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August 2008, with a report on the findings to be completed by September 2008. A second
assessment of employees will be conducted in August 2010.

Development of Customer Feedback Tools and Benchmark Measurements. One of
the eight Performance Measures in the County’s Strategic Plan is Customer Satisfaction,
which is to be accomplished by the Objective of achieving “target satisfaction rates for
County services by 2010." This element of the proposed contract is designed with
developing the infrastructure for ongoing assessments, feedback tools and service
benchmarks that will be used in pursuit of this Objective. Information obtained from
department interviews, the Countywide Survey of Residents, Focus Groups and Survey of
County Employees will be used to determine the areas to be measured and the most
appropriate means to measure them on an ongoing basis. At this time, no method of
measurement has been singled out as the preferred means of determining customer
satisfaction. The process could include one or more of the following processes: counter
surveys, internet surveys, targeted mail or phone surveys, or intercept surveys. The
surveys of residents and employees will be used to develop comparable data with other
counties. Work on this area of the project will begin in September 2008.

Implementation of Customer Feedback Tools and Benchmark Measurements. With
no specific criteria established for which Customer Feedback Tools and Benchmark
Measurements, this element of the contract could not be negotiated at this time. Specific
implementation plans will be established after the feedback tools and benchmark
measurements are designed and defined. The proposed budget anticipates the costs of
implementing and maintaining the measurements in fiscal years 2008/09 through 2010/11.

ALTERNATIVES:

The Board could elect not to approve this contract. This is not recommended as Godbe Research
provided the best combination of project planning, personnel, qualifications, and technical solution
of the proposals evaluated. The proposed project is on an aggressive schedule to meet the

County’s Objective of achieving target satisfaction rates for County services by 2010.

OTHER AGENCY INVOLVEMENT:

The Performance Improvement Committee, the Community Survey Committee and the Invest Iin
and For the Future Champions Committee assisted in the development of the contract concepts.

The contract was reviewed by County Counsel as to form.
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