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RESD Governance Council 

ALIGNMENT TABLE: DGS-RESD Strategic Goals, Strategies, Objectives and Performance Measures. 
The table below shows how the DGS and RESD strategic business goals are aligned with each other and with a balanced scorecard.  

	DGS Strategic Goals
	RESD Strategic Goals
	DGS Governance Council Action Committees
	Balanced Scorecard Category

	Customer Centered (Customer Success)
	Increase Customer Satisfaction
	Customer Service
	CUSTOMER

	Efficient & Effective Results (Streamline Processes) 
	Provide Excellent Products and Services
	Enterprise Business Process
	INTERNAL BUSINESS PROCESS

	One Enterprise (Teamwork)
	Be Responsible and Professional
	Resource Allocation
	FINANCIAL

	Organizational Strength 
(A Great Place to Work)
	Get and Keep Great People
	Organizational Health
	LEARNING AND GROWTH
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RESD Strategic Planning Team

	Joe Mugartegui
	Ann Garbeff
	Cathy Buck

	Julie Sanchez
	Kathy Yamamoto
	Julie Fisher

	Mary LaCasse
	Angela Jemmott
	Tim Bow

	Roger Davis
	Dianne Hill
	Angela Verbaere

	Jim Martone
	Kevin Kaestner
	Stephanie Franklin

	Nik Karlsson
	Jeff Carosone
	Valerie Keisler

	Jim Martin
	Yvonne Newton
	Curt Moore

	Joanna Walker-Harvey
	Valerie Lane
	Zach Miller

	Ted Park
	Steven Dambeck
	Dolores Madsen


Sub-Team Matrix

	DGS Goal: Customer Centered


	DGS Goal: Efficient & Effective Results
	DGS Goal: Organizational Strength

	Outcome: Increase Customer Satisfaction
	Outcome: Improve On-Time Delivery of Services
	Outcome: Increase Employee Morale - Great Place to Work

	Meetings: Wednesdays, 1 – 3 PM
	Meetings: Tuesdays, 10 - Noon
	Meetings: Wednesdays, 3 – 5 PM

	Julie Sanchez, AMB
	Cathy Buck, AMB
	Al Prosio, AMB

	Shannon Vinson, BOPP
	Julie Fisher, BOPP
	Mary Lacasse, BOPP

	Dianne Hill, BPM
	Angela Verbaere, BPM
	Roger Davis, BPM

	Stephanie Franklin, PMB
	Kevin Kaestner, PMB
	          Valerie Lane, PMB

	Nik Karlsson, PMB
	Yvonne Newton, PSB
	Joanne Walker-Harvey, PSB

	Valerie Keisler, PSB
	Jim Martin, PSB
	Valerie Keisler , PSB

	Jim Martin, PSB
	Glenn Connor, PSB
	Gary Sills, PSB

	Gary Sills, PSB
	
	

	Joel McRonald, PSB
	
	


· Sub-teams will meet weekly, starting April 21, through May 29, 2009 and report their progress at the weekly RESD Strategic Planning Team meeting. 

· The RESD Strategic Planning Team will be weekly on Thursdays, 10 – Noon, starting April 16 through June 4, 2009. (Subsequent meetings will be scheduled upon completion of the May 30th deliverable of a draft RESD Strategic Plan that aligns with the DGS Strategic Plan.)

MISSION STATEMENT
	DGS Mission (2009)
	RESD Mission (2009)

	"We deliver results by providing timely, cost-effective services and products that support our customers."
	“We deliver comprehensive and quality real estate services to help our customers succeed.”   DRAFT


VISION STATEMENT
	DGS Vision (2009)
	RESD Vision (2009)

	"Excellence in the business of government"
	“Be Responsive, Be Collaborative, 

Be the Best”   DRAFT


CORE VALUES

	DGS Core Values (2009)
	RESD Core Values (2009)

	Integrity:  
We do the right things for the right reasons


	Integrity: 
Integrity forms the foundation of the organization and sets the tone for our performance. We will: 

Build relationships and trust with each other and our customers. 

Gain credibility through honesty and fairness. 

Retain our customers by keeping our promises. 



	Accountability:  
We hold ourselves and each other responsible for all we do
	Quality:

To guarantee excellence and innovation in our work, we will: 

Cultivate creativity, foster competence, and nurture dedication. 

Encourage open communication among our staff. 

Instill knowledge and skills that lead to increased productivity. 

Emphasize team and individual accountability. 

Relentlessly pursue continuous improvement. 

Ask ourselves, “Does this action add value for the State?” 

Measure performance to document what we do, how much we do, and how well we do it. 

Survey our customers regularly.


	Communication:  
We listen and share information openly and honestly with the goal of mutual understanding and transparency


	Service: 
We work in partnership with our customers, assuring that managers and staff: 

Communicate openly and honestly with our customers to achieve creative and innovative solutions. 

Promise personal responsibility and accountability for our actions. 

Provide effective and timely services that are customer oriented. 


	Excellence:  
We strive for the best for each other and our customers
	People:
Understanding that enthusiastic and effective workers produce contented customers, the RESD creates and maintains a happy environment. To this end we will: 

Nurture an environment of trust, courtesy, dignity, and consideration. 

Encourage high achievement, productivity, initiative, and accomplishment in a positive atmosphere. 

Ensure a safe and healthy work environment. 

Communicate in ways that demonstrate mutual respect for our diverse abilities, perspectives, and backgrounds. 

Seek first to understand; we will suspend judgment, listen actively, and communicate in an open, honest, and respectful manner. 

Recognize the importance of a balanced personal, family, and professional life and support each other through fun and good humor. 

Encourage and provide opportunities for personal fitness – eating right and exercising regularly. 



	Teamwork:  

We value our organizational diversity and work together to achieve great results

	Teamwork:
Because results sustain our success, we will: 

Manage our projects in a team environment. 

Maintain clear and open communication between our team members and among the teams. 

Encourage all team members to use individual initiative and act as leaders. 


	Innovation:  

We cultivate ideas and implement improvements throughout our organization
	


GOALS & Vision of Success
	DGS Goals (2009)
	RESD Goals (2009)

	We Are Customer Centered 
Everything we do serves the missions of our customers.  Our stakeholders recognize DGS as a customer-centric organization.  DGS responds positively and cooperatively to meet customer needs and find innovative solutions to their problems.  We routinely gather internal and external customer input to design and enhance the wide range of services we provide.  We empower our customers and business partners by providing them with access to the data and information they need.
	Increase Customer Satisfaction

The Real Estate Service Division’s Mission highlights our emphasis on customers. 

We strive to constantly improve communication with our customers, both internal and external, and to proactively manage expectations.


	We Deliver Efficient and Effective Results
At all levels of DGS, our employees continue to identify and implement ways to reduce operating costs while maintaining or improving the quality of our products and services, which sometimes means doing business in entirely new ways. We make informed business decisions based on analysis of data generated from our programs and customers.  This feedback ensures that we allocate resources to reach our goals and provide our clients with the services they expect. All core business processes have become automated and efficient. We are customer focused, technologically advanced, and information-literate. As a result, customers benefit from ease of use and the ability to secure the products and services that provide the best value.
	Provide Excellent Products and Services

We pursue excellence in the delivery of all of our products and services. 

We foster cutting edge business strategies to be a model leader in the real property asset management industry.  

Striving to be the best and at the top of the field, every person in the organization recognizes and supports the division’s continuing need to improve its infrastructure in order to meet and exceed tomorrow’s demands.

	We Work as One Enterprise 
We deliver our services and products from an enterprise perspective, considering the statewide impacts of all DGS business lines and services. While all Divisions share the same organizational goals, we recognize each for its individual contributions towards DGS' success. Customer success and satisfaction are more important than Divisional boundaries and this perspective guides our business decisions. All DGS employees are encouraged to communicate freely across divisional and departmental lines and work in cross-functional teams to solve enterprise problems. We embrace collaboration and partnerships, and we value input and feedback from our internal and external stakeholders to enhance our operations.
	Be Professional and Responsible – Ethically, Legally, Fiscally
The Department Of General Services, the Governor, other State Agencies, the Legislature, and the taxpayers rely on us to perform our work in a professional manner that is ethical, legal, and fiscally responsible. 



	We Are a Strong Organization 
DGS' core values - integrity, accountability, communication, excellence, innovation, and teamwork guide our operations, and we practice these values with each interaction.  Employee recruitment, development, retention, and satisfaction show that DGS is an employer of choice.  We recognize, value, and retain institutional knowledge as an integral part of the organizational tapestry. DGS has minimized the impact of workforce retirement through aggressive recruitment and outreach. We value our employees and invest in their growth by offering pertinent training, challenging job opportunities, and structured mentoring programs.  DGS managers establish broad business goals and then empower staff to achieve the desired outcomes in ways that are entrepreneurial and innovative.
	Get and Keep Great People:

Because knowledgeable, personable, and satisfied employees produce satisfied customers, we will hire, develop, and retain excellent staff. 

We strive toward excellent teamwork between Sections/Branches.

We sincerely hope that every person in RESD will feel proud, excited and motivated to be a part of something much bigger than themselves.
In doing so, every person will be responsive, work cooperatively and seek collaboration within and across branches, think and work in a unified manner, share ideas and resources, identify and eliminate silos and barriers, and work in tandem to be customer focused.
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RESD Strategic Goals, Outcomes & Objectives

	GOAL I:
	Increase Customer Satisfaction

	
	DGS Goal: Be Customer Centered

	     Outcome:
	Improved communication and management of customer expectations.

	
	DGS Outcome: Increase Customer Satisfaction



	Objective 1a1:
	By September 30, 2009, develop and publish a “Working with RESD” handbook available for customers (print & electronic versions). 



	Objective 1a2:
	By June 30, 2009 publish divisional customer relations guidelines.


	Objective 1a3:
	By Spring 2010, Supplemental RESD “Organizational Health Survey” shows 70% agreement to question: “CSM adds value to my customer relations efforts”.



	Objective 1a4:
	By January 2010, RESD Customer Satisfaction Survey shows 70% agreement to the question: “CSM provides a positive link with RESD service providers”. 




	GOAL 2:
	Provide Excellent Products and Services

	
	DGS Goal: Efficient and Effective Results

	     Outcome:
	Improve On-Time Delivery

	
	DGS Outcome: Improve on-time delivery


	Objective 2.A.1
	By June 2012, improve percentage of on-time delivery for each major RESD product as specified.



	GOAL 4:
	Get and Keep Great People

	
	DGS Goal: Improve Employee Morale/Great Place to Work

	     Outcome:
	Improve Teamwork between Sections/Branches

	
	DGS Outcome: Improve employee morale


	Objective 4.A.1
	By December 31, 2009, each RESD Branch will have received first annual briefing from other Branches.


	Objective 4.A.2
	Beginning June 1, 2009, RESD Values Team will meet monthly.



Current Balanced Scorecard
	CUSTOMER SATISFACTION

GOAL I:  Increase Customer Satisfaction

Outcome A:  Improved communication and management of customer expectations

Objective 1.A1:  By September 30, 2009, develop and publish a “Working with RESD” handbook available for customers (print & electronic versions)      Done/Not Done
Objective 1.A2:  By June 30, 2009 publish divisional customer relations guidelines   Done/Not Done
Objective 1.A3:  By Spring 2010, Supplemental RESD “Organizational Health Survey” shows 70% agreement to question: “CSM adds value to my customer relations efforts”        % Agreement

Objective 1.A4:  By January 2010, RESD Customer Satisfaction Survey shows 70% agreement to the question: “CSM provides a positive link with RESD service providers”       % Agreement
Draft Objective: Implement project-specific customer satisfaction surveys at the completion of each major phase of real estate projects

Draft Objective: On annual customer satisfaction surveys, achieve 70% agreement on “communication” questions
	INTERNAL BUSINESS PROCESS

GOAL 2:  Provide Excellent Products and Services

Outcome A:  Improve On-Time Delivery

Objective 2.A1
  By June 2012, improve percentage of on-time delivery for each major RESD product as specified  Targets to be set by 9/09
Draft Objective: Conduct rigorous tracking of project schedule slippages and budget overruns; identify causes for each slippage/overrun, with associated cost
Draft Objective: Complete a formal project close-out process that includes a) an ABMS report of scope, schedule and budget planned vs. actual, and report of slippage/overrun by cause; b) a PMP assessment; and c) customer surveys by phase

	LEARNING AND GROWTH

GOAL 4:  Get and Keep Great People
Outcome A: Improve Teamwork between Sections/Branches

Objective 4.A1
By December 31, 2009, each RESD Branch will have received first annual briefing from other Branches   Done/Not Done
Objective 4.A.2
Beginning June 1, 2009, RESD Values Team will meet monthly   Done/Not Done

	FINANCIAL
Goal 4: Be Responsible and Professional
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