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Priority Statement
Provide exceptional, yet cost competitive government services that are
collaborative, transparent, responsive, and innovative.
Summary of Priority
The City of Roanoke government strives to provide top quality services and
programs that are cost competitive yet responsive, efficient, collaborative, and
transparent. Vital to good government is a culture and environment that
promotes excellence while ensuring employees, leadership, and operations are
compliant with laws and regulations, effective, customer oriented and managed
responsibly. In alignment with the Core Values of Honesty, Respect,
Responsibility, Teamwork, Diversity, and Inclusion, Roanoke brings resources
together with citizen stakeholders as well as regional localities, non-profits, and
businesses to meet present needs and future challenges of the 21st century. The
pillars of good government are strong and accountable leadership; competent
and motivated employees; efficient and effective operations and responsible
financial management. The team addressed the pillars of good government in
their work and further developed them as the four causal factors of Good
Government.
High Performing Employees
High performing employees are actively involved accomplishing the work of the
organization and understand how their job supports the City’s vision. They are
committed emotionally and intellectually, and are motivated to do their best for
the benefit of the community and the success of the organization.

1. Excellent Customer Service
An outcome of high performing employees would be to provide
“excellent customer service” to both our internal and external
customers. Services provided should be professional, timely, and
accurate. In addition, employees should follow through on and be held
accountable for commitments to develop a consistent reputation of
reliability. Customers want our employees and the services they offer
to be easily accessible when they are needed. The public expects to
receive convenient, easy-to-use ways to access City services
information, facilities, processes, infrastructure, and decision-making.
2. Diverse and Innovative Environment
As an organization, the City should foster an environment that is open
to considering new thoughts, ideas, methods, and technologies
resulting in a more productive, efficient, and satisfied workforce.
Employees will be engaged and innovative as they perform their duties
to improve services to the community and reduce costs.
3. High Employee Morale and Engagement
The City values its employees by offering competitive total
compensation packages and recognizes their work performance and
achievements. As an organization, there should be an investment in
employee learning and professional development. In addition, the City
should foster employee safety and wellness in the workplace.
Knowledgeable and engaged employees lead to high performance and
result in excellent internal and external customer service.
4. Highly Competent , Well-Trained Staff
Continually enhance the knowledge, skills, and abilities of our
employees to support the provision of quality, professional services.
Provide the training, tools, materials, technologies, and other
resources that enable the workforce to optimize service delivery to
both internal and external customers. Offer regionally competitive
total compensation and effective recognition and reward systems to
attract and retain a highly competitive, well trained staff.
Effective Leadership
Effective Leadership is the cornerstone of a sound, high performing
organization. Exceptional organizations have visionary leaders who set clear
direction and high expectations based on the City Council’s Vision, customerdriven excellence, and accountability, clear and visible values. This kind of
leadership must be courageous and forward thinking. Responsive leaders must
be available and willing to share the decision making process and
responsibilities with the staff, the public, other organizations, and key
stakeholders. Outcomes of effective leadership include:
1. Broad Vision
The City Council’s Vision provides direction to meet the challenges of
tomorrow and guidance for the community to achieve success as a
regional leader. Strategic Plans are based on Council’s Vision and

should include a realistic assessment of Strength, Weakness,
Opportunities and Threats (SWOT) as well as anticipate factors such
as:
community expectations, new partnerships, employee
development and hiring needs, technological advancements,
mandates, and strategic innovations by neighboring jurisdictions.
Fostering the organizational vision of collaboration, innovation, and
commitment to excellence expands Roanoke’s reputation as a shining
example within the region.
2. Approachable and Accessible
The public and staff expect leadership to be available and willing to
discuss their issues and concerns. Being accessible should not require
an individual with a question to go through layers of bureaucracy or
have specialized knowledge to reach the desired leader.
3. Inspiring
Create an environment to inspire staff to reach their highest capacity,
engaging them to implement the vision and strategic plans using their
people skills, passion, values, and knowledge.
4. Results Orientation and Accountability
Provide results by repositioning the organization effectively to provide
the products and services the community wants and can afford.
Strategic plans are implemented to meet City Council’s Vision through
organizational objectives, budgets, performance measures, as well as
accountability processes and employee feedback measures.
Efficient & Effective Operations
Striving for effective and efficient operations throughout the organization is a
fundamental factor in delivering exceptional public service and achieving good
government. In today’s challenging economic environment, the emphasis is on
productive and cost competitive service delivery with the least amount of time
and effort gaining efficiency and agility combining enterprise resources with
citizen stakeholders as well as regional localities, non-profits, and businesses.
1. Effectively Managed Resources
Effective management of our resources assures that the management of
all operational resources is aligned with the outcomes that matter most
to the community. Maximize outcomes by focusing available resources
such as utilities, infrastructure, employees and funding toward
exceptional services. Sub-par services should be eliminated with savings
repurposed toward improving citizen direct services.
2. Compliance
Foster an organizational culture where internal service departments assist
citizen service departments practice, monitor, and comply with local,
state, federal laws, regulations, and mandates. Maintain up to date
knowledge and awareness of evolving regulatory and legal requirements.

3. Streamlined Processes
Align all operational processes, strategies, and resource actions to
achieve organizational objectives. Recognizing the investment required
in a wide variety of innovative technologies as an effective way to
automate and achieve end-to-end streamlined processes. Reduce or
eliminate processes, procedures, or services that the private sector is
able to perform more effectively and repurpose savings to improve other
citizen direct services. Utilize Lean processes to realize savings and
achieve efficiencies in City processes and services.
4. Accessibility
A component of achieving good government by ensuring that all
programs, services, and public information are accessible, fair and
handled with open, clear, and effective channels of external and internal
communication.
5. Best practices
Best practices are used throughout the organization as a mechanism for
comparative benchmarking or as a model for developing processes,
practices and systems. This may include following national accreditation
standards established for individual local government agencies such as
Police, Fire/EMS, E911, Parks & Recreation, and Planning, Building, and
Development.
Responsible Financial Management
Achieving responsible financial management is a vital component in providing
good government. An organization should be able to manage income, assets,
and expenses in a deliberate, well thought out, and fiscally prudent manner by
using a well-defined strategic plan that is aligned with City Council’s Vision and
the needs of the community.
1. Accurate accounting
Ensures employees are using systems and methods which adhere to
accepted financial accounting principles. Data provided to internal
and external customers should be accurate, timely, clear and concise.
2. Transparency
The community expects a transparent government which is open,
honest and accountable. Citizens what to know how their tax dollars
are spent and what services they are receiving in return, so an easily
accessed and easily understood system should be developed to
provide that information.
3. Efficient Fiscal Operations
Ensure the government manages finances in a responsible and
efficient manner while striving to find more cost effective methods for
performing operations. This includes managing risk, minimizing
liability and providing for accountability.

4. Effective Fiscal Planning and Budgeting
Provides both a long and short term strategic direction of City
programs, services and capital investments. Employees are actively
engaged in reducing costs through innovation and collaboration to
ensure critical services are provided during times of stagnant or
declining revenues.
Indicators
Indicator 1: Customer Satisfaction Survey Results
Measure 1: Maintain or improve customer satisfaction based on internal
surveys conducted by City departments.
Measure 2: Maintain or improve customer satisfaction based on the citizen’s
survey.
Measure 3: Increase number of services that receive a “Good” or “Excellent”
rating based on the Citizen’s survey.
Indicator 2: Professional Recognitions/Awards
Measure 1: Accredited departments.
Measure 2: Awards for excellence received in City departments.
Measure 3: Awards for excellence received by the City.
Indicator 3: Employee Retention/Recruitment
Measure 1: Percent of employees who believe the City of Roanoke is a good
place to work.
Measure 2: Maintain or improve employee turnover rate.
Measure 3: Number of promotions offered.
Measure 4: Average value of employee benefits package.

Indicator 4: Financial Performance
Measure 1: Maintain or improve the City’s bond rating.
Measure 2: Debt Service as a percentage of operating expenditures

Measure 3: Long-Term Debt as a percentage of assessed property valuation
Measure 4: Revenues per capita
Measure 5: Expenditures per capita
Measure 6: Inflation adjusted real estate property tax revenue
Measure 7: Percent of amended budgeted revenues collected
Indicator 5: Use of Online Services
Measure 1: The level of activity of internet services by internal and external
customers.
Measure 2: Number of internet based services available to the public.
Indicator 6: Local/Regional Collaboration
Measure 1: Maintain or increase the number of formal partnerships
Indicator 7: External/Internal Audit Reports
Measure 1: Number of auditing findings
Measure 2: Compliance of audit findings
Measure 3: Increase the number of process improvements achieved through
audit process
Purchasing Strategies
1. Outline creative programs and initiatives that advance progressive and
effective leadership throughout the organization.
2. Create fiscal strength through conservative, long-range fiscal planning
while looking for ways to do things better.
3. Provide excellent, timely customer service, and increase opportunities for
our citizens to access and understand their government.
4. Attract and retain talented employees, then develop and promote them in
a workplace environment that embraces innovation.
5. Use of best practices that streamlines operations.

Statement of Request for Offers
We are seeking offers that best deliver results from programs and services that
are targeted at the primary causal factors and result in effective good
government.
Special consideration will be given to offers that foster interdepartmental
relationships, promote collaboration and encourage innovations that maximize
resources.
We are seeking offers that attract and retain highly competent, welltrained employees, then develop and promote those employees in a
workplace environment that embraces innovation.
More specifically we are looking for offers that:
1. Invest in employee learning & professional development.
2. Improve employee health and wellness.
3. Enable employees to deliver excellent internal/external customer service.
4. Invest in fair compensation for employees.
5. Encourage a positive work/life balance.
6. Encourage innovation and divergent thought in the workplace.
7. Equip employees with adequate resources to provide exceptional
government services.
We are seeking offers that improve the efficiency and effectiveness of
operations.
More specifically we are looking for offers that:
1. Promote best practices and innovative approaches
exceptional quality, yet, cost competitive operations.

that

deliver

2. Reduces redundancies and integrate related business processes and/or
eliminates processes/services that are either not cost competitive or fail
to attain the desired outcomes.
3. Takes advantage of the newest technologies to increase accessibility and
transparency of city services and information.
4. Ensures knowledge of and adherence to federal, state & local laws,
regulations and industry standards.
5. Encourage collaboration of city and external resources to maximize
efforts in accomplishing the same level of output.

6. Promote an environment where internal services act as consultant experts
for citizen direct service providers.
We are seeking offers that foster strong accountable leadership throughout
the organization and leverage opportunities for collaboration to increase
service delivery and reduce costs.
More specifically we are looking for offers that:
1. Promote forward-thinking decisions in a manner that is transparent, open
and inspiring.
2. Encourage broad vision and articulate the City’s vision to citizens and
staff.
3. Create transparent accountability systems that demonstrate how well
services fulfill the City’s vision.
4. Encourage strategic planning that is results-oriented balancing the needs
of the present and demands of the future.
We are seeking offers that manage public funds and assets in a
responsible and fiscally sustainable manner.
More specifically we are looking for offers that:
1. Foster fair, equitable, efficient fiscal operations in the assessment, billing
and collection of revenue.
2. Create fiscal strength through effective fiscal planning and budgeting
while looking for ways to do things better.
3. Demonstrate sound methodology and systems to provide efficient
delivery of information.

