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» Provide an update on the progress
of the strategic plan

« Review key achievements .
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« Discuss any recommendations for 3
adjustments or revisions
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Purpose:

The department’s goal is not just to fulfil customer expectations by providing exemplary service, but to
also gain a deeper insight into conditions that have an impact on the departments mission while
increasing productivity, reducing costs, and providing sustainable leadership. The Water Utility
Strategic Planning Review Process reviews the existing strategic plan on an annual basis at the close of
the fiscal year. This review is the process in which the WU management team will update the progress
of the department’s goals and objectives and will make any necessary adjustments that are necessary to
be made.

Objective:

The review process ensures the document remains relevant, effective, and adaptable. This process
ensures that a thorough review is completed annually and that an annual report is provided to the Water
Utility Advisory Board. This report shall provide a thorough review of progress made over the previous
year as well as any staff recommendations to change tactics or strategic goals.

Procedures:

As part of our planning process, it is important the department reviews the organizational mission,
structure, operational capabilities and customer service efforts on a regular basis. This review process
will occur at a minimum during the annual budgeting process with a final report summarizing strategic
plan progress and any revisions that need to be made to the Water Utility Advisory Board by July 1*
cach year.

The process is as follows:

e Throughout the year, each Division Head shall monitor and record progress made towards
their assigned goals and tactics. Additionally, they shall monitor established strategic plan
timelines to ensure goals are achieved as stated within the plan.
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» Should timelines need to be revised, each Division Head shall report the 1ssue to the
department director as soon as possible in order to agree upon an alternative schedule.

* No later than July 1¥ of each year, the Assistant Director of Customer Care shall notify each
Dhivision Head of the schedule necessary for submittals and meetings necessary to develop a
thorough and complete report on the status of the Strategic Plan and present that report to the
Water Utilities Advisory Board duning the anmial rate setting meeting.

* Prior to the annual WUAB meeting, staff shall report the status of completion, jomntly review
the overall progress and adapt as necessary to remain on schedule. Dunng these meetings, the
team will review the department’s vision and nussion statements and determune the overall
departmental effectiveness at aclueving 1fs stated goals.

* The strategic plan and tactical plan will be reviewed as a team fo check for any new
opportunities or risks.

* All proposed changes will be evaluated and given final approval by the director. The AD of
Customer Care shall finalize the progress report and submut 1t to the Director for review.

» After the annual report has been approved by the Director, the AD of Customer Care will
ensure the report 15 included in the board packet and the presentation of the report placed on
the appropriate WUAB agenda.
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Recap of Strategic Plan

Mission Lee’s Summit Water Utilities is dedicated to providing reliable water and sanitary sewer
Statement  services responsibly and efficiently for the health and safety of our community with
exceptional customer service, integrity and pride.

Vision To support the vitality and quality of life in the community we
serve through the delivery of excellent water services.

Values Integrity, Service, Reliability, Safety, and Pride




Goals of The Strategic Plan

 Deliver infrastructure and Operational Excellence

* Promote Community and Natural Resource Sustainability
* Provide Responsive Customer Service

- Develop the Utility Workforce

- Maintain Financial Stability



Let’s Check our Performance
Against Strategic Objectives

-




LSWU Tactical Plan

The tactical plan bridges the gap between the broad
goals of the strategic plan and the practical, day-to- FOR
day actions needed to achieve those goadls. It ensures

that the utility can successfully implement its vision in “
a structured and manageable way, optimizing .
resource use, tracking progress, and adapting to
challenges as they arise.

Water Utilities Tactical
Plan

Key Components of a Tactical Plan:
 Specific Action Items: What needs to be done?
« Responsible Parties: Who is responsible for each task?
« Resources Needed: What resources are required?
« Timeline: When should each task be completed?
« Performance Metrics: How will success be measured?
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Overview

OUR MISSION

Lee's Summit Water Ulilities provides reliable water and sanitary sewer services responsibly and efficiently for the health and safety of our
community with exceptional customer service, integrity and pride.

This Strategic Plan Tracker is intended to serve the following purposes:
> Provide stakeholders with a better understanding of how Lee's Summit (Water Ultilities) operates.
> Impart the plan to address future challenges and drive continous improvement

GOALS

Drawing from Water Utilities mission, vision and values, and the professional standards developed by key industry organizations like
AWWA, Water Ultilities identified the following goals for the next decade of operations.
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Organization and Strategic Planning

1.4-Policies and Procedures

1.7-Relationship of the Agency’s Strategic Plan to Government-Wide Planning
Process

Human Resource Management
2.9-Workplace Conduct
2.13-Training Program
2.21-Orientation Process
2.32-Customer Service Training

M Od‘ e I Communication
P ra ct I ces 6.5-Public Participation
6.8-Communication with Staoff

Emergency Management
8.14-Restoration of Community Lifelines and Public Service

Risk Management and Legal Review
5.9-Risk Management Reporting

Drinking Water Distribution System
30.15-Public Education Program



2024 Lee’s Summit Water Utility Survey

Executive Summary

Purpose

ETC Institute administered a survey to residents of the City of Lee’s Summit who receive water and
sewer services from the Lee's Summit Water Utility during the spring of 2024. The purpose of the survey
was to gather input regarding the quality of water and sewer services. This is the fifth survey
administered for the Water Utility by ETC Institute; the first was conducted in 2010.

Methodology TN 4 2024
i Lee’s Summit, MO

The five-page survey, cover letter, and postage-paid return envelope were mailed to a random sample
of households in the Water Utility's service area. The cover letter explained the purpose of the survey
and encouraged residents to either return their survey by mail or complete the survey online. At the

end of the online survey, residents were asked to enter their home address; this was done to ensure g 37 ERe | Water Utlllty Survey
that only responses from residents who were part of the random sample were included in the final . V o ey :
survey database. After the surveys were mailed, ETC Institute followed up with households that T e iy Findi ngs Report

received the survey to encourage participation.
June 2024

The goal was to obtain completed surveys from at least 400 residents. The goal was met, with

a total of 415 residents completing the survey. The overall results for the sample of 415 households

have a precision of at least +/-4.8% at the 95% level of confidence.

WE WANT YOUR
FEEDBACK




Capital Investment Projects

Water Utilities invested $16.5 million on design and construction projects in 2023.

WHAT
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2024 LSWU Employee Satisfaction Survey
Summary Report

LSWU administered an employee survey for the employees of Lee's Summit Water Utilities
during June of 2024, The survey was designed to assess overall satisfaction with employment
at LsWU and to gather input from employees about issues in the following major areas:

* Egquipment and Resources * Work Environment

& Communication * Employee Recognition

* Professional Development * Managerial Effectivenass

* |Leadership at LSWU
The survey was administered online via Survey Monkey for those employees with accessto a
computer. Paper surveys were provided for those employees without access to a computer.
Participation in the survey was voluntary and employees were allowed to complete the survey
during work hours. Of the 67 LSWU employees, 54 employees actually completed the survey,
which was a response rate of 81%. Compared to the last survey completed in 2022, the
response rate increased by 26%.




