-98) Provide a Staff Sergeant for Petrol Services to provide for greater effectiveness by
delineating line and staff functions. (Patrol Services)

FocusEnd 4.2 TheCity hasa high level of employeesatisfaction and retention.

Means (97-98) Evauate and improve the FHed Training Program in Patrol Services. (Professional
Standards)

Means (97-98) Conduct Qual ity Review process that will measure our effectivenessin meeting internal
customer needs. (Professional Standards)

Means  (97-98) Provideemployees with the skills and knowledge to respond toissues of crime and disorder
through enforcement, prevention, intervention, and educationwhile continuing to meet state mandated
training. (Professond Standards)

Means (97-01) Provide management and leadership training for Department Commandersand first line

220

supervisors. (Organizationa and Administrative, Professional Standards)

POLICESERVICES
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Focus Ead 46 The City provides appropriate, vél managed information technology and services that
support city operationsand citizen access to information.

Means  (96-98) Train employees on @ new report Witing process manually prior to automation. (Petrol
Services, Speciad Operations, Information Management)

Means (96-98) Write arecords retention and destruction program, policy and procedure. {Information
Management)

Means (96-98) ProvideActivity Bulletinsand Special Reports to personnel of the Policz Services Divison,
the media, and the public through the Records Section for Crime Analysis Statistics. (Information
Management)

Means  (96-98) Install new E-911 systemwork stations. (Information Management)

Means  (96-99)Instd| records management and computer-aided dispatchingtechnology and software (public
sdfety software) to nake information management more =ffective and compatible with the city-wide
system. {Information Management)

FocusEnd 4.7 Thereistrust and harmony between the public safety providers and all segments of the
community.

Means (96-98) Conduct two Citizen Police Academies. (Professiond Standards)

Means (96-99) Etddish trmin, and chair an Internal Affairs review board consitingof internal and externa
customers. (Professiona Standards)

Means (96-00) Develop and implement Qudity Review Processes that will measureour effectiveness in
mesting external customer needs. (Professional Standards)

Means (96-01) Identify ad resolve Public Safety problems by neighborhoodsin partnershipwth Fire
Division personnel and citizens of the neighborhoods utilizing appropriate community resources.
(Patrol Services, Specid Operations)

FocusEnd 48 Georgetown iseffectiveat resolving issuesrelated to crime, disorder and fear of crime.

Means (96-00) Implement service ddivery strategiesto address areas of substance abuse, traffic flow,
accidents, truancy, domestic violence, property crimes, and assaults. (Patrol Services, Specid
Operations, in cooperation with the Georgetown Independent School District and the Georgetown
Project)

Means (96-00) Provide businesses and community groups with accurate information on crime, the
community and police matters. (Specid Operations, Information Management)

Means (96-00) Increase thenumber of active Neighborhood Watch Programs, and where desired, establish
Neighborhood Wellness aress in each district. (Organizational and Administrative Services, Specid
Operations, Patrol Services)

POLICE SERVICES
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Means (96-00) Increasethe clearance ratefor any reported and verified use, possession, or sale of illegal
drugs, through follow-up investigations, surveillance techniques, interventon, trestment and
enforcement efforts. (Special Operations)

Means  (97-98) Improve service delivery to citizens and employees by employing a supervisor in the
CommunicationsSection. (Information Management, Patrol Services)

Means  (97-98) Increase accountability and productivity in criminal investigations, by tracking investigetive
case loads and target completion dates, thereby increasing the clearanceratefor reported offenses.
(Specia Operations)
Focus End 410 Georgetown is prepared to respond to largescale natural and technological emergencies.

Means (97-98) Teach Incident Command System to all empleyees and write help aides on Incident
Command System (Professional Standards, Organizational and Administration, in cooperation with
Fire Services, Community Owned Utilities, the Williamson County Sheriff’s Department and the
Texas Department of Public Safety)

FocusEnd 412 Publicsafety services havea high level of citizenand volunteer involvement.

Means (96-99) Recruit volunteers into the establ i shed volunteer program relative to defined task needs.
(Organizational and Administrative, in conjunction with the Georgetown Information Volunteer

Exchange)

Means  (96-01) Recruit and train policereservesfor duty. (Professona Standards)

Finance

BolicvEnd 5.0 ANl municipal operations are conducted in an efficient business-like manner and sufficient
financial resourcesfor both short-term and long-term needs are provided

Focus End 56 TheCity pursues all federal and state grant programswhich would benefit the City.

Means (96-01) Researchand apply for Capitd AreaPlanning Council and the U.S. Department of Jugtice's
Community Oriented Policing Services grants. (Organizational and Adminigtrative, Professona

Standards)

Recreation and Culturd Affairs

PolicvEnd  71.0 All citizens actively participate in community-wide social, cultural, and recreational
activities.

Means  (96-01) Providesponsorship, support, and assistance to youth programs, activitiesand organizations
through a Police ActivitiesLeague (PA.L.). (All Departments)

WWCE SERVICES
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Organizational & Adm

WHAT WE DoO:

The Geoargetown Police Services Division's philosophy
isbased on theidea that policingis the management of
information for aresult thet is of value to the individua
customer and the public-at-large. Beingresponsiveto
the demands of the day means focusing primarily on
processes (whole pieces of work) rather thantasks, jobs,
peoplea structge, Therefore, to assure quality internal
and external results, the Georgetown Police Services
Divison embodies a vadue-based, principle driven
systems gpproach to managing the organi zation.

The Department of Organizational and Administrative
Servicesconggts of the Director (Chief of Police) ad
theDivison Administrative Assistant. Thisdepartment
providss t1e integrating influsnces necessary to keep the

Information Management, Professional Standards.

Spedid Cperasdons and Patrol Services Departmentson
track and provides the support for managing the
purpose of the organization.

WHAT WE ACCOMPLISHED IN 1996/97:

e Continued to improve the Divison's Citizen
Volunteer Program and rewrote the Volunteer
Manud.

e Worked actively to develop a positive working
relationship with Capital Area Planning Council
and to identify sources of dternative funding,
which resultedin grant awards.

e Saved on the core team to develop the
Georgetown Project's core values, business plan
and youthinitiatives.

® Provided in-house management training for
Lieutenantsand Department Director.

e Completed the Public Safety Facility Needs
Assessment process.

e AchievedLeve T recognitionin the Texas Quality
Award application process, an organizational
management eval uation program.

e Deveoped performance measures for the Police
ServicesDivison.

224
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WHAT WE PLAN TO ACCOMPLISH IN 1997/98:

e Activdy participaein the Georgetown Project and
further developthe ideaof "A Greater Georgetown
through Neighborhood Wellness."

®  Manage quaity cstanar services by assuring that
the systems and processes of the Divison are
congruent with the chosen mission, values,
principles, and philosophies as stated in the
Corporate Strategy. Assure that police services
are effectively and efficiently aligned with the
identified and agreed upon needs of the internal
and external customers. Assure that processes and
measures are congruent.  Evaluate measures
againgt customer needs.

e Provide management axd leadership training for
Department Commanders and first line
Supervisors.

o Actively seek dternativefunding through granis.

01‘1 You KIIOW?

An ordinance was passed in April
1880 for City prisoners that were
physically ableto do hard labor and
set a pay rate of $1 per day.
Prisoners not complying were put
on a diet of bread and water.

POLICE SERVICES
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Page 224
ACTUAL BUDGETED ACTUAL PROJECTED
PERFORMANCE MEASURES EY 95/96 EY 96/97 FY96/97 EY 97/98
1) 9%5% of al dtizas wurveyad
percetve  Police  Services
positively. N/A N/A « N/A 95%
2 Sstained  external  citizen
coplans aelss than .5% of
pdicecallsfor service. N/A N/A N/A .05%
3 (@t of police sarvices is less
than $150 per capita $122 $135 $133 $118
4) Overtime expenditures are less
than 5% of total slaries 4% 4.5% 4% 4%
1997/98 ADOPTED BUDGET AND 199&/99 PROJECTED BUDGET:
96/97 98/99
95/96 96/97 Projected Projected Base
Actusl Budget Actual (% Change**)
0 2/0 2m 2/0
98,138 105,517 105,517 106.763  (0.0%)
167.421 186,112 185,926 181.135  (0.0%)
0 0 0 0 (v
265,559 291,629 291443 287,898  (0.0%

Employees: full time / part time

¢ Percent change of 97/98 Adopted from 96197 Projected Actual
** Pgraant change of 98/99 Projected Base from 97/98 Adopted

POLICE SFERVICES
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POLICE RESTRICTED FUNDS
Page 225

Thisfund receives and hal dfs seized assets from narcotics and/or organized crime cases, donationsreceived for the Ir ug
Abuse Resistance Hlucation (D.A.R.E.) Project, and revenue received from other sources.  Funds from
seized/confiscated/forfeited assets are to be used for narcati cs interdiction and enforcement Funds fromD.A.RE.
donations are to be used only for that project. Thisfud also receives ad di shurses U.S. Department of Justice
Community Oriented Policing Services (COPS) grant monies, specifically f unds under the COPS MORE '96 program.
An gpplication has been suomit ted for the Universal Hri ng Program, and notification of this award will be received by
January, 1998.

FUND SUMMARY:
96/ 97 98/ 99
95/96 9697 Projected Projected Base
At Budget Actual (% Change **)
REVENUES

Donations 1,580 2,000 2,000 1,500 0.0%)

Grants- QCPS 20,210 46,822 46.82 0 (-100.0%)

Grants- Otker 0 10,958 10.958 0 (l100.0%)

Interest, DARE 387 300 250 200 (0.0%)

Interest & Other 483 400 300 300 (oo%

Operating (Seizures) 2,151 2,000 2.100 2,000 (0.0%)

Transfers In 7,500 20,100 20.100 66,844 (144.3%)

Tatal Revenues 32411 82,580 82,530 T70.844  (-17.2%)
EXPENDITURES 28,834 37,880 87.880 70,844 (-26.3%)
Excess (Deficiency) of
Revemues over Expenditures 3,577 (5,300) (5350) 0 (-100.0%)
Fund Balapce at .

Beginning of Year 17,526 14,727 21,103 5,149 (-67.3%)
Reserved for Pmjat DARE (6,258) (3,558) (3,508) (3.508) @
Fund Balance at

End of Year 14 845 5,869 12245 1,641 (0.0%)

® Percent change of 97198 Adopted born 96197 Projected Actual
** Percent change of 98/ 99 Projected Base from97/ 98Adopted

POLICE SERVICES
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Special Operaticons

WHAT WE DO:

The Department of Special Operations, in cooperation
with the Department of Patrol Services, is responsible
for producing the dssired policing products or ssrvices
to the publicc. The Depatment is specifically
responsible for performing directed activities, problem
0lving, successfully prosecuting crimina offendersand
deveoping partnershipswith the citizenry.

Specid Operdtions is responsible for maintaining
policing expertise in such aess as Narcotics
Enforcement, Juvenile and Youth Services, Victim
Savices, Property and Evidence, Photography, Crime
Scene Investigation, Composite Drawing, and selected
areas of Crime Prevention. Specia Operations is
responsible for providing the DARE and GREAT
Progr ans within the Georgetown Independent  School
District, and holding a Police Far during National
PoliceWeek in May cach vear,

WHAT WE ACCOMPLISHED IN 1996/97:

e Concentrated enforcement effortson narcotic and
substance abuse with a specialized tzam, which
initiated approximately 25 narcoticscases, wth an
arrest rate Of 25%. This team al so conducted four
covert operations, resuiting in over 30 arrests, 7
vehidlesaizures, and the government closng of a
known “crack-house”.

® Incrensed the quality of crimind invegtigationshy
upgrading evidence collection and andysis
equipment.

® Improved services to victims of crimeand disaster
by purchasing supplies and equipment, and by
training Victims Services Volunteers on issues
such as culturd diversity, and counseling and
referral techniques.

s Implemented a domegtic violence follow-up
program within the Victims Services Unit to
personally follow through with victims of domestic
violence.

e Conducted a Problem Oriented Policing project
regarding a rash of residentia burglaries, which
resulted in 1 amrest, and cleared numerous
Burglary of a Habitationinvestigations.

Page 226
e Developed a drategy for combating truancy,
involving the Georgetown Independent School
District, aswell as the juvenilecourt system

e Created four additiona Neighborhood Watch
programs.

WHAT WE PLAN TO ACCOMPLISHIN 1987/98 -

e Incree= accountability and productivity in
crimind investigations, by tracking investigetive
case loads and target completion dates, thereby
achieving a higher clearance rate for reported
offenses.

® Increase the number of Neighborhood Watch
programs and organize Neighborhood Wellness,
where appropriate.

e Devdop a Youth Services Team in partnership
with the Georgstown Independent School Disgtrict,
and the Williamson County Juvenile court system
targeting undesirable youth behaviors, such as
truancy and running away through intervention,
treatment and enforcement, thereby reducing the
rate of property crimes, assaults and domestic
violence.

® Resolve identified substance abuse problems
through follow-up investigations, surveillance
techniques, intervention, treatment and narcotics
enforcement efforts.

ﬂﬂl YOll Kn()w?

The first ordinance of record was
passed in early 1880 which
prohibited the carrying of any
deadly weapon except for peace
officers, militiamen or civil officers.

POLICE SERVICES
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PERFORMANCE MEASURES

)

3)

4)

Recidivism rate for runaway
juvenilesisless than 10%

80% of all illegal drug and
acohol problems that are
identified and verified are
successfully resolved.

Overall index crime rateis less
then 37 p a 1, 000.

98% oOf all arrests pass the first
legal review.

ACTUAL

N/A

N/A

40

N/A

BUDGETED
EFY 96/97

N/A

N/A

N/A

N/A

Page 227

ACTUAL PROJECTED

N/A <10%
N/A 80%
33 37
N/A 98%

1997/98 ADOPTED BUDGET AND 1998/99 PROJECTED BUDGET:

96/97
95/96 96/97 Projected
Actual Budget Actual
9/0 110 1110
293.275 422,854 422,854
42,814 107,995 107,993
2431 17,300 17,299
338,520 548,149 548,148

Employees: full time / part time
® Percentchange of 97/98 Adopted from 96197 Prajested Actual
** Percent change of 98/99 Projected Base frem 37/98 Adopted

98/99
Projected Base

(%% Change**)

1410
563,004 3.2%)
130,537 (-27%9)
0 (-1000%)

(LT%)

693,541

SIGNIFICANT CHANGES:

The addition of three new positions, Youth/Education Services Sergeant/Supervisor, G.RE.A.T. Officer, and
Youth/Education Staff Assistant, will create a Y outh Services Team, that includesthe present Y outh Services Officer,
Public Education Officer and Juvenile Detective. The team will f ocus on teaching crime, gang, and drug preventionto

youthsin the Georgetown I ndependent School District. The team will also provideintervention through conmoni ty
resources, and refer youthto treatment services when necessary. Al of thesefuncti ons will be performed in partnership

with the Georgetown Independent School District, the Williamson County Juvenile Court system and the Georgetown
Project.

POLICE SERVICES
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Informa ion Management

WHAT WE DQ

The Department of Information Management oversees
theautomated systems and techniques which supply the
information necessary to manage and improve the
delivery of police services. It is comprised of three
sections. 1) Communications, 2) Records and 3)
Technicd Services.

The Communications Secrion is responsible for
ansvering E-911 cdls, non-emergency lines, and
addresang the needs of the walk-in public. This section
dispatches for Polkice, Fire and Animal Services
personnel on a 24-hour basis, and Community Owned
Utilities and Utility Office after hours, holidays, and
weekends. The Communications Section moritars
westher conditions that may require an Emergency
Operations Center Alert Phase or Activation. The
Records Section ensur es prompt, accurate, confidential
records keeping for the public, officers, and other
agencies, uSngacomputerized records keeping system.
The Technical Services Section maintains all
information systems (computer, telephone, radio, E-
911) to ensure reliable 24-hour operations. This
Section is responsible for the continua upgrade of
persond computersto improve office productivity and
improve decison making.

WHAT WE ACCOMPLISHED IN 1996/97:

e Conducted 10 E-911 media programs for
approximately 2,001 children and approximately
50adults for the school sysem, specid eventsand
neighborhood meetings to help the citizens save
timeand livesin an emergency.

® Improved sarvice ddivery to citizens and
employess by increasing staffing level with 2 more
communications operators in the Communications

Section.

e Purchased a Data Transmission Network (DTN)
Weather Center to prepare Georgetown in
respondingto largescale natural and technological
emergencies.

e  Updated E-911 informationon Automatic Number
Identification/Automatic Location Identification

230
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for GTE Southwest and Southwestern Bel
Telephone Companies.

WHAT WE P1AN TO ACCOMPLISH IN 1997/98;

® |mproveservice ddivary to citizens and employees
by employing a supervisor for the
CommunicationsCenter.

® \Writearecords retention and destruction program,
policy and procedure.

® Provide Activity Bulletinsand Specia Reportsfor
the Police Services Divison, mediaand the Public
through the Records Section for Crime Anaysis
Statistics.

IngEl new E-911 system work stations.

® Operationalize Computer Aided Dispatch and
police and fire records software that will enable
Communications to dispatch the appropriateun ts
to al typesof emergenciesin an expeditious and
accur at e manner. Also, this sc=vare will improve
problem solving capacity through an automated
records system.

pid You Kno\»?

An ordinance was passed in 1910

setting theminimum age for drivers
at 17 years.

In 1915 the City Council set a
curfew of 9:00 pm for boys under
the age of 18.

POLICE SERVICES
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Page 229
ACTUAL PROJECTED ACTUAL PROJECTED
PERFORMANCE MEASURES EY 95/96 EY 96/97 EY 96/97 LY 97/98
1) 95% of dl cases forwarded to
other agencies do not require
follow-upr equest s. NIA N/A N/A 95%
2) 9% of dl officers ad
firefighters surveyed are stisfied
with communicationseperations. NIA NIA NIA 95%
3) 100% of all police and fire
Priority 1 calls for service are
dispatched Wthin 40 seconds. N/A N/A N/A 100%
4) 90%of dl policeand fire Priority
2 cdls are dispatched wthn 2
minutes. N/A N/A N/A 90%
1997/98 ADOPTED BUDGET AND 1098/99 PROJECTED BUDGET:
96/97 98/99
95/96 56/97 Projected Projected Base
Actual Budget Actual (% Change **)
1510 17/0 17/0
403,161 453,073 453,073 541471 (1.6%)
21,846 36,920 35,920 37696  (13%)
7,350 1,585 1,585 (N/A)
432357 491,578 491578 579167 (1.4%)

Employees ful time/part time

* Psreent change of 97/98 Adopted fran96/97 Projected Actud
** Pervent change of 98/99 Projected Base from 97/98 Adopted

SIGNIFICANT CHANGES:

The Communication Section of thelnformation Management Department is temporarily moved to the Patrol Services
Depatmeant tobetter facilitate the implementation of anew Public Sfety Software package. When the software package
isortl i ne, the@nmoni cat | ons Section will be moved back 1o thelnformation Management Department for management

and supervison.

POLICE SERVICES

ANNUAL OPERATING PLAN ELEMENT 1997198
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Patrol S o

WHAT WE DO:

The Department of Patroi Services produces desired
policing products and services to the public. The
Department responds effectively and efficiently to
emergencies and thepublic's initial requests for service,
develops partnerships witht he citizenry and workswth
Specia Operations to resolve identified problems. In
partmership with Special Operations, Patrol Services
promotes public safety and crime prevention education
with programs and Literature. The Department neet s
the needs of thepublic by providing patrol services 24
hours aday, 7 daysaweek. The command structure of
the department is comprised of 1 Lieutenant, 3
Sergeants, 3 Corporals, and 19 patrol officers.

WHAT WE ACCOMPLISHED IN 1996/97-

® Served on the core team for the Public Safety
Feci ity Space Needs Assessment

e Employed threenew patrol officers, to implement
thefird phase of the 4th patrol district.

® Reestablished X-9 Program.

Assisted Community Owned Utilities and Fire
Servicesduring the January 1997 ice storm.

®  Assisted and provided mutua ad in thesearch and
rescue efforts during the Jarrell Tornado in May
1997.

® Purchased new technology to apprehend fleeing
cimindssafely wthout risk to officersor citizens.

e Officers participated in numerous programs to
increase interaction with Georgetown's youth:

G SDMentor Program

Project Graduation for G SDSeniors
Coached youth sports

Officers visited GISD schools as positiverole
models

« Attended middleschool dancesin costume

» Readto childrenat GeorgetownLibrary

« Held a pool party for fifth grade D.A.RE

Graduates
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WHAT WE PLAN TO ACCOMPLISH IN 1997/98:

Increase the number of active Neighborhood
Watch Programs and establish Neighborhood
Wellness Areasin each district.

Increase the number of Problem-Oriented Policing
projects specific to identified issues like traffic
accidents.

Reduce the level of narcotics in public schools
through K-9 intervention.

Increase interaction with Georgetown's youth by
participating in sports and school functions.

Provide greater efficiency and effectiveness by
employing a Staff Sergeant to delineate line and
staff functions.

Research potential home security services to be
provided through the city's Customer Choice &
Control (CCC) System.

91(1 YOll Kn

In 1946147 the Police Department
employed two officers and had only
one Police car and no radios. The
Police Department aiso had only
one police badge, which had to be
shared between thetwo officers.

Ow%

POLICE SERVICES
ANNUAL OPERATING PLAN ELEMENT 1997198
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ACTUAL BUDGETED ACTUAL PROJECTED
PERFORMANCE MEASURES EY 95/96 EY 96/97 FY 96/97 FY 97/98
) 9% of dl lifethreatening
(Priority 1) calls for service are
responded to within 3 mnut es. N/A N/A N/A 90%
2) 90%ofd| emergency (Priority 2)
callsfor serviee are reponded to
within 5 minutes N/A N/A N/A 90%
3) A% of thereportmg areas(gri ds)
are absent of crime and disorder. N/A N/A N/A 40%
4)  Qverall property index arimerate
islessthen 35 pa 1,000. 37 N/A 31 35
1997/98 ADOPTED BUDGET AND 1998/99 PROJECTED BUDGET:
96/97 98/99
95/56 96/97 Projected R ected Base
Actual Budget Actual (% Change **)
240 26/0 26/0 27/0
810,449 908,533 908,533 993,529 (1.0%)
237,881 277,634 277.634 325,867 (0.0%)
0 12,400 12,400 Q 7N
1,048,330 1,198,567 1,198,567 1,323,356 @™

Employess fulltire/ parttine

® Percent change of 97/98 Adopt ed from 96/97 Projected Actual
*= Paroant change of 98/99 Projected Base from 97/98 Adopted

SIGNIFICANT CHANGES:

The Gormuni cat i ons Section istemporarily supervised by Patrol to hdp fadlitate the implementation of thenew Public
Safety Software.  The addition of a Staff Sergeant position will allow more direct supervision and provideassi st ance
in the resolutionof programsand projects

POLICE SERVICES
ANNUAL OPERATING PLAN ELEMENT 1997/98
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Professiornal Standards

WHAT WE DO:

The Depatment of Professond Standards assures
qeity police services by managmg d| related actions
needed tOcreate, staff, and maintaind| the departments.
The Department is responsble for personne
recruitment, selection and trainiag; citizen complaints;
internal affairs investigations; and service audits. The
department also acts as the liaison to the Texas
Commissionon Law Enforcement Officers Standards
and Education

WHAT WE ACCOMPLISHED IN 1996/97:

e Deveoped and implemented a Divison awards
and commendation Process.

e Farned aCritical Incident Debri efi ngTeam for the
[DM 9 an to be used on scene and after duty hours.

e Deveoped a General Order for handling deathin
the policefamily.

e M State (TCLEOSE) mandated training
requi renent s for d| sworn personnel.

Cuuidiaed -,2ve aours Of trainingfor Division
personnd.

e  Processed and hired nine (9) Policeofficers.

e Processed and hired seven (7) Communication
Operators.

o Wrote or rewrote 15 Generd Orders establishing
policy, procedure and rules on various policing
topics.

WHAT WE PLAN TO ACCOMIALISH ¥ 1997/98:

e Edtablish, train, and chair an Internd Affairs
review board consisting of internal and externa
customers.

e Conduct Quality Review Processes that will
measure effectiveness in meeting internal and
externa customer needs.

234
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Provideemployees with the skills and knowledge
torespondtoissuesof cri ne and disorder through
targeted training in the arzas of enforcement,
prevention, intervention, and education while
continuingto naet state nandat ed training.

101(1 YO'I.I KIIOW?

In 1946147 Police officer swer e paid
$150 per month and worked 12
hour shifts.

WLICE SERVICES
ANNUAL OPERATING PLAN ELEMENT 1997198
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ACTUAL PROJECTED ACTUAL PROJECTED
PERFORMANCE MEASURES FY 95/96 FY 96/97 FY 96/97 FY 97/98

) 95% of all Internal Affairs
investigations ae completed and
successfully reviewed with a final
disposition within 40 days N/A NIA N/A B%

2. 100 of state nandat edtrai ning
IS completed in every 2 year
cycle. N/A N/A N/A 100%

3. 95% of dl Internal Affairs
investigations are deemed fair
and equitable. N/A N/A N/A 95%

4. Peronnd turn-over rate is less
than 10% annual | y. N/A N/A 46% 10%

1997/98 ADOPTED BUDGET AND 1998199 PROJECTED BUDGET:

96/97 98/99
95/96 ‘96/97 Projected Projected Base
Actual Budget Actual (% Change **)
20 0 200 2/0
83,194 102,992 102,992 84,625 (0.0%)
57,286 70,831 70,831 69,097 (3%
658 0 0 0 oA
141,138 173,823 173.823 153722 (3.0%

Employees: ful timel parttine
® Percent changeof 97/98 Adopted from 96/97 Projected Actual
** Percent change of 98/99 Projected Base from 97/98 Adopted

PoLICE SERVI CES
ANNUAL CPERATI NG PLAN ELEMENT 1997/98 235



MEANS - PROGRAMS, PROJECTS & EQUIPMENT (CONT.)
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Not
Furicl Included Included
Organization & Administration
100 a5t COPS Universai Biring Pragram 0
100 5 Police Officers (Salaries) 182,950
100 Grant Rsvenue 4 33.2504
100 £ Vehicles 177,100
100 Suppiies, Training & Equipment for 5 37,000
100 881 Capital Area Planning Council Grant 0
100 Youth Laison Officer 35550
100 Overtime 1,743
| 100 Gran! Fvenue (37,93
100 L Sunpires, Taining, computer & furmiture 8730
100 Vehicle 3,50
100 a1 Capital Area Planning Council, Victims of Crime Act Grant 0
100 Victims Services Coardinamr 43,681
100 Overtme 1,162
100 Grant Revenus (36,638}
100 Suppiies, training & aquipment 12.796
280 BJA, Loca! Law Enforcoment Slock Grant ¢
280 Grant Revenue 0
280 Equipment 0
280 COPS MORE '96 o
280 Grant Revenue [}
280 Jail Booling Computar [+}
2680 Crime Scene/Accident Scene Scitware [
Total Organization & Administration 20747
Special Operations
100 863 Youth Services/Education Team ]
100 1 Sergeant’Civilian Eqiwy (10/1/87 hire date) 0
100 { GREAT Officers - (1/1/38 hire date) 46,908
100 Overtime (3 empiayses) 2815
100 Cffice Supplies 250
100 Uniferm Allowancs 500
100 Leasa space pius utilites 21.600
560 928 Camputers for 3 2,500
100 Fumiture {(3) 700
520 433 3 Vehicies 69,350
100 Administrative Assistant for GREAT Team (1/1/58 hire date) 365
100 Desic [+]
560 928 Computer ]
100 863 Investigations Sergeant (inc salary & ben) 37,538
100 Overime 174
106G Camputer, fumiture 3,.20¢
100 Vehicle 25,450
190 | 8&83 Tektronics color [aser printer 4.500
100 | 863 |Rental Car Contract _(increass) 0
100 | 853 |Owertime (base budget increase) 3.487
100|863 IPolygraoh mashine & training 9.500
Tatal Special Operations 4127745 230.906

Note: Codsfor personnel include all benefits, supplies, training and capital to place the position in service.

282
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MEANS - PROGRAMS, PROJECTS & EQUIPMENT (CONT.)
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Not
Fund Dapt  Descriotion Included fnciuded
Unformation Managesment

100 | 865 |Records Managsmant Technoiogy (Public Safity Sofware) 10883
100 | 865 |Desiop P, Microsofl Project, Mabila Natetook User 8725
100 885 | The Communicator - persanal computer-based notification sysstem 29.750
100 865 Personnel ncrease 0
100 Dispatchers (5 @ $22,135) 143,754
100 Superasor - (1/1/38 hire axa) 8907
100 COverzme 6,120
100 Recsgtionist 29,965
100 Supplies & Training 8500
100 Radho Consales 30,000
560 923 Compunsrs (4 @ $2500) 7.500
100 Madem (4 @ $130} 520
100 Montors (4) 2400
560 9B Cannon Bubblejet Printer 4]
225 i Dask (2) front lobby, communication cesmter Q
105 865 |Public Safety Software & sion 20,000
100 865  |Recores Specialist 25,200
100 Overtime a4
100 Supplies & Training 900
100 Incraased revenus from Municigl Court (6,100

Total Informadon Management §27,648

strol Services

100 864 Honar Guart/Color Guard - Rifles & Unifarms 9,500
100 864  |K-93 Handier o
100 Police Officor 37,524
100 Equipment and training 3,750
100 Vehicle 37.000
100 | Hangheld radias 500
100 ! k-84 Training 3,000
100 864  |Staffa Fourth Pavrol Cistrict 0
100 Police Officers (3) 112571
100 Cvertime 092
100 Equipment and training 3,750
100 Vehicies (3} 106,260
100 Hanaheid Radios (3} 7,500
100 864 Finng Range 20,000
100 8654 Restructura of Patroi Services 0
100 Addiional Parsannel (3) 84,256
100 Overtime 1,568
5 Equipment and training 2,500
520 433 Vehicles (3} 102,760
520 405 Handheid radics {BI 5.000

Total Patrol Services 547,531

Note: Costsfor personnd include dl benefits, supplies, training and capital to placethe positionin service.

REFERENCE
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MEANS - PROGRAMS, PROJECTS & EQUIPMENT (CONT.)

Page 236

Not
Fund Deot  Descnotion Included Included
|Professional Standards

100 862  Training Officer [}
100 Polica Sergsant 42,518
100 Training 2,000
100 Uniforms 1,000
100 Senall 100lS, Suppies 2500
100 Radic 2.500
100 Vehicle 30,000
100 Computer 3.000
100 Furniture 1.200
5 862  |Division Awands & Commaendaticns 0
25 Awards Banquet 0
5 Medais & commendations 0
25 Supplies 0
100 862 Recrutment SBrochurs - printing costs 1.500
100 862 Training Faciity 2]
100 Const costs to renavate out bidg on FM 371 5,000
100 Small ools, Suppiies 850
100 Furndure 4000
100 852 \Azdtitional Funds for Training 8562-5308 Q
100 intarme] Assac of Chiats of Palice Conf 2,700
100 Problem Orisnted Palicing Cont 2500
100 Exacutve Devel Woncshop, N Carolina 1]
100 Adv Facial Reconstr Coursa, Arizona 1,500
100 Assoc af Public Safety Comm Conf 2,000
100 Indoor Shooting Range 1.520
e Tpglﬁrpl’e.ssiona! Standards 106)&‘;
Total'Polfce Services

Note: Costsfor personnel includeall benefits, supplies, training and capital to place the position in service.

REFERENCE
ANNUAL OPERATING PLAN ELEMENT 1997/98
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Appendix N

199819 OPERATING PLAN PREPARATION SCHEDULE
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1998/99 ANNUAL OPERATING PLAN PREPARATION SCHEDULE

PHASE | - CITIZEN | NVOLVEMENT
January 31 Mid Y ear Council Retreat

February 9 Board & Commission Chair meeting. Discuss plan for feedback on
1998199 AOP. Committeesto be included in focus groups are: Parks &
Recreation, Planning & Zoning, Library, CVB, Airport, HPC, BSC,
Police Citizens Advisory Committee (if till meeting), and Housing
Authority.

March City Board & Commissionsto provide commentsfor 1998/99 Annual
Operating Plan

*These committees\ill  serve as focus groups on al aspect of the
Century Plan, not just area of interest. Have afacilitator provide a
quick overview of Century Plan, etc. Then ask for direction on
community priorities. Ask in terms of values instead of task and
projects. In 1999, wewill add a citizen survey to this feedback. This
aso helpsthe education process.

PHASE II - STRATEGIC PLANNING

March = April Strategic Planning Sessions - Management Team

Every Thursday from

1-5pm Sessions  *City Manager priority issues outlined and discussed
*SWOT andysis
*Oneto five year assumptionsdrafted
*Measures discussed and agreed upon.
*City-wide and divisona five-year plans presented and
discussed
*Five year financial condition presented.
(Planning discussions among and within divisions should
occur between sessions)

Purpose: Come up with a 5 year general strategic plan the links
upward to the Century Plan and across divisons. This
general plan will provide the framework for division leve
planning. All of the directors must be clear on this before
taking the information down to department heads.



March - April

April 1

April 15

April 16

April 23, 12-5 pm

May 2
May 12

May 14- 16

May 18
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F&A and IR staff to meet with divisonson | SF needsfor 98/99.
COU to begin five year CIP plan update.

Mid-Y ear Review packagesgo out to divisons. Packageswill consist of
program and activity indicator updates. Expenditure issues will be
handled by Accounting on an exception bass.

Mid-Y ear packages dueto Finance.

CIPreview - COU and Directors (part of Thursday session)

1998/99 Staff AOP Workshop - 5 hours, off-ste.

Review assumptions, issues and generd plans from Directors session.

Review screening criteria Set up cross-divisional problem solving teams
by issue.

Council Elections.
Regular Council Meeting. Mid Year Review = 1997198 budget year.

Council Retrezat. (All Directors to atend 5/15, 5 - 10 pm session at MCC
in Austin.)

City Manager to review Council Retreat resultswith Management Team
and reconcileany differencesin priorities.

PHASE IIT - PROBLEM SOLVING

May 28 amé& 29 am

June 16

June 17

June 23 - July 9

Budget training sessions - 'z day (mandatory), Council Chambers.

City Manager to review Council Priorities. Training on all numbersand
narratives. Annua Operating Plan packages distributed a sessions. All
budget preparers including Directors, department headsand AA’s should
attend.

Base budgets due to Finance.
Program/project requests, Ends & Meansand Narratives due to Finance.

Finance & accounting redline session.

Work session with the City Manager. NEW STRUCTURE!
Sessionswill be done by issueor policy area, not by divison. Many staff
may attend more than one sesson. Base budget reviews will done by
appointment on an as needed basis.

1998/99 Budget Schedule (as of February 24. 1998) Page?2



June 24 Texas Quality Awards presentation. Page 240

PHASELY - FINALIZE AND BALANCE PROPOSED AOP

July 14 - 16 BUDGET BALANCING (All Directorsto attend, department heads on
cdl) Sessonswill be conducted in the large conferenceroom and training
room.

dly 17 - 22 Find allocation run. Update schedules

July 27 Tax rolls final,

July 28 Proposed budget finalized with City Manager.

PHASEV - DOCUMENT PREPARATION

Jduly 28 Final narratives/department pages due to Finance.
Jduly 29 Find update of current year CIP (COU & Finance)
July 29 - Aug 7 Financetofinal i ze Council draft and send to printer.

PHASE VI- AOPPRESENTATION

Augud 11 Proposed Budget package to Council. Draft of find document with
Report to Council from City Manager.

August 24 Council Budget Workshop, 5:30 pm. City Manager Overview,
Divisional Reviews.

August 25 Regular Council Meeting. Public Hearing on Proposed Budget.

August 26 Council Budget Workshop, cont., 5:30 pm., Divisional Reviews.

August 27 Council Budget Workshop, cont., 5:30 pm. Budget Wrap-up As
Needed.

Sept. 8 Regular Council Meeting. (1) Adopt Proposed Budget (2) Adopt
Proposed Tax Rate (3) and dl other budget related ordinances. - 1st
Reading.

Sept. 22 Regular Council Meeting. 2nd Reading, Budget Ordinances.

October 1 New budget year.

1998/99 Budget Schedul e (as of February 24, 1998) Page 3
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GEORGETOWN ELECTRIC UTILITY SURVEY FOR 1998
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Geor getown El ectricUtilid: Survey 1998

Hello, my name is . The City of Georgetown iS conducting a survey of itscitizensand | |
would like to gpesk with anyone'agel18 or older. TO RESPONDENT: Thecity is conducting
asurvey to determine ks citizens'perceptions f electric utility services. The questions|
want to ask you will take only afew minutesand your answers will be useful to the city siaff
and council as they consider decisionsabout utility services. all of your answers will be kept

confidential. ,

L. Firgt, how long haveyou lived in Georgetown? (DO NOT READ
RESPONSESWHEN ALL INCAPS)

. LESSTHAN 3 MONTHS(TERMINATE INTERVIEW)

2. NOLONGER LIVE IN GEORGETOWN (TERMINATE INTERVIEW)

3. 370 12 MONTHS

4, 1-5 YEARS

3. 6-10 YEARS

6. MORE THAN 10 YEARS

9. NO RESPONSE/DONT KNOW (NR/DK)

Customer satisfaction

) o~ -
ld— . BEUT AT P e et
. dzenryeinwn priidy ousremers

. 2. First,] would like ygirfo ak you about the price of electricity and the reliability of electricservice. Are
“. yvou -very satisfied, satisfied neither satisfied or dissatisfied, dissatisfied or very dissatisfied with the price
of electricity provided by Georgetown? Next, are you very satisfied, satisfied, neither saﬁgf}eq or
dicsatiefied, diseatisfied or very dissatisfied with the reliability of the eleciric service provided by
Georgetown’s Community Owned Utilities?

| Service Very Satisfied [ Neutral | Dissatisfied| very NR/DK
Satisfied dissatisfied
Cost 1 2 3 4 5 9
Reliability 1 2 3 4 5 9
¥ Ly OFFICE or Just Gty Gt EMON
3. Haveyou contacted gie"Georgetown’s Cemmunmty-Oramed Utilities about a problem, request for
service Or information in the past 12 months?
1 YES(ASK 34) 2. NO(KIPTOS) 9. NR/DK (SKIPTO 6)

* C(;mmr,uuh] Qm(.:\ Ldlites = J?tﬁf.;ﬂg, U\}}&%
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3A. When you contacted the utility, please tdl me if you were very satisfied. satisfied, neither
satisfied or dissatisfied, dissatisfied or very dissatisfied with the following:

Service Very | Satisfied | Neutral | Dissatisfied| Very’ NR/DK
. Satisfied | , | dissatisfied
Tine to resolve o 2 1l 3 4 5 9
problem or to |

| respond ‘ , i

Knowledge of |

person contacted | f
Courteousness of 1

person contacted [ : |

PEC and TU utility customers

7
(VS

N

N

O

.

4. Firg T would like you to rate the price of efectricity and the reliability of elactric Service. Are vou very
sanisfied, satistied, neither saustied or dissaristied, dissatisfied or very dissatisfied with the cost of
electricity provided? Next, areyou very satisfied, satisfied, neither satisfied or dissatisfied, dissatisfied or
very dissatisfied with the reliability of the electric service provided?

[ Service Very 'Satisfied Neutra | Dissatisfied] V- w [NRDK |
{ satisfied | ’ | dissatisfied | 1
i Cost ] o 2 | 3 4] 5 1 94
I zlickitis., ! 1 | ) ! 3 TE 4 5 T & 1
o T i | ] I i "]

5. Have vou mntacted)%your utility service provider about a problem, request for service or information
in he past 12 months?

i. YES{ASK 54) 2. NG (SKIP TO 6) 9. NR/DK. (SKIP TO

5A. Whenyou cont acted theutility, pleasetell meif you werevery satisfied, satisfied, neither
satisfied or dissatisfied, disstidfied or very dissatisfied with thefollowing:

Service Very Satidfied | Neutral Dissatisfied| Very NR/DK
satisfied dissatisfied

Time to resolve l 2 3 4 5 9

problem or t0

respond ’

K nowledge of 1 2 3 4 5 9

person contacted

Courteousness of i 2 3 4 5 9
| person contacted
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6. Now | would liketo you rate your utility provider on several factors. Using ascaleof 1to7
where | IS very positive and 7 is very negativé now woul d you rate:

Factor 1 2] 3]4] 5 1g! 7] NRDK
Utility is concerned 11213145167 9
about t he conmuni ty !'
" Utility contributes to tr2 3145167 9
the community ! ‘
Utility 1s concerned 1 1234 516 7 9
about the environment | :
Utility iseasytodo | I | 2 | 3 1 4| 5 16} 7 9
business with L L J
| Utlity is a good 2374567 9
| resource for questions | | ‘
;_ dovids CIICIRY § ! i | | i j | }

7. Are vou awar¢ that the Georgetown's Community Owned Utilities is owned and operated by the
Citv of Georgetown?

1. Yes, aware 2. No, not aware 9. NR/DK

o atanza afidlan

R Arevon qn-nnmv mmnrw*ﬂvﬂ Q'l‘ﬂ"’!r“““‘"&vp nentral, 11:1@1"'“"-1“"”‘ or stronaly unsupnortive oT g

city owning the utxht}"’

1. Strong support 2. Support 3. Neutra

4. Unsupporiive & Swongly mngunpertive - 9. NR/DXK

9. Which ismore important to you.

I
|

. et
1 A utility that isowned by the City of Georgetown 4 A uhvuy‘&w 15 Localleyy Opeas

2. A utility that is privately owned but-eperatediscally
3. Or doesit not matterto you wh o owns the uility
9. NR/DK
ElECTEerC
10. Are you awarethat Georgetown's Cemmunity-Owned Utilities contributes revenuesto the Ci ty's
general fund that then may be used to support other city programsand services?

1. Yes, aware 2. No, not aware 9. NR/DK
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I'1. Isthe price you pay for electricity in Georgetown above, about the same, or below what people in
other Texas cities pay for electricity?

1. Ahove 2. About the same 3. Below 9. NR/DK

12. Isthe best utility value provided by Georgetown's Community Owned Utilities, the Perdemales
Electric Cooperative, or Texas Utilities?

1. Georgetown's Community Owned Utilities 2. Perdemales Electric Cooperative
3. Texas Utilities 9. NR/DK

Communications

13. Does yeur utility ke2p vou very well informed, informed. not weii informed. or no: at dl

informed about:
Factor I Very | Infformed | Notinformed | Not at all | NR/DK |
| informed ‘[ informed |
Status of outage or | ] 2 3 4 ] 9
service interruption | !
Available programs | 1 2 3 4 1 9
and services _ ‘ : ‘ Ir |
Ratec : 1 R o ! 7 ! P : o : .
Ratec ! ! 2 ! TR
!

14, Would you be interested in receiving information from your utility on:

[ Aren ; T Yes Mo N DK =
Programs and services [ 2 9
Deregulation issues 1 2 9 ]

-| Rate issues | 1 2 9
Comparison of rates 1 2 9
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IFYESTO ANY OF THE ABOVE ASK: Page 246

[4A. Are the following methods of providing information to you very useful. useful. or not useful

I Method | Verv useful Usetul N useful | NR/DK
Internet | ] 2 3 9 i
Flyers in uility bilk 1 2 3 9 ¢

| Direct mail 1 2 z 9
Newsletter | I z 3 9
Information incity | I 2 3 S |
service centers | P |
Newspaper (Lcad | | 1 7] 3 9
Newspacgea  Apste

Deregulation
150 Are you aware that tie eledhic industy is moving Wward deregulaion?

1. Yes, aware 2. No, not aware 9. NR/'DK

16. Do vou think that deregulationef the electric industry will lower the price, have no impact
on the price, or increase the price of electricity'?

{. Lower 2. No impact 3 lncrease 9. NR/DK

iT. Do you think that deregulation of th2 elecmic industry will iower the quality, have no tmpact
on thequality, or increasethe quality of electricservice?

1. Lower 2. No impact 3. Increase 9. WR/DK

W
18. Do you think that deregulationof thedectrici ndustry%uce your service options, have no impact
On your Service options, or increase your service options?

1. Reduce 2. Noimpact 3. Increase 9. NR/DK

19. Would you be very likely, likely, unlikely, or very unlikely to switch to a new electric service
provider if the price of electric servicestayed the same?

1. Verylikely 2. Likely

3. Unlikely 4. Very unlikely 9. NR/DK
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20. Would you be very likely, likely, unlikely, or very unlikely tq switch to anew electric service
provider if the price of electric service decreased by 3 percent?

1. Very likely 2. Likely
3. Unlikely 4. Vey unlikely 9. NR/DK

21. Would you be very likely, likely, unlikely, or very unlikely to switch to a new electric service
provider if the price of electric service decreased by 10 percent?

|. Very likely 2. Likely
3. Unlikely 4. Yery unlikely %. NR/DK
Productsarnd services

22, Please teli me1t you are very merested, interested, not very interested, or not at all interested
inany of the following new utility services.

Service | Very interested | Interested | Not mterestedw NRDK |
Burge protection 1 z 3 9 |
| Home security lighting’ 1 2 3 9 |
Eoergy audis z 2 3 9 |
i Avvlianes E..u.m.. and ! H 2 ? ‘ e :
warranty L l
CableTV 1 2 3 9
Internef access I 2 3 9
Outdge communication l [ 2o 3 9
{duaranteed service time | 2 3 | 9
Epergy hotline | 1 ] 2 | 3 9

/I\
23. Pleasetell me if you are very interested, interested, not very interested, or not & al interested
in any of the following price options.

Option _ Very interested | Interested | Not interested | NR/DK
Time'of USe prieing 1 2 3 9
Real-time pricing 1 2 3 9
Gréen pricing ] 1 2 3 Kl
A
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24. Please tell meif you are very interested, interested, not very interested, or not at all interested
in any of the following billing options.

Option Veryinterested | Interested | Not interested | NR/DK |
Prepayment discount 1 2 3 9 |
Credit cud payment 1 2 3 9
Electronic debit from che 1 2 | 3 9
account |

I Guaranteed fixed hill 1 2 3 9

Elertvymie el —f@w‘
Ovedut carsl—

25. Do you have a personal computer & home?

[. Yes(ASK 254) 2. No(ASK 23B) 9. NR/DK

25A Do vou have Internet access?

1. Yes 2. No 9. NR/DK

23B. Do you plan to purchase a personal computer for home use in the next 12 months?

1 Yss 2. No 9. NR/DK

Now for the {ast few questions, | would like to ask you several things about yourself
S0 that we can develop a generd profile of our sample. First of dl, do you own your
konie or do you rent?

26, 1. Own 2. Rent 9. NR/DK

27. Into which of the following age groupsdo you fall?
1. 18-25 3.345 5.61-70
2. 26-35 4. 46-60 6.71landover 9. NR/DK

28. How many years of education have you completed?

1. LESS THAN HIGH SCHOOL 4.16, COLLEGE GRAD
2. 12- HIGH SCHOOL GRAD 5. 17 OR MORE, GRAD SCHOOL/GRAD DEGREE

3. 17-15, SOME COLLEGE 9. NR/DK
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29. | am going to read several different income categories. Without telling me your exact income, into

which category did your tota household income for the past vear fall?
1. Lessthan $15,000 3. 25.001-40.000 5. Over 60.000

2. 15,000-25,000 4.40,001-60,000 5. NR/DK

30. Do you have my children age 18 or younger living in your household?
I.YES 2 NO 9.NRDK

31. To what racial or ethnic group do you belong?
1. WHITE 2. BLACK 3. HISPANIC 4. ASIAN 9. NR/DK

Thank you very much for your time and cooperation. We believe that this
project will help city officials provide berter servicesto all citizens.

d
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Appendix P
LIST OF INTERNAL TRAINING OFFERED BY

THE CITY OF GEORGETOWN
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CITY OF GEORGETOWN
6| 6 MaIN STREET
GEORGETOWN, TEXAS 78626
Fax: (512) 930-2502
To: AngelaG ay Date: | 3/12/98
Fax # 25419335822 Pages. |! including this cover
shest.
From: Employee & Organizational Services (Seebdow for specific staff member)
Karen Brown, Safety Jec. 930-2538 Adriana Sigala, H.R. Director | 930-2504
Teresa Hersly, Director of EOS | 930-3690 Cari Speegle, H.R. Generalist 930-3694
Pattie Justice, Payroll Admir. 930-3680 Ben Stafford, Safety Manager | 930-7233
Xxx | SephanieKrienke, Adinin. Asst | 930-3691
Subject: | Requesting list of City of Georgetown Training.

COMMENTS:

Mindat ory Training(* indicates thetrai ni ng is mandatory for selected employees)

Vauing EmployeesTraining (Sexual Harassment/Diversity)

New Employee Orientation

*DefensiveDriving

*Drug & Alcohol Testing and Training

*Coacking/Performance Evaluation Training

‘Leadership Development (Uses Covey and other related materialsto teach principles
of Personal L eadership (i.e. personal accountability)

Teamwork Training (General City-wide and specific to Self Directed Work Teams)
Personael Pollcles & Procedures Training

Time Quest Training Ti N@ Management/Day Planner)

CommunicationsStyleTrai ni ng through Jean Ford Knight
Customer Service Training

EffectiveWriting Courses
Seven Habitsfor Highly Effective Peopleand PrincipleCentered Leadership (internaly

certified facilitator
. Effective Writing Courses

Six Hats/Lateral Thinking (Creativity/problem solving/process evaluation)

Brown Bag Lunches on Wellness (i.e. stress, weight management, smoking cession)
BloodbornePathogens

OfficeSafety

Heat Stress

Safe Lifting
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1997 TEXAS QUALITY AWARD

APPLICATION GUIDELINES



QUALITY
AWARD

1997
Texas Quality Award

Award Criteria
Application Guideines
Application Forms & Instructions



DESCRIPTION OF THE 1997 AWARD (R TER A |

Award Criteria Purposes
The Texas Quality Award criteria are the basisfor
making awards and for giving feedback to applicants.
In addition, the criteria have three important rolesin
strengthening the competitiveness of organizationsin
Texas:
to help improve performance practices and
capabilities;
to facilitate communication and sharing of best
practicesinformation among and within
organizations of all types based upon acommon
understanding of key performance requirements,
and
to serve as a working tool for managing
performance, planning, training, and assessment.

Award CriteriaGoals

The criteriaare designed to help organizations

enhance their competitiveness through focus on dual,

results-oriented goals:

B delivery of ever-improving value to customers,
resulting in marketplace success; and

B improvement of overall operational performance
and capabilities.

Core Valuesand Concepts

The Award Criteriaare built upon a set of core values
and concepts. These values and concepts are the
foundationfor integrating customer and organization
performance requirements.

These core valuesand conceptsare:

Customer-Driven Quality

Quality isjudged by customers. All product and
service characteristics that contribute value to
customersand lead to customer satisfaction and
preferencemust bea key focus of an organization's
management system. Value, satisfaction, and
preferencemay beinfluenced by many factors
throughout the customer's overall purchase,
ownership, and service experiences. These factors
includethe organization's relationship with customers

* Theword customer is used in a generic Sense, to represeant the
individual o emtitics outside an organization that useits products.
programs, O services. \Wordsrelating 1o education, government, @
non-profit arganizations could includeclient or constituent. Depending
on the narure of the organization, the words can beused interchangeably
throughout this document.
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that helps build trust, confidence, and loyalty. This
concept of quality includes not only the product and
service characteristicsthat meet basic customer
requirements, but it also includes those characteristics
that enhance them and differentiate them from
competing offerings. Such enhancement and
differentiation may be based upon new offerings,
combinations of product and service offerings, rapid
response, or special relationships.

Customer-driven quality isthusa strategic concept. It
isdirected toward customer retention and market
sharegain. It demandsconstant sensitivity to
emerging customer and market requirements, and
measurement of the factorsthat drive customer
satisfaction and retention. It also demands awareness
of developments in technology and of competitors'
offerings, and rapid, flexible response to customer and
market requirements.

Success requires more than defect and error reduction,
merely meeting specifications, and reducing
complaints. Nevertheless, defect and error reduction
and elimination of causes of dissatisfaction contribute
significantly to the customer's view of quality and are
thus also important parts of customer-driven quality.
In addition, the organization's success in recovering
from defects and errors ("' making things right for the
customer") is crucial to building customer
relationships and to customer retention.

L eadership

An organization's senior leaders need to set directions
and create a customer orientation, clear and visible
values. and high expectations. Reinforcement of the
values and expectations requires personal commitment
and involvement. Theleaders basic valuesand
commitment need to include areas of public
responsibility and corporate citizenship. The leaders
need to take part in the creation of strategies, systems,
and methodsfor achieving excellence and building
capabilities. The systemsand methods need to guide
al activities and decisions of the organization. The
senior leaders need to commit to the devel opment of
the entire work force and should encourage
participation and creativity by all employees.

Through their personal involvement in activities, such
as planning, communications, review of organization
performance, and recognition of employees
achievements, the senior leaders serve as role models,



reinforcing the values and encouraging |eadenhip and
initiative in all levels of management.

ContinuousImprovement and L earning
Achieving the highest levels of performance requires a
well-executed approach to continuous improvement.
The term " continuous improvement™ refers to both
incremental and " breakthrough™ improvement The
approach to improvemenr needs to be"embedded” in
the way the organization functions. Embedded means.
(1) improvement is part of the daily work of all work
units; (2) improvement processes seek to eliminate
problems at their source; and (3) improvement is
driven by opportunities to do better, aswell as by
problems that must be corrected. Opportunities for
improvement include: employeeideas, R & D;
customer input; and benchmarking or other
comparative performance information.

Improvements may be of several types. {1) enhancing
value to customers through new and improved
products and services; (2) reducing errors, defects, and
waste; (3) improving responsiveness and cycletime
performance; (4) improving productivity and effective
use of all resources; and (5) improving the
orgaaization's performance and leadership position in
fulfilling its public responsibilities and serving as a
rolemodel in corporate citizenship. Thus
improvement isdriven not only by the objective to
provide better products and services, but also by the
need to be responsive and efficient--both conferring
additional marketplace advantages. To meet these
objectives, continuous improvement must contain
cycles of planning, execution, and evaluation. This
requires a basis— preferably a quantitative basis —
for assessing progress and for deriving information for
future cycles of improvement. Such information
should providedirect links between performance
goalsand internal operations.

Employee Participation and Development

An organization's success in improving performance
depends increasingly on the skillsand motivation of
itswork force. Employee success depends
increasingly on having meaningful opportunitiesto
learn and to practice new skills. Organizations need
to invest in the development of the work force through
ongoing education, training, and opportunities for
continuing growth. Such opportunities might include
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classroom and on-the-job training, job rotation, and
pay for demonstrated skills. Structured on-the-job
training offers a cost effective way to train and to
better link training to work processes. Work force
education and training programs may need to utilize
advanced technologies, such as electronic support
systemsand "information highways." Increasingly,
training, development, and work organizations need to
betailored to a more diverse work force and to more
flexible, high performancework practices.

Major challengesin the area of work force
development include: (1) integration of human
resource management — selection, perfonnance,
recognition, training, and career advancement; and
(2) aligning human resource management with
business plans and strategic change processes.
Addressing these challenges requires acquisition and
use of employee-related data on skills, satisfaction,
motivation, safety, and well-being. Such dataneedto
be tied to indicators of organization or unit
performance, such as customer satisfaction, customer
retention, and productivity. Throughthis approach,
human resource management may be better integrated
and aligned with business direction, using continuous
improvement processesto refine integration and
alignment.

Fast Response

Success in competitive markets increasingly demands
ever-shorter cyclesfor new or improved product and
service introduction. Also, faster and more flexible
response to customers is now amore critical
requirement. Major improvement in response time
often requires simplification of work organizations
and work processes. To accomplish such
improvement, the time performance of work processes
should beamong the key process measures. There are
other important benefits derived from this focus:
response time improvements often drive simultaneous
improvements in organization, quality, and
productivity. Hence, it is beneficial to consider
response time, quality, and productivity objectives
together.

Design Quality and Prevention

All organizations should place strong emphasis on
design quality — problem and waste prevention
achieved through building quality into products



and servicesand into production and delivery
processes. In general, costs of preventing problems at
the design stage are much lower than costs of
correcting problems which occur " downstream."
Dedgn quality includesthe creation of fault-tolerant
(robust) or failure-resistant processesand products.

A magjor issue in competition is the design-to-
introduction ("' product generation™)cycle time.
Meeting thedemands of rapidly changing markets
requires that organizationscarry out stage-to-stage
coordination and integration (** concurrent
engineering'™) of functionsand activities from basic
research to commercialization.

From the point of view of public responsibility,the
design stage involves decisions regarding resource use
and manufacturing processes. Such decisions affect
process waste streams and the composition of
municipal and industrial wastes. The growing
demands for acleaner environment mean that
organizationsneed to develop design strategies that
includeenvironmental factors.

Consistent with the theme of design quality and
prevention, continuous improvement needs to
emphasizeinterventions' upstream" — at early stages
in processes. This approach yields the maximum
overal benefitsof improvementsand corrections.
Such upstream interventional so needsto take into
account the organization's suppliers.

Long-RangeView of the Future

Pursuit of market |eadership requiresa strong future
orientationand awillingnessto make long-term
commitmentsto all stakeholders — customers,
employees, suppliers, stockholders, the public, and the
community. Planning needs to anticipate many types
of changes, including those that may affect customers
expectationsof products and services, technological
developments, changing customer segments, evolving
regul atory requirements, community/societal
expectations, and thrusts by competitors. Plans,
strategies, and resource allocations need to reflect
these commitmentsand changes. A major part of the
long-term commitment is devel oping employeesand
suppliers, fulfilling public responsibilities, and serving
asacitizenshiprole model.
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Management by Fact

A modem management system needs to be built upon
aframework of measurement, information, data and
analysis. Measurements must derive from the

Organization's strategy and encompass all key
processes and the outputs and results of those
processes. Facts and data needed for performance
improvement and assessment are of many types,
including: customer, product and service
performance, operations, market, competitive
comparisons, supplier, employee-related, cost and
financial. Analysisrefersto extracting larger meaning
from data to support evaluation and decision making
at various levels withinthe organization. Such
analysis may entail using datato reveal information
— such as trends, projections, and cause and effect —
that might not be evident without analysis. Facts,
data, and analysis support a variety of purposes, such
as planning, reviewing performance, improving
operations, and comparing performance with
competitors or with " best practices” benchmarks.

A major consideration in the use of data and analysis
to improve performance involvesthe creation and use
of performance measuresor indicators. Performance
measures or indicators are measurable characteristics
of products, services, processes, and operations the
organization usesto track and improve performance.
The measures or indicatorsshould be selected to best
represent the factors that lead to improved customer,
operational, and financial performance. A system of
measuresor indicators tied to customer and/or
organization performancerequirementsrepresentsa
clear and objective basis for aligning all activities
with the orgamization’s goals. Through the analysis of
data from the tracking processes, the measures or
indicators themselves may be evaluated and changed.
For example, measures selected to track product and
service quality may bejudged by how well
improvement in these measurescorrel ates with
improvement in customer satisfaction and customer
retention.

Partner ship Development

Organizations should seek to build internal and
external partnershipsto better accomplish their overall
goals.
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Internal partnerships might include those that promote
labor-management cooperation, such as agreements
with unions. Agreements might entail employee
development, cross-training, or new work
organizations, such as high performancework teams.
Internal partnerships might also involvecreating
network relationships among unitsto improve
flexibility and responsiveness.

External partnerships may be with customers,
suppliers, and education organizationsfor avariety of
purposes, including education and training. An
increasingly important kind of external partnershipis
the strategic partnership or alliance. Such
partnershipsmight offer an entry into new marketsor
a basisfor new productsor services. A partnership
might aiso permit the blending of an organization's
core competenciesor |eadership capabilitieswith
complementary strengthsand capabilities of partners,
thereby enhancing overall capability, including speed
and flexibility.

Partnershipsshould seek to develop longer-term
objectives, thereby creating a basis for mutual
investments. Partners should addressthe key
requirementsfor successof the partnership, means of
regular communication, approachesto evaluating
progress, and means for adapting to changing
conditions. In some cases, joint education and
training initiativescould offer a cost-effectivemeans
to help ensurethe success of an aliance.

Public Responsibility and Citizenship

An organization's management should stress
responsibility and citizenship. Public responsibility
refers to basic expectationsof the organization —
businessethicsand protection of public health, safety,
and the environment. Health, safety and
environmental considerations need to take into
account the organization's operationsas well asthe
life cycles of productsand services. Organizations
need to address factors such as resource conservation
and waste reduction at their source. Planning related
to public hedth, safety, and the environment should
anticipate adverse impactsthat may arise in facilities
management, production, distribution, transportation,
use and disposd of

products. Plans should seek to prevent problems, to
provide aforthright response if problems occur, and to
make available information needed to maintain public
awareness, safety, and confidence. Inclusion of public
responsibility areas within a performance management
system means meeting al local, state, and federal laws
and regulatory requirements. It also meanstreating
these and related requirementsas areas for continuous
improvement " beyond mere compliance.” This
requires that appropriate measuresof progress be
created and used in managing performance.

Citizenship refers to leadership and support — within
reasonable limits of resources— of publicly
important purposes, including the above-mentioned
areas of responsibility. Such purposesmight include
education improvement, improving health care value,
environmental excellence, resource conservation,
community services, improving industry and business
practices, and sharing of non-proprietary quality-
related information. Citizen leadership entails
influencing other organizations, private and public, to
partner for these purposes. For example, individual
organizationscould lead effortsto help define the
obligationsof their industry to itscommunities.

Results Orientation

An organization's performance system needs to focus
on results. Results ought to be guided by and
balanced by the interests of al stakeholders —
customers, employees, stockholders, suppliers and
partners, the public, and the community. To meet the
possibly conflicting and changing aims that balance
implies, organization strategy needsto explicitly
addressall stakeholder requirementsto ensure that
actionsand plans meet the differing needs and avoid
adverse impact on stakeholders. The use of a
balanced composite of performance indicators offers
an effective means to communicate requirements, to
monitor actual performance, and to marshal support
for improving results.
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1997 TEXAS QUALITY AWARD CRITERIA FRAMEWORK
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Award Criteria Framework
The core valuesand concepts are embodied in seven Categories, as

follows:
10 L eadenhip

20 Information and Analysis

30 Strategic Planning

40 Human Resource Development and Management
50 Process Management

60 Business Results

70 Customer Focus and Satisfaction

The framework connecting and integrating the Categoriesis given
in the figure above.

The framework hasfour basic elements:

Driver

Senior executive leadership sets direction, creates values, goals,
and systems, and guidesthe pursuit of customer value and
organization performanceimprovement.

System

The system comprisesthe set of well-defined and well-designed
processes for meeting the organi zation's customer and
performancerequirements.

11

Measuresof progress providearesults-oriented basisfor
channeling actionsto delivering ever-improving customer value

and organization performance.

Goal

The basic ai n$ of the system are the detivery of ever-improving
valueto customers and success in the marketplace.

Examination Items

Theseven Criteria Categoriesshown in the figure
aresubdivided into Examination | temsand Areas
to Address;

There are 24 Examination Items, each focusing on amajor

requirement

Areasto Address

Examination Items consist of sets of Aressto Address (Areas).
Information i Ssubmitted by applicants. in response ro specific

requirements of these Areas,

® These godsrelate to the private sector. For public sector, comparisons
should be made with organizations with comparable products, programs,
or Ervices




KEY CHARACTERISTICS OF THE AWARD CRITERIA.

1 TheCriteriaaredirected toward results.

The Criteriafocus principally on key areas of
performance, given below.

Resultsare a composite of :

(1) customer satisfaction/retention;

(2) market share, new market devel opment;

(3) product and service quality;

(4) financid indicators, productivity, operational
effectiveness, and responsiveness,

(5) humen resource performance/development;

(6) supplier performance/development; and

(7) public responsibility/corporate citizenship

Improvementsin these seven resultsareas
contributeto overal performance, including
financia performance. The results areasalso
recognizethe importance of suppliers and
community and national well-being.

The use of acompositeof indicatorshelpsto
ensure thet strategies are balanced — that they do
not trade of f among important stakeholders or
objectives. The compositeof indicators also helps
to ensurethat organization's strategies bridge
short-term and long-term goals.

2. The Criteria asc uvu-preseriptive.
TheCriteriaarea set of 24 basic, interrelated,
results-oriented requirements. However, the
Criteriaimply wide latitude in how requirements
aremet. Accordingly, the criteriado not prescribe:
8 specifictools, techniques, technologies,
systems, or starting points,

R that organizations should or should not have
deparunents for quality or planning; or

8 how the organization itself should be organized.

Thecriteriado emphasizethat theseand other
factors beregularly evaluated as part of the
organization's performanceprocesses. Thefactors
listed are important and are very likely to change as
needs and strategiesevolve.

The Criteriaare non-prescriptive because:

(1) Thefocusison results, not an procedures,
tools, or work unit organization. Organ-
izations are encouraged to develop and
demonsirare creative, adaptive, and flexible
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approaches to meeting basic requirements.
Non-prescriptiverequirementsare intended to
foster incremental and major (“breakthrough™)
improvement.

(2) Selection of tools, techniques, systems, and
work unit organization usually depends upon

many factors such as size, type, the
organization's stage of development, and
employee capabilities.

(3) Focuson common requirementswithin an
organization, rather than on specific
procedures, fosters better understanding,
communication, and sharing, while supporting
creativity in approaches.

TheCriteriaarecomprehensive.

The Criteriaaddressall internal and external
requirements of the organization, including those
related to fulfilling its public responsibilities.
Accordingly, al processesof al organization work
units aretied to these requirements. New strategies
may be readily adapted within the same set of
Criteria requirements.

. TheCriteriaincludeinterrelated

(process-~resultsimprovement/learning
cycles.

There is dynamic linkageamong the Criteria
requirements. Action-oriented learning takes place
viafeedback among the process and results
elements.

The learning cycles havefour, clearly defined
stages:

(1) planning, includingdesign of processes,
selection of measures, and deployment of
requirements;

(2) executionof plans;

(3) assessment of progress,taking into account
internal and external results indicators; and

(4) revisionof plans based upon assessment
findings.

The Criteriaemphasize alignment.

The Criteriacall for improvement/learning cycles
in al partsof the organization. To ensure that
cycles carried out in different partsof the



organization support one another, overal aims
need to be consistent or al i gned. Alignment in the
Criteriais achieved via connectingand reinforcing
measures, derived from overall organization
requirements. These measurestiedirectly to
customer valueand to overall performance. The
use of measuresthuschannelsdifferent activitiesin
consgtent directions. Their use often avoidsthe
ned for detailed proceduresor centralizationof
decison making Or process management.
Measures thus serve both as a communi cationstool
and abasisfor deployingconsistent overall
performance requirements. Such aignment
ensures consistency of purposewhileat the same
time supporting speed, innovation, and
decentralized decision making.

TheCriteriaare part of adiagnosticsystem.
The Criteriaand the Scoring Guidelinesmake up a
two-part diagnostic (assessment) system. The
Criteriaarea set of 24 results-oriented
requirements. The scoring guidelinesspell out the
assessment dimensions — Approach, Deployment,
and Results— and the key factorsused in
assessment relativeto each dimension. An
assessment thus providesa profileof strengths and
areasfor improvement relativeto the 24
requirements. Inthis way, the assessment directs
attention to actionsthat contribute to theresults
composite described above.

13

Page 260



