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RECOMMENDATION

Acceptance of the attached first quarter Performance Reports from the Finance, Human
Resources, Information Technology, Public Works, and Retirement Departments.

BACKGROUND

In his December 22, 2006 memorandum, Mayor Reed intended for Council Committees to
integrate into their workplans, a regular review of ten to twenty key performance measures for
pertinent departments and City Service Areas to assist committee members in providing
informed oversight. For the PSFSS Committee, those departments are Finance, Human
Resources, Information Technology, Public Works, and Retirement Services. Management
Partners was retained by the City Manager’s Office to facilitate the development of a
recommended list of performance measures for regular review by the committee.

Selection of key measures was based on:

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

Performance data will be provided in four quarterly committee reports each year. Performance
Reports will include quarterly measures with semiannual, annual, and biennial measures added
as data is available. Any highlights or major variances will also be explained. The attached
Performance Reports include those measures that were approved by the Public Safety, Finance
and Strategic Support Committee at the June 2007 meeting.
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~ ANALYSIS

Overall, first quarter performance is tracking at anticipated levels across departments.
Exceptions are noted below along with key performance information by department.

Finance Department

Performance Discussion

| Average return on investments (2.801%)

The average return on investments for the first quarter of 2009-2010 was 2.801% (as compared
to 2.723% for the fourth quarter of 2008-2009). The investment portfolio return for the
remainder of the fiscal year is expected to decline due to decreasing market interest rates;
however we anficipate meeting the 2009-2010 yield projection of 2.560%.

Total debt portfolio managed (§5,710,201,364)

During the first quarter of 2009-2010, the debt portfolio decreased by $57,187,393, primarily due
to the scheduled retirement of bonds and amortization of lease revenue commercial paper offset
. by the issuance of Airport commercial paper. The pie chart below shows the composition of the
. City’s debt portfolio, including $5,192,484,129 of debt issued by the City and related entities,
| but does not include $517,717,235 of conduit debt issued on behalf of affordable housing
developers.
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Human Resources

Performance Discussion

| Turnover rates: public safety (4.43%), non-public safety (8.28%), overall {6.96%)

During the first quarter of 2009-2010, the public safety turnover rate (4.43%) was lower than the
first quarter of 2008-2009 (6.90%). This was expected as the number retirements in the first
quarter are generally low for Public Safety. In the past year, it was unusually high, likely due to
employees waiting for the enactment of the enhancements of benefits in the Public Safety
retirement systems. The non-public safety turnover rate (8.28%) was higher than the first quarter
of 2008-2009 (6.26%). This was likely due to layoffs that were scheduled to occur around the
end of July/beginning of August.

i # of workers’ compensation claims per 100 FTE's: Sworn (7.0), Non-Sworn (2.3)

During the first quarter, there was minimal change in Workers’ Compensation claims per 100
FTE’s for sworn and non-sworn. Overall, the number of claims per 100 FTE’s tracked slightly
below 2009-2010 target levels for Sworn and Non-Sworn.

; # of workers’ compensation disability hours per ciaim: Sworn (197), Non-Sworn (184)

Beginning this first quarter of 2009-2010, we are tracking lost worker hours for a more accurate
view of time lost per claim. During this first quarter, the number of disability hours per claim is
tracking below 2009-2010 target levels for Sworn and slightly higher than 2009-2010 target
levels for Non-Swomn. '

Average number of days per recruitment: external (112)

The average number of days per external recruitment for first quarter was slightly lower than the
target of 120 days. Some recruitments were finally completed that had been on hold pending use
for placement,

| # of new job postings: external (29)

Due to the budget situation, new external postings continue to be limited.
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Information Technology

Performance Discussion

% of Customer Contact Center calls answered (75%)

The Customer Contact Center answers all calls from customers concerning Utility Billing
(handled by the Integrated Billing System (I1BS) system), as well as all other calls to the City.
The CIO and staff oversee the Customer Contact Center, including training of Customer Service
Representatives in IBS, software enhancements, and development of quality-control processes
for call takers.

This measure is a revision of a previous measure, “% of Customer Contact Center calls answered
within 8 minutes.” The restriction of 8 minutes has been removed to more accurately measure
staffing needs and performance. As foreclosures and liens have increased due to the economic
downturn, calls have become more complex. In spite of the added complexity, performance for
the first quarter of 2009-2010 met the target of 75% for the year.

% of Customer Contact Center Calls Answered
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Note: As this is a new measure, there is no data for previous quarters.
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% of Customer Contact Center calls resolved within the first call (73%)

% of Customer Contact Center calls resolved within the first call has increased over the previous
quarter. Foreclosure and lien activity continues to be heavy as a result of the economic downturn.
Most of these calls must be referred to Finance for resolution, so cannot be resolved in the first
call. Performance is only slightly below target.

% of Customer Contact Center Czlls Resolved in
First Call
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Public Works
Semi-Annual Performance Measures will be reported in the 2009-2010 second quarter report.

Retirement Services

Data will be available next quarter for Quarter 1.
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COORDINATION

Preparation of this memorandum was coordinated with the Finance, Human Resources,
Information Technology, Public Works, and Retirement Departments and the City Manager’s

Budget Office.
M M (Q .
Mark Danaj ‘(
Director, Human Resources

For questions, contact:

Finance — Wendy Sollazzi, Administrative Officer — 535-7005

Human Resources — Mike Sung, Administrative Officer — 975-1453
Information Technology — Sherri Millick, Administrative Officer — 535-3563
Public Works — Barry Ng, Division Manager — 535-8477

Retirement — Donna Busse, Deputly Director — 392-6704
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