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AGENDA COVER MEMORANDUM

AGENDA DATE: December 17, 2008

PRESENTED TO: Board of County Commissioners

PRESENTED BY: Jeff Spartz, County Administrator with

Jennifer Inman, Sr. Management Analyst
Amber Fossen, Public Information Officer
Sascha Cosio, Sr. Program Specialist

AGENDA TITLE: IN THE MATTER OF DISCUSSION OF NEXT STEPS ON LANE

COUNTY GOALS

I

IIL.

MOTION
Discussion item — no motion required.

AGENDA ITEM SUMMARY

In August 2008, the Board adopted four goals and directed the County Administrator to
return to the board with recommendations for next steps.

Lane County Goals 2008-2010

1) Develop Lane County’s economic engine

2) Provide outstanding customer/constituent service

3) Build public trust through intensive communication and engagement
4) Develop a five year plan

BACKGROUND/IMPLICATIONS OF ACTION

A.  Board Actions & Other History

The Lane County Board of Commissioners met in March and again in July 0of 2008 to
discuss the County’s priorities and set goals to guide the organization for the coming one
to two years. This goal setting work followed a year in which the Board regularly
discussed the County’s budget direction and service priorities and reached out in a
determined effort to engage citizens in discussions about the County’s future, priorities,
and finances. On July 29", 2008, the Board discussed their vision of Lane County in 2020
and identified goals for the organization. The Board adopted these goals in August Board
Order number 08-8-19-2.

B.  Policy Issues
The recommended next steps do not impact or change any current County policies.
However, policy analysis and development regarding customer/constituent service is one
of the recommended next steps for Goal 2. Changes in and implementation of current
communications practices and policies may also result from next steps in Goal 3. Finally,
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the development and implementation of a comprehensive strategic plan may ultimately
lead to policy analysis and possible revision.

C. Board Goals
The purpose of this item is to give direction to the County Administrator regarding next
steps on the Lane County Goals adopted by the Board on August 19™, 2008.

The Lane County Strategic Plan 2001:

Section B2: Refine the communications plan: “Lane County Government recognizes that
efficient and effective use of its resources requires strong communication. This includes
effective communication wit the public, internally among County personnel, and between
County departments and other agencies that work with the County.”

Section C1: Refine Countywide goals: “The County will continually review its mission,
vision and guiding principles for future service delivery. Consistent with the review and
with input from its citizens, the County will identify quality-of-life goals that it deems to
be the highest priority goals for Lane County services. In selecting each priority the
County will take into account both the importance of the goals and the County’s ability to
Javorably influence results related to the goal. The selected goals will be measurable.
The County will engage in a goal-setting process periodically, consistent with the
strategic planning cycle.”

Section C4 calls on the County to remain accountable for strategic plan implementation.
CAe states: “The County will review and replace or modify this Strategic Plan at least
every five years.”

D. Financial and/or Resource Considerations

ICMA National Citizen Survey: $20,250 (BEFORE DEC 31%)

3,000 unique addresses (rate of return ~ 1000), inc. Spanish language option, exec
summary, statistical analysis, key driver analysis, geographic cross tab report,
national norms comparison, custom norms report (free if locked in before Dec 31)

Options: :
Limit to 1,200 addresses — save $6,600
Add phone data collection sample of 400 — add $6,000

Community Engagement Project: $40,000

$22,500 for ten-twelve 2-hour community dialogue sessions across the county,
including prep, advertising, moderation, and final summary report

$7,500 for five focus groups to follow up on citizen survey results

$10,000 for additional community engagement activities to be determined during
course of project and approved/requested by Board

Strategic Planning (estimate): $50,000 in FY 08-09 and $150,000 in FY 09-10
Consultants, meeting logistics, advertising/publicity, materials and services, etc.
Timeline — 18 months, January 2009 — June 2010
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E.  Analysis

GOAL 1: Develop Lane County’s economic engine

Grow local businesses

Convert legacy practices to sustainable practices

Focus on what we do best and take advantage of our unique strengths and image
Promote events and tourism with a focus on enhancing high-wage job opportunities
Communicate Lane County government’s economic development accomplishments
Learn about the successes in other communities

NEXT STEPS

¢ Continue with Community & Economic Development Program and Economic
Development Committee

¢ Follow up on what opportunities exist post-Hynix

¢ Can we earn/obtain carbon credits?

GOAL 2: Provide outstanding customer/constituent service
e Promote a customer/constituent service orientation

e Create customer/constituent response policy

¢ Create feedback mechanisms such as surveys and focus groups

* Promote events and tourism with a focus on enhancing high-wage job opportunities
NEXT STEPS

¢ Launch citizen survey using ICMA’s National Citizen Survey (see attachment A)
¢ Partnership with U of O School of Business and Lane Management
e Defined core set of services and create a flexible workforce

GOAL 3: Build public trust through intensive communication and engagement
¢ Increase dialogue opportunities with citizens (BCC)
e Hold meetings outside of usual setting, partner with other organizations to share
meetings (BCC)
Listen _
Define ourselves, tell our story, show how Lane County government is relevant
* Enhance the County’s website and internet communications including email
distribution lists

NEXT STEPS

e Web re-design project

e Video project

¢ Get citizen survey in the field
[ ]

Launch Community Engagement Project, prepare request for quotes for consultant
and make selection

Follow up citizen survey with focus groups
e Pilot/test a “citizen’s academy” model
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ICMA

RESULTS NETWORKS

ICMA > Results Networks > National Citizen Survey

NCS Frequently Asked Questions

What is The National Citizen Survey™?

The Nattonal Citizen Survey™ s a unique service to administer, analyze, and report results from a customizable citizen survey.
National Research Center, Inc., and ICMA are able to provide this service at a relatively low cost through careful standardization and
automation of the survey process. Each participating jurisdiction can make important customizations for its locale, and the report
can compare the results from your jurisdiction with results from other jurisdictions across the United States.

Why should we survey our citizens?

Good reasons Include: to measure service performance;to benchmark service quality ratings; to assess community needs; to make
long-range, short-term,or strategic plans; to demonstrate the receptivity of your government; to evaluate potential policies or
community characteristics;to continue a trendline from perlodic surveying; or to respond to a council mandate. These days,residents
expect their local government of officials to be as well Informed about customer perspectives as the best businesses.

Why should we use The National Citizen Survey™ instead of doing the survey on our own?

The National Citizen Survey™ offers many advantages over both in-house administration and the use of a consultant. These include
reduced costs, comparisons to national norms, and the credibility of a widely reputable independent research firm.
What kinds of questions are included on the survey?

Questions are included about the quality of life in your community or county, local policies, demographics, quality of local
government services and resident use of services.

Our jurisdiction provides a wide array of services. Will The National Citizen Survey™ let us survey opinions about
all of these services?

The selection of service questions is extensive, so all of the major services that you provide are likely to be represented.

Can The National Citizen Survey™ be used by counties?

Yes. A special template, fully customizable, Is available for counties.

We participate in ICMA’s Center for Performance Measurement. Can we use The National Citizen Survey™ to
collect data for CPM?

Yes. In fact, The NCS was designed to coordinate with CPM data collection. If you use the NCS survey instrument, you will not
need to ask citizens the same questions again for CPM purposes.

To what extent is the survey customizable?

You may customize your survey by choosing from a set of questions that are corhmonly used in citizen surveys, that have been
endorsed by a panel of experts, and that have been tested at several pilot sites. You also have the option of creating three policy
questions that are entirely specific to your jurisdiction. Furthermore, you may choose among a selection of additional services to
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modify the administration by including an open-ended question, comparisons to your previous survey results, a larger sample size,
phone data collection, a Spanish transtation, customized norms, geographic crosstabs, and a breakdown of results by respondent
characteristics.

What will the margin of error in the results be?

Typically, with a sample size of 1,200 surveys, there will be about 400 responses, which translates to a margin of error that is
approximately 5 percentage points around any percent. One of the additional options is a larger sample size of 3,000 residents,
which will reduce the margin of error to about 3 percentage points.

How long will jurisdiction staff spend on The National Citizen Survey™?

This will vary and will depend in part on the way your jurisdiction operates. A lead staff member for the project could expect to
spend from 10 to 40 hours over the course of the 18-week administration. Publicity is encouraged, and will take additional staff
time. The reward for your rather small investment of time will be a better survey and a higher response rate.

What is the cost of The National Citizen Survey™ , and how does it compare to the cost of a survey from a private
consultant?

You will find enclosed a list of options for The National Survey™ services, and you will find The NCS™ more affordable than a fully
customized survey. The added value of normative data makes The NCS™ even more cost effective.

How long will it take to get results and the report once we sign up?

Once you slgn up, you will recelve a packet of materials requesting information about customizing the survey. The complete time
frame Is approximately 12 weeks from the time we receive your completed materials from this packet.

How will the survey be administered?

The survey will be administered by mail. A postcard is sent to randomly selected households announcing that a survey will follow.
The first survey comes a week later and is followed by a "reminder" survey one week after that. Data collection by phone is also an
option.

How many people in our jurisdiction will receive the mailing?

The basic service includes a sample size of 1,200 residents. However, we also offer the option of a sample size of 3,000 residents at
an additional cost.

How many responses can we expect?

With a sample size of 1,200, we typically receive about 400 responses. For a sample size of 3,000, we expect approximately 1,000
responses. The actual number varles from jurisdiction to jurisdiction. The response rate will depend partly on the amount of publicity
you provide ahead of time.

What about people who don’t speak English?

We offer a Spanish-language version of the survey instrument as a service option. Let us know if you are interested in other
languages.

What kind of report will we get?

You will get three separate reports. An executive summary briefs you on results. A comprehensive report includes survey
background, survey methods, local results,and appendices. Local results are presented in tables and graphs. A third report, intended
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for Internal use or for public information purposes, at the manager's discretion, compares local results to norms based on National
Research Center’s database of over 350 surveys conducted throughout the United States.

Can we compare the results of The National Citizen Survey™ to the results of surveys we did in the past?

Yes. As an option, we can convert most service evaluations to The NCS™ measurement scale for comparisons over the last three
administrations to The NCS™ results.

With which communities will we be able to compare our results?

The normative comparisons are based on about 350 jurisdictions where citizen surveys have been conducted recently. These are
communities from all across the United States ranging in size from just a few hundred to over two million. More than 200,000
residents of counties, villages, townships, and cities completed these surveys, and they are intended to represent over 30,000,000
Americans. Norms can be customized, too, so that your jurisdiction Is compared to others in the database of similar size, location, or
type (e.g., counties, cities, towns,etc.).

Do we have to compare our results to national norms?

No, the choice is yours.

What if we don’t want our results publicized?

That Is up to you. The final report is delivered to the client only,on your time schedule. Comparisons with the normative data are
presented in a separate report. Results from our database remain confidential. Norms are created by grouping results so that
individual jurisdictions remain anonymous unless they choose to be mentioned for purposes of positive recognition.

With which communities will we be able to compare our results?

The normative comparisons are based on about 300 jurisdictions where citizen surveys have been conducted recently. These are
communities from all across the United States ranging in size from just a few hundred to over 2 million. More than 100,000
residents of counties, villages, townships and cities completed these surveys and they are intended to represent over 30,000,000
Americans. Norms can be customized, too, so that your jurisdiction is compared to others in the database of similar size, location or
type (e.g., counties, cities, towns, etc.).

How is the validity of the survey authenticated?

In the final report, we provide an elaborate description of our meticulous survey methods. We also provide a certificate of
participation, suitable for display, signed by the executive director of ICMA and the president of NRC, to all jurisdictions that
successfully complete the survey project.

Can results be used for measuring government performance?

Yes, the opinion of residents'is critical in understanding the quality of service delivery and has become a widely-used performance
measurement tool. We remind our clients that administrative records and independent observations about actual service efficiencies
and quality measures are important, too.

© 2008 International City/County Management Association

ICMA is the leading organization for information on professional local government management. Its membership includes city
managers, county managers, and other chief appointed officials and assistants in local governments throughout the world.
ICMA's mission is to create excellence in local government by developing and fostering professional local government
management worldwide,
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