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City of Bellevue

Organizational Mission
Provide exceptional customer service, uphold the public interest and advance the
Community Vision.
Organizational Vision
Be a collaborative and innovative organization that is future focused and

committed to excellence.

Organizational Core Values

Exceptional Public Service: We deliver outstanding service to the customer.

Stewardship: We preserve and enhance the community's environmental,
financial, human, and physical resources.

Commitment to Employees: We value all employees and their contributions
and treat each other with caring and respect.

Integrity: We are trustworthy, truthful, and ethical.

Innovation: We encourage and reward creative ideas and solutions.
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A.

2009 Performance Measures Report Summary

Introduction

Managing a municipality the size of Bellevue is, in many ways, like managing a large for-profit
corporation. Bellevue managers must skillfully steward public dollars to ensure City operations
deliver high-quality services at a reasonable cost. Profit-making corporations often translate
value in terms of bottom-line profits. Public entities, like the City of Bellevue, often look to
stakeholder feedback, benchmarking with other cities, industry standards, and achievement of
internally established goals to assess the efficiency and effectiveness of its service delivery
programs.

Most public entities publish a number of financial tools to convey to their stakeholders how they
spend taxpayer dollars. They use legislatively approved budgets to set the course for program
operations and infrastructure investments. They report on their financial condition regularly
throughout the year and at year-end with an audited Comprehensive Annual Financial Report
(CAFR). These reports focus primarily on financial performance, such as how did we spend
against a budget, or did tax resources come in as planned. They rarely provide insight into what
government programs do, what they accomplish, their challenges, and how well they meet their
goals and consumer or stakeholder needs.

Bellevue is among a growing number of jurisdictions that regularly produce reports on
government performance. These reports attempt to look at what an organization is
accomplishing, not just, how it spends resources. Along with financial information, they help
jurisdictions look at how well they are delivering services, where challenges might exist, and
potential opportunities for improvements. The report supports Bellevue’s goal of being
accountable to its residents by providing insight into the accomplishments and challenges faced
by the government during the previous year.

Public entities must continually strive to provide their stakeholders with highly efficient, well-
managed programs that meet citizen, stakeholder, and legislature expectations. Citizens and
other stakeholders invest substantial resources in their government and rightfully expect that the
government will provide in return quality services at a reasonable cost that meet their needs.
This is government’s bottom-line.

Tools to Gain Insight into City Performance

The Annual Performance Report is one of several tools the City of Bellevue uses to make
informed allocation decisions and assess program operations. The report is published annually,
usually within six months of the end of the previous fiscal year. It serves to inform, enhance,
and enlighten the decision-making environment. It helps decision-makers look at program
outcomes and focuses attention on departmental accomplishments and challenges rather than
just answering the question of how a department spent against its budget.

The report reaches multiple audiences and includes information related to each fiscal beginning
January 1 and ending on December 31. The 2008 Annual Performance Report provides
department managers, Councilmembers, and the public a glance at Bellevue’s key program
outcomes for 2008. The report helps build an understanding of program operations, discusses
departmental priorities, shows multi year trends, and helps build and maintain community trust
and organizational accountability.



Other tools used to assess Bellevue performance include the City’s biennial budget, the biennial
Budget Survey (conducted in the year proceeding the new biennium), the annual Performance
Measures Survey, t he biennial Comparative C ities Report, and t he C omprehensive A nnual
Financial Report (CAFR). T hese reports reflect disciplines of acco unting, budg eting, polling,
benchmarking, and target-setting and provide information on Bellevue’s operations and financial
condition. All these documents are av ailable for review on t he Finance D epartment internet
website at http://www.bellevuewa.gov/citizen outreach performance.htm.

C. Building and Maintaining Community Trust

Cities today ar e co mpeting w ith one anot her t o su ccessfully pr ovide t he esse ntial se rvices
necessary to meet the needs of their rapidly changing communities. In order to help cities think
intelligently and grow strategically for these changes, cities require insight and direction to make
informed policy decisions and to make their respective city the best place to live. Reliable
feedback from citizens gives cities guidance on how to

e provide the quality of services residents expect and require,
o deliver the quality of life that attracts and retains businesses and residents,
e allocate a city’s increasingly scarce resources to support important projects, and

e attract and retain the human and eco nomic resources necessary to s upport | ong
term sustainable economic growth.

By knowing and providing what a co mmunity needs, residents will be more satisfied with their
city.

Citizen sa tisfaction su rveys have beco me i ncreasingly m ore co mmon as many j urisdictions
attempt to gauge citizen ex pectations and satisfaction with government services. They have
become important tools for identifying citizen preferences, gauging citizen satisfaction and
measuring government performance.

Results from these su rveys often focus on bot h t he co mbined sa tisfaction r atings and t he
highest satisfaction ratings.

A review of Bellevue’s most recent Performance Measures Survey, specifically the core
measures related to citizen loyalty and perception of value, shows a high level of loyalty to and
satisfaction with Bellevue. Over half of the respondents (54%) rated Bellevue an excellent place
to live (the highest point on the scale), 54% rated their neighborhoods an excellent place to live
(again t he hi ghest pointont he scale), 79% i ndicated t hat the Cityis headedinthe right
direction, and 85% indicated they feel they get their money’s worth for their tax dollar.

Research on cu stomer satisfaction reveals that a very satisfied customer/resident is nearly six
times more likely to be loyal and to repurchase and or recommend a product/service/city than is
a cu stomer/resident who is “just satisfied.” The av erage cu stomer/resident w ith a pr oblem
eventually tells nine other people while very satisfied customers tell five other people about their
good treatment.

Simply put, completely satisfied customers or very satisfied customers/residents are very loyal
to a co mmunity. Somewhat satisfied customers/residents can be | ost and ar e unpredictable,
and dissatisfied customers/residents are very disloyal.
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D. Citizen Engagement

The publication of the 2004 Annual Performance Report marked a new chapter in performance
reporting for the City of Bellevue. As a result of grant support from the National Center for Civic
Innovation, the City of Bellevue, in 2005, engaged many residents in structured di scussions
about a key set of Bellevue performance measures called “Bellevue Vital Signs.” Years earlier,
the measures were selected as “Bellevue Vital Signs” by a collaboration of program managers,
department directors, budget staff, the City Manager, and others in city government. When
looked at together, these 16 measures were intended to provide citizens and government with a
quick assessment of the health or well-being of the city.

A fundamental reason for the grant-funded citizen engagement project was to have citizens
validate t he performance i ndicators se lected by m anagement. Too often g overnment
performance measures are technical in nature or expressed in language not readily
understandable to citizens. Thus, seven of the sixteen Vital Signs are measures of resident
attitudes and opi nions, measured via periodic representative surveys of residents. The other
nine measures are more technical and actuarial measures, such as crime rate, traffic flow, etc.
These nine may serve both citizen and management need for performance information. Some
measures that may not be meaningful to management may be highly meaningful to citizens.

The citizen engagement project resulted in validating nearly two-thirds of the city’s current Vital
Signs. Of the sixteen key metrics, participants in the structured engagement project considered
ten very meaningful. B ellevue co ntinues to refineits Vital Signs as partofa longer-term
performance excellence project launched in 2007.

E. Reliability of Information

The information contained is this report is provided by City of Bellevue departments and from
the City’s Annual Performance Measures Survey conducted in January and February 2009.

Senior staff of the Budget Office review departmental data and narratives and discuss this data
with departmental finance and program staff to ensure accuracy. Informationis checked for
accuracy by comparing data to budgets, other financial documents and reports. D ata sets are
checked against data submitted to the International City and County Management Association
(ICMA) Center for Performance Measurement for additional review.

Bellevue i s a par ticipanti nt he | CMA C enter for P erformance M easurement and submits
extensive data sets in seven functional service areas including Police, Fire, Human Resources,
Risk, Purchasing, Information Technology, and Highways. These data sets go through a
stringent verification process, and data that do not meet ICMA’s strict review criteria are flagged
and returned to the City of Bellevue for comment, revision, or elimination. If Bellevue cannot
substantiate the data element, it will not be included in the final ICMA data set.

The I CMA scrutinizes Bellevue’s data through a variety of algorithms and data checks. T his
helps ensure data accuracy. Central Budget Office staff do not audit departmental performance
data.

The ci tizen opi nion co ntained i n t his report co mes from the A nnual Performance M easure
Survey. T his telephone su rveyis designedt o co llect st atistically validdatathatcanbe
projected to the general population of residents in Bellevue households. The survey sample was
randomly selected from households in Bellevue using random digit dial sample (RDD). B oth
listed and unl isted t elephone num bers were i ncluded. B eginning in 2 007, random targeted



sample w as also use d as a su pplement toincrease t he e fficiency o f r eaching multi-family
households. Fur thermore, aw ireless sample w as added i n 2008t o ensu re i nclusion o f
households without a | andline. A Il respondents were asked to verify that they live within the
Bellevue City limits.

. Comparative Cities Data

Everyt woy ears, t he City of B ellevue publishes a se parate C omparative C ities Report
associated with its participation in the ICMA’s Center for P erformance M easurement. This
report is available on the City’s website and provides a comprehensive look at approximately 25
performance measures comparing Bellevue to the average of ICMA member cities participating
in the Center program, including cities in Washington State and other communities throughout
the country. R eaders of t his report can find the m ost recent C omparative C ities Report at
http://www.bellevuewa.gov/citizen outreach performance.htm. Thenex t reportw ill be
published in the Fall of 2009.

. How to Read this Report

This report has two m ain se ctions. The first s ection, 200 8 Performance M easures Report
Summary, focuses on Bellevue Vital Signs. These measures cross departmental boundaries or
reflect residents’ opinion of Bellevue derived from the annual Performance Measures Survey.
When looked at together, Bellevue Vital Signs provides a good indication of the overall health of
our city. If readers were to go no further, they would have a good sense of the well-being of our
community.

The se cond se ction, Departmental P erformance S corecards, includes brief reports and a
scorecard for each department. D epartments selected the initial scorecard measures for the
first Annual Performance Report that was published in 1997. Measures are added to or deleted
from departmental scorecards as program priority areas change and as departments become
more so phisticated i n use o f per formance da ta. A s st aff and p rograms beco me more
performance- and r esults-oriented, m easures may change. While changes are infrequent to
maintain longitudinal consistency, departments are encouraged to include indicators used to
manage operations. The scorecards convey outcomes of service delivery programs by showing
actual accomplishments against planned targets (displayed is the 2006 through 2008 actual
performance along with the 2008 performance target for each measure).

These scorecards contain 176 measures, five more than last year. The Planning & Community
Development department was split into two departments to recognize the significant growth and
workload related to land use and commerical and residential construction. Several measures
moved to the new D evelopment S ervices Department. City Clerk, Finance and Information
Technology removed measures that were no longer relevant to their day-to-day management.
One measure in Fire was modified to r eflect d epartment performance overtime. A detailed
table including these and all other scorecard measure changes can be found at the end of this
report (See Appendix | — Performance Measure Changes from 2007-2008).

The decision to add or remove a m easure is made by at eam that consists of the Bellevue
Performance Coordinator, the Budget Division Analyst, and the Department Financial Manager.
Some reasons for deleting a measure include data co llection p roblems, t he m easure is no
longer relevant to departmental operations, or a new, more sophisticated measure has replaced
an existing measure. New measures may be added to improve accountability and transparency
and to highlight operational advancements.
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All the m easures contained in this report are a subset of the approximately 590 measures
contained in the biennial budget document.

About one-third of the measures are workload indicators, which help the reader gauge service
demand butdo no t show how well se rvices are delivered or w hether goals are being met.
About 11% of the measures are efficiency measures that reflect the relationship between work
performed and t he resources needed to perform the work. They sh ow how well—or how
efficiently—services are being provided.

The bulk of the measures (56%) are effectiveness measures that assess how well a program
achieves its stated goals, objectives, and outcomes. Effectiveness measures are helpful in
judging the successes or challenges of delivering city services.

As with past scorecards, a check mark has been used in the last column where the actual
performance met or exceeded the target. Targets are not set to be easily attainable. They are
established at achievable levels that challenge or stretch a department’s resources, imagination,
and r esolve. C heck marks ar e no tuse d with w orkload m easures, since ex ceeding a

performance target for these measures is not necessarily meaningful to a department’s service
delivery outcome.

Along w ith each depar tment’s scorecard is a narrative se ction. T hese nar ratives describe
significant influences on department performance, steps the department has taken to improve
performance, and next steps the department plans to take to improve performance in the future.
To the extent possible, all departments follow a standard narrative model.

The scorecard includes the name and co ntact telephone number of the D epartment D irector
and an approximate budget level for each operational program to give the reader a sense of the
program’s magnitude.

. Bellevue’s Vital Signs

Targets were met or exceeded in 12 of the 16 vital sign measures, three less than last year.
Performance increased in one indicator not reached in 2007. Performance was slightly less than
target in four vital indicators.

Bellevue’s concept of including a sm aller set of performance measures to show the ov erall
health of the city has been cited by the International City and County Management Association
in What Works: Management Applications of Performance Measurement in Local Government
and used as an example of tiered reporting in the Government Accounting Standards Board’s
“Suggested Criteria for Reporting Performance Information.”

Seven of Bellevue’s Vital Signs include data from citizen surveys. T hese survey results are
often presented by zip code.

Generally, two interstate highways divide the City into 3 sectors. US Postal Service zip codes
fall neatly into these three sectors and data is shown in this report both by zip code and by
sectors west and east of Interstate 405 and south of Interstate 90. To provide some additional
context in interpreting these survey results, a breakdown of basic demographic data by zip code
is includedat t heend o ft his report (See A ppendix| | — Bellevue 2000 U S C ensus
Demographics: By Zip code).



Performance Snapshot

Targets were met or exceeded for 77 measures, or 67%, of the 115 effectiveness and efficiency
indicators reported by the departments. This is slightly higher than the 75 out of 115 targets met
in 2007.

e Thirteen of the 18 departments or other reporting entities exceeded 50% or more of
performance targets set in 2008. This is about the same as in 2007, when 13 of the
17 departments or other reporting entities met 50% of their performance targets.

e The City Attorney's Office, City Council, City Manager's Office, Civic Services,
Development Services, Finance Department, Office of Economic Development,
Utilities, and Meydenbauer Convention Center all met or exceeded 75% of their
performance targets in 2008.



2%, 1he City of Bellevue, Washington
ComYF . .
ZANET S
S 2 Vital Signs
Target Met
2006 2007 2008 2008 or
Actual Actual Actual Target Exceeded
Public Safety
Patrol response times to critical emergencies
from dispatch to arrival 3.4 min 39min 43 min 4.2min
2
Percent of fires confined to room of origin 88% 82% 90% 85% \/
3
Cardiac arrest sunival rate (Annual/5-yr Avg) 63%/45% 60%/53% 45%/53% 45% v
4 Number of violent & property crimes committed
per 1,0000 population 38 37 37 42 v
Quality of Life
5 Residents’ overall satisfaction with Parks and
Recreation in Bellewe 83% 89% 86% 85% v
6 Residents rating Bellewue as a good or excellent
place to live 93% 95% 94% 95% v
! Violations of state and federal drinking water
standards 0 0 0 0 v
8 Water senice interruptions per 1000 senice
connections 2.6 1.6 1.8 3 v
Neighborhood Vitality
Residents rating their neighborhood as a good to
excellent place to live 90% 93% 91% 92%
10 Resident satisfaction rating for clean streets
(fairly clean to very clean) 95% 97% 95% 95% \/
Financial Excellence, Sustainability & Planning
11 o of residents saying they are getting their
money’s worth when thinking about City of
Bellewe senices and facilities 84% 87% 85% 87%
12
Moody’s Investors Senice Bond rating Aaa Aaa Aaa Aaa \/
13 % of residents fairly satisfied to very satisfied with
job City is doing in planning for the future 69% 70% 72% 65% \/
14 Residents saying Bellewe is headed in the right
direction 7% 81% 79% 80%
Streets & Traffic
15
Residential street average pavement rating 80 85 85 76 \/
16 Percent of Mobility Management Areas achieving
concurrency 100% 100% 100%  100% v




Bellevue Vital Signs: 1998 to 2008 Trends

Public Safety

1. Patrol response times to critical emergencies

When a life is threatened, people

want a q uick response from their Patrol response time to critical emergencies from
Police Department. In Bellevue, dispatch to scene arrival (in minutes)
Police respond quickly to these life

threatening or P riority 1 57

emergencies. A Ithough P riority 1 4 _m

calls make up a sm all percentage — W
ofal Idi spatched pol iceca lIs 3

(historically about 1% ), t hey ar e
the m ost critical. P articipants in
the City’s 2005 Cit izen
Engagement P roject r ated pol ice
response to emergencies as the most important Bellevue Vital Sign. Refinement of the City’s
computer-aided dispatch system has resulted in improved rapid response to emergency calls.
Although longer than in 2007, police reported a 4 minute and 18 second average response time
to m ost i mportant calls, sl ower t han t he 2007 response time av erage of 3 minutes and 54
seconds, and slightly longer than the response time target of 4 minutes and 12 seconds.

1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

* Note: Patrol response times for 2003 and 2004 in this document are restated due to a
previous calculating error. Published reports show 3.18 minutes average response time in 2003
and 2.1 minutes average in 2004.

| 2. Percent of Fires confined to room of origin

The ability to contain a f ire to the room of origin is a key measure of the effectiveness of a
community’s fire prevention and suppression programs, as well as its building codes. Over the
years, t he co mbination o fs trengthened co des, su ch a s requiring sprinkler sy stems in
commercial occupancies and multi-family housing complexes, newer and more fire-retardant
building materials, and proactive prevention programs, has significantly influenced the
containment of fires to the room of origin.

In 2008, 108 st ructure fires
occurred in the City of Bellevue Percent of fires confined to room of origin
and our co ntract co mmunities. 100% -
Ninety percent of these fires were 90% - -
confined to the room of origin. This - 4-\././.\\./ \?-v_
result exceeded the target of 85%. 80%
As in 2007 co oking fires were

lower than in previous years due to 60% — T T T T T T T T Tt
a continuous outreach effort. 1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

70%




3. Cardiac arrest survival rate

The percentage of patients in full cardiac arrest who have a pulse upon delivery to a medical
facility is internationally accepted as an indicator of performance. The outcomes during the past
6 years have ranged from a high of 64% in 2007 to a low of 35% in 2002. The 2008 rate
dropped to the 45% performance target set by the Fire Department. Survival is dependent on
many factors in addition to Fire Department response time and engagement at the scene.

The survival formula is based on an internationally accepted methodology called Utstein. This
is a standard performance criteria used by King County and defines survival as witnessed

cardiac patients who were

Cardiac arrest survival rate

resuscitated and discharged from
the hospital. This system more

80%

accurately reflects our success

70%

when reporting outcomes for

60%

50%

cardiac arrest. In 2008, the

A— o
./// ,;\\
//'///~,//‘//

S department responded to 22

40%

e, A 7

witnessed events of ventricular

30%

fibrillation. Ten of these

20%

1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

individuals were resuscitated and

—— Annual

—&— 5-Yearr Average

discharged from the hospital alive

resulting in a survival rate of

45%.

4. Number of violent and property crimes committed per 1,000 population

Part 1 crimes include violent
crimes, such as murder and rape,
and crimes against property, such
as burglary, auto theft, and arson.

In 2008, 4,478 or 37/1,000
population Part 1 crimes occurred.
This is lower than the performance
measurement target of 42/1,000
population and the same as in
2007 despite an increase in both

daytime and residential population.

violent crimes of 2006).

60 1

Part 1 Crimes committed per 1,000 population

50
40 A

30

20

1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

Citizen satisfaction with the department remained high with
83.2% of those having contact with police rating that contact as good to excellent. There was a
significant decrease in motor vehicle theft cases in 2008 with cases down by 30% compared to
2007. Over the past five years, motor vehicle thefts in Bellevue have been reduced by 65%.
This reduction is attributed to targeting known suspects, surveillance of likely locations where
thefts might occur, and working closely with prosecutors to build solid cases against suspects.
Violent crimes increased (21%) in 2008 (167 compared to 138 in 2007, but less than the 184

Results from the City’'s most recent citizen performance survey echoes the effectiveness of the

Bellevue Police Department.

Survey findings revealed that residents of Bellevue felt about

equally safe in downtown at night as they did in their own neighborhoods after dark.



Quality of Life

| 5. Overall satisfaction with parks and recreation in Bellevue

% of ctizens somewhat satisfied b very satisfied with Residents _Were.flrst que”ed about

Recreation in Bellevue in 2002.

100%
90% —a. . .

L I ~ = Eighty-six per cent o f respondents
80% report being satisfied, either very
70% orso mewhat, w ith par ks and
60% recreationi nB ellevue -
50% . . . . . significantly lower than 2005

(92%), but similar to results seen
in 2007 (89%) and 2006 (83%) and
relatively si milart o ear liery ears

2002 2003 2004 2005 2006 2007 2008

(89% in 2004, 87% in 2003, and 86% in 2002).

A sm all per centage of respondents indicate t hey ar e nei ther sa tisfied nor di ssatisfied ( 6%),
somewhat dissatisfied (2%) or very dissatisfied (1%). Fou r percent (4%) of respondents are
unsure o f their sa tisfaction w ith Bellevue par ks and recreation. A mong the t welve ( 12)
respondents who r eported bei ng v ery or so mewhat dissatisfied with B ellevue’s parks and
recreation, three (3) feel there are not enough parks or facilities available, two (2) report too
much money is spent on parks and recreation and two (2) feel that facilities and parks are not
close enough to their house.

DIFFERENCES BETWEEN SUB-GROUPS

Satisfied, either very or somewhat, ratings are significantly greater among respondents who
have lived in Bellevue three to nine years (90%) and 10 to 24 years (91%) when compared to
those that have lived in Bellevue 25 years or more. |In addition, respondents living in zip code
98007 are more likely to be satisfied with Bellevue parks and recreation than residents of zip
code 98005 (91% compared to 78%, respectively).

Among t he ni ne (9) respondents who r eported bei ng v ery or so mewhat dissatisfied with
Bellevue’s parks and recreation, three (3) report their dissatisfaction is based on how fees are
used, one (1) feels there are not enough parks, and one reports the parks need maintenance.

6. Bellevue as a place to live

Nearly all (94%) residents surveyed describe Bellevue as a good or excellent place to live in
2008. R espondents are si gnificantly m ore | ikely i n 2008 ( 54%) t o i ndicate B ellevue i s an
excellent place to live compared to 2006 (45%), 2003 (45%) 2002 (40%) and 2001 (42%). Very
few respondents think Bellevue is a fair or poor (6%) place to live.

10



DIFFERENCES BETWEEN SUB-GROUPS

A higher portion of homeowners
(96%) report Bellevue is a good or % of citizens rating city as "good" or "excellent"
excellent place to live compared . place to live

to renters (90%). Three-fifths of 100% 1

) ) o 7>./I\./I/._.\.\I/.\.
respondents w ho hav el ived in 90%

Bellevue between 3 and 10 years 80%

(60%) and be tween 1 0 and 24 70%
years (59%) feel B ellevueis an 60%
excellent place to live — this is 50%

significantly hi ghert han 1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

respondentsw hoset enureo f
living in Bellevue is 25 years or more (46%).

As in previous Performance M easures surveys, r espondents with ani ncome of $75,000 or
higher (62%) are significantly more likely to say Bellevue is an excellent place to live than those
whose income is less than $35,000 (41%).

The following groups of respondents ar e al so significantly more likely to feelthe Cityis an
excellent place to live than are their respective counterparts: respondents who say their
neighborhood is an ex cellent place to live (68%), residents who report sa tisfaction with the
City’s job in future planning (62%), respondents who feel the City is moving in the right direction
(62%) and those who indicate there is a strong sense of community (64%). Those respondents
who report they are very satisfied with the City of Bellevue Utilities Departments are significantly
more likely than those who give a neutral or dissatisfied rating to rate Bellevue as an excellent
place to live (61% vs. 43% and 34% , r espectively). N o si gnificant di fferences are r eported
between regions of the City in terms of ratings of Bellevue as a place to live.

7. Violations of state and federal drinking water standards

Bellevue’s water is safe and clean.
In 200 8, B ellevue, once agai n, Number of cited violations under the
incurred no v iolations of state and Clean Water Act

federal d rinking w ater standards.
The Utilities Department enforces
high desi gn and maintenance
standards that translate t o q uality

water. In response to a question in
the 200 8 Performance M easures —A

Survey, 97% of respondents said 1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

that Bellevue Utilities does a good
to excellent job in providing water
that is safe to drink.

o =2 NN W b~ o
y
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| 8. Water service interruptions per 1,000 service connections

Reliability of w ater se rvice i s often
looked atin relation to the number of
water se rvice i nterruptions per 1,000
service connections. The number of 6.0
service i nterruptions for 200 8 of 1.8
per 1 ,000 co nnections is slightly 4.0
higher than the 1.6 per 1,000 '_'_'\'—'—\ P
interruptions reported in 2007 and one | 2.0

of the three lowest levels since

reporting the data in 1997. 0.0 LIV
1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

Unplanned Water Service Interruptions per 1,000
Service Connections

Neighborhood Livability

| 9 Neighborhood as a place to live

(.:Itle?. are u Itlmat.ely Qeflned by the Residents rating heir neighborhood a
livability of t heir nei ghborhoods. good orexcelent place b live
Bellevue is not an exception.

Ninety-one per cent (91%) o f 2008 100% 1
respondents consider their 80% 1 u s &—a
neighborhood to be an excellent 60%
(54%) or good (37%) place to live. 40%

20%
A small percentage of respondents 0% . . . . . . . | | | |
regard their neighborhood as a fair 1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

(8%) or poor (1%) place to live.

DIFFERENCES BETWEEN SUB-GROUPS

Older B ellevue r esidents are si gnificantly more likely t han residents underthe ofage 65 to
indicate their neighborhood is an excellent place to live (65% of respondents over the age of 65
vs. 50% of respondents aged 55t 0 64, 52% of respondents aged 35to0 54, and 38% of
respondents under 35 ye ars of age). A's in previous Performance Measures surveys, single-
family r esidents (60%) ar e m ore | ikely t han m ulti-family residents (47%)t o ratet heir
neighborhood as an ex cellentpl acetolive. The m ajority of r espondents that ow n t heir
residence feel their neighborhood is an e xcellent place to live (60%) — significantly, more so
compared to those that rent their place of residence (40%).

The greatest percentage of excellent ratings is among those with an annual household income
exceeding $75,000 (61%). Excellent neighborhood ratings are greatest among residents of zip
codes 98004 (66%), 98006 (62%), and 98008 (55%) — all significantly higher than 98007 (31%).

As might be expected, excellent ratings for their neighborhood as a place to live are significantly
greater among respondents who say Bellevue is an excellent place to live (68%) compared to
those who report Bellevue is a good place to live (40%). In addition, respondents who indicate
Bellevue has a strong sense of community (80%), respondents who report being very satisfied
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with Bellevue’s communication with residents (63%), as well as those respondents who report
they are very satisfied with the Bellevue Utilities Department (61%) are significantly more likely
than their counterparts to indicate that their neighborhood is an excellent place to live.
Respondents who | ive in S outh B ellevue ( 97%) ar e significantly m ore | ikely t o r ate their
neighborhood as an excellent or good place to live than are those in West (89%) and East

Bellevue (89%).

10. Customer satisfaction rating for clean streets

Bellevue residents are pleased with the level of street cleaning in the City and have been for
quite some time. A majority (95%) of respondents rate the cleanliness of the streets in their
neighborhood as clean (46% very clean and 49% fairly clean). The percentage of respondents
who report the streets are “very clean” has remained similar compared to all other survey years

(46% i n 2008 and be tween 40%

and 52% for al | pr evious years).
Very few respondents report the
streets are fairly dirty (4%) or very
dirty (1%).

Duringt he pas t eleven years,
residents’ sa tisfactionr atef or
clean streets has never been lower
than94% . B ellevue cl eans
residential st reets quarterly, and
arterials and collectors monthly.

Customer satisfaction rating for clean streets

100% 1

90%

(fairly clean to very clean)

R e i

80%

70%

60%

1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

Bike lanes are swept twice per
month.

DIFFERENCES BETWEEN SUB-GROUPS

Residents withch ildreni n the
household are significantly more likely
than those without children to indicate
the st reets in t heir nei ghborhood ar e
very clean (55% co mparedt 043% ,
respectively). R espondents livingi n
multi-family housing are more likely to
report t hat the streets are very clean
than families in si ngle-family hom es
(53% and 40%, respectively).

Very Clean

Fairly Clean

Fairly Dirty

Very Dirty

Cleanliness of Neighborhood Streets

| 46%

| 49%

] 4%
1] 1%

0% 10% 20% 30% 40%

50%

60%
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Financial Excellence, Sustainability & Planning

11. Percent of residents saying they are getting their money’s worth when thinking about City of
Bellevue services and facilities

Bellevue residents across-the-board feel they are getting value for their tax dollar when looked
at by the demographic subsets of residence type, home ownership, income, gender, age and
ethnicity. All subsets indicate a strong sense of value for tax dollar.

Eighty-five per cent (85%) of
respondents indicate they are Getting Money's Worth
getting their money’s worth for
theirt axdol lar in 2008 - ,
similar to 2007 (87%), 2006 100%

(84%) and 2005  (88%) but e

60%

significantly hi gher thani n 40%
2003 (80%) or 2001 (77%). 20%
One in ten (11%) respondents 0%
does notf eelt hatt hey ar e 1998 2000 2002 2004 2006 2008

getting t heir m oney’s worth.
Fourper cent( 4%)o f
respondents report they are unsure if they are getting their money’s worth for their tax dollar.

12. City bond rating

A municipal bond rating is very similar to an individual’s credit rating. In a similar way that a
credit r ating es timates ani ndividual's financial cr editworthiness, a municipal bond r ating
represents a city’s creditworthiness.

Bellevue’s bond rating of Aaa from Moody’s Investor Services and AAA from Standard & Poor’s
Rating Services are the highest provided by the nation’s most respected bond-rating agencies.
Standard and P oor’s said, “The outlook is stable. The rating action reflects the city's excellent
financial position, which has further improved from the strong position it maintained even
through the period of regional economic softness earlier in the current decade. Continued
extremely strong economic and demographic characteristics, including very high wealth and
income indicators, also support the rating action.” City of Bellevue municipal bonds are judged
to be of the best quality and carry the smallest degree of investment risk.

Bellevue maintains adequate cash reserves for all of its funds, has very little long-term debt, and
consistently receives awards of excellence for both budgeting and financial reporting from the
Government Finance Officers Association. Additionally, Bellevue has received a Certificate of
Distinction f rom t he International C ity and C ounty Managers Association f orits work with
performance m easuring. B ellevuei s one of ahand fulo fj urisdictions whose annual
performance report meets the suggested guidelines of the Government Accounting Standards
Board and has received recognition from the Association of Government Accountants for citizen
reporting. Simply put, the City of Bellevue is well managed and financially strong. Bonds that
are rated AAA are judged to be of the best quality and carry the smallest degree of investment
risk. Bellevue continues to retain the AAA rating, which reflects the City's overall prudent fiscal
practices.
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13. Percent of residents satisfied with the job the City is doing in planning for the future

In 2008, Seven in ten (71%) respondents indicate they are satisfied with the job the City is doing
in planning for the future — specifically, 28% are very satisfied and 44% are fairly satisfied with
the job the City is doing in this regard. This is similar to previous Performance Measures (70%
in 2007, 69% in 2006, 74% in 2005, 71% in 2004, 72% in 2003, and 70% in 2002) with the
exception of 2001 (63%) when fewer respondents reported they were satisfied with the City’s
future planning efforts.

Ten percent (10%) of respondents are neither satisfied nor dissatisfied with the City’s future
planning; the same proportion are dissatisfied - somewhat dissatisfied (6%) or very dissatisfied
(4%).

DIFFERENCES BETWEEN SUB-GROUPS

Higher ratings - those stating

satisfaction, very or somewhat Citizen satisfaction with he City's
combined, with the job the City is planning for he future
doing with planning — are more likely

to be given by r esidents who f eel: | 100% 7

Bellevue is an excellent place to live | 45,
(82%),t heir nei ghborhoodi s an w
excellentpl acet o live( 80%), 60% 1

Bellevue i sheadedi nt her ight
direction (81%), and their
neighborhood has a strong sense of
community ( 82%). Eighty-eight
percent (88%) of residents who are very satisfied with Bellevue’s communication, and eighty-
seven percent (87%) of residents who are very satisfied with B ellevue’s responsiveness are
significantly more likely to be satisfied with the job the city is doing in planning for the future than
their counterparts.

40% T T T T T T T T T T |
1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

Ratings of “very satisfied” with the City in planning for the future are higher among the following
segments: respondents who report being very satisfied with the Bellevue Utilities Department
(37%) and residents who indicate B ellevue is an excellent place to live than those who give
good, fair or poor ratings (39% vs. 15% and 8%, respectively).

More than one-third (35%) of respondents who feel Bellevue is headed in the right direction are
very sa tisfied with t he City’s future pl anning e fforts. N o r espondents said t hat B ellevue i s
headed in the wrong direction and just a few are unsure about the direction Bellevue is moving
(3%). There are no differences to report when comparing owners and renters, or differences in
gender, income, ethnicity, or age. However, respondents who have lived in Bellevue between
10 and 24 y ears are significantly more likely than those respondents that have lived in the City
for 2 years or less to be very satisfied with the job the City is doing in planning for the future
(35% compared to 21%, respectively).
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Satisfaction With The Job City Is Doing Planning

Its Future

128%

Higher ratings — those stating
satisfaction,v ery orso mewhat
combined, with the job the City is doing
with pl anning — are more likelytobe

Fairly Satisfied |

1 44% given by residents who feel: Bellevue is

[ 10%
Somew hat Dissatisfied =1 6%
=14%

Don't Know  [mm] 8%

an excellent place to live (82%), their
neighborhood is an excellent place to
live (80%), Bellevue is headed inthe

0% 10% 20% 30%

40%

‘ right direction (81%), and their
0% | neighborhood has a st rong sense of

community  (82%). Eighty-eight

percent (88%) of residents who are very satisfied with Bellevue’s communication, and eighty-
seven percent (87%) of residents who are very satisfied with B ellevue’s responsiveness are
significantly more likely to be satisfied with the job the city is doing in planning for the future than

their counterparts.

Ratings of “very satisfied” with the City in planning for the future are significantly higher among
the following segments: respondents who report being very satisfied with the Bellevue Utilities
Department (37%), residents who indicate Bellevue is an excellent place to live than those who
give good, fair or poor ratings (39% vs. 15% and 8%, respectively). More than one-third (35%)
of respondents who feel Bellevue is headed in the right direction are very satisfied with the
City’s future planning efforts — a significantly greater amount than those who think Bellevue is
headed in the wrong direction (0%) or are unsure in which direction Bellevue is moving (3%).

|14. Direction in which Bellevue is headed

Seventy-nine percent (79%)o f
respondents indicate t hat t he C ity,
as a whole, is generally headed in
the r ight di rection.  Although t his
percentagei s lowert han 2005

results (86%) it re mains similarto
other previous survey years — 81%
in 2007, 77% in 2006, 78% in 2004,
79% in 2003, and 78% in both 2002
and 2001. T he percentageo f
respondents who feel the City is on
the wrong track (12%) is just slightly

100% H

90%
80%
70%
60%
50%

% of citizens saying city is heading in the right direction

-\L/':';'trAV‘-—r

a1

1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

lower than reported in 2007 (13%) and 2006 ( 14%), but is significantly higher than reported in
2005 (6%) and 2004 (6%). Less than one in ten (8%) indicate they are not sure which direction

the city is headed.

DIFFERENCES BETWEEN SUB-GROUPS

Younger Bellevue residents (age 35 or younger) are significantly more likely than residents over
age 65 to indicate Bellevue is headed in the right direction (87% compared to 74%). A
significantly greater percentage of respondents who have lived in Bellevue for 3 to 9 years
(86%), compared to respondents who have lived in Bellevue for 25 years or more (73%), feel

the City is headed in the right direction.
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The following gr oups of respondents are

Direction in Which Bellevue i Headed: significantly more likely to feel the City is headed

in the right direction than are their respective

Dot know! counterparts: respondents who feel Bellevue is an

9% excellent place to live (90%), residents who report

satisfaction with the City’s job in future planning

Wrong (89%), respondents who feel their neighborhood

Track 12% has a strong (84%) or average (81%) senseof

. community and r espondents who indicate t hey

Satt | City is very responsive (96%). Respondents who

79% reportbei ngv erysa tisfiedw ithB ellevue’s

communication w ith r esidents (91%) as wellas

being v ery sa tisfied w ith t he B ellevue U tilities

Department (86%) are significantly more likely to

state the City is headed in the right direction. Though no si gnificant differences exist across

regions of the City, respondents living in the East region (85%) are the most likely to report that
Bellevue is headed in the right direction (77% or lower for other regions).

Streets & Traffic

15. Average pavement rating for residential streets

The City of Bellevue e mploys
a pavement rating system that
considers a number of factors,
including traffic volume,
asphaltw ear, r ide co mfort, 100

and age. The City maintains gty By g g =a

Average pavement rating for residential streets

120 ~

aco mputerized pave ment 60

database and r egularly 20

assesses pavement condition.

Average pavement ratings are 20 —
determined t hrough 1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

assessments that consider
the extent and severity of the pavement defect observed. Roadways are rated on a scale from 0-
100, with 100 being a new surface. Residential streets were rated at 85 in 2008. Roadways are
typically a candidate for maintenance when a score reaches 50 for arterial streets and 30 for
residential streets. Additional information about the city’s pavement rating system is included in
the annual State of Mobility Report, available from the Transportation Department.

Comprehensive programs for street cleaning and repair help to preserve the City’s investmentin
existing facilities, minimize potential City liability, and reduce the long-term costs of major
reconstruction. Current city policy requires that adequate resources be allocated to preserve the
city’s existing i nfrastructure be fore targeting r esources to new facilities that r equire addi tional
maintenance obl igations. This commitment to existing i nfrastructure m aintenance m eans that
future stakeholders will not be subjected to deteriorating roads and other facilities or to excessive
future costs related to “catching up” on needed repairs.
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16. Percent of Mobility Management Areas achieving concurrency

Getting from one destination to . o
. . i % of areas achieving concurrency

another in Bellevue is of critical

concern to the city government

as well as to residents. 100% 1 —8—8 8 5 8 85 = = = 8§
80%

Traffic in Bellevue continues to 60%

be top on the list of challenges 40%

facing the City and a very high 20%

priority f or r esidents.  When 0% . . . . . . . . . . .

asked abou tt hebi ggest 1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

problem f acing the Cityin the

next two years (2009 & 2010),
62% of respondents cited transportation.

Bellevue calculates concurrency level-of-service for each Mobility Management Area (MMA), using
a 2-Hour Method. This method is atechnical way of measuring traffic al though participants in
Bellevue’s citizen eng agement p roject suggested t hat the City | ook at m ore p ractical w ays of
describing traffic flow. However, based on this calculation, the City has achieved concurrency in
100% of MMAs in each of the past 11 years. CIP project completions are contributing substantially
to congestion reduction: without these CIP projects, six intersections would fail Level of Service
(LOS) standards compared to two intersections. All of Bellevue’s 13 sub areas (MMAs) met the
LOS standards that are set in the adopted Comprehensive Plan.

J. Observations and Target Accomplishments

Targets were met or exceeded for 12 of 16 “Bellevue Vital Signs,” three less than the previous
year. When looking at the “Vital Signs” that did not meet or exceed the targets, two were just
one or two percentage points below target and police response time to emergencies was just 6
seconds greater than target.

K. Summary

The City's 2008 key performance outcomes remain positive despite the severity of the economic
recession in 2008. For example, the Annual Performance Survey was administered during a
time when local and nat ional m edia featured stories about pr ecipitous economic decline and
headlines about | ayoffs at Microsoft, B oeing, a nd S tarbucks yet citizen per ceptions of t heir
government remained very high. Despite the dismal news, Bellevue residents continued to hold
their city government in high regard. Residents continue to feel good about their community
despite many being affected by the economic recession. Bellevue continues to provide quality
service delivery and tackle issues head-on the facing a rapidly growing city. Residents feel safe
both day and night in their neighborhoods and in the downtown sector.
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City Attorney’s Office

Lori Riordan, City Attorney tel: (425) 452-7220

Annual Scorecard of Performance Measures

2008
2006 2007 2008 2008 Target Met
Key Performance Measures Actual | Actual | Actual | Target | or Exceeded
Program: Legal Advice Budget $975,000
Effectiveness
1. Customer Satisfaction Response of Good or Better 95.0% | 96.0% | 94.0% | 95.0%
Efficiency
2. Cost Per Hour as a Percentage of Outside Counsel Cost 472% | 47.3% | 38.8% | 55.0% N
Per Hour
Program: Litigation Services Budget $554,000
Efficiency
3. Cost Per Hour as a Percentage of Outside Counsel Cost 53.4% | 53.8% | 39.7% | 60.0% N
Per Hour
Program: Prosecution Budget $1,184,000
Effectiveness
4. Percentage of Convictions Upheld on Appeal1 65% 75% 91% 90% \
Efficiency
5. Avere!ge t|m<3 for decision to file or decline a criminal 8.8 6.8 51 90 N
case in days
Workload
6. Filed Cases Per Prosecutor 496 562 603 500 \
Program: Public Defender Budget $382,000
Effectiveness
7. Recoupment as a Percentage of Program Costs 14.0% | 16.0% | 14.0% | 18.0%
Program: Risk Management Budget $4,406,000
Effectiveness
8. Percentage of Risk losses recovered 71% 64% 72% 68% \
9. Percentage of self-insurance claims adjusted within o o o o
timeliness standard 94% 98% 99% 94% v

Notes: 1P(—:Arcentage of cases upheld on appeal is determined based on appeals decided in any given year. Appeals filed in

the year of evaluation, but not yet decided, are not included in this measure.

*This performance measure has appeared in previous years’ Scorecards under the phrase “Summons Review Time.” The

method of determining the measure has not changed.

Recoupment as a percentage of Program Costs for 2007 has been changed from 19% to 16%. This is due to a reporting

error that was found in 2009.
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City Attorney’s Office

Analysis of Key Performance Measures

General Discussion:

The Mission of the City Attorney’s Office is to protect lives and property, and to preserve and
enhance the quality of life of the public by delivering effective and high quality advice, litigation,
prosecution, and risk management services that further the City’s policies and programs.

In order to fulfill this mission, the office has established the following goals to guide the functions
of the Department:

e Provide high-quality, cost effective legal advice and services to the City Council, boards
and commissions and City departments.

e Protect the interests of the City and its residents by defending the City against damage
claims and legal proceedings challenging City actions, and by initiating legal
proceedings on behalf of the City when necessary to protect the City’s interests.

e Seek justice and enhance public safety through effective enforcement of laws.

e Safeguard City property, assets, and employees from loss or damage.

Significant Influences:

Effectiveness

Prosecution Program, Percentage of Cases Upheld on Appeal. This measure allows us to
track our success rate on appeals over time. This measure is likely to vary significantly from
year to year, because of the relatively low number of appeals filed and decided in any given
year. In 2008, 11 appeals were resolved (reflecting appeals filed both in 2007 and 2008),
the city was successful in 10 of those.

Public Defender, Recoupment of Costs. The City experienced a decrease in recoupment of
public defender costs in 2008 (14%) compared to 2007 (16%). With the economic
conditions forecast through the end of 2009, we expect that recoupment rates will remain
below target, as defendants have fewer resources to use to pay back these costs. The
office has initiated a more aggressive collection program in 2009 to help mitigate against
this expected decrease in collections, and early returns on that program are promising.

Percentage of Risk Losses Recovered. This performance measure is a function of how
many losses the City experiences in a given year for which we have other sources (i.e. third
party insurance and individuals) to cover some or all of the loss. During the previous four
years the percentage of Risk losses recovered reflected a downward trend from 84% in
2004 to 64% in 2007. In 2008 the division was able to reverse this trend and able to recover
72% of the losses and exceeded target by 4%. This position was fully staffed in 2008 and is
projected to remain that way for 2009. As a result the division believes it will again meet or
exceed the 2009 target of 68%.
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Percentage of Self-Insurance Claims Adjusted Within Timeliness Standard.

In 2008 the division successfully adjusted claims in a timely manner exceeding target by
5%. Accordingly the division has increased targets for 2009-10 and will continue to strive to
meet or exceed targets in both years.

Efficiency

Litigation and Legal Advice, Cost Per Hour. The staff attorneys continue to perform at a
cost to the City that is significantly less than hiring outside counsel for similar work. This
year’s performance in terms of efficiency was dramatically improved over last year (with the
cost of city attorney’s per hour at less than 40% of outside counsel hourly rates). There are
several reasons that the percentage decreased significantly in 2008: the office converted a
legal secretary position to a paralegal with increased efficiencies in producing work; staff
costs have decreased because of new hires at lower salaries; and outside counsel hourly
rates continue to climb.

Prosecution — Average Time for Decision to File or Decline Criminal Case (in days): This
measure is based on the time it took the office to review 3098 cases for possible
prosecution. While average review time per case dropped again in 2008 by more than one
day as compared to 2007, both the total number of cases reviewed and the number of cases
per prosecutor rose over that same period. Total number of cases reviewed in 2007 was
2,788 compared to 3098 in 2008. In addition, total cases per prosecutor rose from 562 in
2007 to 603 in 2008. Therefore, review time is not improving as a result of fewer cases, but
rather as a result of the department continuing to make improvements and adjustments.

Several factors led to improved review time in 2008. First, changes in staff and in the way
that the office handles review. In 2008, 3 prosecutors participated in review, compared to 2
in past years. Cases are reviewed every 4 days, rather than a week at a time, and staff
facilitating this function have supported a quicker turn-around. In addition, “driving while
license suspended” cases (DWLS) continue to make up a significant portion of the
prosecution caseload. Such cases are relatively straightforward to review.

Steps Taken to Improve Performance:

Prosecution: Several changes will be implemented in 2009 to help with efficiency in the face
of an anticipated significant workload increase. The Police Department was approved for 5
new patrol officers, hitting the streets late in 2008 and early 2009. In addition, budget issues
in King County have led to additional cases being prosecuted by the City. These changes
are expected to tax the prosecution division, which is already working at capacity. In order
to increase efficiency with existing staff, several changes have been made:

e One prosecutor promoted to senior attorney, allowing administrative work to be
distributed more evenly between prosecutors;

o Part-time prosecutor converted to a 1040 employee, a partially benefitted
employee, allowing for additional training and oversight to improve performance.
While the office continues to hope that this position will be increased to a full-time
position, we are taking steps to maximize the work load potential of this part-time
position;

o Domestic violence prosecution moved from contract prosecutor to full-time in-
house prosecutor, allowing more attention to those cases in a more timely
fashion. This will help to arrive at case resolutions more quickly (and/or allow for
more thorough prosecution of the cases ie: a more active motions practice to firm
up issues). Also, with the DV prosecutor in-house, less over-flow work is going to
the support staff on these matters.
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o Civil Advice and Litigation: The office recently experienced shifts in job responsibilities and
personnel changes. We also are transitioning to Pro-Law, a case management program, in
2009. We expect that the combination of these changes will provide opportunities to
increase efficiency and streamline some of the day to day activities of the office. While
these improvements may not be evident to our city clients, we believe that as a result, we
are better able to support some of the major city initiatives underway, including the One City
effort.

Next Steps:

The City is currently implementing measures, particular capital projects, that were adopted by
the City Council as part of the recent long-range planning effort. The City Attorney’s office has a
significant role in supporting those activities, particularly with respect to the necessary property
acquisition and formation of anticipated “local improvement districts.” Much of this work will be
handled in-house, but it is anticipated that given the volume of work that may be generated at
one time, outside counsel assistance may also be necessary.

In addition, we continue to closely monitor the workload issues for the Prosecution division. We
are tracking the increase in caseload that results from the King County Prosecuting Attorney’s
change in filing standards and working with the court to handle this workload to the extent
possible with existing staff and resources. It is anticipated that both the court and the city will
soon be at maximum capacity, with adjustments needed to allow for continued review and filing
of the high percentage of cases that are currently prosecuted.

It is possible, however, that the Supreme Court’s decision in a recent constitutional challenge to
DWLS cases may again impact caseload. If the decision is contrary to current practice, then the
city’s caseload would decline significantly unless and until the state legislature addressed the
issue.
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City Clerk’s Office

Myrna Basich, City Clerk tel: (425) 452-2733

Annual Scorecard of Performance Measures

2008
2006 2007 2008 2008 Target Met
Key Performance Measures Actual | Actual | Actual | Target | or Exceeded
Program: Council Support and Clerk’s Official Functions Budget $ 677,000
Effectiveness
1. Percentage of targeted Council records available on o o o o
ECM/Internet for public review online 60% 66% 73% 75%
Workload
2. Number oflCouncn agenda items analyzed and 600 590 650 500
scheduled in packet
3.  Number of contracts and documents processed 1,997 1,680 1,610 1,750
Program: Records Management/Records Center Budget $ 894,000
Workload
4. Number of public disclosure requests processed 210 246 308 250
5.  Number of records retrieval requests 2,845 2,759 3,732 2,500
Program: Hearing Examiner’s Office Budget $ 245,000
Effectiveness
6. Pgrgentage of Hearing Examiner decisions delivered 98% 99% 100% 100% N
within 10 days
Workload
7. Number of land use matters heard 12 8 11 12
8. Number of sign code violations processed 225 268 272 280
9.  Number of other civil violations processed 19 18 16 20
10. Number of administrative appeals of civil violations
; 3 2 1 1
appealed to Superior Court
11. Average number of matters assigned per Hearing 52 59 61 80
Examiner
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City Clerk’s Office

Analysis of Key Performance Measures
General Discussion:

The City Clerk’s Office facilitates the work of the City Council in their public policy setting and
legislative responsibilities as well as supporting the work of the City Manager’s Office and City
administration. The C lerk’'s Office al so m aintains the official public records of t he City,
administers the ce ntralized r ecords management pr ogram in co mpliance w ith st ate | aw,
manages the public hearing process for land use and adm inistrative decisions, and facilitates
open communication, information sharing, and participation by citizens in their municipal
government.

The work of the City Clerk’s Office focuses on customer service and public information, with an
emphasis on providing accurate and timely information to citizens and our internal customers.
The Clerk’s Office supports the City’s values of open public government; transparency and easy
access to public information; e fficiency and ef fectiveness in our oper ations; and st ewardship
through continuous improvement and innovation.

Significant Influences:

Program: Council Support and City Clerk’s Official Functions

The City Clerk’s Office is working to provide easy electronic access to current and a historical
base of City Council actions, along with other frequently requested documents, on t he City’s
web site. As that body of work continues to grow, we have captured and made available 73%
of the targeted volume “on demand” on the web site. S taff anticipates making the remaining
targeted i nformation available by year-end 2009.  Future plans involve al lowing citizens to
access these and addi tional records directly from the City’s Enterprise Content Management
System through use of a web portal to reduce duplication of effort.

Agenda i tems analyzed i n pr eparation fort he w eekly City Council p acket num bered 650
matters, well over the projected 500 items. This volume is dictated by many factors, including
planning, t ransportation and development activities, Council approvals of contracts for
professional services and bid awards forc urrent capital/infrastructure projects, budget
development and financing s trategies, regional issues, and so forth. Contracts, agreements,
deeds, easements and other similar documents officially filed with the Clerk’s Office numbered
1,610, less then the anticipated number of 1,750. The number of official document filings is not
readily targeted since it is dependent on the number of active City projects and initiatives.

Program: Records Division/ECM System Management Division

The Records Management Division exceeded the projected number of public records requests
by 23% in 2008, processing 308 requests for non-routine public records and continuing the
trend toward more broad and complex requests. The Records Division was able to meet this
increased demand due to the addition of a 0.75 Limited Term Employee position in late 2007 to
assure consistent and t imely processing of requests. R ecords staff will continue to focus on
new ways to add ef ficiency to the collection, distribution, and review of all records requested
through the public disclosure process in support open government and public access to
information.
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General records retrieval requests for both internal and e xternal customers far exceeded the
projection o f 2,500, w ith 3, 732 r equests logged. H igh | evels of dev elopment ac tivity ha ve
contributed to the demand for research and retrieval of historical building site information. The
increase in demand was met by reallocating staff resources to meet the needs of our customers
and review of business processes to continue to find efficiency in operations.

The S tate Auditor's Office announced the results of their Performance Audit on O pen P ublic
Records Practices in May 2008. T he C ity per formed w ell, bei ng named among thet op
performers in most categories, including response time and completeness, maintaining easy-to-
use information online to support open government, and be st practices in communication with
customers. The City implemented changes to address two suggestions of the Auditor’s report
by revising its exemption log process and allowing for online submittal of requests through a
web-form.

Records Management staff also worked closely with our Information Technology Department to
provide training to all City employees on e-mail management. Because of significantly
increasing volumes of City business being conducted via e-mail, the City previously
implemented new technology that provides a pl atform for e fficient m anagement o f e -mail
messages meeting the definition of a City record and then applies approved retention periods to
them. Training focused on helping current and new employees better understand the definition
of public records and how this information should be maintained. These concepts help support
good recordkeeping in general, beyond e-mail specific records.

The R ecords Division i s ch arged with m anaging the i ntegrity and pr eservation of the City’s
records in compliance with state law, Bellevue City Code and P ublic Records Act Rules, and
other related City policies and procedures. In furtherance of the need for more comprehensive
management of growing volumes and types of electronic records, the Clerk’s Office has been
leading implementation of an enterprise-wide electronic Content Management system. A new
Electronic Content M anagement (ECM) Business Systems Division was created in 2008 i n
order to highlight this significant work program, which will be reported upon separately in future
Performance Measure Scorecards.

Program: Hearing Examiner’s Office

The Hearing Examiner’s Office processed 272 sign code matters in 2008, four cases more than
those processed in 2007; additionally, there were four Fire Code Violations, a new City Council
assignment in mid-2007. An average of 61 matters, i ncluding sign co de v iolations, were
handled by each of the five examiners in 2008.

Other civil violations and appeals processed in 2008 numbered 16 cases, a slight decrease from
the 18 cases in 2007. One appeal of an Examiner’s decision was filed in Superior Court (a B&O
tax appeal). Land use cases heard numbered eleven, three more than were heard in 2007.
There w ere m ore ca ses and m ultiple hearings for so me ca ses due to t heir co mplexity and
breadth. Additionally, many appeals were consolidated with application/process, but for the
purposes of this budget narrative were counted as one case.

Timeliness of the Hearing Examiner’s Office in rendering decisions remains high. For 2008, the

average was 100% - improving ov er performance during the past three years. The Hearing
Examiners continue to concentrate on the issue of timeliness.
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Steps Taken to Improve Performance:

Program: Council Support and City Clerk’s Official Functions

The City Cle rk’s Office mission and obj ectives are ai med at providing open acce ss to and
participation by citizens in t heir City g overnment. T o meet t his goal, t his Office strives to
continually increase access to public information related to the operation of City government
and to facilitate citizen interaction with the City’s policy makers. It is our intent to continue to
add use ful i nformation to the City’s website and to expand public accessibility t o f requently
requested documents. Through the use of new technologies, we continue to offer multiple and
innovative ways to provide information and promote public understanding and connectivity with
City government.

During 2008, the City Council Office participated in a pilot Customer Relationship Management
System (CRM) to provide enhanced tools for tracking assignments of and timeliness of
responses to citizen communications to City Council. This system, once fully implemented, will
enable reporting on citizen interactions across the City, including requests for information and
service, reporting of problems, feedback, questions about performance, and constituent input on
policy issues.

A customer se rvice survey for 2008 w as conducted t o gage cu stomer sa tisfaction with t he
services provided and receive input regarding additional needs and service improvements. The
results for this division indicated an overall satisfaction rating of 94%.

Program: Records Division/ECM System Management Division

Growing volumes and the continuing increased demand for public information have confirmed
the importance of managing information more centrally and as efficiently as possible. To meet
this goal, the City will rely heavily on implementing the Enterprise Content Management System,
providing a centralized and secure system for reducing redundancy and managing City records
in all electronic formats. The Records and ECM System Management Divisions have embarked
on collaborative and ambitious one- and 5-year work plans in order to meet the information
needs of s taff and ci tizens and, usi ng aut omated w orkflow t ools, pr ovide r elated busi ness
process improvements.

Records staff also participated in the CRM System pilot project through development and
implementation of a sp ecialized module for improved tracking, management and reporting on
public disclosure requests. The number and growing complexity of requests received in 2008
made it clear that close centralized monitoring and status reporting for all requests would help to
assure compliance with state laws. Staff will continue to work with a cr oss-departmental team
to roll out new functionality to support the submittal of requests online, allowing citizens to track
the st atus of t heir requests, while maintaining one ce ntral poi nt o f acce ss for su bmitting
requests.

Program: Hearing Examiner’s Office

Hearing Examiner volumes are dependent upon the filing of land use applications, civil
violations, administrative appeals of various City department determinations, and miscellaneous
hearings requested by City Council or Boards. For this reason, anticipated case loads are not
easily predictable.

In mid-2007, the C ity C ouncil desi gnated Fire Code V iolations to be hear d by t he H earing
Examiners. T hese violations are routinely sch eduled for monthly hearings; however in 2008
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only f ourv iolations werei ssuedby t heFi re D epartmentandt hese w ere hear dor
administratively processed by the Hearing Examiners.

The Hearing Examiner’s Office continues to participate in scanning and inventorying all of its
land use and appeal case files as part of the Records Management program. Having these files
accessible electronically results in better and more efficient public and staff access to decisions,
case files and historical information on sites within Bellevue.

Next Steps:

All programs strive to meet targeted goals and provide high quality and timely services to our
elected officials, the public at large and C ity staff. We will continue to focus attention ont he
following areas:

¢ Continue t o provide gr eater public access to p ublic information and seek innovative
ways to involve the public in City government through the City’s web site and use of Web
2.0 tools.

e Improve t imeliness of r esponses toci tizenr equests fori nformation/records and
concerns/complaints t hrough enhan ced t racking/monitoring by Council O ffice and
Records Division staff utilizing the new Customer Relationship Management system.

¢ Continue to provide high-quality administrative/support services to City Council.

» Continue to work with City departments to develop high-quality meeting packet materials
to support the City Council’s decision-making process.

¢ Utilize busi ness process improvement tools withint he E CM S ystem to dev elop
automated w ork flow f or i nternal pr ocessing an d asse mbly of ag enda pack et i tems,
contract routing, and Accounts Payable invoice processing.

e Continue with implementation of additional ECM system modules, focusing on
integration with t he Fi nance/HR and A manda per mitting/inspection sy stems and
launching a platform for managing the City’s digital assets, including photos, video and
audio recordings, engineering drawings, and graphics.

e Completing an update of the City’s records retention policies to make applying business
and legal requirements for recordkeeping easier to understand for staff.

e Participating in a pilot group to provide the functionality for citizens to make requests for
records and information online.

¢ Applying emerging case law and best practices in enhancing use of the CRM system for
tracking public records requests.

¢ Provide additional education and training to City staff on records management, including
the nex t phase of email/voicemail records management andt he pu blic disclosure
process.

¢ Perform customer service surveys to identify opportunities for service improvement.

¢ Provide ongoing staff training to improve customer service.
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City Council

Annual Scorecard of Performance Measures

2008
2006 2007 2008 2008 Target Met
Key Performance Measures Actual | Actual | Actual | Target | or Exceeded
Program: Legislative Budget $ 420,000
Effectiveness
1. fercentaq,e of C|t|zens rating City as “good” or 93% 95% 94% 95%
excellent” place to live
2. P_ercgntage of citizens saying City is heading in the right 77% 81% 79% 80%
direction
3. Number of applicants for Board/Commission positions 28 24 44 25 N
4. Number of Board/Commission positions filled 13 21 19 15 \
5. Number of State Legislative issues tracked 616 741 659 720
Efficiency
6. Percent of items approved by Council on Consent o o o
Calendar 73% 75% 80% 75% l
Workload
7. Number of regonal commlttggs or organizations on 49 52 46 45
which Councilmembers participate
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City Council

Analysis of Key Performance Measures

General Discussion:

The C ity C ouncili s charged w ith pr omoting t he heal th, w elfare, and sa fety o f B ellevue
residents. Their mission is to provide high quality services and facilities that meet the needs of
the co mmunity t hrough acce ssible, pr oactive | eadership and g overnance. P erformance
measures docu ment t he C ouncil’s involvement i n st udying and adopting C ity pol icies and
legislation, as well as City participation in local and regional decision-making bodies. Creating
specific performance measures that are an accu rate reflection of the complexity of Council’s
policy-setting and regional coordination roles is difficult. The following measures serve as an
informal gauge of the ef fectiveness of the City C ouncil i n r esponding to t he needs of the
community.

Significant Influences:

During the annual Performance Measurement Survey in 2008, 94% of the citizens responded
that the City was a “good” or “excellent” place to live. This percentage remains fairly steady,
indicating Bellevue’s continued high approval rating among its citizens as a quality place to live.

Again, approximately eight in ten (79%) respondents to the citizens’ survey indicated that the
City, as a whole, is generally headed in the right direction. This number is consistent with 2007
survey results and points to City Council’'s continued efforts to co mmunicate current i ssues,
solicit co mmunity i nput and m ake t hemselves available to listena ndr espondt o the
community’s needs.

In 2008, the City Council maintained an active role on 46 regional committees or organizations.
As regional issues continue to grow in complexity and affect Bellevue both as a residential
community and business center, C ouncil i nvolvement and participation in these forums is a
major part of their workload. In addition, the City Council actively seeks to influence legislation
beneficial to the City at the state and federal Ievels on regional transportation i mprovement
projects, high capacity transit, water supply, human services, natural resources, environmental
protection and other significant issues. The City tracked 659 state legislative issues in 2008
and provided information and feedback to legislators on a significant number of them.

Steps Taken to Improve Performance:

Much of t he m easurement da ta co nveyed i nt he C ity C ouncil per formance m easures is
informational in nature and t ends to be descr iptive of the Council’s activity and participation
level. ldentified “targets” are, in reality, chiefly workload acknowledgments instead of activity
levels to achieve.

The City Council continues to devote time and resources to improving the quality of life for
Bellevue residents and the economic health of Bellevue businesses. Transportation, water
quality, energy, and land use top citizen concerns and remain the priorities of this Council.
They have invested a significant portion of their work efforts into addressing regional
connectivity and improved transportation systems; initiating major improvements to the City’s
parks and recreation system through a voter-approved Parks and Natural Areas Levy; adopting
anew Bel-Red S ubarea P lan t o g uide future land use and t ransportation i n t his 900-acre
employment ce nter; embarking uponac ross-departmental E nvironmental S tewardship

35



Strategic Plan; working with Puget Sound Energy to assure future adequacy of the City’s power
grid;, and appr oving a |l ong-range m obility and i nfrastructure finance plan t o g uide ca pital
investment over the next thirty years.

During 2008, the City completed the Light Rail Best Practices review, adopted an initial set of
light rail Comprehensive Plan Amendments after extensive community involvement, and
initiated the review process for light rail alignment alternatives in the East Link DEIS completed
in early 2009. The Council advanced planning for a Downtown Circulator by formalizing a
financial pa rtnership a greement w ith K ing C ounty M etro Tr ansit, and i nitiated D owntown
transportation improvements and extensions of NE 4™ and 6™ Streets. Council also entered
into a “ speed and reliability” ag reement w ith Kiing C ounty M etro to ea rn addi tional t ransit
resources in exchange for providing signal priority treatments for transit on the forthcoming
RapidRide bus rapid transit corridor (NE 8" Street and 15" Avenue NE).

With the City’s existing par ks levy e xpiring in 2008, v oters were as ked t o co nsider a new
funding measure t o p rovide addi tional i nvestments in B ellevue’s nationally accr edited par k
system. The P arks & Natural Areas Levy includes funding to enhanc e and m aintain t he
system, including protecting water quality in lakes and streams; preserving natural areas
throughout the City; enhancing existing parks; investing in sportsfields and trails; adding new
community and neighborhood parks; and ongoing parks maintenance.

To address the changing land use dynamic in the Bel-Red area, stretching between SR 520
and B el-Red R oad and ex tending from 1-405t o 148" Avenue N E, dur ing 20 08, C ouncil
adopted the Bel-Red Subarea Plan to guide transformation of the area over the coming years
to mixed use, transit-oriented development w hile restoring streams and ecological functions.
By 2030, the Bel-Red area is expected to generate 10,000 new jobs and 5,000 new housing
units and provide significant new economic development and revenues.

The Council continues its focus on neighborhood preservation and standards, including
approving projects to enhance neighborhood character and livability, evaluating opportunities
to i mprove nei ghborhood v itality and sa fety, an d promoting oppor tunities for n eighborhood
involvement through the Neighborhood Investment Strategy (NIS)

During 2008, the Council continued work on the Environmental Stewardship Initiative which was
created to reduce the City’s environmental footprint. It included assessing municipal operations
to pr ovide a co mprehensive andi ntegrated approacht o reductionsi n g reenhouse gas
emissions. T he initiative builds on existing practices while creating the building blocks for a
longer term and more highly integrated stewardship and su stainability efforts. Implementation
items included at reei nventory and m apping effort, ex panded t ree pl antings, enhance d
recycling at parks and sports fields, natural drainage practices, use of low impact development
techniques, and utilizing Green Building design and construction standards.

The City of Bellevue is a partnerin NORCOM, the North East King County Regional P ublic
Safety C ommunications A gency, a regional co st sh aring m odel that provides public safety
communications (dispatch) se rvices across fourteen | ocal g overnment j urisdictions.  This
approach i s expected tor esultin hi gher | evels of se rvice t o ci tizens, bet ter i nteragency
collaboration and dat a s haring, decreased co sts and i ncreased efficiency in police, fire, and
emergency medical responses to calls for service.

In January 2008, the Council initiated work on development of a M obility and | nfrastructure
Initiative financing strategy to fund transportation and ot her improvements that respond to the
growth in travel demand caused by development in Downtown and other parts of the City and
to provide initial capital investments in the Bel-Red area to support planned growth. The Plan
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contains a core group of transportation investments selected because they have the greatest
positive impact in reducing congestion. The plan, which was adopted in January 2009, outlines
a financial st rategy t o generate funding from a co mbination o f ex isting and new f unding
strategies. (Approval of t he d etailed i mplementation s trategy, i ncluding rollout o f p rojects,
detailed financing plans for each project, and new revenue sources will be scheduled over
2009.)

The Council co ntinues their active role onr egional co mmittees and ef forts to i nfluence
legislation at the state and federal levels.

Next Steps:

City Council priorities include:
Transportation
Neighborhoods
Technology
Human infrastructure
Arts and culture
Community outreach
Regional leadership
Economic vitality
Public safety
Parks and open space
Environmental Stewardship

Significant work program efforts are underway to address each of these priorities.
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City Manager’s Office

Steve Sarkozy, City Manager

tel: (425) 452-6818

Annual Scorecard of Performance Measures

2008
2006 2007 2008 2008 Target Met
Key Performance Measures Actual | Actual | Actual | Target | or Exceeded
Program: Overall City Management and Planning Budget $ 1,459,000
Effectiveness
1. Percentage of residents indicating Bellevue is headed in o o o o
the right direction 7% 80% 80% 80% v
2. Percentage of residents rating City as “good” or o o o o
“excellent” place to live 93% 95% 95% 95% v
Program: Communications Budget $ 313,000
Effectiveness
3. Percentage of residents surveyed who give a “very high” o o o o
satisfaction rating to “It's Your City” 50% 55% 5% 50% v
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City Manager’s Office

Analysis of Key Performance Measures
General Discussion:
As aCode Cityinthe State of Washington oper ating under t he C ouncil-Manager form o f
government, the City Manager runs the day-to-day operations of the City and implements the
City Council’s policy recommendations and positions. The City Manager’s direct support staff
encompass the staff of the City Manager’s Office.
Significant Influences:
The City is currently experiencing an unprecedented rate of Downtown growth.
Steps Taken to Improve Performance:

Staff accomplished the following items during 2008:

Overall City Management and Planning

¢ Managed the City efficiently and effectively.
e Continued work in the four key citywide initiatives:

One City

e Conducted and responded to the first or ganization wide em ployee s urvey, which identified
priority areas for internal improvement.

e Prepared a nd s ubmitted organizational as sessmentst ot he Washington State Q uality
Association and the Federal Baldrige program to receive third party feedback to identify areas
for improvement.

Environmental Stewardship Initiative (ESI)

e Completed Greenhouse Gas Reductions Municipal Action plan. Completed first cross
departmental Environmental Stewardship Strategic Plan, which i ncludes c learly defined
objectives and performance measures.

Mobility

e Completed Bellevue Light Rail B est Practices project and a dopted an initial set of light rail
Comprehensive Plan Amendments af ter ex tensive ¢ ommunity i nvolvement and intense
efforts of multiple City Commissions.

Long Range Capital and Operating Financial Plan

e Completed planning for t he B el-Red Corridor, s upporting t he project s teering c ommittee,
developing land use and transportation alternatives, taking these through the Draft EIS and
Final EIS process, review by six city boards and commissions, with final deliberations
currently being done by Council.

e Provided | eadership in establishing and pr ocuring $2. 5 million f or N ORCOM, a r egional
public safety dispatch agency serving northeast King County.

e Planned for departmental implementation the City’s new Customer Resource Management
(CRM) system.

¢ Continued evaluation of municipal court options.
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Worked with Jail Administrative Group (JAG) to finish a needs analysis for the regional jail
system.

After intensive planning, launched the City’s new Enhanced Volunteer Program, which
seeks to develop new community-wide partnerships involving volunteers and to improve the
efficiency of the City’s internal systems as they relate to volunteers.

Successfully hosted the 2007 Alliance for Innovation’s Transforming Local Government
Conference, helping to raise Bellevue’s national stature amongst its peers.

Communications

Oversaw media relations and other external communications efforts.

Provided information to Council and to senior staff to inform citizens about City activities and
to enhance understanding of Council policy.

Worked with the City Manager to increase external communications to stakeholders.
Continued to oversee and edit publication of the City’s highly successful external newsletter,
“It's Your City.”

Continued to oversee content for the television show ”It's Your City.”

Extended internal communications protocols citywide to enhance the quality and quantity of
communications products.

Implemented new web tools to enhance external communications.

These accomplishments contributed to the City Manager's Office meeting or exceeding 100% of
its performance measurement targets during 2008. The targets met or exceeded included:

Percentage of residents indicating Bellevue is headed in the right direction (actual 80%,
target was 80%)).

Percentage of residents surveyed who give a “very high” satisfaction rating to “It's Your City”
(actual was 55%, target was 50%).

% of residents rating City as “good” or “excellent” place to live (actual 95%, target was 95%).

The City Manager’s Office had a stellar year in 2007 and responded by raising all of its targets
for 2008. Of its 2008 results, the City Manager's Office continues to see the increases in
performance from 2007.

Next Steps:

Staff in the City Manager’s Office will be taking the following actions during 2008 and 2009:

Overall City Management and Planning

Continue to lead the organization towards the highest possible levels of professionalism.
Improve interdepartmental coordination, collaboration, and staffing of the organization to
shift from a more decentralized vertical organizational structure to a more centralized,
coordinated, and consolidated approach.

Continue to lead implementation of citywide initiatives.

Fully implement the City’s Enhanced Volunteer Program.

Implement the City’s new Customer Resource Management (CRM) system.

Identify additional organizational changes that can be implemented to reallocate resources
to critical projects and functions.

Continue to implement the City’s finance/human resources system on time and on budget.
Continue to look for ways to improve employee communications.
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Communications

Complete strategic long-term internal communications plan and begin implementation.

e Continue to evaluate and, where appropriate, implement new Web 2.0 media tools to
enhance both internal and external communications.

o Evaluate BTV operations and draft, with IT, strategic plan to enhance content.
Continue to enhance external communications.
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Civic Services

Nora Johnson, Civic Services tel: (425) 452-4167

Annual Scorecard of Performance Measures

2008
2006 2007 2008 2008 Target Met or
Key Performance Measures Actual | Actual | Actual | Target Exceeded
Program: Service First Budget $ 746,000
Effectiveness
1. Percentage of customers stating staff provided o o o o
service/info needed et 95% 93% 85% v
2. Percentage of customers rating service quality as o o o o
good or excellent 96% | 100% | 100% | 85% V
3. Percentage of customers stating staff had a positive o o o o
impact on experience St ks 100% 85% v
Efficiency
4. Percentage of customers rating streamlined access to 96% 100% 100% 85% N
services as good to excellent ° 0 ¢ 0
Program: Facilities Services Budget $5,502,000
Effectiveness
5. Percentage of projects completed within budget 100% 929% 83% 100% N
estimates ° ° ’ °
Efficiency
6. Percentage of municipal facility clients rating facility o o o o
cleanliness and safety as satisfactory or better 83% 91% 89% 85% v
Program: Real Property & Land Survey Budget $1,876,000
Effectiveness
7. Percentage of properties acquired at City offer amount | 88% | 100% | 93% | 70% | \
Program: Fleet & Communication Services Budget $7,403,000
Effectiveness
8. Average percentage of vehicles and equipment in o o o o
service 95% 98% 98% 95% l
9. Percentage of respondents to customer survey o o o o
rating Communication Services at “good” or better 100% 100% 91% 95% v
Workload
10. Number of vehicles and mechanical equipment in 958 068 966 877
service
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Civic Services

Analysis of Key Performance Measures

General Discussion:

Civic Services’ mission is to provide high quality services and City facilities that create an inviting
environment for efficient City operations, and to provide safe fleet and communications systems that
effectively support City operations. We accomplish this mission through four programs: Service First,
Facilities Services, Real Property & Land Survey, and Fleet & Communication Services. Several
goals support this mission and guide the work program.

Flexibly and efficiently support public and City departmental needs.

e Operate City Hall as a community gathering place that supports the City’s economic vitality.
Provide clean, safe, attractive and functional municipal facilities while protecting the City's
capital investments through ongoing maintenance and renovation.

¢ Manage the City’s property transactions and land survey systems to ensure legal and policy
compliance.

e Utilize technology to facilitate service delivery and efficient operations.

e Streamline access to public services and encourage consistent service across the
organization.

e Safeguard the City’s investment in equipment through timely and cost-effective asset
management, maintenance, and repair services.

Scorecard measures have been selected that reflect the importance of providing high quality
customer service and cost-effective services.

Significant Influences:

The following provides an explanation of differences between actual and targeted performance by
Program.

Program: Service First

We continue to receive positive customer feedback that affirms our service delivery model. Workload
at the Service First desk has remained stable in most areas (i.e. volume of payment transactions,
licenses & permits) but we have seen a general decrease in the number of walk-in customers at City
Hall, particularly those seeking Development Services.

We have experienced increased workload in the area of City Hall meetings and events. The volume
of requests for meeting space at City Hall has increased by 18% but the most significant increase has
been in the area of special events (up 34%). Special events are more complex bookings that require
significant staff time to coordinate and execute.

Implementation of the City’'s Customer Relationship Management system this fall has created
additional workload and challenges for Service First. Service First is the primary user of the system
and is responsible for training City staff users. Service First is also playing a significant role in the
development of an online Customer Assistance portal for citizens.
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Program: Facilities Services

Facilities Planning and Development staff continue to closely monitor the budget preparation and
costs of each project. Although Facilities Services strives to have 100% of our projects on or within
budget, unforeseen circumstances or changes in scope often affect the ability to meet this goal. In
2008, Facility Services completed 83% of projects within budget. This was due to some major
maintenance projects having older estimates that should have been updated. No single project
completed in 2008 was over budget by more than 12%.

The percentage of municipal facility clients rating the facility cleanliness and safety as satisfactory or
better (ICMA performance measure) was 89% compared to a target of 85%. Facility Services
continues to monitor the cost of custodial services and strives to balance cost with customer service.
In 2008, we completed a few key security changes to better meet the needs of the staff and our
citizens.

Program: Real Property & Land Survey

For 2008, real property fee and easement acquisition numbers returned to 2005 levels. 93% of these
property rights were acquired within 6 months of initial offer and at appraised value. There was a
significant increase in major property purchase activity.

Program: Fleet & Communications Services (F&C)

The focus of this program is to provide timely, cost-effective maintenance and asset management
services to City departments for vehicles; to provide specialized mechanical equipment, radios, and
electronic equipment needed to support City functions; and to safeguard the City’s investment in
equipment through asset management, maintenance, and repair services.

Bellevue continues to do a good job of maintaining its vehicles and mechanical equipment as
resources are evaluated to decrease downtime. 98% of vehicles and mechanical equipment are in
service which represents no change in downtime over 2007. 91% of Fleet's customers rated its
service as “good or better.”

Steps Taken to Improve Performance:
The following areas were targeted during 2008.

o Implemented City-wide Customer Relationship Management (CRM) application to enhance
customer tracking and provision of information to citizens.

e Continued to assist the Fire Department with the new paging system, supporting and assisting
with the implementation of the Mobile Data Computer program for Public Safety.

e Instituted a warranty recovery program in 2007 that has netted significant cost savings and
cost avoidance. Warranty recovery has netted the Fleet Operations factory warranty status for
both Ford and GM. This has been a success using an LTE employee to administer and will be
rolled into a sustained program and an FTE for 2009.

o Fleet & Communications is constantly looking at resources to meet this demand in customer
service level as we head into the future.
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Next Steps:

We will take the following specific steps to enhance areas of success and to focus on areas for
improvement.

o Implement an online Customer Assistance portal for citizens to search for information, submit
service requests, and report issues.

¢ Implement an internal customer survey to obtain feedback from staff on the Civic Services
Department.

e Investigate opportunities to increase revenue from the City Hall visitor parking garage from
“non-City business” users.

e Continue to closely monitor construction costs and adjust project budgets and/or scope to
ensure adequate funding.

e Develop a comprehensive inventory of City property, including easements, that will interface
with GIS and electronic content management

¢ Continue to evaluate changes in equipment technology and develop processes that will
maximize benefits.

o Continue project to co-locate F&C operations at the Bellevue Service Center. Closely monitor
construction costs and adjust project budgets and/or scope to ensure adequate funding for the
F&C remodel.

e Continue to train Fleet and Communications staff to learn and maintain technical skills
necessary to effectively service specialized equipment.

¢ Institute a Vehicle Miles Traveled data collection system at all of our fuel sites. This will allow
us to better adjust utilization, service intervals, engine idle time reductions, diagnostic repair
code tracking, and fuel efficiencies that are more accurate than today’s data.

e Continue to work on “greening” the fleet by using bio-diesel and prepping fuel infrastructure for
the use of Ethanol. Continue to evaluate what the market is producing in alternative vehicles
that can be used by the City of Bellevue to reduce greenhouse gasses and still be able to
deliver the operational needs of our internal customers. Continue to expand the hybrid and
electric fleet during yearly replacements.

¢ New contract with NORCOM will be signed and adopted. We will be working on establishing
our customer relationships and evaluating our services. Additional new services like the Fire
Paging will also be implemented and tracked for efficiencies and workload.

e Motor pool concerns about lack of fuel in the vehicles was brought up in the survey and we will
put a plan in place to insure we solve this concern in 2009.

¢ Vehicle replacement concerns and the long times before a vehicle is put into service also
came from our internal survey. We will evaluate processes and improve where we can. OEM
and other manufacturers timelines along with limited resources are challenging our
improvements in this endeavor. Vendors are under strain from the economy as well and are
cutting resources.

e We have made successful reductions on downtime and backlog work throughout the shop.
With budget cuts we are expecting this area to rise through this budget cycle as Outside
Services will be cut and thus increasing the shop workload and downtime.

e In 2009, F&C will roll out the new version of Maximo that has a Transportation model that will
allow us the ability to see more data and tracking results of our services. It will allow us to
adjust strategies to maximize our efficiencies by changes in Preventative Maintenance.

e Fuel costs continue to be a financial concern with the markets fluctuating rapidly based on
demand. Fleet fuel prices are typically 14 cents below Seattle markets for fleet fuel.
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Community Council

Myrna Basich, City Clerk

tel: (425) 452-2733

Annual Scorecard of Performance Measures

2008
2006 2007 2008 2008 Target Met
Key Performance Measures Actual | Actual | Actual | Target | or Exceeded
Program: Community Council Land Use Review Budget $ 31,000
Effectiveness
1. Number of issues advocated before City Council 1 3 3 3
2. Perceqtage of resolupqns adopted approving City 100% 100% 100% 100% N
Council land use decisions
Workload
3. Number of regular and special meetings held 12 15 12 12
4. Average attendance record 95% 88% 82% 90%
5. Number of Council agenda items analyzed and 52 52 o4 50
scheduled on calendar
6. Number of courtesy hearings held 2 9 2 8
7. Number of public hearings held 5 5 5 8

51







Community Council

Analysis of Key Performance Measures
General Discussion:

The E ast B ellevue C ommunity C ouncil, under R CW 35 .14,i s granted | ocal appr oval/
disapproval authority over designated land use issues within their jurisdictional boundaries. In
addition to the powers and duties related to approval of zoning regulations, they may also make
recommendations concerning any proposed comprehensive plan amendment or other proposal
which directly or indirectly affects the use of property or land inside their service area. T he
Community Council provides a forum for public participation on i ssues such as conservation,
improvements, or dev elopment occu rring w ithin t he E ast B ellevue Community M unicipal
Corporation.

Significant Influences:

The Community Council’s land use review is dependent on City Council and privately-initiated
land use issues within Community Council jurisdictional boundaries.

In 2008, t he C ommunity C ouncil hel d 12 regular meetings, sp ending significant time on a
proposed land use action at the Kelsey Creek Shopping Center. Timing and business related
matters caused the proponent to stall the proposed redevelopment and later to withdraw its
application. The number of agenda items analyzed and scheduled on the Community Council’s
calendar correlates to the number ofland use issues initiated within t heir boundaries and
legislative authority. It is anticipated that the number of privately initiated land use actions will
continue t o di minish as pr operties within t he C ommunity C ouncil’s jurisdictional boundar ies
become bui Itout . T he C ommunity C ouncil’s meeting a ttendance fell bel owt he t arget
percentage, coming in at 82%. The Community Council this past year has experienced some
individual adversities but has now returned to full force.

Steps Taken to Improve Performance:

The East Bellevue Community Council continues its interest in various planning, advisory and
community groups to seek a higher level of involvement and understanding of issues important
to their constituents. Proactive and early involvement in land use matters and community result
in better r epresentation of t he r esidents and busi ness owners withint he E ast B ellevue
Community M unicipal C orporation. This pasty ear, the C ommunity C ouncil r eviewed and
adopted by resolution all five land use matters presented.

Next Steps:
The Community Council continues to represent their constituents by providing input to the City
Council, the various boards and commissions charged with land use and regulatory m atters,

and, by working with the City in seeking solutions to East Bellevue neighborhood concerns.

This coming year the Community Council will be exploring new ways to engage their neighbors
and seek opportunities to enhance livability and foster community pride.
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Development Services Department

Mike Brennan, Director

tel: (425) 452-4113

Annual Scorecard of Performance Measures

2006
Key Performance Measures Actual

2007
Actual

2008
Actual

2008
Target

2008
Target Met
or Exceeded

Development Services (Cross Departmental Program)

Effectiveness

1. Percentage of customers rating inspection/review 85%
services good °

83%

80%

80%

Workload

2. Number of permits issued 13,796

13,706

12,862

12,000

\/

Program: Building Review and Inspection

Budget

$13,535,054

Effectiveness

3. Obtain final inspections on all construction requiring
permits 90%

74.7%

75%

80

Efficiency

4. Average number of days for processing building 13.37
permits )

15.59

17.25

20

Workload

5. Total number of construction inspections performed 48,859

63,007

66,842

30,000

6. Total construction permit applications completed per 9942
year ’

10,000

9,577

6,000

Program: Code Compliance

Budget

$1,906,358

Effectiveness

7. Percentage of cases closed with initial response within o
Lo 100%
target timelines

100%

100%

100%

Workload

8. Number of complaints received 1,397

1,673

1,425

1,500

Program: Land Use

Budget

$5,569,536

Efficiency

9. Number of Land Use hours per total number of 4.40hrs
applications reviewed by Land Use staff '

4.42hrs

5.1 hrs

5 hrs

Workload

10. Land Use billable hours 35%

54.6%

61.3%

36%
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Development Services Department

Analysis of Key Performance Measures

General Discussion:

The mission of the D evelopment Services Department (DSD) is to facilitate appr opriate and
timely development; deliver a pr ocess that is predictable, efficient, and understandable to the
people who use it; act as a single organization — “One City” — in the delivery of development
services; and to p rotect t he quality of t he public and pr ivate i nfrastructure, the sa fety and
integrity of the built en vironment, and t he livability of the city. T he Development S ervices
Department consists of the following divisions: Building Review and | nspection, Land U se, and
Business Services/Code C ompliance. Priorto July 2008, t hese divisions were partof the
Department of Planning and Community Development.

Together with review and inspection staff from the Transportation, Fire, and Ultilities
departments, the Development Services line of business is managed by the Director of D SD.
Bellevue D evelopment Services acts as a single or ganization i n pr oviding per mit review,
inspection, and code compliance services that help create and sustain a quality natural and built
environment that is consistent with the Comprehensive Plan.

Significant Influences:

2008 proved to be another dynamic year as the City experienced the continuation of the largest
development cycle in Bellevue’s history. New applications fell from 14,400 in 2007 to 13,300 in
2008, however, this still reflected extraordinary levels of activity throughout most of the year as
over $600 m illion i n pe rmit v aluation w as issued. M ajor co nstruction pr ojects dr iving the
development cy cle moved through the review p hase and w ere under construction generating
over 77,000 inspections. By the end of 2008 over nine million square feet of projects were still
under construction.

The effects of th e economic downturn were f elt by Bellevue’s development co mmunity
beginning in the 4™ quarter. As housing sales stalled, home prices fell, and financial institutions
were in jeopardy, the demand for residential projects was virtually at a standstill. Applications
for new single-family homes and plat development fell off as well. Even though interest rates
remained low, rising unemployment figures and a tight credit market also impacted the demand
for residential remodel projects.

Financing for large development projects was impacted as well causing commercial and m ulti-
family activity to slow. C onstruction schedules were impacted on some of the larger projects
under construction while other projects in the preapplication and review phases of the permitting
cycle were put on hold. A slow recovery from the economic downturn is anticipated to begin
towards the latter part of 2009 and into 2010.
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Steps Taken to Improve Performance:

To address the workload imbalance and ensure adequate resources were available to provide a
consistent level of service during the construction and build out phase of the development cycle,
Council approved the addition of 13 F TE positions in 2008. These positions were added t o
address the projects currently in review and und er construction as well as projects that were
preparing to begin the permitting process. As the year progressed and permitting activity began
to reflect the impacts of the national economy, plans to recruit for six of the positions were
amended and those positions were not filled.

Development Services continued to leverage our investment in existing technologies to allow
clients easier access to City services. The Interactive V oice R ecognition (IVR) Sy stem was
expanded enabling clients to pay their development fees by phone usi ng a cr edit card rather
than having to make a trip to City Hall. Additional features include outbound calling functionality
that notifies clients when revisions are due and when their permit is ready for issuance as well
as the ability for field staff to post fees from the field.

Work continued w ith t he B uilding O fficials Partnership t o j ointly del iver on-line i nspection
scheduling usi ng M yBuildingPermit.com. T his service now al lows cl ients to sch edule
inspections up to three days in advance from remote locations.

Development S ervices createdt rainingp rogram thati ncludedt hehi ringo fa
trainer/organizational development professional. This program provides education and training
opportunities for D evelopment S ervices employees and enhance s their ability t o del iver
exceptional customer service in support of the mission and core values of the City of Bellevue.
The goals of this program include:

= Ensuring mandatory training requirements are met by all employees

= Providing the tools to empower employees to take control of their own learning

= Maximizing the benefit of training resources

= Supporting Development Services as an employer of choice

= Facilitating customer service training and promote a service culture

= Providing timely and efficient communication of training opportunities

= Providing accurate training information to employees and their supervisors

Next Steps:

Managing through the economic downturn will be a significant focus of Development Services in
2009 and i nto 2010. Cost saving s trategies targeting di scretionary s pending and reducing
dependency on t he use of consultants have been i mplemented. R esources will be m anaged
throughout t he dow nturn to ensu re t he financial v iability of D evelopment S ervices while still
providing timely and quality services to our clients.

While “traditional” private development activity has slowed, counter-cyclical and publicly funded
projects are poised to begin their way through the permitting process over the next two to three
years. These projects include renovations of schools, City of Bellevue public works and park
projects, electricalt ransmission sy stemi mprovements,andr  egionalt ransportation
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improvements. Many of the improvements implemented during the Development Services
Improvement (DSI) initiative focused on commercial and residential development clients. The
next phase of business process improvement initiatives will focus on clients delivering public
funded projects. Staff will work with the different organizations, as well as City of Bellevue
public works and Parks staff, to implement improvements in Development Services that will
facilitate the next round of development.

In 2009 Development Services launched the Paperless Permitting project. | n conjunction with
the implementation of the City’s Electronic Content Management system, Development Services
will partner with the eCityGov Alliance to accept plan submittals electronically from our clients.
Other asp ects of this transformational pr ojecti nclude r eviewing and appr oving pl ans
electronically and ut ilizing el ectronic technology t o m obilize f ields staff al lowingt hemt o
communicate inspection results to the City and clients remotely.

Development Services will alsof ocus on m anagemento f the overall permitting sy stem’s
performance. Staff will evaluate tools currently used to determine if they are effective in the
efficient management of Development Services. Measures will also be reviewed to ensure they
are an accurate indicator of our performance and help communicate our performance effectively
to our clients, city officials, and our stakeholders. New scorecard measures may be developed
reflecting this work.

59






Finance Department

Jan Hawn, Director

tel: (425) 452-6846

Annual Scorecard of Performance Measures

2008
2006 2007 2008 2008 Target
Actual Actual Actual Target Met or
Key Performance Measures
Exceeded
Program: Financial Planning Budget $9,787,000
Effectiveness
1. Variance of 2™ quarter Budget Monitoring Report at 2 99 0.8% 0.9% 2 0% v
projecting year-end General Fund revenues e o 70 e
: nd . .
2. Varllan(l:e of 2 quarter Budget Monltormg'Report at 1.2% 0.5% 0.5% 1.0% v
projecting year-end General Fund expenditures
3. Earn biennial GFOA Distinguished Budget Award Yes Yes Yes Yes v
Workload
4. Percentage of return on City investments exceeding NA 0.16% 79% 0.20%
standards o PP en e
Program: Financial Operations Budget $5,089,000
Effectiveness
5. Receive unqualified audit opinion Yes Yes Yes Yes v
6. Local tax revenues from delinquencies, audits, and v
detection work (millions) $6.7 $6.3 $2.7 $18
Efficiency
7. Amount saved through central purchasing NA $273,000 | $337,000 | $150,000 v
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Finance Department

Analysis of Key Performance Measures

General Discussion:

The Fi nance Department’s missionis to maintain the public trust through sound financial
management and t he ef ficient and ef fective use of Bellevue’s financial resources. We
accomplish this mission through two programs: Financial Planning and Financial Operations.

Scorecard measures were updated in 2006 to align with the Department’s strategic initiatives.
They measure av ariety of activities performed and r esults achieved by Finance st aff and
include external ag encies’ ev aluation of our pr oducts and sy stems, as well as workload,
efficiency and effectiveness measures.

Overall, our per formance m easures indicate ex pectations were met. A nalysis of t he act ual
versus planned performance for 2008 led us to the following conclusions:

e External indicators of our performance remain strong. W e received anot her unqualified
“clean” audit opinion, and earned the GFOA Distinguished Budget Award and C ertificate of
Achievement f or E xcellence i n Fi nancial R eporting. T he D epartment al so ear ned t he
Association of Government Accountants Service Efforts and Accomplishment Certificate of
Achievement as well as the ICMA Certificate of Distinction.

e We are very effective at what we do as evidenced by our tax audit and detection collection
work, revenue and expenditure monitoring efforts, and savings from central purchasing.

Significant Influences:

This section provides an explanation of differences between actual and targeted performance
by Program.

Program: Financial Planning

The B udget O ffice w orked closely with departments in projecting revenues. With careful
attention to the economy and a good understanding of economic indicators, revenue collections
were within 0.9% of the projections made in the 2™ Quarter Budget Monitoring Report. This
was well within our goal of 2%.

The Budget O ffice al so w orked closely with depar tments to pr oject y ear end ex penditures.
Expenditure projections stated in the 2" Quarter B udget Monitoring Report varied 0.5% from
actual y ear end ex penditures. This was well within our target goal of 1% . Both of these
projections enable City leaders and financial managers to make programming decisions during
the year to ensure prudent fiscal management.

The City againw as awarded the GFOA Distinguished Budget Award. This entails a
comprehensive review of the City’s budget documents and provides a good indicator that the
City’s budgeting pr ocess is providing out standing g uidance t o C ity | eadership i n m anaging
Bellevue’s business.
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In 2007 we began measuring the return on City investments as compared to the average yields
of short term treasuries. Bellevue chooses to actively manage its investments to make the best
use of its available cash balances. For 2008, Bellevue’s return on i nvestments exceeded the
standard earnings target by 0.79%, which is equivalent to an additional $1.8 million of revenue.
Actively managing our investments allows us to obtain a fair rate of return while protecting the
City’s capital and assuring adequate liquidity.

Program: Financial Operations

The City received an unqualified audit opinion for its Comprehensive Annual Financial Report
(CAFR). This external indicator provides independent confirmation that City financial managers
are maintaining the public trust and providing sound fiscal leadership.

The T ax O ffice co llected $2.7 millioni nl ocalt ax r evenues for del inquency co llections,
detections and audit work. The T ax Office al so resolved ov er four thousand del inquent tax
returns and had over 500 detection r egistrations through t he del inquency and det ections
program. These are indicators of sound financial planning and excellent leadership ensuring
fair application of the City Tax Code over all businesses. It further helps ensure the fiscal
soundness of the city by assuring that taxes owed are collected.

The Central Purchasing Office increased savings in 2008 by 23%. Savings from central
purchasing were $337,000 for 2008 - $64,000 greater than 2007. The bulk of these savings
came t hrough t he di sposal of surplus property ($245,000). Other activities that resulted in
significant savings include buyers getting formal/informal quotes, utilizing interlocal agreements
to reduce contracting costs, and negotiating long-term pricing agreements.

Steps Taken to Improve Performance:

Program: Financial Planning

Monitored economic activity, bot h | ocally and nat ionally, i n or der to more accu rately pr oject
revenue collections and report on the City’s financial position.

Worked cl osely w ith depar tments to m onitor ex penditures and m aintain sp ending w ithin
authorized budget to more accurately report and maintain a favorable financial position.

Conducted cash flow forecasting to support effective investment decision making and to ensure
that an adequate liquidity position was maintained.

Program: Financial Operations

Completed reviews of cash handling practices at several city sites and subsequently developed
a new Cash Policy and P rocedures manual. Performed and documented internal reviews on
Park’s Department Property Management, Bellevue Golf Course, and Pro-Card Administration.

Automated and streamlined business processes including online pay advices, timekeeping and
refund processing.
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Converted the City’s budgeting and reporting to a modified accrual basis in order to better align
financial activities with the period in which they occur. This conversion has made our budget
and acco unting basi s consistent, i ncreased use r under standing of financial reports, and
reduced system support necessary to maintain the additional ledger.

Next Steps:

We will take the following specific steps to enhance areas of success and to focus on areas for
improvement:

Update long range capital and operating budget plan

Continue the Audit, Delinquency and Detection programs

Support depar tments in t he use of modified accrual budgetary basis for m onitoring and
reporting

Review Grant Management policies and processes to ensure fiscal prudence

Complete the Government Finance Officers Association’s best practice review

Conduct cash handling training, continual review of processes and conduct unannounced
reviews to assess compliance with policies

Develop integration between the city’s financial systems and vendor’s systems

Enhance the Internal Audit and Review program
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Fire Department

Mike Eisner, Fire Chief

tel: (425) 452-6895

Annual Scorecard of Performance Measures

2008
2006 2007 2008 2008 Target Met
Key Performance Measures Actual Actual Actual Target | or Exceeded
Program: Fire Suppression and Rescue/Emergency Medical Services Budget $ 15,955,000
Effectiveness
1. Percentage of fires confined to room of origin 88% 82% 90% 85% v
2. Cardiac arrest survival rate (Annual/5-yr Average) | 63%/45% | 60%/53% | 45%/53% 45% v
3. Emergency Response Time - Benchmark
a. Percentgge Qf |ng|dent§ where Call 65% 68% 74% 90%
Processing time is 1 minute or less
b. Eercentage of incidents where Turnout time 28% 30% 49% 90%
is 1 minute or less
C. Pergentage of incidents where Travel time is 71% 799% 71% 90%
4 minutes or less
d. Percentage of incidents where Total
Emergency Response time is 6 minutes or 59% 61% 69% 90%
less
Workload
4a. Number of Fire services requests/unit responses 4,302/ 3,305/ 3,389/ 3,100
generated 10,041 8,282 8,859 8,340
4b. Number of EMS services requests/unit responses 14,009/ 13,525/1 | 13,638/2 | 13,600
generated 20,976 9,976 2,606 22,600
5. Number of annual Fire Company fire inspections 4,840 4,917 4,889 4,000
6. Number of annual individual training hours 25,639 40,074 34,023 32,000
Program: Fire Prevention Budget $ 2,188,000
Efficiency
7. Percen?age of Annual Fire and Life Safety 100% 100% 100% 100% v
Inspections completed
Effectiveness
8. Fire Loss in Inspected Buildings ($000) $236 $1,801 $565 $500
Program: Emergency Preparedness Budget $ 941,000
Effectiveness
9. Enjergen(l:yl Preparedness Response hands-on- 4 8 10 8 v
skilled training programs
Workload
10. Emergency Pre_paredness audiences reached — 2.046 2911 1,391 600
general education
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Fire Department

Analysis of Key Performance Measures
General Discussion:
The Bellevue Fire Department exists to assist the public in the protection of life and property by
minimizing the impact of fire, medical emergencies, and potential disasters or uncontrolled events that

affect the community and environment.

The key performance measures were selected to reflect these particular goals. While some meet the
targets successfully, others do not, as explained below:

Significant Influences:

Program: Fire Suppression and Rescue/Emergency Medical Services (EMS):

Effectiveness:

Percent of fires confined to room of origin:

In 2008, 108 structure fires occurred in the City of Bellevue and our contract communities. 90% of
these fires were confined to the room of origin. This result exceeded the target of 85%. The drop in
cooking fires remains consistent with 2007; this has been attributed to a concerted outreach effort.
Fires confined to room of origin statistics are a direct reflection of a well-trained workforce that
responds quickly and is able to take positive action when confronted with a structure fire emergency in
its incipient stage.

Cardiac arrest survival rate:

This rate is based on the “Utstein” template, which is an internationally accepted process for measuring
the success level of resuscitating patients who suffered a witnessed ventricular fibrillation. Bellevue
Fire Department met its target for annual cardiac arrest rate of 45% in 2008. The 2007 annual cardiac
arrest rate was at 60%. The annual rate can fluctuate significantly from year to year depending on the
location and timing of the incident, action(s) taken by the witness (CPR), available resources (e.g.
Defibrillator), and response times of Medic (BLS and ALS) units. In order to gain a better
understanding of the overall performance without yearly fluctuations, Bellevue Fire Department, in
addition to reporting the annual cardiac arrest survival rate, also reports the five-year average rate. The
five-year average rate is based on the same “Utstein” template using data from most recent 5 year
period. The five-year average cardiac arrest survival rate of 53% in 2008 is consistent with 2007.

Emergency Response Times:

The implementation of new Station Alerting System has been extremely successful. The new system is
responsible for a 15 to 20 second improvement in the overall response time The percentage of
incidents where total response times is 6 minutes or less improved 8% from 61% to 69%. The most
dramatic change was to turnout time which met the one minute standard 49% of the time, improving
from 30% in 2007. In addition, the implementation of a new full time Aid Unit in January 2008 has
generated the desired results and has helped to reduce the overall response times city-wide.

Workload:

Number of Fire service requests/unit responses generated:

The Department experienced a 7% increase in unit responses with a 2.5% increase in the number of
incidents citywide in comparison to 2007; however, the increase in incidents was 4.6% in the Central
Business District (CBD). This increase is reflective of the increasing population and the change in the
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nature of the downtown core; the buildings that are coming on-line are larger, more complex, and
require a greater number of units when either a structure fire or automatic fire alarm is reported. In
November 2008, a dedicated ladder truck was added to Fire Station 1 providing additional resources
for increased incidents and unit responses in the central business district.

Number of EMS service requests/unit responses generated:

The new dedicated Aid Car has changed the number of apparatus assigned to EMS calls. This unit,
along with the Department’s two other dedicated aid cars, is often used to transport patients. Therefore,
enabling units to stay in their firstin areas and increasing the number of apparatus on EMS calls when
atransportis required. While the number of EMS service requests increased by 0.8% in 2008, the unit
responses increased by 13.2%. The Department continues to work with King County EMS and Medical
Program Directors to refine procedures to improve pre-hospital emergency care. 2008 was the first full
year of a change to the Dispatch Criteria that resulted on sending additional units on reported cardiac
arrests.

Number of annual Fire Company fire inspections:

The International Fire Code (IFC) requires regular inspection of all occupancies with the exception of
single family residents. There are approximately 8,400 occupancies in the City of Bellevue and contract
communities requiring annual fire and life safety inspections. The “fire company inspection” program
utilizes on-duty firefighters to inspect less complex structures and occupancies. In 2008, Fire
companies completed 4,889, or 58% of, occupancy inspections.

Number of annual individual training hours:

During 2008, the number of annual individual training hours decreased by approximately 15% to 34,023
hours. This decrease can be attributed to conducting only one firefighter recruit academy in 2008; in
2007 two recruit academies were conducted. The number of annual individual training hours is
anticipated to increase over the next several years as the size of the department increases and new
recruits are hired to replace the significant number (11%) of staff eligible for retirement in 2009.

Program: Fire Prevention:

Efficiency:

Percent of Annual Fire and Life Safety Inspections Completed:

For the third year in a row, the Fire Department completed 100% of its annual fire and life safety
inspections. This accomplishment can be attributed to a focus on the importance of the inspection
program, its relation to fire prevention, and an improved performance monitoring system. The
Department’s Fire Prevention Officers continue to inspect more complex occupancies that represent
significant life and safety hazards. In 2008, the Fire Prevention Division completed 3,520 inspections or
42% of all occupancies. In the future, a significant portion of new buildings coming online will fall in this
category due to the type of new construction currently occurring in the City.

Effectiveness:

Fire Loss in Inspected Buildings:

In order to ensure that all occupancies are inspected on an annual basis, the Fire Department assigns
specific geographical inspection areas and/or occupancy types to individual Fire Prevention Officers or
fire crews. In 2008, the Fire Loss in Inspected Buildings was $565,000, just exceeding the target of
$500,000. Nearly all of the dollar loss occurred in multi-family residences (MFR); whereas common
areas are inspected by the Fire Department, the actual residences, where the majority of fires start, are
not inspected. Due to high assessed valuations, any significant fire can cause the Department to
exceed its target in this area. Public education and awareness is the key to controlling and minimizing
fire loss.
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Program: Emergency Preparedness:

Effectiveness:

Emergency Preparedness Response Hands On Skilled Training Programs:

These training sessions support the City's Strengthening Preparedness Among Neighbors (SPAN)
program by providing hands-on training to citizens in basic disaster response skills, such as fire safety,
light search and rescue, communications, and disaster medical operations. Skills developed in the
classroom and during exercises prepare citizens to assist their families, neighbors, and coworkers
during emergencies and disasters when normal emergency service resources are not immediately
available to respond. In 2008, 248 students participated in the 10 training sessions offered to
businesses, schools, and residents in the City.

Workload:

Emergency Preparedness audiences reached:

Utilizing a delivery format revised in 2007, SPAN classes were held throughout the year at central
locations such as City Hall and Community Centers. Staff delivered emergency preparedness training
to a total audience of 1,391 students in 2008. In 2008, the actual and target figures are below 2007 due
a change in data gathering. Prior to 2008, the department estimated and included the informal citizen
contacts made during outreach efforts in our performance measurements.

Steps Taken to Improve Performance:

To improve response times, the Department has carefully evaluated the response procedures in each
of the fire stations and worked with other Zone 1 fire departments to implement a new station alerting
system. As traffic increases, especially in the central business district, the importance of an additional
fire station is reinforced. The department has added resources in the central business district to ensure
that increased responses in central business district do notimpact service delivery in other areas of the
City.

A majority of our fires occur within dwelling units, i.e. houses, apartments, condo. These areas are not
subject to annual inspections. In order to raise fire safety awareness and ameliorate the impact of fire in
these structures; the department has created a smoke detector video for the public, implemented a
Standard Operating Procedure that directs our staff to be observant for the presence of smoke
detectors when on aid calls or fire investigations and actively engages our customers on the
importance of them. The Department utilized grant funding to install smoke detectors in targeted single
family residential neighborhoods. We found that 1/3 of these homes lacked smoke detectors on every
level, 1 in every 3 homes had a non-working smoke detector and 90% of the homes lacked smoke
detectors within bedrooms. These statistics strongly support our continued focus on these efforts.

Thousands of structures in the city have some form of an automatic, built-in fire protection system (Fire
Alarm system, Fire Sprinkler System, Smoke Control System etc) that requires regular testing and
maintenance. In 2008, we created a public information sheet clarifying the roles and responsibilities of
property owners on required notification when a system is impaired. This public information sheet is
available on our website and will be attached to Fire Alarm Control Panels in 2009 as we conduct
annual inspections of these systems.

In 2008, an analysis of Fire and False Alarm incidents was conducted in regard to the number of
incidents occurring as a percentage of the Total Incident Count. This analysis reflected that in 2006, the
first year the Department achieved 100% completion in Annual Inspections, a downward trend started
in the proportion of Fire and False Alarms of the total incident volume. This downward trend has
continued in 2008 with a actual reduction of Fire (408) and False Alarm (1,572) incidents as a
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percentage of call volume of 9.2% and 4.2% respectively.

The Emergency Preparedness page on the City’'s website has been updated to provide citizens with
immediate access to emergency information, educational material, and the ability to register for training
classes online. Additionally, the emergency preparedness video, developed with grant funds in 2007,
was made available on the City website, on DVD in seven languages, as well as an open-captioned
version for the deaf and hearing impaired.

Next Steps:

2008 was the first full year utilizing the station alerting system. In mid-2009, the personnel paging
component of this system will become operational. The paging component of the system will improve
dispatching when units are out of the fire station.

In July 2009, all public safety dispatching will be transitioned to NORCOM, a regional public safety
dispatch agency serving northeast King County. As NORCOM replaces legacy systems, the
Department will be actively involved in the design and implementation of the new systems to ensure the
new systems meet performance standards.

The Department continues to participate in the Resuscitation Outcome Consortium and other pre-
hospital emergency medical studies to improve patient care. The Department is working with King
County EMS and other county paramedic providers to evaluate the current medic unit deployment
model and to increased data collection for Quality Assurance by investigating electronic patient care
reporting.

Currently 6 positions in the Fire Prevention Division are funded through Development Services fee
collection. As development activity slows in the coming year, the amount of time spent on development
related inspections will decrease. If current trends continue, fire prevention positions may have to be
eliminated by the end of 2009 due to the decline in permit revenue. Unlike other Development Services
Departments, the Fire Department has a continuing workload associated with newly completed
buildings. These buildings require annual inspections. The majority of new development (over
12,000,000 square feet of new building area in the Central Business District alone) has been of the
type requiring the expertise of a Fire Inspector. Given the current economic environment, it seems
highly unlikely that these positions will be funded through the General Fund and the loss of these
positions will significantly impact our ability to complete our annual inspections. However, we will
continue to look for opportunities to complete our work as efficiently and effectively as possible and
mitigate the loss of personnel.

In 2008, grant funding was utilized to draft an Evacuation Annex to the City’'s Emergency Operation
Plan. In 2009, this Annex needs to be approved, and incorporated into the City's Emergency
Operations Plan. In order to maintain services levels to a growing community, readiness of City staff to
respond to disasters, and to meet State and Federal mandates, additional resources are needed. In
recent years the Department has been successful in obtaining grants to meet some of the City’s needs;
however, there is significant work that still needs to be completed.

The Fire Department continues to monitor the continued expansion of traffic calming initiatives. While

new approaches are being evaluated, the Department will continue to work closely with Transportation
on the strategic placement of these devices, to minimize their impact on emergency response times.
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Hotel/Motel Taxes

Jan Hawn, Director tel: (425) 452-6846

Annual Scorecard of Performance Measures

2008
2006 2007 2008 2008 Target Met
Key Performance Measures Actual | Actual | Actual | Target | or Exceeded
Program: Economic and Cultural Development Budget $ 7,864,000
Effectiveness
1. Cost in millions of economic impact generated $22.3 $17.9 $19.4 $22.4
2. Coverage ratio (operating revenue/operating expense) 90% 92% 97% 93% v
3. Customers service rating food & beverage service/ o o o o v
quality “good” to “excellent” 95% 95% 96% 95%
4. Pusto’mers serwce”ratlng quality of facility/equipment 97% 99% 99% 95% v
good” to excellent
5. Number of hotel room nights generated (thousands) 16.2 15.9 16.2 18.0
Workload
6. Number of Meydenbauer Center events 401 382 396 406
7. Theater Days Booked 299 313 322 324
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Hotel/Motel Taxes

Analysis of Key Performance Measures

General Discussion:

These measures are monitored to assure that the Bellevue Convention Center Authority
(BCCA) fulfill its mission by supporting the operations of the Meydenbauer Convention Center

to:

provide an economic engine to the community to create jobs, tax revenues, and commercial
activity;

operate in a manner that continues its competitive position in the marketplace;

maximize local hotel room use to support the hotel industry; and

provide a facility for community events and performing arts while maintaining a self-
supporting status.

Significant Issues:

The regional recession’s impact on hotel / motel activity was significant. Lodging tax revenue
collections increased by only 1% in 2008. This small increase was primarily a result of a small
increase in room rates offset by a decrease in occupancy (down 6.3%). Collections for 2009
are expected to decline by 15% due to the recessionary impact on the hotel industry.

Economic Engine

One of the primary benefits Meydenbauer Convention Center provides to the community is
economic impact. Events at Meydenbauer Convention Center bring people into the City,
generating hotel and sales tax dollars for the region, stimulating employment, and increasing
business activity. Information obtained from the International Association of Convention and
Visitors Bureaus (IACVB) is used to calculate the economic impact of Meydenbauer
Convention Center activity. Based on the 2008 data, the estimated economic impact
attributable to Meydenbauer Convention Center activity was $19.4 million, which was $3.0
million below target but $1.5 million greater than 2008 estimates.

Competitive Position in the Market Place

Meydenbauer Convention Center's coverage ratio (ratio of operating revenues to operating
expenses) for 2008 was 97%, exceeding its target of 93%. This rate compares favorably to
the industry norm, which ranges from 65% to 75%.

Meydenbauer Convention Center continues to achieve an exceptional customer service
rating. Customers are pleased with staff, food and beverage services, as well as the quality
of the facility. The 2008 rating food and beverage rating exceeded the target, with 96% of
customers rating service and quality “good” to “excellent”. The overall customer service
rating was at 99% compared to 95% target.

The number of events held at the Meydenbauer Convention Center totaled 396 in 2008,

which was 2% below target. This was primarily due to a decline in bookings, as well as
cancellations of banquets and receptions as a result of the economic downturn.
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Community Events

Theatre activities was also impacted by the economic downturn. While performances
exceeded target, attendance was 11% below expectations. Theatre days booked was just
below target, totaling 322 in 2008. The Theatre’s coverage ratio for 2008 activity was
favorable, finishing at 63% compared to 53% budgeted.

Maximizing Hotel Use

Meydenbauer Convention Center generated 16,200 hotel room nights attributable to events
held at the Center in 2008 - a 2% increase over 2007 activity. Bringing people into Bellevue
hotels generates hotel and sales tax dollars for the region, stimulates employment, and
increases business activity. This measure is based on actual room nights booked for
specific conventions. This methodology does not capture room nights booked outside the
block — such as bookings made through the internet, which are becoming more prevalent
with the discount prices available.

Steps Taken to Improve Performance/Next Steps:

The Theatre at Meydenbauer revised rental and labor rates and streamlined booking
policies

Pursuing matching grant funds to leverage limited resources and capital improvements need
Working with the Board of Directors and the 4Culture-advisory committees to create a
stronger working relationship

Bellevue Conventions Sales staff participated in 12 of 13 travel / tradeshow opportunities.
Tradeshow participation exposed Bellevue Washington Conventions to 13,622 qualified
meeting planners attending tradeshows and industry events.

Worked with ad agency and local and national publications to plan and begin
implementation of 2009 marketing strategies

Worked with Bellevue Downtown Association on design of a new set of Guides that will
better support the Convention Sales team by consolidating visitors information into one
publication
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Human Resources Department

Yvonne Tate, Director  tel: (425) 452-4066

Annual Scorecard of Performance Measures

2008 Target
2006 2007 2008 2008 Met of
Key Performance Measures Actual | Actual | Actual | Target Exceeded
Program: Organizational Development & Employee Training Budget $ 208,000
Workload
1. Percentage of training classes facilitated or coordinated 70 60 60 75
Program: Staffing Budget $ 1,578,000
Effectiveness
2. Average percent of minority applicants per recruitment 26% 33% 29% 32%
3. Percentage of minority candidates hired 12% 14% 10% 18%
4. Percentage of staff successfully redeployed internally 0% 0% 0% 75%
and/or externally
Efficiency
5. Average weeks to fill a position (from job posting to job 8 8 9 6
offer) (ICMA Standard: 8-12 weeks)
Workload
6. Number of recruitments coordinated 135 181 106 90
7. Number of applicants reviewed/processed 3,371 4,349 3,966 5,000
8. Number of career fairs attended and other outreach
L 3 3 6 3
activities conducted
9. Average number of applicants per recruitment
* = internal recruitments 31/6* 24/23* 46/5 55
10. Number of Union Contracts settled within six months of
oo N/A 6 2 2
expiration date
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Human Resources Department

Analysis of Key Performance Measures

General Discussion:

Human Resources provides personnel support to employees and managers with the goal of
hiring and retaining qualified, highly skilled employees, ensuring all actions are in compliance
with internal policies and procedures, union contracts, and applicable federal, state and local
laws. Human Resources provides services in Staffing (compensation, labor relations,
recruitment and selection, employee relations, HR technology, and HR administration), Health
and Retirement Benefits, and Training and Organizational Development (OD).

Generally, staffing in Human Resources was relatively stable in 2008. The Limited Term
recruiter was hired in February 2008 and began to make significant strides in marketing the City
as a destination employer. In September 2008, the Compensation/Labor Manager position
became vacant and remained vacant for the rest of the year. From a City-wide perspective, in
December 2008, there were restrictions on filling vacancies and this in turn began to impact
recruitment and selection and employee retention efforts. It is anticipated 2009 will continue to
have these restrictions, the impacts will become more pronounced, and HR will need to make a
stronger shift toward employee retention and alternative staffing.

Finally, in 2008 there were significant changes in family leave and employment federal and state
laws which required significant Human Resources staff time to ensure the City’'s legal
compliance associated with appropriate interpretation and implementation of the new laws.

Significant Influences:

Program: Organizational Development & Employee Training

In 2008, 60 training classes were facilitated and/or coordinated providing employees training in
the following disciplines: Employee Leadership Development, Manager/Supervisor Skills
enhancement, Recognizing Workplace Harassment in a Diverse Workforce, Business Writing,
Building Working Relationships, Using Competencies in Performance Management, Emotional
Intelligence in a Stressful Environment, Building Communications Skills, New Employee
Orientation and Career Development. There was a total of 945 registered participants. The
target number of training classes for 2008 was 75, but this was unachievable due to 2008
budget constraints and training cost increases. As such, Training staff maintained the existing
training plan from 2007.

Eight networking events were coordinated for the Large Management Team in 2008. These
programs facilitate cross departmental communication and provide an opportunity for managers
to communicate outside of their span of control. Lessons learned from department challenges
are shared to promote organizational learning. In 2008 OD partnered with the Information
Technology Department to infuse the IT job descriptions with a set of competencies that help
achieve the department’s organizational goals.

The training programs conducted in 2008 continue to attract an audience and will be a part of

the training plan for 2009. Two new training programs have been added for 2009: “Customer
Service in The Public Sector” and “Ethical Excellence in The Public Sector.” One major change
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for 2009 will be to work with the One City core team to refine training programs that meet their
goals to accomplish One City objectives.

Program: Staffing

Compensation: The unrepresented compensation system has been maintained and is current.
From January 1, 2008 through December 31, 2008, 68 filled and vacant positions were studied
for either classification or market competitiveness. The 2009 work plan anticipates a similar
volume of study activity. Additionally, the base salary compensation structure for unrepresented
positions was adjusted by cost of living to further maintain a competitive market position.

Labor Relations: The City currently has nine (9) union contracts which in total represent 50% of
our workforce. Three contacts were settled in 2008: Police Support Guild; Battalion Chiefs &
Fire Marshal; and Building Inspectors & Plans Examiners. The Police Support Guild
(Dispatchers and Police Records staff) had sought new representation and was certified in
March 2008. The Battalion Chief & Fire Marshal bargaining unit was certified as a new unit in
June 2008. The Building Inspectors & Plans Examiners labor agreement expired December 31,
2006. After almost two years of negotiations and mediation, a settlement was reached in May
2008.

Four contracts will expire on December 31, 2009: Fire Fighters; Parks & Ultilities Workers;
Building Inspectors & Plans Examiners; and Police Support Guild. Negotiations for these
contracts will begin in June 2009. In 2009, we will also be bargaining the impacts of positions
leaving the City to provide services under NORCOM.

Recruitment & Selection: In 2008, the volume of recruitment was lower than the previous year
due to the downturn in our economy, lower revenue projections, higher than anticipated cost of
living adjustments, and appropriate budgetary stewardship by each department. There were
12.6% less vacancies filled in 2008 than the prior year; however, 2008 figures were still 23%
greater than 2006. In addition, the City of Bellevue saw a slowing in the number of employees
retiring given the impact of the financial market, the effects to employees’ retirement portfolios,
and the cost of maintaining medical coverage. There is a significant cost-benefit to retaining
gualified workers, given the recession and the City’s limitation on filling vacancies.

2008 vacancy data shows 203 vacancies were filled through 106 recruitments which yielded
3,966 applications submitted for employment for FTE and LTE positions. Of these vacancies,
approximately 42% were new hires, 25% were promotions, and the remaining 33% were
appointments or administrative-type transfers.

One measure that the City has used to evaluate the efficiency of the recruitment process is by
the average number of weeks it takes to fill a position. The average process for 2008 was nine
weeks in length from job posting to offer which is slightly higher than the prior two years. In
today’'s competitive environment, recruitment time periods are yielding an average of 8 to 12
weeks in most public sector arenas — longer recruitments are sometimes necessitated when
there are highly specialized jobs such as in the fields of engineering and inspection. City
departments manage the time frame for their respective recruitment processes and take great
strides to include their teams in the evaluation process which will continue to have a direct
bearing on the average weeks it takes to fill a position. City departments find great value in
processes that are more transparent and inclusive by allowing team input and providing
measures that ensure the candidates possess the necessary skills to be successful on the job.

Community and diversity outreach projects in 2008 doubled in an effort to build better
networking opportunities for staffing and recruitment, e.g., job fairs, networking with community
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diversity programs, marketing through minority publications and websites, etc. Due to a lower
number of recruitments for 2008, the number of minorities per recruitment was lower than
anticipated, yet was still 3% higher than 2006.

In 2008, one employee was laid off. Efforts were made to redeploy the employee, however, the
individual chose to be laid off versus applying for opportunities within the City.

Program: Benefits

The City’s self-insured health benefits plan experienced higher utilization in 2008 after two years
of flat claims experience (in 2006 and 2007). The 2009 rate increase for these plans was 15%.
During 2008, the City successfully transitioned COBRA and Flexible Spending vendors from HR
Simplified to COBRA Management Services and Flex-Plan Services, respectively. HR staff
continues to review industry trends and programmatic developments to identify opportunities for
improvement to Bellevue’s employee benefits programs.

Benefit Program Compliance — In 2008 (effective January 1, 2009), implemented the new
Washington State law allowing unmarried dependent children to be covered under insured plans
to age 25. This change in legislation required signed affidavits from all employees covering
children over age 19 under their health insurance.

Communications — Updated the contents of health and welfare benefit information packets for
new hire orientation, called Bellevue Beginnings, which is held twice a month. As a department,
created a consolidated brochure for employees to reference called: “Benefits in Focus,” which
includes health, retirement, and other City programs offered to employees.

Wellness Program — The City’s Wellness program, aimed at promoting healthy lifestyles and
emphasizing the City's core value of “Commitment to Employees,” continued in 2008 and will
continue in 2009. Programs included Weight Watchers at Work, flu shots, and health
screenings during the Benefits Fair held in conjunction with the City’s annual Employees’ Picnic.

Steps Taken to Improve Performance:

The addition of the Limited Term Employee, Senior Recruiter, has provided a more
concentrated focus on talent acquisition efforts for the City. The addition of the
Compensation/Labor Manager will help mitigate the backlog of classification requests and
provide much needed technical support starting in June 2009 during the negotiation of four
union contracts. Staff continue to work at maintaining excellent customer service and meeting
the needs of the organization.

Next Steps:

Recruitment & Selection

¢ Investigate the JDE requisition module to determine if it will be feasible to provide an
automated process of handling recruitment requisitions.

¢ Expand the features of the E-Gov Alliance Online Application System to include tracking
features which will provide reporting features and reports that allow users to track Return
on Investment (ROI), quality control, and effectiveness of marketing resources.

o Staff will participate in additional diversity outreach efforts with a focus on sourcing
gualified diverse candidates.
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¢ Identify issues and barriers to attracting, acquiring, and retaining talent for the City and
develop recommendations for Leadership to consider to mitigate such issues.

e Secure contracts with temporary agencies to augment the work force for short-term
temporary projects of less than 4 months for IT, clerical, maintenance, accounting, etc.

Benefits
Study ways to slow down the rising cost of health benefits. Plans for 2009 include
continuing to review the intersection of legislated leaves of absence with plan policies
and programmatic designs.

Labor
Continue negotiations on one labor agreement that expired in 2008. Enter into
negotiations for four contracts expiring in 2009 and three expiring in 2010.

Compensation
Compensation-related work remained focused on providing comparable salaries and
benefits to City employees. The City’'s compensation policies, procedures, and
administration of compensation continue to adhere to the following organization principles:

Support the City's Core Values

Attract and retain employees to support the City’s business strategy

Ensure internal consistency of job classifications

Pay fairly, but control costs

Continually build a high-performance culture
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Information Technology Department
Toni Cramer, Chief Information Officer tel: (425) 452-2972

Annual Scorecard of Performance Measures

2008
2006 2007 2008 2008 Target Met
Key Performance Measures Actual Actual Actual Target | or Exceeded
Program: Application Support Services Budget $ 8,818,000
Effectiveness
1. Percentage of customers rating level of consulting
services for business analysis and system design 83% 69% 82% 82% v
as good to excellent®
2. Percentage of customers rating the maintenance
and support provided for their application(s) as 86% 80% 86% 92%
good to excellent®
Program: Client Technology Services Budget $ 3,844,000
Effectiveness
3. Perqentage of Help Desk repair calls resolved at 70% 70% 71% 85%
the time of the call
4. Lessl than the target pgrqentage of Help Desk 149, 16% 14% 12%
repair calls resolved within 4 hours
5. Lessl than the target percentage qf Help Desk 5% 6% 6% 39%
repair calls resolved the next business day
6. Percentage of customers rating satisfaction with o o o o
Desktop Support Services as good to excellent 95% 89% 91% 95%
Workload
7. Number of PCs supported/number of technicians 1400/3.5 | 1450/4.0 | 1477/3.5 | 1500/4.5
Program: Network & Systems Support Services Budget $ 5,434,000
Effectiveness
8. Perlcentagg of time phone system fully functional 99.9% 99.9% 99.9% 99.9% v
during business hours
9. Perlcentagg of time servers are fully functional 99.9% 99.9% 99.9% 99.9% v
during business hours
Efficiency
9. Cost of City phone line vs. phone company
business line (City phone cost per month/phone $17/$37 | $17/$37 | $17/$37 | $15/$37
company business line per month)
Workload
11. Number of servers supported“’) 120 135 180 135
12. Number of phone lines/number of technicians 1679/.95 | 1773/.95 | 1792/.85 | 1700/.85

(a) Normal problems encountered in the implementation of new systems are expected to impact overall customer satisfaction.

(b) Includes virtual servers.
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Information Technology Department

Analysis of Key Performance Measures
General Discussion:

The mission o f the Information Tech nology D epartment (ITD)is to Inspire, Innovate, and
Deliver. O ur objective is to use technology to enhance co mmunity participation and pr ovide
exceptional public service. This objective is guided by the following principles:

¢ Bring City services to customers’ doorsteps

¢ Make information easily and broadly available

e Promote active community involvement and participation

e Facilitate affordable high-speed connectivity solutions throughout the community
¢ Play a leadership role in utilizing technology to enable regional service delivery
¢ Strengthen operational efficiencies

e Leverage investments to improve the quality of service

The metrics selected for the annual scorecard identify and m easure the Department’s success
at delivering technology services to our clients. This includes servers and voicemail being fully
functional during business hours; the value of consulting services for business analysis and
system design; and the performance of our Help Desk to ensure that services are easy to obtain
and are adequately meeting our clients’ business objectives.

Significant Influences:

In the first part of 2008, ITD operations were significantly influenced by the steady growth of the
City organization and business lines and their demands on technology infrastructures and
services. In the latter part of the year, the economic slowdown, and its related impact on the
ITD’s budget, has created challenges as the D epartment continues to provide services toits
partners. These influences will continue to impact ITD operations well into 2009. Other
influences include:

Applications

Substantial e ffort was directed toward i mproving the value of the consulting services that we
provide to our partners and users. Our efforts in this area during 2008 improved the satisfaction
level to 82% (up from 69%), which is consistent with many of the best years that we have
tracked this measure.

The City continues to make substantial financial and resource investments in enterprise
systems to ensure we get the maximum return in effective and efficient services. T hese
systems include the JDE Enterprise Resource Planning (ERP) system that is primarily focused
on financial and HR functions, the Enterprise Content Management (ECM) system for managing
all forms of electronic documents and content, the Maximo Maintenance Management System
to manage City infrastructure assets (pipes, pumping stations, vehicles, etc.), and the Customer
Relationship Management sy stem t o track ci tizen r equests and i mprove ov erall cu stomer
service. All of these systems are being built at an enterprise level, not just looking at the needs
of a si ngle department, and follow our approach of acquiring robust systems that meet many
needs. As an example, the ERP system is now substantially implemented and we are entering
a phase where we are continuously looking for ways to utilize this investment to drive business
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process changes and i mprove e fficiency. T his approach ( of maximizing our i nvestmentin
enterprise systems) will be the primary focus of Application Services over the next few years.

Desktop Support Services

Calls to the Help Desk continue to rise, increasing from to approximately 20,000 calls from
15,000 last year. This is supported by 3.5 technicians which exceed the industry standard of
calls per technician. The complexity of the calls received has required more assistance by the
advanced level technical assistance for resolution of the calls and is supported by 2.0 level 2
technicians, one for desktop issues and one for telephony.

Satisfaction with Help Desk Services improved to 91% in 2008 (up from 89%). This is in part
due to the filling of vacant positions. This has led to improved customer satisfaction by
eliminating the use of temporary agency staff who, regardless of how well intentioned, do not
provide the same delivery service results as full time staff.

Network & Systems Support Services

The City’s phone system has been quite stable over its life. With almost 1,800 handsets, 80%
are connected via traditional copper cables and 20% via the data network. A significant
influence impacting the phone system is the convergence of voice, data and video. In 2008, the
voicemail system was replaced w ith new functionality i n the email sy stem called uni fied
messaging, w hich put s voicemail in the sameinboxas email. This has created i ncreased
efficiency for staff, at a lower cost.

Servers, w hich run the City’s applications, co ntinue to grow at 30% annually. T his growth
reflects the City’s investments over the years in enterprise and department applications that run
major operations and critical services (as noted above in Applications). Coupled with the growth
in servers is the growth in electronic storage, including data from Applications and staff. This
includes digital media (e.g., video and photographs), which represent a significant portion of the
growth.

The City’s IT infrastructure continues to be upgraded and refreshed on a regular basis in order
to meet user needs, respond to industry developments, and meet compliance requirements.

Network security continues to be a priority and requires aggressive patch management and
tools for scanning, monitoring and pr otecting the different entry points to the City’s network -
email, internet and P Cs. M andated se curity r equirements from t he P ayment C ard | ndustry
require additional resources to be applied for security initiatives, including new tools, audits and
staff training. The fiscal implications of a security breach are noteworthy and drive us to allocate
an increasing amount of resources into this arena. In addition, new legislation governing
records management of emails and web sites drives a m ajor revamp o f our em ail archival
processes, training and archival system.

Steps Taken to Improve Performance:
Department-wide initiatives occurred in 2008 that positively influenced ITD’s performance:

o Implementationofa newl T job cl assification system t hat w ill su pport r ecruitment,
retention and development of IT staff.
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The e stablishment o f core co mpetencies fort he D epartment, upd ated technical
requirements for each position, and ar evised performance app raisal pr ocess for al |
staff.

With an e mphasis on co mmunication and knowledge t ransfer,t he Department
expanded its management team to include IT Leads.

Applications

With a focus on improved consulting, the following steps were taken:

o Established and reinforced co mmunications with primary business owners.
Regular m eetings were established with the Business Systems Manager in I T
and the owners of major sy stems. A dditionally, we continued to reinforce the
work of the C AB (Change Advisory B oard) to improve ov erall co mmunications
and coordination of IT initiatives.

0 Focused efforts of staff to consistently look for oppor tunities t o so Ive sp ecific
business problems being encountered.

Continued effort in supporting the creation of a regional Public Safety communications
consortium ( NORCOM) t o i mprove di spatch op erations. C reation o f this entity was
approved by participating agencies.

Continued emphasis on best practices related to project management, including better
definitions of roles and responsibilities.

The City processed $5.4 million in internet transactions in 2008, up f rom $950,000 in
2007.

Desktop Support Services

Re-engineering processes to improve consistency in how service calls are opened,
managed and tracked. We have also developed checklists and forms for use by Help
Desk s taff to i mprove c onsistency and ens ure the right i nformation i s collected and
available for problem-solving. This process change is improving communication and
diagnostics between technical teams and the user.

Training IT Technicians on a tiered support structure (best practice) so each
understands their roles and responsibilities clearly for all types of calls for help. In the
past, many “drive by” and personal contacts went untracked. This impeded the ability to
spot trends and identify common causes. Now all calls are tracked and staff understand
that they may play several roles in solving a users problem.

Network & Systems Support Services

Security: A security risk assessment was conducted to comply with the Payment Card
Industry r equirements for cr edit ca rd pr ocessing and to identify ar eas of risk. An
employee | nformation Security A wareness and Training pr ogram w as created and
presented to many current employees and all new employees.

Voicemail: The Cit y’'s voicemail sy stem was replaced with unified m essaging t hat
combines email and voicemail in one system.
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Data Storage: The Storage Area Network was expanded to allow for growth in email
and electronic files. An archiving product has been implemented to increase the amount
of disk space that is available by archiving files that haven’t been accessed in the past
12 months.

Email Management: An enterprise-wide effort to implement an email archival process
and train all City staff was completed in order to help the organization comply with state
record requirements and respond more efficiently to public disclosure requests.

Server Consolidation: During annual server replacement, new initiatives were launched
to consolidate and r educe the number of servers by the expansion of new technology
that reduces the need for physical equipment and by co mbining test and production
servers into a shared environment. This helped reduce overall energy consumption,
equipment replacement and support costs.

Internet: Using a competitive process, Internet services were increased. This provides
the City with the flexibility to have additional bandwidth on demand in order to meet new
customer-facing Internet technologies.

Next Steps:

Applications

Continue to work with cu stomers to identify ways that we can enhance the ability of
Systems Analysts to be fully engaged and be knowledgeable of their customers’
operations.

Continue building on our efforts to improve standard processes to ensure we operate
consistently and utilize industry best practices.

Continue r efining so ftware dev elopment bes t practices t o dec rease dev elopment
timeframes, ensure consistency and increase flexibility and responsiveness to customer
needs.

Desktop Support Services

Continued cross-training of all help desk and service desk staff to ensure best practices
are carried out.

Finish upgrading the current helpdesk software to its latest version, offering additional
functionality for staff to meet customers’ needs. This includes using a web portal for
customers to report and review their open calls.

Training: Revamp the C omputer Training P rogram, w ith t he g oal of offering users
training that better meets their needs.

Network & Systems Support Services

Server Consolidation: An initiative has begun to control the growth in servers and their
associated costs by the consolidation of database and appl ication servers and use of
virtual se rvers, w hich ¢ ombines many se rvers i nto one phy sical se rver. Expected
outcomes include reduced cost, reduced maintenance labor and energy savings.
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Storage: The enterprise storage system is at end-of-life and will be replaced with a
system thatis better a ble to st ore files on dem and w ithout sy stem di sruption, with
management tools to monitor growth trends and with increased resiliency of the entire
system.

Network: A s the co re net workr eaches end-of-life andi s replaced, addi tional
redundancy will be planned to increase availability and reliability because of the critical
systems it su pports. The ne twork will al so ex pandt oi nclude t he new I ntelligent
Transportation System.

Security: The growing complexity of the IT infrastructure requires on-going monitoring

and protection. ITD will rely increasingly on services (e.g. spam filtering) and tools (e.g.
intrusion detection and video surveillance) to address evolving risks.
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Office of Economic Development

Robert Derrick, Director tel: (425) 452-4374

Annual Scorecard of Performance Measures

2008
2006 2007 2008 2008 Target Met
Key Performance Measures Actual | Actual | Actual | Target | or Exceeded
Program: Economic Development Budget $485,892
Effectiveness
1.  Number of Recruitment inquiries processed 53 87 116 90 v
Workload
2. Total inquiries 183 332 350 300
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Office of Economic Development

Analysis of Key Performance Measures
General Discussion:

The Office of Economic Development (OED) seeks to develop a strong, stable and sustainable
Bellevue economy through targeted economic development strategies and through the general
improvement of the City’s quality of life. OED focuses on sustaining good relationships with
both business and public economic development organizations, such as the Bellevue Chamber
of Commerce and enterpriseSeattle. It provides business ombudsman services, and works to
promote Bellevue as a center for international trade and a destination for tourism. OED is also
working to promote and support Bellevue’s small business community.

Significant Influences:

The targets were met once again in 2008 for the Economic Development program’s number of
recruitment inquiries processed (116 versus a target of 90). Significant issues that contributed
to achieving the target include an initial strong economy early in the year that resulted in
continued business recruitment inquiries and major office, retail and residential development.
Surprisingly the level of these inquiries continued throughout the year notwithstanding the
rapidly declining economy during 2008. In addition, this activity was enhanced through the
coordinated work with the Bellevue Economic Partnership, Bellevue Entrepreneur Center,
enterpriseSeattle, Trade Development Alliance, Prosperity Partnership, Bellevue Downtown
Association, Bellevue Chamber, Meydenbauer Center, and other economic development
partners.

OED also measures the Bellevue economy. This is presented with proxy measures using
different city taxes and other economic measures to show how the economy is performing.
Implied is the relationship between OED’s and the City’s roles in affecting Bellevue’'s economy
through its programs and infrastructure funding. See attached spread sheet.

Steps Taken to Improve Performance:

The Office of Economic Development became its own department at the beginning of 2007,
when it was transferred out of the City Manager’s Office. OED is currently developing its new
programs and activities and is reporting the steps taken to improve performance during. In
addition, management of the Sister City program was transferred to OED from the City
Manager’'s Office. During 2009, separate and updated Sister City performance measures will
be developed.

Next Steps:

In 2009, OED will use a new set of performance measures. While the recruitment activity
standard (from 2006) will still be utilized, the following measures will be added. These
measures will chart the performance of the OED and the Bellevue economy. See attached
spread sheet.

e Recruitment inquiries processed—annual number.

e Total inquiries processed—annual number.
¢ Change in commercial vacancy rate—annual rate and rate change.
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Change in number of targeted businesses—annual change or percent share.
Change in sales tax—annual rate change and amount.

Change in business and occupation tax—annual rate change and amount.
Change in lodging tax—annual rate change and amount.

Change in commercial assessed value—annual rate change and amount.
Impact of City Budgets on the local economy—annual amounts with multipliers.

Also in 2009, OED will continue to concentrate its efforts on small business development and
international trade. The marketing plan and tourism plan will be completed for use in 2009.
OED will also explore development opportunities and project management. Measures for those
programs will be established when those programs commence. During 2008 and in 2009, OED
will examine direct land development options to further the city’s goals in reviving the
neighborhood centers and to focus economic development activities in implementing the
recently approved commercial area plans in the Wilburton/NE 8" area, Crossroads, Factoria
and Bel-Red Corridor.
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Parks & Community Services Department

Patrick Foran, Director

tel: (425) 452-5377

Annual Scorecard of Performance Measures

2008
2006 2007 2008 2008 Target Met
Key Performance Measures Actual Actual Actual Target | or Exceeded
Program: Probation Services Budget $ 1,699,000
Efficiency
1. Jail cost savings from Electronic Home $270,000 | $274.000 | $290.000 | $270.000 N
Detention program ' ’ ' '
Workload
2. Numbgr of jail days served on Electronic Home 6,114 5776 5226 5,000
Detention
Program: Human Services & Cultural Diversity Budget $5,424,000
Effectiveness
3. Perceptage of contract goals met by contracted 91% 86% 86% 85% N
agencies
Program: Recreation Services Budget $6,622,000
Effectiveness
4. Percentage of youth and their parents rating 92% 89% 90% 90% N
programs as good or above
5. Perggntage of Spemal Community Services 94% 89% 90% 93%
participants rating programs as good or above
Efficiency
6. Cost per Youth Service visit $8.10 $8.20 $8.20 $8.00
7. Percentage of cost recovery for merit programs 94% 93% 93% 95%
Workload
8. Number of visits to Recreation Services 738.163 760,303 758.815 650,000
programs
Program: Enterprise Services Budget $5,609,000
Effectiveness
9. Percentage of Enterprise Services cost 103% 100% 103% 100% N
recovery
Workload
10. Number of rounds of golf, Bellevue & 71.424 75913 79,883 71,000
Crossroads Golf Courses
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2008

2006 2007 2008 2008 Target Met
Key Performance Measures Actual | Actual | Actual | Target | or Exceeded
Program: Resource Planning & Management Budget $19,020,000
Effectiveness
11. Percentage of citizens surveyed rating
appearance of Bellevue parks and parks facilities 95% 97% 94% 85% \
as good or excellent
Workload
12. Acres of City property managed 2,612 2,657 2,696 2,748
Program: Planning, Design & Project Management Budget $13,314,000
Effectiveness
13. Pgrcentage of cmzens'ratlng overall satisfaction 83% 89% 90% 85% N
with parks and recreation as good or better
14. Percentage of households that have visited a 81% 81% 84% 85%

Bellevue park or park facility in the last year
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Parks & Community Services Department

Analysis of Key Performance Measures

General Discussion:

The Bellevue Parks & Community Services mission is to build a healthy community through an
integrated sy stem of exceptional parks, open space, recreation, cultural and hum an services.
The D epartment acco mplishes this mission t hrough six m ajor p rograms: Human S ervices &
Cultural Diversity; Enterprise Services; Planning, Design & Project Management; Probation
Services; Resource Planning & Management; and Recreation Services.

The D epartment se lected per formance m easures that pr ovide ag ood r epresentation o f
performance across all programs. These measures generally include (1) customer and citizen
satisfaction surveys; (2) cost recovery and budget objectives; and (3) workload measures that
may help explain the results of effectiveness and efficiency measures. Analysis of actual versus
planned performance in 2008 reveals the following conclusions:

o Citizens continue to visit t heir par ks to a hi gh degree, and ar e pl eased w ith the ov erall
quality and appearance of Bellevue parks and recreation facilities and programs.

o Recreation Services program participants report high levels of satisfaction with these
programs.

¢ Human S ervices contract ob jectives are bei ng m et, s uch as providing co unseling and
employment training, subsidizing child care, and providing shelter or food to those in need.
The Parks Enterprise program met its cost recovery objective.

e The E lectronic Home D etention ( EHD) p rogram pr oduced high levels of jail fee savings
relative to program costs and met targets established in the 2007-2008 Budget.

Significant Influences:

The section bel ow pr ovides some sp ecific explanations of 2008 actual v ersus planned
performance.

e EHDjail cost savings of $290,000 are a 5 % increase over 2007 results. Overall, EHD
program costs were more than offset by the combination of jail savings and EHD program
fees in 2008.

e Enterprise Services cost recovery met or exceeded 100% for the eighth consecutive year.
The number of golf rounds increased by 5%, and E nterprise S ervices expenditures were
controlled throughout the year to meet established cost recovery targets.

e The total park and open space inventory increased to 2,696 acres due to the addition of
streetscapes acreage und ert he m anagemento ft he P arks & C ommunity S ervices
Department.

e 1In 2008, 90% of Bellevue citizens reported overall satisfaction with the quality of parks and
recreation in B ellevue as good or be tter. Within t his measure, 51 % gave the City t he
highest rating for their overall satisfaction with parks and recreation.
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Steps Taken to Improve Performance:

o Completed several capital projects, including Phase One development of the Mercer Slough
Environmental Education Center, Highland Skate Park, Ashwood Plaza, and the Crossroads
water play area.

o Continued the master planning process for Meydenbauer Bay waterfront, Surrey Downs,
Ashwood Park, Eastgate area park property, and the Bellevue Botanical Garden.

e Worked with City Council, Parks & Community Services Board, and co mmunity groups to
successfully obtain voter approval of the Parks & Natural Areas Levy in November 2008.

o Worked with other e-Gov Alliance cities in an ongoing effort to improve access to parks and
recreation services through web-based technology tools for citizens throughout the region.

¢ Continued to incorporate performance measures and standards in contracts and partnership
agreements, including human service, park maintenance, and recreation programs.

e Worked closely with the Police D epartment, the City Prosecutor, and t he B ellevue District
Court t o ensu re that m isdemeanants received t he m ost app ropriate a nd co st e ffective
sentencing option, including probation and EHD.

Next Steps:

Overall, 2008 performance m easures indicatet hatt he P arks & Community S ervices
Department is making significant progress toward achieving our goals. The department remains
committed to striving for higher levels of performance in the future through the following steps:

e Update the Parks and Open Space Plan in compliance with State Growth Management Act
requirements. Adoption will take place in 2010.

¢ Initiate work on t he 2009-2010 Human Services Needs Update, t o € nsure t hat co ntract
goals are responsive to the community’s need for human services.

e Update program plans for older adults and the Bellevue youth theater.

e Continue the master planning process for Meydenbauer Bay waterfront, Ashwood Park, and
the Eastgate area park property.

e Begin implementation of the 2008 P arks & Natural Areas Levy projects, starting with the
synthetic sportsfields at Wilburton and Newport Hills parks.

e Strengthen the marketing and communications function within the Department to ensure the
relevancy and effectiveness of department programs.

¢ Continue to actively monitor citizen satisfaction and utilization data. 2008 citizen survey
results improved ov ert he priory ear, and overall r esults are co nsistent w ith | ong-term
performance.
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Planning & Community Development Department

Matt Terry, Director

tel: (425) 452-6191

Annual Scorecard of Performance Measures

2008
2006 2007 2008 2008 Target Met
Actual | Actual | Actual Target or
Key Performance Measures
Exceeded
Program: Housing Budget $2,044,117
Effectiveness
1. Produce 110 new low income housing units per year 30 7 101 110
Efficiency
2. Leverage use of Housing Fund dollars by at least 1:5 1:45 1:25 1:40 15 \
Program: Neighborhood and Community Outreach Budget $2,396,039
Effectiveness
3. Percent rating their neighborhood good or excellent 90% 94% 91% 92%
Program: Comprehensive Planning Budget $2,693,203
Effectiveness
4. Cltlze_n satisfaction with the job City is doing in 69% 70% 71% 65% N
planning for the future
5. Numper of c[tlzens involved in major comprehensive N/A N/A 360 new N/A
planning projects measure
Workload
6. Number of major comprehensive planning projects N/A N/A 3 new N/A
underway measure
7. Number of focused demographic/economic reports N/A N/A 10 new N/A
measure
Program: Mediation Budget $ 205,872
Workload
8. Percentage of agreements reached in mediation 68% 68% 74% 80%
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Planning & Community Development Department

Analysis of Key Performance Measures

General Discussion:

The mission of the Planning and Community Development Department (PCD) is to help create
and sustain a quality natural and built environment and to guide growth and change in a manner
that preserves and enhances the character of the community. PCD staff work with residents,
businesses, el ected | eaders, and o ther depar tments t o ach ieve B ellevue’s potential as an
outstanding city in which to live and work.

PCD acco mplishes this m ission t hrough four program ar eas: C omprehensive P lanning,
Community D evelopment, N eighborhood and C ommunity O utreach, and H ousing. These
performance measures are chosen because they reflect the following mission-critical functions
of the department:

Increasing satisfaction with neighborhood quality and planning for the City’s future.
Providing timely and cost effective customer service.

Accomplishing an array of policy objectives established by Council.

Producing a safe and vibrant built environment.

This year’s scorecard includes several new measures for PCD, with new targets to be
established. This reflects the break-out of the Development Services Department from PCD
which occurred in July 2008.

Significant Influences:

Programs: Comprehensive Planning, Housing, Neighborhood and Community Outreach

Comprehensive P lanning: Thet argetw as meti n 200 8 fort he C omprehensive P lanning
Program’s “citizen satisfaction with the job the City is doing in planning for the future,” and the
current 71% approval rating remains remarkably close to the last two years (69% and 70%
respectively). The year 2008 was another intensive period on the long-range planning front, with
high-profile planning initiatives including the Bel-Red Subarea, Meydenbauer Bay, and light rail.
New commercial and residential development activity also continued at a high level, particularly
in the Downtown, though the pace was slowing as the economic recession became increasingly

apparent.

Housing: In 2008, the C ity pr oduced 101 low i ncome units (publicly subsidized) and 22
moderate income units. Although not meeting the target of 110 low and 78 m oderate income
units, this is still a significant improvement over counts since 2004. In 2008 Bellevue’s Housing
Fund co ntributed $1, 758,000 t o t hree | arge a ffordable housi ng pr ojects serving m ostly | ow-
income residents. The low production in 2008 of moderate income units is attributed to several
factors:

¢ Increase in housing costs for both ownership and rental housing units.

101



o Market development is currently not producing new affordable units, even at the
moderate income (80% area median income) level.
e The City’s existing voluntary incentive program is not being utilized by developers.

Recognizing the affordable housing challenge, in October 2007 the Council approved a 2-Phase
Housing work program intended to re-visit the City’s affordable housing strategies and m ake
adjustments as needed. This work continued in 2008. In Phase 1, the Council revised Housing
Trust Fund priorities to enable City subsidy of new construction for affordable senior and family
housing. Under the previous Trust Fund priorities many of the units funded in 2008 would not
have been considered eligible for Bellevue assistance. Phase 1 also targeted intensive work on
workforce/affordable housing strategies for the Bel-Red redevelopment area. Bel-Red Subarea
Plan policy (adopted 2/17/09) includes aggressive targets for affordable and workforce housing,
and Bel-Red land-use code (adopted 5/18/09) includes first tier zoning incentives for affordable
housing, and new zoning to create the potential for 5,000 additional housing units by 2030.
Phase 2 of the Housing work program is now underway, with consideration of additional City-
wide strategies that can help address the affordable housing gap. These strategies include a
short-term property tax exemption for multi-family housing, review of existing regulations for
accessory dwelling units and additional voluntary incentives for affordable housing.

Neighborhood Outreach: The Neighborhood and Community Outreach measure “% of residents
rating their neighborhood good or excellent” declined slightly from a rating of 94% in 2007, to a
2008 rating of 91%. This makes the current rating 1 point below the established target of 92%.
While slightly off the target, this high number still shows a strong vote of confidence in the
quality of Bellevue neighborhoods. During this period, the Outreach Team continued work on
the Neighborhood Livability Agenda, with a particular focus in two areas of ongoing interest to
neighborhoods: 1 ) p roperty m aintenance issues in some ol der areas o f the city; and 2)
compatibility of i nfilland “ teardown” dev elopment w ith ex isting nei ghborhood ch aracter. In
addition, the group celebrated milestones of two popular programs — the 20th anniversary of the
Neighborhood Enhancement Program and the beginning of year 15 for the Crossroads Mini City
Hall.

Steps Taken to Improve Performance:

Programs: Comprehensive Planning, Housing, Neighborhood and Community Outreach

This year’s performance showed improvement in several areas as compared to 2007. Increases
were noted in production of affordable housing, housing leverage ratios, neighborhood ratings,
% mediation agreements, and a very modest increase in citizen satisfaction with city planning.
As noted above, this year’s scorecard also shows several new measures, reflecting the break-
out of the Development Services Department from PCD which occurred in July 2008.

Next Steps:

e The 200 9 Comprehensive P lanning work pl ani ncludes a num ber of hi gh pr ofile
initiatives: adoption of Bel-Red Plan and Code amendments, additional work on planning
for M eydenbauer B ay, co ntinuance o ft he a ffordable housi ng w ork program, a nd
intensive work on light rail. This latter effort is anticipated to shift into high gear following
the Sound Transit Board’s adoption of a preliminary preferred alternative for East Link
alignmentin May 2009. Additional m ajor i nitiatives have been i dentified t hat will g et
underway as resources are freed up.
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Neighborhood and C ommunity O utreach w ill co ntinuei ts intensive w orkont he
Neighborhood Agenda, which is a multi-year effort to identify and implement activities to
enhance neighborhood livability. Adoption of Phase 2 N eighborhood C haracter C ode
amendments is anticipated for summer 2009. Other parts of the Neighborhood Agenda
are being brought into alignment with the City’s recession response, in recognition of the
stresses brought on by the current economic situation.
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Police Department

Linda Pillo, Chief of Police Telephone: (425) 452-4334

Annual Scorecard of Performance Measures

2008
2006 2007 2008 2008 Target Met
Key Performance Measures Actual Actual Actual Target | or Exceeded
Program: Communications Budget $6,205,000
Effectiveness
1. Calls answered by call receivers within 10 o o o
seconds 97% 95% 96% 99%
Program: Community Services/Investigations Budget $10,956,000
Effectiveness
2. Number of Crimes where Juveniles were Arrested 489 466 402 475 v
3. Total Part One Violent Crimes
Committed/Assigned to Investigators 184/145 138/107 167/94 150
4, Percentqge of Part One Violent Crimes Assigned 68% 71% 68% 70%
to Investigators that were Cleared
5. Total Part One Property Crimes 4,278/ 4,201/ 4,311/ 4950
Committed/Assigned to Investigators 413 311 686 ’
6. Percentage of Part One Property Crimes o o o v
Assigned to Investigators that were Cleared 35% 34% A40% 35%
Workload
7. Number of Cases with Fingerprint Hits via AFIS 72 65 65 70
8. Number qf Police educatpnal/crlme prevention 308 472 142 200
presentations to community
Program: Patrol Budget $18,602,000
Effectiveness
9. Part | crimes committed per 1,000 population v
(WASPC standards) 38 37 87 42
e esporse e e eesences M | aq [ a0 | 43 | 42
scene) ’ minutes minutes | minutes minutes
11. Cust_omer satisfaction indicating good or excellent 87% 83% 83% 86%
service (survey results)
12. Percentage of citizens who feel safe or o o o o v
moderately safe (customer survey) 92% 95% 96% 90%
Workload
13. Number of crime reports taken by Patrol 11,250 11,080 11,044 11,500
14. Number of felony arrests by Patrol 559 637 562 600
15. Number of misdemeanor arrests by Patrol 1,726 2,225 1,514 2,300
16. Number of warrant arrests by Patrol 683 816 727 800
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2008

2006 2007 2008 2008 Target Met

Key Performance Measures Actual Actual Actual Target | or Exceeded
Program: Traffic Collision Investigations & Enforcement Budget $4,909,000

Effectiveness
17. Injury collisions as a percentage of total collisions 23% 22% 14% 22% v
Workload
18. Citations issued 24,471 19,340 21,414 20,000
19. Collisions investigated 2,103 1,884 1,919 1,900
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Police Department

Analysis of Key Performance Measures

General Discussion:

The Bellevue Police Department’s mission statement emphasizes that “consistently contributing
to our community’s reputation as a safe and vibrant place to live, work, and visit” is the primary
goal of the officers and staff. Further, the Department’s Guiding Principles are Respect,
Integrity, Accountability, and Service, which provide the foundation for each and every action
of all Police employees.

The department provides services in five basic program areas: P atrol, Traffic Collisions and
Investigations, Community Services, Investigations, and Communications. Various performance
measures are used to evaluate the effectiveness and efficiency of all police activities and are
viewed as integral to the process of ongoing policing and pol ice m anagement i n B ellevue.
Obtaining public feedback on pol ice oper ations is one method the depar tmentuse st o
demonstrate accountability and uphold the public’s trust.

The Police Department selected performance measures for its annual scorecard that provide a
wide r epresentation o f the q uantity, quality and out comes of se rvice del ivery. Measures
selected are of direct relevance to the community, such as response times in emergencies,
juvenile arrests, number of violent crimes, and percent of crimes cleared. Each of these areas,
their influences, impacts, and next steps to improve performance, are discussed in the following
sections.

Significant Influences:
Patrol

Response time to critical emergencies increased over one minute in 2008, while at the same
time arrests for felony, misdemeanor and w arrants decreased. S worn of ficer v acancies in
Patrol are responsible for these changes. To fill these vacancies, in 2008 t wenty-one new
officers were hired. Once new officers are “on the books”, they must complete ten months of
training prior to squad assignment. The FTO (Field Training Officer) assigned from P atrol to
train new officers reduced availability to respond to critical emergencies. Essentially, this
reduced experienced officers responding to emergencies and self-initiated activity by 20%.

Patrol's proactive SET unit (Special Enforcement Team) was very successful in 2008, reducing
motor vehicle theft cases by 30%, making over 130 arrests, and recovering over $350,000 in
property. Over the past five years, motor vehicle thefts in Bellevue have been reduced by 65%.
SET continues to receive accolades from the surrounding region for their success in directly
targeting and reducing motor vehicle theft and prowls.

In spite of police vacancies, new officer training, and preparing for new field technologies being
planned for by the new regional dispatching agency called NORCOM, Patrol continues to
provide e xceptional se rvice t o t he co mmunity as seen by the cu stomer se rvice su rvey and
percentage of citizens who feel safe in the city.
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Traffic Collisions and Investigations

The number of total (injury and non-injury) collisions investigated by Traffic increased by 2% to
1,919 in 2008; but the percentage of injury collisions to total collisions showed a significant
decrease. Despite a motorcycle vacancy through most of 2008 and an accident investigation
position that remained vacant during all of 2008, total number of citations issued increased by
10%, to 21,414 in 2008.

New 2008 traffic safety laws on driving with seat belts and cell phones were enacted, and in the
case o f se at bel t en forcement, Washington Traffic Safety C ommission grant funds became
available for dedicated enforcement of this law. The seatbelt law was strengthened to allow it to
be a primary stop offence, and several educational programs were conducted prior to targeted
enforcement actions. The combination of education and enforcement led to a high compliance
rate in our State.

Another law that had an impact was the Cell Phone Usage Law. The two-prong laws effectively
prohibited the practice of texting and mandated the use of hands free devices while operating a
vehicle and using a cell phone. The laws are not primary stop infractions, so compliance at this
time is largely inthe form ofeducation. O fficers do cite for these violations as secondary
offenses when it is judicially lawful and appropriate.

Additionally, environmental effects took place in 2008 that most likely contributed to the lower
number of injury accidents. | n 2008 t he price of fuel reached record highs and reduced the
volume of vehicles on the roadway. There were also several significant snow events that closed
businesses and schools for extended periods of times. These snow eve nts have historically
prevented people from driving and those that do drive tend to exercise an abundance of caution.

Community Services

For all of 2008, Community Services was unable to fill the Crossroads station officer position,
and has had periodic vacancies at its other stations as well, driving the significant reduction in
community education and cr ime prevention presentations. Station officers are an i mmediate
contact for the community and co ordinate problem solving p rojects. To helpfillthegapin
Crossroads, bicycle officers spent more time in the area and at the station. It is anticipated the
Crossroads station position will be filled during the first quarter of 2009.

Station officers downtown and in Factoria continue to be the primary liaison to the community in
which t hey ar e | ocated. T he rapid growth o f d owntown, w hich i ncludes high-rise r esidential
buildings and an ev er increasing night life, is a particular challenge. Station officers are be st
suited to meet the challenges in their area as they have the time to develop the key community
partnerships and can coordinate a problem solving response to issues.

The Bicycle P atrol is very important to the N eighborhood Services Unit. Bicycle officers are
able to bring their unique mobility and knowledge of the street to assist in all types of problems,
especially in the parks and in areas that are not often visible from the street in a car. Our goal is
to continue to enhance this Unit in their ability to be primarily focused on problem solving.

School R esource O fficers (SRO’s) co ntinue to work i n B ellevue’s high s chools, t hough t he
Department has been unable to staff one of the middle school positions. SRO’s develop key
relationships with young people that enable them to intervene in situations before they become
serious. For example, they perform interventions to help students who are beginning to lose
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their way. In 2008, a joint agreement between the Bellevue School District and the Department
clarified that while at school, SRO’s can act in the same capacity as school staff. T his gives
them the ability to intervene into student conduct when that conduct does not result in criminal
activity. The main contract w itht he S chool District was re-negotiated i n 2008 and the
Department and the School District outlined their commitment to continue the program for the
next four years.

Investigations

The amount of sexual assault and adult protective cases continued to rise. The Department of
Social and Health Services is increasing the number of referrals. These types of cases are
community sensitive and state law requires a quick response.

The number of juvenile arrests continues to drop. The demographics of Bellevue is moving
toward an aging population and couples who either have no or few children. However, this trend
has not had an impact on the number of referrals from DSHS. The Department has also focused
efforts through the SRO Program to help reduce juvenile crime both in and out of school.

The number o f P art O ne violent crimes assigned t o | nvestigators continues todropandi s
slightly down from last year. However, the numbers don’t always tell the whole story as cases
vary in complexity and the amount of investigative time needed to bring them to conclusion. For
example, a drive-by shooting in the Crossroads area in 2007 is just now reaching the point
where an ar rest may be made. The case was complicated by witnesses who were not being
truthful about events they allegedly saw.

The percentage of property crimes assigned to | nvestigators that was cleared has increased
over | ast y ear. D uring 2007 and par t of 2008, the F raud U nit was down t o esse ntially one
investigator. During the second half of 2008 the Unit was brought to full strength, which in turn
has caused additional cases to be assigned and cleared as well as eliminating the number of
Fraud cases that property crime investigators had to follow-up on.

Starting i n S eptember 2008 t he For ensics labw as downt o just one ex aminer (the Lab
Manager). The Lab M anager then suffered an injury, w hich caused a r eduction in his work
hours. This created a significant backlog in forensic work.

Communications

The E astside C ommunications Center in t he P olice D epartment di spatches police, fire, and
emergency medical services throughout numerous jurisdictions in King County through its

E-911 telephone systems. King County’s E-911 Program Office requires a minimum of 90% of
911 calls to be answered within ten seconds. In 2008, 95.7% of all calls were answered within
this time frame. In 2008, 175,025 emergency calls were received, compared to 177,750 calls in
the previous year, a decrease of 1.5%.

A significant influence to the Communications Center in 2008 i s the gradual transition to the
regional emergency dispatch center, NORCOM, scheduled for completion in July 2009. Staff
are preparing themselves to be come N ORCOM em ployees and to learn new databases and
computer tools.
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Steps Taken to Improve Performance:
Patrol

The hiring process of Police officers requires a background investigation that is labor intensive.
To reduce time to complete background investigations and maintain the integrity of the
investigation, a part-time employee and officers from other units assisted. T wenty-one officers
were hired in 2008 t o bring the department to full staffing. Now that hiring is finished, these
officers will complete a ten month training program prior to squad assignment.

The Shared Leadership Council, which represents every section of the department, met
regularly to research ideas and make recommendations to the Chief.

Continued use of Telestaff (a payroll and sch eduling software program) improved sch eduling
and deployment of Patrol Officers and provided valuable information on overtime costs.

The BearCat armored vehicle is now deployed during SWAT missions to improve safety and
provides tactical advantage for SWAT officers.

When NORCOM becomes live in July 2009, it will work to provide an integrated Field Reporting
component as part of its technology package. In addition, NORCOM will provide a platform for
an on-line reporting system when implemented mid-2009.

Traffic Collisions and Investigations

The decrease in injury accidents in 2008 is due to a wide variety of factors. There were several
motorcycle officers that were on light duty because of work related injuries. The officers
returned to duty in the fourth quarter of 2008. This increased the number of motorcycle officers
in the field and thus had a greater police presence in the community.

In late 2008 the selection of officers for the vacant motorcycle position and accident
investigation position were identified. They were assigned to the traffic unitin January 2009.
They received and continue to receive the appropriate certification training.

In 2008 the Traffic Unit continued the work for implementation of a Photo Enforcement process.
Contract w ork, policies, and w orkflow pr ocesses were neg otiated and neared co mpletionin
2008. Completion and implementation are scheduled to take place in late 2009.

The Traffic Unit completed the first phase of the SECTOR (electronic ticketing system) in 2008.
Two test vehicles and two trained officers worked with the Records section and District Court on
this project. The project has been so successful that an ex pansion of the program will take
place in 2009. A dditionally, the SECTOR program will hav e a di rect r elationship with N ew
World systems associated with NORCOM.

Community Services
Consisting of the Neighborhood and School Services Units, the Community Services unit is a
component of the combined C ommunity S ervices and Investigations Section. Calendar year

2008 represented a year of focused attention on identifying mission and goals for this group of
personnel. A workload analysis authorized by the Section Commander to satisfy accreditation
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standards served as a vehicle to develop data to support continuation of services and identify
key areas for improvement for the Units.

Bicycle of ficers often w ork on sp ecial pr oblem ar eas, i n m any ca ses, ar eas identified by
substation o fficers in F actoria, C rossroads, an d D owntown. V acancies in su bstation o fficer
positions required a shifti nt hinking. B icycle officers were di rected to beg in i dentifying
community problem areas and dev elop problem oriented policing plans to address them. To
reinforce the v alue of t his change i n co mmunity se rvice, the philosophy of i dentifying and
solving community problems was written into a 2008 revision of the Community Services Unit
goals. B icycle officers assisted the Parks Department with problems at Highland C ommunity
Center and multiple parks within the City, making arrests and reducing | oitering and criminal
activity. Implementation of trespass programs helped to identify and remove troublemakers
from these areas. Bicycle officers also assisted in the monitoring of Tent City IV, the removal of
homeless persons living on S tate owned property and trails in the Bridal Trails area, and they
developed a problem oriented policing project to identify and capture a sex offender committing
crimes at local bus stops.

When av ailable, su bstation of ficers are able to t ake the I ead and deve lop t he r elationships
necessary to minimize crime within their communities. They continue to identify and work on
problems, coordinating a response with the Bicycle and P atrol of ficers to proactively resolve
crime and disorder problems before they grow. Problems at the Factoria 7-11 involving young
people loitering and adults purchasing alcohol for minors were greatly reduced by the efforts of
the Factoria su bstation officer in combination with P atrol officers who carefully monitored this
location for criminal activity. C riminal activity at an apa rtment co mplex in so uth Woodridge
resulted in a project implemented in 2008.

The move of the Factoria Mall substation to a larger, newly renovated facility in the Mall was
completed in May 2008 and continues to be a community focal point for citizen reporting and an
information resource center.

The School Services Unit provides an officer presence in each of the City’s high schools and
two of ficers who sh are middle sch ool r esponsibilities. S ROs continue to i nteract dai ly w ith
students, parents, and teachers to identify criminal activity on campus and intervene proactively
to prevent crime. SROs are actively working with the Latino community and the School District
to reduce truancy within this ethnic group and to emphasize the benefits of education. SROs
also actively participated in training and exercises designed to provide a prompt response to
emergency incidents on campus.

Investigations

The Investigations Unit is responsible for follow-up investigations of Part | and other crimes
occurring within the City. The calendar year 2008 was a year of change for the Unit. Beginning
in January, the Section Commander authorized a detailed workload analysis, the goal of which
was to sa tisfy accr editation standards andt oi dentify ar eas of i mprovement in workload
distribution and use of work-related time. The study revealed key challenges faced by Unit
personnel: Individual caseloads within the Special Assault and F raud Units were higher than
average; the Property Crimes Unit spent large quantities of time on certain car crimes
investigations that yielded few results; some investigations satisfied community policing goals,
but w ere not al igned w ith pr osecutorial guidelines; and, w e i dentified a possi ble co rrelation
between low staffing and morale, and higher use of leave time and overtime.
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During the third quarter of 2008, Unit command staff met with supervisors to discuss the results
of the analysis and dev elop a list of p riorities for investigations, personnel, and case
management. The meeting proved to be the catalyst for positive change. With a fresh outlook
on Unit priorities, supervisors implemented ch anges to maximize caseloads, reduced use of
overtime for paperwork, and eliminated some low productivity car-crimes investigations. With
these changes in place, Police Administration clearly identified the need to move personnel and
fill vacancies. By the end of the fourth quarter of 2008, the Unit was operating smoothly and
efficiently with lower average caseloads per detective, with reduced overtime levels, and higher
morale.

A new lab assistant was recruited and hired in February 2009. This person is fully trained and
accredited. As aresult he can hit the ground running and w e anticipate a r eductionin the
backlog of case evidence awaiting processing. Forensic work is a vital part of Investigations
and often is the only way to develop a suspect.

Communications

The Eastside Regional Communications Center is fully accredited by the Association of Public
Safety Communications Officials — Commission on Accreditation for Law Enforcement Agencies
(APCO-CALEA) accrediting agency. T he center continuously evaluates the best practices of
similar agencies, both locally and nationally, and it emphasizes recruitment and retention efforts
in order to maintain a trained and experienced staff at all times. Staff from Police Operations
and from Communications regularly meet to discuss ways to improve response times, how to
best broadcast suspect and in-progress information, and to fine-tune other procedures to ensure
that accreditation standards are met.

Next Steps:
Patrol

The final phase of training for new officers will be complete in the summer of 2009, providing
additional coverage in Patrol.

Patrol received five new FTE’s in 2008 for deployment in the downtown core to increase
availability for 9-11 calls and reduce response time. This program will be fully implemented by
mid-year.

SET continues a high impact reduction of motor vehicle crimes in Bellevue and greater Puget
Sound.

A staffing and deployment study is planned for this spring to identify any efficiencies we can get
from our current resources and help prepare for demographic changes.

The implementation of new technology and N ORCOM creates a culture change for Patrol. It
takes time to streamline new business processes and learn all new systems. The outcome of
an i ntegration o f al | t echnology sy stems improves access to i nformation and e fficiencies.
Getting there is the challenge. All components are not anticipated to be implemented until 2009
and 2010.
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Traffic Collisions and Investigations

In mid to late 2009 the Traffic Unit will complete and implement the photo enforcement program.
The r ed | ight phot o en forcement p rogram and t he sch ool z one sp eed phot o enf orcement
programs are expected to have a dramatic impact in the reduction of collisions in key locations.

With the success of the two SECTOR equipped vehicles, the Traffic Unit will continue to expand
the program. Currently the unit has secured additional SECTOR equipment that will allow every
collision investigation vehicle to be SECTOR equipped. All of the investigators are fully trained
in the operation of SECTOR software. T his will allow the collision in vestigators to co mplete
traffic citations and collision reports electronically. T he investigator simply scans the driver's
license and registration certificate, completes a few on-screen fields, and prints out a citation or
collision paperwork from the patrol car. The program streamlines the p aperwork process for
citations, infractions, and collision reporting and should reduce staff time required to manually
process this paperwork.

In 2009 the unit has secured grant funding that will allow for the purchase of a new trailer. The
trailer will al low of ficers to transport motorcycles to di fferent | ocations and t o pr ovide an
educational platform for traffic education.

Currently the Traffic Unit is exploring external funding sources to allow for an increase in LIDAR
radar sy stems. These new laser base d radars al low f or m ore pr ecise and accu rate sp eed
measurements. The i ncreased abi lities of these devices will al low t raffic enforcement from
greater distances with enhanced accuracy.

The Traffic Unit is fully staffed and has adjusted shifts to provide coverage in all areas identified
as having high accidentrates. |thas also enhanced the units ability to conduct enforcement
patrols for impaired and aggressive drivers.

Community Services

Reducing overtime is a top priority. Steps will be taken to minimize overtime for writing reports
or other duties that should be co mpleted on du ty. The impact will be m ost felt in Community
Services because of the need t o reduce officer presence at major events. For example, the
Motor Officer and C SS staff who have been a mainstay during the Arts and C rafts Fair have
been eliminated. E vents have been r educed with three events identified as top priority: The
National Night Out Against Crime, Child Safety Fair, and Police Memorial at Factoria Square.
The Citizen’s Academy has been el iminated d ue t o t he hi gh overtime cost. O ur focus will
continue on the core responsibilities of the Section.

School R esource O fficers are m aking e fforts to be pr esent more in cl ass, by instructingor
providing i nformation t o st udents. M any schools int he P uget S ound region hav e been
experiencing a si gnificant upsw ing i n gang a ctivity. S ROs will f ocus their e fforts on gang
prevention in the schools.

Bicycle O fficer activity will be d irected primarily towards problem solving. The objective is to
increase the number of POP projects through more involvement with the Bike Squad.

The D owntown S tation O fficer w ill be working w ith a new P atrol S quad assi gned tot he

downtown core. The objective is to use the resources of the downtown Station Officer to help
the new squad manage problem areas.
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The Crossroads Station Officer position will be filled in the 2™ Quarter of 2009, with the
objective of returning a regular Police resource to the Community.

Investigations

Decisions concerning Investigation’s priorities have been made. Regular monitoring of case
loads will occur to ensure resources are allocated to address priorities. The Forensics Lab will
provide monthly reports to Department leadership and staff. Reports will be monitored to check
progress now thata lab assistant has been hired, with the objective of greatly reducing the
backlog of cases awaiting processing.

With the transfer of a Property Crimes position to Sexual Assault, there may be some impact on
the number of Property Crimes cleared, compared to past years. Monitoring of case
assignments and dispositions will help to determine any impacts, if any.

Communications

The City of Bellevue, along with surrounding cities, fire districts, and agencies are planning for
the new dispatch governance to begin July 1% 2009. NORCOM (North and East King County
Regional Emergency Communications Center) will provide regional dispatch and 911 se rvices.
To achieve this, the Kirkland and Bellevue dispatch agencies will consolidate their facilities,
functions. Work is in progress with both agencies to effect a positive and timely transition with
the new management team for NORCOM.

New per formance m easures have beeni mplemented for 2009 by t he K ing C ounty E MS
Program Office,as partof the E MS 1| evy. | ft hese m easures are ach ieved, Eastside
Communications can r eceive up t o $48, 950 i n addi tional f unding, for use i n t raining and
equipment.
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Transportation Department

Goran Sparrman, Director

tel: (425) 452-4338

Annual Scorecard of Performance Measures

2007
2006 2007 2008 2008 Target Met
Key Performance Measures Actual | Actual | Actual | Target | or Exceeded
Program: Transportation Improvements Budget $30,823,000
Effectiveness
Percentage of areas achieving concurrency 100% 100% 100% 100% v
2. Total pgrcent variance of actual construction costs from 7% 4% 5% 7% v
the original construction contract.
3. Number of Transportation projects completed 2 8 8 10
Efficiency
4. Design cost at bid award as a percent of contract cost 19% 7% 10% 23% v
Workload
5. Number of Transportation CIP projects under design 31 29 10 16
6. Number Qf Transportation CIP projects under 21 o4 5 13
construction
Program: Transportation Systems Operations Budget $6,985,000
Effectiveness
7. Percentage of neighborhood locations where 70% or
more of residents are satisfied with the completed traffic 75% 100% 100% 90% v
calming project
Workload
8. Number of Neighborhood Traffic Calming requests 217 369 367 200
received
Program: Transportation Maintenance Budget $12,860,000
Effectiveness
9. Customer satisfaction rating for clean streets 95% 97% 95% 95%
10. Average pavement rating for residential streets 80 85 85 77
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Transportation Department

Analysis of Key Performance Measures
General Discussion:

The performance measures selected for this scorecard reflect key elements of the programs and
services that measure our success in managing several related, but sometimes competing,
objectives:

¢ Plan Bellevue’s transportation network so that concurrency standards are met today and in
the future.

¢ Mitigate the impacts of increased traffic congestion caused by local and regional growth
through improvements to the existing infrastructure and construction of new facilities.

o Ensure that neighborhood streets are protected from spillover arterial traffic and excessive
vehicle speeds.

¢ Maintain the integrity and appearance of the hundreds of miles of roadway and thousands of
appurtenances (i.e. signals, street lights, signs, curbs, gutters, fences, etc.) that comprise
the existing transportation infrastructure.

The majority of the performance measures selected for this scorecard relate to management of the
Transportation Capital Investment Program (CIP). The CIP represents a m ajor share of the
Department’s workload, and successful completion of capital projects plays an important role in
easing congestion, meeting concurrency standards and enhancing neighborhood livability. The
Neighborhood Traffic Calming Program (NTCP) enables the Transportation Department to respond
to citizen concerns about the quality of life in their neighborhoods. Measures related to this program
are included to evaluate the Department’s ability to respond directly to citizen requests and to
mitigate traffic impacts on neighborhoods. Performance related to maintenance of the City’s
transportation infrastructure is represented by customer satisfaction with clean streets and average
pavement rating for residential streets.

Significant Influences:

Departmental performance is influenced by several significant drivers; the current economic
condition; demographic changes in resident and daytime population; the overall size, condition and
age of the system; and funding availability to sustain the system. The Department responds to
these influences by continuing to execute sound business practices, producing quality products,
partnering with the community, and by implementing innovative solutions. This section describes
how the scorecard measures were impacted by some of the significant influences in 2008.

In the second half of 2008, regional economic conditions worsened and piivate sector construction
began to decline. Public sector projects began slowing down as well which resulted in increased
competition for the new work that was coming out. The increased competition and the ongoing
economic deterioration worldwide have sharply driven down construction costs. We have
experienced c onstruction costs that are approximately 25%-30% below engineer’'s estimates
submitted in the second half of the year. We expect this bidding climate to continue at least through
2009. With this increased competition, many contractors who primarily bid private sector work have
been bidding on public works projects. This produces additional challenges for the Department
relating to quality of work, traffic control, and administration. Additional measures including careful
reevaluation of engineer’s estimates are in place to insure that these areas are not compromised
due to inexperience or lower costs.
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Based on the projects for which the design phase was completed in 2008, final design costs were
10% of their respective construction contract amounts. This reflects a 13% favorable variance from
the performance measure target of 23%, driven by the following factors: the completion of the
overlay program involved a small design effort relative to construction costs; use ofin-house design
work was higher than planned; and the majority of bids were for maintenance and minor capital
projects, which generally have smaller design costs than roadway projects. Design costs include
any consultant costs, city staff ime, and other miscellaneous costs such as printing and adwertising.
In addition, the number of projects in both design and construction were lower than anticipated (10
actual versus 16 planned to be underdesign; 5 actual versus 13 planned to be under construction).

One business practice implemented in 2000 that continues to be effective is the use of the Project
Delivery Roadmap. T he Project Delivery Roadmap incorporates proven best principles and
practices in managing the scope, schedules, and budget of capital projects. It clearly defines roles
and responsibilities of the project team, develops formal team charters, and improves coordination
of the project team members and stakeholders. This practice results in continual project delivery
improvements. In addition, improvements have also been mplemented focusing on constructability
reviews during the design phase to improve the quality of our construction contracts.

It is impossible to foresee all the issues associated with a particular construction project prior to
implementation, particularly issues associated with underground work. C onstructability reviews
throughout the design process minimizes cost increases between bid award and c onstruction
contract completion. The total percent of variance between the actual construction costs from the
original construction contract in 2008 was 5% compared to the target of 7%. The focus on the
Project Delivery Roadmap and constructability reviews are key factors in this success.

Population and employment growth in Bellevue and surrounding cities have impacts on the overall
mobility of the system. The Transportation D epartment prepares a t ransportation concurrency
“snapshot” annually and reports to the City Council on how transportation capacity is keeping up
with permitted land development. The November 13, 2007 report to Council indicated that CIP
projects contribute significantly to congestion reduction, reducing overall failed intersections from
seven without the CIP to five and reducing congestion in twelve of thirteen Mobility Management
Areas (MMAs). All of the 13 MMAs in the City meet their LOS standards as set in the adopted
Comprehensive Plan, assuming completion of the CIP. The range of reserve capacity available (to
accept further traffic growth) in the 13 MMAs is from 4% to 32%. The percentage of areas achieving
concurrency is 100%. Transportation staff did not do a concurrency report in 2008, based on the
fact that data shows that traffic volumes in the city decreased between 2007 and 2008,and the fact
that the CIP has been in the process of undergoing perhaps major changes due to the projects
identified in the Mobility and Infrastructure Initiative. Once the CIP is updated in 2009, the
concurrency report will be updated for the 2009-2015 period.

Reduced mobility in the system sometimes results in increased speeding and cut-through traffic
issues. The NTCP continues to show high levels of citizen requests (367 in 2008 compared to 369
in 2007) to address excessive vehicle speeds and cut-through traffic. With an extensive public
process, it is appropriate to expect at least two to three major traffic c alming projects being
constructed within a calendar year. In 2008, 17 projects were constructed and 4 more were in
development or design compared to six and four in 2007, respectively.

Demographic ¢ hanges, s ystem size, and funding availability all can impact the m aintenance

schedules of the transportation system. S taff uses citizen s atisfaction as one of the ways to
determine if maintenance needs are being met. A ccording to the 2008 Customer Satisfaction
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survey, the City's street cleaning efforts continued to result in a hi gh degree of satisfaction by
Bellevue citizens. Satisfaction ratings, over the last 5 years, have been 95% or higher. Street
sweeping routes and frequency are established based on the frequency of use and the type of
transportation mode. For example, streets with bike lanes are swept more frequently than streets
without. The result is a high customer satisfaction rating.

Condition ratings are also performed every two years as a way to determine upcoming maintenance
& overlay projects in the City. Residential pavement ratings were higher than anticipated for 2008.
Pavement ratings nomally fluctuate over a wo year period. Pavement is surveyed every two years
establishing a baseline condition rating. T his baseline information is combined with results of
pavement improvements made to streets over the course of two calendar years. An adjustment is
made for the deterioration of pavement in the second year of the pavement assessment cycle.

Steps Taken to Improve Performance:

The Department continued to work on improving its CIP project delivery as well as the quality of
construction contracts in 2008. Significant emphasis has been placed on t he Project Delivery
Roadmap, chartering project teams, closely managing capital project budgets and schedules using
the eamed value concept, early identification of the appropriate public involvement strategy for each
project, and constructability reviews.

In an effort to balance priorities and workload within the NTCP program, the Department continues
to design and implement smaller projects each year in addition to the major neighborhood traffic
planning efforts. The nature of these small-scale projects requires a very simple public involvement
process thus allowing them to be designed and constructed within one year.

Next Steps:

The 2008 project management performance measures indicate overall that the Department provides
high-quality projects and services and continues to make progress towards achieving its goals.
However, the Department has committed to a still higher level of performance in the future. As part
of that commitment, the Department will continue to concentrate its efforts on the following in 2009:

¢ Enhance and implement strategic tools for program management of the CIP through improved
workforce and workload planning.

o Develop and refine an integrated approach to CIP project delivery that strengthens
communication and wllaboration with other City departments as well as within the Department.

e Continue utilizing and refining the Project Delivery Roadmap (PDR) that was implemented in
2000 to effectively manage capital projects’ scopes, schedules, and budgets. The PDR system
is an effective tool that clearly defines roles and responsibilities of the project team member,
develops formal team charters, and i mproves c oordination of project team members and
stakeholders on multi departmental and multi agency projects.

e Continue incorporating constructability reviews into every capital project to reduce the risk of
unknowns during construction.

e Continue enhancing the capital projects public involvement process by engaging the local
community and other users in the development of the scopes of capital projects, and work
closely with the community and property owners during the design and construction of capital
projects.

e Demonstrate environmental stewardship in programming, designing and constructing capital
projects by implementing context sensitive designs and incorporating sustainability concepts
such as natural drainage practices in capital projects.

e Take advantage of recent public works project delivery methods, approved by State Legislature,
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and implement innovative contracting techniques that can deliver capital projects in a more
timely and efficient manner.

¢ Continue to emphasize the time efficiency and cost effectiveness of designing small scale, low-
cost projects in-house.

The NTCP continues to grow and ev olve as the City matures. A lthough the primary requests
received are to address vehicle speeds on neighborhood streets, an ncrease in requests to address
cut-through traffic is also occurring. The Department will continue to analyze new and innovative
techniques to address traffic concerns in neighborhoods and began a project in 2008 to enhance
the toolkit available for traffic calming techniques used on arterial roadways. This effort is continuing
in 2009 with the guidance of a stakeholder group consisting of Department representatives from
throughout the City. A final document is anticipated to be completed in late 2009.
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Utilities Department

Dennis Vidmar, Director

tel: (425) 452-7675

Annual Scorecard of Performance Measures

2008
2006 2007 2008 2008 Target Met
Key Performance Measures Actual Actual Actual Target | or Exceeded
Program: Utilities Improvements Budget $29,548,000
Effectiveness
1. Percentage of annual capital investment projects o o o o v
completed as planned 47% 86% 122% 100%
Workload
2. Dollars in millions of annual capital investment $5.1 $12.2 $13.0 $9.5
Program: Water Maintenance and Operations Budget $27,246,000"
Effectiveness
3. Customer Satisfaction rating 88% 92% 89% 85% v
4. Number of violations of state and federal drinking
0 0 0 0 v
water standards
5. Service interruptions per 1,000 service connections 2.6 1.6 1.8 3.0 v
6. Percentage towards meeting the City of Bellevue’s o v
2008-2013 Water Conservation Goal NA NA 42% 7%
Program: Sewer Maintenance and Operations Budget $30,322,000°
Effectiveness
7. Customer satisfaction rating 88% 92% 89% 85% v
8. Public system backups per 1,000 service 0.30 063 108 0.40
connections
Efficiency
9. Average cost per foot of sewer pipe jet cleaned $0.26 $0.55 $0.36 $0.32
Workload
10. Feet of sewer pipe jet cleaned 671,225 | 703,660 | 729,100 | 750,000
Program: Storm Drainage Maintenance and Operations Budget $8,958,000
Effectiveness
11. Customer satisfaction rating 88% 92% 89% 85% v
12. Number of cited violations under the Clean Water 0 0 0 0 v
Act
Efficiency
13. Average cost per foot of drainage pipe cleaned $1.38 $1.05 $0.94 $1.61 v
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2008

2006 2007 2008 2008 Target Met
Key Performance Measures Actual Actual Actual Target | or Exceeded
Program: Solid Waste Management Budget $1,736,000
Effectiveness
14. Multi-family recycling rate 16% 17% 18% 15% v
. e - . . 5
15. Single-family residential recycling rate (% of tons of 66% 68% 68% 66% v
waste recycled)

'Includes approximately $12.9 million for water wholesale costs.
%Includes approximately $21.4 million for Metro sewage treatment costs.
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Utilities Department

Analysis of Key Performance Measures
General Discussion:

Bellevue customers want a safe, high-quality, reliable and plentiful supply of drinking water; a rliable
and safe wastewater disposal system; an environmentally safe surface water system that minimizes
damage from storms; and a @nvenient and environmentally sensitive solid waste collection system.
Bellevue customers also want the best possible value for their money while maintaining high quality
customer service.

Significant Influences:

All Programs:
Providing high-quality services to our customers is a primary objective of all Utilities’ programs, and

customer surveys help us measure and track customer satisfaction. The 2008 Performance
Measures Survey included specific service questions and a quesdion about overall satisfaction. The
rating of customers who said they were fairly to very satisfied with the Bellevue Utilities Department
was 89%, down slightly from 92% in 2007. We do not feel this is statistically significant and is in
keeping with how the city did as a whole. We manage for the long-term and consider these surveys
important in gauging customer satisfaction, so will continue to look at short-term variability to see ff it
is a result of outside influences that particular year or a true change in customer satisfaction.

Utilities’ performance is influenced by a number of drivers, including:

e The demands of aging infrastructure. Half of Bellevue Utilities’ infrastructure is past mid-life
and significant investment is needed b maintain aging systems and replace components that
are reaching the end of their useful life

¢ Increased water and wastewater wholesale costs that compete with the ability to fund local
programs.

¢ Growth and the increase in mixed-use development in Bellevue impacts Utilities’ operations
activities and require additional capital investment to provide necessary wastewater capacity
and increased water storage.

¢ New regulatory requirements such as NPDES and relocating utilities for WSDOT projects.

e Static labor resources and gr owing workload pressures which lead to declining service
delivery.

Program: Utility Improvements:

The focus of the Utility Improvements program is to plan and mplement investment in capital facilities
to assure the continued availability of reliable utility systems, meet regulatory mandates,
accommodate population growth, renew and replace existing systems as they age, and to optimize
system performance for cost-effective service delivery. Progress toward meeting this goal is
measured in part by evaluating the percent completion of planned utility capital investments for the
year, and tal dollars spent for utility capital projects over the period. In 2008, 116% of the approved
capital investment budget was expended, reflecting an investment of $13.0 million. When adjusted
for project savings (projects completed under budget and lower-than-anticipated requests for water
and sewer extensions), the expenditure rate is 122%. The over-expenditure is primarily due to the
completion of several large water and sewer pipe replacement projects, and higher-than-anticipated
urgent repairs. Major 2008 CIP accomplishments are explained below for each utility.
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The Water Utility expended 129% of the water capital improvements budget, and completed 91% of
the total number of projects planned for completion in 2008. Total water expenditures were just over
$8.5 million. The over-expenditure is due piimarily to four large pipe replacement projects to replace
8,500 linear feet of aging water main prior to street overlays. Other program ac complishments
included replacing 2,500 linear feet of water main in the Somerset neighborhood and rehabilitating
eight pressure reducing valves. The one project not completed in 2008, W-100 B el-Red Inlet
Capacity Improvements, is expected to wrap up early 2009.

The Wastewater Utility budget was over-expended by $1.1 million, completing 100% of the number of
projects planned for completion in 2008. The overexpenditure is due primarily to completion of nine
urgent sanitary sewer point-repair projects, the replacement of 400 linear feet of failing sewer main,
performing a much-needed condition assessment of the sewer lakeline in Meydenbauer Bay, and
completing one sewer extension near Factoria to facilitate the Factoria Mall expansion.

The Storm Water Utility expended 67% of the storm capital improvements budget and completed
100% of the number of projects planned for completion in 2008. Total storm expenditures were just
over $2.3 million. Several projects are in the design and permitting phase, including improvements to
Meydenbauer Creek, SE 30" flood control, and fish passage projects on Kelsey Creek, deferring
approximately $1.6 million of construction into 2009. The 2008 program accomplishments included
the completion of stream channel work in Newport Creek and 15 ur gent storm pipe point repair
projects. Progress on projects included in the Coal Creek S ettlement Agreement included the
completion of design for the Coal Creek Upper Reach Bank & Slope Stabilization project and the
Coal Creek Stream Bed Grade Controls.

Program: Water Maintenance & Operations:

Efforts within this program are aimed at the protection, maintenance, and operation of the City’s
water system to provide a reliable supply of safe drinking water. Major services provided to Utility
customers include maintaining adequate water pressure and adequate consumption and fire flows
throughout the system, providing effective emergency repairs and services, and maintaining a high
level of security and vigilance over our critical water system infrastructure.

Customers continue to receive water that meets or exceeds regulatory requirements. There were no
violations of state or federal drinking water quality standards or monitoring and reporting
requirements in 2008. Continued development activity has resulted in increased workload to test and
inspect cross connection control devices. Efforts are underway to allocate more resources to this
state mandated program in order to maintain compliance with Washington Administrative Code 246.

Aging infrastructure continues to impact costs, and both the number and cost of claims paid are
trending upwards. Maintenance costs and claims can be expected to increase as systems begin
reaching the end of their reliable service lives.

One method the Utility uses to measure how reliable its services are is the number of unplanned
water service interruptions per 1,000 service connections. Interruptions in 2008 were 1.8 per 1,000,
which is below the 2008 target of 3.0. This consistently low rate for unplanned water service
interruption is due to ongoing pipe replacement and proactive maintenance practices. However,
these practices came at the expense of performing appropriate system flushing to help maintain
water quality. Additional full-time employees were approved in the 2009/2010 budget to improve
service delivery.
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Program: Water Conservation:

The focus of Bellevue’s water conservation program is to promote the efficient use of water within
Bellevue’s water service area, identifying activities that will slow the increase of average and peak
water use demands. In compliance with state requirements, Bellevue adopted its first six-year
conservation savings goal in November 2007. The City’s goal is to achieve 355,000 gallons per day
(gpd) in savings by the end of the six year (2008-2013) water conservation program. This translates
to an average of 59,000 gpd of new savings each year. The 2008 pr ogress report shows that
Bellevue achieved a savings of 149,072 gallons of water per day, representing 42 percent of the
2008-2013 savings goal.

Program: Wastewater Maintenance and Operations:

Efforts within this program are aimed at the protection, maintenance, and operation of the City’s
wastewater infrastructure in a manner that ensures the health and safety of the public and protects
the environment. Bellevue strives to maintain and operate wastewater collection and pumping
systems to assure continuous and reliable service.

One method used to measure service reliability is the number of public wastewater system backups
per 1,000 connections. In 2008, the number of backups exceeded the goal. A long-term trend
analysis shows an upward trend due to the aging wastewater infrastructure. The Utility continues to
concentrate preventive maintenance efforts on known problem areas; however, these efforts prevent
Utilities from performing critical systematic preventative maintenance activities. Additional full-time
employees were approved in the 2009/2010 budget to improve service delivery.

Program: Storm & Surface Water Maintenance & Operations:

Efforts within this program are aimed at protecting, maintaining, and operting the City’s natural and
developed storm and surface water systems to provide safe fish habitat, and a system that minimizes
storm damage while ensuring water quality protection, flood control, and compliance with state and
federal requirements. Catch basin and pipeline cleaning are performed as part of the routine system-
wide cleaning of the storm drainage system. Video inspection of pipelines is proving to be a cost-
effective tool as part of the condition assessment program.

Since February 2007, the City’s Storm and S urface W ater Utility has been under the additional
regulatory requirements of the federally-mandated National Pollutant Discharge Elimination System
Phase 2 (NPDES) permit. Programs have been mplemented to achieve compliance with federal and
state regulatory requirements as it relates to the operations and maintenance of the City’s drainage
utility. In 2008 Bellevue incurred no v iolations under the Clean W ater Act, nor experienced any
drainage liability claims; however one drainage liability claim was paid as a result of an inaccurate
locate. Additional full-time employees were approved in the 2009/2010 budget to help achieve
NPDES compliance.

Program: Solid Waste Management:

The central focus of this program is to provide contract management services for waste collection
and disposal and to provide educ ational s ervices to customers for the purpose of conserving
resources. Single-family residential customers recycled 67.7% of their waste in 2008, exceeding the
target of 66%. This is one of the highest single-family recycling rates in the nation. The multi-family
recycling rate increased slightly to 17.5% in 2008.
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Steps Taken to Improve Performance:

All Programs:
In 2008, several initiatives were undertaken to improve | ong-term performance of the City of

Bellevue’s U tilities. T hey include enhanc ement of the Asset Management P rogram; continued
implementation of a water supply plan, which provides a \vision and drection for achieving Bellevue's
long-term water supply needs through Cascade Water Alliance; maintenance of Bellevue's enviable
Federal Community Rating System score as a Class 5 community; and continued participation in both
the Lake W ashington/Cedar/Sammamish Watershed (WRIA 8) and the Puget Sound Shared
Strategy for Salmon, resulting in approval of the Salmon Recovery Plan by the federal agencies.

Program: Utility Improvements:
2008 initiatives completed are outlined in the Significant Influences section above.

Program: Water Maintenance & Operations:

To better monitor drinking water quality and provide safe drinking water, additional on-line chlorine
and pH monitors/analyzers and pping for future analyzers continue to be nstalled at various sites. All
state and federal monitoring and reporting was completed. The EPA mandated Initial Distribution
System Evaluation for Disinfection By-products was completed and long-term sampling locations
were approved by EPA in December 2008.

In an effort to meet developer demand, W ater Maintenance changed the process for new water
service installations to reallocate labor resources while maintaining quality control. Staff now perform
the watermain shutdowns and pppe installation while excavation and french restoration is completed
by the applicant under the right-of-way permit process. This allows for timelier billing for the new
service installation, and maintenance crews are still able to inspect the condition of the watermain.

Bellevue continued to work with Cascade Water Alliance to develop and implement regional water
conservation measures that provide value to Bellevue customers in a cost effective manner. Several
new water conservation measures were successfully introduced in 2008. The toilet replacement
program was expanded to include the high efficiency WaterSense toilets (1.28 gallons per flush) and
rebates were offered to single family residents for the first ime. A new toilet leak detection promotion
was also initiated for homeowners. These measures will be continued in 2009.

Program: Wastewater Maintenance & Operations:

The Wastewater Section continues to evaluate preventive maintenance cleaning schedules in order
to adjust certain pipeline cleaning frequencies. In 2009, condition assessment will be performed fo re-
evaluate preventive maintenance needs for the apartment routes, contracted root removal and
regular scheduled cleaning. Targeted condition assessment helps to optimize the frequencies for
these preventive maintenance activities.

Program: Storm & Surface Water Maintenance & Operations:

The Storm & Surface Water Section continues to implement the new NPDES Catch Basin Inspection
and Cleaning Program. Maintenance standards were revised to include updated inspection
checklists. Maps were developed and incorporated into the NPDES preventative m aintenance
programs.

Program: Solid Waste Management:

The programs implemented with the 2004 solid waste collection contract have matured, showing
significant increases in diversion rates and reductions in tons of garbage collected during 2008. New
curbside recycling programs included commingled recycling and c ollection of food waste, most
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plastics, small appliances and electronics, as well as weekly yard debris collection. Participation in
the food waste collection program, following significant customer education efforts, has exceeded
original expectations. Yard debris recycling service is now provided to the multi-family and business
recycling customers.

Next Steps:

All Programs:
A number of future action plan items stemming from initiatives identified in the Utilities Department’s

Strategic Plan will benefit Utilities. Initiatives include continued participation in Salmon conservation
programs, conclusion of the installation and testing of enhanced monitoring capabilities at critical
water sites, further development of asset renewal and replacement criteria, formalizing life cycle cost
analysis procedures, and increased emphasis on condition assessment programs.

To help restore service delivery levels and meet growth and regulatory requirements, the 2009-2010
budget includes the addition of 10 new full-time employees:

3 staff to maintain and repair aging wastewater infrastructure.

2 staff to support mandated drinking water quality programs.

2 staff to provide increased maintenance/monitoring activities required by NPDES.

3 staff to provide design, inspection and project administration in support of the increased
capital investments to repair or replace aging systems, and for mandated and growth-related
projects.

Program: Utility Improvements:

The Utilities Department will continue refinement of our Asset Management Program, designed to
effectively manage investments in infrastructure to maintaining customer service. The 2009-2015 CIP
includes significantly increased investments in infrastructure replacement, including ramping up the
replacement of aging watermain from less than 2 miles/year to 5 miles/year by 2019; a new program
to replace the sewer lakeline under Meydenbauer Bay concurrently with Parks redevelopment, and b
begin assessment of the condition of the other 19 miles of lakeline; replacement of outdated sewer
telemetry equipment; and a pr oject to replace a m ajor culvert on Coal Creek, under Coal Creek
Parkway. Other CIP emphasis includes planning for and implementing capacity improvements for
wastewater conveyance from the CBD and Wilburton areas as well as water supply and storage for
population growth downtown. Relocation of water and wastewater facilities to accommodate WSDOT
projects on 1-405 and SR520 will take place over the next several years. A suite of major capital
projects in the Coal Creek Basin will be substantially completed over the next two years, except for
permit-required monitoring.

Water and wastewater utilities improvements that will be necessary to support redevelopment ofthe
Bel-Red Corridor were not included in the recent CIP update, but will require significant investment,
and will be presented to Council in 2009. Project planning to replace fish-barrier culverts under Bel-
Red Road and t o open s tream corridors as property is acquired in the Bel-Red Corridor will be
initiated as needed.

Program: Water Maintenance & Operations:

All required state and f ederal drinking water quality monitoring and r eporting will be conducted.
Additional on-line monitoring components will continue to be i nstalled in the water system, and
operational improvements will be made to optimize water flow and improve water quality and safety.
All water system regulatory sampling will be conducted in accordance with federal requirements.
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Work will begin to receive state Department of Health approval of the EPA-mandated Initial
Distribution System Evaluation and Sampling Program for Disinfection By-products.

Utilities staff are working to develop and implement enhanced pipe condition and risk assessment
programs. Condition assessment programs currently underway include: deficiency reporting, main
observation reports and data collection, AC pipe and tap coupon testing, and leak detection. Risk
assessment programs include failure mode/trend analysis and a criticality/consequence of failure
field survey.

Staff will continue to focus on m eeting the City’s 2008-2013 water conservation goal. Staff will
coordinate with Cascade W ater Alliance to develop and i mplement regional water conservation
measures, and f ocus local efforts on y outh education, peak season water use, and promoting
regional program measures.

Program: Wastewater Maintenance & Operations:

Wastewater continues to re-evaluate its programs to find efficiencies and dev elop a C orrective
Maintenance repair program to address the increasing need f or repairs and maintenance. The
Corrective Maintenance program will focus on known problems and can aid Engineering with
repairing laterals and mainlines.

Program: Storm & Surface Water Maintenance & Operations:

Despite an aging infrastructure, the Storm & Surface Water system continues to perform fairly well.
With the new infrastructure programs being instituted, the goal of improving the overall water quality
of Bellevue stream systems will be more attainable. Sgnificant effort will be expended for mandated
NPDES compliance activities.

Program: Solid Waste Management:

Bellevue's recycling performance is still among the nation's best. New commercial recycling services
are now reaching maturity with 90% of businesses now participating. Next steps are to maximize
recycling at individual businesses and, together with the solid waste contractor, to initiate a program
for tenants to promote community recycling in the multi-family residential buildings.

128



Appendix | — Performance Measure Changes from 2007-2008

Below is a table listing the changes to Department’s scorecard measures for 2008. This table
details each change and |l ists areason for el imination or addition. In 2008, P lanning and
Community Development restructured into two departments creating the Development Services
Department. Other changes involve the deletion or addition of one or two measures for the City
Clerks Office, Finance, Information Technology Department, and Utilities.

In an environmento f changing missions, priorities and challenges, it is important that
Departments’ performance measures remain relevant. T he City encourages Departments to
take ownership in their measures by reviewing and updating them periodically. However, the
final decision to add or remove a m easure is made by a team that consists of the Bellevue
Performance Coordinator, the Budget Division Analyst, and the department financial manager.

Performance Measure Changes from 2007-2008

Department Measure Action REUTF)
City Clerk
Number of hours training/workshop Deleted Deleted as part of
opportunities reworking of effectiveness
measures for Records
Management
Development Service
Percent of Customers rating Added Added as part of
inspection/review services good reworking of measures for
department reorganization
Number of permits issued Added Added as part of

reworking of measures for
department reorganization

Fire

Cardiac Arrest Survival Rate Modified This measure was
modified to include an
average reflecting
department performance
over time in addition to
annual performance

Finance

Number of delinquent tax returns Deleted Deleted as part of
resolved reworking of measures for
Financial Operations
Percent increase in ERP use Deleted Deleted as part of
reworking of measures for
Financial Operations
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Department
Information Technology

Measure

Action

Rationale

Percent of households who have Deleted This measure is not within

access to BTV who watch BTV at department control, and it

least once per month does not reflect either the
quantity or quality services

Planning & Community Development

Leverage use of Housing Fund Added Added as part of

dollars by at least 1:5 reworking of measures for
department reorganization

Number of citizens involved in major | Added Added as part of

comprehensive planning projects reworking of measures for
department reorganization

Number of major comprehensive Added Added as part of

planning projects underway reworking of measures for
department reorganization

Number of focused Added Added as part of

demographic/economic reports reworking of measures for
department reorganization

Percent of agreement reached in Added Added as part of

mediation reworking of measures for
department reorganization

Utilities
Percentage towards meeting the City | Added Added as part of

of Bellevue’s 2008-2013 Water
Conservation Goal

reworking of measures for
Water Maintenance and
Operations
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Further Information:

Copies of the Annual Performance Report are available through the City of Bellevue’s website
(http://www.bellevuewa.gov/citizen out reach p erofrmance.htm). For ad ditional i nformation or que stions a bout t his
report please write or call Rich Siegel rcsiegel@bellevuewa.gov (425-452-7114) or Christina Ericksen

cericksen@bellevuewa.gov (425-452-2744).
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