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Infrastructure 
 

Goal 1:  Plan, Manage, and Maintain Public Assets 
Objective 1:  Maintain City Standards for all Infrastructure 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
1.1.1 

Asset Management System 
Implementation 

Project completion Neighborhood Services (Parks) 

Summary: 
 
The City of Arlington has numerous assets spread over a wide 

geographic area.  This project, which began in FY 2013 and is 

expected to be completed in FY 2014, will implement the 

Cartêgraph Operations Management System (OMS), a hosted 

solution, to migrate and consolidate the current work order 

management and infrastructure assessment tools utilized by 

the Parks department.  The client-based Cartêgraph system is 

currently being utilized by Parks Forestry and Beautification 

and the Public Works and Transportation and Water Utilities 

departments.  Following the deployment of this solution, Parks 

will be able to manage the overall condition of all assets in the 

parks system, and utilize the database to complete work 

orders in the field.  As part of an Enterprise Licensing 

Agreement, other city departments will be able to share 

resources related to system administration, application 

administration, and software licensing. 

 

 
 

Milestone Estimated 
Completion 

Actual 
Completion 

Configure new asset 
systems 

Nov. 2013  

Investigate mobile 
technology 

Nov. 2013  

Train departmental users Dec. 2013  

System go-live – Phase I 
(partial implementation) 

Dec. 2013  

Implement mobile 
technology 

Jan. 2014  

Phase II (expanded 
implementation) 

Mar. 2014  

 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
1.1.2 

Valve Exercise Program Perform valve exercise functions on an average 
of 100 valves per week, or 1,200 per quarter. 

Strategic Support (Water) 

Summary: 
 
The City of Arlington has in excess of 20,000 
controlling valves within the water distribution 
system.  These valves are vital components of the 
distribution system.  To ensure service interruptions 
are minimized, staff will work to exercise valves on 
water mains by performing valve exercise functions 
on an average of 100 valves per week, or 1,200 per 
quarter.  The proactive maintenance of these valves 
includes locating, operating to ensure functionality, 
and marking for future reference.   
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Infrastructure 
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
1.1.3 

Village Creek 27-Inch Sanitary 
Sewer Interceptor 

Project completion Strategic Support (Water) 

Summary: 
 
To continue meeting the needs of a growing wastewater 
collection system, this project, which started construction in 
FY 2013, consists of upsizing and relocating approximately 
3,600 linear feet of existing 12-inch and 18-inch sanitary 
sewer line to a 27-inch line. The project limits are from 
Northwest Green Oaks Boulevard to Park Hill Drive.  The 
project also includes renewal of approximately 1,970 linear 
feet of 8-inch sanitary sewer line and 2,570 linear feet of 
water line.  After completion of the water and sanitary 
sewer lines, all streets within the project limits will be 
repaved by street reclamation. 

 

 
 

Milestone Estimated 
Completion 

Actual 
Completion 

Council Approval of 
Construction 

May 2013   

Preconstruction Meeting June 2013   

Construction Information 
Public Meeting 

June 2013  

Construction Start July 2013  

Construction End July 2014  
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
1.1.4 

Pierce-Burch Raw Water Pump Station 
Main Medium Voltage Electrical 
Switchgear Improvements 

Project completion Strategic Support (Water) 

Summary: 
 
The Raw Water Pump Station at Lake Arlington is 
the only raw water supply source for the Pierce-
Burch Water Treatment Plant.  Built and installed 
prior to 1982, the electrical switchgear, the power 
source for the entire pump station, and its 
enclosure are in very poor condition.  Furthermore, 
the switchgear is not functioning properly to 
protect personnel and equipment. 
 
The project scope includes the design and 
construction of the medium voltage electrical 
switchgear, and its environmentally controlled 
building.  The scope will be divided in two phases.  
The first phase will develop the procurement 
criteria and specifications for pre-purchasing of the 
electrical equipment.  This electrical equipment 
typically has a long lead time from ordering to 
delivery.  The second phase will develop the bid 
documents for constructing the building and the 
equipment installation.  The goal is to have the 
switchgear improvements installed during the 
Winter and Spring of 2014, with the completion of 
the project before Summer 2014, when high 
pumping demands occur. 

 

 
Milestone Estimated 

Completion 
Actual 

Completion 

Pre-purchase switchgear – Final 
design for equipment 

6/11/2013  

Pre-purchase switchgear – Council 
Agenda 

7/15/2013  

Pre-purchase switchgear – Council 
Approval 

8/6/2013  

Building & Construction – Final 
Design 

7/13/2013  

Building & Construction –  Council 
Agenda 

8/19/2013  

Building & Construction – Council 
Approval 

9/12/2013  

Substantial Completion 4/22/2014  
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Infrastructure 
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
1.1.5 

Unified Storm Water Ordinance and 
Design Criteria Manual 

 Policy Agenda Item 

Project time table Economic Development and Capital 
Investment (PWT) 

Summary: 
 
Storm Water Engineering staff is currently coordinating 
with the Water Utilities Department, the PWT Engineering 
Operations Division, and the Community Development and 
Planning, One-Start Division to update the Design Criteria 
Manual and create a new Unified Storm Water Ordinance.  
The Design Criteria Manual will be updated to incorporate 
new policies across the divisions, and complement the Lake 
Arlington Master Plan with adoption of applicable portions 
of the iSWM design criteria.  A Unified Storm Water 
Ordinance will also be created that consolidates all of the 
related ordinances and covers Storm Water Quality, 
Floodplain Management, Site Runoff & Infrastructure 
Construction, Watershed Planning, and other storm water 
related regulations. 
 
This project will update the City’s Design Criteria and Storm 
Water requirements to establish performance standards.  
Once completed, these standards will enhance the City’s 
score in the Community Rating System (CRS), which 
provides flood insurance policy discounts based on 
community score for homeowners who carry policies in 
identified special flood hazard areas.   

 

 
 
See Schedule Below 
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Infrastructure 
 

Objective 2:  Maintain City Standards for all Equipment 
Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
1.2.1 

Reduce % of Fleet Beyond Service 
Life  

% Beyond Service Life  Economic Development and 
Capital Investment (PWT) 

Summary: 
 
The City has set a target of having no more than 15% 
of the city-wide fleet operating beyond recommended 
service life at any one time.   Vehicles and equipment 
that are beyond recommended service life may have 
more down time, and may have less functionality 
compared to what is currently available on the market.  
After the service life ends, maintenance and repair are 
at an extra cost, in addition to the annual Contracted 
Maintenance Cost.  The City pays an extra, hourly rate 
for: 

 Repairs Due to Accidents, Damage, Abuse 

 Adding or Removing Accessories such as light 
bars 

 Mechanical Failure for Vehicles Beyond 
Service Life 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Contracted Service Life - Summary 

Years Miles Vehicle 

6  115,000  Marked Police Vehicle 

8  80,000  Sedan, Compact & Midsize 

10  90,000  SUV, Light Truck, Van 

11  90,000  Truck, 3/4 Ton-1 Ton 

8  90,000  4x4 Truck, 3/4 Ton-1 Ton 

9-15 100,000-
120,000 

Mid-sized Truck (ex. Bucket 
Truck, Dump Truck) 

10-15 120,000  Fire Engine, Quint 

10-15 4,000-6,000 Equipment (ex. Backhoe, 
Loader, Gradall) 
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Infrastructure 
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
1.2.2 

Fire Alarm System Upgrade 

 Process Improvement Item 

Project  completion Economic Development and Capital 
Investment (Convention Center) 

Summary: 
 

The Convention Center currently has two outdated fire 
alarm systems operating in the Grand Hall and Exhibit Hall 
areas.  To enhance the safety of the visitors to the 
Convention Center, this project involves the replacement of 
both of the current systems with a single centralized unit.  
The new unit will improve public notification, and mitigate 
system communication conflict occurring with the outdated 
equipment. 

 
 
 

 
 

Milestone Estimated 
Start Date 

Status 

Develop Scope of Work 10/1/2013  

Bid Project 11/1/2013  

Planning with Vendor 11/30/2013  

Installation 12/15/2013  
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
1.2.3 

Radio Replacement  
 

Project completion  Neighborhood Services (Fire and Police) and 
Strategic Support  (IT) 

Summary: 
 
The City of Arlington utilizes a Motorola 800MHz 
simulcast trunked radio system to facilitate 
communications with the mobile workforce in Fire, 
Police, Water, Parks, Community Services, Public 
Works, and the Arlington Airport.  This system was 
installed in 1985, and underwent a small upgrade in 
2003 in preparation for FCC mandated rebanding.  
Many of the main components of the radio system 
have been discontinued by the manufacturer for eight 
or more years.  Any type of equipment failure could 
result in the system being completely out of service.     
 
Many of the Arlington’s partners, such as Fort Worth, 
Mansfield, and Irving, are moving to P25 radio systems 
in the near term.  Without considerable 
enhancements, Arlington’s legacy system does not 
have the ability to communicate with a P25 system. 
Once each of these agencies implements their new 
systems, seamless communications with them will 
cease.  To allow for continuity of operations, both 
internally, and with other jurisdictions, this project is 
for the purchase and installation of updated radio 
system.   

  

 

 
Milestone Estimated  

Start Date 
Status 

Project Kickoff Oct. 2013  

Contract Design Review Oct. 2013  

Manufacturing the Infrastructure 
Installation 

Nov. 2013  

Begin Subscriber Shipments Dec. 2013  

Equipment Staging at Vendors 
Facility 

Apr. 2014  

Equipment Delivered to Customer Apr. 2014  

Infrastructure Installation Begins Apr. 2014  

System Install Complete Oct. 2014  

Functional Acceptance Testing Oct. 2014  

System Cutover Dec. 2014  

Coverage Criteria and Testing 
Complete 

Feb. 2015  

Punch Resolution Mar. 2015  

Finalize Documentation May 2015  

Final Acceptance May 2015  
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Infrastructure 
 

Objective 3:  Perform Repairs in a Prompt and Efficient Manner 
Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
1.3.1 

City Fleet Maintenance % of fleet in commission at all times Economic Development and Capital 
Investment (PWT) 

Summary: 
 
The Fleet Maintenance program's primary mission 
is to have vehicles and equipment available in a 
safe and dependable operational condition.  
Meeting this mission requires a well formulated, 
and well managed maintenance and repair 
operation, with a focus on prompt, efficient 
repairs.  

 

 

 
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
1.3.2 

Roof Repair Project completion Economic Development and Capital 
Investment (Convention Center) 

Summary: 
 
The Arlington Convention Center plays an important role 
in the city’s economic vitality.  A well-run, well-maintained 
convention facility can lead to the growth of hotel/motel 
and sales tax revenue.  This project allows for the repair of 
leaks that are currently occurring between the outside 
brick façade and roof joints in the Grand Hall area.   The 
project will be completed in FY 2014.  

 
 

 
Milestone Estimated 

Start Date 
Status 

Develop Scope of Work 10/1/2013  

Bid Project 11/1/2013  

Planning with Vendor 11/30/2013  

Installation 12/15/2013  

Complete/Evaluate 1/15/2014  
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Infrastructure 
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
1.3.3 

Station 5 Rebuild Project completion Neighborhood Services (Fire) and Economic 
Development and Capital Investment (PWT) 

Summary: 
 
To handle the growing needs of the community, and 
surrounding business districts, the Arlington Fire 
Department has partnered with the Public Works 
and Transportation Department to re-design the 
existing Fire Station #5 located at 2921 E. Randol 
Mill Rd.  
 
The Fire Department will leverage funding from the 
2008 Bond Fund for the project.  The rebuilt Station 
#5 will also be registered as a Leadership in Energy 
and Environmental Design (LEED) facility.  
Construction is scheduled to be completed by the 
fourth quarter of Fiscal 2014. 

 
 

 
Milestone Estimated 

Start Date 
Status 

Initial Project 
Schedule/Development  Phase 

Jan. 2013 Complete 

Architect/Engineer RFQ  Apr. 2013 Complete 

Architect/Engineer Selection Process May 2013  Complete 

Construction Management at Risk 
Process 

May 2013  Complete 

Design Development June 2013  In Progress 

Permit Process  Oct. 2013   

Vacate Station Dec. 2013   

Demolition Phase Jan. 2014   

Construction Phase  Feb. 2014   

Move In - approximate time line Sept. 2014   
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Infrastructure 
 

Goal 2:  Ensure Availability of Information, Programs, and City Services 
Objective 1:  Provide for the Efficient Access and Appropriate Management of the City’s Data 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
2.1.1 

E-mail Disaster Recovery 
 

Functional failover e-mail system Strategic Support (IT) 

Summary: 
 
E-mail has become a critical communication tool for 
city operations and resident interaction.  This project 
will upgrade the current e-mail system and install 
redundantly at the city’s Disaster Recovery (DR) Data 
Center to allow for continuation of e-mail 
communication in the event the primary data center 
is taken offline.  Originally scheduled for completion 
in FY 2013, this project was delayed due to the loss of 
Information Technology (IT) resources specializing in 
e-mail system management, and the inability to fill 
those vacant positions.  IT will continue to recruit the 
skills required, or if unsuccessful, supplement with 
contract resources to complete the project by the 
end of the 2

nd
 Quarter of FY 2014.   

 

 
 
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
2.1.2 

Courtroom Analog to Digital 
Recording System Conversion 

Increased staff efficiency Strategic Support (Municipal Court) 

Summary: 
 
This project, which started in FY 2013, would allow the 
Municipal Court to move forward with updating to a digital 
recording system; currently all courtrooms have audio 
cassette recording equipment.  The new technology will 
make archiving, duplicating, playback, and destruction of 
recordings more efficient, secure, and cost effective.  This 
will also give judges, prosecutors, and designated court staff 
the ability to retrieve data from their offices as well as the 
courtrooms.  It will also give the Court the ability to provide 
recordings to certified transcriptionists by e-mail or CD. 
 
The Court has already completed the RFP, scoring and demo 
process.  The project is expected to be completed early FY 
2014. 
 
Estimated cost for this project is $90K and will come from 
the court technology fund. 

 

 
 

Milestone Estimated 
Completion 

Status 

Score response to RFP  Complete 

Demos  Complete 

Selection and contract July 2013 90% 

Project Completed Apr. 2014  
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Infrastructure 
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
2.1.3 

E-Discovery for E-mail 

 Process Improvement Item 

Deployment of a system with the 
ability to search and secure e-mail as 
required for e-discovery 

Strategic Support (IT), Legal, and 
Financial and Management Resources 
(City Secretary) 

Summary: 
 
One component of a larger Enterprise Content 
Management (ECM) program is compliance with the 
legal mandate to have an e-Discovery program to 
comprehensively search our system for electronic 
files that might be needed in a litigation matter, or in 
response to an open records request.  The first step 
in this process will be the implementation of an e-
mail search tool, which will involve the process of 
comprehensively locating e-mail records on an 
organization-wide basis.  The new software will work 
with our existing e-mail and archive systems.   

 

 
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
2.1.4 

New Boards and 
Commissions Database 

Project completion Financial and Management Resources (Mayor 
and Council) and Strategic Support (IT)  

Summary: 
 
The boards and commissions database, which is utilized 
to track appointees’ contact information and their 
terms of service, has reached the limit of its existence 
within the Access software.  Staff is inhibited in adding 
more information to the database due to software 
limitations.  Additionally, the Access product is no 
longer supported by the IT department.  A new solution 
will be investigated during FY 2014, so that a 
recommendation for a new system can be made in time 
for FY 2015 budget preparation.   

 
 
 
 
 

 
 

Milestone Estimated 
Completion 

Percent 
Complete 

Survey cities to see what B&C 
software they use 

10/1/2013  

Visit local cities to see their B&C 
database in action 

1/1/2014  

Know what is needed in 
software we purchase and seek 
bids 

4/1/2014  

Purchase new database software 11/1/2014  
Import or input all data from 
current B&C database to new 
system 

2/1/2015  

New software ready to use 3/1/2015  
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Infrastructure 
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
2.1.5 

Incode Version 9 Upgrade 

 Process Improvement Item 

Increased staff efficiency Strategic Support (Municipal Court) 

Summary: 
 
The Court is currently on Version 8 of Tyler Technology’s 
Incode case management software.  The Court would 
like to move forward with upgrading to Version 9.  
Keeping current with the Incode software provides 
efficiency and new options for employees and 
defendants.   
 
With the recent changing of criminal parking to civil, 
upgrading to Version 9 will allow the court to send cases 
to a collection agency.  Currently in Version 8 Court is 
only able to send cases in warrant to collections. 
 
IT will assign a Business Analyst and a Project Manager to 
the Court for this project.  The Court and IT will conduct 
thorough testing before actual implementation. 

 

 
 

Milestone Estimated 
Completion 

Actual 
Completion 

Assignment of IT 
team 

1
st

 Qtr. 2014  

Conversion End of 1
st

 Qtr. 2014  

Testing 2
nd

 Qtr. 2014  

Implementation End of 2
nd

 Qtr. 2014  

 
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
2.1.6 

AMANDA Upgrade Project Increase life Expectancy of the 
AMANDA Application 

Strategic Support (IT) 

Summary: 
 
The purpose of this project is to upgrade all systems 
using the AMANDA Software to the AMANDA 6 (thin-
client) version.  Currently the City is using a mixture of 
the thick-client and thin-client versions of AMANDA 
(versions 4 & 5).  Without this upgrade, the AMANDA 
Software application will cease to function properly.   
 
In addition to an upgrade of the AMANDA Software 
version, this project will also perform a technology 
refresh of the AMANDA Application.  This includes an 
enhancement of the AMANDA application servers and 
database servers to newer, higher performance 
equipment and software. 
 
The 1st Go-Live of the AMANDA 6 Application will be first 
quarter of FY 2014, with the final Go-Live by the second 
quarter of FY 2014.  This includes installation and 
operation on the enhanced technology. 
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Infrastructure 
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
2.1.7 

Windows 7 Upgrade Complete Upgrade by May 1, 2014 Strategic Support (IT) 

Summary: 
 
The City’s personal computers are running Microsoft’s XP 
operating system.   Microsoft has announced that they will 
stop supporting XP in April 2014, requiring the operating 
system on all of the City’s computers to be upgraded to 
Windows 7. 
 
Information Technology (IT) has identified approximately 
250 city-owned computers that are not capable of 
operating Windows 7, and several more that will require 
hardware upgrades to work properly in Windows 7. 
Additionally, some current applications are not capable of 
functioning without modification on Windows 7 PCs.  
Those applications cannot be upgraded prior to April 2014, 
and will require temporary solutions (Tiburon RMS, 
Amanda, Firehouse, AutoCITE, Magic).  
 
This project is to utilize contract staff, in FY 2014, to assist 
in upgrading applications, developing Windows 7 security 
standards, deploying new equipment, obtaining temporary 
solutions where required, and to purchase the required 
replacement hardware. 
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Infrastructure 
 

Objective 2:  Increase Responsiveness 
Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
2.2.1 

Action Center and Water 
Customer Service  

 Improve overall customer service 

 Department efficiencies by reducing 
abandonment rate 1% to 3%.   

Financial and Management Resources 
(Action Center) and Strategic Support 
(Water) 

Summary: 
 
To enhance operational efficiencies, the Action Center 
and Water Customer Service are scheduled to 
complete initial cross training of one Action Center 
Agent and one Water Utilities Customer Service 
representative by the close of FY 2013.  The cross 
trained agents will then take part in pilot call 
presentation/answering program in FY 2014.   
 
At the end of the pilot, the departments will then 
review key performance indicators (KPIs) of 
participating staff and Call Centers.  Results from this 
review will determine the next phase in joint call 
center collaboration efforts. 

 

 
 

Milestone In Progress Complete 

Staff Selection   

Cross Training    

Implementation   

 
Pilot Date Number 

of Staff 
Calls 

Presented 
Calls 

Answered 
Abandon
Rate Avg 

     

     
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
2.2.2 

Action Center Virtual Agent  Financial and Management Resources 
(Action Center)  

Summary: 
 
This project will entail coordination with Workforce Services 
(WFS) to implement telework procedures and guidelines for 
call center staff working from home, as well as with 
Information Technology (IT) to review current in-house and 
available technologies that are able to support full-time 
telework capabilities.  Allowing Action Center Agents to work 
from home reduces infrastructures costs for the City by 
avoiding construction of a new or expanded call center and 
provides a benefit for employees who do not have to incur 
the expenses of commuting.      
 
Once a program has been approved by both WFS and IT, the 
Action Center will select candidate(s) to pilot a work at home 
project.  Selected candidate(s) will be scheduled to work 
from home full-time two days per week.  The projected first 
phase pilot will last approximately 90 days.  At the end of the 
pilot, call center management with Senior FMR management 
will review data to determine next steps.   

 

 
 

Milestone In Progress Complete 

Telework Guidelines   

Candidate Selection   

Candidate Training   

Pilot   
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Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
2.2.3 

Walk-Up Plan Review 

 Process Improvement Item 

Reduce plan review turnaround time to 
less than 5 business days 

Economic Development and Capital 
Investment (CDP) 

Summary: 
 
During FY 2013, the Development Services 
Division of the Community Development and 
Planning Department (CDP) began issuing 
over-the-counter permits for fences, portable 
buildings, roof replacements, and the 
installation and/or relocation of nine or less 
fire sprinkler heads.  This was part of an effort 
to enhance customer service to the 
development and contracting community.  To 
continue improving service delivery, CDP is 
creating and implementing a Walk-Up Plan 
Review process.  This process will expedite 
plan review for remodel/alteration/repair 
permits for residential and commercial 
projects that do not involve a change of use, 
health review, or exterior alteration.    
 

 
 

Milestone Estimated 
Completion 

Actual 
Completion 

YTD % 
Completed 

Develop Permit Criteria July 2013  75% 

Create Plan Review 
Checklist 

July 2013  75% 

Facility Space 
Modifications 

Fall  2013  50% 

AMANDA Folder 
Modification 

Winter 2013   

Implement Process Feb. 2014   

Project Assessment July 2014   
 

Objective 3:  Implement New Technology and Increase Convenience for the Public 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
2.3.1 

Online Web Payment Options 

 Process Improvement Item 

Increase payment services 
online 

Strategic Support (Municipal Court) 

Summary: 
 
The Court provides online payment options for warrants, 
payment plans, and payments in full.  In FY 2013, in an 
effort to reduce personal appearances at the court and 
increase customer service, the Court expanded those 
options to include deferred and driving safety services.  A 
QR code was also introduced and added in the court 
lobby, as well as on two mailing notices.  It is the 
intention of the Court to also add the QR code to 
citations. 
 
In FY 2014, the Court will also be introducing an online 
record search option for defendants and attorneys.  This 
will allow a person who may have lost their citation or 
court notice, the option of looking up their information 
and not having to call to find out the citation status. 
 
Expected implementation for online record search is the 
1st quarter.  In order to not waste current stock, expected 
implementation for adding the QR code to citations is the 
end of 4th Quarter 2014 once a new order is placed. 
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Infrastructure 
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
2.3.2 

Action Center Self Service 
Smart Phone/Tablet App. 

Reduction in specific code compliance call 
type volume  

Financial and Management Resources 
(Action Center) 

Summary: 
 
In FY 2014, the Action Center will create a new avenue for 
residents to report code compliance issues/concerns 
without the assistance of Action Center staff.  This will be 
achieved by utilizing available technologies to create a smart 
phone/tablet.  The new app will provide for greater 
customer convenience while also allowing the Action Center 
agents to focus their time on calls that are more 
complicated in nature. 

 

 
 

Milestone In Progress Complete 

On site review   

Vendor(s) 
Demonstration 

  

Recomendation   
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Infrastructure 
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
2.3.3 

Upgrade RFID 
Equipment/Expand E-Commerce 
Self Service Options 

 Process Improvement Item 

 E-commerce transactions as a % of 
total financial transaction  

 Self-check transactions as a % of total 
check-out transactions 

Neighborhood Services (Library) 

Summary: 
 
As technologies continue to advance, the Library 
needs to advance with them in order to provide a 
higher level of customer convenience and 
operational efficiency.  The objective of this project is 
to increase public access of self service opportunities 
and to upgrade existing RFID equipment to 
accommodate new software, hardware, reporting, 
and management options to: 

 Improve patron satisfaction with self service 
options by offering the ability to pay 
fines/fees directly at a self check unit in 
addition to the existing options to pay at a 
staff service desks and over the internet 

 Upgrade existing RFID hardware to allow for 
new scanning/display options and to allow 
for software system upgrades as required.  

 Implement additional software-based 
management and reporting options for 
RFID-based equipment  

 Begin the transition to a single payment 
interface for reporting purposes,  leading to 
a reduction in processing costs and 
increased record keeping/reporting 
efficiencies 
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Infrastructure 
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
2.3.4 

Knowledge Services Line of 
Business 

 Process Improvement Item 

 Cost savings 

 Revenue increase with 
additional service support  

Financial and Management Resources 
(Records) 

Summary: 
 
In FY 2014, the records department will provide 
confidential paper shedding services for all city 
departments.  This process will save the City money 
by providing this service at a cheaper price than the 
outside vendors can provide.  Locked secure 
collection receptacles will be provided to gather 
paper documents accumulated in each department.  
Pickup and delivery services provided on a monthly 
schedule for seamless ease of use participation.  This 
fee based shredding program is expected to reduce 
department costs 50% from the existing outside 
shredding services.     

  

 
Milestone Estimated 

Completion 
Actual 

Completion 

Survey departments for 
participation 

Aug. 2013  

Develop pricing and delivery 
schedules 

Sept. 2013  

Purchase collection 
receptacles 

Oct. 2013  

Program start Nov. 2013  

 
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
2.3.5 

Managed Wi-Fi 

 Process Improvement Item 

Project  completion Economic Development and Capital 
Investment (Convention Center) 

Summary: 
 
As the demand for internet services continues to 
grow, the Arlington Convention Center needs to 
evaluate new technologies to attract clients and 
attendees.  The Convention Center currently 
manages the wireless internet system available to 
facility clients and attendees, but the demand has 
outpaced the capabilities.  Implementing a vendor-
managed system will enable automatic invoicing, 
balance user load, and increase speed of wireless 
internet service to end users.  This new system will 
enhance customer service and operational efficiency. 

 

 
 

Project Phases Estimated 
Start Date 

Status 

Develop Scope of Work 10/1/2013 
 Bid Project 11/1/2013 
 Planning with Vendor 11/30/2013 
 Installation 12/15/2013 
 Complete/Evaluate 1/15/2014 
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Infrastructure 
 

Goal 3:  Improve Operational Efficiency  
Objective 1:  Utilize Industry Best Practices    

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
3.1.1 

Review  Accreditation 
Opportunities 

Project completion Neighborhood Services (Parks) 

Summary: 
 
The Commission for Accreditation of Park and 
Recreation Agencies (CAPRA), in cooperation with the 
National Recreation and Park Association (NRPA), 
recognizes park and recreation agencies for excellence 
in operations and service.  CAPRA accreditation 
provides a valuable measure of an agency’s overall 
quality of operation, management, and service to the 
community, and is a credible and efficient means of 
assuring continual process improvement.  To date, 
approximately 100 agencies have achieved 
accreditation across the country. 
 
In FY 2014, Parks will evaluate the work load and 
resource requirements to be able achieve 
accreditation.  A review of the accreditation 
requirements will be conducted to determine the 
standards that are already being practiced, as well as 
initiatives that will need to be implemented in order to 
meet accreditation standards.  If it is determined that 
the city is interested in moving forward, a self 
assessment will begin.  The self assessment document 
will be utilized by the department to serve as evidence 
of compliance of required standards in order to 
receive accreditation. 
 
In order to achieve accreditation, all documentation 
would have to be completed by the spring of 2015, 
with potential confirmation occurring at the NRPA 
Annual Congress in September 2015.  

 

 
 

Milestone Estimated 
Completion 

Actual 
Completion 

Conduct a self assessment of 
Arlington PARD against CAPRA 
standards 

Nov. 2013  

Identify gaps, resource 
requirements 

Dec. 2013  

Develop an implementation 
schedule for FY 2014 and FY 
2015 

Feb. 2014  
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Infrastructure 
 

Objective 2:  Organize to Improve Operational Efficiency 
Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
3.2.1 

Alarms Office Efficiency Review 

 Process Improvement Item 

Efficiency of Alarm Office Neighborhood Services (Police) 

Summary: 
 
The police department’s Alarms office serves as a 
distribution and collection unit for residential and 
commercial alarm permits.  Per city ordinance, 
residents and commercial businesses with an installed 
security alarm, whether monitored or not, must obtain 
and renew an alarm permit annually through the 
police department.  The fee for a permit is $50; 
residents 65 or older are exempt.  Alarm permits 
generate revenue of over $1,000,000 annually. 
 
The Alarms office is authorized two employees, one 
full-time and one part-time, solely dedicated to the 
permit process.   Improved efficiency standards being 
reviewed include office and workload staffing, 
electronic monitoring and issuance of permit 
applications, and an online billing process.     

 

 
 

Milestone Estimated 
Start Date 

Status 

Assess third-party outsourcing 
of billing and notifications 

1
st

 Qtr. FY 2014   

Assess online payment 
management systems 

1
st

 Qtr. FY 2014   

Streamline billing process, new 
account creation, and data 
exchange from alarm 
companies 

1
st

 Qtr. FY 2014   

Review Alarm office staffing 
and workload model 

2
nd

 Qtr. FY 2014   

Conduct cost/benefit analysis 3
rd

 Qtr. FY 2014   

Recommendations to 
management  

3
rd

 Qtr. FY 2014   

 
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
3.2.2 

Jail Operations Efficiency Review 

 Process Improvement Item 

Efficiency of Jail Operations Neighborhood Services (Police) 

Summary: 
 
Jail operations serve a critical role in the 
apprehension of suspects serving as a holding facility 
until arraignment, adjudication or transfer to 
another agency holding facility.  The jail temporarily 
houses an average of over 19,000 adult inmates 
annually.  
 
The adopted FY 2013 operating budget for the jail is 
$3.4 million. Through an evaluation of current 
practices and review process streamlining, the police 
department strives to reduce the operations budget 
of the jail while also improving productivity and 
efficiency.  
 

 

 
 

Milestone Estimated 
Start Date 

Status 

Review staffing and workload 
model 

4
th

 Qtr. FY 2013  Complete 

Streamline hiring process 4th Qtr. FY 2013  Complete 

Reclassification of bond clerk 
positions  

1
st

 Qtr. FY 2014   

Assess third-party providers for 
outsourcing operational 
options 

3
rd

 Qtr. FY 2014   

Conduct cost/benefit analysis 3
rd

 Qtr. FY 2014   

Recommendations to 
management  

3
rd

 Qtr. FY 2014   
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Infrastructure 
 

Goal 4:  Develop Leading Practices in the Recruitment,  
Retention, and Development of Outstanding Employees 

Objective 1:  Foster and Maintain a Work and Learning Environment that is Inclusive, Welcoming and Supportive 
Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
4.1.1 

Evaluate Self-Insured Health 
Plan 

Complete milestones Strategic Support (Workforce Services) 

Summary: 
 
With employee and retiree healthcare being one of 
the fastest growing expenses organizations are 
facing, a task force was created in FY 2013 to 
evaluate the current health plan and make 
recommendations for future plans.  In FY 2014, 
Workforce Services will continue to evaluate the 
health plan and determine future health plan needs 
in order to contain and mitigate spending trends.  
Recommendations will be completed for 
implementation in the 2015 plan year.   
 

 
Milestone Target  

Date 
Percent 

Complete 

Continue evaluation of the Self 
Insured Health Plan  

12/31/2013  

Part- Time Employee eligibility 
analysis 

3/30/2014  

Employee Health Center analysis 9/30/2014  

Begin to implement 
recommendations for the 2015 
plan year 

9/30/2014  

 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
4.1.2 

Seasonal Labor Pay Plan Labor plan completed Neighborhood Services (Parks) 

Summary: 
 
The Parks and Recreation Department relies a great deal 
on its seasonal and part-time workforce, which ranges 
from 300-500 employees, depending on the time of year.  
These employees are essential to daily delivery of 
services such as lifeguarding, customer service, sports 
officiating, class and fitness instruction, day camp 
supervision and many others.  In FY 2014, a seasonal 
labor plan will be prepared that identifies all job titles 
along with appropriate job descriptions, and current and 
proposed pay rates based on benchmarks with other 
cities and retail market research. 
 
This objective will also identify part-time and seasonal 
jobs that may be subject to new health plan coverage 
requirements of the Affordable Health Care Act. 
Identification of funding requirement and sources will be 
addressed. 

 

 
 

Milestone Estimated 
Completion 

Actual 
Completion 

Determine service delivery 
needs and cost estimates 
based on current and 
proposed staffing models 

Dec. 2013  

Identify positions eligible for 
health plan coverage 

Dec. 2013  

Document current and 
proposed pay rates following 
market research and cost 
recovery considerations 

Mar. 2014  

Complete Labor Plan Apr. 2014  
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Infrastructure 
 

Objective 2:  Support and Promote the Health and Well Being of the COA Community 
Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
4.2.1 

2014 Health and Wellness 
Program 

 % of participation of FTEs=50% 

 % participating FTEs turn in 
booklets=75% 

Strategic Support (Workforce 
Services) 

Summary: 
 
Healthy employees are shown to have a higher 
engagement level and overall lower health 
expenses.  The City’s Health and Wellness program 
was created to combat higher healthcare costs by 
incentivizing a healthy lifestyle.   Each year, the 
program is evaluated by an employee committee 
for effectiveness, and possibly modified to continue 
to attract a higher number of enrollees.   
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Infrastructure 
 

Goal 5:  Support and Expand Programs to Reduce Environmental Impacts 
Objective 1:  Mitigate Operating Costs and Impact on Environment through Conservation and Recycling Efforts 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
5.1.1 

Advanced Metering 
Infrastructure (AMI) 

Project completion Strategic Support (Water) 

Summary: 
 
In FY 2013, after conducting thorough research and 
implementing a pilot program, the Water Utility 
proposed the installation Meter Interface Units (MIU) on 
8,000 compatible meters during the normal course of 
renewal projects and budgeted replacements.  This 
project begins the implementation of that proposal.   
 
The MIU receives input from the meter register and 
remotely sends data to a fixed base data collector, 
located at one of five elevated storage tanks around the 
City.  Top of the hour readings and other diagnostics are 
instantly forwarded to the network allowing for a greater 
awareness of the distribution system and possible on-
property leak conditions.  In addition, the MIU stores up 
to 35 days of hourly consumption, providing the utility 
with the ability to extract detailed usage profiles for 
consumer education, such as water conservation, and 
billing dispute resolution. 

 

 
 

Milestone Estimated 
Completion 

Actual 
Completion 

Council Presentation June 2013  

Order Meter Interface Units 
(MIUs) for Compatible Meters 

Aug. 2013  

Begin MIU Installation and 
Programming 

Aug. 2013  

Complete MIU Installations for 
Meters Installed in FY 2013 

Mar. 2014  

 
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
5.1.2 

Automated Recycling  Increase curbside recycling diversion rate 
(Target: by 4%) 

Economic Development and Capital 
Investment (PWT) 

Summary: 
 
The City of Arlington has provided curbside 
recycling for nearly 20 years.  In the past, residents 
were provided with 22-gallon recycling bins to 
place curbside once a week, and recycling was 
collected manually by the city’s contract hauling 
vendor.  In June of 2013, the city’s hauling vendor 
switched from manual to automated collection, 
and residents were provided with 65-gallon 
wheeled carts.  It is anticipated that participation in 
recycling, as well as collection volume, will increase 
due to the convenience of the new carts.  
 
Curbside diversion rate measures the percentage of 
all residential garbage collected curbside that was 
diverted from the landfill and recycled instead.  The 
expected increase in FY 2014 is 4 percent. 
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Infrastructure 
 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
5.1.3 

Creation of Water Conservation 
Specialist with Leak Detection 
Emphasis Staff Position 

 Process Improvement Item 

Develop and Implement Proactive Leak 
Detection Program that will Survey 
5,000 Linear Feet/Month 

Strategic Support (Water) 

Summary: 
 
The city averages 1.8 billion gallons of treated water 
each year that is unaccounted-for and unbilled.  The 
reclassification of an existing Meter Reading position 
to a Water Conservation Specialist position, with a 
system leak detection emphasis, allows Water 
Utilities to be proactive in identifying distribution 
system water leaks.  The development and 
implementation of the proactive leak detection 
program will allow the utility to make water line 
repairs before they become major issues and save 
the city money and water. 
 
 
 
 
 

 

 
 

Milestone Estimated 
Completion 

Actual 
Completion 

Work with Workforce Services to 
develop the job description 

Dec. 2013  

Finalize Leak Detection Program 
Plan 

Feb. 2014  

Hire Water Conservation Specialist Mar. 2014  

Purchase leak detection 
equipment and acquire vehicle 

Apr. 2014  

Train specialist in use of leak 
detection equipment 

May 2014  

Implement leak detection 
program and begin surveying 
5,000 linear feet of pipe per 
month 

June 2014  

 

Project Performance Measure(s) City Service Team (Department) 

CORE 
INF 
5.1.4 

Water Well Assessments Project completion Neighborhood Services (Parks) 

Summary: 
 
As one of the Water Utilities’ largest customers, the Parks 
and Recreation Department spends over $1 million each 
year on treated water.  Most of this consumption is 
associated with turf and landscape irrigation. The cost of 
water at the Harold Patterson Sports Center alone is over 
$276,000 at the current cost structure.  In FY 2014, the 
Department will evaluate the costs, and benefits of 
reducing potable water consumption through the use of 
water wells, similar to the well constructed at Ditto Golf 
Course.  The assessment will include construction and 
operating cost estimates, financing alternatives and 
payback implications.  

 

 
 

Milestone Estimated 
Completion 

Actual 
Completion 

Establish program goals Oct. 2013  

Cost estimation and 
financing alternatives 

Nov. 2013  

Phase 1 design Mar. 2014  

Construction Sept. 2014  

Establish program goals Oct. 2013  

 
 
 

 

  


