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SYNOPSIS -

Approval of professional services contract for development and
implementation of a citizen satisfaction survey.

FISCAL IMPACT -

Up to $30,000-$13,365 for professional services and up to $16,635
for associated costs (postage, return postage, response forms,
envelopes, etc.).

RECOMMENDATION -

Approval.

BACKGROUND -

There are four facets to the City's Performance Measurement and
Benchmarking program (PM & B). These facets include the City's
enrollment in the International City/County Management
Association's (ICMA) Center for Performance Measurement,
departmental performance measures in the Operating Budget
document, a citizen survey, and Citizen Initiated Performance
Assessment (CIPA).

This contract with lowa State University (ISU) to develop a citizen
satisfaction survey based on the Strategic Plan will enable us to
accomplish one of the four goals of the PM & B program.

A citizen survey can be a powerful external indicator of the success
of our efforts to improve the City's service delivery systems.
Having the survey reflect the priorities of the Strategic Plan will
produce valid questions, and credible results, which can be
understood within the established priorities of our residents and
Council.






