CBH - City Council Study Session - 04/22/2010

CITY OF BEVERLY HILLS
STAFF REPORT

Meeting Date:  April 22, 2010

To: Honorable Mayor & City Council
From: Mahdi Aluzri, Assistant City Manager

Steve Miller, Interim Director of Community Services é/j
Subject: Presentation of the Community Services Department’s

Organizational and Management Analysis

Attachments: 1. Final Report

INTRODUCTION

Arroyo Associates, Inc. was engaged by the City Manager's office to conduct a
comprehensive evaluation of the organizational and management systems, structure
and business practices of the Community Services Department. The effort is similar to
previous evaluations in recent years that were initiated by the City Manager’s Office as
independent audits of the City’s various departments. The consultant was required to
provide whatever recommendations they deemed appropriate based on their analysis
and a high level summary of these recommendations are included in this report. The
Community Services Department audit concluded during the final months of 2009 and,
after the review of draft documents and input provided by City staff, a final report dated
January 25, 2010 was produced. The issues presented in this report are not policy
based and are only provided for informational purposes so the City Council and the
community gain an understanding of the complexity of existing processes and programs
and a context for which to evaluate upcoming budget proposals.

DISCUSSION

An extensive RFP and interview process involving staff from Community Services and
the City Manager’s office commenced during the end of 2008. Upon completion of that
process, the consulting firm of Arroyo Associates, Inc. was retained by the City to
perform the audit. A Pasadena based firm, the company specializes in the analysis of
public and private companies as well as government agencies. A team of four
consultants was assembled with each having a specialty to contribute to the effort. The
department’s four operating divisions; Recreation and Parks, Library, Human Services
and Administrative Support were all analyzed and a total of 89 recommendations have
been provided for staff’'s consideration. Arroyo Associates conducted interviews not only
with Department staff and the City Manager’s Office but also with representatives from
department affiliated Commissions and other City departments that provide Community
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Services with internal services. The following is a list of the different tasks that were
performed by Arroyo:

An assessment of the Department’s organizational and management structure
Staffing and workload analysis

Operational efficiencies and effectiveness

Internal and external communication processes

Operational policies and procedures

Outsourcing and In-sourcing opportunities

Use and applications of information and automation technologies

Customer service standards and practices

The recommendations resulting from the analysis have been summarized and are
available for your review within the Executive Summary located in the front portion of the
attached report. Highlights of the major recommendations for each of the Department’s
four divisions are as follows:

Recreation and Parks:

o Consider whether Park Operations needs a computerized park maintenance
management system and whether the Public Works Department currently has an
automated system that can be adapted for Park Operations

¢ Re-evaluate the City’s overall high-maintenance landscape design and plant
materials, and focus more on low-maintenance and drought tolerant plant
materials

e Conduct a comprehensive needs assessment for recreation services, focusing
on teenagers, adults and seniors

o Form a cross-departmental ad-hoc committee to develop a stronger citywide
volunteer program

Library:
¢ Develop and implement a strategic plan
e Expand and publicize e-branch
e Restore service hours when economically feasible
e Provide funding for facility renovations and technology that will reduce operating

expenses

Human Services:

e Revise the Community Grant Funding application to include measurable
program/service objectives and/or outcomes, and revise the quarterly report to
require recipients to report on their progress in meeting the stated objectives and
outcomes

e Explore other fundraising opportunities for the Community Assistance Grant
funding program

e Create an internal committee to develop strategies to improve coordination and
integration of services and program development between divisions

¢ Incorporate the principles of tolerance, acceptance, and civil discourse into
established Community Services events, programs and services
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Administrative Support:

o Finalize, adopt and automate formal guidelines and scheduling for the citywide
banner program that all requesting departments and other entities must follow to
maximize efficiency

e Change and simplify class refund policies to minimize late cancellations by
charging a service processing fee for all approved refunds and require that the
registrant make the refund request prior to the class or activity

o Consider offering commercial advertising in the Community Services brochure as
a strategy to recoup production costs

Staff continues to evaluate the findings of the report with many recommendations
already having been incorporated into next fiscal year’s proposed Work Plans. As with
any analysis, the process was intended to critique existing operations and serve as a
road map, sometimes long term, to effect changes that prove fiscally responsible and in
ways that allow for the delivery of better customer experiences and services. To that
end, and in consideration of current economic conditions, implementation of certain
recommendations, although viable, may not occur until such time that necessary
resources become available. Also consistent with most analysis, not all
recommendations are viable for implementation for any number of reasons. However,
staff has been and continues to work where appropriate with the department’s various
Commissions to implement what is practical.

Staff presentations were made to the Recreation and Parks and the Human Services
Commissions resulting in the support of these bodies to implement suggestions that
support the primary goals and objectives of the department and as resources allow.
Since the report did not include recommendations regarding the City’s Public Art
program or Cultural Plan, staff did not present the report to the Fine Arts Commission.
However, they have been advised that the report is available for their review.
Representatives from the Commission were included in the interview process conducted
by the consultant.

Representatives from the consulting team who conducted the analysis and wrote the
report will be in attendance to give City Council a brief overview of their findings and
. address any questions that you may have.

FISCAL IMPACT

The cost to conduct the analysis was $66,000. Staff feels comfortable that, with the
implementation of many of their recommendations, the City has the ability to capture
equal or greater value in savings that can occur as a result. As previously stated,
recommendations continue to be analyzed for implementation and, wherever practical
and appropriate, recommendations that result in a fiscal savings to the City will be
implemented.

RECOMMENDATION

No recommendation is being rendered as this is an informational item only. City Council
is encouraged to ask questions of the consultants or staff as desired.

Jeffrey C. Kolin
Approved By
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