2018 Transforming Local
Government Conference
Case Study Application
Due: September 1, 2017
Email to Ryan Spillers at learning@transformgov.org
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Application Information
Case Study Title

Manage Performance or Manage Quality? How to do both!

Jurisdiction Name

City of Fort Lauderdale

Jurisdiction Population 180,000
Theme (select one)

_____ Thinking Like a Futurist
_____ Culture Club
_____ What about all this data?

_____ Reinventing Local Government
_____ Community Networking
✔

Rapid Fire Session?
Would you like the application to be considered for our Rapid Fire Session? (Rapid Fire presentations are fastpaced, entertaining, interactive presentations. Each jurisdiction will have five minutes to make their presentations
using 15 PPT slides set on auto-forward primarily containing photos/graphics. Participants will be seated at round
tables to facilitate an energetic idea exchange. A cash bar will be available.)
___ YES

✔
___
NO

Project Leader (primary contact for application correspondence)
Name

Kristin Tigner

Title

Structural Innovation Manager

Department

City Manager's Office

Phone

(954) 828-5251

Email

ktigner@fortlauderdale.gov

Full mailing address,
including zip code

100 N. Andrews Ave, Fort Lauderdale, FL 33301

Twitter account

@FTLCityNews

List additional presenters’ contact information below:

Samantha Timko, Assistant Structural Innovation Manager
stimko@fortlauderdale.gov
(954) 828-5022
Ross Brady, Senior Management Fellow
rbrady@fortlauderdale.gov
(954) 828-5921

1.

Presentation title and description of the innovation. 100 word maximum

Manage Performance or Manage Quality? How you can do both!
The City of Fort Lauderdale, may be the first municipal government to obtain International
Organization for Standardization (ISO) 9001 certification for the whole city. A quality
management standard, ISO 9001 is often used in the private sector to consistently provide
products/services meeting customer and regulatory requirements. Many cities have some
elements of their organization ISO 9001 certified, but we chose to obtain certification of our
entire operation, transitioning our focus from managing performance measures to providing
consistent quality services to our Neighbors.

2.

When and how was the program, policy or initiative originally conceived in your
jurisdiction? 100 word maximum

Fort Lauderdale's City Manager, Lee Feldman, has challenged each department or functional
service area to obtain accreditation or certification to demonstrate the City's commitment to
best practices and providing quality services to our neighbors. The ISO 9001 certification
serves to achieve that goal holistically for the processes the City uses to manage its
operations. The City began its pursuit of the ISO 9001 certification in 2014.

3.

How exactly is the program or policy innovative? How has your innovation changed
previous processes, products, or services? Explain how the program or initiative
substantially stretched or improved the boundaries of ordinary governmental
operations. 200 word maximum

Citywide ISO 9001 certification is innovative for a city government. The standard is more
commonly associated with private sector enterprises, but can be applied to any industry,
including the public sector. The standard provides a construct or framework for many
activities already undertaken by governments on a regular basis. The certification process
requires documentation and consistency in processes, regularly seeking feedback from
"customers" (citizens, external and internal stakeholders, etc.), identifying competence in
those that provide services (employees, vendors), and addressing under-performing or
non-conformities in the cycle of service provision. It requires entities to approach service
delivery from the perspective of the customer instead of the service provider, and enables a
proactive approach to service delivery instead of a reactive approach.

4.

What individuals or groups are considered the primary initiators of your program? How
does the innovation engage stakeholders or demonstrate high performance teaming?
Were strategic partnerships and/or community networks developed as a result of the
innovation? 200 word maximum

While the City Manager was the inspiration for seeking ISO 9001 certification, each
Community Builder (employee) in the City has a role in obtaining and maintaining it. The
Structural Innovation Division of the City Manager's Office has been charged with
coordinating the logistics of the City's certification. This division also coordinates the
performance management system, process improvement program, the City's annual
Neighbor (citizen) survey and long-range planning (Vision Plan, Strategic Plan and Annual
Action Plan). Each department has appointed ISO 9001 Sponsors and Champions. This
community of practice meets regularly to share best practices and collaborate on the
implementation of ISO 9001 throughout the organization. Collaboration amongst staff on
processes that cross multiple departments has increased in an effort to enhance the quality of
services provided to our neighbors. The City annually surveys its neighbors to determine if
the services provided are meeting their expectations, and to engage stakeholders.

5.

If a private consultant was used please describe their involvement, identify the
consultant and/or firm and provide contact information. 100 word maximum

To guide the City through implementation and certification audit, the City contracted with BTS Consulting to:
- Interpret the standard to apply it in a municipal setting,
- Assist in the composition of a Citywide Quality Manual and quality procedures, consistent with the standard,
- Lead training for City staff, and
- Prepare for the certification audit by ensuring staff competency in conducting their own audits.
Since certification, the City has used BTS only for additional training and interpreting the revised ISO 9001:2015 standard.
BTS Consulting
Rene Bueno
(786) 395-6706
rbueno@btsquality.com

6.

To what extent do you believe your program or policy initiative is potentially replicable
within other jurisdictions and why? To your knowledge, have any other jurisdictions or
organizations established programs or implemented policies modeled specifically on
this project? Please provide verification of the replication. 200 word maximum

This program can definitely be replicated in other jurisdictions. The ISO 9001 standard is
about consistently providing products and services meeting customer and regulatory
requirements. The standard can be applied as the organization decides it should be in its
own environment.
To our knowledge, no other municipalities or local governments have an organization-wide
ISO 9001 certification. However, other cities do have specific processes, functional areas or
departments which are ISO 9001 certified.

7.

What were the costs? What were the savings? 100 word maximum

The initial costs to the City were $48,200. This included consulting services ($22,000) for
implementation and fees related to the certification audit ($26,200). Additional costs after
implementation include consulting services ($9,130), and annual costs for surveillance or
certification audits.
Savings associated with ISO 9001 certification have not been quantified, but anecdotally
have been achieved through elimination of wasted time or resources by having documented
processes, calibrated equipment, and consistent provision of quality services.

8.

Please describe the most significant obstacle(s) encountered thus far by your program.
How have they been dealt with? Which ones remain? 200 word maximum

The ISO 9001 standard is written in very technical language designed to be interpreted for
innumerable industries, making it complicated to understand and apply to your activities. This was a
significant challenge for staff, necessitating the assistance of an expert consultant.
Additionally, when the City was in the process of implementing the ISO 9001 standard, the
International Organization of Standardization was contemplating revisions to the standard. Entities
certified by a particular date would be certified to the existing standard, while those certified after
that date would be required to certify to the revised standard. The City's implementation occurred in
less than one year in order to implement before the revisions to the standard, an extremely
expedited time-frame. This was a significant stress on the organization and those directly involved
in the implementation, and impacted the buy-in from staff throughout the organization.
By remaining committed to the standard and the implementation, and demonstrating ways that the
implementation has benefited the organization, creating networks of support, including a community
of practice and additional assistance from the Structural Innovation Division, the organization was
able to overcome these obstacles.

9.

What outcomes did this program or policy have? What baseline data did you collect?
How did you measure the change based on the intervention, and why do you believe in
the credibility of this assessment? 200 word maximum

The implementation of ISO 9001 was not measured quantitatively. Obtaining the certification
was the measurement of success initially. Now, the maintenance of the certification is the
measurement of success through annual surveillance audits, and recertification audits every
three years.
Anecdotally, the City has changed its perspective and approach to performance
management. We have tailored our performance management program to focus on core
processes. Through monitoring performance measures related to those processes, we
determine if quality services are being provided. Regular reviews allow us to identify areas
that need improvement, and plans are developed to address and improve those areas. As
the City continues to build out its Process Improvement Program, metrics related to cost,
time, and resource savings will be captured. These savings may be attributed, in part, to the
success of ISO 9001. Lastly, satisfaction with the quality of services is measured through
complaint tracking and an annual Neighbor survey.

10.

Has the program received any press or other media coverage to date? If yes, please
list the sources and briefly describe relevant coverage. 100 word maximum

Other than internal communications, and a page on the City's website
(www.fortlauderdale.gov/departments/city-manager-s-office/structural-innovation-division/qual
ity-management-system), the City has not publicized it's ISO 9001 certification.

11.

Please provide any key references and their contact information who can be
interviewed/called to discuss the innovation and its impact. 100 word maximum

Kristin Tigner
Structural Innovation Manager
ktigner@fortlauderdale.gov
(954) 828-5251
Samantha Timko
Assistant Structural Innovation Manager
stimko@fortlauderdale.gov
(954) 828-5022

12.

You’ve been to a lot of conferences. TLG should be a unique experience for everyone.
Describe how your case study presentation will be different than other conference
presentations. 200 word maximum
• How will you make the session creative and unique?
• How do you plan to be both entertaining and educational?
• Include a description of how your session will facilitate group activities and/or interaction.

To ensure our presentation is unique, creative, and engaging, we will conduct an interactive
exercise with the audience. Groups within the audience will be given materials and
instructions to provide a service or assemble a product. Each group will be given different
materials and instructions. Only one group will be set up for success, receiving all of the
necessary materials and instructions. Others will be missing instructions or materials.
We will ask for feedback as to what made the process easy or difficult. This will lead us into
our discussion of the importance of uniform and consistent policies, why we chose to pursue
an ISO 9001 certification, the benefits we have seen from becoming ISO 9001 compliant, the
lessons we learned through the implementation, and how other cities can benefit from
implementing the ISO 9001 standard in their organization.
Throughout the presentation we plan to engage with the audience by asking the audience to
share experiences. An additional exercise can be held at the end of the presentation to see
how easy the service provision or assembly can be with the appropriate resources and
instructions.

13.

Anything else you would like to add? 200 word maximum

Click here to Submit

