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Provide world-class  
customer-centered service

4th Quarter Status: Happy or Not Stats - RPU is at 
93% “happy” compared to goal of 90% for the 
Customer Service payment center located at 
3901 Orange St.

Meet internal sustainability goals  
and external compliance targets 

related to efficient use of resources

4th Quarter Status: RPU has confirmed in a 2017 
report to the CA Energy Commission a portfolio 
made up of 36% of renewable energy, which is 3% 
over the 2020 mandate of 33%. The portfolio for the 
4th quarter of 2018 has 39% of renewable energy.

PUBLIC UTILIT IES

RIVERSIDE 2.1 STRATEGIC GOALS

Renew, replace and modernize  
utility infrastructure to ensure  

reliability and resiliency

4th Quarter Status: The approved 5-year Electric 
and Water rate plans, with Electric effective 
January 1, 2019 and Water effective July 1, 2018, 
will enable RPU to issue debt to fund infrastructure 
projects included in the 5-year rate plans and 
biennial CIP budgets for FY 2018/19 - 2019/20.

Keep water and electricity prices  
affordable and comply with  

Fiscal Policy

4th Quarter Status: The approved 5-year Electric 
and Water rates continue to be affordable and 
compare favorably to neighboring utilities. 
The approved rate plans include increasing 
participation and assistance in the SHARE Program 
and the Energy Saving Assistance Program.
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OSHA 
incident rate 
per 100 FTEs

Percent of renewable 
energy sources in 

our power portfolio

Attain a high level of employee  
performance, safety and  

engagement

4th Quarter Status: Held National Safety Fair 
event for RPU employees on June 28, 2018 
with a focus on 4 national safety tips - health & 
wellness, fall protection, defensive driving and 
emergency preparedness.

Achieve excellence and  
continuous improvement in all  

aspects of operations

4th Quarter Status: The Power Resources Division 
has works diligently to provide excellent 
energy generation for customer use. Riverside 
Energy Resource Center (RERC) and Clearwater 
Generation Plants have 99.60% and 98.02% 
reliability.  The start reliability for RERC and 
Clearwater are 99.49%.

 PERFORMANCE MEASURES

Q1 Q2 Q3 Q4

Equals 
27%

24
33 38 39

Overall customer 
satisfaction rating

Average 
duration of an 

electric outage 

Maintain Below 50 Min

Q1

16.63
10.12

20.65	 17.57

Q2 Q3 Q4Q1 Q2 Q3 Q4

Maintain 
Above 

90%
92 92 91 93

Decrease 
By 20%

Q1 Q2 Q3 Q4

14 12
22 22



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

4th Quarter Status: A City Council presentation 
was made on the City’s PCI in June with another 
scheduled in September.  Staff will continue working 
with Councilmembers to prioritize projects.

PUBLIC WORKS

RIVERSIDE 2.1 STRATEGIC GOALS

Research opportunities that support 
development of recycled water and 

green power generation

4th Quarter Status: Began negotiations with Fuel 
Cell Energy for a 2.35 mega-watt fuel cell and 
Hydrogen Production Facility at the WQCP; finished 
negotiations for a pilot study on biosolids equipment 
to convert sludge from Class B to Class A; started 
receiving food waste from Burrtec to increase 
biomethane production for electrical generation.

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

the next two years

4th Quarter Status: New cameras have been 
installed in Garage 1 and installation of new 
signage has begun.

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

relief on the transportation system

4th Quarter Status: Awarded the City Bicycle 
Share Program to Bewegen Technologies Inc. 
to construct an initial 4 stations in the Downtown 
Riverside area, with a total of 40 electric bicycles. 
The program is set to launch October 2018.

Promote best practices, increase 
diversion and enhance customer  

service for refuse program

4th Quarter Status: Solid Waste division is continuing 
to enhance customer service through print and 
radio advertisements, truck signage, workshops, 
school programs, and the use of 311 cards to help 
educate and provide resources to residents.
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Percent of 
customer concerns 
closed within five 

business days

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

trimming cycle

4th Quarter Status: West Coast Arborist was selected 
as the new Tree Maintenance Contractor and will 
begin work on grid trimming cycles in July. The 
existing contractor is finishing up assigned tasks and 
winding down.

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)

4th Quarter Status: Continuing to incorporate 
an “everything speaks” approach in all we do. 
Examples include regularly cleaning and sanitizing 
parking meters, facilitating land development 
meetings for applicants, and notifying affected 
businesses and residents of anticipated delays with 
streets projects. 

 PERFORMANCE MEASURES

Q1 Q2 Q3 Q4

Maintain Above 90%

84 65 82 82

Percent of pot holes 
filled within one 

business day from 
receiving notification

Maintain Above 95%

Q1 Q2 Q3 Q4

52 50 44 51

Percent of street 
tree service 

requests completed 
within 60 days

Q1 Q2 Q3 Q4

100 95 95 95

Maintain Above 90%
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Number 
of events 

promoted in 
17/18 at the 
Municipal 
Auditorium

 PERFORMANCE MEASURES

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

4th Quarter Status: Programming enhancements at 
the Fox and RMA led to increased attendance and 
revenue. A partnership with Live Nation and the Fox 
Foundation brought an increase in students/seniors 
to the Fox and Broadway; success also found with 
supplemental programming prior/post shows.

L IVE NATION

RIVERSIDE 2.1 STRATEGIC GOALS

Number 
of annual 
Broadway 

shows 
produced 0

2

5 5
Q4Q3

Q2
Q1

Maintain 
Above 4 
Shows

Number 
of shows 

promoted 
in 17/18 

at the Fox 
16

49
76

111
Q4

Q3
Q2

Q1

Equals 
80 Shows

Number of 
family/children’s 

programming 
presented at the 

Fox and RMA 

Q4
21

Q3
18

Q2
11

Q16

Maintain 
Above 9 
Shows

Number of 
culturally diverse 
programs offered 

at the Fox and 
RMA annually 

Q4
30

Q3
23

Q2
17

Q18 Maintain 
Above 15 
Programs

Q4
82

Q3
46

Q2
32

Q1
12

Equals 
70 Events
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Implement and maintain  
exceptional customer service at 

Riverside Convention Center

4th Quarter Status: Continual customer 
satisfaction surveys for overall satisfaction and 
clients likely to return.

Exceed annual budgeted  
operating revenue for Riverside  

Convention Center

4th Quarter Status: Annual operating revenue 
and profit goals achieved.

Increase economic impact from 
Convention Center operations

4th Quarter Status: Focus on local employment, 
local vendor spend and revenue generation = to 
or greater than budget. 

Increase economic impact from 
Riverside Convention & Visitor’s 

Bureau (RCVB) operations
4th Quarter Status: Ongoing sales calls/site visits 
for potential clients.

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)

Expected to meet 50% 
target by FY 2019/20

Measure Z Spending  
Contingency 
(Financial Discipline/ 
Responsibility)

No measure 
required

Finance will track 
contingency spending

Per Council action 
on 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)

17 of 17 Officers hired; 
recruitment continues for 
new FY

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

Number of 
positions filled 
during the year

FY 2017/18: 12 positions 8.00 FTE filled

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

3 positions filled

Reinstatement of Fire 
Squad (Public Safety)

No measure 
required No target required Implemented  

December 2017

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 48 vehicles ordered and 
received

Refurbish Police 
Department Vehicle - 
Pilot Program (Public 
Safety)

Number of 
vehicles 
refurbished

Target to be determined 13 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 to December 
2018

Fleet Facility Capital 
Repairs Needed 
(Public Safety)

Project Status No target required

Fleet facility 
improvements were 
completed to facilitate 
in-house maintenance for 
Police vehicles

Additional Fleet 
Mechanics for Police 
Department 
(Public Safety)

Number of 
mechanics 
added

Add 2 mechanics
2 of 2 Fleet Mechanics for 
Police Department hired 
as of 03/09/18

Additional Fleet 
Mechanics for Fire 
Department 
(Public Safety)

Number of 
mechanics 
added

Add 2 mechanics
2 of 2 Fleet Mechanics for 
Fire Department hired as 
of 03/09/18
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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

Request for Qualifications 
for the General Plan 
Update and Rezoning is 
expected to be released 
in the 1st quarter of FY 
2018/19

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)

City Council approved 
$250,000 in April 2018 
for incentives to attract 
landlords to make units 
available for Housing First 
clients; Distribution will 
begin in July 2018

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

City Council approved 
a City-initiated proposal 
to vacate a segment 
of Fairmount Boulevard 
to facilitate  future 
construction; Project is 
currently  in plan check; 
Opening estimated spring 
2020

Eastside Library  
Site Selection  
(Facility Capital Needs)

Progress toward 
replacement site 
identification

No target required

Three sites tentatively 
identified for City Council 
approval; Community 
meetings were held in 
May 2018 and June 2018

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

Presented expansion and 
rehabilitation project to 
Cultural Heritage Board in 
May 2018; RFP developed 
and expected for release 
in July 2018

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

Completed projects 
include La Sierra Library 
roof, Fire Station No. 8 
Roof, Orange PD Roof, 
City Hall Parking Lot 
Lighting, and Lincoln 
Police Department 
Lighting

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

Pavement 
Condition Index 
(PCI)

70 or higher PCI

Staff presented findings to 
the City Council in June 
2018 and are working 
with Councilmembers to 
prioritize projects

Tree Trimming 
(Quality of Life)

Tree trimming 
cycle

6-year tree trimming 
cycle

West Coast Arborists was 
awarded the contract 
on 06/12/2018; work will 
begin in July 2018

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

Security Information 
and Event Management 
(SIEM) work in progress; 
RFP issued for new 
helpdesk system; 
purchased and/or 
secured contracts for 
extensive network 
upgrades
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