City Manager’s Office

MEMORANDUM
Date:

October 27, 2011

To:

Citizen Members of the Eugene Budget Committee

From:

Terrie Monroe, Service Improvement Manager

Subject:

Service Profile Updates, Group I

City of Eugene
777 Pearl Street, Room 105
Eugene, Oregon 97401-2793
(541) 682-5010
(541) 682-5414 FAX
(541) 682-5045
www.eugene-or.gov

Attached are updated service profiles for your review. Staff from each service will present the updates
and answer any questions you have Wednesday, November 2, at 5:15 p.m. The meetings will be held in
the Sunstone Room on the third floor of the Eugene Public Library.
Please do not park in the library garage as the library closes and the garage will be locked before the
meeting is scheduled to end.
Please review the contents of the packet. For each service, you will find the updated service profile,
followed by a summary of closeout performance data from the previous profile’s performance measures.
Each service profile is a mini strategic plan with a four-year scope. Every year, you will review roughly a
quarter of the City’s profiles as well as performance data covering the four-year span of the retiring
profiles.
The purpose of the review is to give you an in-depth look at the service, its purpose and plans, and the
factors influencing its performance, as well as to offer service staff the benefit of your insights and
perspective as highly engaged community members.
Please call me at (541) 682-5245 or e-mail me at terrie.e.monroe@ci.eugene.or.us if you have any
questions. I look forward to seeing you next week.

Eugene Budget Committee
Citizen Subcommittee
Service Profile Review
Group I
Wednesday, November 2, 2011
5:15-8:30 p.m.
Sunstone Room, Eugene Public Library 3rd Floor
100 West 10th Avenue, Eugene

5:15 p.m.

I.

Introductions

5:30 p.m.

II.

Infrastructure Project and Information Management

6:00 p.m.

III.

Urban Forestry

6:30 p.m.

IV.

Public Buildings and Facilities

7:00 p.m.

V.

Civic Leadership and Collaboration Services
(formerly known as Governmental Services)

7:30 p.m.

VI.

Community Engagement Services
(replacing the Neighborhood Services profile, and now including
Sustainability and Equity and Human Rights)

8:00 p.m.

VII.

Animal Services

Infrastructure Project and Information Management

Performance Measures
Effectiveness
 Cost increase as a result of change orders as a
percentage of total project cost
Efficiency
 Cost of design compared to contract cost
 Cost of construction management compared to
contract cost
Financial
 Comparison of Eugene’s professional services
rates to private sector professional services
rates for public contracts





Percent of public and private utilities that
indicate they were provided adequate
information about the scope and schedule of
City pavement preservation projects
Percent of internal customers satisfied with the
usefulness of information, level of support, and
availability of information for the following
services:
o Infrastructure maps and data management
process
o Infrastructure applications support

Customer Satisfaction
 Percent of contractors attending the annual
contractors meeting who believe the meeting
provides a useful forum to provide input and
receive information on capital projects

Strategies with Performance Targets
Strategy 1
Manage construction costs.
Target: 80 percent of engineer’s estimates are
within 20 percent of awarded bid.

Strategy 2
Mitigate or minimize the impacts to businesses
adjacent to pavement preservation projects.
Target: 80 percent of businesses adjacent to
pavement preservation projects are satisfied with
the responses by the City to issues faced during
construction.

City of Eugene Service Profiles
Service profiles are mini strategic plans for each of the City of Eugene’s services. Updated every four years,
the profiles offer an overview of each service and its goals, and insight into some of the tools the service uses
to track its performance. View the entire service profile library at http://www.eugene-or.gov/EugeneCounts.

DRAFT: For review by the Citizen Subcommittee of the Eugene Budget Committee, November 2, 2011

Service Description
The Infrastructure Project and
Information Management service
is composed of two major
processes:
 planning, designing and
managing construction of
infrastructure projects
 creating, recording, managing
and providing infrastructure
information

Planning, designing and
managing construction of capital
infrastructure projects
Capital infrastructure projects
include preservation,
maintenance and expansion of
the city’s infrastructure systems
including: transportation system
of streets, alleys, bridges,
sidewalks and shared-use paths;
wastewater collection system;
stormwater system of piped and
open waterways and treatment
facilities; airport facilities; and
park and open space system
facilities.
The infrastructure asset base
is built either publicly, using city
resources for planning, design
and construction management,
or privately through review,
approval, and acceptance of
privately constructed public
infrastructure projects for new
development.
Support processes for capital
projects include real estate
appraisal and acquisition; land
use review; rate setting and

financing mechanisms for
improving and maintaining the
infrastructure; environmental
assessment for capital projects;
and long-term planning
associated with the Capital
Improvement Program (CIP).
Creating, recording, managing
and providing infrastructure
information
Documentation of the built
infrastructure (final version of
plans and maps) is recorded in
infrastructure management

systems and Geographic
Information System (GIS)
supporting asset management,
system design, operation and
maintenance activities and
providing information to the
public.

Mission and Outcomes
Operating Environment

We work in partnership with citizens, the City Council, City
departments, and external agencies to plan, design, and manage
construction of infrastructure.
We provide information, analysis, planning, landscape
architecture, and engineering services in a professional,
innovative, and cost-effective manner, balancing the
development needs of a changing community with preservation
of the natural environment.





Create, enhance, modify, preserve and/or repair the City’s
infrastructure.
Respond to the infrastructure needs of the community while
preserving and enhancing the natural environment.
Implement capital elements of long-range comprehensive
plans for the City’s infrastructure.
Provide accurate and timely information for decisions
regarding the City’s infrastructure.

Community Involvement and Customer Input
The work program for this
service is predominately guided
by the Capital Improvement
Program (CIP). The CIP is
reviewed and approved by the
Planning Commission, Budget
Committee and the City Council.
In addition, the Budget
Committee and City Council
approve the annual capital
budget which determines the
spending authority for the fiscal
year. The Council also reviews
and approves the formation of
Local Improvement Districts and
the levying of special
assessments which includes
multiple public hearings and
meetings with citizens. The
Planning Commission and City
Council adopt policies that guide
the design standards of capital
projects and requirements of new
development. Planning and rate
setting efforts provide

opportunities for citizen
involvement on ad-hoc
committees.
Citizens expect to be able to
participate in shaping their
environment, leading us to
provide information about what
we plan to do, requiring us to be
more creative in how we deliver
services, and compelling us to
broaden the alternatives we
consider and present. We need to
consider and implement
improved tools to communicate
effectively with the public. We
also need to consider how the
increased level of citizen
participation affects a project’s
budget and schedule.
Citizen input typically occurs
through petitions or polling of
adjacent property owners
regarding their interest in
upgrading their street or installing
sewers, correspondence with

property owners affected by a
capital project through public
hearings, information sessions,
workshops, mailings, and
surveys.
Context Sensitive Solutions
(CSS) processes continue to
develop on a national level as
tools communities can use to
build support for transportation
projects. Locally, the City and
neighborhood residents formed
the Crest Drive Community Team
to guide a CSS process for the
design of Crest Drive, Friendly
Street and Storey Boulevard. The
street design was approved by
the City Council and construction
of improvements to these streets
was completed in 2010.

Sustainability

Cost of Construction

Methods and materials for
sustainable infrastructure
construction, as well as the
definition of a sustainable
project, are rapidly evolving.
While past definitions have
focused predominately on
environmental concerns
sustainability has grown to
consider social equity and
economic vitality. We continue
to work with the community, our
Equity and Human Rights staff,
American Public Works
Association, state and federal
government, the construction
industry, and other partners to
develop and adopt best practices
in this area. Examples of
currently implemented
sustainable infrastructure project
strategies include: prioritizing
projects focused on preservation
of the existing system, use of
alternate construction methods
such as in-place recycling and
warm-mix asphalt paving, pilot
projects analyzing emerging
technologies such as recycled
asphalt roofing shingles in
pavements, collection and
analysis of construction waste
management information,
“Complete Streets” analysis of
streets to be improved or
repaved, outreach and
coordination with the Human
Rights Accessibility Committee,
and coordination with the
business community to mitigate
temporary construction impacts.

After four years of fairly rapid
growth between 2004 and 2009,
construction costs in Eugene
dropped significantly in 2009 and
then held steady in 2010 and
2011 at about the 2009 levels.
Due to the drop in construction
prices, Eugene has saved 1520% on pavement preservation
bids over the past three years,
enabling an increase in street
paving projects volume for the
2008 Bond Measure program of
about $10 million. Privately
funded new infrastructure
construction volume has been at
low levels since 2008, as has
construction volume of other
public agencies in the area. This
has greatly increased the price
competition for Eugene
construction bids. This trend is
expected to continue for the next
several years, so we expect
construction costs for Eugene to
continue at close to the current
levels during that time period,
and we are planning for project
volumes at similar levels to the
past two years. As the worldwide
economy recovers and demand
for oil, concrete and steel
increases in developing nations
like China, however, paving and
steel prices will start to increase.
Staff will be monitoring these
trends and planning and
budgeting for future projects to
anticipate and factor in these
potential increases.

Funding for the Pavement
Preservation Program
The passage of the 2008 Bond
Measure to Fix Streets provided
$6.5 million annually for
pavement preservation projects.
The local motor vehicle fuel tax of
$0.05 per gallon generates
approximately $3 million annually
for pavement preservation
projects. These two funding
sources combined with federal
grants and revenue from the
transportation SDC
reimbursement fee provides over
$10 million annually for
pavement preservation projects.
This program represents the
majority of the capital projects
implemented annually. The
program requires advance
coordination with public and
private utilities to assure their
work is complete before a street
is paved. The program also
provides the opportunity to
incorporate pedestrian, bicycle
and transit improvements when
funding is available. The Bond
Measure to Fix Streets will
provide funding though the 2013
construction season. The Council
has expressed interest in placing
a second bond measure on the
ballot upon completion of the first
bond measure.

Infrastructure Project and Information Management
Budget Information
FY09 Actual

FY10 Actual

Expenditures--All Funds

$4,693,131

$4,635,926

$5,325,930

$5,256,625

General Fund Revenue

$0

$0

$0

$0

49.69

48.99

43.69

42.69

FTE

FY11 Budget

FY12 Adopted

Closeout Performance Measures, FY08-FY11
Percent of contractors satisfied with service
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60%
50%
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Inspection

FY08
96%

FY09
94%

FY10
87%

Survey

95%

90%

91%

Capital project
construction plans and
specifications

91%

88%

86%

FY11

Cost increase as a result of change orders as a percentage of
total project cost
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Cost

FY08
3%

FY09
3%

FY10
4%

FY11
3%

Cost of design compared to contract cost

Cost of construction management compared to
contract cost
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80%
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20.1%
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Assessable

FY11
14.7%

Non-assessable

11.6%

11%

13%

9.4%

FY09

FY10

Assessable

FY08
11.4%

FY11
10.5%

Non-assessable

9.2%

8%

12%

9.1%

Comparison of Eugene's professional services rate to private
sector rates in public contracts for professional services
100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%

FY08

Rate
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85%
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89%

Closeout Strategies, FY08-FY11
Four-Year Strategies (FY08 - FY11)
Strategy 1:
Target:

Strategy 2:

Target:

Manage construction costs.
80% of engineer’s estimates are within
20% of awarded bid. *Bids were
exceptionally low in 2010 due to
favorable bidding climate as a result of
the economic downturn.
Assess and refine tools to receive
customer input into project
development and implementation.
80% of adjacent property
owners/residents responding to a survey
report they were provided the opportunity
to contribute input prior to a project.

FY08

FY09

FY10

FY11

71%

79%

43%*

72%

93%

95%

100%

N/A

Urban Forestry

Performance Measures
Effectiveness
 Number of street trees and major limbs (>4"
diameter) that fail
 Number of “hits” on the City urban forestry web
pages
 The ratio of hazard responses to routine and
structural pruning responses
Efficiency
 Total maintenance costs per street tree
 Pruning cycle: total number of street trees
divided by the number of trees pruned
 Number of times a document or permit
application form is downloaded from the City
urban forestry web pages

Financial
 Total service costs per street tree
Customer Satisfaction
 Average number of days for staff to call back to
a customer who has submitted a service
request

Strategies with Performance Targets
Strategy 1
Continue to implement supporting systems that
improve effective management of the urban
forest asset.
Target: By FY16, the number of replacement
street trees is equal to, or exceeds, the number
of street trees removed.
Target: Offer at least five neighborhood
association presentations each year, describing
the street tree population and canopy cover.

Strategy 2
Work to improve the resilience of the urban forest
to climate change, diseases, stress, insect attack
and fire.
Target: By FY16, increase the diversity of species
of street trees by decreasing the percentages of
invasive non-native and unapproved trees in the
top twenty species city-wide.

City of Eugene Service Profiles
Service profiles are mini strategic plans for each of the City of Eugene’s services. Updated every four years, the
profiles offer an overview of each service and its goals, and insight into some of the tools the service uses to
track its performance. View the entire service profile library at http://www.eugene-or.gov/EugeneCounts.
DRAFT: For review by the Citizen Subcommittee of the Eugene Budget Committee, November 2, 2011

Service Description
Eugene’s urban forest
provides environmental, social
and health benefits for its
citizens through a growing canopy
along city streets, in parks and
natural areas and on private
property. Approximately 100,000
street trees are located along
more than 530 miles of City
streets; planted and naturallyseeded trees are found in
Eugene’s park system, which
consists of just less than 400
acres of developed parks and
almost 3,600 acres of natural
lands. Trees increase property
values and livability through their
beauty; their presence along
roads calms and slows traffic and
increases the life of asphalt
pavement; trees improve water
quality by reducing storm water
runoff through interception,
absorption and filtration; they
clean the air by absorbing
pollutants and particulates and
giving us oxygen to breathe; and
they provide energy savings by
shading and cooling the urban
environment.
Public safety is a high priority
in this service – response to
public calls about tree hazards
involves inspection, investigative
reporting, processing for public
comment, and hazard mitigation
pruning or removal of 200–300
dangerous trees per year. Staff
responds to calls about street
trees, park trees and natural area
trees. As trees on City-owned
land outside the right-of-way grow
without regular care, the backlog

of unfunded maintenance for
these assets increases and the
required hazard responses also
rise, due to lack of preventive
maintenance pruning (similar to
road surface deterioration
leading to a need for total
reconstruction instead of less
costly resurfacing). Replacement
of trees lost in storms or removed
due to health or condition is also
important. Free replacement
trees are typically offered to
adjacent property owners, but
there is a growing perception
that, especially in the downtown
core, many large canopy trees are
being removed, but replacement
planting, if done, is with small
trees. Significant loss of biomass
and canopy coverage is thought
to be occurring despite vigorous

tree planting efforts through
volunteer programs.
Maintenance activities
include hazard abatement, storm
and emergency response, street
and sidewalk clearance pruning,
traffic vision and sign clearance
pruning, and request pruning.
Staff also provides enhancement,
planning and preservation
services, which include support
for citizen volunteer planting and
pruning efforts; new development
tree establishment; hazard
detection and removal; and
issuance and enforcement of
street tree removal permits.

Mission and Outcomes
To preserve, maintain and improve Eugene’s urban forest in order
to enrich the lives of all Eugene’s citizens and visitors.






Public Environmental Awareness

Maintain balance between public safety and tree health.
Increase the value of the landscape by preservation of natural
forested areas and through effective management of street
trees.
Protect and preserve the public tree canopy cover.
Enhance public education about trees.
Improve the management of forested ecosystems within
Eugene’s parklands.

Community Involvement and Customer Input
This service is directed, in
part, by the development of park
management plans, such as the
Hendricks Park Forest
Management Plan and the
Skinner’s Butte Master Plan.
Citizens also provide opinions
and suggestions through public
forums as well as at hearings at
Planning Commission and
Council meetings and through
telephone calls and written
correspondence. The City Council
adopts policies and plans that
affect the Urban Forestry Service.
Some examples of these plans
and policies include the Urban
Forestry Management Plan
(adopted by Council in 1992),
individual neighborhood land use
refinement plans (e.g., Whiteaker
Plan, South Hills Study), and
various policies relating to trees
and parks in the Parks,
Recreation & Open Space
Comprehensive Plan.
Parks and Open Space
Division staff receives input by
telephone and email from
property owners or neighborhood
or other groups. Often, urban
forestry staff initiates these
contacts by posting notices of
tree removals in neighborhoods

or sending postcard reminders to
volunteers. Staff regularly
attends neighborhood
association meetings and
answers questions about trees
and parks. Support for internal
customers such as Public Works
Engineering is given by
presenting information and
answering tree-related questions
about specific street projects at
public open houses. Door
hangers are delivered when
inspecting trees, if no personal
contact can be made at the time.
Urban forestry web pages provide
information and solicit input and
questions on all program areas.
This tool can be better utilized to
provide education, information
and interactive experiences for
customers, enhancing a
neighborhood-level outreach
emphasis to include individual
customer service with FAQ
sections that would better inform
citizens about their expectations
of City services and their own
responsibilities regarding care
and protection of street trees.
This would reduce staff phone
and person-to-person contact
time now spent on basic program
and process information.

Operating Environment
Infill Development Pressure
While new single family
residential development has
decreased, other development
activities involving public
improvements have continued
apace. Major projects by the
University of Oregon and by
developers building apartments
to match growing student
population were the bulk of the
tree removal activity in the last
few years. This “infill” pressure,
along with associated utility
infrastructure, often results in
loss of mature trees. Staff has
worked creatively with engineers
and other design professionals in
these projects to assure that new
tree planting and preservation of
existing trees result in ecosystem
service benefits that remain
sustainable. Removal of street
trees by private individuals
through no-cost permits has also
increased significantly, allowing
citizens to accomplish their goals
by removing unhealthy trees that
are a low action priority for the
City. By transferring removal
costs to the property owner, this
approach also improves the
urban forest at little cost to the
City.

Public desire for environmental
conservation continues to grow.
National policies focus attention
more clearly onto local
environmental issues, and
citizens want to be involved in
decisions about trees. This
increases the complexity of tree
issues, and the need for
documentation of decisionmaking processes requires more
staff resources, especially as the
older canopy trees in the
downtown area continue to
decline and require removal.
National, Local and Global
Perspectives
The trend for public urban
forestry programs is for
increasingly professional
programs that are responsive to
long-range challenges. Two
examples are national goals for
canopy cover for sustainable
ecosystem service benefits and a
call for more complex, holistic
and flexible natural resource
planning in Eugene’s Community
Climate and Energy Action Plan.
Advances in industry practices,
such as tree risk assessment
methods and tree species and
age management, require
continual staff training to build
resilience into an urban forest
facing predictions of future
increasing temperatures and
projected decade-long periods of
drought.
Volunteer Outreach
Volunteer programs allow citizens
to help plant and maintain street

trees, trees in parks and trees
along waterways. This increases
the sense of ownership and
stewardship that residents have
for the urban forest. Recent
refocusing of volunteer
programming will better match
citizen efforts with City priorities
for maintenance of trees on
streets and in parks. A major
partner, Eugene Tree Foundation,
is working with Parks and Open
Space staff to coordinate our
common goals.
Supporting Management
Information Systems
Staff has identified a critical need
to continue efforts to
systematically manage service
delivery. Development of a GISbased tree inventory has resulted
in program efficiencies, improved
quality of service delivery, and
more effective management
analysis. The street tree mapping
“layer” has been added to the
City’s GIS program, is updated
monthly, and is available for staff
citywide to use in plan review,
project planning, and permit
application work. Future
extension of the inventory to park
trees will enable analysis and
broader-scope management
decisions that are informed and
more effectively focused on the
best use of resources. Emphasis
is being placed on continual
update of the inventory with each
day’s work. Use of the Public
Works Maintenance
Management System (MMS) and
its upcoming work order
component will allow for better

record retention, analysis and
response to inquiries on specific
site histories. The inventory also
will allow adaptive management
of the urban forest from a citywide perspective, to respond to
local climate change predictions
by updating the approved street
tree species list and focusing
strategies on area-wide tree
planting efforts to build
resistance to stresses from
weather, fire, diseases and insect
outbreaks.
Changing Priorities
Although systematic tree care
improves efficiency and reduces
costs, the shift from a responseoriented system to a preventive
maintenance effort is still
constrained by limited resources.
The response in the face of this
increasing inventory of trees has
been to adopt a hybrid approach,
which has allowed for
considerable progress in
preventive maintenance work:
when responding to a service
request, all trees within at least a
half-block area around the site
are inspected, and maintenance
is provided at that time. Staff is
holding the line on capital
investment by emphasizing
replacement planting of trees
that die or are removed for
hazard (instead of large-scale
planting of new trees) and
focusing maintenance activities
on those trees already in place,
especially younger trees, where
structural problems can be
resolved in a more cost-effective
manner.

Urban Forestry
Budget Information
FY09 Actual

FY10 Actual

FY11 Budget

FY12 Adopted

Expenditures--All Funds

$1,118,743

$970,012

$1,313,040

$1,386,232

General Fund Revenue

$0

$0

$0

$0

10.19

9.84

9.43

9.43

FTE

Closeout Performance Measures, FY08-FY11
Percent of customers responding who are satisfied
by their interaction with staff and the services
provided
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Percent of customers responding who are
satisfied with the condition and management of
Eugene's urban forest
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Number of street trees and major limbs (>4"
diameter) that fail
200

FY10

FY11

Total maintenance costs per street tree

$12.00

160

$10.00

140
120

$8.00

100
80

$6.00

60

$4.00

40

$2.00

20

Number

FY09
90%

$14.00

180

0

FY08

Percent

FY08
177

FY09
98

FY10
123

FY11
93

$0.00
Cost

FY08
$8.71

FY09
$11.77

FY10
$10.53

FY11
$11.60

Total service cost per street tree
$20.00

$15.00

$10.00

$5.00

$0.00
Cost

FY08
$15.86

FY09
$18.65

FY10
$16.17

FY11
$16.70

Percent of cost recovery associated with fee-generating programs

FY08
FY09
FY10
FY11

Developer Street Tree
program

Nuisance Vegetation
program

Street Tree Removal
program

100%
100%
100%
100%

Admin. Costs
Admin. Costs
Admin. Costs
Admin. Costs

45%
45%
45%
45%

Closeout Strategies, FY08-FY11
Four-Year Strategies (FY08 - FY11)
Strategy 1:

Target:
Strategy 2:

Target:

Implement supporting systems that
improve effective management of the
Urban Forest asset.
Inventory 100% of Eugene’s estimated
100,000 street trees by 2011.
Improve efficiency and effectiveness of
maintenance programs to ensure public
safety and optimum utilization of
resources.
As resources allow, work to increase the
ratio of time spent in preventive
maintenance vs. request tree pruning
without jeopardizing 24-hour tree hazard
response goal.

FY08

FY09

FY10

FY11

70%

80%

95%

96%

50/50

60/40

60/40

60/40

Public Buildings and Facilities

Performance Measures
Effectiveness
 Value of existing deficiencies as a percentage of
total current replacement value
Efficiency
 Percent of preventative/corrective work orders
completed by their target date
 Operations and maintenance costs per square
foot for City office space
 Total custodial expenditures per square foot for
services provided by Facility Management
Division

Customer Satisfaction
 Percent of internal survey respondents rate the
Facility Management Division as good or
excellent on annual customer service survey
Strategic Planning and Management
 Total energy consumption in kBtus per square
foot for buildings covered by the Facilities Utility
Rates
 Facility preservation and major maintenance
budget as a percentage of current replacement
value of General Fund buildings

Financial
 Facility Division project management costs as a
percentage of total project costs

Strategies with Performance Targets
Strategy 1

Strategy 3

Maintain or improve condition of facilities
supported by the General Fund.

Enhance communication with customers by
conducting regular customer service surveys.

Target: Maintain the City’s General Fund facilities
so that by FY16 at least 80% of the square
footage is rated as good or better.

Target: 85% of internal customer service
respondents rate their post-project Project
Management services as good or excellent.

Strategy 2
Incorporate green building practices for all
facilities supported by the General Fund.
Target: Reduce overall energy consumption in
occupied City buildings covered by Facility Utility
Rates measured in thousand BTUs (kBtus) per
square foot 5% by FY16, from 2011 baseline of
80.77.
Target: Custodial Services will qualify for at least
60% of the LEED points possible, meeting Gold
(60%) or Platinum (80%) standards for Custodial
Services and Materials.
Facility Management at 210 Cheshire

City of Eugene Service Profiles
Service profiles are mini strategic plans for each of the City of Eugene’s services. Updated every four years,
the profiles offer an overview of each service and its goals, and insight into some of the tools the service uses
to track its performance. View the entire service profile library at http://www.eugene-or.gov/EugeneCounts.
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Service Description
Within the Public Building and
Facilities service category, the
Facility Management Division
coordinates an array of activities
to design, build, operate and
maintain City-owned buildings
and facilities. The City of Eugene
has over 2 million square feet of
facilities, which includes City Hall,
community centers, fire stations,
libraries, performing art venues,
parking garages, swimming
pools, park structures, and
general City office buildings. The
current General Fund inventory
comprises 113 buildings and
structures totaling nearly
950,000 square feet, with a
replacement value of nearly
$331 million. Facilities’ 56.00
FTE oversee design, construction,
operations and maintenance of
both General Fund facilities and
buildings housing non-General
Fund services.
Facility Management
Programs include:
- Project Management for
the design and
construction of new and
remodeled City facilities
- Maintenance and repair
of City facilities
- Building Operations,
including custodial
services
- Energy Management and
Green Building programs
- Downtown Park Blocks
maintenance
- Security, including access

HVAC Maintenance

-

control, security alarms
and fire alarms
Facility Strategic Planning
Facility Condition
Assessment

A key management practice
is to improve and maintain the
condition of facilities, thereby
maximizing the life of each
building and preserving the public
investment in City facilities.
Facilities has a
comprehensive preventative

maintenance program. Planned
preventive maintenance reduces
the number of emergency repairs
and service disruptions, thus
contributing to improved service
delivery to the City’s customers
and stakeholders.

Mission and Outcomes

Operating Environment

Our mission is to sustainably plan, build, maintain, operate and preserve City facilities. As a team of
professionals, we provide leadership and guidance to the organization; we listen to, anticipate and respond to
the needs of those we serve. Foremost, we are responsible and accountable stewards of the public’s
financial, social and environmental investment in City facilities.








Help City staff deliver quality services to the public by providing and maintaining pleasant, healthy and
effective work spaces.
Reduce the impact of City facilities on the environment through sustainable design, maintenance and
operating practices.
Maintain the overall asset value of the inventory of City facilities.
Modify City facilities to stay current with changing citizen needs.
Provide safe, secure and functional buildings and work spaces.
Achieve operational savings by actively conserving energy in building systems and promoting conservation
practices by building users.
Maximize the public’s investment in facilities through effective long-range capital and space planning and
efficient use of space.

Community Involvement and Customer Input
The service area as a whole is
not overseen by a citizen
committee. However, citizen
involvement plays a key role in
determining direction, scope, and
priorities of major capital projects
for example, planning for a new
City Hall. In addition, oversight is
provided by the Budget
Committee’s review and adoption
of the Capital Improvement
Program (CIP) Budget.
The Accessibility Committee of
the Human Rights Commission
recommends a priority list of
improvements to City facilities.
Americans with Disabilities Act
(ADA) improvements are funded
from the CIP fund and in some
years with Community
Development Block Grants. The
Design/Construction section of
Facilities manages those
improvements. The Division also
provides support to the Public Art

Committee.
Citizen feedback about the
quality and condition of City
facilities is provided to Public
Building and Facilities staff via
facility site supervisors.
Most of the work activities of
the Public Building and Facilities
Service are focused on internal
customers. Internal customer
surveys have been conducted
regularly in the past. The most
recent survey was conducted in
September 2011. Customer
surveys are also conducted for
completed capital projects.
Facility Division staff work with
the Facility Board, a
representative group of users
from each department who are
responsible for facility
management issues. The Facility
Board makes service, budget and
facility needs recommendations
to the Executive Management

Team. In addition, the Facility
Board approves the allocation of
funds for remodel and
preservation projects.
Finally, the Facility Division
staff regularly meets with staff
throughout the organization to
discuss issues and share
information related to public
buildings and facilities.

Changing Public Expectations
The increased interest in
sustainability creates an
expectation that the City take a
lead role in applying sustainable
building practices. Facility
Management staff actively
supports the goals of and
partners with the City’s
Sustainability Program.
Vandalism
A rising level of vandalism to City
facilities in recent years has
increased the maintenance and
building costs of existing and
planned facilities. More staff time
is devoted to cleaning and
repairing vandalized structures.
Vandal-resistant fixtures and
materials may cost significantly
more than conventional building
fixtures and materials.
Utility Costs
The City has implemented a
number of energy conservation
programs and design/
construction projects to reduce
energy consumption and costs.
However, the growth of City space
and more intense use of facilities
continue to provide challenges in
managing overall energy
consumption.
Uncertainty about future utility
cost increases will continue to
make budget projections
unpredictable, increasing the
importance of furthering the
City’s efforts in energy
conservation and sustainable
practices. Facility Management
staff are proactive in identifying

operational efficiencies that will
reduce energy use in City
facilities.
Regulations
The regulatory environment
contributes to increased project
costs. This includes more
stringent energy and seismic
building codes, ADA and OSHAhazardous material and wage
rate contract requirements.
Competition for General Fund
Resources
As the costs of maintaining and
preserving the City’s investment
in building assets grows, the
policy decisions on allocating
limited General Fund resources
are more difficult.
Deferred Maintenance
While the City has a number of
relatively new buildings, the
building inventory is mainly
composed of older structures.
Due to increased capital funding
and improved preventive
maintenance, deferred
maintenance of General Fund
buildings has been reduced from
22% in 1996 to 9.98% of current
replacement value in 2011. Even
with these gains, the FY10
Facility Condition Report found
over $32M in deferred
maintenance needs, based on
predictive modeling. The overall
age of the building inventory will
require continued reinvestment
to update aging building systems
and preserve building structures.
Current Capital Improvement
Program funding will not achieve

major reductions in the level of
deferred maintenance.
Replacement of City Hall
At the direction of the City
Council, the Facility Management
Division is currently developing a
plan for rebuilding or replacing
City Hall. Because of its size and
age, City Hall has a major impact
on the Facility Condition Index
and accounts for over 60 percent
of the existing deficiencies in all
General Fund buildings.
Replacing City Hall would reduce
the backlog of deferred
maintenance and would enable
the Division to re-evaluate capital
funding needs and priorities.
Increased Efficiency with New
Technology
By implementing a number of
automated systems, the Division
enhances the effectiveness of a
skilled, dedicated staff. Systems
include the Direct Digital
Controls for the heating and
ventilation systems in major
buildings, software to track utility
usage and billing, computerized
maintenance and capital asset
management systems, and a
proximity card-based access
control system.
These computerized systems
allow the Division’s resources to
be directed and managed more
efficiently.

Public Buildings and Facilities
Budget Information
FY09 Actual

FY10 Actual

Expenditures--All Funds

$9,239,471

$8,939,777

$9,101,763

$9,407,483

General Fund Revenue

$33,292

$19,848

$6,000

$6,000

70.85

59.60

56.10

56.10

FTE

FY11 Budget

FY12 Adopted

Closeout Performance Measures, FY08-FY11
Value of existing deficiencies as a percentage
of total current replacement value
100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%
Percent

FY08
7.10%

FY09
7.20%

FY10

Percent of work orders completed by their target date

FY11
9.98%

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%

Cost

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%
FY08
$0.79

FY09
$0.78

FY10
$0.80

FY11
$0.83

FY09
78%

FY10
77%

FY11
69%

Ratio of soft costs to hard costs for new
constructions

Operations and maintenance costs per square foot for
City office space
$1.00
$0.90
$0.80
$0.70
$0.60
$0.50
$0.40
$0.30
$0.20
$0.10
$0.00

FY08
85%

Percent

Ratio

FY08
35%

FY09
35%

FY10
35%

The following measures have no current data:
Percent of internal customer surveys rating facilities as clean or better.
Percent of service agreements met.
Ratio of Leadership in Energy and Environmental Design – Existing Buildings (LEED-EB) criteria met.
Cost per square foot for new construction.
Percent of General Fund building area that is certifiable under LEED-NC (new construction) and/or LEEDEB.

FY11

Facility preservation and major maintenance costs as a
percentage of current replacement value of General
Fund buildings

Square foot of facilities per custodial FTE
16,000
14,000

2.00%

12,000
10,000

1.50%

8,000
1.00%

6,000
4,000

0.50%

2,000
0
Sq. Ft.

0.00%
FY08
10,886

FY09
11,140

FY10
15,115

FY11
15,115

Percent

FY08
1.65%

FY09
1.49%

FY10
1.40%

FY09

FY10

FY11

Closeout Strategies, FY08-FY11
Four-Year Strategies (FY08 - FY11)
Strategy 1:
Target:
Strategy 2:

Target:
Target:
Target:
Strategy 3:
Target:
Target:
Target:
Strategy 4:

Target:

Target:

Maintain or improve condition of
facilities supported by General Fund.
Maintain the City’s General Fund facilities
so that at least 80% of the square
footage is rated as good or better.
Incorporate sustainable building
practices for all facilities supported by
the General Fund.
Operating green practices meet 66% of
LEED-EB criteria.
Increase diversion of hauled waste by 5%
per year.
Reduce KBtu square foot average energy
use in occupied buildings by 1% per year.
Enhance communication with
customers.
Disseminate a newsletter to customers
four times per year.
Increase the percent of customers who
rate cleanliness of facilities as “clean” or
better to 75%.
Increase periodic survey response rate to
33%.
Consolidate downtown facilities into a
new City Hall.
Complete Phase Three – Implementation
Plan of the Council Goal to Conclude
Discussion of the City Hall Complex.

Initiate Phase Four – Design and
Construction of the City Hall Complex.

FY08

68%

69.17%

66%

66%

Review
Current
Practices

Implement
Priority
Practices

Implement
Priority
Practices

N/A

N/A

N/A

N/A

N/A

6.2%
increase

6.4%
decrease

6.4%
decrease

3.3%
increase

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

Continue
Phase 3

Complete
Phase 3 in
third
quarter
FY09

Purchase
300
Country
Club Road
for Police

Vacating
City Hall in
prep. For
future
decision

N/A

N/A

headquarters

N/A

Will finalize
after
Council
decision in
December
2011

FY11
1.12%

Civic Leadership and Collaboration Services

Performance Measures
Effectiveness
 Percent of community survey respondents who
feel somewhat or well informed about the City
of Eugene
Efficiency
 City FTE (for the general fund and all funds) per
1000 population
 Percent of public records requests that receive
response within 48 hours

Customer Satisfaction
 Percent of community survey respondents who
believe the community is generally headed in
the right direction
 Percent of community survey respondents who
are satisfied with the overall level of services
provided by the City

Financial
 Expenditures as a percentage of revenues
 Moody’s Municipal Credit Rating

Strategies with Performance Targets
Strategy 1
Ensure that the City budget is based on a sustainable
strategy.
Target: Expenditures are equal to or less than 100% of
revenues

Strategy 2
Increase effectiveness of citywide external
communications.
Target: Complete implementation of comprehensive
strategic external communications plan by end of
FY14.
Target: By FY16, 80% of community survey
respondents feel “somewhat” or “well” informed about
City government issues.

Strategy 3
Coordinate citywide staff response to constituent
concerns to ensure timely and appropriate
response.
Target: Set customer service standards and
implement new constituent issue tracking system
by end of FY15.

City of Eugene Service Profiles
Service profiles are mini strategic plans for each of the City of Eugene’s services. Updated every four years,
the profiles offer an overview of each service and its goals, and insight into some of the tools the service uses
to track its performance. View the entire service profile library at http://www.eugene-or.gov/EugeneCounts.
DRAFT: For review by the Citizen Subcommittee of the Eugene Budget Committee, November 2, 2011

Service Description
Civic Leadership and
Collaboration supports effective
decision-making, transparent and
interactive communication, and
robust community participation.
Encompassing the City of
Eugene’s elected and appointed
leaders as well as a supporting
framework that effectively links
those leaders with the
community, Civic Leadership and
Collaboration facilitates effective
and responsive governance. Civic
Leadership and Collaboration
helps ensure that policy makers
have reliable information to
inform their decisions, by working
with other City programs, agency
partners and community
members.
Civic Leadership and
Collaboration staff supports
elected officials, the City
Manager, Assistant City Manager,
and colleagues across
departments, provides support
and research to elected officials
and Council committees, and
supports development of Council
goals and priorities. Staff also
helps ensure the integrity of the
local legislative process.
Civic Leadership and
Collaboration leads City-wide
strategic planning, goal setting
and measurement efforts.
Deliberate alignment of City
Council goals, community
priorities and accessible
performance information
supports transparent tracking of
progress toward the concrete

results community members
most want.
The staff guides the
organization’s adherence to
public meeting, public record,
and election laws, coordinates
the recruitment and application
process for board and
commission positions, and
coordinates organization-wide
efforts to proactively provide City
information and promote
inclusive public processes. Civic
Leadership and Collaboration is a
central point of access for the
general public and news media to
elected officials and the
organization, responds to new
and emerging issues, and
coordinates public events and
activities. Staff provides
assistance and coordination of
delegation activities for four
Sister City committees.

An integral part of Civic
Leadership and Collaboration,
the City Attorney's Office drafts
ordinances, administrative rules,
and contracts; represents the City
in litigation; and provides advice
on legal questions from the
Council and City staff. Some of
the organization's legal work is
provided directly by in-house
attorneys and some of the legal
work is coordinated by the City
Attorney's Office, but provided
through a contract with private
legal firms.
Civic Leadership and
Collaboration staff coordinates
the City’s intergovernmental
relations, including lobbying the
City’s agenda at the local, state
and federal government levels.
Staff also tracks and records
grant applications and results.

Operating Environment

Mission and Outcomes

Resource Availability
Public services are constrained
by budgetary conditions at all
levels. Agencies must seek and
cultivate partnerships,
collaborate more intentionally,
and leverage funding and other
resources creatively and
effectively. Emergency, emergent,
and community-wide issues and
events often land in the City
Manager’s Office first. Staff must
address the crises of the
moment, often without traditional
resources in the short term and
with knowledge that the longerterm policy or service
implications could further impact
budget priorities.

Our mission is to lead, coordinate and support a City
organization and services that align with Council
direction and community values, needs and priorities.
We support elected and appointed officials, promote
an informed public, and work to ensure City
government is effective, accountable and inclusive.






Good decisions informed by community priorities
and professional expertise
Open and interactive communication that allows
community members to fully understand what the
City is doing and to assess how well it is doing it
Meaningful opportunities for public participation
Well-designed processes that make clear to
members of the public how decisions are made
and how people can inform those decisions

Community Involvement and Customer Input
This service has a wide and
varied set of customers including
the general community, elected
and appointed officials and
employees of the City. The City
Council and Mayor are the most
direct representatives of the
public interest on a day-to-day
basis. The Mayor and Councilors
provide feedback to staff in
meetings, through formal action,
and in the City Manager’s annual
evaluation.
The City Council’s goals and
outcomes are deeply informed by
community input through the
highly interactive process known
as Eugene Counts. Community
members weigh in on the
concrete results they most want
to see in relation to the council
goals, then track progress toward
those goals through the online
Eugene Counts Dashboard.

Community engagement also
occurs via advisory groups and
Council committees.
Public comment opportunities
are often provided at scheduled
meetings of these committees. At
each regular meeting of the City
Council a public forum is held,
offering community members the
opportunity to provide direct
input to the elected officials and
staff.
In addition, the Mayor holds
monthly “one-on-one” meetings
throughout the community to
hear concerns, gather ideas and
suggestions, and increase the
connection between individuals
and local government.
Other methods of receiving
customer input include
telephone, walk-in, e-mail and
correspondence, and surveys.
Through the Public Service

Officer (PSO), community
members provide feedback about
the entire City organization,
services and issues via phone, email and face-to-face contact.
Over more than two decades,
Eugene has conducted
community surveys to gather
information about community
values and perceptions.
Voters give funding and policy
direction by their ballot choices.
Civic Leadership and
Collaboration Services staff
works to help integrate this broad
range of public input to staff
citywide and continually improve
the City’s services and public
engagement processes.

Conflicting Expectations about
the Role of Government
Community values and political
ideologies are disparate, as are
perspectives on the appropriate
role and scope of local
government. For example, there
are more people living in poverty,
creating a greater demand on
and need for government
services. Yet trust in government
is eroding among some
populations and calls for smaller
government are growing. In such
an environment, there is an
increasing need to demonstrate
transparency, balance community
interests and facilitate broad
public involvement as City
leaders form and implement
policies affecting the
community’s triple bottom line of
economic wellbeing, social equity
and environmental health.

Growth, Density and Livability
As Eugene grows in population
and economic, ethnic, and social
diversity, the demand for
increased and more specialized
City services also grows. These
demands are not accompanied
by sufficient resources. Planning
for and addressing demands of
growth while maintaining
municipal services challenges the
City organization to plan
strategically, work in partnership
with other public and private
agencies, and enhance City staff
teams’ service improvement
efforts.
Dynamic Political Environment
The make-up of the council has
the potential to change every two
years. Conflicting perspectives of
elected officials and their
constituencies may make it
challenging to find consensus or
agreement on politically charged
issues, making the building of
effective relationships and
operating agreements critical to
the council’s work.
Dislocation and Transitional
Space
City offices are located in many
places, creating a level of
disconnect among staff and
programs. In 2012, this situation
will be exacerbated, when staff in
City Hall relocates to transitional
space in various downtown
facilities while plans for a new or
remodeled City Hall are made.
This physical separation of
offices, combined with the unique

organizational structure of the
City Manager’s Office may
contribute to challenges, both for
internal operations and for
community access.
Impacts of Technology
Technological solutions used to
address operational,
communication and budgetary
needs can create their own set of
challenges based on varying
expectations and capacity among
workgroups to fully use such
solutions. The City is moving to a
new web platform that will
require cultural and operational
shifts in the way information is
presented online, and the
growing use of social media
requires attention to how that
communication works within
organizational standards.
Communication Coordination
There is an expectation that Civic
Leadership and Collaboration
staff coordinate all internal and
external communication. The
rising importance of the web and
social media along with
decentralized staffing and
resources present an increasing
challenge to citywide
coordination and consistent
communication of organizational
messages.

Civic Leadership and Collaboration Services
Budget Information
FY09 Actual

FY10 Actual

Expenditures--All Funds

$3,603,525

$4,158,917

$4,482,976

$4,424,251

General Fund Revenue

$2,689

$5,548

$0

$0

22.00

25.00

25.00

25.80

FTE

FY11 Budget

FY12 Adopted

Closeout Performance Measures, FY08-FY11
Percent of community survey respondents who
believe the community is generally headed in the
right direction
100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%
Percent

FY08
61%

FY09
52%

FY10
49%

FY11
57%

City FTE (all funds) per 1,000 population
13.0
12.5
12.0
11.5
11.0
10.5
10.0
9.5
9.0
8.5
8.0
FTE

FY08
10.0

FY09
10.1

FY10
9.7

FY11
9.3

Percent of community survey respondents who are
satisfied with the overall level of services provided
by the City
100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%
Percent

FY08
78%

FY09
77%

FY10
82%

FY11
79%

Percent of community survey respondents who feel
somewhat or well informed about the City of
Eugene
100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%
Percent

FY08
76%

FY09
77%

FY10
74%

FY11
72%

Percent of time Council assignments completed
within two-week response time

Value of the number of Human Rights Program
volunteer hours
$90,000

100%

$80,000

90%
80%

$70,000

70%

$60,000

60%

$50,000

50%

$40,000

40%

$30,000

30%

$20,000

20%

$10,000

10%

$0

FY08

FY09
$19,500

Value

FY10
$82,500

0%

FY11
$43,590

Percent

FY08
FY09
FY10
FY11

90%
80%
70%
60%

FY09
75%

FY10
100%

FY11
100%

Moody’s Municipal Credit Rating

Percent of public records requests that receive
response within 48 hours
100%

FY08
78%

Credit Rating
Aa2
Aa2
Aa1
Aa1

Notes: The change in rating from FY09 does not reflect
a change in Eugene’s credit quality. Rather, it is the result
of a realignment of municipal ratings with the “global
scale” equivalent corporate ratings.

50%
40%
30%
20%
10%
0%
Percent

FY08
85%

FY09
100%

FY10
95%

FY11
93%

Number and percentage of bills lobbied in Salem
where the outcome is rated as “acceptable” or better
FY08
FY09
FY10
FY11

Number of bills
28
373
44
376

Percentage of bills
99%
97%
70%
97%

Number and amount of grants applied for per calendar year
2008
2009
2010
2011

Number of grants
27
27
20
16

Amount of grants
$8,535,700
$37,112,139
$10,428,866
$238,833

Notes: The 2011 numbers reflect only the number and
amount of grants through August 2011. The numbers
will be updated for the calendar year during the next
measure count.

The following measures have no current data:
Percent of media contacts who rate responsiveness of City staff as “good” or better.
Percent of elected officials who rate the quality of materials as “meets or exceeds expectations.”

Closeout Strategies, FY08-FY11

Four-Year Strategies (FY08 - FY11)
Strategy 1:
Target:
Target:

Strategy 2:
Target:

Target:
Strategy 3:
Target:
Target:

Ensure that the City budget is based on
a sustainable strategy.
By 2011, incorporate library operating
expenses currently funded by local option
levy into the General Fund.
By 2011, elected official give the City
Manager a rating of 4 on a 5-point scale
on this element of the annual City
Manager evaluation: “Does the Manager
ensure that the City budget is based on a
sustainable service and funding strategy
so that ongoing expenses are supported
by ongoing revenue?”
Increase effectiveness of citywide
external communications.
Develop and begin implementation of
comprehensive strategic external
communications plan by the beginning of
FY09.
By 2011, 85% of community survey
respondents feel “somewhat” or “well”
informed about City government issues.
Improve education and communication
about sustainability.
Offer at least 15 sustainability trainings
per year.
By 2011, 25% of community survey
respondents say the City does an
“excellent” job of engaging in
environmentally sustainable practices.

FY08

FY09

FY10

FY11

Work in
progress

Ongoing

Complete

Complete

N/A

4.5

4.0

4.5

Work in
progress

Work in
progress

Work in
progress

Work in
progress

76%

77%

74%

72%

15

15

15

23

7%

10%

7%

6%

Performance Measures

Service Description

Effectiveness
 Percent of community members aware of their
neighborhood association
 Number of communiqués to city leaders and
City Council by Human Rights and
Sustainability commissions
Efficiency
 Total hours and corresponding value of
volunteer time contributed.
Financial
 Funds leveraged through Neighborhood
Matching Grant program
Customer Satisfaction
 Level of satisfaction with trainings provided to
internal and external audiences

Strategies with Performance Targets
Strategy 1
Provide development and training to build capacity
of staff and constituent groups.
Target: Provide 15 Triple Bottom Line activities per
year.
Target: All active neighborhood associations are
represented in at least one training per year.
Target: Provide 15 training opportunities on Equity
and Human Rights issues per year.

Strategy 3
Assist City organization in implementing
Community Climate and Energy Action Plan (CEAP)
and Diversity and Equity (DESP) Strategic Plan.
Target: Eighty percent of annual DESP action plans
are successfully completed.
Target: The city is advancing at least three major
initiatives from the CEAP for which it is the lead
agency for implementation.

Strategy 2
Assist constituent groups to meet Council- adopted
work plans or performance targets.
Target: Eighty percent of Human Rights
Commission annual work plan items are
implemented.
Target: Eighty percent of all neighborhood
associations meet Council criteria for an “active”
association.

City of Eugene Service Profiles
Service profiles are mini strategic plans for each of the City of Eugene’s services. Updated every four years,
the profiles offer an overview of each service and its goals, and insight into some of the tools the service uses
to track its performance. View the entire service profile library at http://www.eugene-or.gov/EugeneCounts.
DRAFT: For review by the Citizen Subcommittee of the Eugene Budget Committee, November 2, 2011

Community Engagement Services

In 2009, the City Manager
reorganized programs to align
Equity and Human Rights,
Neighborhood Services, and
Sustainability. The purpose was
to capitalize on these combined
assets to support broad-based
community involvement,
increased knowledge and
application of the Triple Bottom
Line (TBL) and Human Rights
frameworks, and inclusive and
equitable services.
The Community Engagement
Services team supports elected
officials, the City Manager and
City leadership, colleagues across
departments, and advisory
bodies to provide integrated and
comprehensive strategic planning
and leadership in the areas of
equity, human rights,
neighborhood empowerment,
and sustainability. Community
Engagement Services is the
organizational leader of TBL and
Human Rights Framework
implementation, public
participation at the neighborhood
level, and support for the Human
Rights Commission,
neighborhood associations and
Sustainability Commission.
Equity and Human Rights
champions inclusive and
participatory decisions that
reflect community values and
protect the most vulnerable
members of the community, and
leads successful implementation
of the City of Eugene’s Diversity
and Equity Strategic Plan. Staff
also works with departments and
community partners on
collaborative projects, goal
setting and community action
towards human rights protection

and inclusive services.
Equity and Human Rights
staff also are responsible for
coordinating organizational
responsibilities for the federal
Americans with Disabilities Act
(ADA) and City response to hate
and bias activity, and tracks
community human rights
complaints and responds through
education and outreach, resource
and referral, and ombudsmen
and resolution services. Staff also
works closely with Human
Resources and City departments
to further our goals of having a
workforce reflecting the
communities we serve and
provide tools and education to
further the cultural competency
of the City organization.
Neighborhood Services
provides policy guidance,
training, funding and strategic
support to neighborhood
associations. The program builds
the capacity of existing
associations through annual
forums with City leaders and
elected officials and varied
training opportunities. Technical
assistance is available to
neighborhood and community
groups to conduct broad-based
needs assessment and develop
strategic plans for effective
neighborhood-based problem
solving. Funding assistance is
available to meet neighborhood
association public information
and outreach needs and pursue
physical improvements,
community partnership projects,
planning and capacity-building
initiatives.
Neighborhood Services also

provides an important
communication and coordination
role by informing residents about
City initiatives, programs and
services that affect them directly
and facilitating collaboration
between residents and City staff
and departments.
The Sustainability Office
champions Triple Bottom Line
decision-making, which considers
economic, environmental and
social equity impacts, and directly
supports the Sustainability
Commission, an advisory group
that provides feedback and
recommendations to the City
Manager and City Council
regarding City practices and
policies. Sustainability staff
coordinates implementation of
the Community Climate and
Energy Action Plan, Internal
Climate Action Plan and other
regional initiatives around
climate planning and adaptation.
Through collaboration, staff also
furthers sustainable purchasing,
waste prevention and recycling,
transportation options, “green”
economic development, energy
planning and efficiency, and food
security. With a broad set of
community partners, our efforts
focus on integration, coordination
and leveraging of resources.

Mission and Outcomes

Operating Environment

Our mission is to build healthy, equitable and prosperous
communities. Through leadership and our collaboration with advisory
bodies, community members and the City organization, we provide a
conduit and help build capacity for effective community involvement
with elected officials and the City organization. We are committed to:







Resource availability
Government and other public
resources are constrained under
tight budgetary conditions at all
levels of government. Agencies
must collaborate more
intentionally and leverage
funding and other resources for
the greatest impact.

Utilizing a triple bottom line framework in decision making.
Inclusion, justice and equity in City programming and services.
Response to human rights violations, discrimination, and
hate/bias incidents.
Collaboration with community partners to leverage resources
and connect efforts.
Successful implementation of our strategic plans.
Neighborhood-based problem solving.

Growth, density, livability
Envision Eugene calls for higher
building density, transit corridor
development and neighborhood
infill. This can lead to additional
pressures on neighborhood
services and infrastructure, and
increase tensions particularly in
areas where residents already
have concerns about livability.
Vulnerable populations are at risk
of being marginalized and forced
to carry more of the burdens of
increased noise, congestion, and
other potential impacts of a
higher-density community.

Community Involvement and Customer Input
This suite of services has a
wide and varied set of
stakeholders including the
general community, elected and
appointed officials, and
employees of the City. Staff
serves a liaison function among
individual community members,
neighborhood associations,
standing advisory bodies, and the
organization, bringing community
perspectives to programs and
services.
Community Engagement
Services helps the City
organization engage community
through formal (task forces,
advisory committees, workshops)
and informal processes
(exchange of information,
attending community meetings).
Community Engagement
Services staff participates in
efforts to improve the City’s

Competing issues and priorities
With increasing pressure on City
programs and constrained
funding to support them, staff
and stakeholders perform triage
on competing priorities and
demands. Attention can be
diverted to the crisis of the day,
making fewer resources available
for long -term planning and
preparedness.
public engagement processes,
consults with departments for
input on public outreach to
communities, and contributes to

the design and delivery of
outreach methods. We strive to
foster collaborative problem
solving for integrated solutions.

Equity and community
empowerment
With demands on community
services, some voices may get
lost in the fray. We need to
continue to address equity issues
and ensure that all community
members are provided
information and access to
needed services.
Sustaining community
participation and representation
We continue to struggle with
sustaining healthy levels of
participation and engaging the
diversity of people and
perspectives in our community.
Without a broad base of
involvement, we risk exacerbating
social/political apathy and
disenfranchisement. The
proliferation of social networking
and other forms of electronic
communication are challenging
us to go beyond traditional forms
of community outreach to find
new ways to connect with and
build interest among members of
the public.
Collaboration and synergy
A spirit of team work and creative
problem solving pervades the
inter-departmental and interagency efforts in our program
areas. Working across

departments and with other
community partners captures a
positive sense of opportunity,
shared learning and mutual aid.
Responsiveness
The city’s emphasis on
inclusiveness in the public
participation process breeds both
a sense of integrity and
responsiveness in our work with
the community. The result is a
welcoming, safe environment for
vetting tough but pertinent
issues.

Community Engagement Services
Budget Information
FY09 Actual

FY10 Actual

Expenditures--All Funds

$1,249,187

$1,112,977

$1,243,331

$1,208,893

General Fund Revenue

$5,265

$3,200

$0

$0

8.65

7.65

7.65

9.15

FTE

FY11 Budget

FY12 Adopted

Closeout Performance Measures, FY08-FY11
Total number of participants attending meetings
or events sponsored by their Neighborhood
Association
6,000
5,000
4,000
3,000
2,000
1,000
0
Number

FY08
4,600

FY09
5,000

FY10
5,500

FY11
5,625

Percent of residents aware of their Neighborhood
Association
100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%
Percent

FY08
60%

FY09
59%

FY10
66%

The following measure has no current
data:
Percent of Neighborhood Services
customers who are satisfied or very
satisfied with services delivered.

FY11
53%

Percent of community survey respondents who feel
their Neighborhood Association is having a positive
impact
100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%
Percent

FY08
74%

FY09
68%

FY10
72%

FY11
62%

Percent of residents who report reading their
Neighborhood Association newsletter
100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%
Percent

FY08
47%

FY09
53%

FY10
61%

FY11
41%

Number of Neighborhood Associations that have a
current needs assessment
FY08
FY09
FY10
FY11

Number
N/A
N/A
N/A
N/A

Percent of neighborhood information materials
(including leader packets) distributed
electronically

Neighborhood Services budgeted per capita
$5.00
$4.00
$3.00
$2.00
$1.00
$0.00
Amount

FY08
$3.58

FY09
$4.29

FY10
$3.91

FY11
$3.46

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%

FY08

FY09

FY10

FY09

FY10

FY11

FY11
100%

Percent

Closeout Strategies, FY08-FY11
Four-Year Strategies (FY08 - FY11)
Strategy 1:

Target:
Strategy 2:

Target:
Strategy 3:

Target:
Strategy 4:
Target:

Provide support in the areas of
communication, public outreach, and
skills development/training to build
capacity of all Neighborhood
Associations.
Ninety percent of all Neighborhood
Associations meet Council criteria for an
“active” association by FY13.
Collaborate with existing Neighborhood
Associations that exceed Council
adopted guidelines for neighborhood
boundaries.
Achieve 100% compliance with the
boundary guidelines by FY13.
Implement a neighborhood planning
process that identifies current
neighborhood needs and creates action
plans to inform City programs and
budget priorities.
Engage all active Neighborhood
Associations in a neighborhood action
planning process by FY13.
Enhance communication and outreach
between City Departments and
neighborhoods.
City Departments are directly connected
to all active Neighborhood Associations
through meeting attendance, Citysponsored events or public information
sessions, and regular information
updates by FY10.

FY08

N/A

N/A

79%

84%

N/A

N/A

84%

90%

N/A

N/A

1

6

N/A

N/A

Achieved

Achieved

Animal Services

Performance Measures
Effectiveness
 Number of active dog licenses within the
city
 Number of reported dog bites annually
 Number of reports of human rabies to
Lane County Health Department per year

Customer Satisfaction
 Percent of community survey respondents
who are satisfied with the overall level of
services provided by the City

Efficiency
 Number of stray animals returned to their
owners in the field
 Live Release Rate for all animals
admitted to the shelter
 Number of spay/neuter surgeries
performed by City’s Spay/Neuter Clinic
Financial
 Percent of total Spay/Neuter Clinic
budget offset by clinic revenue

Strategies with Performance Targets
Strategy 1
Increase the public’s awareness of and compliance
with city dog licensing requirements.
Target: Increase number of active dog licenses by
5%.
Strategy 2
Maximize live release rate for all animals.

Strategy 3
Operate the City Spay/Neuter Clinic on a financially
self-supporting basis.
Target: Clinic revenues cover expenses without
need for funding from the City’s General Fund.

Target: Maintain a live release rate of at least 90%
for all animals admitted to the shelter including
animals returned to their owners, adopted or
transferred to other animal welfare organizations.

City of Eugene Service Profiles
Service profiles are mini strategic plans for each of the City of Eugene’s services. Updated every four years, the
profiles offer an overview of each service and its goals, and insight into some of the tools the service uses to
track its performance. View the entire service profile library at http://www.eugene-or.gov/EugeneCounts.

DRAFT: For review by the Citizen Subcommittee of the Eugene Budget Committee, November 2, 2011

Service Description
The City of Eugene contracts
with Lane County for animal
control services. Lane County
Animal Services (LCAS) provides
field animal control five days a
week with emergency pager
service seven days a week. The
shelter is open to the public five
days a week. LCAS services
include:
 The equivalent of two fulltime enforcement officers
and one floating officer
shared with Lane County to
patrol, respond to animal
enforcement calls and
respond to animal neglect
complaints.
 Provision of dog and cat
shelter services.
 Dog licensing and voluntary
cat registration services in
accordance with the City’s fee
schedule.
 Provision of lost and found
programs for dogs and cats
and making every reasonable
attempt to return an animal
to its owner.
 Adoption service for dogs and
cats.
 Administration of low-income
spay/neuter voucher
program.
 Coordinating with the City
Spay/Neuter Clinic to have
adoptable animals altered as
part of the adoption process,
prior to sending the animal
home.
 Animal abuse/neglect
investigations and
prosecutions in non-criminal
cases.
 Capture, impound, prosecute

and monitor vicious and
potently dangerous dogs.
 Emergency response to
animals in traffic, and
trapping and confinement of
stray dogs.
 Emergency assistance to
injured animals.
 Assistance to Eugene Police
with dog violations, dog
impounds from arrests,
search and seizure warrants,
and response to police
requests 24/7.
 Public information and
awareness sessions in local
schools and civic
organizations.
Highest priority for animal
field services is to respond to
emergency calls, including public
safety or health situations when
animals are involved, animal
bites, animals endangering the
public, injured animals, cruelty to
animals, and assistance to law
enforcement.
Based on officer availability,
the following additional services
are provided in addition (listed in
priority order): dog at large
complaints, limited routine
patrols for loose dogs, community
education and educational
presentations.
Since 1980 the City of
Eugene directly has operated a
low cost spay/neuter clinic as a
strategy to reduce the population
of unwanted dogs and cats. The
Clinic also offers microchip
identification, flea treatments
and basic health vaccination for
dogs and cats. The Clinic is open
five days a week.

To help make spay/neuter
services more affordable the
Clinic distributes several hundred
spay/neuter discount vouchers to
low-income city residents each
year. Feral cats continue to be a
problem, and the City is
continuing to help fund Greenhill
Humane Society’s feral cat trapneuter-release program.
The City budgeted over $1
million for animal services in
FY12. This includes $433,470 for
the City Spay/Neuter Clinic,
$585,000 for the Lane County
contract and $2,000 for
Greenhill’s feral cat program. In
addition to contract payments,
LCAS also retains 95% of dog
licensing revenue and all shelter
fees paid by city residents. This
revenue, estimated to be in the
neighborhood of $280,000, does
not appear in the City’s budget
because it is retained by Lane
County under the contract with
the City.

Mission and Outcomes

Operating Environment

The mission of animal control is to control the dog and cat
population within the Eugene city limits to ensure a safe
community environment.








Impact of Economy
Continuing high unemployment
and the poor economy are
contributing to the rising
incidents of animal neglect and
increased pet abandonment, as
well as increased need for
assistance to low-income and
homeless pet owners.

Manage dog behavior within the city limits.
Keep the dog and cat population under control.
Prevent community health problems.
Avoid human injury from animal bites.
Minimize traffic safety hazards caused by loose pets.
Prevent animal neglect and abuse.
Collaborate with public and private organizations to
increase partnerships and efficiencies in provision of
community animal services.

Funding Constraints

Community Involvement and Customer Input
Animal services have been
characterized by significant
community interest and
involvement.
Lane County, which delivers
animal services to the city, has
an established Animal Services
Advisory Committee, made up of
a range of community members,
to provide ongoing review and
advice on county animal services
activities. Lane County has also
involved community members in
two task forces on animal welfare
issues.

The Animal Regulation
Advisory Task Force issued a
report in November, 2003 with a
wide range of findings and
recommendations that cover
licensing, spay and neuter, legal,
public education, facilities and
staffing, and funding issues.
In September 2007, the Save
Adoptable Animals Task Force
released a report identifying
programs and practices to reach
the goal of not killing adoptable
animals

Citizen concerns and
questions regarding animal
control services are responded to
by LCAS and clinic staff, the City’s
Public Service Officer, and the
Central Services Department of
the City.
In 2011 City staff surveyed
local non-profit animal welfare
organizations to identify
community animal shelter
capacities and get input on
community animal service
resources, needs and priorities.

As a result of a general fund
shortfall, in FY11 the City reduced
contract funding with Lane
County by $100,000. This
eliminated one animal welfare
officer while retaining one and
one-half (shared with the County)
officers to perform animal field
services within Eugene. Lane
County Animal Services has
responded to funding constraints
in a number of ways, including
creating a dedicated License
Writer position to increase dog
licensing compliance and
resulting revenue. LCAS has also
worked to increase food and
supply donations to the shelter,
as well as to recruit and train new
community volunteers and
animal foster home providers to
supplement limited staff and
improve sheltered animals’
welfare. Currently the federallyfunded JOBS Plus program funds
one quarter of LCAS staff. Both
the City and County are
continuing to experience general
fund shortfalls and pressures to
achieve cost savings while
delivering needed services will

continue. Eugene, Lane County,
Springfield, Greenhill Humane
Society and other nonprofit animal
welfare organizations will continue
to seek creative ways to address
this challenge.
Service Demand
The most common requests for
service are for dogs at large
causing traffic hazards or
menacing the public, although
neglect reports are growing.
Controlling animal populations is
one key to reducing growth in
service demand. The City
Spay/Neuter Clinic provides
spay/neuter vouchers to lowincome citizens and continues to
operate at nearly 90% capacity.
Eugene has a continuing incidence
of feral cat colonies and the City is
helping to fund Greenhill’s feral
cat trap-neuter-return program,

which has been shown to be an
effective way to address this
problem. The City has also
developed an in-house “good
neighbor” packet to be mailed in
response to barking dog
complaints.
Condition of Facility
The existing 1978 animal
services facility houses LCAS
administration, the dog kennel,
cattery and the City Spay/Neuter
Clinic. It has inadequate capacity
and has outlived its useful life. In
2008 a planning study
recommended renovation or
replacement at estimated costs
of $7-10 million. Eugene,
Springfield and Lane County coown the facility and are
discussing its future.

Animal Services
Budget Information
FY09 Actual

FY10 Actual

Expenditures--All Funds

$1,143,712

$1,162,945

$1,017,606

$1,021,970

General Fund Revenue

$450,786

$419,931

$500,000

$441,000

3.50

3.50

3.50

3.50

FTE

FY11 Budget

FY12 Adopted

Closeout Performance Measures, FY08-FY11

Percent of customers satisfied or very satisfied with
services provided
100%

2,000

90%

1,900

80%

1,800

70%

1,700

60%

1,600

50%

1,500

40%

1,400

30%

1,300

20%

1,200

10%
0%

1,100
FY08

FY09

FY10

Percent

FY11
95%

Percent of total spay/neuter clinic service budget
offset by revenue
100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%
Percent

Total surgeries performed per year per full time
equivalent surgical staff

FY08
93%

FY09
90%

FY10
90.5%

FY11
95%

1,000
Number

FY08
1,650

FY09
1,396

FY10
1,379

FY11
1,500

Percent of City's contract with Lane County
Animal Services (LCAS) offset by dog license
revenue
100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%
Percent

FY08
29%

FY09
37%

FY10
36%

FY11
40%

Number of reports of human rabies to Lane County Health
Department per year.

FY08
FY09
FY10
FY11

Number of reports
0
0
0
0

Closeout Strategies, FY08-FY11

Four-Year Strategies (FY08 - FY11)
Strategy 1:
Target:

Strategy 2:
Target:

Maintain the public’s compliance with
“potential dangerous dog” restrictions.
Continue to ensure that 95% of pet
owners adhere to restrictions imposed as
a result of receiving a “potential
dangerous dog” citation.
Decrease the number of unwanted dogs
and cats.
Continue to operate the Spay/Neuter
clinic at 95% of total capacity by
performing greater than 3,490 surgeries
per year.

FY08

FY09

FY10

FY11

98%

95%

98%

95%

3,300

2,791

2,757

3,000

