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Government Team MembersGovernment Team Members

• Shanika Brooks – Dallas Police Department
• Dayna Cowley – Management Services; Environmental Quality
• Tracy Curts – City Manager’s Office
• Erica Ferron – City Manager’s Office
• Genevieve Eversley – Human Resources
• Odie Hayes – Code Compliance
• Pam McDonald – Civil Service 
• Janice Moss – City Attorney’s Office
• Roger Reach – Communication & Information Services
• Terry Ryan – Financial Services
• Idalia Soria – Public Works & Transportation
• Denise Thomas – Management Services; Strategic Customer Services
• David Treviño – Public Works & Transportation
• Jesse White – Dallas Water Utilities
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RoadmapRoadmap
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An innovative, responsible and customer- 
focused government working collaboratively to 

provide excellent services that will visibly 
enhance the quality of life in Dallas.
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Council ObjectivesCouncil Objectives
OBJECTIVE CURRENT DATA

VALUE FOR TAX DOLLARS1

Increase the percent of residents 
stating they somewhat to strongly 
agree that they receive good value 
for their City tax dollars from 39% 
in 2007 to 50% by 2011, increase 
by 10% every other year.
-

 

Review long-term effects of 
short-term budget decisions in 
February 2010

In the 2009 Citizen Survey, 
39% of citizens “Somewhat”

 
to “Strongly Agree”

 

that they 
receive good value for their 
tax dollars.

DISPARITY OF LEVEL OF 
SERVICE2

Reduce the citizen’s perception of 
the disparity of the level of 
service among the Council 
Districts from 17 points in 2007 
to 9 points in 2011.

In the 2009 Citizen Survey, 
data shows a 15 point 
disparity in level of service 
among council districts.

BUILD PRIDE IN CITY’S 
NEIGHBORHOODS
Increase volunteerism by 2% in FY 
11

272,052 volunteer hours 
provided to the City in FY 09
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Council ObjectivesCouncil Objectives
OBJECTIVE CURRENT DATA

CITIZEN SATISFACTION1

Increase the percent of residents 
rating the overall quality of City 
services (and responsiveness) as 
“Good”

 

or “Excellent”

 

from 48% in 
2007 to 60% by 2011, increase by 
10% every other year.
-

 

Recalibrate citizen expectations 
in service delivery due to budget 
changes in FY 10; review Service 
Level Agreements in consolidated 
services by Q1 FY 10

In the 2009 Citizen Survey, 
62% of citizens rate the 
quality of services provided by 
the City as “Good”

 

to 
“Excellent”.

BUSINESS CUSTOMER 
SATISFACTION3

Increase the number of business 
customers who rate the City of 
Dallas “Good”

 

or “Excellent”

 

as a 
place to do business to 88% by 
2011.

In the 2008 Business Survey, 
85% of business customers 
rate Dallas “Good”

 

to 
“Excellent”

 

as a place to do 
business.

BOND RATING4

Maintain the City’s financial 
position of Aa1 in 2007 through 
2011.

The current GO Bond Ratings 
for the City are Aa1 (Moody’s) 
and AA+ (Standard and Poor’s).



7

STREAMLINE  

 

PROCESSES

BENCHMARKING TRANSPARENCY

RESPONSIVENESSCOMPLIANCE

COLLABORATION

LEADERSHIP

ACCESSIBILITY

COMMUNITY 

 

OUTREACH

DIVERSITY

HIRING STRATEGIESFINANCIAL 

 

RESOURCES

PERFORMANCE 

 

MEASUREMENT

MEDIA

SURVEYS & 

 

FEEDBACK

MARKETING & 

 

BRANDING

STRATEGIC 

 

PLANNING

SUCCESSION 

 

PLANNING

MANAGING RISK & 

 

LIABILITY

PHYSICAL 

 

INFRASTRUCTURE

MOTIVATION

PROFESSIONAL 

 

DEVELOPMENTTOTAL 

 

COMPENSATION
CAPACITY TO 

 

DELIVER SERVICES

FY 2010FY 2010--2011 E2011 E33 Government Government 
Strategy MapStrategy Map
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AccountabilityAccountability

SUBSUB--STRATEGIESSTRATEGIES
1) Utilize benchmarking in performance measurement
2) Adhere to legal and regulatory requirements and professional standards 
3) Provide an open and transparent business environment
4) Manage information through use of technology and print records 
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AccountabilityAccountability
 ENSURE BUSINESS PRACTICES ARE CONDUCTED ENSURE BUSINESS PRACTICES ARE CONDUCTED 

IN A PROFESSIONAL MANNERIN A PROFESSIONAL MANNER

5

6

7
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Enhanced Customer CommunicationEnhanced Customer Communication
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Enhanced Customer CommunicationEnhanced Customer Communication
ENGAGE CUSTOMERS THROUGH INNOVATIVE METHODS OF COMMUNICATIONENGAGE CUSTOMERS THROUGH INNOVATIVE METHODS OF COMMUNICATION

8

1
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Continuous Workforce DevelopmentContinuous Workforce Development

SUBSUB--STRATEGIESSTRATEGIES
1) Offer an appropriate total compensation package, including emphasis on 
wellness/fitness program
2) Provide innovative training and professional development 
3) Invest in frequent, specific, and timely employee recognition
4) Utilize innovative recruiting strategies particularly focusing on achieving    
comparability of workforce and community population percentages.
5) Continue the diversity training program 
6) Evaluate and analyze employee competencies
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Continuous Workforce DevelopmentContinuous Workforce Development
 PROVIDE A KNOWLEDGEABLE AND CUSTOMERPROVIDE A KNOWLEDGEABLE AND CUSTOMER--FOCUSED WORKFORCE FOCUSED WORKFORCE 

THAT REFLECTS THE DIVERSITY OF DALLASTHAT REFLECTS THE DIVERSITY OF DALLAS

10

9
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Resource ManagementResource Management

SUBSUB--STRATEGIESSTRATEGIES
1) Efficiently procure resources
2) Utilize performance-based contract management
3) Continue to promote diversity among City vendors, including opportunities 
for small businesses
4) Anticipate appropriate level of resources
5) Address maintenance and replacement schedules
6) Buy "green" and environmentally friendly goods and services
7) Employ process improvement methods
8) Forecast and manage revenues and expenditures
9) Minimize risk and liability
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Resource ManagementResource Management
PROCURE AND MANAGE RESOURCES TO DELIVER PROCURE AND MANAGE RESOURCES TO DELIVER 

EFFICIENT AND ECONOMICAL SERVICESEFFICIENT AND ECONOMICAL SERVICES

11



16

LongLong--Range Strategic PlanningRange Strategic Planning
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1 

LongLong--Range Strategic PlanningRange Strategic Planning
ESTABLISH A CLEAR DIRECTION FOR CITY GOVERNMENTESTABLISH A CLEAR DIRECTION FOR CITY GOVERNMENT

10
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Links to Other Key Focus AreasLinks to Other Key Focus Areas
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An innovative, responsible and customer- 
focused government working collaboratively to 

provide excellent services that will visibly 
enhance the quality of life in Dallas.
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APPENDIXAPPENDIX
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SourcesSources

1.

 

National Research Center, Inc. The National Citizen Survey Report of 
Results for the City of Dallas, Texas. (CO: NCS, 2006, 2007 and 2009).

2.

 

National Research Center, Inc. The National Citizen Survey Geographic 
Comparisons for the City of Dallas, Texas. (CO: NCS, 2006, 2007 and 
2009).

3.

 

National Research Center, Inc. City of Dallas 2008 Business Survey 
(October 2008).

4.

 

General Obligation Bonds, Series 2008. Official Financial Statement. 
(November 14, 2008)

5.

 

City of Dallas, Texas. Human Resources, Risk Management and 
Communication and Information Services briefing to the Finance, Audit & 
Accountability Committee. ICMA Benchmarking Project FY 2006 Data

 

Report. (November 26, 2007).
6.

 

City of Dallas, Texas. 311 Customer Service. (October 2009).
7.

 

City of Dallas, Texas.  2009 Services Year End Report (2009).
8.

 

City of Dallas, Texas. Communication and Information Services. 
(December 2009).

9.

 

City of Dallas, Texas. City Manager’s Office. (December 2009).
10.

 

City of Dallas, Texas. Human Resource Department (December 2009).
11.

 

“Chapter 3: Structure for Municipal Purchasing”

 

In Municipal Purchasing: 
Organization, Techniques & Strategies for Public Procurement, (CO: 
Colorado Municipal League, 1996).
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•

 

Economic Vibrancy
–

 

Resource Management
•

 

Employ process improvement methods
–

 

Accountability
•

 

Benchmarking
–

 

Long-Range Strategic Planning
•

 

Marketing & Branding

•

 

Culture, Arts & Recreation
–

 

Resource Management
•

 

Physical Infrastructure
–

 

Enhanced Customer Communication
•

 

Community Outreach

•

 

Educational Enhancements
–

 

Resource Management
•

 

Meet maintenance and replacement schedules
–

 

Continuous Workforce Development
–

 

Enhanced Customer Communication
•

 

Community Outreach

•

 

Public Safety
–

 

Continuous Workforce Development
•

 

Hiring Strategies
–

 

Resource Management
–

 

Enhanced Customer Communication
•

 

Community Outreach

•

 

Clean, Healthy Environment
–

 

Resource Management
•

 

Buy "green" and environmentally friendly goods and services

Links to Other Key Focus AreasLinks to Other Key Focus Areas
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