K CStat

kcstat.kecmo.org
May 29, 2018
LK CStat

Customer Service and Communication K|

IIIWHL:',l




Customer Service and
Communication

“To create an internal culture that focuses on the customer

across all services provided by the City, supports essential
internal and external communication, and fosters public;
engagement”.



How To Get There: 2018-2023 City Objectives and

Stratedgies For Customer Service and Commuhnications

1. Continually seek innovative and creative ways to connect with the public and staff while
applying an integrated and strategic approach to all communication efforts.

A. Implement the City’s strategic communication plan and ensure that it includes an integrated, strategic
approach for communicating with residents about pressing operational issues. (City Communications
Office)

B. Expand customer service and communications training for supervisors and managers through multiple
channels in order to reinforce learning and further refine skills in these areas (Human Resources,
Education and Development)

C. Create at least one Public Service Announcement (PSA) per quarter on important City issues. (City
Communications Office)

2. Expand resident engagement in activities throughout the City, including the Citywide Business

Plan and budget review processes.

A. ldentify new methods of promoting resident participation at events, such as the Citizen Engagement
University, Citizen Works sessions, and other public hearings. (Finance, Organizational Development)

B. Identify and utilize interactive technologies to communicate directly with citizens on a remote basis,
such as the City’s virtual town hall and other social media channels. (City Communications Office)
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How To Get There: 2018-2023 City Objectives and

Stratedgies For Customer Service and Commuhnications

3. Promote trust and understanding through transparency.

A. Determine ways to make information about the City’s performance, operations, and financial condition
more transparent, user-friendly, and understandable to elected officials and the public. (Office of the
City Manager)

B. Respond to the most frequent public information request by providing data on the Open Data Portal.
(Office of the City Manager)

C. Identify ways to impart information more effectively to personnel in the field. (Office of the City
Manager)

D. Disseminate a manual on best practices to improve intra- and inter-departmental communication.
(Finance, Organizational Development)

Improve the internal and external customer experience.
Monitor established customer service standards that can be applied across all departments, and report
performance. (Office of the City Manager)
B. Create a central repository for collecting feedback about customer service citywide. (Office of the City
Manager)
C. Develop a Coaching to a Culture of Service training for supervisors and manages. (Human Resources,
Education and Development) 4
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Measures of Success

Objective Measures of Success

Percent of residents satisfied with effectiveness

Actual
FY15

Actual
FY16

Actual
FY17

Actual
FY18

1 46% 45% 44% 47% 42% 47%
Percent of residents satisfied with opportunity

2 opportunity to engage provide input into - 30% 30% 33% 29% 36%
decisions made by the city.

3 Number of open data sessions. 156,313 202,256 200,527 206,301 201,829 206,301
Percent of resident satisfied with customer

4 50% 47% 48% 54% 48% 54%

service from city employees




ODbjective 1. Continually seek
Innovative and creative ways to
connect with the public and staff
while applying an integrated and
strategic approach to all
communication efforts.



Effectiveness of Communication Over Time
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Source: Resident Satisfaction Survey



Importance-Satisfaction - Communication

.. : : FY2018
Communications Category Importance Satisfaction IS Rank
Opportunity tc? engage/provide input into decisions 36% 299% 1
made by the city
The favallablllty of information about city programs and 47% 47% )
services
Overall usefulness of the city's website 26% 48% 3
The city’s use of social media 16% 39% 4
Quality of city video programming including city 0 0
television channel (Channel 2) and web streaming 7% v 2
The content in the City’s magazine KCMore 6% 38% 6

Source: Resident Satisfaction Survey **|-S is calculated as importance times one minus satisfaction



Citizen Satisfaction with the Availability of Information
about City Programs and Services

W Satisfied/Very Satisfied  m Neutral Dissatisfied/Very Dissatisfied
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Source: Resident Survey



Avallablility of Information by Age Demographics

m Very Satisfied m Satisfied m Neutral m Dissatisfied m Very Dissatisfied m Don't Know

18% 16%
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18-24 25-34 35-44 45-54 55-64 65+ 10

Source: Resident Satisfaction Survey



1st and 2"9 Preference for Receiving Information

B 2nd Preference

m 1st Preference
45%

40%
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15% 304
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5% 10% 804
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9%

City Website City Magazine Email Text Message Cable Twitter
Channel 2

Source: Resident Satisfaction Survey



Strategy A

Implement the City’s strategic
communication plan and ensure that it
includes an integrated, strategic
approach for communicating with
residents about pressing operational
issues. (City Communications Office)




Citywide Strategic
Communications Plan

CITY OF
KANSAS CITY,
MISSOURI
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GO KC — an integrated, strategic approach

TR 0 i
i k)

WHAT ARE YOU LOOKING FORT

th bds o ssedacing casin: raguin

sgping cncsmehy and lnenching fas poojecn.
b Ly gpoms oo ALV casiveci

'ﬂl_:-mrﬁl by I parfermen: O s

il =

rnnfaued bo e thin
About GO KL G0 EC yearly pregect sty GO KL sidowolk jech

Eonim CFy poten ooproresd Ciaoe veren cpEroved e S000 Gramifon Mo 1 oa e agrd ballct

FA0D mikon nobores In At relfian bond praparid b 3007 o for oppemonl gl e ko nee
g EAp ofichas b sl iy dhavkes ol FECT B iy ek b rep
cuargrerreg e pigmddy the woukd
ral o iv e I yeea Snicrbhy e
SFvmn i pro st aieody i e
qapdn pipe e The TFy Casrr
auFared o B joaisnnce ¢
mixrm fhaw o prasmg b i i}
vapotdaagucl acerd | 2ighfy seoesding b plonnes
| 540 rlicr bezac

Besgerts con ok progres ond sdewe

CITY OF
KANSAS CITY,

& o]
GO KC Projocts Expiorsr SIDEWALKS, ROADS & BRIDGES MISSOURI

duruls of b propcts obveads or e ger
raichharbocda with e G0 8T Projeca
Enpigrgr!

ctw boat| | e

SOAEIE . Sy L

D

KCaCr
Ciry Hall, 414 E. 138 5t
Ko Citg, MO 42108
Bi5.513-1313 [phorm} L
City Hall heers

EJEE‘ I :EIII
Fiam I
R

DEPARTMENT HOME

15



GO KC - an integrated, strategic approach
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GO KC - an integrated, strategic approach

City of Kansas City, Mo, Governmeant Eu
Published by Ciy Comamunications [~ - March 2 - @

Media Sdvidary

The final phase of the Dodson Fleod Contral Project ks moving right aiong
with all signs indicatng that the much-nesded work will be completed by

City of Konaus Cily, Miascari

Ale 2020. This project is being funded by revenue from the GO KC bonds i <o, g
fotaling more tham 57 5 miallion plus another 317 million more from he
federal cosl share. The plan involves building a 20-foct fall levee lo profec
the area. hitp:Akcmo.gow!. Adodson-food-control-project-moves-Tonea./

Media Advisory: Cily se1 1o starl G0 KC Sidewalk program

FOR FLAMMENG OHLY: Aprd 12 2018

Harmas Dty wilang wers Srar abond e chaim i clangs e way sciseaks

City of Kansas City, Mo, Govarnmant
\abgitgimadl b £ by Coiy eyt 191 bl 1. 208 are repared and pard for aposs e Ciy. Thal's @ magr reason §150 milon
wais cedicated ram the $800 milan bond packagn approwed st Apdl a

slrmalk P

Annther GO KC projest anoks: groand an he Civs cas s
and Z3nd Soet improvements.

Rosadway improvements incasde reaigning, widening, pavi  WHO: Mayor Sly James and cthor dlected oficials gather o kickott the oity's
yuller repracernienl, sklevaks, Sonrand sanilary sewais, S0 EC Socmnlk peoram

ecabion, @ clher amenies along e sechon of 2o | WHERN: Fricky, ageil 135 81 105.m

| Blrest WHEHL: e and Michgan Averue

Leam mome ahout G0 K0 bond proects at kema gowigoes  WHY To ofclaly launch this cityside program with 2 concnele sour

FMuiba quessiins G=n b chreaziead 10 Balh Bretbarsian, Pubbc Weoras Folbis
Infarmeaon CHmer, al 8165032612

GO KC | i e

AN F PUCED MISE0OUR

KCMO.gov » Dodson Flo
forward; GO bonds kick 1
industrial district

KCMOGOV

111

G R QL&A

P g D e B
T sk e GO S
sohTa

80 LA LT T D S

EE T e e
D L T L ]
LTI PP TPy T
e

gl der g s
e
e fon tlden
AL 3T L S
g Ll i

borde A g i
thee ey bdp you b e
R

0 whar b s gemal abdordon
e

wo b e b g

Toos g el mmd

e b, i o
oy

[ T ——
Eropa s et

# Eak L A b #ad d Trimgn

ek e S
b i v Tl S,

. el L g e
P T

HAMSS

G Th £y v e S ol

GEMENT RMALSZIME




GO KC Sidewalks project
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Soclal Media Reaction to GO KC Sidewalks

. Carolyn (Schulze) Fischer
@oschulzeinkC

QOur daughters have SUCH a passion
for bringing more sidewalks to KCMO
that it didn't surprise me when we got
this pic today from their walk home &
[s #littleadvocates #bigvoices
#makingkcsafe #gokc

g U“W ALK 7?!!

.HLJIJ::III*]' o ’J

: Eric Bunch
@EricWBunch

Had a good time at the #GOKC
sidewalk pouring today. Also caught a
pic of @BethBS using one of her many
talents - herding elected officials!

Glad to see so much hard work from
so many finally coming to life.

4/13/18, 9:30 PM

Over 1,600 views of the video.
Over 4,500 people reached.
Over 60 likes. 33 comments.

REPAIRS

e e e e e

City of Kansas City, Mo. Government: City breaks ground on GO KC
sidewalk repair

Today, Mayor Sly James, City Manager Tray Schulte and Councilmembers Quinton Lucas
and Scoft Wagner gathered on the city’'s east side with other city leaders at 33rd and
Michigan Avenue to celebrate the kickoff of sidewalk repair citywide tied to Go KC bond. .. 9

211 - Uploaded on 04/13/2018 - View Permalink &



How to Find GO KC Project Info

€ OPENDATA KC

KCMO.gov/gokc | T
GO KC Projects Explorer R LT N
Find information about Go KC capital projects that are being
funded with the three bonds approved by volers in calendar year
2017.
O Include website address on
all communications.

O Promote the KC Project
Explorer in the open data
catalog, which allows
residents to track the
progress 24/7.
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Creatively-staged events
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YEAR 15&"

Thit GO K mport card summarizes the progess of projects

ksunched in Year Ce of the 20-yvaar infrascium mpair plan
approved by volers in Apil 2017

Tha Crry has hald svaed gryanchmakings, launched a atywids
sidyalk repair progrem, repaimed launiaing, synchranized
tratfic tignels, and hold Dosgn Open Howe sassions fo gathor
inpat priar le candnction for addtional propats

et all of the projct: am glizy and glamarous, bt all are
susantil o bu lding o betier Gansa: City with batter sdewalks, o
nayw animal sheber, lest Taading, and mate accessibilty fer all
our raidents

I ocditon to this aanual repen cord, he City created the GO
KiZ Praject Explorerin Open Data KIC, whizh allows residents i

trck pregrass and review catails of angaing projects Camplats.
infarmation s alio available at kame gay fgoke

FOR MORE INFO VISIT KCMO.GOV/ GOKC

CITY OF
c KANSAS CITY,

SIDEWALHS, ROADS & BRIDGES MISSOURI

YEAR ONE PROJECTS BY TYPE

O KC Year One Report Card

Posao Bridge Repairs aver Brush Creak Complete
Spirit of Freedom Fountain Complete
Delbert Holf Fountain Construction underway
KC Museaum Construction underway
Starlight ADA Conshruction underway
City Hall - Elevator ADA On Order
Animol Shelter Design
Maple Woods Parkway Design
MNorth Cak Traffieway Design
Southwest Quadrant Beccon Hill Construction underwoy
135th 5t from Warnall Rd to M-150 Groundbreaking held
Paseo Gateway Design
Prospect MAX Ongoing
Woarnall Road, 85th-891h Bids awerded
Beordsley Rood Landslide Design
22nd/23rd Street Construction underway
Martborough Community Infrostructure  Construction underway
Penn Valley Park Landslide Construction underway
Broodway Traffic Synchronization Finol Testing
Swope Park Industrial Leves Right-of-way Acquisiion
Dodson Industrial Groundbreoking held
Turkey Creek Groundbreaking held
Citywide Sidewalk Repair Construction underway
ADA Curb Romps Construction underway
1% for Arts Allocated

YEAR TWO PROJECTS

Bridges
Bridges
Buildings
Buildings
Buildings
Buildings
Buildings
Buildings
Streets
Streets
Streats
Streats
Streets
Streets

Streets

Streats

Streets

Streels

Streets

Fload Control
Flood Control
Fload Control
Sidewalks
Sidewalks
Public Art

© oo

ese

The second yoar of GO KC is 308 to be |ust a3 vigorous as the first, with about §42,4 millien worth of projects scheduled.

O that ameunt, ightly mare than $42 million is being dedicated 1o repair roads, bridges and sidewalks. The animal shelier

incwas into Year Twe, accompanied by a $4 million uzgrada for the KC Museum and $5 million being set aside for sidewalks

The Pases Gateway will sae $4 million in GO KC dollars while Maple Waods Parkway (o Anne Gamey Park] gets some

$6.8 million. The sxtensive Prospect Max project is galing $9.2 million while work an North Oak Traficway is receiving §5.3

million, Flood condral gets @ mojor funding boost in year two, with about $7.6 millon going for Dadsan,/Turkey Creek debt

wrvice. For o complete lil of second-year projects, check out kemo gov./goke

Spotlight: City’s new sidewalks
program means more $$ for residents

Bohind svary greal movemant lies o cotalyt for change. I this caws, the plan i reiryvent the wey KCMO
poys Jor Gdeaalls woy a prima season vates susnwhakmingly opproved the Bauaence of $200 mifien in
bonds o crects o maiiive copiiol improvemants progrem. Thot's why it was the fint quesfion on st
Aprils ballot And that's why the minute I passed plannars dove right In fo creat o whols new program
thattakes o bakineed approaeh o this age-old problam.

In Yaar One, the Ciy kaunched o cywide sidewolk repair program thot olswody har paved 11 blocks of
new sidewnika and i wall on 43 wory feward mating Kansas Cay mom pedeskion Jriendly.

This $ 150 million st removes the burden from indmidual propedy owmes, totally mevorging the
weay aidewnlks have boan nepaired and Bullt acrcu the Cify, This program will systemosically evalune,
rapair and reploce sdewalks. Before e Genen! Obligoion bands, teden bascally paid foe the spot
rapalr idowalk program. To steamling the process and, in faimess o thasa wha will pay the naw tax, the
ity hen forgiven any cusdanding aumisments bebors the April vote. The Giry's systematic sidewnlk
ispecsions bagan In concadt with conuclion of a shovekrsaty backlog of spot repaits. Cnce the
bocklog i cloared, tha work will expand to cther awar

The gool is fo moke it isrough hwo ciywids cycles over 20 yeon flxing videwalkes in avery port of the Ciry.

1 z

PROJECTS IN PROJECTS PROJECTS WITH

MOTION OVER 75% COMPLETE AGENCY/GOV'T PARTNERS

What people are saying

*...The City of Kansas City Mo takes com
of infrastructurel”

BELLE WEAD

On sidewalks: “They lock fankastic - and we lova tham!
- W approciate @KCMO's support an the projectl”

MARTIM Mo




Strategy B

Expand customer service and
communications training for supervisors
and managers through multiple channels
in order to reinforce learning and further

refine skills in these areas. (Human
Resources, Education and Development)




Training Expansion
Since May 2014, all newly hired 1, 3 5 O

employees complete Customer Service
Training as part of their onboarding

experience 3 O%

Workforce is represented

2.5 Days

Of training

employees have attended




Channels for Training
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Thinkzoom Updates

O 2,950 active employees have logged in and used the Thinkzoom platform

O Allows for a blended approach to learning for Human Resources, Education & Development
programming, including:

O First Line Leadership Certificate Program,
O Human Resources Management Academy

O Internship Development training in support of A.R. 7-4

O Mandatory trainings include:
O Ethics Refresher Course
O The Health Department’s Annual HIPAA Policy Training

O General Services’ Reporting of Workplace Injuries
26



Strategy C

Create at least one Public Service
Announcement (PSA) per quarter on
important City issues. (City
Communications Office)




Citizen Satisfaction with KCMO Video Content (TV and Online)

Dissatisfied/Very Dissatisfied

® Neutral
00w W Satisfied/Very Satisfied 100%
0)
50% o0
0% 0%

FY2016

FY2017 FY2018

Source: Resident Satisfaction Survey

% of citizens who have watched
Channel 2 in the last year

29%
T 26%
-3% decrease
FY2017 to FY2018
Fy2014 FY2015 FY2016 FY2017 FY2018
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Traditional vs. Millennial




KC in 60

https://youtu.be/ROAO6NVIWWQ



Compass KC and Disabled Parking KCI
New Crosswalk Signals
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THINK OF ME
KEEP IT FREE

wyoriety

Compass KC and Disabled Parking KCI

New Crosswalk Signals 31



AlertKC Stats

Performance for Your Post

@ City of Kansas City, Mo. Government L
Publizhed by City Communications |7 - May 2 al 12224pm - & 2,959
We may have severe weather in our area foday. It s a good time to check
and make sure you are signed up for Alert KC. Weather warmings and 924 i
Community messages are deliverad directly 1o your phone
http/RCMo.govialenkc A ik nente & Sharee f
31 25 6
HT@}H‘EM 3 2 7
SIGN UP NOW: Text your ZIP CODE to 888777 ) 3 8 0
b
1
ALERT near you! 37
16 72 69
i i K i i
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Objective 2: Expand resident
engagement in activities
throughout the City, including the

Citywide Business Plan and budget
review processes.



Resident Satisfaction With Opportunity To Engage/Provide

Input Into Decisions Made By The Cit

Opportunities to engage/provide
input by Council District

Dissatisfied/Very Dissatisfied
® Neutral
W Satisfied/Very Satisfied

100% 100%

90%

m Satisfied m Neutral Dissatisfied

80%
70%
60%
50% 50%
40%
30%

20%

30%

10%

0%

0%

FY2016 FY2017 FY2018

Source: Resident Satisfaction Survey




Resident Satisfaction With Opportunity To Engage/Provide

Input Into Decisions Made By The City

Opportunity to Engage/Provide Input Demographic Breakdowns
by age group O Race does not have a significant
mSatisfied = Neutral ® Dissatisfied Impact on satisfaction either

O Age has some variation in
satisfaction

O Higher household income also has
some variation in satisfaction

O Key Takeaway: There is a high level
320, I 35% I 300 10 I 2% [ 2626 of neutral across demographics and
place. Opportunities are in

Improvement citywide. 35
18-24 25-34 35-44 4554 55-64

Source: Resident Satisfaction Survey



Strategy A

|dentify new methods of promoting
resident participation at events, such as
the Citizen Engagement University, Citizen
Works sessions, and other public hearings.
(Finance, Organizational Development)




Upcoming Resident Engagement - Budget

o Awarded Government Finance Officers
Association (GFOA)’s 2018 Award for
Excellence in Government Finance on
“Engaging Residents in KC’s Citywide
Business Plan”

o0 2018 Update to the Citywide Business
Plan — Resident Work Sessions
o Currently planning

o Mid to Late August to Early October

L
L J

Awards for Excellence
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Resident Engagement Committee

IAP2’S PUBLIC PARTICIPATION SPECTRUM | o

The IAP2 Federation has developed the Spectrum to help groups define the public’s role in any public participation process.
The |AP2 Spectrum is guickly becoming an intemational standard

This Spring, a multi-departmental Resident
Engagement Committee was convened to
identify ways to increase participation and
involvement for residents of KCMO.

To provide the public To obtain public Tt
with balanced and feedback on analysis, g
objective information alternatives and/or 1l
to assist them in decisions.
understanding the

problem, alternatives,

opportunities and/or

solutions.

PUBLIC PARTICIPATION GOAL

We will keep you We will keep you
informed. informed, listen to

Three subcommittees were formed to
explore the various areas of resident
engagement and provide
recommendations:

PROMISE TO THE PUBLIC

Step 1: Understand approaches to integrating

feedback
Feedback Subcommittee, Participation ekttt prage | Wb
. feedback... Bl Rt
Subcommittee and Technology — o
idleas All residents Policies ‘ q::::i:::,f
Subcommittee = | e I | ==
Priorities ‘ t'?w“:l““‘;uty Capitalprojccm.‘ ﬁzﬁ:“s .
P i e e M+ e
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&= - CEU FY2018
: : '\ e Eight Sessions
I e Every Tuesday
| | e 4 off site visits
=11 q‘ : e Started April 3




Strategy B

ldentify and utilize interactive technologies
to communicate directly with citizens on a
remote basis, such as the City’s virtual
town hall and other social media channels.
(City Communications Office)




Resident Satisfaction with KCMQ'’s Use of Social Media

Very Dissatisfied/Dissatisfied Neutral M Very Satisfied/Satisfied
Satisfaction with city’s use of social media Satisfaction by Age
100%
50%
0%

FY2016 FY2017 FY2018 18-24 25-34 35-44 45-54 55-64 5+

Source: Resident Satisfaction Survey



Soclal Media Growth

May 2017: followers (As of May 18, 2017)
May 2018: followers (As of May 18, 2018)
Facebook:

May 2017: 7,900 likes (as of May 31, 2017)
May 2018: 9,056 likes (as of May 25, 2018)

Nextdoor:
May 2017: 48,800 households

May 2018: 62,500 households
42



O We utilize KCMOmentum.org as the
City’s virtual town hall to connect and
hear from residents on important
topics.

O Recently, we posted a topic on the site
asking for community
input/recommendations for the MLK
Advisory Group for a Martin Luther
King, Jr. designation in Kansas City.

O Over 46 interactions on the site from
residents with several great ideas.

What recommendations do you have for the
R MLK Advisory Group for a Martin Luther King,
Lop Jr., designation in Kansas City?

Description Topic Details

On April 6, 2018, Mayor Sly James formed the MLK Advisory Group, a
special group comprised of trusted community members, to make a
recommendation for a Martin Luther King, Jr., designation in Kansas City.
James has commissioned the group to engage the broader community to
find a solution that truly honors Dr. King and his ideals of equity and respect
and also aligns with the City's long-term planning goals and vision for an
inclusive community.

The group has been asked to consider this issue, engage the broader
community, and after doing so, make a recommendation within 45 days.

GORDON K. added an idea in MLK Advisory
Group!

Airport now, street/corridor
eventually (more consideration)

* Renaming KCl is a good first step.

Historically, JFK was once Idlewild Airport, then renamed in
memory of John F. Kennedy, the 35th President of the United
States, following his assassination.

| remember when Martin Luther King Jr was assassinated,
just a few years after Kennedy. Having an MLK airport to
honor his memory would elevate KC to the stature of NYC,
nationally and to the world.

So let's rename the airport now !
* Then consider renaming a thoroughfare (preferably East-

West) that would truly bring the Kansas City community 4 3
together.




ODbjective 3: Promote trust and
understanding through
transparency.



Strategy A

Determine ways to make information
about the City’s performance, operations,
and financial condition more transparent,

user-friendly, and understandable to
elected officials and the public. (Office of

the City Manager)




Citizen Satisfaction with the Usefulness of the City Website

Dissatisfied/Very Dissatisfied % of citizens who have visited the
® Neutral website
100%
W Satisfied/Very Satisfied
100%
62%
50%
50%
0% 0%
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O.govV subsites — GOKC and NewKCI
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KCMO.gov — Why update Is needed

Primary Dimension: Site Search Status

Secondary dimension = | Sort Type: | Default -
Acquisition
Site Search Status
BO u n Ce Sessions 4 % New Sessions
rate has 0.85% # 1.11%*
- 1,240,446 vs 1,251,099 60.13% v= 50.69%
Increased
19% Si nce 1. Visits Without Site Search
the free Nov 1, 2017 - Apr 30, 2018 1,133,026 (91.34%) 50.38%
VerSIOn Of May 1, 2017 -0Oct 31, 2077 1,139,616 (91.09%) 91.07%
SearCh % Change -0.58% -1.37%
went Iinto
2. Visits With Site Search
place
Nov 1, 2017 - Apr 30, 2018 107,420 (8.66%) 47.50%
May 1, 2017 - Oct 31, 2017 111,483 (8.91%) 46.72%
% Change -3.64% 1.68%

New Users

1.95% ¢

621,791 vs 63414

570,763 (91.79%)
582,057 (91.79%)

-1.94%

51,028 (8.21%)
52,084 (8.21%)

-2.03%

Behavior

Bounce Rate
1.13% #
57.23% v= 57 BO%
62.18%
63.14%
-1.51%
4.97%

Pages [ Session

0.671%#

214 w5215

1.86
1.86

0.27%

5.07
5.18

-2.10%



Finance Webpages

KANSAS CITY HOME CITY OFFICIALS DEPARTMENTS

_ FINANCE

+ CITY OF KANSAS CITY, MO-

Financial Information, Reporis and Policies
The Finance Depariment provides financial information for management’s use in making decisions that impact
City operations. We strive to provide fimely, occurate and consistent financial data and reports, and to

for the preparation of multiple financial statements in occordance with City Charter requirements as well as
generally accepted accounting principles (GAAP).

Financial Information | Financial Reports | Financial Policies

Financial Information

Supplier/Vendor Payments — This is o listing of payments made to vendors by the City. The listing is published
every two weeks as required by Ordinance Mo, 970032 passed January 23, 1997,

Financial Reports

FY 2017-18 Five Year Capital Improvements Plan — The Five-Year Capital Improvements Plan (CIP) attempts to
balance the City's resources among previous commitments, reconstruction and maintenance needs, and the
demand for new construction.

‘ Y 2017 Comprehensive Annual Financial Report — CAFR — The Comprehensive Annual Financial Report
[CAFR) is designed to fairly present the City’s financial position and results of operations as measured by the
financial activity of various funds. This report is prepared in accordance with Generally Accepted Accounting
Principles (GAAP) in conformance with the standards fer financial reperting set forth by the Governmental
Accounting Standards Board (GASB), using the guidelines recommended by the Government Finance Officers
Association (GFOA).

summary report of the financial activiies of the City and is prepared primarily from detailed information

contained in the City’s Comprehensive Annual Financial Report (CAFR), with selected information from CAFRs
| prepared in previous years. The PAFR is designed to simplify the information in the CAFR and better inform the
public about the overall financial condifion of the City, without the heavy use of technical accounting ferms or

| GAAP.

astablish, implement and menitor Citywide accounting polices and procedures. These procedures are necessary

FY 2017 Popular Annual Financial Report — PAFR — The Popular Annual Financial Report (PAFR] is an unaudited

excessive defail. The PAFR is not intended to provide a complete financial picture of the City in accordance with

Finance Department

City Hall, 3rd floor

414 E. 124h 5t

Kansas City, MO 64106
816-513-1173 [p)
B16-513-1174 (R |

finance@kemo:org

E MENT HOME

Compliment a KCMO
|

ty employees are always striving fo
make our City better and we want to
recognize the good work that they do.
5 e experience with a KCMO

and let them know you
e a job well done. It only takes a

few minutes to really make someone’s day
with your kind words.

— —

e Simplified site eliminated
silos

e Information consolidated
into fewer pages

e Easier to find reports and

forms made the site more
transparent
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Resident Satisfaction with KCMORE Magazine

W Satisfied/Very Satisfied  ® Neutral Dissatisfied/Very Dissatisfied
100%
50%
Change from
FY2017 to
FY2018 is
statistically
0% significant

FY2013 FY2014 FY2015 FY2016 FY2017 FY2018

Source: Resident Satisfaction Survey 50



KCMORE Magazine
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NEW Resident Satisfaction Dashboard

Makes resident satisfaction
@ data more accessible in a
dynamic and engaging

Kansas City Insights platform.

SIS ety sy ot S . Streamlines the way the
S ] . City’s elected officials, staff
s e and residents receive and

| analyze performance data.

- T coningune 147, 2018

Water Services Darths i | } ]

FilE_.lr EME. - Salnfed’ a l_ll]'-'.:i‘.ll"au
AR -3 W

Infrastructure
Gl% - P A

Public - I 21ren- sLem

Transportation

Meighborhoods A

Communications a

Anailability of information

311

Parks

Solid Waste
Ajrport

Determinants of Health

Schools
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Internal tool to help with external reporting:

Stratex Solutions

What is Stratex?

O Centralized project management tool

SOLUTIONS

Stratex Solutions
O B rl n g S Stake h O | d e rS to g eth er Welcome to a system that will change the way you think about organizational planning processes

O Identify milestones and actions

@ STRATEX

O Continuously updated
O Standardized reporting and measures

O Stay on target
O KCStat

O Rollout over the next few months

FUN FACT: Stratex was a 2016 Innovation Partnership
Program partner and began a contract with the city in 2017
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Governing Magazine Equipt to Innovate Award

Kansas City, Missouri was recognized as a high-performing city in the Dynamically Planned
category of Governing Magazine’s 2018 Equipt to Innovate Awards

The Equipt to Innovate Class of 2018

RACE-
INFORMED

RESIDENT-
INVOLVED

SMARTLY
RESOURCED

BROADLY
PARTNERED

EMPLOYEE-
ENGAGED

DYNAMICALLY
PLANNED

DATA-
DRIVEN

Source: Equipt to Innovate 2018 Profiles in High
Performance Government

High-Performing Cities in the Dynamically Planned Category
v Have a comprehensive, enterprise-wide strategic plan

v" Clearly connect strategic planning activities and city
objectives/goals in multiple areas

v" Track goals through data and performance measures

v Have an established and transparent planning process with
check-in points

V" Involve multiple stakeholders in the planning process

V" Obtain strong leadership buy-in and have leaders who
promote performance improvement and attainment of

strategic goals
54



Top 3 Sunshine Requests

Approximately 400 sunshine requests per year

O Bids and contracts

O Email - Mayor, Council, Manager

O Salaries and overtime

Online form available: kcmo.gov/sunshine

55



Strategy B

Respond to the most frequent public
information request by providing data on
the Open Data Portal. (Office of the City

Manager)




CONGRATULATIONS KANSAS CITY, MO! [EUEEAEEe

You have achieved Silver Certification for 2017.

PLANTINUM

85-100%

COMPLETE
GOLD \I\/HAT
62-84% WORKS
COMPLETE CITIES

SILVER 2017

10% CRITERIA
TO MEET UNTIL NEXT
CERTIFICATION LEVEL

YOUR SILVER CERTIFICATION WAS REACHED WITH 52% OF
CRITERIA MET ACROSS FOUR COMPONENTS OF THE

STANDARD.

MEASURE TAKE STOCK

SILVER
52%-61%
COMPLETE

COMMIT

57 | FOR MORE INFORMATION PLEASE VISIT WHATWORKSCITIES.ORG




Open Data Score

Technical Assistance: KC’s Open Data program scored
all points available within the Open Data area

| Open Data YOUR PROGRESS 100%
' CITIES YOUR SILZE 67%
ABOUT CERTIFICATION ‘ ALL CITIES 64%

% OF CRITERIA MET BASED ON 10 QUESTIONS

The What Works Cities Standard Open Data Scope of Work

reﬂ_e(_:t_s a set of aspirations and Create sustainable open data systems that promote
activities that create a strong informed decision-making, transparency and robust
foundation for the effective use of citizen engagement

data and evidence within city

WWC Partner on Open Data work: Sunlight

overnment. .
J Foundation
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Open Data - Sessions

30,000
FY2017
25,000
20,000
FY2018
15,000
10,000

5,000

Source: Google Analytics

Total Open Data Sessions
FY2017:. 200,527/
FY2018: 201,829

FY2017

FY2018
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Open Data Portal Clean-up

Th e C | ea n _ u p Of re m OVi n g a | | th e P D FS K OPENDATA KC Home Chatbot KCStat Budget Maps Suggestions Help | Q

from the open data portal began on 3
January 1, 2018.

559 Results filtered by KEEERE

| Authority

Officel 311 Call Center Service Requests 3

T h e p rO Ce SS I S O n go I n g a S to b e Community This data set contains call record data from the 311 call center in Kansas City, MO. This dataset

used to be published under the name "KCMOPS311". This name was changed to make the...

sensitive to the needs of departments. s e

| Tags 311, service requests, bdke, high value, kemops311 APl Docs
31 X

Airport v Daily Call Activity Report su

Several hundred PDFs have already i | (ool
been removed. .| e

Goal: Every PDF removed from the portal by September 1, 2018.

Sort by | Most Relevant v

i Dataset

Updated
May 25, 2018

Views
10,465

i Dataser

Updated
April 18, 2017

Views
2,246

60



Strategy C

ldentify ways to impart information more
effectively to personnel in the field. (City
Communications Office)




2017 Internal Survey by field or office

Survey by the environment employees work in

W Satisfied/Very Satisfied Neutral Dissatisfied/Very Dissatisfied

59%
49%
Field Office 50/50 Field Office 50/50 Field Office 50/50
How informed you are about what is Usefulness of City's internal website  |Content in the Fountain Pen newsletter
happening in the city as an (myKC)

organization/workplace

Employees who work primarily in the field are less satisfied with how informed they are about the workplace and less
satisfied with methods to communicate with employees (myKC and Fountain Pen)

62

Source: Internal Services Survey



Efforts to communicate to field employees

O Communicating with field staff is limited to face-to-
face; labor and time intensive

O Although emails have been assigned to all staff, many
lack access at work & home; or knowledge to access
city provided e-mail accounts

O Corporate Challenge: provide information and sign-up
access at Open Enrollments (numbers seem to be down
compared to prior years)

O Employee surveys (Elevate KC)
O Employee Days at WOF (Ticket sales/info)

O Open enrollment urgent communicationdue to incorrect
registration

A

Your City. Yourself.

WIKINER
COMING

REVIEW BENEFIT CONFIRMATION STATEMENTS | FRIDAY, MAY 11™ ‘
& NOTIFY BENEFITS OFFICE OF ANY CHANGES | t 5 PM.
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Strategy D

Disseminate a manual on best practices to
improve intra-and inter departmental
communications. (Finance, Organizational
Development)




Best Practices Manual

Organizational Development, a section of the Finance Department, is developing a
manual in collaboration with City departments that updates the current fact sheet
titled, “129 Ways to Improve Internal and External Communication: For KCMO
Departments, Divisions, and Sections.”

The manual will provide guidance of best practices of internal communications within
departments (e.g., between divisions, between floors/multiple locations, between
managers and staff, recognizing employees and rewarding success, etc.) and between
departments (e.g., with other departments, with the City Manager, Mayor and City
Council, crisis communications and emergencies, etc.).

The manual will be posted on MyKC by the end of 2018.
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ODbjective 4: Improve the internal
and external customer
experience.



Resident Satisfaction with Customer Service from City Employees

Over Time
W Satisfied/Very Satisfied ™ Neutral Dissatisfied/Very Dissatisfied
100%
50%
0%

FY2011  FY2012  FY2013  FY2014  FY2015 FY2016  FY2017  FY2018

Source: Resident Satisfaction Survey



Resident Satisfaction with Customer Service from City

Employees in FY18 By Age and Race and Ethnicity

By Age
100%
36%
50%
48%
0%
18-24 25-34 35-44 45-54 55-64 65+ CITYWIDE
By Race and Ethnicity*
100% 00/
35%
50%
55%
0%
Asian/Pacific White CITYWIDE  Hispanic/Latino Black/African American Other
| . ) ) 68
slander American Indian/Eskimo

Source: Resident Satisfaction Survey  *Note: Residents whose ethnicity is identified as Hispanic or Latino may be of any race.



311 Call Data: Top 5 service requests

30000 Service Requests Through 311: Top 5 Over Time

Trash/Recycling
25000 25,495
20000

Animals/Pets
15000

15,604
12,944 Property
10000 10654
ater

8 957 8,874

&89 7694 Irees
5000 6,709

3,556

0

2015 , 2016 2017
Source: KCMO Open Data — 311 Call Center Service Requests
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Use of 311 — Citizen Survey

Satisfaction with quality of the

. . Have you contacted the 311 Action
city’s 311 service

Center in the last year?

100%
100%

61% 63% 1% 500, 53%
54% 57% 58% 58% 0 l
| I I I I I I I :
/
0% I 0%
O N O > X b o A D O N 9 > X B b A
N N N N N N N N N N N N N N N N N N
Q Q Q Q Q Q Q Q Q Q Q Q Q Q Q Q Q Q
OO S S SIS S S SRS S OIS SIS SIS SRS SRS SR S SN,
ARV AE NN AR AR AR AR MR MR MR MR MR A MR -0

Source: Resident Satisfaction Survey, kcstat.kcmo.org



Resident Satisfaction with 311

Satisfaction with ease of using 311 by method:
100%

Via Phone g3y,

=

, 48% Via Web
Via Web
Satisfaction with ease of using 311 via phone has
consistently been higher than ease of use via the
web. Both have leveled out over the last three years.
0%
FY2013 FY2014 FY2015 FY2016 FY2017 FY2018
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Source: Resident Satisfaction Survey



External and Internal satisfaction with 311

Resident Satisfaction

100%

How well your question/issue
was resolved via 311

Source: Resident Satisfaction Survey

100%

0%

Employee Satisfaction with 311

B Adequacy of information provided to your department in 311
Service Requests

m Knowledge 311 Call Takers have of your department's
operations

61%
56%

2012 2013 2015 2017

72

Source: Internal Services Survey (Employee Survey only
conducted every other year after 2013)



Courtesy/Professionalism with 311 staff — Resident

and Employee satisfaction

Statistically significant change in Courtesy/Professionalism of 311 staff for both external and internal
customers since last survey (Employee Survey only conducted every other year after 2013).

100% . . . 100% . .
External (resident) satisfaction Internal (employee) satisfaction
(0
0% 0%
FY2013 FY2014 FY2015 FY2016 FY2017 FY2018 2012 2013 2015 2017 73

Source: Citizen Satisfaction Survey & Internal Services Survey



Strategy A

Monitor established customer service
standards that can be applied across all
departments, and report performance.

(Office of the City Manager)




KCMO Customer Service Standards
~ Purpose

To provide guidelines to all city departments, divisions and individuals city staff members on accepted
customer service procedures and to express the city’s commitment to providing excellent customer service
to all residents, business, visitors, co-workers and other city employees

TDefinion

Customer service shall be defined as an unwavering commitment to provide the highest quality services,
programs and facilities in a fiscally sustainable, responsive and courteous manner to all residents,
businesses, visitors, co-workers and other city employees

2014

Customer service standards developed by the Citywide Customer Service Team

Focus Areas

Guidelines for collecting feedback and addressing issues.

* Proper appearance and workspace guidelines

e Guidelines for remaining current and accurate when sharing
information

* Employee recognition
e Communication guidelines
e Current technology and support guidelines
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Strategy B

Create a central repository for collecting
feedback about customer service citywide.
(Office of the City Manager)




Compliment a KCMO employee

-
e . =
) L]

-.'.I

City of Kansas
City Employee e 2
Kudos is up and '
running. & h
We now have ,
one central

repository for s
city employees 1 ¥
compliments.




Strategy C

Develop a Coaching to a Culture of Service
training for supervisors and managers.
(Human Resources, Education and
Development)




Creating a Culture of Service

of new hires agree that the City as a whole
86% creates a Culture of Service

New for FY2019

One-day training module for supervisors
and managers

of new hires agree that their immediate
729, workgroup creates a Culture of Service

The City’s Service Promise
Managing to a Culture of Service
Moments of Truth
2 The 8 Components of Excellent Service
6 5 Behaviors that Support the City Service
Supervisors and Managers Promise




Questions?

Stay up to date on progress at kcstat.kcmo.org
#KCStat
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