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PurposePurpose
The purpose of this session is to provide The purpose of this session is to provide 
participants with practical methods for participants with practical methods for 
improving service delivery by creating a improving service delivery by creating a 
culture of continuous learning, culture of continuous learning, 
continuous improvement, and sharing of continuous improvement, and sharing of 
information.information.
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Learning ObjectivesLearning Objectives
At the end of this session participants will beAt the end of this session participants will be
able toable to……

1.1. recognize the value of maintaining a culture of recognize the value of maintaining a culture of 
continuous improvement and continuous continuous improvement and continuous 
learning as a means for delivering excellent learning as a means for delivering excellent 
service,service,

2.2. identify at least two methods for developing identify at least two methods for developing 
leadership within an organization,   leadership within an organization,   

3.3. identify at least three methods for recognizing identify at least three methods for recognizing 
employees who deliver excellent service.employees who deliver excellent service.
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What have you done in the last 30 days to What have you done in the last 30 days to 
make a comake a co--worker (subordinate, peer,  or worker (subordinate, peer,  or 
superior) superior) ““feel goodfeel good”” about where they about where they 
work?work?
What learning experiences have you What learning experiences have you 
provided to a coprovided to a co--worker this year?worker this year?
Other than this event, what have you done Other than this event, what have you done 
within the last year to prepare yourself for within the last year to prepare yourself for 
additional responsibilities within your additional responsibilities within your 
organization?organization?
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At MDPRAt MDPR’’s 2007 Management Retreat, it s 2007 Management Retreat, it 
was determined that management was determined that management 
needed to redefine the departmentneeded to redefine the department’’s s 
culture to improve morale and reculture to improve morale and re--create create 
a sense of a sense of ““teamteam”” that used to exist in that used to exist in 
the department.  It was also determined the department.  It was also determined 
that greater efforts had to be made to that greater efforts had to be made to 
develop and retain new leaders in the develop and retain new leaders in the 
organization.organization.
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Goals:  Goals:  
1)1) To create a culture change at MiamiTo create a culture change at Miami--

Dade Park & Recreation that is Dade Park & Recreation that is 
consistent with consistent with MDPRMDPR’’ss mission and mission and 
embraces a embraces a ““Passion for ExcellencePassion for Excellence””..

2)2) To sustain the To sustain the ““Passion for Passion for 
ExcellenceExcellence”” culture for years to come culture for years to come 
through succession planning and through succession planning and 
leadership development.leadership development.
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Focus on the DepartmentFocus on the Department’’s Mission, Vision, s Mission, Vision, 
and Core Valuesand Core Values

MISSION:MISSION:

We create outstanding recreational, natural, and We create outstanding recreational, natural, and 
cultural experiences to enrich you and to enhance cultural experiences to enrich you and to enhance 

our community for this and future generations.our community for this and future generations.

VISION:VISION:

Delivering Excellence Every DayDelivering Excellence Every Day
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Core Values:Core Values:

Outstanding Customer ServiceOutstanding Customer Service
Enthusiastic Attitude and TeamworkEnthusiastic Attitude and Teamwork
Accountability and IntegrityAccountability and Integrity
Creativity and InnovationCreativity and Innovation
StewardshipStewardship
Inclusiveness and AccessibilityInclusiveness and Accessibility
Leadership and Professional DevelopmentLeadership and Professional Development
ExcellenceExcellence
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What is PRIDE?What is PRIDE?
PRIDE is about the culture of how we conduct business PRIDE is about the culture of how we conduct business 
at Miamiat Miami--Dade Park & Recreation that embraces a Dade Park & Recreation that embraces a 
““Passion for ExcellencePassion for Excellence””.  .  
PRIDE is about continuous improvement to maintain a PRIDE is about continuous improvement to maintain a 
competitive advantage based on excellence.competitive advantage based on excellence.
PRIDE is about continuous learning to enable us to PRIDE is about continuous learning to enable us to 
continuously improve.continuously improve.
PRIDE is about sharing information with each other so PRIDE is about sharing information with each other so 
we can continuously learn.we can continuously learn.
PRIDE is about being proud of being a part of MDPR PRIDE is about being proud of being a part of MDPR 
which makes us want to share information.which makes us want to share information.
PRIDE is about yearning to be the best so we can be PRIDE is about yearning to be the best so we can be 
proud of where we work.proud of where we work.
PRIDE is about a Passion for Excellence that drives us PRIDE is about a Passion for Excellence that drives us 
to be the best and defines our culture of how we to be the best and defines our culture of how we 
conduct business.conduct business.



Park & Recreation Improving the Park & Recreation Improving the 
Delivery of ExcellenceDelivery of Excellence……

through morale building, leadership through morale building, leadership 
training and promoting a culture training and promoting a culture 

defined by a passion for excellence.defined by a passion for excellence.



PRIDE is PRIDE is notnot a program that comes and a program that comes and 
goes.  It goes.  It isis our culture.  However, multiple our culture.  However, multiple 
programs had to be implemented to support programs had to be implemented to support 
and promote PRIDE.and promote PRIDE.

The PRIDE Steering Committee was created The PRIDE Steering Committee was created 
to provide input from different areas and to to provide input from different areas and to 
help make decisions in support of the PRIDE help make decisions in support of the PRIDE 
culture.culture.
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PRIDE Sterling Leadership PRIDE Sterling Leadership 
ProgramProgram (SLP)(SLP)
PRIDE SLP is an exciting leadership PRIDE SLP is an exciting leadership 
opportunity designed to identify and develop opportunity designed to identify and develop 
employees who are interested in participating employees who are interested in participating 
in future leadership of the Department by in future leadership of the Department by 
being mentored to become ambassadors who being mentored to become ambassadors who 
participate and contribute to critical participate and contribute to critical 
departmentdepartment--wide initiatives.wide initiatives.
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Employees selected to participate in Employees selected to participate in PRIDE PRIDE 
SLPSLP do so over a one (1) year period and do so over a one (1) year period and 
are pairedare paired--up with someone from up with someone from 
management who serves as his or her management who serves as his or her 
mentor.  The mentor provides coaching and mentor.  The mentor provides coaching and 
advice to assist them in developing their advice to assist them in developing their 
administrative, management and leadership administrative, management and leadership 
skills, while providing them with a better skills, while providing them with a better 
understanding of Departmentunderstanding of Department--wide goals.  wide goals.  
PRIDE SLP participants are expected to PRIDE SLP participants are expected to 
dedicate a minimum of 16 hours per month dedicate a minimum of 16 hours per month 
to work with  their mentor and assigned to work with  their mentor and assigned 
projects.  projects.  
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3 Selection Hurdles for SLP Applicants3 Selection Hurdles for SLP Applicants
1.1. Complete an Application with Division Complete an Application with Division 

Head approvalHead approval
2.2. FirstFirst--round of interviews with Assistant round of interviews with Assistant 

DirectorsDirectors
3.3. SecondSecond--round of interviews with round of interviews with 

Assistant Directors and the DirectorAssistant Directors and the Director

Director Made Final SelectionsDirector Made Final Selections
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PRIDE SLP Assignments/Activities PRIDE SLP Assignments/Activities 
•• SLP Participants Prioritize InterestsSLP Participants Prioritize Interests
•• Mentors & ProtMentors & Protééggéés Paireds Paired
•• FRPA Leadership ProfileFRPA Leadership Profile
•• Career PlanCareer Plan
•• Learning Action Plan completed with Learning Action Plan completed with 

MentorMentor
•• Execute Action PlanExecute Action Plan
•• Participate in Various Meetings and Participate in Various Meetings and 

Training ProgramsTraining Programs
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SLP Learning Action Plan
P.R.I.D.E. SLP Participant: ___________________________     Date Prepared: ___________________

Learning Goal:

Learning Activity/Task:  

Start Date: Target Completion Date:

Learning Objectives

1.

2.

3.

4.

Supporting Cast

1.

2.

3.

Mentor Signature: Protégé Signature:

Status Update Percentage Completed

1.
2.
3.



Additional Assignments/ActivitiesAdditional Assignments/Activities
•• Employee Day Employee Day 

Lanyards Lanyards 

•• Core Values PromotionCore Values Promotion
EE--mails encouraging mails encouraging ““PRIDE in ActionPRIDE in Action””, , 
Traveling Soccer BallTraveling Soccer Ball

•• Sterling VisitSterling Visit
•• Welcome Barbeque for SLP IIWelcome Barbeque for SLP II
•• One Month with the DirectorOne Month with the Director
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SLP RESULTSSLP RESULTS



PRIDE SLP Protégé Exit Interview 
Results (July 2008-June 2009)

Exit Interview ItemExit Interview Item Avg. ScoreAvg. Score

5.5. You would highly recommend this You would highly recommend this 
program to other employees.program to other employees. 3.93.9

1.1. Everything you expected fromEverything you expected from
PRIDE SLP was achieved.PRIDE SLP was achieved.

2.92.9

2.2. Participation in the various Participation in the various 
activities have helped you grow.activities have helped you grow. 3.83.8

3.3. Time your mentor dedicated to Time your mentor dedicated to 
meeting with you was satisfactory.meeting with you was satisfactory. 2.52.5

4.4. The learning experience you had The learning experience you had 
with your mentor was beneficial.with your mentor was beneficial. 3.33.3

(4=SA (4=SA –– 1= SD)1= SD) Overall Average RatingOverall Average Rating 3.283.28



PRIDE SLP Mentor Exit Interview 
Results (July 2008-June 2009)

Exit Interview ItemExit Interview Item Avg. ScoreAvg. Score

5.5. You would highly recommend this You would highly recommend this 
program to other employees.program to other employees. 3.633.63

1.1. Everything you expected fromEverything you expected from
PRIDE SLP was achieved.PRIDE SLP was achieved.

3.313.31

2.2. Participation in the various Participation in the various 
activities helped protactivities helped protééggéés grow.s grow. 3.253.25

3.3. Time your protTime your protééggéé dedicated to dedicated to 
meeting with you was satisfactory.meeting with you was satisfactory. 2.632.63

4.4. The learning experience of serving The learning experience of serving 
as a mentor benefited your career.as a mentor benefited your career. 2.502.50

Overall Average RatingOverall Average Rating 3.063.06



Impact of PRIDE SLP on ProtImpact of PRIDE SLP on Protééggééss

1.1. PriorPrior to participating in the PRIDE to participating in the PRIDE 
SLP, I was planning to have a long SLP, I was planning to have a long 
career with MDPR. career with MDPR. 

2.2. AfterAfter participating in the PRIDE SLP, I participating in the PRIDE SLP, I 
plan on having a long career with plan on having a long career with 
MDPR. MDPR. 

3.3. PriorPrior to participating in the PRIDE to participating in the PRIDE 
SLP, I had a good understanding of SLP, I had a good understanding of 
MDPRMDPR’’s top priorities.s top priorities.

4.  4.  AfterAfter participating in the PRIDE SLP, participating in the PRIDE SLP, 
I have a good understanding of I have a good understanding of 
MDPRMDPR’’s top priorities.s top priorities.

4.24.2

4.74.7

3.53.5

4.84.8

+10.6%

+27%
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5.5. As a result of participating in PRIDEAs a result of participating in PRIDE
SLP, my morale was  impacted SLP, my morale was  impacted 
positively.positively.

6.6. As a result of participating in PRIDEAs a result of participating in PRIDE
SLP, I have become more effective in SLP, I have become more effective in 
my current position.my current position.

7.7. I have improved my leadership skillsI have improved my leadership skills
as a result of participating in the as a result of participating in the 
PRIDE SLP.PRIDE SLP.

8.8. The PRIDE SLP had a positive impactThe PRIDE SLP had a positive impact
on my career development.on my career development.

9.9. After participating in the PRIDE SLP,After participating in the PRIDE SLP,
I am better prepared to move into a I am better prepared to move into a 
position of greater responsibility.position of greater responsibility.

4.74.7

4.64.6

4.44.4

4.64.6

4.64.6
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Improvements for SLP IIImprovements for SLP II
•• Increased time with MentorsIncreased time with Mentors
•• Rotation to meet all MentorsRotation to meet all Mentors
•• Increase the number of meetings where Increase the number of meetings where 

all mentors and protall mentors and protééggéés are present.s are present.
•• KickKick--off / Teambuilding Eventoff / Teambuilding Event
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SLP Kick-off 2008 
Scavenger Hunt at 

MetroZoo

SLP Kick-off 2009 
Park Beautification 
at Devonaire Park



Job ExplorerJob Explorer
•• Provides an opportunity for any employee to Provides an opportunity for any employee to 

shadow another employee who works in a shadow another employee who works in a 
different area for a day.different area for a day.

•• Evaluation Scores: Host 4.38  Participant 4.83Evaluation Scores: Host 4.38  Participant 4.83

Speed MentoringSpeed Mentoring
•• Gave employees an opportunity to obtain career Gave employees an opportunity to obtain career 

advice from mentors. The employees had 4 advice from mentors. The employees had 4 
minutes with each mentor.minutes with each mentor.

•• Evaluation Score 4.95 Evaluation Score 4.95 
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PRIDE  LogoPRIDE  Logo





Employee PromiseEmployee Promise

1.1. I will develop relationships with my customers and I will develop relationships with my customers and 
anticipate their needs to provide anticipate their needs to provide outstanding outstanding 
customer servicecustomer service..

2.2. I will display an attitude of I will display an attitude of enthusiasm and enthusiasm and 
teamworkteamwork that makes customers and employees feel that makes customers and employees feel 
good about being at MDPR.good about being at MDPR.

3.3. I will demonstrate I will demonstrate accountability and integrityaccountability and integrity
because I am responsible.because I am responsible.

4. I will embrace 4. I will embrace creativity and innovationcreativity and innovation so l can so l can 
continuously improve the  service I provide my continuously improve the  service I provide my 
customers. customers. 
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Employee PromiseEmployee Promise (continued)(continued)

5.5. I will practice I will practice stewardshipstewardship to ensure the  to ensure the  
conservation of all Miamiconservation of all Miami--Dade County resources Dade County resources 
natural and otherwise. natural and otherwise. 

6.6. I will respect the needs of all customers with an I will respect the needs of all customers with an 
attitude of attitude of inclusivenessinclusiveness, and ensure , and ensure 
accessibilityaccessibility to all. to all. 

7.7. I will demonstrate I will demonstrate leadershipleadership in performing my in performing my 
job and job and develop myself professionallydevelop myself professionally to be able to be able 
to satisfy the ever changing needs of my to satisfy the ever changing needs of my 
customers.customers.

8.  I will strive for the goal of delivering 8.  I will strive for the goal of delivering excellenceexcellence
every day to serve my customers and improve our every day to serve my customers and improve our 
community. community. 
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PRIDE PRIDE 
WEBPAGEWEBPAGE

““PRIDE in PRIDE in 
ActionAction””
Employee of Employee of 
the Quarterthe Quarter
Supervisor of Supervisor of 
the Quarterthe Quarter

http://www.miamidade.gov/parks/pride.asp

http://www.miamidade.gov/parks/pride.asp


P.R.I.D.E. In Action

Employee Name: Pedro Reynaldos
Submitted by: Lucy Binhack
Mr. Reynaldos is committed and goes above and beyond his 
duties as the park manager for A.D. Barnes Park, he is always 
concerned that our area along with the rest of the park is 
looking its best and that our issues our resolved. He is always 
working together with us to keep the park beautiful and safe for
our participants as well as the patrons of the park. Mr. 
Reynaldos has gone out of his way to ensure that a request for 
a broken tree limb that we have put in for over a month ago 
gets resolved. He has been diligent and follows through, 
although the issue is located in our area. This to us shows 
great PRIDE, commitment and personal responsibility and he 
should be commended for these actions.



PRIDE PRIDE 
Promotional Promotional 
CampaignCampaign











The Budget 
Cuts

PERCEPTION



Delivering Excellence

REALITY
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