Scorecard - Community Information and Outreach

Information
Name:
Description:
Domain:
Owners:

Details

w 1.0 Customer

Community Information and Outreach
n/a

CIAO

Sori, Henry; Martinez, Aimee (CIAQO); Suarez, Angelica (CIAO)

v Increase Access to and quality of
Government Information and Services

(CIAO)

Initiative Name Type

311 Closed Loop Feedback by Email

Improve WASD Customer Service Wait

Time

Develop and Implement WASD Customer
Service Application - Phase 1

Re-architect the County's Content
Management System

Enhance the 311 Mobile App

311 Total Call Volume

311 Average Speed of Answer

Average Abandon Rate

% Increase of Net Likes on Facebook

311 Service Center Walk-Ins

Number of Visits to the County Portal

County Portal Subscribers

w 2.0 Financial

v Meet Budget Targets (CIAO)
Expen: Total (CIAQ)
Revenue: Total (CIAO)
Percent of Invoices Paid within 45 calendar days
Positions: Full-Time Filled (CIAO)

3.0 Internal

4

v Enable transparency of service delivery

Initiative Name Type

Establish formal Open Data Program

Number of Data Sets in the Socrata Platform

Average Time to Complete a Task (Days)

Total Tasks Requested per Quarter
w 4.0 Learning and Growth
7 Professional Development through Training

% Employees Using Active Training Licenses

As Of

As Of
3/5/2015

3/5/2015

3/5/2015

3/5/2015

3/5/2015

Mar '15
Mar '15
Mar '15
"15 FQ1
"15 FQ2
Sep '14
Mar '15

"15 FQ2
"15 FQ2
Mar '15
"15 FQ2

As Of
3/5/2015

"15 FQ2
"15 FQ2
"15 FQ2

"15 FQ2

Actual

Status 2 o
In Progress n n
In Progress E n
In Progress n E
In Progress E E
In Progress E E
e 153,261

u 206seconds

e 21.16%

A 14%

A 7,593

b 1177778

= 187,978

B sa302k
(vl $70K

A 98%

v 169
Status ]
In Progress E E
= 4

M4 597 Days

= 3,405

v 33%

Target

166,666
150seconds
15.00%

8%

7,500
1,500,000
100,000

$4,824K
$4,824K
85%

179
(178-180)

5.00 Days
1,500

100%

FYTD Actual FYTD Target

25%

25%

25%

45%

90%

%
10%

Owners

Suarez, Angelica (CIAO);
Martinez, Aimee (CIAO);
Gomez, Jorge (CIAO)

Suarez, Angelica (CIAO);
Martinez, Aimee (CIAO);
Gomez, Jorge (CIAO)

Suarez, Angelica (CIAO)

Suarez, Angelica (CIAO);
Martinez, Aimee (CIAO);
Chammas, Ana (CIAO);
Sarasti, Michael A. (CIAO)

Suarez, Angelica (CIAO);
Martinez, Aimee (CIAO);
Chammas, Ana (CIAO);
Sarasti, Michael A. (CIAO)
888,694 999,996
150seconds 150seconds
18.68% 15.00%
n/a n/a
n/a n/a
n/a 15,000,000
186,931 100,000

$9,477K $9,648K
$2,628K $9,648K
n/a n/a

n/a n/a

Owners
Suarez, Angelica (CIAO);
Martinez, Aimee (CIAO);
Chammas, Ana (CIAO);
Sarasti, Michael A. (CIAO)
4 2
n/a n/a

n/a n/a

n/a n/a
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Business Plan Report - Community Information and Outreach

Scorecard Description Owners

Community Information and Outreach Sori, Henry; Martinez, Aimee (CIAO);
Suarez, Angelica (CIAO)

1.0 Customer

Objective Description Owners
Increase Access to and quality of Increase Access to Government Information and Services while continuously improving the quality of information delivery by Sori, Henry
Government Information and Services making it timely, accurate, consistent, and increasingly simple to access.
(CIAO)
Grandparent Objectives Description Owners

GG1 Friendly government Miami-Dade County

Parent Objectives Description Owners
GG1-1 Provide easy access to information Miami-Dade County
and services
GG1-3 Foster a positive image of County Miami-Dade County
government
Initiatives Linked to Objective Est. Start Est. End Type As Of 2 ¥ v O @ % Status Owners
311 Closed Loop Feedback by Email n/a n/a 3/5/2015 n E 25% In Progress Suarez, Angelica (CIAO);
Martinez, Aimee (CIAO),
Gomez, Jorge (CIAO)
Improve WASD Customer Service Wait n/a n/a 3/5/2015 E n 25% In Progress Suarez, Angelica (CIAO);
Time Martinez, Aimee (CIAO),
Gomez, Jorge (CIAO)
Develop and Implement WASD Customer n/a n/a 3/5/2015 n n 25% In Progress Suarez, Angelica (CIAO)
Service Application - Phase 1
Re-architect the County's Content n/a n/a 3/5/2015 E E 45%  In Progress Suarez, Angelica (CIAO);
Management System Martinez, Aimee (CIAO),

Chammas, Ana (CIAO),
Sarasti, Michael A. (CIAO)

Enhance the 311 Mobile App n/a n/a 3/5/2015 E E 90% In Progress Suarez, Angelica (CIAO);
Martinez, Aimee (CIAO),
Chammas, Ana (CIAO),
Sarasti, Michael A. (CIAO)

Measures Linked to Objective Period Actual Target Variance Owners
311 Total Call Volume u Mar 15 153,261 166,666 -13,405 Martinez, Aimee (CIAO)
Child Measures Period Actual Target Variance Owners
Monthly Call Volume 3-1-1 Answer Center = Mar '15 153,261 166,666 -13,405 Silva, Liz; Gomez, Jorge (CIAO)
(311)
Main 311 VDN = Mar '09 61,385 190,000 -128,615 Silva, Liz; Gomez, Jorge (CIAO)
All Other VDNs n/a n/a n/a n/a Silva, Liz; Gomez, Jorge (CIAO)
311 Average Speed of Answer a Mar '15 206seconds 150seconds -56seconds Martinez, Aimee (CIAO)
EDITED 311 Average Speed of Answer Q

Sep 14 Oct 14 Nov '14 Jan'"15Feb '"15 Mar '15

D Goal-Actual-Base . Goal-Actual-Base
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54 /I Number of Visits to the County Portal £,

2,000,000 P 1 e L d

O Actual — Target —— Trend ]

1,000,000 . L ~HHE i H e
0 . . .
Oct'11  May 12 Jan'13  Aug'13 Apr'14  Nov '14

Child Measures Period Actual Target Variance Owners
Average customer queue time (311) E Dec 11 78 90 12 Silva, Liz; Gomez, Jorge (CIAO)
% Increase of Net Likes on Facebook E 15 FQ1 14% 8% 6% Martinez, Aimee (CIAO);
Chammas, Ana (CIAO),
Suarez, Angelica (CIAO)
3N % Increase of Net Likes on Facebook (A
15 ...........................................
10 .................................
5 ................................
0 .
15 FQ1 15 FQ2
[ D Actual — Target === Trend ]
Average Abandon Rate a Mar 15 21.16% 15.00% -6.16% Silva, Liz; Martinez, Aimee (CIAO);
Gomez, Jorge (CIAO)
311 Service Center Walk-Ins n 15 FQ2 7,593 7,500 93 Suarez, Angelica (CIAO);
Chammas, Ana (CIAO),
Martinez, Aimee (CIAO)
Z3 A\ 311 Service Center Walk-Ins (A
8,0004 - - - - —— i & ¢ttt e e e e e e
6’000 ............................
4’000 ............................
2’000 ............................
0 .
15 FQ1 15 FQ2 15 FQ3
[ D Actual — Target === Trend ]
Number of Visits to the County Portal n Sep '14 1,177,778 1,500,000 -322,222 Mullins, R. Adam (CIAO)
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T T

County Portal Subscribers u Mar 15 187,978 100,000 87,978 Mullins, R. Adam (CIAO)

Z3 /N county Portal Subscribers (A

200,000 « + s I R
150,000 -[ |- -0 [ -0 F- L F-L - - -
100,000
50,0004--f -V |-} }-L bt P

Oct '"1Mlov '14 Jan'15 Mar 15 May "1&un '15

[ D Actual . Target === Trend ]
2.0 Financial
Objective Description Owners
Meet Budget Targets (CIAO) Martinez, Aimee (CIAO); Sori, Henry;
Suarez, Angelica (CIAO)
Grandparent Objectives Description Owners
GG4-2 Effectively allocate resources to Miami-Dade County

meet current and future operating and
capital needs

zz_2003_Planned necessary resources to  Planned necessary resources to meet current and future operating and capital needs Admin, Admin
meet current and future operating and
capital needs (priority outcome)

Parent Objectives Description Owners
Meet Budget Targets - Archived Office of Management and Budget
Meet Budget Targets (All Miami-Dade This is the parent objectives to all departmental "Meet Budget Targets" objective. This is the child objective to the County's Moon, Jennifer (OMB)
County) E(tefcg(SQjc Plan Objective, "GG4-2: Effectively allocate and utilize resources to meet current and future operating and capital
Measures Linked to Objective Period Actual Target Variance Owners
Expen: Total (CIAO) E 15 FQ2 $4,392K $4,824K $432K Martinez, Aimee (CIAO); Sori, Henry;

Suarez, Angelica (CIAO)

23 Expen: Total (CIAO) (A

= u-ﬂ—ﬂ””

‘04FQ1 '06 FQ2 '08 FQ3 "1MFQ1  "3FQ2 '15FQ3

[ D Actual — Target === Trend
Child Measures Period Actual Target Variance Owners
Expenditure: Personnel Costs (CIAO) E 15 FQ2 $3,951K $4,038K n/a Martinez, Aimee (CIAO); Sori, Henry
Expenditure: Court Costs (CIAO) n 15 FQ2 $O0K $OK n/a Martinez, Aimee (CIAO); Sori, Henry
Expenditure: Contractual Services (CIAO) u 15 FQ2 $52K $48K n/a Martinez, Aimee (CIAO); Sori, Henry
Expenditure: Other Operating (CIAO) E 15 FQ2 $223K $442K n/a Martinez, Aimee (CIAO); Sori, Henry
(Eé(lrfg;iiture: Charges for County Services u 15 FQ2 $159K $281K n/a Martinez, Aimee (CIAO); Sori, Henry
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Expenditure: Grants to Outside n 15 FQ2 $O0K $OK n/a Martinez, Aimee (CIAO); Sori, Henry
Organizations (CIAO)
Expenditure: Capital (CIAO) u 15 FQ2 $7K $15K $8K Martinez, Aimee (CIAO); Sori, Henry
Expenditure: Transfers Out (CIAO) E 15 FQ2 $O0K $OK n/a Martinez, Aimee (CIAO); Sori, Henry
Expenditure: Distribution of Funds in Trust E 15 FQ2 $0K $0K n/a Martinez, Aimee (CIAO); Sori, Henry
(CIAO)
Expenditure: Depreciation, Amortization, E 15 FQ2 $O0K $OK n/a Martinez, Aimee (CIAO); Sori, Henry
Depletion (CIAO)
Expenditure: Debt Service (CIAO) E 15 FQ2 $OK $OK n/a Martinez, Aimee (CIAO); Sori, Henry
Expenditure: Reserves (CIAO) E 15 FQ2 $O0K $O0K n/a Martinez, Aimee (CIAO); Sori, Henry
Expenditure: Intradepartmental Transfers u 15 FQ2 $O0K $O0K n/a Martinez, Aimee (CIAO); Sori, Henry
(CIAO)
Revenue: Total (CIAO) a "15 FQ2 $70K $4,824K $-4,754K Martinez, Aimee (CIAO); Sori, Henry;
Suarez, Angelica (CIAO)
54 /] Revenue: Total (CIAO) (A
20‘000 ....... ........ ........ ..................
10,0004 - - - - - - ......................
0{- e | Tallaool o _lalinlialln_.
'04 #Q1 ‘06 #QZ '08 #QS " IL'Q1 13 I-:Q2 15 FQS
D Actual — Target === Trend ]
Child Measures Period Actual Target Variance Owners
Revenue: Carryover (CIAO) u 15 FQ2 $OK $OK $0K Martinez, Aimee (CIAO); Sori, Henry
Revenue: General Fund (CIAO) u 15 FQ2 $O0K $2,370K $-2,370K Martinez, Aimee (CIAO); Sori, Henry
Revenue: Proprietary (CIAO) E 15 FQ2 $42K $42K $0K Martinez, Aimee (CIAO); Sori, Henry
Revenue: Federal (CIAO) n 15 FQ2 $O0K $OK $0K Martinez, Aimee (CIAO); Sori, Henry
Revenue: State (CIAO) E 15 FQ2 $O0K $OK $0K Martinez, Aimee (CIAO); Sori, Henry
Revenue: Interagency/Intradepartmental : 15 FQ2 $28K $2,412K $-2,384K Martinez, Aimee (CIAO); Sori, Henry
(CIAO)
Percent of Invoices Paid within 45 calendar n Mar '15 98% 85% 13% Mullins, R. Adam (CIAO);

days

EQ Percent of Invoices Paid within 45 calendzo

80

40

0]
Oct "1 Jul 12 Apr'13 Jan 14

Oct'14  Jun'15

O Actual — Target —— Trend

Suarez, Angelica (CIAO)
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Positions: Full-Time Filled (CIAO) = 15 FQ2 169 179 -10 Martinez, Aimee (CIAO); Sori, Henry;
(178-180) Suarez, Angelica (CIAO)
54 =» Positions: Full-Time Filled (CIAO) (A
200 ..... s e TR M L T T e o - .....
1001 |-||'|
0 :
‘06 FQ1 '07 FQ4 ‘09 FQ4 11 FQ4 "13FQ4 '"15FQ3
- Trend C] Actual . Target . Lower Target
- Upper Target
3.0 Internal
Objective Description Owners
Enable transparency of service delivery Sori, Henry; Martinez, Aimee (CIAO)
Grandparent Objectives Description Owners
GG1 Friendly government Miami-Dade County
Parent Objectives Description Owners
GG1-3 Foster a positive image of County Miami-Dade County
government
Initiatives Linked to Objective Est. Start Est. End Type As Of ¢ B v 0 B % Status Owners
Establish formal Open Data Program n/a n/a 3/5/2015 E E 10% In Progress Suarez, Angelica (CIAO);
Martinez, Aimee (CIAO),
Chammas, Ana (CIAO),
Sarasti, Michael A. (CIAO)
Measures Linked to Objective Period Actual Target Variance Owners
Number of Data Sets in the Socrata n 15 FQ2 4 2 2 Chammas, Ana (CIAO);

Platform

PN @ Number of Data Sets in the Socrata Platfo O

15 FQ2

15 FQ3

D Actual — Target —— Trend

Martinez, Aimee (CIAO);
Suarez, Angelica (CIAO);
Sarasti, Michael A. (CIAO)
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¢
Average Time to Complete a Task (Days) n 15 FQ2 5.97 Days 5.00 Days -0.97 Days Chammas, Ana; Martinez, Aimee (CIAO);
Suarez, Angelica (CIAO)
54 W Average Time to Complete a Task (Days) £,
6 ........ e ———— B ¢ s e s s s e s .........
4 ..............................
2 .............................
0 .
15 FQ1 15 FQ2 15 FQ3
[ D Actual — Target === Trend ]
Total Tasks Requested per Quarter E 15 FQ2 3,405 1,500 1,905 Chammas, Ana (CIAO);
Martinez, Aimee (CIAO),
Suarez, Angelica (CIAO)
Z3 /N Total Tasks Requested per Quarter (A
3.0004 - - - - - ..
2’000 ............................
1’000 ............................
0 .
15 FQ1 15 FQ2 15 FQ3
[ D Actual — Target === Trend ]
4.0 Learning and Growth
Objective Description Owners
Professional Development through Training Suarez, Angelica (CIAO)
Measures Linked to Objective Period Actual Target Variance Owners
% Employees Using Active Training u 15 FQ2 33% 100% -67% Martinez, Aimee (CIAO); Chammas, Ana;
Licenses Suarez, Angelica (CIAO)

u * % Employees Using Active Training Licen O

15 FQ1 15 FQ2 15 FQ3

[ D Actual — Target === Trend ]

4/30/2015 4:19:14 PM

Page: 6



Business Plan Report - Community Information and Outreach

4/30/2015 4:19:18 PM Page: 7



	enabling-strats_ciao
	enabling-strats_ciaobp

