CITY OF FRISCO, TEXAS
PERFORMANCE MEASURES
FISCAL YEAR 2022

Certificate in Performance Management

As part of ICMA's efforts to advance the practice of professional local government
management, ICMA awards certificates each year to recognize programs that instill a culture of
performance management, pursue comparative analysis and data-informed decision-making,
and promote transparency. Certificates of Excellence (highest level), Distinction, and
Achievement honor jurisdictions that have incorporated the principles of performance
management at varying levels into their organizations.
Our City was recognized with an ICMA Certificate of Achievement in Performance Management.
The certificates are awarded on the basis of criteria that include data collection and verification,
training and support, public reporting, accountability and process improvement, networking, and
leadership. Each year's recipients are recognized at the ICMA Annual Conference.
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CITY LEADERSHIP
Mayor Jeff Cheney

Native Texan Jeff Cheney was elected Mayor of Frisco, Texas, in
May 2017, and holds the distinction of being the youngest
Mayor of Frisco. Since Mayor Cheney has taken office, Frisco has
been recognized as the fastest growing city in America and the
#1 Best Place to Live by Money Magazine. Mayor Cheney’s big
initiatives are master planning the northern area of our City,
keeping taxes low for our residents, developing plans for Grand
Park, working with the private sector to build a performing arts
center, and dealing with density and congestion challenges with
innovative mobility solutions.

CITY COUNCIL

Pictured from Left to Right: Mayor Pro Tem Bill Woodard, Councilmember Angelia Pelham,
Councilmember Dan Stricklin, Mayor Jeff Cheney, Deputy Mayor Pro Tem Brian Livingston,
Councilmember Shona Huffman, Councilmember John Keating
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CITY EXECUTIVE STAFF
George Purefoy
Henry J. Hill
Ron Patterson
Ben Brezina

City Manager
Deputy City Manager
Deputy City Manager
Assistant City Manager

Anita Cothran
Jennifer Hundt
Kim Sinclair

Chief Financial Officer
Director of Budget & Planning Services
Director of Financial Services

Kristi Morrow
Dana Baird
David Shilson
Mark Piland
Lauren Safranek
Daniel Ford
Beth Ann Unger
Shelley Holley
Shannon Coates
Paul Knippel
John Lettelleir
Jason Ford
Marla Roe

City Secretary
Director of Communications and Media Relations
Police Chief
Fire Chief
Director of Human Resources
Director of Administrative Services
Chief Information Officer
Director of Library
Director of Parks & Recreation
Director of Engineering Services & Public Works
Director of Development Services
President – Economic Development Corporation
Executive Director – Visit Frisco

Richard Abernathy
Art Maldonado

City Attorney
Administrative Municipal Judge
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PROGRESS IN MOTION

November 16, 2021

Honorable Mayor Cheney and City Council Members,
We proudly present the City of Frisco performance measures for all city departments. This guide is
created to highlight the city's measurement tools to analyze performance objectives and indicators.
Every year the City Council reviews and affirms the Strategic Focus Areas of the City, as well as
establishing their Top 10 Priority List for the City Manager to implement and work towards
achieving. Additionally, all staff are trained on the Core Values that the City has adopted and
manages towards.
During the annual budget process, performance measures regarding how agencies within the City
are using City resources are reviewed by the Budget Office and the City Manager's Office. Budgeted
funds are allocated to departments based on the Top 10 Priority Lists and the focus areas approved.
The major departments then report to City Council monthly regarding the interim results of their
performance measure indicators established during the budget process.
Finally, every City employee receives an objective performance evaluation annually which directly
ties their individual contributions and performance to the City-wide goals, objectives, and
measures. This process ensures that the employees are engaged and understand how their
knowledge, skills, abilities, and individual value systems tie back to the service delivery provided.
Our integrated management system based on key strategic focus areas, clearly defined short term
priorities, performance measurement established each year and monthly monitoring provides a
control environment that creates greater efficiencies and effectiveness for our citizens, visitors,
business community and employees.
For an electronic copy of this guide, our annual budget, budget in brief or budget/finance manual,
please visit our city website FriscoTexas.gov.
If you have any questions, or comments, please feel free to contact me directly.
Sincerely,

Director of Budget and Planning Services
City of Frisco, Texas
972-292-5511
FINANCE DEPARTMENT
6101 FRISCO SQUARE BLVD

•

CITY OF FRISCO • GEORGE A. PUREFOY MUNICIPAL CENTER
4TH FL OOR • FRISCO, TX 75034 • 972.292.5500 • FAX 972.292.5587

•

WWW.FRISCOTEXAS.GOV

CORE VALUES
Frisco’s Annual Budget is our plan of action detailing how the City’s
overall goals will be achieved. Each Department includes, as a part of
its description of core services, information on their mission,
strategies, objectives and measures. The work program specifics,
which are included with the budget unit pages, describe the steps the
operating departments are taking to align their budgets with City
Council’s Strategic Focus Areas and Strategic Goals. These goals are
also aligned with the stated City Core Values:

Integrity
Outstanding Customer Service
Fiscal Responsibility
Operational Excellence
Our Employees
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STRATEGIC FOCUS AREAS
In 2003, the City Council established seven Strategic Focus Areas to guide the City’s
operations and provide the Council’s long-term vision for the community:
1. Long-Term Financial Health - Responsible stewardship of financial resources balancing
short- and long-term needs of the community.
2. Public Health & Safety - Provide quality programs and services which promote
community well-being.
3. Infrastructure - Develop and maintain transportation systems, utilities and facilities to
meet the needs of the community.
4. Excellence in City Government - Provide effective and efficient services with integrity
in a responsive and fair manner.
5. Sustainable City - Promote the continued development of a diverse, unique and
enduring city.
6. Civic Involvement - Encourage civic pride, community participation and a sense of
ownership in our community.
7. Leisure and Culture - Provide quality entertainment, recreation and cultural
development to promote and maintain a strong sense of community.
The City Council conducted its Strategic Work Session in January 2021 with the summer
work session set to provide updates on the progress of the staff work on the priorities.
From the work session, Council unanimously agreed upon specific priorities. These were
formally adopted during FY 2021. The FY22 adopted budget provides funding, in most
cases, to continue our progress towards achieving these priorities, either with bond
proceeds, private developer contributions or operating appropriations.
The Council’s priorities for 2021-2022 are as follows:
•
•
•
•
•
•
•
•
•
•

Master Planning of Grand Park
Performing Arts Center
Frisco Reinvestment Strategy
Venture Capital Growth
World Cup 2026
Traffic Investment
Trails Connectivity
State Legislative Strategy
Tourism – Welcome Back
Entertainment Destinations
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STRATEGIC FOCUS AREAS WITH RELEVANT PERFORMANCE MEASURES
Long-Term Financial Health
Responsible stewardship of financial resources balancing short- and long-term needs of the community.
Objective

Performance Measure

FY 2020
Actual

FY 2021
Revised

FY 2022
Proposed

Department

Lower city interest
expense

City's general obligation bond
rating
(Benchmark AAA/Aaa)

S&P = AAA

S&P = AAA

S&P = AAA

Finance

Lower city interest
expense

City's general obligation bond
rating
(Benchmark AAA/Aaa)

Moody's = Aaa

Finance

Provide stewardship
of financial
resources balancing
the City's short and
long-term needs

Maintain a
competitive debt
position

Debt requirement portion of tax rate

34%

35%

33%

Budget

Provide stewardship
of financial
resources balancing
the City's short and
long-term needs

Maintain General
Fund balance
(Benchmark 25%)

Unassigned fund balance as % of
operating budget

45%

40%

37%

Budget

103%

103%

102%

Treasury

11%

7%

15%

Parks - Adult Activity
Center - The Grove

91%

62%

100%

Parks - Frisco
Athletic Center

1,454

1,800

1,500

Economic
Development
Corporation

646,000

800,000

610,000

Economic
Development
Corporation

520

700

750

Economic
Development
Corporation

Strategy
Provide information
to financial
advisors,
bondholders,
underwriters and
rating agencies
Provide information
to financial
advisors,
bondholders,
underwriters and
rating agencies

Moody's = Aa1 Moody's = Aaa

Maintain percent of
current property
taxes collected

Maintain major
Collection rate
revenue source
collections
Utilize a businessmodel approach to
Encourage fiscal
Raise the cost recovery rate by FY25
attract revenue
responsibility
to 25%
streams while
monitoring
expenditures
Utilize a businessmodel approach to
Maintain a significant cost
Encourage fiscal
attract revenue
recovery rate for the FAC's
responsibility
streams while
operations (100% goal)
monitoring
expenditures
Attract companies to
Frisco from other
Business attraction
FTE* Jobs created / retained
markets to create
jobs and new
investment
Attract companies to
Frisco from other
Business attraction
Square feet occupied
markets to create
jobs and new
investment
Provide support and
resources to existing
Business retention &
Jobs saved
businesses for
expansion
retention and
expansion
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STRATEGIC FOCUS AREAS WITH RELEVANT PERFORMANCE MEASURES
Long-Term Financial Health, cont.
Responsible stewardship of financial resources balancing short- and long-term needs of the community.
Strategy

Objective

Support
entrepreneurial and
Enhance innovative
collaborative
culture through
environment for new
entrepreneurship
business formation
(Inspire Frisco)

Performance Measure

FY 2020
Actual

FY 2021
Revised

FY 2022
Proposed

Department

FTE* jobs

N/A

N/A

100

Economic
Development
Corporation

Public Health and Safety
Provide quality programs and services which promote community well-being.
Strategy

Focus on service

Focus on service

Focus on service

Focus on service
Focus on service

Focus on service

Focus on learning

Focus on learning

Focus on service

Focus on service

Focus on service

Protection of lives
and property

Objective
Maintain
accreditation
compliance
standards
Continuously
evaluate our quality
of service
Enhance the
Department's
capabilities to
address significant
events
Enhance customer
service skills
Answer all calls
quickly and
professionally
Answer all calls
quickly and
professionally
Dispatch all
emergency calls
quickly
Dispatch all
emergency calls
quickly
Maintain
operational
readiness and
capabilities to
address any
significant/high risk
event
Improve school
campus safety
related programs
Provide timely and
thorough
investigations
Maintain or strive to
achieve ISO PPC
rating of ISO Class-1

Performance Measure

FY 2020
Actual

FY 2021
Revised

FY 2022
Proposed

Department

Compliance with no applied
discretions

100%

100%

100%

Police

Random end user surveys

100%

100%

100%

Police

Positions filled with qualified
applicants within 3 months

20%

20%

30%

Police Training

Percentage of customers that rated
our service as good or excellent

99%

99%

100%

Police Records

Maintain an average answer time of
less than 4 seconds

3.00

3.00

3.00

Police
Communications

Maintain an average hold time of
less than 20 seconds

4.00

6.00

6.00

Police
Communications

PD
1 min

PD
1 min

PD
1 min

Police
Communications

FD
30 sec

FD
1 min

FD
1 min

Police
Communications

Table top exercises completed with
100% of results falling within
defined standards

4

4

4

Police Special
Operations

Positive feedback received from
principals on SRO performance and
presentations

95%

98%

100%

Police SRO

Average overall clearance rate per
1,000

25

25

28

Police Investigations

Maintain ISO Class-1 PPC Rating

ISO
Class-1

ISO
Class-1

ISO
Class-1

Fire - Administration

Maintain an average dispatch time
of less than 1 minute on all fire
calls and priority 1 police calls
Maintain an average dispatch time
of less than 1 minute on all fire
calls and priority 1 police calls
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STRATEGIC FOCUS AREAS WITH RELEVANT PERFORMANCE MEASURES
Public Health and Safety, cont.
Provide quality programs and services which promote community well-being.
Strategy
Firefighter safety

Firefighter safety
Prevention of fire
related deaths in
targeted
populations
Promotion of
emergency and
disaster
preparedness
Promotion of
emergency and
disaster
preparedness

Objective
Meet or exceed
industry standards
for personnel safety
Meet or exceed
industry standards
for personnel safety

Performance Measure

FY 2020
Actual

FY 2021
Revised

FY 2022
Proposed

Department

Meet NFPA standards related to
apparatus, PPE and facilities

Met

Meet

Meet

Fire - Administration

Comply with NFPA 1500 standard
on Fire Department Occupational
Safety and Health Program

Met

Meet

Meet

Fire - Administration

0%

0%

0%

Fire - Community
Education

Minimize % change
% change of fire deaths year to year
of fire deaths
Accurately
document disaster
planning

Emergency management plan
designation from State of Texas

Advanced

Advanced

Advanced

Fire - Emergency
Management

Accurately
document disaster
planning

Hazard mitigation plan

FEMA
Approved

FEMA
Approved

FEMA Approved

Fire - Emergency
Management

93%

93%

93%

Fire - Emergency
Management

83%

80%

90%

Fire-Operations

84%

85%

90%

Fire-Operations

Maintain effective
Percentage of citizens within
Notification of
outdoor notification
effective radius of outdoor warning
citizens pre-disaster
coverage of
sirens
population
Percentage of calls with 1st unit
arrival within 7:20 total response
time (target 90%)
Percentage of calls with full
effective response force arrival on
scene within the time of the
associated risk level as outlined in
the Standards of Cover

Achieve operational
excellence

Provide adequate
deployment

Achieve operational
excellence

Provide adequate
deployment

Protection of lives

Timely response to
emergency calls

EMS response time average
(minutes)

5:45

5:54

5:45

Fire-EMS

Provide superior
development review
services

Provide services in
the most efficient
manner and
accurate manner

Staff comments for pre-submittal
meetings provided to applicants
within two business days of
meeting date

N/A

100%

100%

Development
Services - Planning

Provide superior
development review
services

Provide services in
the most efficient
manner and
accurate manner

Staff comments for plans/plats
provided to applicants within 10
calendar days

100%

100%

100%

Development
Services - Planning

Provide quality
Proactively improve Maintenance/ Zoning complaint
programs and
public health and response within 1 business day (not
services which
safety
including weekends nor holidays)
promote community
well being

92%

95%

95%

Development
Services - Code
Enforcement

Provide a "Superior Meet or exceed state
Quality" rated water and federal water
system
quality parameters

Yes

Yes

Yes

Public Works - Water

Water quality parameter(s) met
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STRATEGIC FOCUS AREAS WITH RELEVANT PERFORMANCE MEASURES
Infrastructure
Develop and maintain transportation systems, utilities and facilities to meet the needs of the community.
Strategy
Continuous
improvement
Build a successful
organization

Objective

Performance Measure

Proactively care and
Completion rate for service
protect park
requests submitted via Cityworks /
properties
City Sourced
Proactive
Preventive maintenance meets
maintenance of
industry standards
emergency vehicles
and equipment

FY 2020
Actual

FY 2021
Revised

FY 2022
Proposed

Department

8.5 days

6 days

5 days

Parks & Median
Maintenance

Met

Meet

Meet

Fire Fleet

Ensure proper
operation of signal
equipment

Complete scheduled
maintenance &
trouble call repairs

Operational fixtures maintained

99% of 7,152
fixtures

99% of 7,528
fixtures

99% of 7,528
fixtures

Public Works - Street
Lighting & Control

Ensure City assets
are maintained
properly

Provide services in
the most efficient
manner and
accurate manner

Technical utilization (time on work
orders vs. payroll time)

80%

82%

84%

Facilities

Provide timely
maintenance of
water system
Provide timely
maintenance of
water system

Inspect and repair
100% of all fire
hydrants annually
Inspect 10% of the
residential service
connections

Fire hydrants inspected

75%

100%

100%

Public Works - Water

Residential service connections
inspected

3%

3%

5%

Public Works - Water

Inspect for system
inflow and
infiltration

Clean and video
inspect 10% of the
City's sewer mains

Linear feet of sewer line inspected

9%

8%

10%

Public Works -Sewer

Inspect for system
inflow and
infiltration
Maintain efficient
meter reading

Inspect and repair
10% of the City's
sewer manholes
Complete repairs as
needed

Manholes inspected / repaired

20%

15%

15%

Public Works -Sewer

Reduce the number of no-reads
(meters) to less than 5%

1.0%

<1%

< 3%

Public Works Meters

Improve meter
accuracy

Reduce the number
of re-reads

Reduce the number of re-reads to
less than 5%

1.1%

<1%

< 3%

Public Works Meters

Excellence in City Government
Provide effective and efficient services with integrity in a responsive and fair manner.
Strategy

Objective

Performance Measure

FY 2020
Actual

FY 2021
Revised

FY 2022
Proposed

Department

Provide customers
(internal and
external) with
quality service

Provide a timely
response to
administrative
matters

Respond to critical matters within
24 hours and non-routine matters
within 30 days

Yes

Yes

Yes

Administrative
Services

Increase in revenue

-6%

1%

2%

Administrative
Services - CPU

Customers indicate satisfaction
with the service they received
related to service requests and
problem tickets

97%

95%

95%

Technology

Resolve desktop systems in less
than 4 hours

75%

90%

95%

Technology

Encourage
Market the Contract customers in the
Postal Unit (CPU) to area and patrons of
potential customers City Hall and the
Library
Survey customers to
ensure satisfaction

Customer
satisfaction

Ensure all computer
Maintain average
systems are reliable
time to resolve
by maintaining all
desktop computer
systems at the
and software
correct operating
installation issues
levels
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STRATEGIC FOCUS AREAS WITH RELEVANT PERFORMANCE MEASURES
Excellence in City Government, cont.
Provide effective and efficient services with integrity in a responsive and fair manner.
Strategy

Objective

Ensure all computer Maintain average
systems are reliable time for restoration
by maintaining all
of enterprise
systems at the
hardware,
correct operating
applications and
levels
network connectivity

Performance Measure

FY 2020
Actual

FY 2021
Revised

FY 2022
Proposed

Department

Restore servers, connectivity and
applications in less than 4 hours

90%

90%

94%

Technology

95%

95%

95%

Technology

88%

89%

89%

Finance

119%

110%

100%

Finance - Court

68%

70%

70%

Finance - Court

Ensure all computer Leverage the City’s
systems are reliable
investment in
Ensure all desktops, laptops and
by maintaining all
Microsoft
mobile devices are maintained and
systems at the
technologies to
current
correct operating maintain efficiency
levels
while reducing costs
Provide stewardship
of financial
resources balancing
the City's short and
long-term needs

Ensure prompt
payments to City
vendors and
employees, as
required by law

Vendors paid within the thirty-day
prompt payment mandate

Provide excellent
administrative and
Cases closed/total cases filed
clerical support for Manage court cases
municipal court
proceedings
Provide excellent
administrative and
Cases processed
Forms processed by web and phone
clerical support for
through automation
municipal court
proceedings

Focus on service

Supervision
improvement
utilizing developing
leaders training

10 supervisors attend per year

100%

100%

100%

Police Training

Focus on service

Identify cost
effective/efficient
training methods for
officers

In-house/ consortium training
hours provided at no cost

7,500

7,500

10,000

Police Training

Provide superior
service delivery

Implement systems
that provide
services in the most
efficient and
accurate manner

Respond to complaints within 24
hours

100%

100%

100%

Police Animal
Services

Personnel obtaining basic and
specialized training

100%

100%

100%

Police Patrol

Develop all
Ensure all personnel
personnel to be
have received
consistent with our
training needed
mission and values

Build and support
safety culture

Reduce workers
compensation (WC)
injuries, cost and
lost time

Reduce WC incurred loss cost per
$100 payroll - peer 2021 $1.14

69%

72%

72%

Human Resources

Build and support
safety culture

Reduce workers
compensation (WC)
injuries, cost and
lost time

Reduce WC modifier

42%

40%

30%

Human Resources
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STRATEGIC FOCUS AREAS WITH RELEVANT PERFORMANCE MEASURES
Excellence in City Government, cont.
Provide effective and efficient services with integrity in a responsive and fair manner.
Strategy

Objective

Performance Measure

FY 2020
Actual

FY 2021
Revised

FY 2022
Proposed

Department

Build and support
safety culture

Reduce workers
compensation (WC)
injuries, cost and
lost time

WC continuous leave as a % of
worked hours

15%

18%

15%

Human Resources

Positively impact
employee well being

Provide cost
effective benefits

Control annual per member health
cost

$14,709

$16,613

$17,111

Human Resources

Positively impact
employee well being

Provide cost
effective benefits

% of total paid for high cost claims

46%

44%

43%

Human Resources

28% Pat/ 6.0%
Savings

Human Resources

Improve health and
Positively impact
retirement security
employee well being
of employees

Increase supplemental retirement 16% Pat / 6.0% 25% Pat/ 5.1%
savings participation/savings %
Savings
Savings

Improve health and
Positively impact
retirement security
employee well being
of employees

Reduce employee high risk factor % =>3 factors

26%

23%

22%

Human Resources

Improve health and
Positively impact
retirement security
employee well being
of employees

Increase wellness screening
participation rates

78%

85%

85%

Human Resources

Promote learning
and growth

Increase average
number of training
hours per employee GOAL is 31 hr/EE

Hours per employee per year
provided by HR

30

29

31

Human Resources

Provide internal
customers with
quality service
delivery

Stock relevant
inventory that is
needed on a day to
day basis

Inventory turnover ratio (cost of
goods sold/average inventory
value)

2.8

2.6

2.5

Administrative
Services -Logistics

Provide internal
customers with
quality service
delivery

Sustain accurate
inventory records

Accuracy ratio (accurate
records/inventory records) of
quarterly counts

97%

95%

95%

Administrative
Services -Logistics

Maintain elevated
employee awareness Provide security
for maintaining a awareness training
to City staff
secure technical
environment

Train all new full-time employees
on security awareness topics

98%

100%

100%

Technology

Maintain elevated
employee awareness Provide security
for maintaining a awareness training
to City staff
secure technical
environment

Complete annual training of all
computer users on security
awareness topics

95%

100%

95%

Technology

Systems development and
integration initiatives meet
documented requirements

90%

100%

100%

Technology

Develop highly
Work with Project
effective, reliable,
Manager and
secure and
Business Analyst to
innovative
ensure project
applications and
requirements are
integrations
documented and met
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STRATEGIC FOCUS AREAS WITH RELEVANT PERFORMANCE MEASURES
Excellence in City Government, cont.
Provide effective and efficient services with integrity in a responsive and fair manner.
FY 2020
Actual

FY 2021
Revised

FY 2022
Proposed

Department

86%

100%

100%

Technology

Support business
project scope and
Guide vendor
definition by
selection process to
Produce requirements for approved
creating and/or
ensure the solution
technology selection projects
collaborating on
meets business
requirements in all
requirements
projects led by the
PMO

100%

100%

100%

Technology

Business
applications are
kept current to help
ensure reliability
and maximize the
availability of
features

100%

100%

100%

Technology

85%

90%

94%

Technology

Transactions per FTE
(benchmark)

3,979
(2,500)

4,000
(3,000)

5,000
(3,500)

Library

Strategy
Facilitate project
management such
that scheduled
projects are
successfully
completed

Objective

Performance Measure

Support project
managers and
business units by
Projects successfully completed
overseeing project
within budget, on time and in scope
processes to ensure
accountability in all
projects

Ensure system
functionality and
reliability

Core applications are kept up to
date and in support with regularly
scheduled updates/upgrades

Ensure all staff
Pursue the training
members are
plan so that internal
System support strategies achieved
educated and
capabilities can be
with new training/all planned
used to achieve
trained on current
systems
and new
system support
technologies
strategies
Costs to deliver
Exceed benchmarks
library services will
for transactions per
remain competitive
full time equivalent
with regional
(FTE) position
libraries
Improve customer
convenience by
addressing their
desires and needs

Maintain customer
service efficiency

Length of time to get items back on
the shelf (hours)

21

20.5

20

Library

Improve customer
convenience by
addressing their
desires and needs

Maintain efficiency
in customer service
in available books

Percentage of "held" items made
available (daily)

84%

85%

86%

Library

Continuous
improvement

Foster a culture of
service excellence

% of employees receiving training
equal to 2% of budgeted hours

N/A

50%

75%

Parks

Provide superior
development review
services

Customer service
response time

Single family plans review - 10
business days

76%

51%

95%

Development
Services - Building
Inspections

Provide superior
development review
services

Customer service
response time

Commercial plans review - 15
business days

96%

99%

95%

Development
Services - Building
Inspections
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STRATEGIC FOCUS AREAS WITH RELEVANT PERFORMANCE MEASURES
Excellence in City Government, cont.
Provide effective and efficient services with integrity in a responsive and fair manner.
Strategy

Objective

Performance Measure

FY 2020
Actual

FY 2021
Revised

FY 2022
Proposed

Department

Promote and
develop standards
and provide services
that maintain
sustainable
property values

Compliance

Cases complied or extension
provided within 30 calendar days

100%

90%

90%

Development
Services - Code
Enforcement

Create cash
management
refinements and
enhancements

Customer service
response time

UB emails - 48 hour response

95%

95%

95%

Budget -Revenue
Collections

Create cash
management
refinements and
enhancements

Customer service
response time

Application processing - 24 hour
response

95%

95%

95%

Budget -Revenue
Collections

Provide customers
(internal and
external) with
quality service
delivery

Respond to
customer
complaints within
48 hours

Customer complaints responded to
within 48 hours

98%

98%

98%

Public Works -Water
Resources

Best Management
Practices (BMPs)
required by 2019
permit

Implemented and
managed

BMPs attained

100%

100%

100%

Public Works Stormwater

Right-of-Way
permitting process
efficiency

Improve right-ofway permitting
process

Right-of-way permits processed
within five days

90%

86%

90%

Public Works - ROW
Inspection

Provide internal
customers with
quality service
delivery
Provide internal
customers with
quality service
delivery

Stock relevant
inventory that is
needed on a day to
day basis

Inventory turnover ratio (cost of
goods sold/average inventory
value)

2.8

2.6

2.5

Administrative
Services - Logistics

Sustain accurate
inventory records

Accuracy ratio (accurate
records/inventory records) of
quarterly counts

97%

95%

95%

Administrative
Services - Logistics

97%

97%

97%

Technology

Analyze collected
data for accuracy of
Create and maintain
Utility and development-related
datasets falling
current and
data is within spatial and attribute
under a normalized
accurate GIS data
established tolerances
maintenance
schedule

Sustainable City
Promote the continued development of a diverse, unique and enduring city.
Strategy

Objective

Performance Measure

FY 2020
Actual

FY 2021
Revised

FY 2022
Proposed

Department

Improve asset
management
program

Develop 5 year
maintenance/repair
plan for all systems

Comply with APWA asset
management systems 5 BMP's
within 2 years

N/A

10%
completion of
plan

100% completion
of all practices

Public Works

Efficiency of
equipment and
vehicles

All vehicles comply
Meet goal of 15% or less idle time
with idle time policy

21%

20% to
date/expect
reduction rest
of year

20% or less per
division

Public Works
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STRATEGIC FOCUS AREAS WITH RELEVANT PERFORMANCE MEASURES
Sustainable City, cont.
Promote the continued development of a diverse, unique and enduring city.
Strategy

Objective

Improve health and
Positively impact
retirement security
employee well being
of employees

Performance Measure

FY 2020
Actual

FY 2021
Revised

FY 2022
Proposed

Department

Sick leave as a % of worked hours

4%

3%

3%

Human Resources

Recruit and retain a
skilled and diverse
workforce

Reduce involuntary
terminations for FT
EE's within the 1st
year of employment

First year turnover

37%

34%

34%

Human Resources

To minimize
downtime and
repair costs on
vehicles and
equipment

Schedule routine PM
service & perform
repairs

Average downtime hours

7.66

7.50

7.25

Fleet Services

Implement current phase of the DR
systems implementation project

90%

90%

100%

Technology

Curbside recycling program
tonnage

20,364

22,000

23,000

Environmental
Services

29.91%

31.00%

32.00%

Environmental
Services

Ensure the integrity, Implement disaster
reliability and
recovery plan for
availability of key
identified key
systems
systems
Reduce the City's
reliance on the
landfill
Reduce the City's
reliance on the
landfill

Increase tons
recycled from the
curbside recycling
program

Maintain residential
Residential waste stream diversion
diversion rate

Reduce the City's
reliance on the
landfill

Minimize landfill
tonnage charges by
diverting material
into recycling
programs

City landfill usage cost reduction
due to recycling

$855,289

$924,000

$966,000

Environmental
Services

Reduce the City's
reliance on the
landfill

Minimize landfill
tonnage charges by
diverting hazardous
materials

Participants in Household
Hazardous Waste Program

11,992

12,641

13,526

Environmental
Services

158

160

160

Public Works - Water
Resources

Implement wateruse reduction
Implement
policies that
conservation
Overall water consumption (gallons
increase the
strategies for
per capita per day)
community’s effort
overall improved
to protect and
water use efficiency
conserve our water
supply
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STRATEGIC FOCUS AREAS WITH RELEVANT PERFORMANCE MEASURES
Civic Involvement
Encourage civic pride, community participation and a sense of ownership in our community.
Performance Measure

FY 2020
Actual

FY 2021
Revised

FY 2022
Proposed

Department

Offer adequate
polling locations

Percentage of residents voting

0% * no
election held
due to
COVID19

42% * Nov/Dec
combined

15%

CSO

Improve voter
turnout

Offer adequate
polling locations

Total registered voters

N/A

Promote Citizen
Involvement in
Boards and
Commissions

Appoint engaged
citizens

Attendance and participation

75%

90%

100%

City Council

Building awareness

Increase community
outreach

Appointed Board Members achieve
10% participation in Department
activities

10%

5%

10%

Parks

Provide quality
programs and
services which
promote community
well being

Provide quality
education through
multiple outlets

Conduct 20 public outreach efforts
annually

22

20

20

Development
Services - Code
Enforcement

Strategy

Objective

Improve voter
turnout

116,790

119,000

CSO

Leisure and Culture
Provide quality entertainment, recreation and cultural development to promote and maintain a strong sense of community.
Performance Measure

FY 2020
Actual

FY 2021
Revised

FY 2022
Proposed

Department

Acquire library
Quality of library
materials to meet
services will remain
state accreditation
competitive with
requirements and
regional libraries
patron needs

Collection size per capita

1.20

1.15

1.11

Library

Quality of library
Offer a wide range
services will remain of library services to
competitive with
meet resident needs
regional libraries
and expectations

Meet Library of Excellence Award
standards in all 10 criteria

100%

100%

100%

Library

Maximize taxpayer
Collect materials Increase number of unique users of
investment in
desired by residents
digital materials
library services

13,483.00

14,291.98

15,149.50

Library

Maximize taxpayer
Increase number of newly
Collect materials
investment in
desired by residents purchased materials that circulate
library services

99%

99%

99%

Library

NA

50%

50%

Parks

10%

20%

50%

Parks - Heritage
Museum

Strategy

Imagination

Imagination

Objective

Implement Parks
Play Frisco Master
Plan

Achieve short-term
recommendations of Master Plan

Implement Master
Plan
recommendations in Implement collection conservation,
staffing and building management
the Collections
priorities
Assessment for
Preservation
(CAP)survey report
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