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Function to Requiremants

Reliability -I-p

Availability Product Performance Product
Defects —| Service
Failure Rate, MTBF Quality
Responsiveness

Early Involvement
Quality of Support

Open Communications Relationshig
Trust — with
Risk Sharing Corporation
Benefit Sharing
Viability of Enterprise
CUSTOMER
—>| SATISFACTION
Product Development Cost
Acquisition Cost
Operating Cost Cost of
Support Cost Ownership
Retiremeant Cost

Retention of Resale Value

Order Lead Time

Product Development Time
Maintenance Repair Overhaul Time . Cycle
On-Time Delivery Time

Just in Time Capability

WA 16 GaE9YaINSILATIZH Value Stream Mapping DINGAKTULINS

Stakeholder: Customer

Major Factors Contributing to Customer Value:

“Product/Service Quality +Cost of Ownership
-Relationship with Corporation  *Cycle Time

High
Cost Of E,:::g
Ownership Quality
Current
Performance
Cycle
Relationship Time
with Corp.
Low

Low High
Relative Importance

7WA 17 GhethasmsiieszsinssnmazanaagsuL3ns (Value Matrics)
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Customer Responsiveness, Based on national Resident satisfaction rating | Resuits of “quick sirikes”
Service presentation, research and (7.2-1) (quarterty), monthly repors
reliability, expectations of Business satisfaction rating | on CCR system
reassurance, and residents (7.2-3)
efmpathy
Communications | Multi-media, Annual resident and Communications rating CCR system monthly reports,
accessible, concise, | business surveys, residents (7.2-7) reports on use of services
and frequent periodic comunications | Communications rating & attendence at events,
survey, focus groups businesses (7.2-9) feedback from Advisory
every three years Committees
Feedback from Slice of
Springs, and SWOT analysis
Financial Transparent, follows | GASB and GFOA Bond Rating (7.3-1) Monthly financial reports,
Management GAAP, Tollows Clty guidelines, procurement | Expendiiures per capita Investment report, internal
Commission policies, | policy, investment (7.3-1) controls, and the annual
supports short- and | policy, City Commission | Millage rate (7.3-4) external audit
long-range solvency, | workshops on financial | Management letter findings
and is sustainable policies, State law, and | (7.3-3)
best practices from
private & public seclor
Strategic Highly responsive Slerling and Baldrige Overall quality residents Quarterly reports on
Planning & to Commission assessments, (r.1-1) KIOs and departmental
Deployment and community, City Commission Overall quality business performance measures
aligned with Baldrige | Workshops, PDCA (7.1-3)
criteria, highly data/ | Cycle, research on Employees per 1,000
fact-based, highly best practices, and the | residents (7.4-1)
collaborativefteam- | annual SWOT analysis
based, and minimal
bureaucracy
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Dn‘t of control

Controlled Improvemant in
process uariatiun
inprvanci \,\/,/\m]ﬂwm

In average performance

Time
mwdl 25 Gatheasuanugfimseauas (Control Chart)

Check Sheet Example

Telephone Interruptions

Day

Reason

Man Tues Wed Thurs Fri Total
Wrong number Hi I I At Hit |l 20
Info request [l I Il | Il 10
Boss Hit [ Hitll | [l] 19
Total 12 6 10 8 13 49

AN 26 G12281928901919N19052ad8L (Check Sheet)
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Key Work Line Requirements  How Requirements Ferformance In-Process Measures
Processes Determined Measurement
Palice Patrol visible, emergency | Resident and business | Response time for priority | Daily repors on response
response under & surveys and focus one calls (7.5-1) time, weekly GIS reports on
minutes, and lower | groups and Slice of Crime Rate (7.1-6) crime patterns, and weekly
crime and accident | Springs data Accidents at Major GIS reports on accidents
rate than other Intersections (7.5-9)
Broward cities
Police Low crime rate Resident and business | Clearance rate (7.5-10) Monthly open case report
Investigations surveys, focus groups,
and Slice of Springs
data
Fire Suppression | Response under Professional standards | User rating from survey Daily reports on response
8 minutes, and based on research (7.2-12) time and staff responding fo
sufficient equipment % response under 3 calls
and qualified staff to minutes (7.1-8)
minimize damage
Emergency Response time Professional slandards | User raling from survey Daily reports on response
Medical Services | under 8 minuies, based on research, (7.2-11) time and transaction surveys
appropriate response | resident survey, and % response under 8 of families using service
to medical situation, | transaclion-based minutes (7.1-7)
and professional, survey
compassionate
behawvior
Parks Safety, aesthetics, Resident survey, Maintenance rating from Data from quarterly point of
Maintenance and functionality quarterty on-site park survey (7.2-14) contact surveys
surveys by maintenance | Parks safety rating (7.5-11)
crews, and Sports
Leagues Committee

1 [
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