











problems in the community, nuisance properties, junk cars, illegal parking and graffiti.
We continue to press forward with community clean-ups and additional clean-up
programming.

Please see attachment 4 for specific accomplishments in this area.

Diverse, productive and sustainable econocmy: The Economic Development Strategy for
Downtown was completed and put into action this year with the efforts to retain Russell
and DaVita in Tacoma; with the review and re-adaption of the Dome District Plan; the
creation of the IFSA; and extension of Sound Transit’'s Sounder service through D Street
to M Street and on to Lakewood. In addition, staff worked with the Council and Planning
Commission to update the mixed use districts, preparing the neighborhoods and their
business districts for future growth, in the context of their neighborhoods.

With the economy in such sad shape, last year and this year are the years to work to
prepare ourselves for future growth by strengthening our working relationships with
critical partners, including our State and Federal Legislators, Sound Transit, Pierce
Transit, the Economic Development Board, Pierce County, the Chamber of Commerce,
our banking and development communities, and state and federal agencies. We are
doing all of this by using cur challenges (e.g., retaining Russell & DaVita, negotiating “D
to M”, and building the foundation for extension of LINK as a street car system) as a
platform to build refationships that reward all the pariicipants.

Working with a citizen committee, we have progressed with the implementation of the
parking system, arriving in May at the specifications for the pay stations. With this added
to the completion of the plan to begin the placement of pay stations around the Tacoma
Municipal Building and the University of Washington Tacoma campus, implementation
should begin, with concurrence from the Citizens’ Committee, and approval from City
Council this summer.

In addition, we are strengthening our ability to requlate development in a timely and
reasonable manner by reviewing our organizational and regulatory structures in Planning
and Building/Land Services. This work will culminate in changes within the next several
months that will enable us to re-establish and maintain our reputation as the best in the
permitting business.

Please see attachment 5 for specific accomplishments in this area.

High-performing, open, and engaged government:

The successful completion and implementation of the Classification and Compensation
Study represents a remarkable step forward in progress toward true performance
management. It is the basis for the other steps that are now underway: performance
measurement, performance appraisal; performance reporting; and performance pay.

It has been accompanied by a significant improvement in the working relationships
between Tacoma Public Utilities and General Government, including those between
myself and the TPU Director and between department heads in both organizations. This
leadership by example is positively affecting many people in both organizations.

We continue to work on the organizational conversation, with teams addressing each of
the issues raised. This is on-going work. It is the conversation and the exchange of
needs and expectations, as well as solutions, that must continue to help us to reach for
high performance.

Please see atiachment 6 for specific accomplishments in this area.
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V. RELATIONSHIP WITH PUBLIC/PUBLIC RELATIONS

RESPONSIBILITY

* Plans, organizes, and maintains training of employees in contact with the public,

either by phone or in person.

+ Ensures that an attitude and feeling of helpfulness, courtesy, and sensitivity to
public perception exists in employees coming in contact with the public.
+ Establishes and maintains an image of the City to the community that represents

service, vitality and professionalism.

+ Establishes and maintains a liaison with private, non-governmental agencies,
organizations, and groups involved in areas of concern that relate to services or-

activities of the City.

PERFORMANCE STANDARD

Communication services will be considered effective when
a majority of the conditions have been successfully fulfilled.

Contacts with the media are timely and credible.

Publications are varied and consistently well-received by citizens.
Feedback from the public and the community leadership is positive.
City has good image with comparable organizations.

Rating: 1 (Below Expectations})
2

_X_3 (Meets Expectations)
4

5 (Exceeds Expectations)
Comments: (Observations of Evaluators)

Suqgestions for Improvements: (Specific area(s) that need strengthening)

Commendations: iArea(s) of performance calling for praise/commendation)

Comments of the CM: (Responses fo any of the evaluaticns/comments/suggestions/commendations)

We continue to drive to improve our relationship with the public through:

{(a). improvement in the strategies and technologies we use tc open the organization to the
public, e.g. placing our vender report (all of our payments) online in our website for the
public to access at their convenience and developing an overall strategy for our

communications; and,

(b) changing the culture to one which encourages questions and freely provides answers
for our citizens as well as integrating citizens and businesses into our service delivery

systems, e.g. Community Based Services and Safe and Clean Initiatives.

Please see attachment 7 for specific accomplishments in this area.
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Vi, INTERGOVERNMENTAL RELATIONS

RESPONSIBILITY

« Maintains awareness of developments and plans in otherjurisdictions that may
relate to or affect City government.

+ Establishes and maintains a liaison with other governmental Junsdlctlons in those
areas of service that improve or enhance the City's programs.

« Maintains communications with governmental jurisdictions with which the City is
involved or interfaces.

PERFORMANCE STANDARD
Intérgovernmental relations will be considered effective when
a majority of the conditions have been successfully fulfilled.

Sufficient activity with municipal and professional organizations.

Regarded as leader by municipal officials.

Provides examples of good ideas from other jurisdictions.

Positive relationship with surrounding cities.

Good cooperation with County and State agencies.

Understands problems of other agencies and jurisdictions in ach|e\nng City
objectives.

o Constructively cooperative in interacting with other agencies and jurisdictions in
achieving City objectives.

Rating: ___1 (Below Expectations
2

X_3 (Meets Expectations)
4

___ 5 (Exceeds Expectations)

Comments: (Observations of Evaluators)

Suggestions for Improvements: (Specific area(s) that need strengthening)

Commendations: (Area(s) of performance calling for praise/commendation)

Comments of the CM: (Responses to any of the evaluations/comments/suggestionsicommendations)

The Council has done a superb job in the City’s intergovernmental program, supported
by the staff. The work done by Council Members in various State and Federal venues has
resulted in remarkable results at both levels. The staff has provided extraordinarily high
quality support for this effort.

The staff’s working relationship with the Puyallup Tribe has improved with a number of
discussions going forward: 1) economic development; 2} planning; 3) streetcar
extension; and 4) parking. Council approved the Memorandum of Understanding with the
Tribe to memorialize the underlying principles and purpose for the City’s and Tribe’s
relationship.

While the development of interagency agendas has not been as wide spread as hoped,
strong joint federal agendas are under development with Sound and Pierce Transit. The
joint efforts with the schools and the metro parks continue. The Russell effort has
resuited in significant joint efforts at the State and Federal level with the Economic
Development Board, the Chamber of Commerce, the Executive Council, and the City.

Please see attachment 8 for specific accomplishments in this area.
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Attachment 1

City Manager’s Goals — Evaluation Format

May 2009

I. ORGANIZATIONAL AND HUMAN RESOURCES MANAGEMENT

Goals

Progress

1. Continue the Organizational Conversation and the press for High
Performance throughout the organization, developing cross
functional tearns of employees and citizens to improve the services
and outcomes created for and by our citizens

Good Progress

The City Manager and the organization continue to identify opportunities
for cross-functional and citizen based efforts to improve services.
Cross-functional efforts that are currently underway include:

+ Smail Works Program Re-Design Team

Building and Land Use Improvement Team

Illegal Parking/ Junk Vehicle Task Force

Citizen Relationship Management Team

LID Policy Re-write

CBS Program Expansion

Metro Parks Capital Transition Team

Street Occupancy Permitfing Team

Substandard Housing Team

Safe & Clean Teams

" * & & 5 0 0 &

2. Complete and fully implement the Classification and Compensation
Study

Good Progress

» The Classification and Compensation Study complete

s Nonh-represented employee implementation effective January 5, 2009

= Non-represented appeals process and refinements complete

«  Workgroups meeting to review and assess the represented
classification market data

3. Encourage joint meetings of the senior staff of General Government
and TPU in order to exchange information and develop closer
working understandings and relationships

Complete

¢ Schedule for Joint Leadership Team meetings established

» Joint Leadership Team has met multiple times in the last year,
meeting at least quarterly

+ Meetings focused on classification and compensation study, biennium
budget planning, and the SAP upgrade assessment

. SAP Governance Board and GIS Governance Board include

membership from both crganizations.

s Other reguiar meetings include joint Pt. Ruston and IFSA meetings
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City Manager’s Goals — Evaluation Format

May 2009

I. ORGANIZATIONAL AND HUMAN RESOURCES MANAGEMENT

Goals

Progress

4. Use level of service agreements to assure high performance of the
Human Resources, Finance, Legal and Information Technology
Departments for the entire organization, including Public Utilities,
with measureable expectations and measurement for performance
for all parties

Good Progress

Service level principles have been agreed upon; process to develop
meaningful service levels and a consistent template will be completed in
May 2009; goal is to adopt Service Level Agreements in the third quarter
2009.

5. Develop mechanisms through the Wellness Committee for incentives
to wellness of employees and their families

Some Progress

On-going enhancements to the Wellness program are currently

underway to make the program more relevant primarily through

information, but also through some incentives.

« Capitalizing on existing web-based resources with our two health care
providers, Regence and Group Health

» Health & Wellness staff design a quarterly newsletter and a website
dedicated to promoting employee
wellness(www.cityoftacomahealth.org)
Monthly Lunch and Learns sessions

+ Conducted second annual Health Assessment
Held second annual Health and Weliness Fair at Tacoma Municipal
Building

» Heid Walk to Wellness programs (with incentives provided for their
participation)

6. Complete comprehensive update of organizational policy through
existing cross functional team

Good Progress

+ Proposal developed and presented to the GG/TPU Joint Leadership
Team for a City-wide process fo develop, distribute and communicate
internal administrative and personnel management paolicies

s Feedback from Joint Leadership Team is being incorporated into the
proposed process and wili come before the team for final approval in
Summer 2009
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City Manager’s Goals — Evaluation Format |
May 2009

I. ORGANIZATIONAL AND HUMAN RESOURCES MANAGEMENT

Goals Progress
7. Implement a comprehensive Performance Management System Some Progress
(2 years) ‘ The City continues to deveiop its comprehensive Performance

Management System and introduce elements of the system in phases:
« Continued participation and use of data collected through ICMA
Center for Performance Measurement for better management in
selected service areas
+ Continued performance audits underway
Addition of annual Citizens Report; 2008 Performance Management
Report to Citizens was published in February 2009 and distributed
and made available to citizens
Development of template and process for department business plans
* Development of additional departmental performance measures
Piloting employee performance evaluations in Finance and Police

departments
8. Fili the positions of Director of Public Works and Information Complete
Technology with high performance candidates Both positions successfully filled
9. Develop a comprehensive training program (2 years) Some Progress

= Training and Development Manager hired in April

» Assessment of training program and recommendations provided by
an employee engagement team

¢ Training vision and philosophy for the City under review by Senior
Management Team

= Training and Development Manager currently developing a strategic
training and development plan with stakeholder input

» Competencies have been defined for each employee’s individual
position description form

+ competency catalogue developed as a resource document
The creation of individual development plans will be included in roll
out of performance evaluation forms and process in 2009.
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City Manager’s Goals — Evaluation Format

May 2009

I. ORGANIZATIONAL AND HUMAN RESOURCES MANAGEMENT

Goals

Progress

10, Create an organizational GIS system that supports high performance
and well informed decision-rmaking

Some Progress

+ The GIS Governance Board agreed to support a GIS Tactical Pilot to
address operational issues with legacy solutions

» This effort begins to create an enterprise database platform, setting
the stage for a data and web applications architecture supportive of
GIS

11. Continue to improve management’s contribution to better labor-
management relations

Good Progress : :

» Labor Relations Manager hired in April

e Labor Relations Team in the Human Resources Department serves
effectively as liaisons between Union leadership and City
management

+ Management regularly shares information and communicates with
Union leaders, including at the Joint Labor Committee meetings

+ Management coaching and fraining sessions on labor relations have
been developed and continue to be offered.

« Communication and planning is in progress to prepare the
Classification and Compensation results for represented employees

Page 4 of 4
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Attachment 2

City Manager’s Goals — Evaluation Format

May 2009
II. FISCAL/BUSINESS MANAGEMENT
Goals Progress
1. Manage the organization through the recession without reducing Good Progress
services or proposing new taxes, unless such taxes are for improved | 2009-10 budget adoption makes use of fund balance to bridge the
services recession by offsetting the reduction in revenues in order to maintain

service levels. The Senior Management Team has worked closely
together to identify potential savings based on a tiered ranking system.
Level 1 and 2 cost savings totaling $11.7M have been put in place. The
SMT will continue to evaluate revenues and expenditures and is currently
evaluating additional expenditure reduction recommendations.

2. Maintain GASB compliance in all financial systems Good Progress

s Accounting software enhancements implemented that improve
management control of closing procedures, improve month and year
end closing procedures, eliminate the need for adjustments and allow
for greater consistency with the 2008 CAFR

+ Software enhancements also allow more time for account analysis
and ensuring the accuracy of the financial reports

e Accounting staff successfully implemented GASB Statement 45 in

- 2007 and GASB Statement 49 in 2008

¢ Finance personnel actively working with General Government and

TPU departments to improve year-end cutoff procedures

3. Assure that organizational overhead (Human Resources, Finance, Some Progress
Legal, and Information Technology) is comparable to and e {ost allocation study was completed
competitive with private and public organizations and is integrated » Cost allocations now based on actual vs. budgeted amounts
into the Performance Management System * ICMA performance metrics have been identified and are being
reported Service level metrics will be developed with service level
agreements

* Move to single tier accounting is scheduled to be completed in the
current biennium (which will provide a more accurate accounting of
overhead operational costs) :

* Survey/research as to other pubiic/private sector overhead
expenditures to be conducted through the spring/summer.
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City Manager’s Goals — Evaluation Format

May 2009
II. FISCAL/BUSINESS MANAGEMENT
Goals Progress
4. With the establishment of performance measures, create and use Needs Attention
measures of cost effectiveness Minimal progress has been made toward this goal. It will develop as the

performance management system is established and implemented.

5. Identify and implement the appropriate upgrade of the SAP budget Some Progress
module » Evaluation of budgeting software solutions that integrate with SAP
currently underway

+ Four vendor packages have been identified with on-site
demonstrations conducted by three vedors

s An RFP is anticipated for late Q2 or early Q3 of 2009

6. Implement changes from ICMA peer assistance review of Capital Good Progress
Facilities Program, as appropriate The ICMA peer assistance review identified four primary
recommendations:

+ The first recommendation was proposed to the City Council and has
been implemented.

e Two of the recommendations surrounding internal and external
stakeholders, scheduled for implementation in 2009, wili be delayed
until 2010, due to possible changes in state requirements.

e The fourth recommendation surrounding the database has been
adjusted due to resources, but the most significant improvements will
be incorporated in 2009 for the design of the next CFP
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Attachment 3

City Manager’s Goals — Evaluation Format

May 2009

III. RELATIONSHIP WITH MAYOR AND COUNCIL

Goals

Progress

1. Sustain efforts to preserve transparency and openness with the City
Councii, employees and the public

Good Progress

Steps that have been taken in recent months regarding this effort

include:

e The creation of a City of Tacoma account on Twitter, where we are
reaching out to a new public audience (650 followers)

« The addition of daily updates on the efforts of the Safe and Clean
teams on the City’s Web site including a newsfeed with automatic
updates

« Maintenance of a newsfeed for all news releases and news advisories
issued by the City

« Began posting the City’s financia! transaction information on the City’s
web site. The initial report includes transactions that are made by
check or purchase order.

2. Continue regular meetings with individual Council Members

Complete
» Regular meetings have continued to occur

3. Provide the City Council Meeting Agenda and all its component parts
to the Council on disc or other digitized medium

Complete

» Each week the full agenda, pending agendas and weekly report are
available on removable USB memory drives

¢ The agenda process and the weekly report were backed up one
business day to allow time to prepare documents electronically

+ In addition, all materials are available to City staff and the public for
viewing or download on the City Web site on Friday of each week

4, Continue Quarterly meetings with the Evaluation Commitiee

Complete
* Quarterly evaluations were held

5. Revise the City Council agenda process to make clear linkages
between the actions requested and the Citys Strategic Directions

Complete

The "Request for Resolution or Ordinance” has been updated to include
the relationship between the action requested and the City's Strategic
Direction. All agenda coordinators and Department Directors have been
made aware of this change and are responding appropriately.
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City Manager’s Goals — Evaluation Format

May 2009

I1I. RELATIONSHIP WITH MAYOR AND COUNCIL

Goals

Progress

6. Develop an additional reporting tool to provide regular updates to
the City Council on major initiatives

Needs Attention

Preliminary research still underway

Four different options have been researched for creating a dashhoard
reporting tool using current resources, including SAP and Excel.
Exploration of another technology used by the Washington
Transportation Improvement Board (TIB) is underway

7. Continue work on a comprehensive document management system

Good Progress

The Electronic Content Management System (ECMS) pilot project, to test
automated management of e-mail and general files, was a success. It
was on time and under budget, and the technical functions tested were
successful. Lessons learned included:

The need to develop comprehensive records management practices
City-wide and to share knowledge with employees regarding these
practices

A dedicated project team is required and should include change
management experts

The business need for this type of software system is growing with
the recognition that it could assist Public Works with the plan review
process and assist Tacoma Power with the NERC compliance program
Procurement and deployment of an enterprise solution is under
consideration by executive leadership

Page 2 of 2




Attachment 4

City Manager’s Goals — Evaluation Format
May 2009

IV. LONG-RANGE PLANNING/STRATEGIC PLAN

Safe, Clean and Attractive Community

Goals

Progress

1. Continue the work of the 28, staff-driven ideas and the resulting

cross functional teams to reduce crime by 50% in 14 months and to

eliminate blight in the City of Tacoma

Good Progress

Teams are currently continuing their work, measuring their outcomes
and creating transition plans as the 14 month checkpoint approaches.
Some of the accomplishments of the effort to date include:

» Representaticn of Safe/Clean Teams at National Night Out events
» Coverage in the News Tribune on numerous occasions

¢ Brochure that describes effort and teams

¢ Informational segments on TV12

« Informational Mailer in Utility Bills

¢ Foreclosure intervention workshop

¢ Discussion on nightclubs

+ Community Survey on Call to Haut Services

» Walking Tours of Current Complete Street Projects

» Employee Fair Promoting Community Mentoring Organizations

« (overage in the News Tribune on numerous occasions

e Brochure that describes effort and teams

s Informational segments on TV12

+ Development of a clean-up recognition program

+ Numerous policy and program improvements across the City

2. Provide for greater protection of rental housing, to assure the safety

and health of all rental housing and specifically preventing it from
falling into such disrepair that tenants have to be evicted on short
notice in order to ensure their safety and to assure the safety and
heatth of all rental housing

| Good Progress

A Provisional Rental License proposal for dealing with chronic problem
rentals has been developed by a Safe & Clean Team. A stakeholder
group is currently reviewing the proposal. Subsequent proposals will
also follow from the stakeholder group for other supporting solutions
that protect rental housing including education, partnerships, and City
program improvements.
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City Manager’s Goals — Evaluation Format

May 2009

IV. LONG-RANGE PLANNING/STRATEGIC PLAN

3. Transformation of Tollefson Plaza/Century Park

Good Progress

A three-phase plan for improvements to the plaza was developed
through a series of meetings with community stakeholders and city staff.
The plan was presented to the Economic Development Committee on
February 10, 2009. A contract for architectural services relating to Phase

I has been signed and work is beginning.

|
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City Manager’s Goals — Evaluation Format

Attachment 5

May 2009

IV.

LONG-RANGE PLANNING/STRATEGIC DIRECTION

Diverse, Productive and Sustainable Economy

Goals

Progress

1.

Redesign the functions of long/short term planning, permitting and
inspection, with stakehoider involvement, to improve our service
times and performance

Good Progress

An interdepartmental team consisting has developed recommendations
for improving inter-departmental cocrdination and streamlined processes
for the ptanning and permitting functions. A Strategic Assessment and
Plan for improving the permit and coordination process was conducted
by a consultant. The team has developed strategies for improvements
and currently in the process of implementing some of the
recommendations such as the development of a Permit Center in BLUS.

Work with downtown and neighborhood stakeholders to establish the
final definition of downtown and integrate the downtown
development policies into action recommencdations

Good Progress

Revised Downtown Plan adopted

Working definition of downtown identified and recognizes influence of
the downtown on adjacent neighborhoods

Further development of transportation and parking considerations
underway

Proposed building heights and densities in the MLK and Stadium
mixed use centers (MUC) relate to their location within the enlarged
working definition of downtown

Following MUC review, City"s Regional Growth Center boundary will
be aligned with working definition of downtown

Downtown Tacoma Economic Development Strategy completed
Recommended strategies have been prioritized and work has
commenced including establishment of International Financial
Services Area and the Tacoma Dome Development Strategy update
Development Concept Study for the Brewery District will being in May
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City Manager’s Goals — Evaluation Format

Attachment 6

May 2009

IV. LONG-RANGE PLANNING/STRATEGIC DIRECTION

High-performing, Open and Engaged Government

Goals

Progress

1. Develop a comprehensive performance appraisal system

Good Progress :

+ Performance appraisal form and process for all City employees
proposed to GG/TPU Joint Leadership Team

¢ Suggestions from Joint Leadership Team for minor customization at
the Department level have been received

¢ Selection of trainers and development of a communications plan
underway

+ Implementation of performance appraisal system scheduled for mid
2009, starting with the non-represented employees

2. Develop a comprehensive service tevel agreement system

Good Progress

Service level principles have been agreed upon; process to develop
meaningful service levels and a consistent template will be completed in
May 2009; goal is to adopt Service Level Agreements in the third quarter
2009.

3. Develop a comprehensive training program (2 years)

Some Progress _

» Training and Development Manager hired in April

» Assessment of training program and recommendations provided by
an employee engagement team

* Training vision and philosophy for the City under review by Senior
Management Team

¢ Training and Development Manager currently developing a strategic
training and development plan with stakeholder input

* Competencies have been defined for each employee’s individual
position description form
competency catalogue developed as a resource document
The creation of individual development-plans will be included in roll
out of performance evaluation forms and process in 2009.
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City Manager’s Goals — Evaluation Format

May 2009

High-performing, Open and Engaged Government

Goals

Progress

4. Continue to integrate GIS and create a GIS platform to support the
pravision of high performance in ali our services

Some Progress

» The GIS Governance Board agreed to support a2 GIS Tactical Pifot to
address operational issues with legacy solutions

« This effort begins to create an enterprise database platform, setting
the stage for a data and web applications architecture supportive of
GIS :

5. Develop better working relationships between General Government
and Tacoma Public Utilities

Good Progress

» Monthly City Manager, Deputy City Manager and Director of Utilities
meetings

e Joint meetings occurring with Pt. Ruston developer

¢ Joint meetings occurring regarding IFSA

e Resolution No. 37550 approved July 2008 (meeting section 4,17 of
the Charter related fo consolidation of services)

o Successful adoption of Classification and Compensation ordinance
changes

* Service level principles have been agreed upon; process to develop
meaningful service levels and a consistent template will be completed
in May 2009
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City Manager’s Goals — Evaluation Format

May 2009
High-performing, Open and Engaged Government
Goals Progress
6. Continue the work of employee engagement teams addressing the Good Progress

19 issues identified by the employee survey

e Communication, Teamwork and Support: Anticipate completing
recommendations for SMT review and adoption by end of July
2008.

« Supervision, Recognition and Expectations: 3C Team members
{Competent, Credible and Confident Leaders) will make
recommendations to SMT in June 2008.

s Purchasing: team has proposed 64 recommendations, which are
in varying stages of implementaticn.

¢ Training: team will make recommendations to SMT by August
2008.

o Customer Service: Develop and implement Customer Service
Training; continue to implement cther recommendations.

+ Equipment, tools and resources: Implementation
recommendations due by June 2008, including budget
implications.

o Inconsistent policies: Cross-functional team is reviewing City
policies for duplication, inconsistencies, and corflicts.

14 of the 19 issues resulted in creating teams that included employees to

better identify issues, recommend solutions, and implement

recommendations. In ten of the 19 issues, SMT and other City staff are

taking steps to carry out recommendations made by various employee

engagement teams.

Actions within the past few months include:

« Consolidation of computer support and procurement within IT for
consistent PC support throughout General Government

» Review of recommendations from multiple teams and referral to
appropriate departments

« Continued work on a recognition program

¢ Increased number of cross-functional teams, and increased emphasis
on priorities of cross-functional teams.

¢ Key frustrations as descrihed by employees were addressed in three
of the 19 issues: SAP, hiring and promotion, and purchasing through
changes to policies or procedures

¢ Efforts continue to implement recommendations made by the teams
addressing training, supervision and leadership, customer service,
equipment, tools and resources, and inconsistent policies.

Five of the 19 issues were determined to be ongoing items requiring

management attention: vision; stability; staffing and workload; equity;

and labor-management.
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Attachment 7

City Manager’s Goals — Evaluation Format
May 2009

V. RELATIONSHIP WITH PUBLIC/PUBLIC RELATIONS

Goals Progress

1. Pevelop a comprehensive system to receive, track, and respond to Some Progress
citizens’ requests for service ¢ Cross-functional team established in early 2009 to develop
recommendations for Customer Relationship Management (CRM)
System options

¢ Conducted a Strategic Analysis of the Strengths, Weaknesses,
Opportunities, and Threats associated with implementing a CRM
System

s Developing a Model Customer Experience

+ Work groups estahlished for CRM Software, 311, Service Standards,
Public Relations, and Community Involvement

2. Develop a strategic communication strategy that articulates the Good Progress ‘
connections between the Council’s recently approved strategic An averview of a flexible communication plan that ties communications
direction and the City’s initiatives and services about City initiatives to the City Council’s three priorities in the strategic

direction was presented to the Government Performance and Finance
Committee in January. The plan continues to be updated weekly to

ensure that the projects we work on have clear, strategic connections to
the City Council priorities. '

3. Continue to use our web site to make financial information Complete
immediately available to the public, including alt our financial SAP Vendor payment report has been developed, tested, and went live
transactions on the City website as of January 15, 2009, A press statement was
released. Future phases under consideration for Purchase Cards and
Vendor Payment Reports.
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City Manager’s Goals — Evaluation Format

May 2009

V. RELATIONSHIP WITH PUBLIC/PUBLIC RELATIONS

Goals

Progress

4, Continue the organizational culture change to an open, transparent

organization

Good Progress :

The Senior Management Team (SMT) continues fo lead the change to an

open, transparent organization, including the following:

s Televised budget meetings

» Increased number of community members engaged in team efforts,
including Safe and Clean teams

» Adoption of cost aliocation methodologies that are more easily
understood including separating out overhead charges

» Open SMT meetings to share information and make decisions about
‘organization goals and projects, direction and culture

» Increased communication with public and staff on changes and
decisions, particularly on priorities, process, and involvement
Consistent and timely response to requests for public information
Increased public access and use of information through the City's
website: MyTacoma; TacomaServices; conduct complaint reports

* Vendor payment reports available on City of Tacoma website

s Developed new Intranet site; strategic planning underway for
development of new Internet site
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City Manager’s Goals — Evaluation Format

May 2009

V. RELATIONSHIP WITH PUBLIC/PUBLIC RELATIONS

Goals

Progress

5. Reinforce the value of the partnerships among service providers in
the community

Good Progress

Safe and Clean Focus on Community Engagement

s Teams expected to involve community members in planning and
implementing their recommendations

« Community involvement expert John Campbell presented an all day
workshop with the team leaders and community members focused on
the principals of community engagement

» A series of four all-day workshops allowed each team to participate in
a one-day intensive session around the concepts and application of
community engagement and to produce a focused community
engagement plan

Community Based Services Community Engagement Training

» With the expansion of CBS to Sector Four, Staff hired John Campbell
to provide a two-day training similar to that provided at the inception
of CBS

Ongoing Training Opportunities

» City Staff is continuing to explore additional training opportunities
around community engagement and have been in contact with the
International Association of Public Participation

6. Conduct an external communications audit to improve our
effectiveness

Good Progress

¢ The Community Relations staff held a focus group session with key
staff and members of community groups in March 2009

« Comments were solicited on our current communication methods
with members of the media; feedback focused on changes to the City
Web site and use of social media and Web 2.0 tools like Facebook.

s Feedback was received on communication distributions such as
EnviroTalk and Grapevine publications

» Continued to leverage a City of Tacoma account on Twitter to create
a new, direct communication tool to reach out and to engage in two-
way communication with more than 650 followers
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Attachment 8

City Manager’s Goals — Evaluation Format

May 2009

VI. INTERGOVERNMENTAL RELATIONS

Goals

Progress

1. Attend one AWC and two WCMA activities/meetings in 2009

Attended WCMA Spring Conference in 2009

2. Work to develop an annual process for the collaboration of the joint
legislative agendas for: Port of Tacoma, Pierce County, Economic
Development Board, Chamber of Commerce, Schoals, Metro Parks,
University of Washington, Tacoma, and other relevant organizations

Some Progress

Government Relations and CED staff participated with these
organizations in developing a set of principles for economic development
in Pierce County. The City actively participated with all of the mentioned
arganizations and others during the 2009 legislative sessicn to restore
and enhance funding in the 2009-11 transportation budget for projects
in Tacoma and Pierce County.

3. Succeed in the legislative agenda established as part of the effort to
keep the Russell Investments and fully develop the International
Finance Services Area

Good Progress

» Created International Financial Services Area

+ Adopted City B&O tax reductions on international financial services

+ coordinated with HUD seeking approval to release $820,000 of
Special Purpose grant

+ Retained Fearey Group for public relations

» Coordinated efforts of Tacoma Partnership comprised of Public and
Private leadership including Chair Congressman Norm Dicks

» Entered into Purchase & Sale agreement for Sauro site; Department
of Ecology budget includes $1.2 million for Sauro cleanup

o SSB 5045 adopted providing IFSA/Tacoma Dome project award of
$500,000 per year for up to 25 years
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