CED COMMITTEE: 11/26/07
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SAN JOSE Memorandum

CAPITAL OF SILICON VALLEY

TO: COMMUNITY & ECONOMIC FROM: Paul Krutko
DEVELOPMENT COMMITTEE
SUBJECT: 2007-2008 First Quarter DATE: November 22, 2007

Performance Report

RECOMMENDATION

Acceptance of this first quarter performance report on services encompassed within the
Community & Economic Development Committee mission, and approval of recommended
performance measure changes.

BACKGROUND

In conjunction with Mayor Reed’s recommendations for City Council and Redevelopment
Agency committee restructuring, the City Council on January 9, 2007 directed Council
Committees to integrate a regular review of key performance measures for department and city
service areas to assist the committees with informed policy discussions and decision making.
Management Partners was retained by the City Manager’s Office to facilitate the identification of
key performance measures for regular review by the committees.

Selection of key measures was based on:

e Alignment with City Council goals and priorities and Committee mission
Issues of public interest/concern
Service delivery outcomes and customer service orientation
Input from staff and review of documents, including availability of data
Areas of significant resource investment
Comparability to performance measures used by other jurisdictions

The attached Performance Reports include those measures that were approved by the
Community & Economic Development Committee at its June 2007 meeting. In order to
highlight key indicators for the Committee, this memorandum further describes leading
indicators identified by the involved departments, along with narrative description of highlights
and major variances. Future performance data will be provided in four quarterly committee
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reports each year. It is anticipated that modifications to the measures will occur over time, and
some minor changes are described in the attached performance matrices.

ANALYSIS

Overall, first quarter performance is tracking at anticipated levels for most of the performance
measures for the Departments within the Community and Economic Development City Service
Area; exceptions are noted below along with key performance information by department.
Concerns remain about the efficiency of the development process, particularly in Public Works
and Fire.

Development Services:
Planning, Building & Code Enforcement Department

Despite an extremely heavy workload, PBCE continues to improve its performance and customer
service overall. The percentage of building plan checks completed expeditiously is lower than
anticipated but the recent hiring of four additional plan checkers at the beginning of the fiscal
year is anticipated to improve performance. The chart below shows the steady performance of
the different PBCE services. The first quarter FY07/08 data for PBCE in the chart reflects the
methodology that matches the data collected in previous quarters (90% under previous
methodology and 75% under new methodology).

Due to new automation the methodology for the “Building Inspection portion of the % of
development projects completed within processing time targets” has been revised to be more
accurate. The previous methodology divided the number of Inspection Requests that were
delayed by the total number of inspections. Because each Inspection Request may have multiple
inspections the number of missed inspections was being under reported using the original
methodology. Under the new methodology the building inspections performance is represented
at 75% in the accompanying performance measures tables, however, for purpose of the chart,
staff has used the previous methodology to present a consistent time-series analysis (see 90%
completion rate for Building Inspections in Q1 FY 07/08 in chart below).
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In addition to the performance measures developed by the Community and Economic
Development Council Committee, PBCE also has produced a quarterly Development Services
Performance Measures Report (attached: Appendix I). The report has three stated objectives:

1. Demonstrate measurable improvement to the permitting process

2. Get the program into cost recovery

3. Shape San Jose’s future by preparing City Council for policy decisions, emphasizing
community engagement

To achieve these three objectives, PBCE staff has begun developing and reporting integrated
performance measures, managing data-driven customer-focused operations, and achieving long-

term sustainability.

Fire Department & Department of Public Works

In contrast, the Fire Department and Department of Public Works saw the efficiency of their
performance decrease over the last period as shown in the chart below. Both departments
continue to strive to improve the processing of development plans, fire plan checks, and fire
inspections within 24 hours. The timely processing of development plans by Public Works
continues to lag below the targeted performance of 85% due to insufficient staffing. The filling
of vacant positions has not kept pace with ongoing attrition due to promotions and retirements.
The Department is working to fill vacancies as funding allows, and has recently brought
temporary staffing on board to help mitigate the impact of the multiple vacancies.

The Fire Department is working to improve its performance in conducting fire inspections and
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completing plan check reviews. In order to more accurately capture the number of fire
inspections completed within 24 hours, the Fire Department significantly changed the data
collection methodology in the fourth quarter of FY06/07. The attached chart shows a drop from
82.5% in Q3 FY06/70 to 29.6% in Q4 FY06/07, which can be to the new methodology.
Previously, Fire staff was recording the number of fire checks completed within 24 hours of the
scheduled inspection time, rather than the number of customers served within 24 hours of
calling. The new measure, while more accurately aligned with industry standards, highlights an
issue in the Department’s ability to conduct inspections within 24 hours. To date, Fire has been
unable to hire qualified employees for the multiple vacancies within the division. Staff is
reviewing potential options for addressing this challenge, such as reclassifying positions to
recruit appropriately skilled employees, and will report back to the CED Committee in Spring.

% of plans, checks and inspections
completed within time targets
100%
-—¢~Fire Inspections in 24 hours (FD) (Target 85%)
50" = g Plan Checks Completed (FD) (Target 100%)
° === *Development Plans Processed (PW) (Target 85%)
80% 4 -
70% -
60%
50% -
40% -
30% , , : , ‘
2005-2006 Q1: 06/07 Q2: 06/07 Q3: 06/07 Q4: 06/07 Q1: 07/08

*Drop in fire inspections completed within 24 hours due to new methodology adopted in Q4 of FY06/07

Office of Economic Development

Performance measures reported by the Office of Economic Development reflect regional data
that the Silicon Valley economy is strengthening. San Jose saw steady growth in sales tax and
transient occupancy growth in the four previous quarters compared to the same quarters in fiscal
year 2005-2006. Similarly, commercial occupancy rates continued to improve, especially in
North San Jose and Edenvale. Many of the economic development indicators for the first quarter
of FY2007 are compiled by outside entities are were unavailable for publication prior to the
November Community and Economic Development Council Committee Meeting. These
measures along with Semi-Annual measures for the Office of Cultural Affairs and work2future
will be reported at a later CED committee meeting.
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Housing Department

Due to the nature of the information provided by the Housing Department, several performance
measures will be reported on a semi-annual basis. A full discussion of these measures will be
held at a later date this coming year. In general, the Housing Department continues to make
progress towards meeting their aggressive goals for affordable housing production and
eliminating chronic homelessness.

Convention Center

Convention Center revenues per square foot have increased by nearly 10% over the average
revenue from fiscal year 2006-2007 and 100% of customers continue to rate Convention Center
services either good or excellence. However, despite the increased revenues, both the numbers
of total events and attendance at Convention facilities have decreased compared to the same
quarter in the previous fiscal year.

COORDINATION

Preparation of this memorandum was coordinated with Planning, Building and Code
Enforcement, Public Works, Fire Department, Budget Office and Team San Jose.

Paul Krutko |
Chief Development Officer

For questions, please contact:
Planning, Building Code Enforcement: Mark Gerhardt (535-7884)
Public Works: David Nerhood (535-6815)
Fire Department: Tom Mounts (535-7708)
Economic Development: John Lang (535-8178)
Housing Department: Rachel VanderVeen (535-8235)
Convention Center/Team San Jose: Dan Cunningham (792-4130)
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