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chapter five
Promote Effective Government
Introduction
Another key strategic goal of the City is to promote effective government to efficiently
serve the needs of the Richmond community. Effective government is central to the
mission of the City. It impacts the Richmond community both through the provision
of services and the quality of those services. The functions of the City that are critical to
providing effective government include:
• Quality community services
• Streamlined financial and enterprise systems
• Staff training
• Public accessibility to government documents
• Communication and technology infrastructure
Implementation of performance-based government policies means establishing measurable service standards, efficiently allocating resources, and establishing funding requirements. Continuous benchmarking, training, accessibility to government, and strategic
technology provide public accountability and transparency in government.
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chapter five: promote effective government

Key Objectives
Richmond has identified five key, long-term objectives to promote effective government.
These key objectives are:
5.1 Measure citizen satisfaction
5.2 Streamline internal processes by utilizing the Enterprise Resource Planning System
5.3 Create comprehensive training programs to improve customer service
5.4 Increase ease of public and private access to government documents
5.5 Implement a strategic technology plan
These five long-term objectives are supported by the specific actions and defined success
indicators detailed below. The implementation of these key objectives will help to promote
an effective and transparent government that enhances the quality of life for the Richmond
community.
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5.1 Measure Citizen Satisfaction

Measuring resident satisfaction is essential to
determining Richmond’s success in improving
quality of life issues, as well as an indicator for
the effectiveness of the City’s government. The
City began to measure the satisfaction of its
communities through community surveys in
2007 and will continue to do so on a biennial
basis. These community surveys allow the City
government to:

The 2009 Community Surveys will be critical
to the City’s growth and resiliency. It provides
residents with a communication mechanism
to become informed and actively participate in
the governing process. This creates an environment in which community input will drive
policy, program and service improvements.

The City’s new webbased external and
internal reporting system,
See-It, will allow the
public to view the City’s
quarterly performance
measurements.

• Identify and monitor trends in community
opinion regarding quality of life issues and
the delivery of City services;
• Measure government performance over time;
• Assess support for local policies;
• Inform the community of budget and
policy decisions; and
• Determine the efficiency and effectiveness of
City service delivery and communication.
SUPPORTING ACTIONS FOR OBJECTIVE 5.1

Supporting Actions

Success Indicators

General Plan Goal(s)

5.1.a

Measure residents’ perceptions and satisfaction with municipal services in a biennial
community survey.

Completion of biennial survey.

5.1.b

Create a universal instrument to solicit
community input.

Creation and use of electronic
suggestion box.

Growth Management
GOAL GM2: Provide
Adequate Infrastructure
and Facilities

5.1.c

Identify priorities and key issues of concern
for residents.

Completion of biennial survey.

5.1.d

Promote transparency by reporting the
City’s quarterly performance measurements and meeting specific performance
standards through public outreach and
information sharing.

Prepare performance measurement
updates.

5.1.e

Conduct annual town hall meetings to
allow for information sharing and exchange
between City staff, elected officials and
residents.

Annual town hall meeting conducted.

Historic Resources
GOAL HR3: Increase
Public Awareness of
Richmond’s history
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5.2 Streamline Internal Processes by Utilizing the
Enterprise Resource Planning System

City employees begin
training in the use of the
new ERP System.

Enterprise Resource Planning (ERP) is an
accounting software that integrates the financial data for all services provided by the City.
Bringing all the City’s financial, human
resources and logistics data together ensures
that managers have access to accurate data for
decision-making. While implementing the
City’s new ERP software, management is creating new, more efficient and effective business
processes. The City’s new ERP software is also

allowing managers to accomplish tasks and
measure output in ways that they couldn’t do
before. In particular, TrakIT, the City’s new
permitting, inspections, business license and
code enforcement software is allowing the City
to provide better coordinated and streamlined
services to residents, businesses and developers
in these areas.

SUPPORTING ACTIONS FOR OBJECTIVE 5.2

Supporting Actions

Success Indicators

General Plan Goal(s)

5.2.a

Create department self-sufficiency in the
use of the ERP system.

Organizational proficiency in use of all
modules.

N/A

5.2.b

Provide training and coaching on the use
of the ERP system to enhance staff’s skills
and their ability to effectively and
efficiently perform assigned job duties.

Number of ERP training sessions provided
and high percentage of employees with
passing scores on training exercises.

5.2.c

Keep ERP system current by upgrading
to the most current version available for
general release in order to take advantage
of new functionality and bug fixes and to
preserve maintenance support from the
vendor.

Proportion of released ERP version
upgrades accomplished in a timely and
efficient manner.

5.2.d

Implement new software modules of the ERP
system that will improve the City’s cost and
process efficiencies in providing services to its
constituents (both internal and external).

Degrees of business process improvement.

5.2.e

Fully implement Phase III of the new ERP
system which incorporates Work Orders,
Contract Management and Fixed Assets.

Level of organizational proficiency in use
of all modules.

5.2.f

Continually reassess business processes
to evaluate effectiveness and efficiency of
current processes.

Assessments of business processes.

5.2.g

Increase efficiency of the City’s financial
processes including the billing, collections
and permitting processes.

25% improvement in turnaround time
for billing, collections and permitting processes.
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5.3 Create Comprehensive Training Programs
to Improve Customer Service

Training is the most comprehensive form of
knowledge sharing in the City of Richmond.
It allows for the investment of knowledge and
skills that will create a highly skilled workforce.
The Human Resources Department implements many training programs to improve
the quality and performance of the City’s
workforce. Regular, specialized onsite training
allows the City to address individual training
needs that will not only build employee proficiency but also impact the quality of City work
and community satisfaction.
The City of Richmond’s Finance Director James Goins trains his staff on the importance
of customer service.

SUPPORTING ACTIONS FOR OBJECTIVE 5.3
Supporting Actions

Success Indicators

General Plan Goal(s)

5.3.a

Create focus-based trainings and workshops for City staff.

90% or higher staff satisfaction rating.

5.3.b

Create mandatory management academy
for all new and current supervisors.

Implementation of academy.

Historic Resources
GOAL HR3: Increase
Public Awareness of
Richmond’s Historic
Resources

5.3.c

Create core curriculum for non-supervisory
employees.

Implementation of training and
curriculum.

5.3.d

Create department-specific training and
certification programs.

Implementation of certification program.

5.3.e

Implement customer service “secret
shopper” program within City departments
to evaluate customer service.

90% satisfaction rating.
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5.4 Increase Ease of Public and Private Access
to Government Documents

The City of Richmond is committed to transparency in government and information
sharing with its residents, including providing

Libraries can provide online access for residents who do not have a computer at home.

SUPPORTING ACTIONS FOR OBJECTIVE 5.4

accommodations for non- and limited-English speakers. Providing an online approach to
government allows a single point of contact
for the public. It allows residents to access
information easily and at any point in time.
The City’s website, which is the primary place
to access City documents and information has
two faces to it: the Internet and the Intranet.
The Internet is the City’s website for the public.
The ability to replace paper forms of government documents and public information has
produced remarkable results. The public has
become more aware of new City ordinances,
events, City council meetings and agendas. The
Intranet, which City employees use to access
City information and documents, has dramatically reduced the number of paper forms and
significantly advanced the process of sharing
information within and between departments.

Supporting Actions

Success Indicators

General Plan Goal(s)

5.4.a

Create transparency and accessibility to
City documents and records.

Create records management system.

5.4.b

Develop and publicize a Records Retention
Policy.

Revision of records retention policy.

Education and Human
Services
GOAL EH3: Provide
Equitable and HighQuality Human Services

5.4.c

Place all public documents online to support waste reduction and recycling.

Percentage of documents posted to the
City’s website.

5.4.d

Establish public access electronic kiosk
points throughout the City.

Number of kiosks established.

5.4.e

Publish and promote guidelines for how to
access government documents.

Guidelines created.

5.4.f

Promote the library and other City facilities
as access points for information via computer or in hardcopy.

Level of awareness of, access to, and
use of government documents.

5.4g

Increase access to City website, meetings
and public documents to accommodate
non-English speakers.

Amount of information available to nonand limited-English speakers.
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5.5 Implement a Strategic Technology Plan

The City’s IT staff is setting
up new servers at the newly
rebuilt City Hall.

Information technology is a major tool available to the City to ensure internal operational
efficiencies and greater accessibility to the
government. The implementation of a strategic technology plan allows the community
to have access to information and fully participate in the governmental process and their
communities.

SUPPORTING ACTIONS FOR OBJECTIVE 5.5

Supporting Actions

Success Indicators

General Plan Goal(s)

5.5.a

Implement a City government telephone
communication system.

Infrastructure implemented and
functional by FY 2009/10.

5.5.b

Complete City government technical
infrastructure.

Infrastructure implemented and
functional.

Economic Development
GOAL ED1: Improve
Richmond’s Appeal as a
Place to Live, Work and
Visit

5.5.c

Enhance broadband City government
infrastructure, which includes providing
broadband access in all library buildings.

City building connectivity.

5.5.d

Incorporate environmentally-friendly
technologies, as appropriate.

Increased use of environmentallyfriendly technologies.

5.5.e

Ensure emergency communication and
management systems are in place and
functional.

Infrastructure implemented and
functional.

5.5.f

Create and implement a Library Technology Implementation of Plan.
Plan.

5.5.g

Apply for E-rate funds to offset cost for
implementation of Library Technology Plan.

Community Health and
Wellness
GOAL HW9: Improve
Environmental Quality
GOAL HW10: Promote
Green and Sustainable
Development and
Practices

Dollar amount saved from E-rate funding
by FY 2010/11.
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