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Letter from the Director

It is with great pride that we present the City of Rockwall Parks and Recreation
Department Business Plan. This plan will guide the direction of our department
and is in concert with our Parks and Recreation Master Plan, the Hometown 2000
Comprehensive Land Use Plan and the seven Focus Areas identified by our City
Council. As this document evolves and changes, it will be done based on feedback
from our customers, the citizens of Rockwall.

R PAR is Your PAR

Rockwall Parks and Recreation is Your Parks and Recreation

The residents of Rockwall take a great deal of pride in our community and the
quality of life our community provides for them. Our parks, trails and recreation
opportunities add to the quality of life in our community and our residents
specifically identified a need for more parks and recreation facilities in our last
citizen survey.

The expansion of our park and trail system is necessary if we are to meet the
leisure needs of our community for generations to follow. Our plans currently
include expanding our trail system, provide lake access to our residents, expanding
our neighborhood park system and developing large community parks in the
northern and southern portions of our City. All of these improvements have been
identified by our citizens as priorities.

Many of our residents enjoy the wide variety of recreation programs offered to
our community. These include the Concert by the Lake Series, seasonal special
events such as our Daddy — Daughter Dance, the City Easter Egg Hunt, Halloween
Extravaganza, recreational classes or one of the many programs offered to our 50
and Better population. We continually add new programs to meet the needs of our
residents.

We want to have raving fans, not just fans. We want to exceed the expectations
of our residents, not just meet them. We want you to be able to have the best
vacation of your life without ever leaving your hometown. With your input and
support, we will accomplish our goals and provide Rockwall residents a quality of
life that emulates pride for many years to come.

Sincerely,
Brad Griggs
Director of Parks, Recreation and Right of Way
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Brad Griggs — Director Parks, Recreation, Right of Way
Kelly Allensworth — Parks & Recreation Manager
Russell Lawrence — Parks Superintendent
Angie Smith — Recreation Supervisor
Justin Schulte — Landscape Beautification Coordinator
Aaron Cleaver — Recreation Coordinator
Brian Sartain — Equipment Operator |
Charlie Chaffin — Crew Leader
Dale Smith — Irrigation/Pesticide Technician
Eric Moore — Maintenance Worker Il
Rick Silva — Equipment Operator |







{ Focus Areas

COMMUNITY SAFETY - Maintain and improve resource levels and community support
programs to ensure public safety.

HOMETOWN 2000 - Implement the recommended strategies designed to ensure that the goals
of the plan are achieved.

INFRASTRUCTURE - Provide quality
services through maintenance and expansion
of road, park, water, drainage, and waste
water facilities.

TRANSPORTATION - Address the City’s
roads and intersection improvement needs and
promote alternate methods of transportation
and mobility, such as walking and biking
trails.

HIGHER EDUCATION - Cooperate with
efforts to provide higher education and
training opportunities.

Bingo at The Center

ECONOMIC DEVELOPMENT - Provide for development of environmentally responsible
industry and business for diversification of the tax base and quality employment.

STAFF EFFECTIVENESS - Provide training and resources to strengthen employee teams,
enhance organizational focus and achieve service goals.

Fitness Room at The Center




Balanced Scorecard ...How We Got Here

The City Staff recommended use of the strategic management framework provided by the
Balanced Scorecard, currently being used in many private and an increasing number of
governmental organizations to implement the City’s vision. The Balanced Scorecard process
begins as a strategy implementation tool. The difficulties of communicating the strategic plan
through the City organization are recognized. The Balanced Scorecard approach offers a
framework which will facilitate employee involvement, understanding, and input necessary to
ensure that the entire organization is knowledgeable of and working toward a unified mission.
Departments and individual employees will have a far better opportunity to know and
understand, and, therefore, contribute to the City’s success. Individual employees will be better
able to align their own career goals
and objectives with the City’s and
have more opportunities to achieve
personal success as they become more
aware of and participate in
determining the best ways to achieve
the City’s mission.

4 The  Balanced  Scorecard
provides a framework for translating
strategy into action and encourages
alignment of organizational resources
with strategy. Employed properly,
the Balanced Scorecard approach
converts strategy into an integrated
==t ~ system defined across four business
Lake Ray Hubbard perspectives: the customer
perspective, the financial perspective,
the internal process perspective, and the learning and growth perspective. Developing the City’s
balanced scorecard process is an inclusive process involving a Core Team of employees, the
Leadership Team consisting of the City’s Department Heads, and the City Council members
(Governance Team).

Mapping of strategy, selection of measurements, and the setting of short-term (12-18
months) targets, and stretch (2-5 year) targets are accomplished. Periodic review of progress is
also an important part of the program.

While the Balanced Scorecard provides the framework for strategic action, it is up to the
City to provide the focus, the commitment, and the hard work to ensure that the City’s strategic
plan is implemented. A common organizational alignment and dedicated employees make the
difference. A number of employees have participated as members of the Core Team. Others
have been asked to participate at the departmental level. Employee validation panels serve an
important checkpoint as departmental business plans are developed. Both groups will continue
to participate as the process proceeds to implementation. Through involvement in the
implementation planning and actual implementation, employees will be offered a better
understanding of the City across the various departments.




Measures & Targets

One of the most important aspects of the Balanced Scorecard approach to strategy
implementation is that the process leads to the development of measures and targets. The system
assumes truth in such frequently quoted statements as:

“You get what you measure.”
“Choosing accountability is preferable to being held accountable.”

Ideal measures and targets used in a Balanced Scorecard approach should meet the following
criteria:

Be understandable

Be measurable and recordable
Be challenging, yet achievable
Be selected to promote achievement of a reasonable balance across the four scorecard
perspectives — learning and growth, internal process, ﬁn nc1a1 resource
e Be selected to achieve a reasonable [es E b
balance between lead and lag
indicators

More generally, accomplishment of
measures and targets should be indicators of
success. Selected measures and targets should
also be clearly related to the organization’s
mission and the seven (7) adopted Focus Areas
of the City. Testing of measures and targets
against these criteria is beneficial in selection of
effective measures and targets.

It is recognized that as measurement data Fishing at Harry Myers Park
is collected and the scorecard evolves and improves over time, further refinement is anticipated.

Selection Process:

The Core Team and Leadership Team were involved in the development of measures for
the City’s Balanced Scorecard. A survey questionnaire designed to encourage in-depth
consideration of possible measures and their characteristics was developed by the Core Team.
Core Team interview teams provided the Leadership Team with a copy of the questionnaire in
advance of the interviews. Interviews were then held with the members of the Leadership Team.
The Core Team reported back with information that had been provided by the Leadership Team.
City Management then held measurement discussion meetings with the Leadership Team. These
meetings included a two-day training session which resulted in the development of a “corporate-
level” scorecard along with measures and targets for that level. This scorecard has been
presented to and approved by the City Council.




Targets:
The method used to establish targets for the Balanced Scorecard involved a review of

proposed measures by the City Department Heads and then propose those targets to City
Management for consideration. Department Heads and City Management then jointly selected
targets as departmental business plans were being developed. Stretch targets, where deemed
appropriate, were also selected. Stretch targets are appropriate for use in the following
situations:
e The measures and related activities are of such importance that a stretch target is
needed.
e Reaching targets sooner, “producing” more than the targeted number, or exceeding
targeted expectations are desired.

Lead and Lag Measures as Indicators

Among the “balances” sought by the Balanced Scorecard approach is a balance between
lead and lag indicators. Although much academic detail is available to distinguish between lead
and lag indictors, the City’s scorecard process has dealt with the categorization of measures to
achieve an appropriate mix.

Lag indicators are generally those measures
for which the link between the accomplished
measure and the desired change in the focus area(s)
is based upon the hypothesis that one affects the
other. For example, the City may hypothesize that
enhancing cable television programming will have a
positive impact on the citizen’s awareness level as
measured by a citizen survey response. Measuring
the degree to which the City has accomplished cable
programming enhancements to improve citizen
awareness is a lead indicator. A measure designed

Skyhawks Golf Camp to directly determine the extent to which a citizen’s

awareness has changed over time would typically be

a lag indicator. Examples of leading indicators might also include crime rates or response times.

Citizen perception of community safety over time would be the corresponding lag indicator or

measure. For the purposes of the City’s Balanced Scorecard, this discussion is important
primarily to indicate that the measures selected achieve an acceptable balance.

Use of Indexes in Customer Perspective Measures

A series of indexes has been developed to provide a method to measure change in Citizen
Satisfaction as reflected by our most recent Citizen Survey. These indexes provide the means for
measuring changes that will be observed in satisfaction responses when the next Citizen Survey
is conducted. Increases in Index Scores will indicate a positive change toward greater levels of
citizen satisfaction.

While indexes will be useful in determining changes in satisfaction levels, they are of no
use in comparing relative satisfaction levels between functions. For example, one cannot assume
that one “unit of satisfaction” associated with the Fire Services function is equal to one “unit of
satisfaction” associated with the Police function. Though generated by the same methodology,
the measures are at different “scales.”
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Citizen Satisfaction Measures & Targets

Specific surveyed satisfaction levels are characterized as shown below in order of satisfaction

(highest satisfaction to lowest satisfaction):

CITIZEN SURVEY

C
Measure

Telephone courtesy of employee - overall
satisfaction

MEASURES & TARGETS

ategory |
Target

Police services - satisfaction

Phone calls directed accurately

Maintain the Index Scorewithin the Category I Range

Ambulance service - satisfaction

General Community Safety - satisfaction

—

Measure

Category Il

Target

Fire services - satisfaction

Water & sewer services - satisfaction

Phone calls — adequate questions

Trash collections services - satisfaction

Phone calls — employee shows pride

Phone calls — employee seems concerned

Animal service — satisfaction

Increase the Index Score

Phone calls — transferred to right person

Drainage services — satisfaction

Preservation of Old Town — satisfaction

Code Enforcement Services - satisfaction

Citizen Communication — efforts

/\

Recreation opportunities — satisfaction

Measure

Phone calls — follow-up

Category 111

Target

Park opportunities — satisfaction

Street maintenance — satisfaction

Increase the Index Score

Street & Roadways — satisfaction

Efforts to improve Traffic Flow -
satisfaction

to the Category II Range

Development control — satisfaction
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Citizen Survey Responses Related to
The City’s Strengths and Weakness

By Focus Area

Emphasis Strength Weakness Information

Improving Roads & Traffic

O Emphasis B Strength O Weakness O Information
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Intersections 66% 9% 23% 14%
Maintaining & Expanding
Infrastructure 63% 10% 23% 26%
Encouraging Economic
Development 40% 15% 8% 24%
Improving City Staff Effectiveness 34% 4% 13% 30%
Enhancing Public Safety 33% 40% 5% 27%
Providing Higher Education
Opportunity 32% 13% 23% 36%
Hometown 2000 36% 9% 5% 76%
| ]
Improving Maintaining &  Encouraging Improving City Enhancing Providing Hometown
Roads & Traffic ~ Expanding Economic Staff Public Safety Higher 2000
Intersections  Infrastructure  Development  Effectiveness Education
Opportunity
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