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Honorable Michael A. Nutter, Mayor & Camille Cates Barnett, PhD, Managing Director

Philadelphia Department of Recreation
Susan Slawson, Commissioner

Date: 10/14/2008
Results for Philadelphia:

1. Public Safety

2. Education
3. Jobs and Economic Development
4. Healthy and Sustainable Communities

5. Ethics

6. Customer Service and a High Performing Government



phillyo Agenda
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APerformance Measures
ACustomer Service Standards
AFollow Up Items

ADefining Demand for Recreation in Philadelphia

10/14/2008 Department of Recreation City of Philadelphia



hilly- .
P *'O Recreation Performance Measures
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A Program Standards (Number & Variety of Programs)

A Goal: 77% of facilities are compliant with
Program Standards

A Facility Usage (Hours of Programming)

A Goal: 77% of facilities are compliant with Facility
Usage Standard

A Program Participation (Rate of Participation)

A Goal: 80% of programs meet quality participation
rate

10/14/2008 Department of Recreation City of Philadelphia



P"'“'Y‘o Performance Measure: Program Standards
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Program Standards Quarterly Comparison
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Performance Measure: Faclility Usage
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Facility Usage Quarterly Comparison
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phillyo Performance Measure: Program Participation Rate
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Participation Rate Quarterly Comparison
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""'“'Y‘o Recreation Led and Community Led Participation
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Average Weekly Participation at Recreation Facilities:
1st Quarter FY09
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Performance Measure Compliance:

Crime vs. Non-Crime Districts
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Two Quarter Performance Measure Trend
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Customer Service Information: September*
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A First Call Resolution:

AAt call: 38%

APercent Transferred to administrative staff: 62%
A Percent of Callers with complaints: 6%

Mercent of those contacted who were satisfied with service: 100%

A Percent of those who refused phone # when asked: 50%

A Received Calls from 39 different zip codes, with a median number
of calls from each zip code of 2.

A Average Calls Per Day: 19.3"

*Measurement of new, primary customer service standard began on September 2219,

2008.

A
More comprehensive data used from 9/15/2008.

10/14/2008 Department of Recreation City of Philadelphia
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September: Types of Calls

Other/Referred
Outside Employee Issues
4% 15%

Employment
Issues
2%

Maintenance /
Services /
Programming
34%
Department
\ Information
45%

Department of Recreation City of Philadelphia




ph'"yo Customer Service Standard and Redress: September 2008

Complaint Type

Policy Issue

Maintenance Issue

Policy Issue

Maintenance Issue

Maintenance Issue

Maintenance Issue

Complaint

Complaint to commissioner: there is only one

facility for the disabled

Maguire Playground: Door open, electric
sockets exposed

Mullin Playground: Lights should stay on at
Algard & Wellington. It gets too dark.

Gifford Park: used condoms, trash, broken
glass

Moss Playground: replace broken locks on
gate to prevent teens from breaking in.

Asked to speak with Deputy Commissioner
Johnson

Department of Recreation

Redress

None: refused
to give phone
number

Satisfied with
customer
service
Aphenomenal

Satisfied with
Customer
service

None: refused

to give phone
number

Satisfied with
Service

No number
given

City of Philadelphia



phillyo Staffing and Performance Measures Trends
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Staffing Levels and Program Standards FY08 to FY09
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phillyo Staffing and Performance Measures Trends
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Staffing Levels and Facility Usage Compliance
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phill Managing for Outcomes:
g Increasing Performance w/ Equal Resources
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fStaff

U Re-Allocation of Seasonal/Temporary Staff

U Re-Structuring Job Duties: Focus on Programmed Activities

Arogramming
U Centralized Programming

U New Programs & Initiatives (Baseball, Teen Camp, Kick It Soccer)

AVarketing
U Increased Publicity: Departmental & Citywide

AReporting

U Emphasis on accurate and complete reporting

Department of Recreation City of Philadelphia



f'hi"”'o Defining Demand in Recreation

A The National Recreation and Parks Association, as well as many
municipalities, has moved away from referencing national standards
and towards meeting individual community recreational needs in recent
years.

A The Recreation Department and Planning Commission are working
together to analyze current demand and usage at our recreation
facilities.

A The following slides reflect our ongoing analysis of the current need
and demand for recreation in Philadelphia

Department of Recreation City of Philadelphia



Ph“""o Recreation and Population Distribution in Philadelphia
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Tageted | _ O
Distribution Types e Targeted
Districts L
Districts

Recreation Facilities 46.00% | 54.00%
General Population 49.41% | 50.59%
Youth Population
(18 & Under) 54.88% | 45.12%

Department of Recreation City of Philadelphia



. Recreation Citywide Youth Population &
hilly< P
e Percent of Youth Population by PoJ\ice District Recreation DiStfibUtiOﬂ
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: Recreation Citywide Youth Population &
ph'lly@ A, B & C Centers by Police District Recreation Distribution
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Percent of Rec Centers
per Police District
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Recreation Facilities and
Poverty Levels

Department of Recreation City of Philadelphia



