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This presentation will discuss the strategy management system developed by the City of Palm Coast for ensuring that policy and organizational priorities are integrated into the everyday work of the City.  This system links a policy level strategic planning process with an annual citizen survey, business plans and ICMA developed performance indicators in a balanced scorecard framework.  Underlying this entire process is a systems model which examines inputs, throughput, outputs and outcomes while detailing the various linkages involved in managing one of the nation’s newest and fastest growing cities.

This presentation will describe the processes through which this system was developed incrementally and its convergent development from a broad community vision coupled with the ICMA indicators project.  In particular the presentation will discuss:

· The role of a community visioning process in providing a context for strategic planning;

· A systematic process for on-going strategic planning at the policy level;

· The development and management of business plans which operationalize the priorities established by the strategic plan in the light of ongoing operations;

· The integration of the ICMA performance indicators system into the strategic and business plans;
· Staff reactions to and perspectives on the process

· Governing body reactions to and perspectives on the process
· Lessons learned and planned improvements.

The constructs of balanced scorecard and systems thinking are in wide use.  This project represents an on-the-ground attempt to integrate these concepts into a working system that provides practical value to managers and policy makers in their decision making and problem solving.
Answers to Conference Questions.
Innovation/Creativity

This process encourages and facilitates creativity at both policy and managerial levels while modeling for managers how creativity and innovation can be fostered within their organizations.  Beginning at the policy level creativity is fostered through both the re-framing of issues and the encouragement of both divergent and convergent thinking with respect to solutions.  Basic framing and creative thinking questions such as “what is the problem we are trying to solve?”, “what would an ideal solution look like?", “who is better positioned to solve this issue than us?”, “how would this problem be addressed in some other setting?” all serve to foster a creative mind-set.  In addition a retreat setting that allows for informality and non-structured time is used.

Quality Management

A broad range of quality management tools are used with the specific tool being selected for the task at hand.  Problem diagramming, causal analysis, process mapping, feedback indicators, comparative benchmarking are all used at various points in the system.
Management Philosophy and Culture

As a relatively new city (just over five years of incorporated status), the culture of the City is both being set and is emerging.  What has clearly been set is a culture focused on results, on fact based decision making and on professional development. The body of research which has influenced this work include Robert Kaplan’s balanced scorecard approach, the field of complexity theory and complex adaptive systems as developed by the Santa Fe Institute, the performance measurement and management approach led by ICMA, the field of public management networks as articulated by Agranoff and the emphasis on collaborative planning and facilitative leadership as articulated by a number of authors.

Integrated Processes

This process represents an integration of several fundamental business processes including strategic planning, business planning and performance management.  What is distinctive is how these processes are integrated and linked and used as management tools. The City is committed to both participation in the ICMA performance measurement project, the annual citizen survey and is invested in ongoing training for its staff via conferences, workshops and in house training seminars.   Most of this work was done by City staff with limited consulting support provided by Analytica (one of the co-presenters is the firm’s principal, Herbert Marlowe) and by Richard Kelton, City Manager.
Results/Real World Advice
Performance measures were a combination of performance indicators developed during the strategic planning process related to goals, operational indicators developed in the business plans that would inform managers of their progress on their plan and ICMA measures which enabled managers to benchmark themselves.  As for real world advice, we would stress the need for on-going elected official involvement, building the system incrementally and supporting staff development to obtain the key skills needed for the system to function optimally.
