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2013 Quest for Success

Conference!

“Performance Excellence
in Government”

Polaris Hilton, Columbus, Ohio
September 16-17, 2013

The Premier Conference for Government and
Organizational Leaders and Performance
Excellence Professionals in Ohio, Indiana &
West Virginia

Government Discounted Price-
$470.00

*Enter code: GOV13 in the

“Other Special Needs”
Block on the Registration Form
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Keynote Speaker!

2012 Malcolm Baldrige
National Quality Award
Recipient

Tommy Gonzalez

City Manager

City of Irving, Texas
2012 MBNQA Recipient
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More about our Keynote Speaker...
Malcolm Baldrige National Quality Award
2012 Award Recipient

City of Irving, Texas

The City of Irving, located between Dallas and Fort
Worth, is the 13th most populous city in Texas and the
94th in the United States. The city, home to
approximately 217,700 residents, encompasses an
area of 68 square miles, including Dallas-Fort Worth
International Airport. Core services provided include
law enforcement and compliance, fire protection and
emergency medical, water and sewer, refuse
collection, street maintenance and traffic management,
parks, libraries, recreational and cultural programming,
and capital improvements.

A Lone Star Model of Fiscal Achievement

The City of Irving one of five cities in the state and 89
in the nation with a AAA rating from both Standard and
Poor’s (S&P) and Moody’s—ratings that it has
maintained since 2007.

Irving’s tax rate is the second lowest in the Dallas-Fort
Worth Metropolitan area. Since 2007, its overall cost of
service—combining property tax, water, sewer,
drainage, and sanitation charges—has been better
than four comparable cities in the area. Property tax
revenues, more than 70 percent of which are from
commercial property, are approaching $100 million.
This far exceeds two comparable area cities with
revenues of about $75 million.

Fiscal accountability in Irving is based on a system of
financial reporting audits plus internal and external
audits. External audit results, findings of bond rating
agencies, and City Council agenda packets and
minutes are easily accessible online, part of the reason
that the city has, since 2010, exceeded nine
comparable cities in the area of financial transparency
as recognized by the State Comptroller’s office.
External audits have not identified any material
weaknesses or repeat findings since 2008.

hoto courtesy of City of Irving, TX
Highlights

The City of Irving is one of five cities in the state and
89 in the nation with a AAA rating from both Standard
and Poor’s (S&P) and Moody’s—ratings that it has
maintained since 2007 and during the worst recession
in U.S. history.

Irving’s 2012 employee survey results show that its
employee ratings exceed the highest comparable
score received by a U.S. government agency. For
example, 95 percent of Irving employees say the city
government is a good place to work compared to a
federal agency high of 84 percent.

Since 2006, the percentage of residents rating many of
the city’s key services—including police, code
enforcement, libraries, and recreational—as good or
excellent has increased by double digits.

Irving’s police utilize best practices such as community
policing, a problem-solving team, Twitter-based
community crime watch groups, and increased use of
volunteers. Violent crime decreased from
approximately 700 incidents in 2007 to 500 in 2011.

Overall violent crime per 1,000 persons decreased
35.5 percent from 2006 to 2011. This decrease
compared favorably to neighboring cities, one of which
saw an 8.6 percent increase for the same time period.

Register for the 2013 Quest for Success
Conference at:
www.thepartnershipforexcellence.org
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Citizen Feedback a Priority

Each year, Irving mails a resident survey to randomly
selected households across the city, as well as making
it available online. Survey results are posted on the
city’s website and published in the city newsletter.
Additionally, Irving administers more than 30 internal
and external point-of-service surveys in various city
departments to obtain customer feedback for
continuous improvement in service delivery.

The rating for overall quality of service in Irving (74
percent) is higher than the state of Texas (46 percent),
county government (37 percent), and the U.S.
government (38 percent). Since 2006, the percentage
of residents rating many of the city’s key services—
including police, code enforcement, libraries, and
recreational—as good or excellent has increased by
double digits. Surveys have shown that the percentage
of citizens who feel that overall quality of life has
improved has increased from 52 percent in 2006 to 71
percentin 2012.

The number of complaints resolved at the time of the
call has reached a world-class level, increasing from
about 50 percent in 2009 to greater than 90 percent

today.

Three out of four residents say that they would
recommend Irving as a place to live.

Consistent Results from a Team Culture

Irving’s strong collaborative culture includes using 50
cross-functional teams for accomplishing work and
strategic goals. In fact, cross training enabled the city
to continue meeting the needs of its citizens even as
positions were lost through attrition during the recent
economic downturn. Irving has not had to initiate
workforce reductions during this time.

Irving’s 2012 employee survey results show that its
employee ratings exceed the highest comparable
score received by a U.S. government agency. For
example, 85 percent of Irving employees are
recognized for their work compared to a 70 percent top
score for a federal agency; 97 percent of city staff say
they “know exactly what is expected of them”
compared to an 84 percent high federal mark; and 94
percent of employees working for Irving say teamwork

is encouraged compared to a U.S. government
benchmark score of 76 percent. Additionally, 81
percent of Irving employees say they have
opportunities for growth and development compared to
a federal high of 55 percent, and 95 percent of Irving
employees say the city government is a good place to
work compared to a federal agency high of 84 percent.

Focus on Strategic Planning, Process Efficiency
Irving has a fully deployed Strategic Planning Process
that is integrated with key customer requirements and
includes input from residents, businesses, visitors, and
employees. The 10-step process incorporates sharing
of results and goals through multiple methods,
including quarterly reports and presentations to the
City Council and city management. Stakeholder
involvement helps prevent potential blind spots while
aligning the strategic plan with work functions and the
city’s mission, values, and vision.

Irving aligns its annual Strategic Planning Process with
its budget process. Senior leaders identify resource-
saving operational initiatives to off-set potential
shortfalls; implement Lean Six Sigma (LSS) process
enhancements; and use planning, reporting, training,
and monitoring tools to provide an expected high level
of service while managing risks.

Irving’s focus on process efficiency has resulted in
more than $44 million in cost savings and efficiencies
since 2008. Key work processes are managed using
the performance measurement system and improved
using LSS process improvement methodology. This
has reduced variation, eliminated waste, increased
workforce productivity, and saved or avoided costs.
For example, the city has significantly increased the
number of commercial plans reviewed within six
business days from 34 percent in 2008 to nearly 100
percent today.
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TPE's Quest for Success is the Midwest's premier
conference for performance and operational
excellence. Malcolm Baldrige National Quality Award
winners, TPE Award winners, and performance
excellence professionals will deliver cutting-edge
presentations with improvement strategies you can
immediately apply to your organization.

Hundreds of attendees will convene September 16-17,
2013 to learn from, engage with, and to be inspired by
Baldrige Award winners and our Regional Program
Award winners. Our attendees - CEOs, middle to
senior level executives, directors, heads of operating
units, and quality/performance improvement leaders —
represent all sectors of the economy. Regardless of
their affiliations, our attendees have demonstrated
their passion to drive organizational improvement and
effectiveness.

Polaris Fashion Place

Polaris Hilton, Columbus, Ohio
Reservations

This year's conference is an unprecedented
opportunity for learning and networking with national
leaders who represent healthcare, business,
education, and government/non-profit sectors. 2012
MBNQA Recipients presenting at the conference
include: North Mississippi Health Services, Tupelo,
MS; City of Irving, TX; and MESA Products, Tulsa, OK.
Also, former MBQNA Recipients PRO-TEC Coating
Company, Leipsic, OH and Schneck Medical Center,
Seymour, IN will conduct presentations. Additional
workshops will feature former and current TPE Award
Winners and performance excellence professionals
who will provide clear "take-aways" for you to
implement new processes and strengthen the
management practices in your organization.

The world-class Polaris Hilton is located within walking
distance of Polaris Fashion Place, the Midwest's
premier shopping, dining, and entertainment complex.
Discounted room reservations can be made online at
the TPE website.

TPE will also sponsor a "silent auction" full of
interesting and exciting artwork, sports equipment, and
memorabilia. We will also host our Annual Golf
Classic on Sunday, September 15th, 2013. The event
will begin at 11:30 AM with lunch - and includes 18
holes of golf, cart, and numerous prizes - all for only
$125.00 per person. The Classic will be held at
Winding Hollow, an Arthur Hills designed course,
located in New Albany, Ohio just minutes from the
conference hotel. Winding Hollow has been called
"the best public course in Ohio." Register for the Golf
Classic on your conference registration form.

Winding Hollow

Register for the 2013 Quest for Success
Conference at:
www.thepartnershipforexcellence.org
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