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A Look at “Operations”
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• City of Jacksonville Vision: to make Jacksonville's 
local government the most responsive and 
effective city government in America; to make 
Jacksonville the best place in the nation to live, 
work and raise a family.

City of Jacksonville Vision
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Economic Development – “Partner with Businesses to Grow Jobs 
and the Local Economy”

Education – “Build a Better Education System and Improve Our 
Public Schools”

Military and Veterans – “Making Jacksonville the Most Military-
Friendly City in America”

Public Engagement – “Welcoming All to City Hall”

Effective and Efficient Government – “Make Government as 
Effective and Efficient as Possible” Quality of Life – “Enhance the Quality of Life”

Administration’s Priorities



Cabinet-level Appointees Reflect Mayor’s Priorities



Cabinet-level Appointees Reflect Mayor’s Priorities



• Effective and Efficient Government – “Make Government as Effective and Efficient as Possible”

• Reorganization of City of City Government leads to 
drill downs and focus on continuous process 
improvement

• Reform (Contract, Procurement, Civil Service, 
Privatization, Retirement)

• Understanding and Meeting the Needs of Citizens

Administration’s Priorities
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Floor Substitute 2013-209
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The Floor Substitute allowed the City to more quickly sync 
strategic development of communities and comprehensive 
planning of neighborhoods, associations, mobility and 
transportation issues within one department. 



Floor Substitute 2013-209
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Beyond the name changes that will allow 
employees as well as taxpayers to more 
readily identify the focus of the department 
and divisions, e.g., Natural and Marine 
Resource and Social Services, with 
Councils urging, community and 
recreational programming from seven-year-
olds to seniors will now occur within a single 
strategic-focused department that will 
leverage the City’s resources with P3s and 
other who can deliver higher quality 
programming even during non-city 
programmed time.

In joining the 
other 
“community 
services”, 
Disabled 
Services is 
reestablished 
as a division 
with charge 
over its Trust 
Fund dollars.



Floor Substitute 2013-209
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The Neighborhoods 
Department was 
refocused on the 
primary emphasis of 
each division: 
ensuring regulatory 
compliance, and 
thus embracing the 
name change 
offered by the City 
Council.

Refined the requirements for 
the director’s position



Floor Substitute 2013-209
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The Administration and Council 
agreed that upon studying the 
functions of the Public Works 
Department, it would be 
appropriate to create an 
operations director to oversee the 
day-to-day of the operations-
oriented departments while 
allowing the Director to focus on 
strategy and support for the 
operations. This includes the 
Mowing/Landscape Division 
already enacted by 2013-683.

The Floor 
Substitute 
renamed of the 
R-O-W Grounds 
Maintenance 
Division to reflect 
its functions, post 
2013-683, 
retaining the 
Public Buildings 
Division, and 
Real Estate 
Division, while 
also addressing a 
neglected area by 
elevating Traffic 
Engineering to a 
division.



Floor Substitute 2013-209
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The Floor Substitute created the environment to 
allow the City to more efficiently meet the needs of 
the City’s commissions and other liaison 
relationships in areas such as Fleet, IT, and grant 
coordination. It groups the procurement offices 
under one department. It establishes IGS as a one 
stop shop for access to central services and will 
increase the speed of delivery of services. 



Floor Substitute 2013-209
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Employee Services

Employee Services Department
 Organized under Chapter 33, 

Ordinance Code
 119 ½ years of SME
 50 Employees
 For Quarter ended December 31, 

2014 positive budget variance of 
$89,128

Key Accomplishments for 2014/2015
 Facilitated legislation to 

transition City from fully-funded 
to self-insured health plan

 Performance management at 
100% for operations

 Classification Study

Key Issues for 2015
 Classification Study
 Contract/Union Negotiations
 Self Insurance success and 

position moving into new plan 
year

 Wellness
 Budget
 CPN/UF Health
 Transition Support



Citizen Services
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Planning & Development Department

 Organized under Chapter 
30, Ordinance Code

 97 years of SME within 
senior management

 185 Employees
 Overall Budget $17.5M 

plus $10M-$15M in federal 
and state grant funds

Key Accomplishments for 2015
 Completed Insurance 

Services Office’s 5-year 
Community Rating System 
FEMA audit, retaining 
city’s rating which provides 
20% discount to citizens 
located in flood zone—
savings of $2.2M in 2014.

 Began electronic plan 
submittal and review 
process, eliminating travel 
time, print costs, scanning, 
and front counter time.

 Implemented a pilot 
program for 
backyard hens in 
residential areas.

Key Issues for 2015
 Development would 

be enhanced with 
greater private 
sector involvement 
in revitalization and 
redevelopment of 
distressed 
communities.

 Staff has been 
unable to remain 
current with new 
development 
concepts and 
strategies due to 
reduced funding for 
travel and training.

 Installed electronic 
customer queuing 
system at counters to 
provide better 
customer service and 
provision of data.

 Created an RFP for a 
Bicycle/Pedestrian 
Master Plan to 
increase number and 
frequency of people 
walking and bicycling.

 Renew Jax, public-
private partnership, 
authorized $30M for 
revitalization of 
distressed 
communities.

 Administered grant 
which produced two 
new artificial reefs in 
St. Johns River for 
recreational fishing.



Fire & Rescue

Fire & Rescue Department

 Organized under Chapter 31, 
Ordinance Code

 135  years of SME
 1305 Employee Cap

 +67 SAFER Grant
 -76 vacant 

 Overall Budget  210 Million
 37 Million Revenue

• Key Accomplishments for 2015
 Completed ISO Review- Positive 

Outlook for improved rating.
 Focus on Safety!
 Leadership Training for 

supervisors

Key Issues for 2015
 SAFER Grant expires in 2016
 Rescue call volume up 6%-

Placing significant strain on 
service capability.

 Refresh of IT Backbone is a 
priority
 Mobile Dispatch Terminals 
 Mobile Radios
 Station Alert Systems

 Fleet Replacement



Parks, Recreation & Community Services

 Organized under Chapter 
28, Ordinance Code

 177years of SME
 280 Employees
 Overall Budget  $43,715,983
• Key Accomplishments for 

2015
 Obtained selection as one of 

10 cities in the U.S. for 
National Park Service’s 
Urban Agenda.

 Reopened five community 
centers and extended hours 
in 19 centers

 On target for completion of 
DOJ ADA requirements

Key Issues for 2015
 JaxParks Mobile App
 Premiere Parks Initiative to 

assess park conditions and 
needs

 Department of Justice settlement 
for ADA compliance

 Parks Management Application 
to track revenue, attendance and 
memberships



Parks, Recreation & Community Services

• Key Accomplishments for 
2015 continued

 In collaboration with Public 
Works, Planning and 
community groups, received 
Groundwork Jacksonville 
designation

 Completed video production 
for public awareness valued 
at $843,000

 In collaboration with 
Downtown Investment 
Authority and City Council, 
successfully secured 
managing partner for 
Hemming Park



Regulatory Compliance Department

 Organized under Chapter 35, Jacksonville Ordinance 
Code

 81 years of SME experience (Director/Chiefs)
 239 Employees
 Overall Budget: $14.8 million

• Key Issues for 2015
 Procuring helicopter for 

Mosquito Control
 Improving response times 

to community requests for 
service

Key Accomplishments for 2015
 ACPS – Live release rate over 90% monthly
 ACPS – Increased volunteer hours to over 800 each month
 ACPS – Closed to large hoarding facilities
 EQD – Noise level studies at Metropolitan Park led to standards for future 

concerts
 EQD – Successfully completed & implemented the Ribault River 

Bacteriological Control Plan in order to facilitate improvements in the river
 EQD – Implemented process improvements to reduce permit review times 

(improved by 75%); Well Permits now issued within 1 day
 MCD – Secured grants to support ongoing programs
 MCCD – Participation in Operation Urban Blight and Operation Dolphin (now 

Renew Arlington)
 MCCD – Saved the city $825,000 in demolition costs for 632 Forsyth Street 
 MCCD – Multi-unit inspections at 3801 Almeda Street led to citing of 159 

violations and condemnation of apartment complex



Public Works 

Public Works Department
 Organized under Chapter 32,   

Ordinance Code
 251 years of SME experience
 520 Authorized Employees
 Overall Budget $189 million – down 

from $230 million in FY 14

Key Accomplishments for 2015
 Stormwater Action Team (SWAT)
 Property Asset Management 

Optimization (PAMO)
 Improvements in mgmt. positions
 Reorg created Traffic Engineering 

Div
 Southbank Riverwalk/Old Federal 

Courthouse/Landfill expansion 
started

 Continued to convert from a “NO” 
culture to a let’s get to “YES” culture

Key Issues for 2015
 Aging heavy equipment
 Pressure on Stormwater and 

Solid Waste fees
 Aging workforce with challenged 

succession plan
 Low capital spending for 

roadway, drainage, and building 
infrastructure -- deterioration

 Continued adequate funding for 
landfill expansion

 Legal requirements – ADA, ash 
remediation, contamination sites

 Increased demand for services in 
face of reduced resources –
backlog grows



Public Works

Gradall

Menzi Muck

Vac Con



Intra Governmental Services

Office of Director, Grants, 
Ombudsman, JSEB, 630-
City 
 Organized under Chapter 23, 

Ordinance Code
 105 years of SME
 34 Employees
 Operating Budget $4,105,833
• Key Accomplishments
 Office of the Director - COJ Annual 

Tire & Sign Buy Back (2 years)
 Grants - $5M Awarded in 2014
 Ombudsman - $2,068,048.68 

Mediated 2015 YTD
 630 – City - Reduce hold times from 

4 minutes to 55 seconds
 JSEB - $15M Awarded to JSEB’s 

since October of 2014

Key Issues 
 Grants - Software
 Ombudsman Training
 JSEB – Access to Capital
 630-City - Staffing



Intra Governmental Services

Fleet Management 
Division
 Organized under Chapter 23, 

Ordinance Code
 25          years of SME
 111       Employees
 Operating Budget 

$37,754,446
• Key Accomplishments
 Ranked 63rd in the 100 Best 

Fleets in North America 2015
 Ranked 91st in the 100 Best 

Fleets in North America 2014
 Re-Purposing & outsourcing 

of parts(Saving of 425K)
 TPO Grant 315K

Key Issues 
 Vehicle Replacement
 Fleet Facility
 Qualified Technicians 



Intra Governmental Services

Information 
Technology 
Division

 Organized under Chapter 23, 
part 4 Ordinance Code

 137     Employees
 Operating  Budget

$29.5M
 Capital Budget : $15.1M

Key Accomplishments for 2015
 Multiple awards
 National attention for COJ via 

IT Excellence and Innovation
 Implemented Comprehensive 

Performance Management for 
COJ / JaxOps Scorecards

 JaxAnalytics – 22 solutions 
 Engaged citizens with coj.net, 

Myjax mobile app and 
Jaxscore, PAMO, GIS solutions

Key Issues for 2015
 Retention and hiring of IT Talent
 Acquiring  ERP solution
 Cyber Security risks
 Support Council and Mayor transition 

activities

Awards/ Recognition
 2015 CIO 100 – CIO magazine
 JBJ BizTech Innovation Award  - IT 

Dream Team (2014), Best CIO 
(2013)

 #3 Top 10 Digital Cities (2013 & 
2014 ) –with cities like LA, Seattle, 
Boston and Philly

 Government Computer News Award 
for the JaxReady Mobile app



ITD Accomplishments over 3 years

Keep the

Lights on

80%

20%

$$ Focused Strategy

City Focused Strategy
Citizen Focused Strategy

Revamped Billing 
Model‐ continued
improvements

#3‐ Top Digital City,
CIO 100 award
Best CIO award
IT Dream Team 

Comprehensive 
Performance 
Management (JaxOps)

Projects 
completed = 200+
Customers = 64
Tickets  = 120+K

Innovation = 43
Process ‐ COJ = 53
Process  ‐ ITD = 33
Self Service Offerings=18

Collaboration 
&

Relationships

JaxScore 2.0
Public Facing
Interactive 
Scorecard 

FAMIS, PAMO, 
Liens, Blight, 
CARE Analytics
Trained 100+

2 out of 5 Year 
Strategy/ Plans

Cost Savings
ITD= $4.1M

MyJax, Fight Blight, 
Jaxready, Jaxferry, 

JaxHapps

Value Add = 
Revenue + Cost 
Avoidance + 

Savings = $34.1M

6/5/2015 27



• Completed
• Brand new Website - COJ.net
• Fight Blight/ My Jax Mobile app
• Telehealth pilot at Corrections
• JPL Network Redesign
• State Attorney Office Move
• JSO – Fleet Dashboard
• Comprehensive Performance Management – JaxOps scorecards, JaxAnalytics, 

Jaxscore 2.0
• Fleet vendor billing/ TPH support

• In progress
• Mosquito Control System
• ERP RFP
• CRM system upgrade
• Network, Server, UPS, PC Equipment Refresh
• Fire Station Alerting - RFP on the street
• 911 CAD Replacement – RFP
• Enterprise Document Management 
• JFRD Inventory/Assets

2015 Key Projects Status

28

Project Stats

 144 Active 
 132 Completed in CY 2014
 86 Completed in  2015
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How does Operations Accomplish This?
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JaxOps
Internal Performance Management
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Performance measured by 
• Director 

• Department Scorecard results – 100%
• Chief

• Department Scorecard results – 20%
• Division Scorecard results – 80%

• Employees
• Division Scorecard results – 20%
• 1 or 2 Division metrics
• Other pertinent metrics 80%

Drive Alignment and Teamwork
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JaxOps site on the Intranet

32

Link Department and Division 
Scorecards



FY 14 October 2013 Public Works Department Scorecard
Mayor's 
Priority Goals

Potential 
Points Min ‐60% Target‐80% Max‐100% MTD Value YTD Value

Actual 
Points Comments/Explanation

Operational Excellence 350

QOL % of reduction in accidents at 5 highest accident 
prone intersections 100 2.00% 2.50% 3.00%

(# of Current accidents ‐ # of accidents at the 5 
intersections after improvements)/ # of Current 
accidents

QOL % of City roadway miles improved 75 1.40% 1.60% 1.80%
# of City roadway miles improved/ Total # of City 
roadway miles, 3659 centerline miles

QOL
%  reduction of Structures that flood (25 yr storm) 75 0.10% 0.20% 0.30%

# of homes/buildings removed from flooding/ Total # 
of structures that could flood(2343 ) in a 25 year storm

QOL % missed collection not resolved by the end of the 
next business day 100 4.00% 3.00% 0.00%

# of CARE issues for missed collections not resolved by 
the end of the following business day/ Total # of 
missed collections CARE issues

Customer Satisfaction  200
EEG Bi‐annual Customer Satisfaction Survey 200 3 3.5 3.75

Process Improvement  & Innovation 200

EEG Reduce % of change order value based on original 
project bid increase to complete construction 50by 5% by 10% by 15%

(Project final cost ‐ Original bid)/ Orginal bid ‐ Keeping 
Change orders to a minimum based on errors & 
omissions

EEG # of Processes improved (monitored by metrics) 100 3 6 9
Financial Metrics 100

EEG Cost Savings (PW & Customers) 25 250,000 500,000 1,000,000
EEG Cost Avoidance 25 250,000 25 750,000
EEG Budget Management (Departmental Exp) 25At Budget under .5% under 1%
EEG Revenues generated  25 3,000,000 3,250,000 3,500,000

Talent Management Metrics 150
EEG % employees setup in Ent Perf Mgmt system with 

Smart Goals by Nov 1st, 2013 25 90% 95% 100%

EEG % employees mid year review completed by May 1st, 
2014 25 90% 95% 100%

EEG % employees year end review completed by Nov 1st, 
2014 25 90% 95% 100%

EEG Turnover of staff rated 4 or 5 on EPMS 75 20% 15% 10%
Total 1000

JaxOps Sample Balanced Scorecard
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FY 14 October 2013 Public Works Department Scorecard
Mayor's 
Priority Goals

Potential 
Points Min ‐60% Target‐80% Max‐100% MTD Value YTD Value

Actual 
Points Comments/Explanation

Operational Excellence 350

QOL % of reduction in accidents at 5 highest accident 
prone intersections 100 2.00% 2.50% 3.00%

(# of Current accidents ‐ # of accidents at the 5 
intersections after improvements)/ # of Current 
accidents

QOL % of City roadway miles improved 75 1.40% 1.60% 1.80%
# of City roadway miles improved/ Total # of City 
roadway miles, 3659 centerline miles

QOL
%  reduction of Structures that flood (25 yr storm) 75 0.10% 0.20% 0.30%

# of homes/buildings removed from flooding/ Total # 
of structures that could flood(2343 ) in a 25 year storm

QOL % missed collection not resolved by the end of the 
next business day 100 4.00% 3.00% 0.00%

# of CARE issues for missed collections not resolved by 
the end of the following business day/ Total # of 
missed collections CARE issues

Customer Satisfaction  200
EEG Bi‐annual Customer Satisfaction Survey 200 3 3.5 3.75

Process Improvement  & Innovation 200

EEG Reduce % of change order value based on original 
project bid increase to complete construction 50by 5% by 10% by 15%

(Project final cost ‐ Original bid)/ Orginal bid ‐ Keeping 
Change orders to a minimum based on errors & 
omissions

EEG # of Processes improved (monitored by metrics) 100 3 6 9
Financial Metrics 100

EEG Cost Savings (PW & Customers) 25 250,000 500,000 1,000,000
EEG Cost Avoidance 25 250,000 25 750,000
EEG Budget Management (Departmental Exp) 25At Budget under .5% under 1%
EEG Revenues generated  25 3,000,000 3,250,000 3,500,000

Talent Management Metrics 150
EEG % employees setup in Ent Perf Mgmt system with 

Smart Goals by Nov 1st, 2013 25 90% 95% 100%

EEG % employees mid year review completed by May 1st, 
2014 25 90% 95% 100%

EEG % employees year end review completed by Nov 1st, 
2014 25 90% 95% 100%

EEG Turnover of staff rated 4 or 5 on EPMS 75 20% 15% 10%
Total 1000

JaxOps Sample Balanced Scorecard
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Link to City’s 
Priorities 



FY 14 October 2013 Public Works Department Scorecard
Mayor's 
Priority Goals

Potential 
Points Min ‐60% Target‐80% Max‐100% MTD Value YTD Value

Actual 
Points Comments/Explanation

Operational Excellence 350

QOL % of reduction in accidents at 5 highest accident 
prone intersections 100 2.00% 2.50% 3.00%

(# of Current accidents ‐ # of accidents at the 5 
intersections after improvements)/ # of Current 
accidents

QOL % of City roadway miles improved 75 1.40% 1.60% 1.80%
# of City roadway miles improved/ Total # of City 
roadway miles, 3659 centerline miles

QOL
%  reduction of Structures that flood (25 yr storm) 75 0.10% 0.20% 0.30%

# of homes/buildings removed from flooding/ Total # 
of structures that could flood(2343 ) in a 25 year storm

QOL % missed collection not resolved by the end of the 
next business day 100 4.00% 3.00% 0.00%

# of CARE issues for missed collections not resolved by 
the end of the following business day/ Total # of 
missed collections CARE issues

Customer Satisfaction  200
EEG Bi‐annual Customer Satisfaction Survey 200 3 3.5 3.75

Process Improvement  & Innovation 200

EEG Reduce % of change order value based on original 
project bid increase to complete construction 50by 5% by 10% by 15%

(Project final cost ‐ Original bid)/ Orginal bid ‐ Keeping 
Change orders to a minimum based on errors & 
omissions

EEG # of Processes improved (monitored by metrics) 100 3 6 9
Financial Metrics 100

EEG Cost Savings (PW & Customers) 25 250,000 500,000 1,000,000
EEG Cost Avoidance 25 250,000 25 750,000
EEG Budget Management (Departmental Exp) 25At Budget under .5% under 1%
EEG Revenues generated  25 3,000,000 3,250,000 3,500,000

Talent Management Metrics 150
EEG % employees setup in Ent Perf Mgmt system with 

Smart Goals by Nov 1st, 2013 25 90% 95% 100%

EEG % employees mid year review completed by May 1st, 
2014 25 90% 95% 100%

EEG % employees year end review completed by Nov 1st, 
2014 25 90% 95% 100%

EEG Turnover of staff rated 4 or 5 on EPMS 75 20% 15% 10%
Total 1000

JaxOps Sample Balanced Scorecard
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5 Categories of Metrics –
1. Ops Excellence, 
2. Customer Satisfaction
3. Process improvement/ 
Innovation
4. Financial
5. Talent Management 



FY 14 October 2013 Public Works Department Scorecard
Mayor's 
Priority Goals

Potential 
Points Min ‐60% Target‐80% Max‐100% MTD Value YTD Value

Actual 
Points Comments/Explanation

Operational Excellence 350

QOL % of reduction in accidents at 5 highest accident 
prone intersections 100 2.00% 2.50% 3.00%

(# of Current accidents ‐ # of accidents at the 5 
intersections after improvements)/ # of Current 
accidents

QOL % of City roadway miles improved 75 1.40% 1.60% 1.80%
# of City roadway miles improved/ Total # of City 
roadway miles, 3659 centerline miles

QOL
%  reduction of Structures that flood (25 yr storm) 75 0.10% 0.20% 0.30%

# of homes/buildings removed from flooding/ Total # 
of structures that could flood(2343 ) in a 25 year storm

QOL % missed collection not resolved by the end of the 
next business day 100 4.00% 3.00% 0.00%

# of CARE issues for missed collections not resolved by 
the end of the following business day/ Total # of 
missed collections CARE issues

Customer Satisfaction  200
EEG Bi‐annual Customer Satisfaction Survey 200 3 3.5 3.75

Process Improvement  & Innovation 200

EEG Reduce % of change order value based on original 
project bid increase to complete construction 50by 5% by 10% by 15%

(Project final cost ‐ Original bid)/ Orginal bid ‐ Keeping 
Change orders to a minimum based on errors & 
omissions

EEG # of Processes improved (monitored by metrics) 100 3 6 9
Financial Metrics 100

EEG Cost Savings (PW & Customers) 25 250,000 500,000 1,000,000
EEG Cost Avoidance 25 250,000 25 750,000
EEG Budget Management (Departmental Exp) 25At Budget under .5% under 1%
EEG Revenues generated  25 3,000,000 3,250,000 3,500,000

Talent Management Metrics 150
EEG % employees setup in Ent Perf Mgmt system with 

Smart Goals by Nov 1st, 2013 25 90% 95% 100%

EEG % employees mid year review completed by May 1st, 
2014 25 90% 95% 100%

EEG % employees year end review completed by Nov 1st, 
2014 25 90% 95% 100%

EEG Turnover of staff rated 4 or 5 on EPMS 75 20% 15% 10%
Total 1000

JaxOps Sample Balanced Scorecard
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Balanced by points 
to provide 
weightage 

Total = 1000



FY 14 October 2013 Public Works Department Scorecard
Mayor's 
Priority Goals

Potential 
Points Min ‐60% Target‐80% Max‐100% MTD Value YTD Value

Actual 
Points Comments/Explanation

Operational Excellence 350

QOL % of reduction in accidents at 5 highest accident 
prone intersections 100 2.00% 2.50% 3.00%

(# of Current accidents ‐ # of accidents at the 5 
intersections after improvements)/ # of Current 
accidents

QOL % of City roadway miles improved 75 1.40% 1.60% 1.80%
# of City roadway miles improved/ Total # of City 
roadway miles, 3659 centerline miles

QOL
%  reduction of Structures that flood (25 yr storm) 75 0.10% 0.20% 0.30%

# of homes/buildings removed from flooding/ Total # 
of structures that could flood(2343 ) in a 25 year storm

QOL % missed collection not resolved by the end of the 
next business day 100 4.00% 3.00% 0.00%

# of CARE issues for missed collections not resolved by 
the end of the following business day/ Total # of 
missed collections CARE issues

Customer Satisfaction  200
EEG Bi‐annual Customer Satisfaction Survey 200 3 3.5 3.75

Process Improvement  & Innovation 200

EEG Reduce % of change order value based on original 
project bid increase to complete construction 50by 5% by 10% by 15%

(Project final cost ‐ Original bid)/ Orginal bid ‐ Keeping 
Change orders to a minimum based on errors & 
omissions

EEG # of Processes improved (monitored by metrics) 100 3 6 9
Financial Metrics 100

EEG Cost Savings (PW & Customers) 25 250,000 500,000 1,000,000
EEG Cost Avoidance 25 250,000 25 750,000
EEG Budget Management (Departmental Exp) 25At Budget under .5% under 1%
EEG Revenues generated  25 3,000,000 3,250,000 3,500,000

Talent Management Metrics 150
EEG % employees setup in Ent Perf Mgmt system with 

Smart Goals by Nov 1st, 2013 25 90% 95% 100%

EEG % employees mid year review completed by May 1st, 
2014 25 90% 95% 100%

EEG % employees year end review completed by Nov 1st, 
2014 25 90% 95% 100%

EEG Turnover of staff rated 4 or 5 on EPMS 75 20% 15% 10%
Total 1000

JaxOps Sample Balanced Scorecard
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Min – Target – Max 
goals for each 

metric



FY 14 October 2013 Public Works Department Scorecard
Mayor's 
Priority Goals

Potential 
Points Min ‐60% Target‐80% Max‐100% MTD Value YTD Value

Actual 
Points Comments/Explanation

Operational Excellence 350

QOL % of reduction in accidents at 5 highest accident 
prone intersections 100 2.00% 2.50% 3.00%

(# of Current accidents ‐ # of accidents at the 5 
intersections after improvements)/ # of Current 
accidents

QOL % of City roadway miles improved 75 1.40% 1.60% 1.80%
# of City roadway miles improved/ Total # of City 
roadway miles, 3659 centerline miles

QOL
%  reduction of Structures that flood (25 yr storm) 75 0.10% 0.20% 0.30%

# of homes/buildings removed from flooding/ Total # 
of structures that could flood(2343 ) in a 25 year storm

QOL % missed collection not resolved by the end of the 
next business day 100 4.00% 3.00% 0.00%

# of CARE issues for missed collections not resolved by 
the end of the following business day/ Total # of 
missed collections CARE issues

Customer Satisfaction  200
EEG Bi‐annual Customer Satisfaction Survey 200 3 3.5 3.75

Process Improvement  & Innovation 200

EEG Reduce % of change order value based on original 
project bid increase to complete construction 50by 5% by 10% by 15%

(Project final cost ‐ Original bid)/ Orginal bid ‐ Keeping 
Change orders to a minimum based on errors & 
omissions

EEG # of Processes improved (monitored by metrics) 100 3 6 9
Financial Metrics 100

EEG Cost Savings (PW & Customers) 25 250,000 500,000 1,000,000
EEG Cost Avoidance 25 250,000 25 750,000
EEG Budget Management (Departmental Exp) 25At Budget under .5% under 1%
EEG Revenues generated  25 3,000,000 3,250,000 3,500,000

Talent Management Metrics 150
EEG % employees setup in Ent Perf Mgmt system with 

Smart Goals by Nov 1st, 2013 25 90% 95% 100%

EEG % employees mid year review completed by May 1st, 
2014 25 90% 95% 100%

EEG % employees year end review completed by Nov 1st, 
2014 25 90% 95% 100%

EEG Turnover of staff rated 4 or 5 on EPMS 75 20% 15% 10%
Total 1000

JaxOps Sample Balanced Scorecard
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Outcome Oriented 
Vs Transactional 

Metrics
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City Priorities

Department Balanced 
Scorecards

Division Balanced 
Scorecards

Team Balanced 
Scorecards

Employee  Performance 
Management

Monthly Results

Monthly Results

Bi-Monthly Coaching, 
Mid Year and Annual 
reviews

Monthly Results

Goals, Metrics

Goals, Metrics

Goals, Metrics

Performance Objectives



JaxOps Metrics Trending Charts
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JaxAnalytics
CARE (CRM)

41



630-City Council Dashboard – Citizen request Status

6/5/2015 Jax2015 – COJ Performance Management Presentation 42

% on Time 
for  various 

Request 
Types

Zip Codes



Citizen requests by Council District and Department
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Departments

Fiscal 
Year

Council Districts

Active requests



COJ Scorecards and Performance Management Process

44

City Priorities

Department Balanced 
Scorecards

Division Balanced 
Scorecards

Team Balanced 
Scorecards

Employee  Performance 
Management

Monthly Results

Monthly Results

Bi-Monthly Coaching, 
Mid Year and Annual 
reviews

Monthly Results

Goals, Metrics

Goals, Metrics

Goals, Metrics

Performance Objectives



JaxAnalytics – JaxOps

Increasing Transparency
Driving Alignment

Unpacking Opaque Processes
Measuring Performance



JaxAnalytics – CARE

Blight: Illegal Dumping
Trend Analysis



JaxOps 630-CITY CARE Analytics 

Introducing CARE Analytics – Slice and Dice



JaxOps 630-CITY CARE Analytics 

Introducing CARE Analytics – Slice and Dice



JaxOps 630-CITY CARE Analytics 

Introducing CARE Analytics – Slice and Dice



JaxOps 630-CITY CARE Analytics 

Introducing CARE Analytics – Slice and Dice



JaxOps 630-CITY CARE Analytics 

Introducing CARE Analytics – Slice and Dice



JaxOps 630-CITY CARE Analytics 

Introducing CARE Analytics – Slice and Dice



JaxOps 630-CITY CARE Analytics 

Introducing CARE Analytics – Slice and Dice



JaxOps 630-CITY CARE Analytics 

Introducing CARE Analytics – Slice and Dice



JaxOps 630- CITY CARE Analytics 
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Average response time for Illegal Dumping By Council District



Trends of Litter in City Right of Ways

56

By Count



Trends of Average Response Time  for Litter in C-R-O-W

6/5/2015 57

8 Crews 2 Crews



MyJax

CRM
Mobile App



Submit a 
Service 
Request

Link to 
restaurants 

and 
attractions

Link to all 
City of Jax

Mobile apps



Add 
Collection 

dates to your 
calendarGeolocate

and report  
the issue



Flight Blight Campaign

Mobile App, Bus Wrap, 
Trade show booth and 

JaxCan Mascot



Request 
special 

Garbage 
collection

Report Blight-
keep 

neighborhoods 
Clean





Underutilized Property Asset 
Management (PAMO) Analytics
Property Asset Management Optimization GIS Application

Executive Order 2015-02

64



Initial View – shows 
the overall view of 

affected properties.



• Zoomed in and showing all “layers” which are available and turned on and off



• Zoomed in, you 
can associate 
issues with 
parcels; can 
choose multiple 
base maps



• A click on or near 
an icon can return 
issue description 
and parcel details

• The (1 of 3) 
indicates multiple 
types of information 
“reached” by that 
click on the map



• The second (“2 of 3”) result 
shows the details about the 
Under Utilized status

• The RE number (circled in 
red) is a link which when 
clicked opens the Property 
Appraiser info for that 
property



• A measurement tool 
(shown as box with 
blue boundary) can 
be used to 
determine area, 
distance or lat/long



• How it looks to do 
a “Jacksonville 
Beach” search by 
Property Owner



• Results of a “Jacksonville Beach” search by 
Property Owner



• Can also use 
Street View to get 
a different view



JaxAnalytics – Finance (FAMIS)

Budget vs Actual By Department



Budget Vs Actual Expenditures – General Fund

75

General 
Fund

2014 
Budget Vs 

Actual



Budget Vs Actual Expenses – City Council

76

City Council 
Budget Vs 

Actual



Running Budget vs Actual for 2014-2015
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Track 
Monthly 

Cumulative 
Budget Vs 

Actual



JaxAnalytics – Finance (FAMIS)

Vendor Analysis



Budget Vs Actual by Department in the General Fund

Click on “Office 
Depot”



Immediate drill down to the Vendor: Office Depot

Immediately it shows:
• 3 departments that spent $174 on Office Depot
• JFRD revenues of $180 due to fire inspections



JaxAnalytics – Finance (FAMIS)

Grants Spending 
Trend Analysis



Grants Spend over 3 years

Finding spend 
on Sulzbacher



Find 3 years of Grants to Sulzbacher

Immediately find 3 
years of grants to 

Sulzbacher



JaxAnalytics – Finance (FAMIS)

Financial Dashboard



Customizable Financial Dashboard



•!

Financial Dashboard for Employee Services

Click on Employee 
Services Department



Financial Dashboard for Public Works

Click on Public Works 
Department



JaxScore

Citizen-Facing Metrics

88



“Click on a box to learn more”



JaxScore 2.0 

Interactive Citizen facing Analytics 
Portal

http://js.coj.net/Jaxscore-2-0.aspx
90



JaxScore 2.0- Interactive Public facing Dashboard
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Jaxscore 2.0 – Citizen Requests by number and % on time
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Citizen Requests by Zip Code and Department/Division 

93



www.COJ.net

Brand new mobile 
friendly website



Beta.coj.net Feedback from Citizens All inclusive Government site

2 clicks to everything important Multi-Language support Google Search

IPad-y look Mobile friendly Citizen Photo Contest



City Council website

Mobile Friendly Council meetings Online 

Public Notices Budget Information
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A Look at “Operations”
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Position Reductions
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Position Reductions

100



Position Reductions

101



Sample of Cost Savings 2012-13, 2013-14, 2014-15
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Sample of Cost Avoidance 2012-13, 2013-14, 2014-15
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Sample of Accomplishments  for Year

Collaboration

Increasing EfficiencyCustomer Focus

104

Accomplishments
1Gig internet – multi-agency partnership with $200K savings annually
Govdeals – 40% increase in surplus sales ($250K over previous year) Legislation
Parts Outsourced for Fleet - $20K $30K savings per month
ITEC – Customer focused IT governance – 5 year technology plans Budget Approval
Savings from Debt refinance - $11MM in 2013 Legislation
SMG contract rebid – $1MM check; $100K new concession equipment in VMA, $500K EDF
Announcing New Park(s) Unlimited IAS accreditation for Planning JSEB Participation increases

Accomplishments

Parks/IGS uses volunteers to great 
effect
DCPS – new partnership established
County wide Radio services using 
JEA towers

• IGS becomes one-stop shop for 
agencies

• Grant awards substantially 
increases

• Public Works reduces change 
orders

• Multiple planning sessions 
produce scorecards for FY ’14 
performance management

• Directors and Chiefs increase 
CM Contact

• Sharing apps with Clerk of Court
• Assist JSO with Asset 

Management solution
• Support Constitutional Officers, 

Courts and Library
• ITEC – 5 year technology plans



Enterprise Resource Management (ERP)

105

Grants 
Management

Global online 
Payment

Case 
Management

Project 
Management
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