
Wisconsin Lean Government Conference 



Who are we, and 
why are we here?



Session Objectives

• Strategic Plan organized through ‘Pillars’

• Standards of Service Excellence

• Define key measureable strategic and operational 
objectives

• Communicate progress through a Scorecard and 
Dashboards



History of strategic planning in
Waukesha County

Pre-2012:  Departmental plans,
Some coordination, 
Varied formats

2012-2013: Public Focus Groups, 
Employee Survey, 
Internal Communication Improvements
Core Value Recognition
Mentoring and Employee Development



History of strategic planning in
Waukesha County

2014-2016: Formatting,
Performance Metrics
Annual Updates,
LEAN incorporation

2017-2019: Consistent Format,
Performance Metrics 
Dashboards,
Standards of Service Excellence



2017-2019 Strategic Plan

• Working with the Studer Group 

• Environmental Scan and Critical Issues

• ‘SMART’ Objectives

• Organized by ‘Pillar’ 
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Theme Alert! 

What is measured gets improved! 



S.M.A.R.T. Objectives & Performance Metrics



Where do we start?

Baseline Data – what’s happening now

• LEAN (Continuous Improvement) Process Improvements
• Activity Data
• Incident Data
• Customer Feedback
• Strategic Planning Environmental Scan

Benchmarking – how do others solve the problem

• Professional Association Listserv



Benchmarking

County Population 
(2014) Largest City MSA Urban Form

Clark County, WA 451,008 Vancouver, WA Portland-Vancouver-
Hillsboro, OR-WA Metro Edge

Dakota County, MN 412,529 Eagan, MN Minn.-St Paul-
Bloomington, MN-WI Metro Edge

Dane County, WI 516,284 Madison, WI Madison, WI Metro Core/Central 
city/State capitol

Forsyth County, NC 365,298 Winston-Salem, NC Winston-Salem, NC Metro core /
Central city

Greenville County, SC 482,752 Greenville, SC Greenville-Anderson-
Mauldin, SC 

Metro core /
Central city

Jefferson County, CO 558,503 Lakewood, CO Denver-Lakewood-Aurora, 
CO Metro Edge

Johnson County, KS 574,272 Overland Park, KS Kansas City, MO-KS Metro Edge

Polk County, IA 459,862 Des Moines, IA Des Moines-West Des 
Moines, IA

Metro core/
Central city



Writing “SMART” Objectives

• S    -Specific
• M  -Measureable
• A   -Attainable
• R   -Relevant
• T   -Time Bound



Example #1

Option A:
Provide for year-round safety of customers and employees at 
the County Government Center Campus. 

Option B:
Provide for year-round safety of customers and employees at 
the County Government Center by eliminating all falls due to 
slippery pavement by the end of calendar year 2017. 

 Goal Setting – “SMART”

 S – Specific
M – Measureable
A – Attainable
R – Relevant
T – Time Bound



Example #2

Option A:
Inspect Waukesha County restaurants ensuring code compliance.

Option B:
Inspect Waukesha County restaurants ensuring code compliance 
to reduce of risk factor violations by 10% annually.

Goal Setting – “SMART”
S – Specific
M – Measureable
A - Attainable
R – Relevant
T – Time Bound
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Example #3

Objective: 
Extend the ability of the park system to accomplish projects 
and host events by expanding the number of volunteer hours 
at events and for land management projects by 20% annually. 

Goal Setting – “SMART”
S – Specific
M – Measureable
A - Attainable
R – Relevant
T – Time Bound
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Theme Alert! 

What is measured gets improved! 



Problem Statement:  To increase customer convenience to make purchases with 
credit cards in parks and reduce the operational cost of handling cash.

2016 Revenue % of Total
Cash Check Credit Card Total Collected Cash Check Credit Card

Retzer (Gift Shop) $9,371 $10,298 $59,090 $78,759 11.90% 13.08% 75.03%
Retzer (Gift Shop) (MAX) $41,726 $13,113 $21,327 $76,167 54.78% 17.22% 28.00%
Ice Arenas $96,050 $291,658 $151,926 $539,635 17.80% 54.05% 28.15%
Ice Arenas (MAX) $69,861 $246,172 $103,508 $419,541 16.65% 58.68% 24.67%
Moor Downs Golf Course* $244,225 $7,157 $175,922 $427,304 57.15% 1.67% 41.17%
Naga-Waukee Golf Course* $423,491 $174,479 $1,527,945 $2,125,915 19.92% 8.21% 71.87%
Wanaki Golf Course* $636,058 $96,317 $621,509 $1,353,884 46.98% 7.11% 45.91%
Total Revenue Collected $1,520,783 $839,194 $2,661,226 $5,021,204 30.29% 16.71% 53.00%

Fox Brook Park $104,501 $11,886 $0 $116,387 89.79% 10.21% 0.00%
Fox Brook Park (MAX) $42,027 $2,323 $0 $44,350 94.76% 5.24% 0.00%
Fox River Park $10,805 $7,836 $0 $18,641 57.96% 42.04% 0.00%
Fox River Park (MAX) $6,390 $1,727 $0 $8,117 78.72% 21.28% 0.00%
Menomonee Park $116,822 $15,446 $0 $132,268 88.32% 11.68% 0.00%
Menomonee Park (MAX) $42,312 $3,830 $0 $46,142 91.70% 8.30% 0.00%
Minooka Park $110,661 $32,101 $0 $142,761 77.51% 22.49% 0.00%
Minooka Park (MAX) $56,538 $8,544 $0 $65,082 86.87% 13.13% 0.00%
Mukwonago Park $30,402 $13,235 $0 $43,637 69.67% 30.33% 0.00%
Mukwonago Park (MAX) $14,104 $2,257 $0 $16,361 86.20% 13.80% 0.00%
Muskego Park $37,750 $6,827 $0 $44,578 84.68% 15.32% 0.00%
Muskego Park (MAX) $21,479 $2,846 $0 $24,324 88.30% 11.70% 0.00%
Naga-Waukee Park $108,147 $25,914 $0 $134,061 80.67% 19.33% 0.00%
Naga-Waukee Park (MAX) $75,833 $5,144 $0 $80,977 93.65% 6.35% 0.00%
Nashotah Park $60,594 $28,346 $0 $88,940 68.13% 31.87% 0.00%
Nashotah Park (MAX) $22,469 $5,030 $0 $27,499 81.71% 18.29% 0.00%
Parks - Total $860,832 $173,292 $0 $1,034,124

Potential Cash out of system
10.00% $103,412
20.00% $206,825
30.00% $310,237
40.00% $413,650
50.00% $517,062
60.00% $620,474
70.00% $723,887



Example #4

Option A:
Increase customer convenience to make purchases with credit 
cards.

Option B:
To increase customer convenience to make purchases with credit 
cards in parks and reduce the operational cost of handling cash, 
increase the ratio of credit card to cash collection to 80% / 20% 
by December 31, 2019.

Goal Setting – “SMART”
S – Specific
M – Measureable
A - Attainable
R – Relevant
T – Time Bound



STRATEGY STRATEGY OWNER TIMEFRAME

Release bid request for enhanced Wi-Fi 
connectivity at park facilities and sign service 
agreement

Department of Administration -
Purchasing

July 2017

Develop roll out strategy to address highest 
revenue generating facilities first.

Department of Parks and Land Use -
Administration

July 2017

Test credit card collection devices at a boat 
launch, concession stand, entrance hut and 
general park locations.

Department of Parks and Land Use -
Parks

October 2017

First phase roll out to designated facilities 60% / 
40% credit to cash

Department of Parks and Land Use -
Parks

April 2018

Second phase roll out to designated facilities 
70% / 30% credit to cash

Department of Parks and Land Use -
Parks

July 2018

Final phase roll out to designated facilities 80% / 
20% credit to cash

Department of Parks and Land Use -
Parks

September 2018

To increase customer convenience to make purchases with credit cards 
in parks and reduce the operational cost of handling cash, increase the 
ratio of credit card to cash collection to 80% / 20% by December 31, 
2019.
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Standards of Service Excellence
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Customer Service Focus

• We want to improve our customer service, so we are going to measure it! 
• Each Department will begin to measure customer satisfaction

• Survey links on every email
• i-Pads at service counters
• Surveys will be emailed to customers
• Internal customer service will be measured

• Goal of 4.5 out of 5 rating
• Results can be checked in real-time, will be documented every 45 days
• Results will be discussed at each Department Head meeting



Accessibility: Can you reach a live person or use an electronic tool to reach 
someone or the service information?

Accuracy: Did you receive the right product/service or was a variation 
communicated?

Attitude: Did you receive service in a courteous manner? 

New Customer Service Metrics

How did we serve you?



Operations: Was service provided in a convenient, efficient, and effective manner?

Timeliness: Was the response or solution delivered when promised or expected? 

Communication: Was the right information provided at the right time? 

Please rate each on a scale of: 5 (Very Good), 4 (Good), 3 (Average), 2 (Poor), to 1 
(Very Poor).

New Customer Service Metrics
How did we serve you?



Customer Service Metrics 

Objective:

To establish consistent customer service across 
Waukesha County departments, achieve a 4.50 
mean rating for customer service satisfaction.

Goal Setting – “SMART”
S – Specific
M – Measureable
A - Attainable
R – Relevant
T – Time Bound
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Employee Survey

• The purpose of the annual survey:

• Gauge employee understanding that goals relate to 
the strategic plan

• Exemplifying Standards of Service Excellence are 
recognized

• Identify opportunities to make Waukesha County a 
better place to work

• Continuous improvement organization culture



Employee Survey Results

Positive Feedback from Employees:

• Employees overwhelmingly like the work they do, know 
how to do it and are held accountable

• Supervisors are open to hearing feedback 
• Focused on customer needs and fiscal responsibility
• High integrity
• Willingness to give extra effort to help County succeed



Employee Survey Results

Opportunities for Improvement:
• Improve inter-departmental communication
• Increase collaboration and employee input
• Increase opportunities for professional growth, 

better mentoring  and succession planning
• Increase recognition of work well done
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Theme Alert! 

What is measured gets improved! 



Problem Statement:  To increase employee engagement by asking 
employees how to do thing better. 



Example #5

Objective: 

To increase employee participation in continuous 
improvement discussions by December 31, 2018, 
achieve an 80% employee response rate that they 
are frequently asked their opinions. 

Goal Setting – “SMART”
S – Specific
M – Measureable
A - Attainable
R – Relevant
T – Time Bound



To increase employee participation in continuous improvement discussions 
by December 31, 2018, achieve an 80% employee response rate that they are 
frequently asked their opinions. 

STRATEGY STRATEGY OWNER TIMEFRAME

Analyze 2016 employee engagement survey 
data to determine if need is department wide.  

Department of Parks and Land 
Use - Administration

June 2017

Develop “Rounding” training. Department of Parks and Land 
Use - Administration

July 2017

Discuss objective and provide “Rounding” 
training at Department Staff Meeting.

Department of Parks and Land 
Use 

August 2017

Initiate first 45-day “Rounding” with staff Department of Parks and Land 
Use 

August – Oct 2017

Initiate second 45-day “Rounding with staff Department of Parks and Land 
Use

October – Nov 2017

Initiate annual employee engagement survey 
and analyze response 

Department of Parks and Land 
Use -Administration

December 2017
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Using Data to Continuously Improve
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http://itmetrics.waukeshacounty.gov/reports.html




The Beginnings 



The Future







More Data and Monthly Reports…





Continuous Quality Improvement

•Strategy/Routine
•Expectations
•Build CQI Culture
•Common Strategies



• Meet with staff every 45 days
• What is going well?
• What do you need help with?
• Who has been very helpful to you?
• What should be changed or done differently?

“Rounding” for Outcomes



Key takeaways

• Measure what is important to your internal and external customers
• Use data to identify opportunities for continuous improvement
• Use your strategic plan to make real change
• Write measurable action plan needed to improve
• Communicate with staff on how you are performing
• Create a culture of “how can we do better”



Thank you! 
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