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Leadership Operating Guidelines

Participate
Be engaged
Be committed to the team
Stay focused
Openly communicate
There are no titles 

Show Respect
Respect other ideas
Consider alternate ideas
What is said here, stays here

Make good use of our team time
Come prepared 
Be goal oriented
Review accomplishments at every 
meeting (did we meet the goal?)
Respect time

Work together to reach consensus
Support the consensus decision

Practice self policing 
Help each other be accountable
Ask for help in advance

We commit to follow our ship's log:

Tom Willi Debbie Frederick

Teresa Aguiar Peter Horton

Dawn Acker
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Improvement Opportunity

Problem Statement:
The Customer Satisfaction Survey has been under utilized since 
introduction in June 2005. 

Linkage: 
Without constant feedback about the level of services provided, the 
County may not be achieving the mission to provide outstanding public 
service responsive to the needs of our citizens.

Outcomes:
Increase # of surveys returned
Expand usage throughout the County
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Hi Level
 Citizen Survey Process
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One Third of the time, citizen surveys 
are returned from Key Largo  (p=167)
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The Library receives the most 
citizen surveys back.  (p=149)
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Utilization by Month
 June 2005 –

 
September 2006
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Utilization by Time of Day
 June 2005 –

 
December 2006
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What does the data tell us?

Are we under utilized?  YES
The greatest use of the survey was September 2005 (45 out of 
120)
65% of the surveys received were from Library Services (78)
38 out of 106 of the respondents received their service between 
the hours of 10 AM and Noon.
5 out of the 9 Divisions did not show responses received
Key Largo received 45% most of the survey responses
Since April 2006 to September 2006, Monroe County has 
received 5 or less responses per month, and 3 of 5 months we 
did not receive any.
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Possible Reason What Data Might We Look For?
Lack of Process No data needed, no process exists

Not using the 
information

Examples of communications where the survey 
was used (Oct 2005)

Employee Apathy Not at current time  

Customer Apathy Not at current time   not controllable

Brainstormed Possible 
Reasons
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Lack of 
Process

We didn’t 
think we 

needed one

Lack of clear 
direction

Preparing 
the survey 

took so long

We thought 
we had one

Lack of  
performance 

deadlines

Unsure 
about the 

plan

Didn’t know 
about BOCC 
requirements

Why didn’t we establish a 
clear process to use the 

survey?
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The Current

 
Customer Survey 

Process

Analyze

IT bundles 
surveys 

for distribution

Start

End

Place surveys
On Service
Counters

Couriers 
deliver

Bundles to 
Divisions

Customers
Turn in survey
To employees

Employees
Handout
surveys

IT receives 
surveys

IT aggregates 
information

Tom gets a
report

Place survey 
online

Place link to
Online survey

On email
messages

What gaps exist? What steps could we take to fill in these gaps?

Does customer
Mail in survey?

Yes No

Is it an online
survey?

Yes

No

Customer 
Completes

Online survey
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The New and Improved

 

Customer Survey Process

Start

End

IT receives 
surveys

IT aggregates 
and 

analyze 
information

Tom gets a
Monthly report

Place survey 
online

Place link to
Online survey

On email
messages

Customer 
Completes

Online survey

Install 
Thin Client

At all locations

Email AnswerCall Department
Involved/SME

Put a link 
reminder
On a card

Is this an 
FAQ?

Provide 
feedback

to employee
By 

management

Report 
successes

To public on 
regular basis

Review survey
For 

improvements
annually

Is there a 
Customer 
Contact?

Tom distributes
Summary report 

to 
BOCC and DD

Look for
Opportunities

For 
improvement

Yes

Yes

No

No



Start 
Automate 

Survey 
Process

May 1, 2007

Select Kiosk 
Locations
Countertop, 
desktop, or 
stand alone

Does not 
meet criteria 

review 
alternatives

Make list of 
customer 
service 

locations

Determine 
criteria for Kiosk 
placement such 

as # of 
customers, 

access to web, 
electricity 5/5

TS to 
recommend 

new 
technology 
purchase

Tech 
services to 
recommend 

survey 
mechanics to 
SLT by June 

1

No Kiosk 

Placed

SLT to 
decide 

mechanics 
and beta 

test by June 
15 Ok to 
proceed

EndNo

Yes

Tech services 
to analyze  
available 
surplus 

technology
5/15

TS to deploy 
technology by 
September 30

Site Meets Criteria

Available 
technology 

meets 
present 
need

SLT 
recommends 
purchase to 

BOCC (if 
required)

No

Yes

Review Alternatives

SLT to 
complete 
revision of 

survey

SLT to review 
Technology 
purchase 

recommendation

BOCC 
agenda for 

approval and 
PO issuance

Yes

NO

Deliver 
revised 
survey 

electronically 
to TS

TS to load 
revised 
survey 

instrument by 
August 20

SLT 
recommends 
going live on 

September 30

SLT 
recommends 
revisions prior 
to going live

Yes

No

TS purchases 
new 

technology

Automate form

Continued 
next page
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Continued 
from 

previous 
page

Kiosk location 
site 

assessment  
of wiring by 
August 31

Acquire  
available 

desks/tables/ 
chairs for kiosks 

by Sept. 15 

Run wires for 
electric and 

cable as 
needed at 

kiosk 
locations by 

Sept. 15

Setup of 
equipment 

and furniture 
Sept. 1-30

Post new 
signage at 

kiosks

Press release 
TS 

improvement 
and new 

system also 
staff

New 
survey 
online

SUCCESS!
September 30, 2007

Collect and 
dispose of 

old 
instruments

Full scale 
beta test

New 
address 
for email 

links

Automate form, cont’d
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# 3 Redesign the Form Report

What do the 
stakeholders want 
to see?

BOCC

Administrator

Division 
Directors Division

Department

Location

Division Department

Location

Upper/Middle/ Lower keysCounty wide

County-wide
Upper/Middle/ Lower keys

Division

Public
County-wide

How do we 
want to see the 
results?

Visual indicators/ 
dashboard For SA/A/D/SD display 

with above/below neutral

All divisions on 
one

All dept’s in a 
division

Set “warning zone” for 
every measure to trigger 
action

By Question
“What department were you 
visiting today?”

Options on online survey should 
show division, department, and 
location possibilities (radio buttons)

Survey results displayed by division, w/each 
department and location broken out (see sample).  
Each dept’s # of responses as a % of total 
response for division will also be shown, also 
aggregate total for division.

“Date of your visit?” and 
“Time of your visit?”

We suggested the online options be 
changed to a calendar and fixed 
times options, versus text field, to 
eliminate outlying responses

Suggest a calendar with dots color- 
coded by division to indicate 
individual visits.  

May not be feasible with 
current tool – Jonathan 
looking into

Survey results shown in a pie, with % of total 
visits by division



17

Continued…

By Question 
(continued):

“Were you greeted in a friendly, 
professional manner?” 
(SA/A/D/SD)

All questions with responses in graded levels (ex: 
SA/A/D/SD) will be displayed on a gradient.  See sample.   

Gradients will be displayed by all divisions on one graph, then a 2nd 

set of graphs showing each division broken down by department.

“Counters were clean and orderly” 
(SA/A/D/SD)

“How long did you wait for assistance?” (>5 
min/5-10 min/10-15 min/more than 15 min)

“How long did staff spend assisting you?” (>10 
min/10-15 min/15-30 min/more than 30 min)

“Information provided by staff is accurate” 
(SA/A/D/SD)

“Information provided was explained in a 
clear manner”

“Did staff provide you with the 
assistance you requested?” (Y/N)

“If no, were you referred to another 
source for that information?” (Y/N)

All questions with Y/N answers 
will be displayed in a pie chart 
format (see sample)

Y/N questions will be displayed as an aggregate county-wide % Y/N 
pie, then a 2nd set of pie charts showing the Y/N % by division (one 
per division).  

“What was the purpose of 
your visit today?”

Gather standard topics for each 
division, and provide a list by 
division (based on response to 
“what dept. did you visit” question) 

Responses to be displayed in 
a bar chart by division, by 
topic, with number of 
response to each type 

“Rate Responsive” (scale 
of 1-5)

“Rate Courteous” (scale 
of 1-5)

“Rate Thorough” (scale of 
1-5)

“Rate Overall assistance” (scale 
of 1-5)

All “rate” questions with 1-5 scale 
to be displayed on a “dashboard 
fuel gauge” model*

Values will be mapped to represent the ¼, 
midpoint, and ¾ targets of a fuel gauge, and 
will be shown on the quarterly report by 
question and by overall rating for all of 
these questions combined.

*Note: will need to come up with method to display – not possible 
in Excel – alternative = pie chart
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A Sample of the New Data
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USING THE FORM

Administrator receives quarterly results of 
survey.

Emails to DD’s, BOCC and SLT for review

Communication & Improvements
Feedback + Suggestions
Action Plans
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IMPROVEMENT

QUALITATIVE
AGGREGATED RESULTS

PRODUCTIVITY
OUSTANDING PUBLIC SERVICE!
PAPERLESS!
DEVOTION OF LESS STAFF TIME!

USING TECHNOLOGY TO COMMUNICATE
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Key Indicators for Monroe County

Operations Level
Absenteeism
Turnover
% Satisfaction
360 Feedback
Levels of Training 
Efficiency & 
Effectiveness

Business Level
Resolution time 
(cycle time)
availability of service, 
% satisfied
% of complaints or 
compliments

County Level
Timely (cycle time)
% issues solved
cost per unit of 
service, Progress of 
long term plansCounty 

Measure

Employee 
Measure

Citizen 
Measure

Values = Desired Organizational Behavior

OUTSTANDING 
PUBLIC 

SERVICE

QUESTION #3 & #4
QUESTION #6
QUESTION #7



22



23

HANK KOKENZIE

BRANDON GILL
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LESSONS LEARNED

IMPLEMENTATION OF PROJECTS SHOULD 
ALWAYS INCLUDE MONITORING AND 
CONTROL
TECHNOLOGICAL IMPROVEMENTS
FACT BASED DECISION MAKING –
INCORPORATE INTO EVERYDAY WORK
PRESERVATION OF THE INTEGRITY OF THE 
DATA
HEALTHY CONFLICT
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END

…We believe it’s just the beginning
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