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Provide world-class  
customer-centered service

2nd Quarter Status: The Customer service Division 
expanded employee training with a focus on 
business processes and being service ready; 
supervisors conduct routine internal quality 
assurance by surveying random customer service 
calls and providing feedback to employees; the 
customer service payment center had a 92% 
satisfaction level, exceeding its goal of 90%.

Meet internal sustainability goals  
and external compliance targets 

related to efficient use of resources

2nd Quarter Status: Met its mandated three-year 
2014-2016 Renewable Portfolio Standard (RPS) 
procurement goal. In CY 2016, 27% of Riverside’s 
retail sales were served using renewable energy.

PUBLIC UTILIT IES

RIVERSIDE 2.1 STRATEGIC GOALS

Renew, replace and modernize  
utility infrastructure to ensure  

reliability and resiliency

2nd Quarter Status: Completed 95% of Magnolia 
4-12kV electric circuit conversions; Wood 
Streets Phase 2 streetlight retrofit completed 
in December 2017. Completed Arroyo Drive 
Water Main Replacement project in October 
2017 and Magnolia & Ramona Drive Water Main 
Replacement project in December 2017.

Keep water and electricity prices  
affordable and comply with  

Fiscal Policy

2nd Quarter Status: Citywide community 
meetings were held in November/December 
2017; based on feedback, staff revised the 
rate proposal which lowers the rate impact 
to customers by approximately 35% while 
maintaining adequate electric and water 
system reliability. 
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Overall customer satisfaction rating 
Maintain Above 90% 

Actual Performance: 92%

Average duration of an electric outage  
Maintain Below 50 Minutes 

Actual Performance: 10.12 Minutes

OSHA incident rate per 100 FTEs 
Decrease by 20% 

Actual Performance: 
Decreased by 22%

Percent of renewable energy 
sources in our power portfolio 

Equals 27% 
Actual Performance: 32.8%

Attain a high level of employee  
performance, safety and  

engagement

2nd Quarter Status: Safety Awareness employee 
event held in November. The Water Division has 
conducted 18 training courses for Public Utilities 
employees.

Achieve excellence and  
continuous improvement in all  

aspects of operations

2nd Quarter Status: Achieved billing accuracy 
of 99.8% for 130,000 monthly bills. Successfully 
deployed the new, state-of-the-art land-mobile 
radio system in Electric and Water. Approximately 
4 miles of water mains have been replaced, 
improving the water system operation and 
reliability.

 PERFORMANCE MEASURES



26 REDUCE COSTSECONOMIC DEVELOPMENTCUSTOMER SERVICE / QUALITY OF LIFE

Increase the City’s Pavement 
Condition Index (PCI) through effective 
implementation of the new Pavement 

Management Program

2nd Quarter Status: Paving surveys are complete; a 
presentation is planned for the City Council in Q3 2018. 

PUBLIC WORKS

RIVERSIDE 2.1 STRATEGIC GOALS

Research opportunities that support 
development of recycled water and 

green power generation

2nd Quarter Status: Received a presentation from 
Consultant on possible bio-methane reuse at the 
Plant as part of staff’s continued coordination 
with Public Utilities to draft a bio-methane reuse 
alternatives study for implementation at the 
Riverside Western Water Quality Control Plant.

Implement enhancements to the 
public parking program based on the 
Public Parking Strategy findings over 

the next two years

2nd Quarter Status: Safety measures including 
lighting, signage and cameras are planned, 
pending revenues from Parking Strategy rate 
changes. Wayfinding measures including signs 
for the Fox Theater were installed on Market Street 
and on either side of 6th Street; this project is now 
at 20% complete. 

Improve mobility within the City to 
promote efforts that support walkability, 
bicycling, accessibility and congestion 

relief on the transportation system

2nd Quarter Status: Staff met with regional partners 
to recommend pedestrian gates at several rail 
crossing near schools to improve pedestrian 
safety; worked with the East Side Heal Zone and 
Long Fellow Elementary School to secure Office of 
Traffic Safety (OTS) grant funds for the installation 
of speed feedback signs that benefit local 
residential neighborhoods and schools.

Promote best practices, increase 
diversion and enhance customer  

service for refuse program

2nd Quarter Status: Ongoing staff training to 
address customer concerns and best practices; 
ongoing review of areas that could be converted to 
automated services. 
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Percent of customer concerns 
closed within five business days 

Maintain Above 90% 
Actual Performance: 65%

Percent of street tree service 
requests completed within 60 days 

Maintain Above 90% 
Actual Performance: 95%

Percent of pot holes filled within one 
business day from receiving notification 

Maintain Above 95% 
Actual Performance: 50%

Invest in the sustainability of Riverside’s 
urban forest by improving the grid 

trimming cycle

2nd Quarter Status: Tree trimming contractor has 
started work on three new grids with a focus on 
increasing the number of field workers within each 
grid to maximize efficiencies and reduce the trim 
cycle from 8 years to 6 years. 

Continue focusing on providing 
high quality customer service by 
providing an initial response to all 
customers within one business day 
and achieving an average service 
request closure rate of less than five 
business days (except street trees)

2nd Quarter Status: Public Works continues to 
respond to all service requests within one business 
day and is currently closing 65% of service requests 
within five business days; the nature of the work does 
not always allow for a five-day closure, though all 
requests are being handled as quickly as possible. 

 PERFORMANCE MEASURES
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Number of family/children’s programming 
presented at the Fox and RMA  

Maintain Above 9 Shows 
Actual YTD Performance:  

11 Shows

Number of culturally diverse programs 
offered at the Fox and RMA annually  

Maintain Above 15 Programs 
Actual YTD Performance:  

17 Programs

Number of annual Broadway 
shows produced  

Maintain Above 4 Shows 
Actual YTD Performance:  

2 Shows

Number of shows promoted in 
17/18 at the Fox  
Equals 80 Shows 

Actual YTD Performance:  
49 Shows

Number of events promoted in 
17/18 at the Municipal Auditorium 

Equals 70 Events 
Actual YTD Performance:  

32 Events 

 PERFORMANCE MEASURES

Increase revenue generation from 
Fox Performing Arts Center and 
Riverside Municipal Auditorium

2nd Quarter Status: The Fox Performing Arts Center 
held 33 shows and the RMA held 16 events/shows.  
Notable performances this quarter were: Evening 
with Dan Rather, Flogging Molly, Kidz Bop, Hip Hop 
Nutcracker and the beginning of the Broadway series. 

L IVE NATION

RIVERSIDE 2.1 STRATEGIC GOALS
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Implement and maintain  
exceptional customer service at 

Riverside Convention Center
2nd Quarter Status: Customer service satisfaction 
was at 97%. for Q2.

Exceed annual budgeted  
operating revenue for Riverside  

Convention Center
2nd Quarter Status: Q2 revenues are above budget.

Increase economic impact from 
Convention Center operations

2nd Quarter Status: Focus on local employment; 
local vendor spending and revenue generation 
greater than budget.

Increase economic impact from 
Riverside Convention & Visitor’s 

Bureau (RCVB) operations

2nd Quarter Status: Attended 7 tradeshows to 
generate Request for Proposal for Convention 
Center business and room night generation for 
local hotel supply; conducted Familiarization Tours 
with 14 qualified meeting planners.

RIVERSIDE 2.1 STRATEGIC GOALS

RAINCROSS HOSPITALITY GROUP
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MEASURE Z STATUS

Measure Z Funding Items Measure Target Status

20% General Fund 
Reserve 
(Financial Discipline/ 
Responsibility)

General Fund 
Reserve level

FY 2017/18: 15% 
FYs 2018/19 - 2020/21: 
20% 
(Also a part of city-wide 
program)

General Fund reserves 
are expected to meet 
20% in FY 2017/18

Payoff of the Balloon 
$32 million Pension 
Obligation Bond 
(Financial Discipline/ 
Responsibility)

No measure 
required No target required Implemented May 2017

Funding for 
Workers Comp and 
General Liability 
(Financial Discipline/ 
Responsibility)

Reserve level in 
the combined 
Liability Fund

50% 
(In accordance with 
formal City policy)

Expect to meet 50% 
target by FY 2020/21

Measure Z Spending  
Contingency 
(Financial Discipline/ 
Responsibility)

No measure 
required

Finance will track 
contingency spending

Per Council action 
of 12/19/17, the 
contingency will be 
used for construction of 
Archives at the new Main 
Library

Additional Sworn Police 
Positions (Public Safety)

Number of sworn 
officers added

Year 2: Add 17 Officers 
Year 3: Add 16 Officers  
Year 4: Add 14 Officers 
Year 5: Add 13 Officers  
(Also a part of city-wide 
program)

14 of 17 officers for Year 
2 hired; recruitment 
continues

Public Safety Non-
Sworn Positions and 
Recruitment Costs  
(Public Safety)

Number of 
positions filled 
during the year

FY 2017/18: 12 positions Nine positions filled; 
recruitment continues

Police Officer Lateral 
Hire Incentives and 
Recruitment Costs  
(Public Safety)

Fiscal year 
spending 
and number 
of bonuses 
awarded

No target required Measure Z funding begins 
in FY 2018/19
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Measure Z Funding Items Measure Target Status

Additional Dispatchers 
(Public Safety)

Number of 
dispatchers 
added

Year 2: Add 3 Dispatchers 
Year 3: Add 2 Dispatchers 
Year 4: Add 2 Dispatchers
Year 5: Add 2 Dispatchers

2 of 3 dispatchers hired; 
recruitment continues

Reinstatement of Fire 
Squad (Public Safety)

No measure 
required No target required Implemented  

December 2016

Reinstatement of Fire 
Captains – Training and 
Arson (Public Safety)

No measure 
required No target required Implemented July 2017

Reinstatement of 
Battalion Chief 
(Public Safety)

No measure 
required No target required Implemented July 2017

Revised Police 
Department Vehicle 
Replacement and 
Maintenance Plan  
(Public Safety)

Number of 
vehicles 
replaced

Target to be determined

Six vehicles purchased; 
six motorcycles and 10 
vehicles in bid process; 
four vehicles pending 
purchase for a total of 26 
vehicles

Refurbish Police 
Department Vehicle - 
Pilot Program (Public 
Safety)

Number of 
vehicles 
refurbished

Target to be determined 10 of 13 vehicles 
refurbished

Revised Fire Vehicle 
Replacement and 
Maintenance Plan 
(Public Safety)

Number of 
vehicles 
replaced

Target to be determined
16 vehicles ordered; 
arrival date between 
September and 
December 2018

Fleet Facility Capital 
Repairs Needed 
(Public Safety)

Project Status No target required

City Council approved 
the bid for Fleet facility 
modifications on 1/16/18. 
Construction will begin in 
Q3 2018

Additional Fleet 
Mechanics for Police 
Department 
(Public Safety)

Number of 
mechanics 
added

Add 2 mechanics The recruitment and hiring 
process is underway

Additional Fleet 
Mechanics for Fire 
Department 
(Public Safety)

Number of 
mechanics 
added

Add 2 mechanics
One of two mechanics 
hired; hiring process is 
underway for the second 
mechanic
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Measure Z Funding Items Measure Target Status

Funding Gap - Existing 
Services (Critical 
Operating Needs)

Measure 
Z Funding 
allocated to 
General Fund

No target required Implemented July 2017

General Plan Update - 
Includes Zoning Code 
Changes (Critical 
Operating Needs)

Measure 
Z funding 
contributed to 
update and 
changes

Target to be determined

A Request for 
Qualifications (RFQ) for 
the General Plan Update 
& Rezoning is expected to 
be released in Q3 2018

Homeless Services 
(Critical Operating 
Needs)

Currently 
undefined, to 
be based on the 
types of services 
funded by 
Measure Z 
(e.g., housing 
units if housing 
services funded)

Currently undefined, to 
be based on the types of 
services funded by  
Measure Z
(e.g., number of housing 
units provided if housing 
services funded)

The draft Housing First 
Strategy was released 
to the community on 
January 2, 2018 and will 
be presented to City 
Council on February 27, 
2018 for adoption

Principal Analyst –  
City Manager’s Office 
(Critical Operating 
Needs)

No measure 
required No target required Hired October 2017

Budget Engagement 
Commission Support 
(Critical Operating 
Needs)

No measure 
required No target required Implemented June 2017

New Downtown Main 
Library (Facility Capital 
Needs)

Status of Library 
project and 
funding

No target required

New Main Library project 
approved by City 
Council; staff is reviewing 
designs. Opening 
estimated Spring 2020

Eastside Library  
Site Selection  
(Facility Capital Needs)

Progress toward 
replacement site 
identification

No target required
Staff is researching site 
options for City Council’s 
consideration

New Police 
Headquarters 
(Facility Capital Needs)

Project Status No target required In progress; site options 
being considered
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Measure Z Funding Items Measure Target Status

Museum Expansion 
and Rehabilitation 
(Facility Capital Needs)

Project Status No target required Planning phase; new 
Museum Director hired

Downtown  
Parking Garage  
(Facility Capital Needs)

Project Status No target required Early planning phase

Annual Deferred 
Maintenance  
(Existing Facilities) – 
Partial Funding  
(Facility Capital Needs)

Percentage of 
Need funded Target to be determined

Various projects are 
underway including La 
Sierra Library reroof (bid 
in progress);Orange 
Police Station roof repairs 
(bid awarded); Fire 
Station #8 reroof (bid in 
progress)

Maximize Roads/
Streets 
(Pavement Condition 
Index) (Quality of Life)

Pavement 
Condition Index 
(PCI)

70 or higher PCI

All field survey data 
has been collected; 
consultant report 
anticipated February 
2018

Tree Trimming 
(Quality of Life)

Tree trimming 
cycle

6-year tree trimming 
cycle

Tree contractor has 
started 3 separate grids; 
working with contractor 
to increase the number of 
personnel in each grid to 
maximize efficiency

Ward Action Team –  
Deputy City Attorney II  
(City Attorney’s Office)  
(Quality of Life)

No measure 
required No target required Implemented June 2017

Ward Action Team – 
City Manager’s Office 
(Quality of Life)

Recruitment 
progress No target required

Position details being 
defined; recruitment will 
follow

Technology 
Improvements 
(Technology)

Status of projects 
funded by 
Measure Z

Target to be determined

Thirteen projects 
identified; 
implementation of 
a comprehensive 
Security Information and 
Event (SIEM) system is 
underway
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